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P O
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AR & H o sl :

* Queue — 10%

* State — 8%

* Age — 40px

* DynamicField_DateofReceipt — 3cm

" AC B ) P Bt A : TicketNumber - Age - EscalationTime -~ Title . State . Queue -
Lock ~ Owner - CustomerID fl DynamicField_* o
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1. 3 REHCE B .
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3. fE St S %) Frontend — Agent — TicketOverview .

4. AW & Frontend: :Agent::TicketOverview: :OTRSAdjustSortTicketOverviewUseDragAndDrop
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IEThRE i 8% if-else 4 LARARIAESE .
A EAR ARG A B
1. AR B S T IT B L 240 sl ) iR
2. FEIRLESE A P A IN B OB
3. {Ew SUARGAR & T AR A OB AR C e —A> Do

B I US = = 3E

® = | = Q

Format - | Font | Size ~| A~ E}- T, [@Source ) 9y 92 21 B

10 IS BB br
4. P AR LA T AN .
5. T My Erhikst TemplateToolkit
6. 1ECAREPEANLLINT o

[$ IF ( matches = Data.Language.match('”~de') ) %]

Sehr geehrte(r) [% Data.CustomerUser.UserFirstname %] [% Data.
—-CustomerUser.UserLastname %], <br />

[$ ELSIF ( matches = Data.Language.match('”hu') ) %]

Tisztelt [% Data.CustomerUser.UserLastname %] [% Data.CustomerUser.
—UserFirstname %] !<br />

[$ ELSE %]

Dear [% Data.CustomerUser.UserFirstname %] [% Data.CustomerUser.
—UserLastname %], <br />

[$ END %]

7. i o8 F L LUORAFARRS BL
8. niili PRAFEL TRAFIF 58 it
9. FHIZMIN + B4 BURR IR N 2 ZAE F & B .

10. G —ANE I TH, EF— AR CAERGI, AR John Doe ), AR Jm ik 4% L BC BRI
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TR T P E R A E N AT ED Sehr geehrte( r YJohn Doe s o T b o A 1445 »
437 3| Tisztelt Doe John! o WAL = F - A7 ¥ B & 8l B b 9815, 0K & 3 Dear

John Doe, -
T W, BRI AR A (HE NGOG IER I Template Toolkit 575 o W &AF 4, IBAERE
PR L& A o
ZL:

R4S Template Toolkit AAHS 1A UEE » 124 Template Toolkit H )™ T o
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B I U S = := EE E EE = = | - Q
Format - | Font - Size | A- - T, [sSouce ) 9y 92 3 B
[% IF ( matches = Data.Language.match('~de'} ) %I
Sehr geehrte(r) [% Data.CustomerUser.UserFirstname %] [%
Data.CustomerlUser.UserLastname %],<br /=
[% ELSIF { matches = Data.Language.match('“hu') } %]
Tisztelt [% Data.CustomerUser.UserLastname %] [%
Data.CustomerUser.UserFirstname %]!<br /=
[% ELSE %]
Dear [% Data.CustomerUser.UserFirstname %] [% Data.CustomerUser.UserlLastname
%], <br /=
[% END %]

2: W SRS A B
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HURAE RIS AT Template Toolkit VAR » Mot —AMBIHTUS 23— AVHERBERL 45 VR T i S 1L
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An Error Occurred

file errar - parse error - input text line 1; unexeected token m a IF
Data.DTHSTaEData.TxpelD == I“,-a “fal

Send a bugreport | OF | go back to the previous page

b Error Details

LR B AR R i A

EAGIFR , OTRS R4 4n3kf1, 7¢ [intheline [$ IF Data.OTRSTagData.TypeID == (s %] 1T
A ANEAMORRD [ . ZEF—A Template Toolkit FRE5FHIAN T 5 AN RS, X & E2E2E 10 .

A HEAEAZER
1. AR AR S 0 S e o
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« Escalation Type Bundle Management

Filter for Escalation Type Bundles Escalation Type Bundles

ESCALATION TYPE BUNDLE NAME
Bundle

Escalation Type Bundle Name

Actions
[+] Create New Escalation Type Bundle

5] Escalation Type Management

COMMENT

1 THPRIY A &8 B i

EETH R A5

ARV TT R IIA S > EHAT LR B AE
1. B ZE A ) BT I TSR 42
2. B LIATEL
3. wili QUM .

EXECUTION ORDER VALIDITY DELETE
1 invalid

4. TRl HE 1) B G4 TR AL A bR AR LU G AR TR AL S RN L .

Create Mew Escalation Type Bundle

* Name:

* Execution Order: | 1

* Validity: | invalid

Create or Cancel

Pl 20 T (T SR 1 o e

G ETI IR S TERAT AT 84

1. BTN GHI R P TIRERA G, SE R OCE N GUEF I TR T & A 8 1) BX L o

2. BT BONTHICR AL A INTEAAE &
3. sl PRAFEL PRAT IS8 Al
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Edit Escalation Type Bundle Bundle

* Name: Bundle

# Execution Order: | 1-Currently: Bundle

* Validity: | invalid

Add escalation type:  First Response

Escalation type "First Response” x

Escalate after: 1 Hour(s) Round up times

Use calendar: Don't use a calendar v Notify on: 50 %

Save or Save and Finish or Cancel

P 3: GdHTH RIIAL 5
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FHENER TR A & AT LR $A4F
1. Py BG5S A PR o
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Escalation Type Bundles

ESCALATION TYPE BUNDLE NAME COMMEMT EXECUTION ORDER VALIDITY DELETE
Bundle 1 invalid
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HUREE N — SR/

AP ke T AR H DD o W BB 8 H a s WHBCE 18 B R sl e = W H
24/7/365 H 1 .

TSR] 2 SCHE A o

TH SR
THRRBAEH KRS « B RS0 ke « IR S 1B TR B TR L A 10— 5 B o ARG
ACLEARATIN R BEE (140 ETHRIT IR A e 2t 2 D/ ) o

AT I B e 1) R GRS N TT 2R o AR IRAT 2 ) s Cd N T — 22T R o TSRS P e m] A
TR E AL THESRRBH AL AT
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« Escalation Type Management
Filter for Escalation Types Escalation Types
Escalation Type Name ESCALATION TYPE NAME COMMENT VALIDITY EXPORT DELETE
First Response valid £ 3
Solution Time valid L
Actions Update Time valid £ 3

Create New Escalation Type

& FEscalation Type Bundle Management

Configuration import

Browse... No File selected.

o Import escalation type
configuration

5: JHR IR P i

BT

A BB THEER, WEIAT BL R A
1. S ZE AR R i) QAR T BT
2. WHELITEL
3. sl QU .
4, AP E [ B iR TSR AL A LA G BT ST RS S,

Create Mew Escalation Type

* Name:

* Validity: | invalid

Create or Cancel

K 6: BB TSR b

A LR T RAY , THRAT LT A
1. PR THERBIR P TR, s F O G TSR 4 HE 1) B AL .
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2. BHCT BT RIMTEA R .
3. miili RAFEL RAFIF 58 AL
AR TR, AT LR #RA4F -
1. dy MIERS B A AR
2. RUT AR GRHE T WAL
AP HTIHERAY, AT LT R AE

1. by SHATH SR .

2. TEFENLP LR — ML E DMRAF Export_EscalationTypeID_X.yml X4
AP NTHYRAL , AT LR R AF

1. sk AL R W0 5

2. WFE—AEHTIF A L yml SCF .

3. My TIPSR B E AL

THE SRR B R

ARG UL DEPEINS T LME I UM B o AT AT (P BUR U BL

YRR BEBRIE AR o AT LAZE BT BOT A AMEAT R B AT B RS T REAI RS o SRR R AERE N
S

VERE IR B ASINILE AR R o O TN, IR 2R I BORGE i A e B T I BRI IE DDA TR
MR Bos MR

A AT R (E] AR AR B SOA

FVFMEIEWRE I Rk e 50, W AVFIR T, SR E AR L RN I T s AR C AR, DA
RIFIWE Z AL Do

VAR MR DOE M T ORI BTN T IR AN B AR A 2 e A LR T 4
SOLHIMRAL

WEARE FA SR T RV IR E AT RIEBILES » WITHeR LLZTH s C B ©58 R ) AT
AR

AHE * BRI AR o R B AR AR T O OTRS T o Kb B
Bl AR I K I S

Sl AT

BN AT » T TP TS AR PEATRN (IR | SRR AL R

i i

Ve E OGE M T TR JR SR R R S o e L TR A R 1A B I R A R I TR D O
U BB T A6 T VSRR N 1] o
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Edit Escalation Type First Response
# Name: First Response
Commenits:

Description:

Allow resume from stop:

* Validity: | valid

Start Restart Suspend Resume Stop

Hint: Within this tab you can set up the conditions that need to be matched to Start the escalation. Please use the
checkbox in the first column of each block to enable the condition and set it up afterwards. Please keep in mind that
the different blocks and the conditions within the blocks are logically connected by "and’, while the sets of ticket
attributes are logically connected by 'or’.

General
Use this dynamic field as base time for this event: ticket creation time b
Ticket attributes © add attribute set
ACTIVE CONDITION | - hd
Amessage from anfa  Agent v || isnotpresent v |
L The ticket attribute| StateType v || did never equal ~ | one of these values:
closed removed merged pending auto pending reminder [ +]
e The ticket attribute| StateType v || equals now ~  one of these values:

new open L+

Save or Save and Finish or Cancel

RS

7: GBI R TY BE
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Escalation Types

ESCALATION TYPE NAME COMMENT VALIDITY EXPORT DELETE
First Response valid
Solution Time valid
Update Time valid

Pl 8: MR TR B

s BRAECRE 2 I TR OA T S SRR SR AR ) DA S SR ULRC IS DL R o8 BRI TR TR vy
RIC BRI Do ISR B BCE ) T GIREIN [], THORE RS T8 0 QU I (8] BB T 4R o I s 5% ) T
CIRXAEIETI ) XATREARA T » HER SR 1) R A e

e my LUKs H 3918 H Ui 1) 3h 2 5 Bt O REMEI [A) o RIS QIR 0 T b i7e 1 sl &7 B, IF HIH40T
4 M BN T B R AR FEME IR ] o SRR ZS CRC B RS A 7B, WAL HIZEAE IR 1A) 1) 26 C i ()
BT G N ] B IN TR - ARSI T 3h a7 BUN A ST IRTH - )

T g

A UABCE LA B R o XSS R IR AR DL LA PR AT o InAUX LRI OR T 44
%, XEWRE DAL I —MES A e H 0T o WERES TP &MTHEY AND ZHER, XRWENA
FATFHLIRVLBCA RERIE BN o

AT S A » T LA/ B PR AT 07 () S n R PSR SR L I i A A AN 4 o AN BB R R RSN
FAF I BT DA PR R A TRt

. T ECE AP TP R ANMEAE EAFAE RO, XS E e O AT By S s R T AE
Mo PR PRI TR A 1 TicketHistorySplitTimeThreshold( LHR 7 S s PR i [A) BOE ) B
SE N o BERF TR, WSBEAN T R BT EAE .

BRI T AR R T LA th e ) T B C G A L B L A AR B3 S B
S5 N GUEHT st il T e Do

T e e AR R s b, T DU DL FCSRAE A  hadd

SEFIAER Cls )—Fe B T @M 2 — N 5 2 J 1EE VRN P b 1k e B MEAEUCRC o an iR & /0o
—/NCECI, SAE TS 4E 5 true o

ANETIAEN (Is not) — BCE 1) 1T 5@ P ERAN N 5 S 5 IEAE VAL I/ 10 e @ PEE VLS « & A
VCRCI, SR EE Y true .

M ( Was )it & 1 T gtz — N5 200 EAE VRS 8 0%y 2 B P UL o (IEE VPN Hy
SE T Sl sk P T A AR o WSS Ty s g M 2 D AN VLRI, AR T S
ok true

MAZET (Was never) — A7 o & (1 1 5L 1F A8 AN W A% UG BC 24 i 1E A8 7SI 4R A 10 58 S PEAEL - BT
AR FRFE D7 LA S M B AR AR VP AL o R T g s PR BeA UL e G5

true .
B4k (Changed to) - CVACE Y TR H SO G e H L — o RERE 2 THEEAFT (= E—4
BAF) .

SETSERTIY (Was previous)— 28 2b—AN CUBCE (1) T80 @ ME N 1% 5 3 — AN B 104 2 @ P TS , 3X
BEMAE ORI TRy s rp AP o Wi TN RS TR @ R NIRRT A
PRI S5 RN true .
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AZETSERTH (Was not previous)—Iit & (¥ 1 # & PR A A W 1% 5 Se a4 F a0 m PR ILAS , X
R LR [P T s i — AN R o i RGOSR AR ) Ty S A AN RIS, SRR S

true .
HEER AR e SR H P EUR S N D3 B A5 20w s AR R o
WAL A, 10K e SR P P BUIRSS N B3 ZiU G T R LADE R4 A
BRSO E S WSS R IS ENE AR5 R DRI .

R 55 9 Bl
AL TR AL 5 70 B as SLA o BRI, — A2 ak 7 Br s in 21 s in ik 55 200 U5t 4 -
Add SLA

* SLA:

* Validity: | valid

Save or Cancel

P 9: SR 25 ) B iSL 5

By

THRAE AEIXE, A LN Bogs it SLA (P aT T & I 5 h 3EATIE#E - R4l 570 lisy SLA K &
o, HAIE SLA 41 T o [BIX e TR
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A SLA i) H Py B X TR D ReBAT R0

4.1.2 {5 FiE 0

LA > R TR SR SRR RERRAS

RGN

TRAN AL A Tl RN VRS N T — SR o

TH A REbR 2

TH A BEAR S A 5 THAN S g b TAE o e AE G LR ORIE ] BE e TR 1 RN, (38 4012 1Y)

g o DU RS AT AR TR AR A BE bc aT Y

<OTRS_TICKET CustomEscalation_ EscalationTime> IR TI4¢IFEAEIEAT, WIHARZEEIR A T2 25
UK 25 s i 2 H RST8] (140 2019-01-01 10:00:00) -

<OTRS_TICKET CustomEscalation_ NotifyTime> UIRTIZIEAEEIT, MHARZEIR BITF A (1 T
i %0 H #AmE C i 2019-01-01 10:00:00 ).

<OTRS_TICKET CustomEscalation EscalationTimeIn> W IELEEAT > WARiCHE UL 3h 30m
e 23 0] 22 i FsF ) R0 - 2% B T ) 254

<OTRS_TICKET CustomEscalation_TypeName> ItHRZEKGIR AT LAFK (140 ik 7 SRR o
W0 B AL T S ()

A FH 2D RO T4 AR P G R T R A
1. #ifk OTRS ~Fy 3R IEAIZT «

shell> /opt/otrs/bin/otrs.Daemon.pl status

2. ¥R RGME JF)5 Hl Daemon: : SchedulerCronTaskManager: : Task###TriggerEscalationStartEvents
WHE o ER RV BENMESIEAT 015 A B R AL .

3. BEREH SN, FTIF LRl AN BTHORE R A .
4. OB T RN A8 SRR AT i A T 3 A RERR S (fn P id) SO .

TH AT

LA R T nT A

Escalation: [EscalationName] (Start) (EscalationStart_[EscalationTypelD]) 1% )5 s 7H 2%, H 3k
T .

Escalation: [EscalationName] (NotifyBefore) (EscalationNotifyBefore [EscalationTypelD]) £ #liA&
WIS N DI THR I TR] > DR HAT AT .

HEAEEMHICE TEMA PR ARAETE . JHHA T TriggerEscalationStartEvent JfH
PR IEAEIZATI , A S IEMPAT AT .
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Escalation: [EscalationName] (Breached) (EscalationBreached_[EscalationTypelD]) &1 % it %1 F 2%
INFa] s B AT ICERAT o

HAEEEMRE T M AU ARHAEIE - BHT TriggerEscalationStartEvent JFH
PR IEAEIZ AT, A S IERHAT I .

Escalation: [EscalationName] (Restart) (EscalationRestart_[EscalationTypelD]) 1 % 0 & 5 J3 &) T+
% WLREAT A o

Escalation: [EscalationName] (Suspend) (EscalationSuspend_[EscalationTypelD]) 41 £ FI 2k & #% £
& WP HRAT A .

Escalation: [EscalationName] (ResumeSuspend) (EscalationResumeSuspend_[EscalationTypelD])
WERTH R O NSRS > WPREPAT I AT

Escalation: [EscalationName] (ResumeStop) (EscalationResumeStop_[EscalationTypelD]) &1 % J
RO IR > WPRAT A

Escalation: [EscalationName] (Stop) (EscalationStop_[EscalationTypelD]) 1% 015 tE T+ 2%, K 44
AT

4.1.3 RGEEH

GG » SEBARZEPRINMNAN IR « B el FE SQL il 5w 4E iR 3 .

AN, BE LA RS B L] . 807 OTRSAdvancedEscalations 21 B X SEHE I .
SQL #rif] % I

FHE G Ll T T SQL ket o BUT E R T AR R A5 R .
escalation_history ¥

T TR AT HHG A escalation_history P EIEDRAH , X2 vh 5 C 58 T U8 I ge 5 KU 2k
filt -

TR TR AR e R, TSR T AT R GURC LI

* Ticket::EventModulePost###EscalationHistory (éﬂ: OTRSAdvancedEscalations, §
fii: Core — Event — EscalationHistory) -

ffifr OTRS ~F9 2R IEAEIBAT o

shell> /opt/otrs/bin/otrs.Daemon.pl status

IR AR HOR B DA T TH AT

« EscalationStart ( AT )

* EscalationStop( FFZfEik )

* EscalationSuspend( FFZ¢#1E )

* EscalationRestart( HJFF+4 )

* EscalationResumeSuspend( MFAHEERE D

e EscalationResumeStop( MIFZ A 1 D
escalation_history RHEFGLLTF):
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id MFIEE TG LAl sk ID(H 3G ) .

event_trigger IWHIALETIHFM (B0, EscalationStart) .

object_id( X% 1ID ) WAL S ID(BIW, T ID) .

object_type( XJZ KM ) MAHE LK G ID(HIW, TH ID) .

object_history_id( X% 75 1D ) WIEH ticket_history RIEFFELFHHRFIAICID .
escalation_type_id( FZEM 1D ) ILAIEEHALMFHEEID .
escalation_reached( JIZINH LR ) AT S CIARITFN T (rBEMIME:01) .
escalation_datetime( JFZ¢HIYINA] O A5 T+ H IR IS TA) K o
escalation_time( JFZIN (] ) XIS T T2 FT R I T C 7 ).
escalation_wt ( FFZFIR TAER] ) A& TR C A TAEH DIV D Z Hr B R E C F2 .
notify datetime( IHHI M ) 1A A5 18 HTF 46 1 H I R E

notify time( JWANNA] O A AL 30 5046 BT AP AL o

escalation_remaining_time( JFZHEADGRIARNT] O A A& E TR AL J5 T 50K T+ 2 2 /i i)
ol Ax ]

FEfR: A DA ERRES e .

escalation_remaining wt ( FFEER GRS TAERE] O AL & 7R FH R BRI J5 T A 9 2
(R s TA) C AR CAE H B e

MR A AEHBEIR S N T

notify remaining time( FRZGFE G AN R ) AL F g R H S Ja il 0 T 4R IR AL

M ARG e .

notify remaining wt ( FFEEEE G AP R TAERT ) a3 S8 Hi 5 Tl En Faa i Ab £ C AF
M TAEH PIvhEE s

MR A AEHBEIR S N T

running total time( IZfTW[H] ) AL EF I EE5ET Timer (Start |Restart | Suspend|Resume | Stop)
FABATHRATSEL .

running_ total_wt( BITH TAENT O RIS T Timer (Start |[Restart | Suspend | Resume | Stop)
AT DA E (FEH TAEH k5 «

running_total_virtual time JtAIEL T I IN A8 T S id sk US4 T B AP 4L .
running total_virtual_wt IH)ES T 383607 il s AT 10 B B8 (FHH TAE B 5 -

suspend_total_time( HERART ) WA EEET Timer (Start |Restart | Suspend|Resume | Stop)
HAR TR B .

suspend_total wt( & TAER ] ) A ST Timer (Start |Restart | Suspend|Resume | Stop)
AP TR SRR AL (fFH TAEH DAY «
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running_last_time( IEfTHRFEENTE] O AW E RSN/ KR FAT S5 AR S 2 P C i, Bs—

calationStart ¥| EscalationSuspend B¢ EscalationResume F| EscalationStop Jo

running last_wt ( IEITRFLEN TAERTE] ) BRAIE & 0 B/ R S AE 545 b/ S5 2 [ R £ C il s
EscalationStart ¥] EscalationSuspend i{ EscalationResume Fl| EscalationStop X i
M TAEEIEE .

running last_virtual time U443 T T 5 5 s 4% H 10 )5 3) 8tk 5 Fi 4k 5 45 1k s Fi 2
B R4 #lhn, EscalationStart 3l EscalationSuspend” “B{ ' “EscalationResume 3
EscalationStop s

running_last_virtual_wt UCHIE 5L T e 4% H I 2 sl & i 545 1 sl S0 2 TR) 1R 7
$( #lt, EscalationStart ¥l EscalationSuspend’ ‘B{ ' ‘EscalationResume ¥ Esca-
lationstop X MM TAEHITHE ).

suspend_last_time( EFHRREEITH] ) BEAIE S HE T T s 45 H R TR SR 8L 3L .

suspend_last_wt ( E{EHFEE AR ] ) a5 28 T TR I e 40 H BRI T T M8 C 18
MITAEH VS D

create_time( QU] O HEAIE S T S04 H MBI H .
create_by( I ) MeHALS fil ke Uy sac s A A2 7 119 1D .
change_time ( &N O A A5 B T 28 g S0 250 4 1) H SRR T
change_by ( B ) B4 il B 4 58 iy T 7 i 1D o

escalation_history_data x

B T8 AE escalation_history RHGIEFI&H o X REANTEL, v LUK LR fmah &5
B R AP A B B R o MRS T TriggerEscalationStartEvents » W UZELL T RAER &
TOE T A L RAT ) SR 1k

* EscalationHistoryData###Ticket (41: OTRSAdvancedEscalations, $fji: Core — Esca-
lationHistoryData).

FERH : Queue — 1

* EscalationHistoryData###DynamicField (4l : OTRSAdvancedEscalations FHi: Core —
EscalationHistoryData) .

lic & 741 : DynamicField Test — 1
SO TE R A e R TR DA R G B R

s Ticket::EventModulePost###EscalationHistory (4l: OTRSAdvancedEscalations, T
fii: Core — Event — EscalationHistory) .

ffitk OTRS ~F9 A FEIEAEIZAT o

shell> /opt/otrs/bin/otrs.Daemon.pl status

TSNS T BB ARACAE MR escalation_history_data ', HHAELIT):
id MAALE T Sadsk it ID(A Shig ) .

escalation_history_id X/MHIEE MK escalation_history &HK ID .

field key LIS AHSCE R 1I%8E (51Un DynamicField_Test % Queue) -

field value MHEE A KME (101, BhAFBUH TS 8 M M) -

create_time( QUAINIA] O BEAIELE T Sl s 88 2% H B v ra)
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create_by( GIE# A ) MHIALE il T2 07 Ll sREAR LR P 1 1D .
change_time( &N ] O b AL E B o207 s B A 1 H BRI R] o
change_by( BN ) MbHIELE fi & £ Hs S 0 S H - 1 1D

AGNE
AU B R TN TR AT AL

A5 T SN TSGR A7 ST e 1A R s AR RN TSR Bl
BRICZAb Sk n] LR 5 A T SRR SR T (SR /N B A PR s 2T 41

TERGBCEIED , Al RN R TR A Tie I, B EAIAETG BN o W SIEAE e, e &
‘B AgentDashboard###AdvancedEscalationsDefaultColumns HFEEERH 1.

M BRI TAASCRACN A AT — A RGRCELL I o DL VR B TSR 2 2k
T+ .

ERTERIVUT s « FHRBLC F1 ) il E xS ] C FFEETE, S/ Do BT AT RIIE) .
XPTET P RE , O AN E BN TRAE , DLERBEaT TR e +% .
FHIORA LTS AT B
o s RIA B EGE TN E
o BO/RF  CIA B BRI E A N ], R TA B B TN A
o Z0(0: AR B e T RIS T .
o BR€: TR H AT EE .
A REI BT
XA CECE TR, Kt EIF R LU 22 NIt ) o A Wb EARAE MRS N DA AR P AT IR
FEZRSEHOE A1) o RHAE T TR B 5 RN e 48 41 35 .
EscalationDatetime( FFZE I ) FH2% LM IS ) .
EscalationReached( FFZUAE] ) &/, EHIAEIFH .
EscalationTime( JRZIN[A] ) FRIRAITI 2 i HIFEL .
EscalationWorkingTime JFHZ2RMIT2 2 i) TAEH iR £ C AXAEE LT HIIE Do
EscalationRemainingTime UIRFFRMERMT L, FHZ TS (RE AL ENAWE)

EscalationRemainingWorkingTime IR FFRAEMT I, YA TAEH A (HAEXT
HI A e N AR E) o

NotifyDatetime ( %1 H W] ) W AIFFAG BT 18K C AXAESS 2 s Do
NotifyTime ( BRAHZNNIA] ) 3 HITFUG 2 7T ADEL C ANFEL E W Do
NotifyRemainingTime ( MR BTN ) Wi H/4s 1k, WA AT R M EC AUEL BN E .

NotifyRemainingWorkingTime ( 1R B I TAEIN ] O i REE&MAF 1L, @ATF T R0 TAE H e
He A SCT HII e

SuspendLastTime ( #{FHRFLLN 0] ) EUCEETEI 25 B R HL
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SuspendLastWorkingTime ( B{FHFLM TAEN ] O FCEAS TN 200 TAE H B8 C A0 e X T H
PIiE o

SuspendTotalTime ( #{#INf[A] ) THIN R F I SFPEL .

SuspendTotalWorkingTime ( F{FHRFEL M TAEM ] O TFIN 48845 19 TAE H e fb % C 0% LT H
JIiF Do

RunningTotalTime ( iZT SN [H] ) THIERISAT SR H C ANUFEHAZ I E .
RunningTotalWorkingTime ( iZ4T S M) TAER ] ) THIERISAT B 1A H P s # 4 C ANEIEEER TR .
RunningTotalVirtualTime Dl BaseTime {ENTFIGH I, 11 B2 1T SR E C ANEIEECE R .

RunningTotalVirtualWorkingTime Ul BaseTime fENFIHHW, THIN 22470 TAEH IR EC A
AFEEEEI ) OC A e T H I s

RunningLastTime T W& FUGSAT R E C ANEAEHER ] .
RunningLastWorkingTime il FUCGEATH TAE H D 2 #b5 ¢ ANEFSHE I E .
RunningLastVirtualTime Ll BaseTime {ENFFUHH I, THINES EUGEAT R C AN EAGHEZ R D,

RunningLastVirtualWorkingTime Dl BaseTime fENFF4RHW, T8 LRESATH TAEH B #0 4L
C ANEFEHERI TR OC A0S E T H P s

4.1.4 JxBIHE
A A G R 0 A R ) K

QU TR

BB ISP THRSEAY o Sl QUEDETTE RS A .

BUG s (07 BL o $RACHR IS, ORI E ) SIFT T SR I G B 3 o ORI TSR JT hm i 33
o WATHIGAF R FEITAETH R AT o VIR 53— MR IR DL E 2 TR & AT

FESRGIR S FATR R T el QB e E s IFH g5 A S BAEAE o (TR hrsi g B 77 2
AEAE— RS N B

DI 2 5 1R TR DABCE T A5 b 5 AF o AEIXPP SO0 > WERARSS N B3 R0 TR IS+, IRk
FAVF R 55 N URETH R .
BIEETH IR

BB AR THRAA . Rl QUSRI A

WERTHWFE  ESEL W u e, DUEEMIHS AT 88 R85, B0l e v 208 0 T+ 22
R i f o o SBILAE v LUE I Z8 T 2R F 3 Sk s i LR G O TR 2R o T+ g2 )
A ULV B SR o B INTRIES R C W 1 ) FAI R BALE C 1 /NI Do ARAEBRSE

KB T RS T B 7y B s SLA

H TABBTE R TAE, s 2 L M4 BUA 0 SLA o ¥ 2 ILA SLA 1) SLA & BELERE . JF AT T4
EINRPERERA G TR
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4iie

SLA 73 e (4 T+ R T AL A 5 (8T TH R ALK S 2505 77 G R T80 AE — /NI T2 C 2R g5 A B
¥ D

4.2 fo5 N b

KGR BT R Gy — AT, TR NS AT R 2 1D AT R SLA » DAHCKE A T 9. 1 516 i A TS
SPBECEETIH o SPTHH ARG TARRE T

FUAE TR« TS SCRBRON B AN GE T S SR TR o T 8 i M o5 Wl Re2xt
ARG A E RIS TEREE I .

FEfil: AT AL o AR A SR 55 G A4 Rl A T R

421 TH
ZREMWHAT )G, — B THUE S/NSIER o AE TRiEfs bt .

T
MR T R

5 TR s BT PR o Ae TR VERS B TH A5 SN .
THRELE BT SR, SRR AT eREs . DL e

o RIS MAREBITHE T .

o O THYOEAINE R .

o AR TN O .

o KO TR

PRI
TEHR BT o W] TARRIEA A S o ek T Sl 4 H BT D) BIpR I rp LIS 2 o RSPt

o AR 22 FPDR A8 LA R i I T PR BT AT AR K o PRI R Ty il sk i 20 5 70 .

AT RIPANTHE SIS N 2R AR T e - RGN ARG —N% 7 ID M SLA BATH
RITRAGANTH RN, WIRORE e 15T 24 /iy 80 i) T8 SR T 42 -

PR THER RS, BT S8 IR EA AR TR S .

THRARZS
AR TR PR o AR BT R TR R B A A, JF e B (th

= EUH;

Zrth, 20 = REBATAAL) o FA B P AREMRE, WERTHEE MRS, TR 2 A
&

X o
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History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION

NewTicket
ServiceUpdate
SLAUpdate
CustomerUpdate
PhoneCallCustorer
EscalationStart

COMMENT

New Ticket [201502203549000024] created (Q=Misc;P=3 normal:S=open).
Updated Senvice to Service 1 (ID=1).

Updated SLAto SLA 1 (ID=1).

Updated: CustorneriD=customer-1;CustomerUser=customer-1;
Custorner called us.

Triggered "Start” for escalation "First Response (4)" with base time "2015-02-20 09:59:33"

zooMm

USER
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS

10: TR - EFETHERMY

History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION

NewTicket

SenviceUpdate

SLAUpdate

GustomerUpdate

PhoneCallGustomer

EscalationStart

EscalationStart

EscalationStart

COMMENT

New Ticket [201502203549000024] created (Q=Misc;P=3 normal;S=open)

Updated Service to Service 1 (ID=1).

Updated SLAto SLA 1 (ID=1).

Updated: CustomerlD=customer-1;CustomerUser=customer-1;

Gustomer called us.

Triggered "Start" for escalation "First Response (4)" with base time "2015-02-20 09:59:33"

Triggered "Start" for escalation "Update Time (5)" with base time "2015-02-20 09:59:33"

Triggered "Start" for escalation “Solution Time (6)" with base time "2015-02-20 09:59:33"

zoom

USER

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

CREATETIME

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09-59:34

02/20/2015 09:59:34

CREATETIVE
02/20/2015 09:59:33
02/20/2015 09:59:33
02/20/2015 09.59:33
02/20/2015 09:59:33
02/20/2015 09:59:33
02/20/2015 09:59:33

DEBUG FIRST RESPONSE
START
FixedFilters:
FILTER
AgenthessagePresent
AgenthessageSent
CreatedByCustomer
GustomerMessagePresent
CustomerMessageSent
Attributes:
ATTR CURR PREV WAS
Priority 3 normal
Queue Misc
State open
StateType open
TicketType Unclassified
Attribute Sets:
SET ATTRIBUTES
1 AgenthlessagePresent, Is_StateType, WasNever_StateType

Bl 11 TR R - THSRAL A X PR
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THERRA Y2 T TR AIEAT | R BORIZATRE o X HLE MR I BORBLA:

my 3%EscalationStatesMachine = (
NotRunning => ['Start'],
Running => [ 'Suspend', 'Restart',6 'Stop' 1,
Suspended => [ 'Resume', 'Stop' ],

) 7

P, Rz T R isqT, IR eR 2l s 2NZT ) THRIRES « R EEEE , B A dksknk
AR A RS

THR L I8 A
BRI SR BCE RS N AR P BRIE B R B A OC o i Rk JER O Akt WK R %I vk
AUCEL > WL IS ANULEL , A2

s AgentMessagePresent : fAEKRHAMRS AARIHEE -

* AgentMessageSent: —MRFEANAKIET —KHEE -

* CustomerMessagePresent: fEER AR P HIEE .
* CustomerMessageSent: BPRIET —4MHE

TH et

A PR P P R 25 A A T S P A BT R T

144
« ATTR: MAEE THREN
* CURR: LIS PRI M o BERREH T3 LRSS T L BUAEANSE TR S0k 46 4F
 PREV: WAL S b— PRI o SRR PO S as T | SERASE TR S0 & AF
o WAS: BEHIEL S ARG AT PRI o SBAERRe T T 08 MORSE TR B 255 T (41

TH JE AR

HAT B M Poks BoR s 8 THIOIR S TR ) J@ M AR 5 5 2 R b I VTR .
2%

« SET: WA S AETH R PR BB IERI S S o WRILHS, ZEC7R B gk, & WK s A 40
.

* ATTRIBUTES: M4 BoR @ AR ILRC AT o Ui, Eoe s A B A4 FRR TS 1 o 3 R AT 4645 1
— AgentMessagePresent : fAfEKHRS A LIHEE -
— AgentMessageSent!: MRS N BURIE T R E
— CustomerMessagePresent: FFIERBE T HITHE -
— CustomerMessageSent: FPVRIET —%HE -
- T TRJENE e R AR

4.2. JR% A BT 35
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'Is' => 'equals now',

'IsNot' => 'doesn't equal now',
'Was' => 'equaled',

'WasNever' => 'did never equal',
'ChangedTo' => 'changed to',

'IsPrev' => 'equals previous',
'"IsNotPrev' => 'doesn't equal previous',

— Is_StateType: HuiREMEMEER TRJEM &M stateType MR N LEEN UL, R A4
AN .

4.2.2 %

T LU P57 10 46 T %t SRR 1 RN S BRI S L
4iil

GErF i R TR

W B S TR AL, T AEH CL R B Ze vk o S Asi b«

TicketAccountedTimeEscalation —FHi ISR, ' R ASEHEN K T8 . &2 OTRS HE
Zirf TicketAccountedTime S B IEIA , (B0 LS R & A HEHE i T g g
DA AP E

TicketEscalation —/MHINAERESG U &, BE/R T XHA Y # HIWACES] . © & OTRS HEZEAMY T
FEFEGETE I EIAS , ABIE AT DL R S T 8t > 4% T 5 J@ MR s T R e 2 o

TicketListEscalation —/MHNZIHEE, 78 X i LB R e & M4 C s T 5ds . nT Llfs
fEY #h LA order by Fa) A #E HIA o B8] DL T g Mk U R T b i SE L .

TicketSolutionResponseTimeEscalation — i MHMESG I &, LB HFCRHEM TR B2
OTRS HEZLHERIA TicketSolutionResponseTimeEscalation Gt #HEMEIA , HE ] LI
Elevation by 7Bt HIiER R THHH) o« EMAE e gt s B h e $e 201, 8] DL & g TH 25 5
HEE A .

HH S AFAELLUT R R TS -

IEH) TR F)C il EscalationReached » s — DT B LUEBFTHIE - th2km
HF X @R Y el Bt uEss o

FIHAIE 2 T X F2S A 141 C Bl EscalationDatetime ) M7 T 6 5B 4a Xof mlAH X I A] Yo [ 1K) &5 4y
TE o IR T X JA Y #hbA R yE s o

VEf#: WHTER fE TicketListEscalation GiHEREA, XELHLE Y #h EAATH]

FEE A C # ) S F 2850 C B4 RunningTotalTime ) K Bon—ME® AN TB « B8R X 841
fE R TEEETAI/EL /N T80 T JE4%

HONTER A 2% o Bt iR 30, ‘e A shEh 30x60 = 1800 5 .
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4.3 SN BT

AL BATINEN G T
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CHAPTER D

2 HAESS

ULy RESA AL OTRS 45 B 63 e A ik 55 A b3 Ftif rh (9 5828 T8 5 SCH SIPAT R4 - fldn, mT LU ] FiE
JEPEC HolE - CTFRAE D ABICHI TR, s 17 BIURE T2 ) T8 K P A3 AL A

U, W A BT S5 30 T Oh 8l 7 B B (03 DB IR TR, AN BEANRe s IR TR] a5, 2 +2 J5 51
-3 7 o Pk, BRTRTRURAR | SR 2 R B AT (1 0 R R S R R 1 s A T R

P s
o MEQUEAIHAT A S TR IRERIF A S .
o PRI H FESS IAL BE RS
o Piib A R AR R S .
o R AR TAE .
HFr4H
o IT fiRs5 A Bt
« BPRGS | SCRE
. s
© i
« BUN
AIAE R S5 L e 2
< R
OTRS WA Hu & B A% b (W A A F (0 44
+ OTRSAdvancedGenericAgent

TR 5 LN ShRERPE AR
« THIHAC
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5.1 &3 51 Stk
BEARPE AT IR BB ST PR T BUAT IR 4 <

5.1.1 HaMT%

VRO T B A S IRT ) A ST S5 ARB ) TR o R R H AT E I SR R 3 & 7 B, DL

AT B AR HT AR H s H 3 .
LERCE AT H Y

1. FTITHAE B G AT A B 55 bR o

2. JETFIEIAR OB/ TS L

3. B H s H I ) 2h 2 7 B A 539

0 Ignore this field.
+0 days

04w |/ 12v [ 2019~ B - 11v : 46 v

1: ABNAESS Fee B H 3917 B
{EFT LU HE T 29T I ] IR +6 R -10 /N .

5.2 x5 N\ b Ftii

AR EATIRSS N G ST

5.3 HMEBA G i

AR EATINEN T

40
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CHAPTER O

k55 N B4 &

Dl BEARATAT I 25 N 5% AT DAL v 7~ WA AR BT 88, TG 75 46 OTRS 1) Web i .

N T AE SRR s IR g5 N B AT DUIE I A5 P A IR iy s 25 2 1) A 35— 2 A iy & oK (R 52 A 1 B30 00 1
i PR

<OTRS_CMD> send </OTRS_CMD>

or( ¢ )

<OTRS_CMD> send, nocc </OTRS_CMD>

TSI 2 A H] (12570 0) > i 2 DR 2H 15 )5 ) i 2 A7 3 Y
AT 4

* send - [ & RIEH IR, BFE cc Al bee WA send 82 TH. ).

* nocc - WY send —#AFTH » cc Al bee Wi NFHEHEBRTESS

* lock - B 1.9 .

* unlock - 8l T 5 .

* get - PR SG — W& S E IR ILRE L RS AL .

* note - A LHFIA AR

* close - KM LR LS fRBITE D,

VEMR: AR LD RER D BEFR TN R G SRR ST A B, (HEAMER S 2 L], v 24055 .

P
o AT DM AN EEAEE G SRR
o PR RIETE . POAERE R ARG

H R4l
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WSS A BAKA 5] OTRS s A BTN T 471K B
ATEIR S5 L 5
<

OTRS #fiH s BlLas b (1 A fF (. 44
+ OTRSAgentEmailinterface

6.1 & H A
KNI B S R .

6.1.1 RENE

IR 45 N B2 it & 5 & Core — Email — NotificationSenderEmail #[v] .
A AR [
1. %3 RERCE .
1 SN R OTRS .
FHEIFHIH ) Core — Email 3142 W 'E NotificationSenderEmail .
PUE o T W R R 56 P S TRR E o
e SN k£ OTRSAgentEmailinterface .
SHEISHM ¥ Core — Email — PostMaster -
¥ AgentInterfaceAddress BINEE S 5P 3 B MEAHIA .

N o g s~ 0Db

6.2 x5 N\ gt

AR EATIRSS N G ST

6.2.1 Fik

(el SR AEAT TR, AR IR ISR A7 B4R LU FRAE

<OTRS_CMD> close </OTRS_CMD>

MBS EN D) B T, FFHR T HURAS o TN T COCHIRE .

VR AZAAE R I BE I O REFR B RS A IR S5 N 01> (R EAERT g apLs], v 2455

6.3 SN b3 I

AR EATINEN GG
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CHAPTER /

FAQ 1.5 A3l At

firBh s o feddift » T LE s FAQ R 4% H QU I I Pl i T o Xl A2 % FAQ R4 H A B sty

FAQ R AU R s B AT 5% o IXAE T tndEdn TAE C FIAT 353 BURK A M BEHEAT D At o0 M A .

H B0 AE B T8 53 TR AR p i o JF H, Gl FAQ ARPESCRY S N EEAT S5 103K

FEBI B3 TN SE M 4ED 55 B3 FAQ JIRA 4 H - BUE , XD RER PR AE TR E NN 10 BL2 5 A shld—4
FAOCH) T8, SRR 61 L85 FAQ AR PESHAT FAQ AINRES B PR 3G 5 o 6 T 3AT 256 (K57 R
T FAQ FR AL AA Tt w] DA A& S DA SOR i A tid 1K bk .

P
o HAEHEERABE R Al FAQ AR RN .
o JRADEEAL IR FHEEAT TR .
o ATHTRLE SR H I — IR MRS
o B ST AR IAT 5t mT LA R T B2 T ER e B I B3 TS8R .
Hbrdl
o T g5 8
o Wt EE
o MRS ERAL T
o A AE RS e TAER A
o PR ER B T
AILE RS E

- k&
OTRS % AF 4 B PR 28 P (K 40 AF 40, 44 B
+ OTRSAutomatedFAQTicketCreator
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7.1 &85 SR
KB B B Z A G B SO ] R T RE .

7.1.1 REA H AL

LRGP G, ORI T BRI R S .

BIRABALLZ 5, — a7 BUER B RS o “ShS 7B R AE ALY A4 shas
FRH R

Brivsh & 7B

SRR AR R B AT B OTRS s 3ERE cron /145, DUR#E FAQ SniRFES H 68 B A 2 id B8 18

l$‘ o

OTRSAutomatedFAQTicketCreatorStartTime M)A T BE X T HGIE K FTLE IR o 1X 2 H W/ R
TR .

OTRSAutomatedFAQTicketCreatorEndTime I ah4& 7Bt X T HG1 2 1Y 45 I i) o X2 H /8 R)
E}Xl o

OTRSAutomatedFAQTicketCreatorFrequency Uah&FBE L T HRAIE IR . v BE I E B :
Ho BB TR BE.

A AR, THREER ]

OTRSAutomatedFAQTicketCreatorRepeatTimes I #)A T Bt T B i () F 5 U « nlRERIME N -
1-20 .

R R FEINR B ARSI (8] 2, WEERS — S Ak TH: 1 3.8 1.5 .7 H%5 .

OTRSAutomatedFAQTicketCreatorRepeatOnDays a4 7 Bw L T G 2 (152 RE . v RENIME
ARG B A B B AU L BT AN .

IR GEE R B, HRERECO 2 HEERECOY B2 BT, WKL 0 225
B —REUE—IKR TR RI—  RH= L BRI 5%

OTRSAutomatedFAQTicketCreatorLastExecution M)A T B E X T ¥ 68 K Hir AT ) « X )&
H A/ ) B o

OTRSAutomatedFAQTicketCreatorSubject IaNA T BE TG M5 1F 18 o al A& : [
FRRE], Gl s X EAE A RE .

ZL:
A EEN AN BOE SCERUME > J6 ] DL B DL 2R 40 i B0k 0 AR 41 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Subject

OTRSAutomatedFAQTicketCreatorTitle M aIATF B X TG A TIAbrf . v RERIMERE: * [ TR
FRAE] » B0 * e TR AR .
Z )

AN EN S T BOE SCRIME , IETTLLBEE LU R G0 BRI A -
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Dynamic Fields List

i+

26-430f43- Page: 12

MAME LABEL ORDER | TYPE OBJECT VALIDITY DELETE
. i Ticket create Date / )
OTRSAutomatedFAQTicketCreatorStartTime . 26 . FAQ valid i
start time Time
. . Ticket create Date / i
OTRSAutomatedFAQTicketCreatorEndTime ) n ) FAQ valid )
end time Time .
. Ticket create i
OTRSAutomatedFAQTicketCreatorFrequency 28 Dropdown = FAQ valid 5
frequency .
: , Ticket create .
OTRSAutomatedFAQTicketCreatorRepeatTimes ) 9 Dropdown  FAQ valid o]
repeat times -
Ticket create
OTRSAutomatedFAQTicketCreatorRepeatOnDays = repeaton 30 Multiselect = FAQ valid o]
days
Ticket create Date
. . ate ,
OTRSAutomatedFAQTicketCreatorLastExecution last 31 Ti FAQ valid o]
ime
execution
: : Ticket create )
OTRSAutomatedFAQTicketCreatorSubject ) 32 Text FAQ valid 7|
subject .
: ! Ticket create i
OTRSAutomatedFAQTicketCreatorTitle it 33 Text FAQ valid o]
itle
Ticket create
OTRSAutomatedFAQTicketCreatorCustomerUser — customer M Dropdown = FAQ valid o]
user
. Ticket create i
OTRSAutomatedFAQTicketCreatorOwner 35 Dropdown  FAQ valid ]
owner
! , Ticket create .
OTRSAutomatedFAQTicketCreatorResponsible ) 36 Dropdown = FAQ valid i
responsible .
. o Ticket create .
OTRSAutomatedFAQTicketCreatorPriority iority 3 Dropdown  FAQ valid o]
priori
. Ticket create )
OTRSAutomatedFAQTicketCreatorState - 38 Dropdown = FAQ valid o]
ate
. , Ticket create .
OTRSAutomatedFAQTicketCreatorService ) 39 Dropdown  FAQ valid o]
service
_ Ticket create ) .
OTRSAutomatedFAQTicketCreatorBody bod 40 Multizelect  FAQ valid o]
ody
. Ticket create )
OTRSAutomatedFAQTicketCreatorSLA -~ 41 Dropdown  FAQ valid o]
. Ticket create )
OTRSAutomatedFAQTicketCreatorType ) 42 Dropdown = FAQ valid 7|
ticket type .
. Ticket create i
OTRSAutomatedFAQTicketCreatorQueue 43 Dropdown  FAQ valid ]
queue
1: BT BUE B
7.1, ERG 45
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* OTRSAutomatedFAQTicketCreator: :DefaultValues###Title

OTRSAutomatedFAQTicketCreatorCustomerUser A& T B L THGIER THME ) 0]
ReEEHE . KPP &k 4] — [F) ) 44], Wil : customer-1 — John Doe .

Z L
FEON I F B SCBRUME , 16 nT DATCE DL RS0 e B I 4 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###CustomerUser

OTRSAutomatedFAQTicketCreatorOwner WAIATBE X TG TR AE A - Al eEr{E s .
[T F B 4] — [ E P 44], Bt root@localhost — Admin OTRS .

Z L
PR AN T BOE CBRE , I mT DL E DL N R G0 e B 0
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Owner

OTRSAutomatedFAQTicketCreatorResponsible M)A FBE X LA T MM ITTN o WTRER
HAFS: [ NEF4] — [k AN 44], Biltn . root@localhost — Admin OTRS .

ZL:
A B AN AT BUE SCEVME , B n] DATCE LT R GERC B IR IURIA -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Responsible

OTRSAutomatedFAQTicketCreatorPriority IaIAT Bw X TG » vRERIESR « [0k
W] — LKA FR] Hlan: JEAR —1 dERAK -

Z .
A1 EE AN BOE SCBRUME > JE ] LA E DL 540 e Bk 0 R4
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Priority

OTRSAutomatedFAQTicketCreatorState AT BE L T AN THARZE v RE{EA : [IRE
2] — PRER] Blhn: FEREmE — o fem .

Z L
RN ICAN S T BOE SCBRME , I nT DLV E DL R G0 e B I
e OTRSAutomatedFAQTicketCreator::DefaultValues###State

OTRSAutomatedFAQTicketCreatorService Mz)AFBUE LT AGIE I T8RS vl RERIMES : [
SATR] — IR AHR] > Bt : 55 1 BIRSs — %6 1 RS .

Z .
PR LA S FBOE CBRME , I nT DACE DL N RS0l Bk I A -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Service

OTRSAutomatedFAQTicketCreatorBody IaIAT B T AT IF M 1ESC « Rl REMIMEA « [FAQ 7
BRG] — [FAQ F-Bthnidi]» flan: 1 — ik o

Z .
A E MBS FBOE SCERUME > J6 ] LA & DL FR 40 e B 10 41
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Body

OTRSAutomatedFAQTicketCreatorSLA IEhATFBIE X THAIEA T8 SLA . v BERIMEA : [SLA %
] — [SLA ZFR], Blan: 55— SLA — %5—2 SLA .

Z
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FEN I B SCBRME , 16 nT DATCE DL RS0 e B I 4 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###SLA

OTRSAutomatedFAQTicketCreatorType IalATBE X TIHRQIF R T2 | nfRERMER « [T
TARK] — [LHEZFR], Bl : KoK - Kod.

Z
BN BT SCERME > B 0] DAY E LR R GERC & L 101 4A -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Type

OTRSAutomatedFAQTicketCreatorQueue MAIATEBE X T HAIEIBAY] « WRERIMER : [BAFI A FK]
— [A\FNZHR], Bt : Raw — Raw .

Z
AN AN A T BOE SCERIME , IE AT LLBEE LUN ARG He B IR T -
* OTRSAutomatedFAQTicketCreator::DefaultValues###Queue
A LS I A -
1. WP A B & T B -
2. 16 FRBABCE /NI — AN B
3. iy RAFFHILURAF BN T B -

RGRCE

LN REERCE LU FAQ M)A BAEE H1 3] L.
* OTRSAutomatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField
B AT BOE XERME > ] DLRCE U RS B e U1 -

* OTRSAutomatedFAQTicketCreator: :DefaultValues###DynamicField

JRERFS

CATT FH A3 8 K 356 B e B RS Iz P FH P
BB R BN A T BN B
1. BRI R S ) ha 7 B
2. MFEA S S E BT B .
3. fE FBOE /NI —ASEE
4. Py PRAFEL DRAEIE 58 U ARAFE B S F-BL
B, & BSR4 TR R E R B .
i R ) AT B BN B -
1. %3] RGRCE 4
2. 76 SN ET % OTRSAutomatedFAQTicketCreator .
3. FHEIFHIM F ) Core — OTRSAutomatedFAQTicketCreator — DefaultValues .

71, A HE AT ar
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Dropdown Field Settings

ssible values: # Key: | johndoe #«Value: John Doe =
i} Le:
efault value
This is the default value for this field.

2: Bl & T BUOE

4. % % 2 H P B O W I B % ¥  OTRSAutomatedFAQTicketCre-—
ator::DefaultValues###CustomerUser o

OTRSAutomatedFAQTicketCreator:DefaultValues###Customer User

johndoe If mo FAQ) dynamic field values are v x
mapped tocustomer user, this
customer user loginis used to set
the customer user of FAQ
generated tickets.

3: RGME - BUNME

ZR FAQ hA 7 BU v BUE B I RDH 1 TR s v Bot . AT BU T At
1. B3 RERCEHEH .
15 SN g OTRSAutomatedFAQTicketCreator .
SRR ) Core — OTRSAutomatedFAQTicketCreator .
R H OTRSAutomatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField o

BCEANA TN o ST A TR BUE N, f FAQ FBAFAE .

o~ DN

OTRSAutomatedFAQTicketCreator:Core:DynamicFieldMapping##H#DynamicField

Defines the mapping to copy the
TicketDynamicField pRIng P - -
dynamic field values of the FAQ

FAQDynamicFieldT article tothe dynamic fields of
the ticket. Example:
TicketDynamicFieldl ==
FAQDynamicFieldl will copy the
value of FAQDynamicField] to
TicketDynamicFieldl on ticket

creation.

K 4: RGRCHE - BHE

TR HREMU A RIS 2 &7 BL

AEN TR a7 BB B S & 7 BUh BN 7 BU -
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—_

R B RGNCE A

75 SN %P OTRSAutomatedFAQTicketCreator .

SR S ) Core — OTRSAutomatedFAQTicketCreator — DefaultValues .

R E OTRSAUtomatedFAQTicketCreator: :DefaultValues###DynamicField o
e NWINERI IR

* WA : ExampleTicketDynamicFieldlText — hallo

o~ 0D

e Z#%: ExampleTicketDynamicFieldlMultiselect — Valuel;Value2;Value3
« H#i: ExampleTicketDynamicFieldlDate — 20714-03-03
o HHA/IE] : ExampleTicketDynamicFieldlDateTime — 2014-03-03 10:00:00

o SRR ExampleTicketDynamicFieldlCheckbox — 1

OTRSAutomatedFAQTicketCreator:DefaultValues###DynamicField

TicketDynamicField? If mo FAQ) dynamic field toticket v x
dynamicfield mappingis
example text 1 defined, these default values are
used tocreate FAQ generated
TicketDateDwnamicField tickets. Examples:
5014-01-01 TicketDynamicFieldl ==
example text 1,
TicketDateDynamicField ==
TicketDateTimeDynamicField 1 A0T 0]
2014-01-01 10:00:00 TicketDateTimeDynamicField ==

TicketMultiselectDynamicField

Valuel Malue2 Malued

K 5: RGERCE - BUATBUE

7.2 x5 N\ a5t

WAL AT L I IR N A > HU i FAQ S1RPE Sk H B Sl FH S0 o i B i) sl &7 B

7.2.1 FAQ %IiRJ%E

BIRAYA )T, — LU HIEh AT BOR I N2 FAQ SR s i) Bl b o

Bridt

A LAE SCEE A SR ) T 7 B LU AT Sl 78 1 T 7 B o

BROATHFOLT > FAQ &NTRZE G AN G857 5 P O s B2 7 B, IR 48 B b @ e TR iy, HA IR
BOE THE AR 1ol R SEhe B BCE PR BOME . 2 I B B S i 2 7 B 34

Z L
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A B RN R TN B & T B

1. B3 RGERCEBFS .

2

#

® oW H

FAQ: :Frontend: :AgentFAQAdd###DynamicField E

FAQ: :Frontend: :AgentFAQEdit###DynamicField o
3. BHAMN 0T A 1, SEMEEHHETFE .

BEREN Y]

N R B R T RE T FAQ ShaA 7 BiAE FAQ M IN bf At i » JF AR A7 Bt ic B AL
ARG E -

A AR AR O T FAQ 45 H » WHIAT BL R A5

1.

N o g M~ 0D

lEE—/MBr ) FAQ SiREESH ©

TR T AR I 0] ¥ 2019-04-15 10:00:00 »
T B 45 R I TR Rl 2020-04-15 10:00:00 -

TG IR B E A AR .
TR ESIRBORE R 01 .

TG A R MG A A
PG BUR 7 B AE SCRE SR 10 TR A

LA R

o TG PTAT A
« THREIEMHRTTIA

T QIR TR

TG A

o« TR
o TR ST

T AU SLA
TGRS

IILAE , 4E 2019-2020 ‘FEGAN B —FE F, OTRS “9 it #2 cron 4T4-% H 1t FAQ &K 4 H Al d—
AT,

7.3 SMERA 1S

AL EATINEN G T
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Add FAQ Article
All fields marked with an asterisk (*) are mandatory.
* Title: | MNew FAC Article
Keywords:
# Category: = Misc
Stater | internal (agent)
Validity: ||walid
Language: | en
Ticket create start time: 04w J 15v |/ 2019v B . 10v : 00 v
Ticket create end time: 04w || 15V | 2020 v M. 10v | oowv
Ticket create frequency: | Daily
Ticket create repeat times: | /0L

Ticket create repeat on days: | | Friday £ Monday

K 6: QIEHNK FAQ &R S

7.3. AN G G o1



OTRS Feature Add-ons Manual, % 7i 7.0

52 Chapter 7. FAQ % {34 s



CHAPTER 8

H 33 sl

AR 55 AT LR il e MK Ak o Rl G R ) AR e 25 N A B3 7 ST 25 B AR 25 1 355 o
—HiREL, PRHT LA G, Bl AT T A T RAEREE B, AR5 SEBLI SOR & H AR K

.
s
« FFLIHE AT 4]
« AHHTERAES -
S B

o IERAAE S5 AR IERA I 18] 52 B

H bR
o BUFEH
« BRS
* B B
< M
< IT s
o R
o« RSSHEMER
AIAE AR 25 e 2
< HE
OTRS # - Bl A% o (A1 (0 44
+ OTRSAutomaticStartOfProcesses
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8.1 & H A St
LR ELSEBL T 0 1 B B T

8.1.1 A H st
GRAYALIT > 22 IR BRI — B0 B3 e % .

ZREOZHAT ) WRE BT AN R PR AN R B AT ER o GREBLAE W DR IEHE A

AR R o AT DO I — A S i A a8 s AF i k&) .

A sh

N T RENS A TR BLATE R S T B R BUE SO iR

B Ze RS rp wT R RUR AR TGS /N AR SR AR o RIRAER Y R RS, R S T e

(FEE IS T KERCR o Faly BB (K5 shF Al .

Available Process Elements

w Start Events

Filtter Start Events...

Automatic start [ [

[+ | Create New 5Start Event

1: B

FEATIF RS b b 3G SR Sh A F AR RRIF B E VRIS

JABNFAFRAR He TR IS 4R S AR

THIBEE TR S Cron BEE .

LG O RS, R AT SR o s M S A RS
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Create new start event

Cancel & close

w Start event

* Starteventname:

w Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

To enable automnatic execution select at least one value from minutes, hours and days!

2: BUEHT IR S FE B

Edit start event "Automatic start”
Cancel & close

w Start event

» Starteventname: | Automatic start

* Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

00 00 Sun Mon | and 5more.. @

3: gkR s R
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K J8 B A FAS o ) i A7

FORE CURCE R S A I RIS A B, AR AN BES) O RER B eS8 Do F TR R 3)
FHEVE EEIE R PR IEH IR A o JEAh THIN SRS FEA TR S o 4E%0 5 2R 3L R A sh i
BB NIES) o A ATLOR ZEE TR 2R MR SERR B IS .

w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

Recording the ::_‘,:-— ApprovedbySuperior —H Process complete
Application

RequestSubmitted

LY

File Request (>—— ApprovedbySuperior _H Aprroval of manager
Automatic
start

4: HiAi R S

TN 28 R SRR TR B T U AR SRS o WROE RS0 30, WIS BUERE T8, JF Hiziike
KRB ARSI .

VEAR: 0 SORE BT AT ] S SO o 2B BB R, AR SRR R S

8.2 fik55 N bt

AHRAFRLBAT M55 N RS

8.3 SR 1S

AFAF L EATINEN G T
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2Bt R

WG LRSS 5 B (D7 1) 5 TR 28 BB ) S AR LA LA B S F A o — Pl AT 28 i A 2%
W TR AN M 6 o i B BBV ) o i20VA T AR5 ) OTRS o i il M 2l VPN,
TR ok B Bk 55 O T R BLAE RS 2 T SR DR .

P
« B9INT OTRS 124tk o
o Bk A Rk
H bR
- INIE
« TR
* WU
< IT IR%
o« RS HEERE
AAERSS AL b 4k 5
A
OTRS A L3 h I 4R A0 44 FR
+ OTRSBruteForceAttackProtection

9.1 &H 5 FLIh

AT LA AT 5 A PR DS R B DI RE
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9.1.1 J/T L AN
GRAA )T, HI AU o S g — AN 22 jl e C 2BUE D .
ZPH P Ce8iE )
M B B R EE % ek o BUE MR G B R T U A A
C OiE O B,
_ Manage Locked Customer User Logins
Notice Locked Customer User Logins

CUSTOMERUSER

Tony Stark (ironman)

Reset logins
Filter for Customer Users

Just start typing to filter...

1: B8UE M%) G B b4

LR 0% P Pk

LR A g
1. WAIRAHIESE AR R .
2. il BEERAGH .
39 P A R AL e ) SR LA T AT R P ok

VEMR: WORBUE T 2RSS, RN IR AR BT JES A A 4R e % ) T .

9.1.2 RLEH

RS 5 AT LT T (9 ZR G0 1 T B Sh 8N 53 BT o (R

REGNE

AT LALEAMEBN 53 5t vp BRI 2 7 s bl s DAGRE S A FH 99 356 .
BIHIEIX LT RE -
1. 58] REGRCE HEAE -
2. 1F SR/ kP OTRSBruteForceAttackProtection o
3. MBS HUM ¥ Frontend — External — View — Preferences -
4. BARIRE .
5. HFERBLEMIE .
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CustomerPersonalPreferences##Password

| Active | = |1 |
|Area | —+ |Customer |
|D&sc: |— |Setanewpassmrdb‘yﬁllingin yourct.|
|Labe{ | — |Change password |
|M|:H:|u|e | — | Kemel:f\'\fehApp::UtiI::UserF'referenoeTy|
|F'asswurdMaxLuginFajled | — |-U |
|F'asswurdMin20haractas | —+ |C| |

| PasswordMin2Lower2 U pperCharacte | - | [¥] |

| PasswordMinSize | = o |
[Pemvoriescan - [ |
|Passwurdnag5m | - | |
[rtemontraus | [sommy |
e - [rooo |

o o o o o 0o © O O O o O O

Defines all the parameters for this
item in the customer preferences.
'PasswordRegExp' allows to match
passwords against a regular
expression. Define the minimum
number of characters using
'PasswordMinSize'. Define if at least
2 lowercase and 2 uppercase letter
characters are needed by setting
the appropriate optionto'1"
'PasswordMin2Characters' defines
ifthe password needs to contain at
least 2 letter characters (set to 0 or
1). 'PasswordNeedDigit' controls
the need of at least 1 digit (setto 0
or 1 to control).
'PasswordMaxLoginFailed' allows
to lock a customer user toforbid the
legin if maximum failed logins
reached (0 =disabled, 3=3 login
attempts possible etc.).

K 2: CustomerPersonalPreference###Password W

59



OTRS Feature Add-ons Manual, % 7i 7.0

PasswordMaxLoginFailed fUUFHiER - H U\@fﬁﬁﬁiﬁ G SR R MU R 11365k o B IR B R
0 =EEM e, FEmi &N 3 Fom HAEHHT =G5k .

OTRS H & UL S8 (2 bk - FNAR 1E 8 S S IR R B o 58 =5 L 2 o] DU e iR
WE S il fail2ban .

[Mon Oct 15 15:57:03,

—2018] [Error] [Kernel::System: :CustomerAuth: :Auth] [259] CustomerUser:
Login for 'customer-1' is forbidden due to too many failed logins!y
— (REMOTE_ADDR: 127.0.0.1)

PasswordMin2Characters I LTI E N 1 ke LEW R TR B R/ 2 MARHER .
PasswordMin2Lower2UpperCharacters iDL I E N 1 K e m w2 /b 2 NNEFRER 2
MO NGESEE (N

PasswordMinSize & MM 1/ NERFEL o
PasswordNeedDigit HILKFIEIIR E N 1 K E S FHEA ST 20 1 5T .
PasswordRegExp fUVPKH %5 5 E MR IAA LA .

9.2 Jik55 A\ bt

AFAF L EAT MRS N G T

9.3 ShA A ST

AN 53 ST o R 8 SRAB G T RO 8 i Sl o A SRk B RO s 223 I T B4, I OTRS
K e P i P R IBUE 2 R .

TEES F PP ERILUR R BRI A B A BT AN IER
VEWLHIE F T A7 fifi /5 OTRS Hidfa 72 5k LDAP I g5 &b iz - I
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cHAaPTER 10

H D Bt vt-&l

This feature add-on gives you an operations overview of the entire team. And that” s not all. Dynamic fields,
reporting functions and notifications can make your work simpler by allowing you to have individualized
calendar views, resource planning per person or team, and selected import options into the calendar.

Additionally, customer and ticket data can be synchronized from a linked ticket into an appointment. This
data can then be made available to the agent in the field as an offline local calendar. By linking the calendar
entries with tickets, you always have complete details about your appointments on hand.

With pre-defined authorization groups, you can even create shared calendars for select teams. Now, impor-
tant information, such as meetings or deadlines, are available for all relevant agents.

Visualize which agent has which tasks to perform and how much time is estimated for completing these.
Meetings, appointments and simple project planning can now be displayed centrally in OTRS for the entire
department.

P

H R4l

JITAT AT BAAT B 5 1 25 ¥ T IR
F D3~ BRI H v #8E— A TR A .
Reporting functions and notifications.

Customer and ticket data also available offline for field service use.

&R
WOt
NIy

IT

IT Jik 5545 2t
Wit

WIHFI ALK R
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o T H
.
AIAERSS b kR
. AL
OTRS %t B & h R R AF L 44 Pk

+ OTRSCalendarResourcePlanning

10.1 7 53 9L

SRR T H DDA BB RS, YN T —ANBT AR > H T B B BRI 1 PRI I 80 & 7 B o BIBARITATBA
HR g5 N B3 e Bt w AR S5 N B3 ST 1 D S S Ry B TN ey B AT AR 55 N D4 SIEPI R R AT o tha ]
DAFETRZ I A1 A% 1CS LA -

10.1.1 ARG EH

UL e T H P BEGER » BN T —ASBr s o F T B B BOAMEDF R R A I sh &7 BL .

H i
A FH 5 AT [ PR AS AR AL o F 8 B 4k AR A8 B B3 S I P (1 A B0 H O A, BAE IR 55
N GUFHE ) H P3SN 5 B H Pe asirp AR
ARy R T B RS, B T ANy, T RCE AR ERUARE L SRR .
A EBE TR BME » TE AT R Ak
1. Sl Ze MRt i s in H prdscl sy B s P i H G .
2. B LIATRL
3. & B EIBCE /N A S B -

B

AN L BRI, TR DU B o bR S I T BOR T B .

T ACHRGETIIN T T AR A 7B AT .

SEFR X T RN TRAZh 7B
MBS TR S A7 BOE SC R on el sl 2o .
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w Manage Settings

Dynamic Fields

Equipments: | Hide
Advanced Settings

Title (defaul):

Define the default title for appointments using this calendar.
Please note that the defined text is only used during appeintment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Description (default):

i

Define the default description for appointments using this calendar.
Please note that the defined text is only used during appointment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Location (defaul):

Define the default location for appointments using this calendar.
Please note that the defined text is only used during appointment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Additional description:

i

Define the additional text which is shown on each appointment in 'Timeline Custom' view
to display more information in the overview screens.

It is possible to use OTRS smart tags related to the appointment, e.g.
<QTRS_APPOINTMENT_X=, <OTRS_APPOINTMENT _DYMNAMICFIELD_X=>.

You can even access data of linked tickets using <OTRS_APPOINTMEMNT _TICKET _X= (if
more than one ticket is linked, you can use <OTRS_APPOINTMENT_TICKET_1_X=; sorted
by ticket ID).

K1 A R E /N
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B

i
\%\Yd\
o

Pl C BRIN ) € SR e H DI AT AR AR AL
YW C BRI D 8 SCE AT H DI P20 R BB
frE CERIN D) AR H s CPRATHIER AL & -

BEIOUER & S H e I 2R A FR RN T SRR B SO, DMEEME S b B B2 5 R - rTLLE
INTRAI I JEE UL R AT I B A B o EE3 v L7 i) 820 T s gidin o

waoLlhAflE 5 W4 M ok  OTRS % B #» 28, il W1 <OTRS_APPOINTMENT_X>

<OTRS_APPOINTMENT_DYNAMICFIELD_X> . #& # % 7 DL ff | <OTRS_APPOINTMENT_TICKET_X>

Ky W BERE TR B o R RERE T 2 T8, IR LA$ ] <OTRS_APPOINTMENT _TICKET_1_X>, [

T D HEY S

VMR SEIOREIEEINL , IF HIFARPr A AR A AR C Bl ANRERH BT BUE Do 58 IR SCANAE B 2y
I C B B DRE O PIIFARITA OTRS & REFRZEHR T o

5 2 F 1 7 ELVRIE + BEOTSR AL 20 KA RN

FERSAL « BT B NN 7 BUG T WERARE T ERME, AT NRPFTHLHL o WERAE DR A T 307
S QN o1 TE /<G TIPS I R R VA ERER U NN [

B AT HLR 7 o SR B

10.1.2 f{5 ALE

LSBT RERE TN T AE TR S A% ICS SCAF AT RE

RAE N

A5 FH I B 3 AT DA %6 T A8 TRZ I 40 K32 1ICS SO s X S8 S m) LUFIAT AR 3 6 H D SRR $T T » T
LN PR B T WA A AN AL TR E AR R

SESPURS

FEB ) BCIAT (0 T4 T8 0 P A I 8 0 R T2

FTLURSE F 57 bl A7 S BN DL R sl a5 BUEAT O a8 ¢ WERAEZN A5 7 B DR rh Bt 7 I 1K 3h
STE

FEI AN RIE ICS S

AT RALE R IR S TP B PR3 &N b A5 1ICS XA &
1 ELOE ICS SCAIRIR I -
1. Qg7 A TR L0308 el e B — AN LA O PR3 4
2. 76 FAF/N AT, %P AppointmentCreate  AppointmentUpdate B AppointmentDelete

TE it

64 Chapter 10. [ )7 % iT&I



OTRS Feature Add-ons Manual, % i 7.0

* Appointment Filter

Dynamic Fields

2: WL IERS 2>

3. £ AT ik NI IFIE SR KIX ICS A -

PR v I EAEH 1CS SO AR b F o SR TR C BN H TR D b Bor B InGE R o H SR RoE
P AppointmentCalendar::ICSFiles: :UseAppointmentDescription B Al ¥ & ML Hfid 5 &
I SCARH AR .

10.1.3 WA A3tk
AIRAAL  TRLIAR N T W Eh A B 35

VEAR: ANSCR e 2 2R 2 & 7 B Zhig .

IEFB
A8 I e ] BETRA MBS T B o TR 2028 F-BUW IS & 77 2 200 e B s 48 5 Bt i &y UAH
Al o WEIATBUG, LA HMEh&TE .
A B 0 BB AT LU N ERAE
1. BENH g BE%E
2. WRE—AH Pl —ANHH D
3. 1t & B E /MBI R ShA T B -
4. AL EETBoE LB . Bone skl 2R .
AT B DIAE TRVENG R BRI AN R E] .

10.2 Js5 A 51 7t

UL RE N AR IBUE 1L 5 1 AT K B8 U5 3 P A ik S 4y H DD SEBL o kb mT LUKE SRR M HE2n AN ATRA X281
BASCAT LU T 6 Bt M SR R F L o BAE T AAE BN ASSIR GE v A T TR -
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VEMf: M9 N G2 admin QL85 A REV AT LT Dy A BTN MV PELABIAR 55 N D3 B

10.2.1 HJs
CHARMW)E . HPSR ARt LB if e . .

HAR AT LAAEARAT H Py MRS O FREY 7 BB (HUR B3 L T T o0 TR 3 e B8 - BEURMR S Bt T H

SHLR) GEUSHE VST o

XA BE A R ORAR T AR SR H PR o e AN TS A P BAIE 8 2 A T BA A R 55 A B3 47 3R
CALAER TR RL I T T Do S8 I A THTRR I JEAS a6 — NN Bk R B BLgs € T A 12T o i T

BT 2 SCIN TR EAZHLAE Bkl 858 SCRLIET

Resource Overview

Actions Calendar
(] Manage Calendars Team: My Team
= Manage Teams Month = Week Day Timeline Month | Timeline Week | Timeline Day = Timeline Custom Jump | Today { b
- Manage Team Agents 25 Nov - 1 Dec 2019
a Add Appointment RESOURCES N&‘LZSNCN TUE, 26 NOV
NAME Dl 06 0B 10 12 14 I 1B 2 22 00 02 04 06 08 10
John Doe Test appointment

Calendars
Unassigned

Just start typing to filter...

NAME URL
9 Company Events o
Meetings o

P 3: BRSO Y

TR USRS UL e 1 B A
o PP S A E 2 H T .
o PR PN S A BN .
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o sk BB 95 N G F A R BE Ak 55 A 5
o il AT DAAERC B R H Db R gy .

e RAERD - BIAEIBA RS N SIAECE I IX e A T H .

— HAVCE T A I S HIRS5 N B s sftn] LAARZEEAT H DR S8 I 40 4 A BARIIR 25 A D3 23 BE LT o L
I INERG AR TZ AR BRI PR T b BTN 55 N 5% o S mT LUB R ARAT H DRSS BT DAt Pk
T2 S W HEAE AR [

ST R PRLHE 2 I A AL AT IR 25 N AR ARINAT T LORE TR 73 R4 e B8 o IR BEA TR IR IR
NG WRZIRZPRG WonAE DA 1) RARIRATH o BAT 2 A O BCiR 55 A 51 KPR 204 Bon e RpAT 70 IR 5%
NG o BN FRZT ) S S LA )10 75 SRS sh AT Se il

SR AT b A R OAT R TR G B U S R B T DA PR B P R O T BA IR 55 N 5 ST B E E X B E X
TR 2 HL I

A EAEAT A TR SR I AR o Foly S0 B b mT A 22 i R 1] 4 ot Sk 7 I B 2 MDA o i SRR
2Bt EbR . ML, 2o v WL o A SEREaAE i AE T B It K] bk RISt ST om0 e i o
i WaidfE R

AP BB TR HE AN A SRS 19 e ORI BB el /e H P e B AR
FEIABPIAT 5T > B U T D (K470 55 8 R H I S AR ]

R SCIN TA) 2 e

Srh ST A AL LR
VS IMERARA BV o T LLEFT L « bR 105 BUR ST

BIRTEIE BEUCE R E T AN B R DU A7 308 ST — A RS N Gk ks RS A Bk
TR s — DR AR bR, DI T LR RANER & .

BIE R AE WM AE D, RS N ARSI Bon e B s & o 80T DUE T 5 R4S A B A SR
OTRS #9hebr%s, #ll0 <OTRS_AGENT_X> o M T LI il R4 A R B3k .

Z:

" PIAE RS ECE ) AppointmentCalendar: :CustomTimeline: :ResourceInformation W&
rRES I e FEIRE R .

SR AR b FE EE SN TR AN B R N R s I P

THha IR EHE A N TRIZAL I BT R 8] o BRAAE 00:00 R7s T UG IS TADPREAE— RIS IT46 C 80 s

SN TR] JEFE A2 SN TR Z AL A S5 AR ] o BRIME 24:00 o &5 AN TAPREAE— R INEAR R C /P8 s

TR 4% A g SO TR AL B IR ) R o BRI 2 /NI 30 s (R A A IS ) R RO R 2 I 1] 2 2 /NI C 43
U1, —K 00:00-24:00 oA 12 AMWFE A .

Hﬁl‘ﬂ}?%ﬁ?fﬁ HePE H g SO TR e AL BRI TR) R S8 o BRIAK 100 1R 3 3R 7n R4S s BN I) 7 (9 58 1504 100

% FE SCR AL R o) DU R B SR TR S 245 8L o Dtk a2 H g B b GV B 5t
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Settings

Shown resources: AVAILABLE RESOURCES VISIBLE RESOURCES (ORDER BY DRAG & DROP)

1. John Doe
Filter available resources...

Resource information: No

Show additional resource information.
Show weekends: Yes
Shown weeks: 2 Weeks
This setting will be used in view "Timeline Customn".
Start time: 00:00

The default "00:00" means the start time will be at the very beginning of the day (midnight).
This setting will be used in view "Timeline Custorn”.

End time: 24:00
The default "24:00" means the end time will be at the very end of the day (midnight).
This setting will be used in view "Timeline Customn".
Slot duration: 2Hours

The default "2 hours" means that each shown time slot has the duration of two hours (e.g. 12 slots are shown for a day 00:00 - 24:00).
This setting will be used in view "Timeline Customn".

Slot width: 100 Pixel

The default "100 Pixel" means that each shown time slot has a width of 100 pixel.
This setting will be used in view "Timeline Custorn”.

Save

4: H i EXHE
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ISR

TR LUK 24 HIBAAI IR S5 N Ry e ah— AT > (RIS I AUR 4 SR £ HIBN o AL IRgs N &2 iy
NS, BOAETIER o WFIRAPIESF RS N GARZFTENR) » DI mT LUK P20 A0 Be g HBA

Appointment

Basic information

* Title:

# Calendar:

Resource
Tean My Team

John Doe

Date/Time
07~ / 17~ / 2019~ E1. o8v : 0OV

07~ / 17~ J 2019~ B1. 09v : 0OV
# Save Cancel
K 51 VI TR L %G HE

H T T

R LAAE AT B Zh e AR e o

TAE I H AT T RE > AT LT 454
1. F79F H PR SE sl BE M b e s
2. Fli e MAAAE H DG/ H D S5 R R AR
3. JEFEEGHIL (A AN B

10.2. fR55 N G5
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4. o Bl - UAE URL B BR8N -
5. BeEIH PN AR IR URL .

Settings for subscription of calendar Company Events

Teams
You can specify teams which will be used to filter out appointments.
Resources:
You can specify resources which will be used to filter out appointments.
Copy

Kl 6 H DT I e B A
F HHZAG » RERERS R FFHTIPIRAS » DUE ST B0E 5E (1 TR BE

EELH

T BOAAUE admin 20 1A BEVT 10 LB .

VLS FATRAT T B O3 S 10 1 1 B B R

AT A

T BObAUE admin 2R A BEVT IR LSS .

P e i BRI BN o PRI BG4+ H D i) 7 B A i o bdh, eadml DO R U Ay
BB 55 N 05 DR U5 1]

7 BT A

A EA - AH A B -
1. s 2 AR R i % Jon i BA 2L
2. WHELITRL
3. widi fRAFFEHL
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Manage Teams
Actions List

Add Team NAME GROUP = COMMENT VALIDITY | CHANGED CREATED EXPORT

My admin Custom team for valid 07/15/2019 14:23 07/15/2019 14:23 ~

& LR LS Team calendars. (Europe/Budapest) (Europe/Budapest) o
Team Import

Here you can upload a configuration file to

imp m to your system. The file needs

to bein .yml format as exported by team
management module.

Browse... No file selected.

Overwrite existing entities

X Import team
Filter

Just start typing to filter...

% .
<] 7: 5 H AT A B
Add Team
Team
* Name:
% Permission group: = admin
Comment:
# Validity: | valid
Save |or Cancel
Kl 8: s n [T BA B
10.2. Jlig5 A Stk 4
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Bl BN RGEH BRI .

PN
ZN o /~He

TR AR I A e I N B ROk A AT

A E iR

1. s BB A — AL
2. BHTBL.

3. sl TRAFEL PRAFIF 58 idAL

Edit Team

Team

* Name: | My Team

% Permission group: | users

Custom team for calendars.

# Validity: | valid

Save or Save and Finish or Cancel

(SIS INJEE
A PR AT R IR 25 B

1. sl BRI S5 N %A

2. FERT LB 55 N D1 B bR i 55 N B3 r B4 BN e 2 JRAR
AEG B

1. B R G — AR S R .
2. fEHEN LR — ML E UHRAF Export_Team_Team_name.yml A .

List
NAME GROUP COMMENT VALIDITY CHAMGED CREATED EXPORT
My admi Custom team for valid 07/15/2019 14:23 07/15/2019 14:23
Team calendars. (Europe/Budapest) (Europe/Budapest)

Pl 10: T i IR B4
HEFNAHIBA -

L et B vaR = s o i 1N AN N <19 I A 7
2. EFE AW T HT L yml S S

3. WREARA S LA BN, el 72 55 T O 4% H AR .
4. gl SAHIBZHL

VEMR: WERARGE PN T ZAHBN A E IR A FR, RIVATAE A L Dk SR AE £ ERAS i RN .
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Team Import

Here you can upload a configuration file to
import a team to your system. The file needs
to be in .yml format as exported by team
management module.

Browse... Mo file selected.

Overwrite existing entities

e Import team

B 11 BHBLS AR

EilINS &

AN L BRI, TR DU B o bR S I T BOR I B .

ARR* SEBERII AR o T DLEI B A AT SR P AT AR RS PR R o A FORE s AR R
e

BURRAL * mT LU PRI BRI 55 N B3 AL o AR AT LLSE 4 )iz el DU RERS A5 B BA S LR35 N B3 JF
e AR BHR D BL TRZY

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

ARNE * BCEIE BRI AR - WERIE T BOREDY ARG WA BEE TR AAE OTRS A o Kt 7 Bris
B JCRE I RO AR L BRI KA

T BRI BA IR 35 A B4

T BOAAUE admin 20 1A BEVT 10 LB .

FERT BEATION B b B B BN e S 2 SOWREE R 55 N B3 s OIS A BN« ZA AT B hfe . B HEAERS
FAS I A g5 N GRS HBA o LR RRAL T H PSR B A IR 55 N B BT o g, e T
PUMC DS Y5O W ANV BTN e )

RS A HIBACR

A BRI A A T e ds — MR ST N B
1. widdi Beds NG a0 il — s A5 o
2. JEFFEONILIR ST N BRI AN

10.2. R4 N 51 G 73



OTRS Feature Add-ons Manual, % 7i 7.0

Manage Team Agents

Actions

Overview
H- Manage Teams AGENTS TEAMS
bu (John Dog) My Team
Filter Tor agents root@localhost (Admin OTRS)

Just start typing to filter...

Filter for teams

Just start typing to filter...

12: FHH ARG A R
3. mirh PRAFEL PRAF IS A% AL
Change Team Relations for Agent Doe John (bu)

TEAM ACTIVE
My Team

Save or Save and finish or Cancel

SRR EINATE]ICSA
EeR O =Y S N AT N it R T[N
1. gl HBA g —AHIBA -
2. IEFFEN LB R A5 N B
3. st A7 EL PRAFIF5E EdAL

Change Agent Relations for Team My Team

AGENT ACTIVE
Doe John (bu)

OTRS Admin (root@localhost)

Save or Save and finish or Cancel

B 14: BB IR S5 N TR AR

VEfR: WARRGEP AN T 2 ARG RN HA AN ZGE PRI AR RIVAT A L 8 S8 AE R i o5 A
SLELHETRA

AT LAAE P i o ) I 23 BE 22 A RO N SR BTN o A s B 5 AR B o R IR 25 N 5 s A MK A S 4T T
G AR 55 N B35 e i 4 LAT A B 5
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Bt Ul k55 N G s BA S AN (1t [0 21 5¢ 38 A I B2

10.2.2 itk

GIRERMA)G , BH AR %258 appointmentList W FAIEZI SRS ER -

it

GRS, A L#EH AppointmentList il Rk & HGHE R, LLAEH X OTRS &4 H

FEAEITAZHE R o B MRS C Bl TicketList Stk ) IXEWRE URAT LUK X AN
Y RHECE RN 2 o VF2 IR R L A mT A B .

— LG [ kM B AT -
FSUNRS
- K
N

IS I5) B0 16 8 T T4 T2 B T 4 I R) RN 5 5 [R] &5 ORC =l D A2 AT C 1At ANDC 5 )i &4 DA &
FE—E o BT, A 27— AOADGS I R) B T8 I 1) 97 328 25 4 AN s A b — A F TF AR AELAE 4 i 3 40 &5
RN o EAFIIEIL), B I 10 BUOREAS o EENTLABIRD -

X TR T, HA AT IR Gt b o s AN TR BRI A T, TR BRI IX .

VEAR: A RAE BTGP THLT > /N0 o AERE > TR RGO IR AR B, X RRE
SR GE T Bt P PRI 1) T e b S .

10.3 #ME N G3 FL i

AL EATINHEN T

10.3. AhHBA G2 5 i 75
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cHAPTER 11

SRS

b OTRS IRk 55 3 SLVFE Rk 55 N 5 Gt 3o A P 5 SCAR) SCACASEBROR [0 255 T i, pR i J37 1 sl o 52 1 e 55
TR o IXBESCARHL B RAE AN RHP PR A AR TIOE SR SCAEBRIN » 3X0) g 2 it oA XE « 0t
I REFF FOVF SR X FELE SCARE IR AT 70 21 I 38 A 7 1 30 D8 ooy — KR T mldme /NP B 2
i o

i, — AT f 52 BLID il R AR SR BRI AN 7 i K R R o AR ST e B T ST
ARG AN > — HEE R AAE T I T SR R I IR SCOAREE Rt T LUK I AR 25 o

FEF M Dh RESR 1 > 1T LAAESRABL ™ 45 7 (1 ARSI v R 5 557 iy P 38 R AT DG IR BT A SRR & IX PR
UL BN, T4 T RN R RIS S o IX a4 R S K i N 1)

s
o RIS, AT LURE P K
o fRBERT M N R NERER I .
Hbrdl
o IT g5
o PEIY L
o MRS HRAER
o ALAT4FH SLA 2
AIAE RS54 5

© WE
OTRS A HL & h IR 4R A0 44 FR
+ OTRSCategoriesForTextModules

TR 5 LN ShRERPE AR
© S
« HE XRANTB
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o BB/ BT B

o [LHLRHL

111 SR m
SO ALIE PRI TG T 2 o B LR A B

11.1.1 TrHRRE

LA > BRSSP R RSB ER IR DR 7 By AR B 5R

el

IR B v] ) RGEAS N o S FLBE AL T TR B AL B

L Category Management Edit Category
Actions List
[+] Add category CATEGORY COMMENT VALID CHANGED
Example valid 05/03/2019 16:11 (Europe/Budapest)
B[ 2t =
1 O B B
Pran Sl
(gL EN

BRI AN -
1. sk 2 MR A IS A
2. W WIHTFEL .
3. sl fRA7EHL

Add Category

#* Category:

# Valid: | walid

Save Cancel

K 2: IR B

CREATED
05/03/2019 16:11 (Europe/Budapest)
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Bl ERNRGHMERISN o B AR IR A o N e ROk AT EATT -

A E N
1. ARSI I — A .
2. BHTBL.
3. sl TRAFEL PRAFIF 58 idAL

Edit Category : Example

# Category: |Example

# Valid: | walid

Save or Save and Finish Cancel

P 3: G0 b

S v

U IR B BRI, FTLMEI LU WCE o i A S I BOZ IR B .

Fpl BRI AR < TS B P A AT TR 7, LS TR« Bl R 7E
i

G T UAEBA S RS I A 120 o IR oo S I
K33

A% BE BB o WO T B BN AR WA BRI RN AT AE OTRS A o Rk v Bt & ol
TR Wi I JE RS A8 LE MBI A L]

VERE IR B EAS IR R o O T, R SR ZORE I BORTE i A e R R T R B E . DA TR
(ERERTAZ R e L

Bl
OB B3 O REAEFIRT 7B . — MO THCPE A 3026 R0 BSOS
UES":

ToC WefF N D JHFANRE T RN G o BORE LT lsPEI) Wk N7 B .
PiE WERFE, QRO E A R I E L .
WAL WREE, BT IA I E L .
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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.
Subject:
Template: | B 5 W S|z =]k |2 2 2 =2|=m | =
Format - | Font T | Size - | A- A~ T, | [g Source Q)
To:
Cc:
QueLe:
Attachments:
* Validity: | wvalid
Comment:
Save or Cancel
Kl 4 IR B
80

Chapter 11. SCARIH 125

1
4



OTRS Feature Add-ons Manual, % i 7.0

R 20

IR B PR — A s MBS I B — A2 NI o LAEHT MDD RE 7 EAE R G PN 2 D — AR
AN o EBBERAAL T TRBEE Y R SO B

_ Manage Template-Category Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES CATEGORIES
Answer - empty answer Example

Answer - test answer
Filter for Categories

Just start typing to filter...

5: B BEAARCRI S 0l 1) S IEC B e

L TRIES I EIPRIS

AN — AN IO LR -
1. ity BRI AR
2. RIS I BB A2
3. sl RAFEL PRAF IS5 edZAL

Answer - empty answer

CATEGORY ACTIVE

Example

Save or Save and finish or Cancel

Kl 6: 1B BB AR S I 1R 2531

A7 AR B2 |
1. it FENFH A .
2. LT FL RIS IR -
3. wili TRAFEL PRAFIF5E et

VEAR: RARG PN T 2 BRSSO, TSI IR A FR . R RT A G E deHE AR E R

5l

T LUAE P A Bk [ I e 22 SRR 00 o A, BT 50 2R B ek PR RSEAR SR ) 4 AT N AT T 2 AR AR
Jit kB G A0 R

Brits Ui R B AN PR B SIS e (1R [P B
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Example

TEMPLATE ACTIVE
Answer - emply answer

Answer - test answer

Save or Save and finish or Cancel
K] 72 8 S IR AR

11.2 kS5 A\ At

B A E A A5 R B AEREAR (1255 Sk 7 DA SCA S SR IR DI RE

11.2.1 TR

B SEBLARHEREAR (K)RM SCAF SR G5 o U BT PSR () [URASHL RSO S5 M o AE T
PRI BERE

QI R T

A PH L e ARl P QS TR o L TR SRR TSR A FAE TR

Create New Phone Ticket

+ Customer user: Customer Information

none

* To queue:
Templates by category

Q

% Subject:

[ Custormer user | [ FAQ |

8: QI LIl T 5 R4

Brivs s eE

A5 U (K A2 AN T — A2 00 45 (AR KB (K3 /N BB L p T ARSI R B FRAEAR
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TR
GRARPATRST > TP ARSI — L85 DI RE .

(ERiRsai

w #1 - Welcome to OTRS! - OTRS Feedback - 11/11/2018 15:29 (Europe/Budapest) via Email

Unmark  Print  5Split Bounce Forward Reply

- Reply -
-
Welcome to OTRS! empty answer

We're pleased that you have chosen OTRS and want to help make your implementation as
smooth as possible. In this email, you'll find some key answers to what you need to get
started and stay in touch as you move forward with OTRS.

When will the consultant contact me to set up engagement and provide requirements?

If you purchased consulting services, we will contact you 1-2 weeks before the
engagement.

O: {5 PF VR N

I A FH UL SE A 0E I s IR B S5 A R o (RIS A B O3 S T 1 ASABORSE B 12 2 PR g 87 A A 1) s
7 .

SESATRDARDIR AL BRI T DRSS 5 SRR AR
(ERAB Ul
PRAT LRI N 7 38 A0 AR 45 N B T IE A 0 TR R T AE .
WIS N GATIF T * TEAPEE * TG 100 C IS« &35 ) WS i TAEFTIF— et g 1 .

TSI TSR b S — AN RS N G ST DB e e R R HE A K S5 A 0L o At T DA BT E H
AT ORA DL TR SR sl R/ 5 7 10 rp A i AN BB 10

AT DU R R SR R EAE TR P EOE ITh RE

11.3 ZMEEN G St

AT RLBAT AN B

11.3. SR G2 5 83
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cHAPTER 12

B R

UL RE ST T AR BOAL T4 R IR (R 28 S sl T AR > BT kit —2P s e .

SEDh R AR R G G  TIT MRS BE o i, — NS IRBOE F AR R 2 )5 o SBUG > 124 [ HE
e ANREFHAEAR S AL At TP IR S o A AR AN TR B AE A VRN DR o

RS, BT LUE X -
o BHE/TAERSHPRA : AVFEIEDIRAS SR LOEOE 5 IR .
o B4R HBGE T IH0E SCIRA (R DLETE AN B/ A A] H HRER
e BEF PR Ay S NGB W] T AR R B2 PRI AT AR A .
P
o PREEYIE, JFAEAR R R T NI
« ML RGBT .
Hbrd
o IT MRs5A 2
BT OTRS:ITSM JhfEl %/
AR5 AL b 4k 5
< R
OTRS A1 C e #L & h ¥ 410 44 FR
« OTRSChangeWriteProtection

VEMFE: R BESEE T 2L ITSM A2 A5 BRI RE
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12.1 %30 5 9L

AAF AL BAT B L OIS

12.2 g5 N i F i
AR LB IR 5 N BRI » LA BT L RIS S T A4 & 3 O S

12.2.1 ITSM &5

LRI )G, — HARF o TARSR AR5 SURPIRZS > it T LASH AN FE ] DA ] Y (AR AEE L R34

5
PRI RE R LU B el TAR R 22T SRy XEWRE — HASH o TARSR A T RRES 78 A8 PR R
AR TG D rH O AT L LR A, R AR LAY .
Z s
A DLZE BN R G0 5 3 ) R 28 SR AR 4R 4 C EORAS AN AE L B E I 31 2%
* ITSMChange: :WriteProtection###Actions
e ITSMChange: :WriteProtection###ChangeStates
* ITSMWorkOrder: :WriteProtection###Actions
* ITSMWorkOrder: :WriteProtection###WorkOrderStates
WMARAFZ R GRY, WA WS TR SRR 2SR o 1] LIE RSN B A5 LT 6E .

U SR T AR BRIk By 52 RS I AE PR 7 B et BB 28 AR R & oA A, 75 2 A R LI
e SCIRZASFIERATE

WG A TARR A VRIS DR B M AR AL 25 SRS Z — AR SE s JFERVERS bt DR W P AT #R 4

U, T AR s S PR ) SRS B B b e SUIRPIRZS > TR, ARG E BB 81 AR A A ]
Ho o U ARAE TSI 3R AT R BERS IO 1355 B AN RE ELRZ U X S84 AE

12.3 AN G AL

AL EATINHEN T
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cHAPTER 13

Cl 73 Bt e PE8) & 7 Bt

UL fgdifF OTRS CMDB R E T Cl ) 555 A1 SLA [(EEZ M G I RE » MR o5 A Bh 3R it 17 5
GFRORESE » AESR A 7] Cl AR S5 B W RE o JXRT T4 % T AN ] (035 26 5™ it $8 (3t iR 55 HLAL 20U 45 7 A%

7 SLA [~ w4l A 1 .

UEAE s BRI RESRATIE T LIS CI J P e h M3 21 516 fi QU A B2 7 B o ARIX L 7 B SCA 7B, U
H] LAAE AR GUHC P AT BT SRR o n SRS B I 22 ML AIAE TN R R shas 7 Boh o Wi &9

JEWL
o

« th T CLXIEE IS5 A0 SLA, BRIIBIIRSs N 54 vl DL 47 b A B R .

o XFHRIERA A Z Cl BT Cl RS .
 Cl @tk 5 THahas 7 B R0 g .

o AL T RN R AR BAT 2 AMER) CLR PR TR

o Cl B2 A HH R .
H bR
o SRAEEFAFE B C CL D BRGS0 2 7]
T YN
« BRSNS IT
* B L
ATEAR S5 A b 4k 5
OTRS R E0 e A% v ) AR A A0 A4
+ OTRSCIAssignmentAttributeDynamicFieldMap

Hfd: VEDDBedif Ty 2 ITSM HCE A PRIIRE o
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13.1 %3 5 9L
ALV A PR 53 SR, E VRS T O I T B

13.1.1 7RSS AT SLA

AT RLAE AL A 55 AT SLA A5 5 AR e 35 20 s o > vl S B BUK 2 E X o

ATFBUE LR TR RSSA SLA .

B 2K E B U R ) TP A T PRI BRI I B T S s B i TR IR 5 M SLA .

A EAINBC BT 7 B
1. (B G S T TT CMDB VB 411 Tl B s
2. EF MBI S B S L .
3. WIE SR IFT ) T

- Key: TicketServiceName
Name: Service
Searchable: 1
Input:

Type: Text

Size: 50

MaxLength: 50

- Key: TicketSLAName
Name: SLA
Searchable: 1
Input:

Type: Text
Size: 50

MaxLength: 50

W#: Key fHMWIY ITSMConfigItem: :ServiceField Ml ITSMConfigIltem: : SLAField W&

B EA T

IEFIRCE S » R QI NS 7P P BURBCETRT AT o 0 SR BRI A G () e B IR e 2 T8, e

BIUEME IR S F0 SLA K gty BIREH 1 L .
HR 55T SLA B2 (¥ EESRAT BRI -
o« WA RIIRSS HRE
o WAZRMCE T HITIRSS AN SLA L E T 7B .
o BERZ A IC B IS5 A BRI R 55 AT SLA 445K
o BERZ TR SO VG B IR S F1 SLA #48K C fldn, ANz ACL BRI .

o WURCEBERL T ANECE T, RN BCEIIURE PR BT IR S5 A SLA .

BT R 25 A0 SLA BERZ 1) ZE SR AN PR <
o WAZUR FH AR S5 T EE -
o« WARCE TR ARG AN SLA KIS B0 BL
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o TPPURITHC B 0 AR iR 55 F1 SLA AZBTILIE
o WUMBEEG , TERIIRST AT SLA KBNS > AN i Ie] 2 i R

13.1.2 AT Bl

I LA P I Y 4 SR TN B Bl 7 Bt

B 2 MC B IR B TN A R A NG R U 1 R AT ARSI e SRR L, W MR S M ey
RN T RBN A 7 BL o TR AT AT SUHGH RO E R, S8 T BUEARK IR FF AL

LG E LW -
1. %8| RERCE DA
2. WH SHUNEEH Y OTRSCIAssignmentAttributeDynamicFieldMap .
3. SRR SN Core — OTRSCIAssignmentAttributeDynamicFieldMap
4. WERRHE ITSMConfigItem: :TicketDynamicFieldMapping Jrx B ETREM T RIS FBZ

() PRI S5 o

%l .

NIC: :IPAddress — IPAddress
NIC::IPoverDHCP — IPoverDHCP
SerialNumber — SerialNumber
WarrantyExpirationDate — WarrantyExpirationDate

VEME: D SRR I AE SRS A P RS E U e, SIS < o BRI E PR E .

5. #R¥H ITSMConfigItem: : TicketDynamicFieldvValueMapping J11 B At & WE A T H5h4&
F-BOHME - TR T BI o FRATTA 200 L o WSS DU R B I P (1) v] B A PR3l 28 - B ] RE i
Z AN PIANDLHL o

i

NIC::IPoverDHCP — No — 2
Yes — 1

By g SCTEAE R Rsh &7 BUh B0 o WY o i SRR ] F i s (RO K R AN A (A B B a7 B
o RGO 2 AR BT BN 1 R0 el 2 FoR 1 .

VEAR: WA E IS VLS 20 & 7 BN UGG e T DU e B o ARG OL T R G 0
B NI Ay (R B B8 20 M B TR 25 A 0 30 2% - B

IEMBCE S RFREIE— NS, IS WU B RIT] o i SELG X AN O A 1 I SRR R B TR, DT
PN T BOR ATE N B B IR I o 0 U PR s AR T RS bR A A R TR SR JF AR B
CMDB Ity <z A3l B Hr -

BN T B LI RE R R R -
© WEREHATBOG AR WAHFEEAT .
o WUREBGY T TR AECE IR . A MRS TBUE -
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o WERMCE DR MRS ESRC G, HEICEDTZ AN 1P sk O AR AR 05— MED Biss
NETB

13.2 Jks5 A b1 7t

AHRAFRLBAT M55 N RS

13.3 AMAA b1 At

AFAF L EATINEN G T
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cHAPTER 14

Cl HE %

SR REAmAT SRV e B T J0At s ORI R IR SoRERT A i R C HE S0 ) #in®3: CMDB
SHLA

AL T4 Gl 26, (BT LIRS P47 #F 875 BEAT # (L FIROFTAT Gy BT EIBL o i ok
I

ROE T LI RESE ClL R Cly DL 8 sl RIRES ) Cl o Bedh » f5mT DURC EDHT 8= i 73 1) 44
PR JFAS Ay B AEAL AR A AT A AR CL BT

(WS
o SR A R R % T ARG R IC B .
o XTI, fifl TARHE R .
o GEPEFESREZ B0 B IRS .
H AR
o WFIT ]
© MR IT RS HEAE R
T ES SRS E L
AIAER S5 A 4k 2
< R
OTRS # -t BiLas b (1 A A F (. 44
» OTRSCICustomSearch

VERFE: R BESEET 2 ITSM B & ) RE
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14.1 %70 53 9400

AAF AL BAT B L OIS

14.1.1 R RENE

AT AFEAR R HE s e R 1 .
AN — MR R -
1. %3 RERCE DS .
2. 1 SN &R OTRSCICustomSearch -
3. FHEI AR Y Frontend — Agent — View — ConfigltemSearch .

4, MR WK'E ITSMConfigItem: :CustomSearchXMLFields JFFSMHT S RETE o B2 H &K #E4
H i .

WRAZ T BOBCE N 0 - 25H] WRZAU R B YRR AN R AE R I HE

14.2 k%5 N At

SRR AL T 68 I B T P B A R (P REPE o AR RIDREA] THEZ DN BCE TS PR BCE I, X LRHL s
THREFAH -

14.2.1 CMDB i & & B 3 )42
SRS . R4 N R LTI CMDB 32t — N s s

TEf: ZE TR U5 CMDB S iR 5 22 FAE 0 il A In £ 248 itsm-configitemn
FHRE SR ARG G » ATAF AN RIS IR T I

BRCHEX)

A P O T LU S 1 P 2R OR A R I I
A7 B FR I
1. . CMDB b ik #2R ( e X ) SR,
2. WFR B ERRAH » ARG SIAR T B R g &1 .
3. P A .
4. sl R .
5. AEMRLN .

PR DUR TR L B IS « BOASOUT > P s ik iR « 534h, vl DOt i % 38 A/ el 4
IRERIRAIIL R

TR 2 E DS R A o B0, FT AR 53 AR S0 1) 4R 20 5 B A 5 K B A C
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Search Config Item:

Computer Hardware = and 3 more...

utpu Normal

Q Search

P 1 R AC B IO 1 AE

ZL:
A PALE RGO E P B O i s e R TR .

14.3 SR D3 A

AL EATINEN LT

14.3. SB35
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cHAPTER 15

Cl 51 H

L T REF > T DU e e B o G B B 4 ( CMDB ) R CI, Jf/E OTRS A ) idtix 2t sl I
CHAE MRS o IO TAE Cl Z IAMAAERKOC R IN A LR Gl BERAE Cl A7 il A7 R BERL IR
FA P IE R DURAE TSR F 3h 58 s R A e SR AT -

AT I BA R a7 F 30 58 A R N 7B
» ReferenceCI FE: H—HEEDI .
s ReferenceService ZB: 55— "M% »

* ReferenceUser FE: H—PMHI

PR L A G AT DUAE OB IR BB K 510 7B o SRS > A7 00 0K AT ML C B I P CL 2R 94K
B o R, G RAE PRSI TR BRI AN 5 T Bof B RS (R o SR ] DU
M Ash5E I REM R T I B E T, I T DA INIZ S e B I o A SR 300 7 Zop e 0t W 2s B ahigi )51 1
Ry PC BT o

PE s
o ERILERAN T BONILE R G5 R s e B0 .
* Cl Z I EIERAN Cl 5 OTRS o & Hidls (118 4% -
o PR [ B 5ERAE CL 7 Berb s HMEMR .
o T ORI E IS SR E I L MRS AN P R I B AR R .
ERzy il
o e E IR B G
« WERANSNES IT
o B
.
AIAER S5 E
.«
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OTRS KB H 35 IR AR
* OTRSCIReferences

T DRI ITSM OB BN S /S H D) RE .

15.1 &8 01 Bl

SBT3 B G BT, (H ' SR VR A E B RIS A MR N 7B

15.1.1 HHAM e E 5 B

LA IR 5 7 Bek 51 OTRS AR AN K » B e B ot « s .
A LS I I B

1. 7RG M 4T T CMDB VB 411 Pl B s

2. EF—AREISIF ST B e E L .

3. W SR IR 7B
LA TR REMI R T B

ReferenceCI F &

U BOAS N A H 30 58 O BE RN 7B DUBEAERC B O TEAE TP R ISR E T o 52 LR 2l T B KA
AT B

- Key: testci
Name: Test CI
Searchable: 1
Input:
Type: ReferenceCI
Required: 0
Reference:
Name: Computer
LinkType: AlternativeTo
LinkDirection: Source
ImportExportKey: Name

AN L BRI, TR DU B o bR S I T BOR I T B .
Key * WJUEME 1, JFH R P RERACT P AF o WERBEE T > WIJETR A TH & SCE O -

Name *

TP TBRIRRA o W IR BOT M AMEAT R 77T, 45 RS T REFI A .

VEAR: R AR S SR AR

Z .

=
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ATRME ] A s SOOI AR BIPEHATE 5 WS IR T e SURIEE S 55795 s
Searchable & X '7BUEH I HE o WRERIME N 0 8L 1 .
Input * JAZHI AT BHIE X .
Type * & XOUHRINRA o 245 0E N IEHL o fEAGIH{EN ReferenceCT o
Required & L TBUE N WIHTB o WHERIMEN 0 5L 1,
Reference Jig)5 |7 BIE X o
Name J& XCAI LA AT B UK o
LinkType & SCK/ECRAFEIN G I BEB KIS AY o AT RERIME N -
* DependsOn
* AlternativeTo
* RelevantTo
¢ Includes
* ConnectedTo
LinkDirection & MEEH:M 5 M - A RENIMEE Source Ml Target

ImportExportKey & X TAriRg | HIMBECE I MAE « nGEMIMEZ Name « Number B¢ CECE 1)
TR .

NEINTEBBCEE 5 ZAER I T RCE R4 € R E DU - R C 2 —ME A IFE R BB B
P o e Uh IS I B C &Y A E CountDefault s B4 AT LARER JL/ANEC I .

P B AT A BRI E TS 5 o WEORIA R Z G AMECED, W S AP, DU
BT H BB E R AT .

S HERHB : ConfigItemNamel o

ReferenceService F&

U7 BUAS AT B3 58 I REMI AN 7B, DAZERC B IO ARAE P R IR ST o 5 ZELL R el e B oRAm A S 7
B

- Key: testservice
Name: Test Service
Searchable: 1
Input:
Type: ReferenceService
Required: O
Reference:
LinkType: AlternativeTo
LinkDirection: Source

AN e AL DU T DME I DU IR o AT A S T BUZ BT BL
Key * WAUEME 1, IF IR PRS- 705 o AR T WITGIE M IH E SR

Name *

TP FBIIFRAS o v DRI BOT M AMEAT R B 77T, 45 RS FREFI M .
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TEAR: B ZAE TS SCHR 1 2K

S
ATRME ] A 5 SOOI AR BI R HATE 5 WS BIF RN AT e SRR T 52795
Searchable & X '7BUEHAIHER o WHEAIME N 08l 1 .
Input * JAZHI AT BHIE X .
Type * & MICHE MK o WIAAE A IB I o {EAF T {E ) ReferenceService ©
Required & TBUE AW TE « nIREMIMEA 0 5 1 .
Reference /i35 HF-BfE X .
LinkType & SCEFECRAFELIN G I BERE IR Y o ATRERI(E N -
* DependsOn
* AlternativeTo
* RelevantTo
* Includes
¢ ConnectedTo
A DAE R 8 SOLE SRR .
LinkDirection & MEEH:(M 5 - A RENIMEE Source Ml Target

NN T BOSCEALZ )5 AR T BUOE 245 2 KO BB o RO — M, B A IR # DO B
%o AR PG R CALY AR E CountDefault , M4 W AT LUEEZ JLANBCE I .

BT B S AT RS HIAFE .
S HE R~ : Service 1 .

ReferenceUser T

BB A A e I RERA 7B IERCE BT HE PR A o T2 LU s I E B A A7
B

- Key: testuser
Name: Test User
Searchable: 1
Input:
Type: ReferenceUser
Required: 0

AN L BRI, TDME I U W o B R S I T BOR AT B .
Key * WAUEME— 11, JFHRBSZ P RERECT FAF o WEREE T > WIJEEE A TH & SC O -

Name *

RRPFRIRRA o v IR BOT M AMEAT R 74T, Q45 RS R H .

TEAR: R BURZAE S SR 1 S K

98 Chapter 15. Cl 5|H]



https://doc.otrs.com/doc/manual/developer/7.0/en/content/how-it-works/translations.html#custom-translation-file

OTRS Feature Add-ons Manual, % i 7.0

Z L
AT RIS 1 SCRIEE SO R 2R B AR 5 o WS BT RN T e ORI S BT .
Searchable & X FBU@ Wl . WREMIME R 080 1.
Input * AN FEIE X o
Type * & XIUHRMEN o At A o /EAY)HME N ReferenceUser «
Required & X FBUEM LI TB - mIREM{E A 081 1 &
T HFBUR RS, AHH PSR4 .
S HE R . root@localhost .

15.2 k55 A\ G AL
WP RS N B A s AH AT DU o By T & i 52 X o

15.2.1 CMDB it & & B 3 )42

M CMDB & H I B S i, DU A A i B I B A 7 BL

AR ZT M U5 CMDB S IR 5 20 FAE 2 il A In #1248 itsm-configitem
PGSR ARGG . ABAF OB I B0 T I

Bridt

A7 FE S S ool i T I o 8 P A A P
AR NG B
1. WEFIRPELE—AK .
2. HEWIHTE .
3. WRILEMEI . Mg s - DL E HAY
4. piih ORAEHL .
IAE > ZAEKE I Sl 5 00 2 (1 10 00
Z

BEANRR ASIN T U5 S BOT REAE T AN o AR PRSI0 BT T B B 0L i — BT T U
B

15.3 ZMN 3 A

AL BATINEN G T

15.2. JR%% N 51 Gt 99
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Hard Disk:

Hard Disk:

Capacity:

FQDN:

# Metwork Adapter:

Network Adapter:

Graphic Adapter:

Other Equipment:
Warranty Expiration Date:
Install Date:

Note:

Test CI:

Test Service:

Test User:

# |P over DHCP:

IP Address: @

&

@®

06 v | 06v | 2019 v B3
®

@®

comp

Computsr One (1058000002)
Computar Two (1058000003)

(ISR R R RV S
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cHAPTER 16

g ) I

UEDRERRPEAER] CI 2RI %™ ID JE ks JFAE CLAEAMBA Dy Sy WL o 20 B Rt AR s R AT Ry 1)
B -

« A7 CI i 1D

* i Cl 44 F5

« i% Cl 26

o EREIRES

o« YHTEERCIR S

o S5 SRR L SYTAT N Th)

FEMCEI B I 6 Ll B8 1 - HL P LIE SCrP 45 e BB 1D H ShBERL S22 1Y) CI o IXA IR 55 & Al
AR, BUNERIEE TR, AT REVS )15 K R EGTT ) Cl o« XKL T 32580 Cl FiEHE, o
24 CMDB % Cl FESL T -

s

* B30 BohC B I A A .

o B LUK G RIS He g B L .
H R4l

© BSUIRSS AL

© SNERIT MRS5St na

« Y

o« DUHBANS
AIAENR S5t 2

OTRS R PEEs TP ) AR 2 R
» OTRSCIsInCustomerFrontend
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PR LA R SRR
o B/ T B
. THEY

VERAE: R RESEET 2L ITSM e & B RE

16.1 & H G5 H
AR & PR 5 S .

16.1.1 ¥ EJeE X

AR R B IR 5 3, DT RENS WA EANN B ST
BROATEOLR > (ERAFE RS T CustomerID FB, DIERCETE X A766% ) ID 5 o

AR EI A MEFHZ A customerID, PME—ARIEIAT AR ZANEAEH Ak, X+—/ N EDin]
PAAZ T U5 A PR R B K% i ( il : PartnerA - PartnerB . PartnerC 28 ) BEELITLE .

Z

HAFHL A customerID B customerID PIANKIIHE ZHK, WAIE RGN E T E KK S ITSMCon-
figTtem: : CustomerIDField » BCARENSK H IS B INASMASH o

WRFKE AN customerID JBME, WAZT-BRMNE -
A BN L B I - B
1. R R SHH T T CMDB ¥ B 411 Fil & sk
2. WEFE—ANECE TSI mial B e L .
3. KRB MBI b o AR AT LI Text BY CustomerCompany o

Text 7B HT IO T Bl R AR AR 745 $3 45 0 (R UL RC — D B AN E 7 I CustomerID o
WO ZBUE L G SRR O B ITOR T3 M N AZAE (E A CEAT > DR AR AT ASUE EE AR £ L1k i e
WU /RAEAMN B S .

— Key: CustomerID
Name: Customer Company
Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 100

CustomerCompany FB & JVA A FBWEAL KRG T LML E R A ] PR e A8 BCE IS i Al
Y bf e BN O PR AER o FRAIRTERIER & AR SIR A% P CustomerID
FRBOLIR % P A E T ER 2 1D .
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- Key: CustomerID
Name: Customer Company
Searchable: 1
Input:
Type: CustomerCompany

4. RAFFIINISE X -

5. fEEUURMISSH g B IC B I o $R 3 Z ) 2wl 7 BLC BUEA I 5 — B ) PSR s
ID.

6. MHEA FIR7 ™ 1D BAEAT R P Bk B 53 5
7. BB NEIBRCEI o ST OGN E I

16.1.2 7 27 1D PR ™46

BRINEIL T » WHE ITSMConfigItem: :CustomerCIPermissionByLink W& N 0, Kb, RAEHUEH
FARCEID )5 B E FBIEVCECR » A n] DAAEARHN 03 410 o0 U5 R ECE I o an SR A7 o0 e A
(R B R P s B AN A T A I TS ) LU/ % DX R 7 S ) eT DA RE CK E DA % I I (A )
C RVFEEEEGRZK Do MAEAMTN R S AR SS N 53 5 C W Ja A ) rholg e 2 I B2 2008 T, (B H
B C I E TP customerID FEULHT Do

il -

« AEANDEE T ARV SENUBCE I o P v SO UBC B IR B 1) 22 /> — A P 28 B I C AZHAL Do
X EANE TR DAL o 04 2% e B IR L 2 L E AR C B I C B A% Do

« BOAREOLE » A ARIHENE AR BCESUR AT, I BoRfE g TRh, JfF Bl DL 22 I 1
TR C BGRTRCE Do

o WL ITSMConfigItem: :CustomerCIPermissionByLink WHE A 1, WIAE A& HCE UK
WORERERITH RN P A AL, XA R AR T, JF BT LA R R B HARE
TR T

o U I%'E ITSMConfigItem: :CustomerCIPermissionByLink W& N 2, HHSHEUISEN -

" BRI w5 e YF ] B k. Bk, iE AR 4 % I8 4 ITSMConfig-
Item: :CustomerCIPermissionByLink AF I WIRANME > AR 1A 06 B2 1 I B I R

16.1.3 7EAMAA b3 51 B e & 207 B
BB IR RERATH AR EEG KB B S5 e A RERIE AU AE B 7B o XTI,
HHG AT DA AR R RE SR BE SR N — AN B BT R I NotForCustomer KRB .
N AR SY SR

1. 7R EL G S 4T IF CMDB e & 21 1) B & s

2. LR AMECEIZIF A B e e UL .

3. K@M NotForCustomer: 1 ¥MEIFEBIE XH

(IEUE
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- Key: Vendor
Name: Vendor
Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 50
NotForCustomer: 1

4. G ISR K C B I LA BB RRCAS > DU RRCAS (¥ 0 B 2504 e SC

R TR T — A0 SCUARG AN B3 F I A (7 B, AT DUIRE S oA B B PGB RiCAS » B0 B TR
WIPTAT RO E IR o 53— J7 10> QARG SEE OB g s LU RO 5 B I FLISC B0 Lt T 4 Bt i v B
e X WIAERC B B 85 J 288 O P B O BN B D 2T AR BIRIZTB .

LEAT D 1) H AR SR A AT AN AR AN B3 5T S 7s R B (O BER

16.2 k55 N\ A

ABRAFALBAT IS5 N LS -

16.2.1 BEREMR

R TS B RN, IR DR PR IR 5 N D IR R o BB R T2 F P B[R] 2 ) R G ORI
TR, A LLEI A ITSMConfigItem: :RestrictAgentLinking fE RSECH H2EH L ThEE -

16.2.2 HEAR B Dad JE A%

ST — AN B DL RS . FH TR R AR AR A P B IR TRAT IR RO E I ) PR E]
(A BT T T kb e A ) S P B PR R o BRI A IE SR T, R B BT I I H 4 S AR
5T 5ges: . WIhReESR SN N OEN, TFEMEIL I E PostMaster: :PostFilterModule###100-
ITSMConfigItemLink fE RAE & G H -

16.3 ShAEA b2 7 I

SEDIREAE % 1w AZESNEE N 53 S B R AR A I ML B0, UK ILRERE B0 T .

16.3.1 BEEACEIH 5 T4
6 R TR b, 20 S AT LU 2O I 4 04 A ) P I o G T L BT IR I UK B
S N
TG B IR B L, AT LR AR .
1. ZESNEBA B FRTH b A — AN T
2. WEWMHTE .
3. Ml TR BRI VS A2 S (I B . — AL B R AE R
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4. FERER I, BSAIRE | ARG S IR R R & .

o B RFHIRNE R CUHER I IS RS CustomerID KIEEE TR ( HRIEMER HEED
RS Do

o LR F-BEATA AR LT BN BT Sl &I VCHED o 620, anBE 7B h BN ca, N'e kY cat -
car - card ZLHE .

« Configltem# v B UL BCAT A LA Be N AT Sk (M AL B I o gt WeRAE 7 Beh A 12, e ILd
123 . 1211 . 1298 %% .

Al X R P B R DR AR, DA E/NBIZR s Gehs S PUIE R o K e A ] ok i ok 4y
s 24 )~ P B 2w G B0 S8 B .

5. MFIZR Ak FE I E I
6. sidi Qg TH%H] .

16.3.2 72w fic B I

— B ARIBCESR R SR T EES R TR AR T AR E SR o 8T KA E R
Wi B A A AT 5% 0 P BAT A RE K CustomerID FB o FEAMBA BN TR PEREMIE i EoR T8
TH T R A C B

U SR AT EE AT DU I e A A 14 A O ) e v B DR i e I 5 7 L ) B RO ORHER o SRR
TLIHRE W P a] DAV ) AN ELRE i 28 ) i B (0 P (AN PG (B A D

A OB I8 5 ) BC B PR AR 5 8 o SRR DR s RO B U OB RRAS > LRGHR 1) e IRE T )
R C IR EE T HR— 2 .

Z:

BOANEOUT > BEhF RS SIS I B AN G2 SR AT AT SE e o BLANERFR 0] 28 W) 5 00057 e (1), A EE DL
AR BRI N T BOPSIN /it smeonfigitem/overview, JEERSGNCE DA R % E W2 —H ZFRFBH
UNIIEE

* ExternalFrontend: :Menu###Top
* ExternalFrontend: :Menu###Main

* ExternalFrontend: :Menu###Bottom

Home » Company Configuration ltems

Company Configuration Items

e ™
{ Co er |
\_Computer )

A A - -

Incident State & Deployment State % Confightern Mame % Class % Last changed %

B Operational Production 1058000001 Desktop PC #01 Computer 06/11/2019 14:23:28 (UTC)

LA R
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Z L

A BT AR LR B P E X

* ExternalFrontend: :ITSMConfigIltemOverview###ShowColumns

AL P TURE SR VRN B AL

Home » Company Configuration ltems

Configuration Item: Desktop PC #01

Configuration ltem Details

Vendor

Model
Description

Type

Customer Company
Owner

Serial Number
Operating System
CPU

Ram

Hard Disk

9 Capacity
FQDN

Network Adapter
= 1P over DHCP
Graphic Adapter

Warranty Expiration
Date

Note

Stark Industries

"Tony Stark" <tony@stark-industries.com>

NIC

= Yes

06/05/2019

Desktop computer

Kl 2: fic B IR 5 554t

Configuration ltem
Information

Class:
Computer

Number:
1058000001

Name:
Desktop PC #01

Current Deployment State:
Production

Current Incident State:
B Operational

Created:

06/05/2019 13:09:49 (UTC)

Created:
06/11/2019 14:23:28 (UTC)
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cHAPTER 17

A R ugas

AT RERG AL T OTRS R4 P 41 S AT Hh A S HUBE A (s I R55) HRBET o 753X /ST BE 5 B
o TRARGHORT I TR RE R RS DR CSAHEER G BEE o BbAh, e mT Ll B3l BEE M Eon R
WA RENEN R R SERER

RPN R IOBLHBIE AT T 18 15 816 A 87 IR o FEAEEZ AT R R S0 ey T
BIEHRS o RIa» KEZBECTRAEAE B R G ZRTHEAT S

s

o BB R

o JRAAE R EE B 2 4 XU .
H bR

« BHPURS

.« <Rl

.« B

< TR

o BUFEH
AIAER S5 A 4k 2

. HM
OTRS # -t BiLas b (1 A A F (. 44

» OTRSCreditCardFilter

17.1 %590 5 SLH

AR EATE B B
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1711 A FEN R
ARG A2 ] R PR G CLAF i H0AE TR 5 o i &R 5 i R0 e 45 1 2 R A 4] 2R B i 1)
AREHFRS .
AR AT IR R S
1. ff{REA B X E OTRSCreditCardFilter: :ActiveMaskEnabled »
2. ARG R B kel B sk T .

Issuing Network, Card Number
JCB, 3528988095245935
JCB, 3112606824580636
JCB, 3096030869937728
JCB, 3112437499296450
JCB, 3096010732100407
JCB, 3528461498782367
JCB, 3112892137191440
JCB, 3088814635323630

3. 31T LS b BAORAS TR 5 btk -
4. FEA AT AT LA & USRS -5

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::MaskCreditCard —--—
—restart yes

5. WlE THIEEBEAE o GO R 0h

Issuing Network, Card Number
JCB, 352898xxxxxx5935
JCB, 311260xxxxxx0636
JCB, 309603xxxxxx7728
JCB, 311243xxxxxx6450
JCB, 309601xxxxxx0407
JCB, 35284 6xxxxxx2367
JCB, 311289xxxxxx1440
JCB, 308881xxxxxx3630

A TG 1 Bl G — NME R I E RS RS ER HI, RIba] DU e )25 3L o
Z L

9% Maint: :Ticket: :MaskCreditCard ZHMELER , IHEPITLL T s

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::MaskCreditCard —--help

A AR R G5 0 B AE T8 I 0 e AR IR AERE AN b P2 [R) A A oA 3lE e R M AR GEERE o T DA A v Ak 21
A 1 B DA S At D2 18] ) A AR I T LG R GE R RE

ZIASE B AR AT EUAC B RS I M ZAS IR T 4R > AT SEVRAERr & I TR 1 B R AE LUS R E. o« A7
— AN IR KT

AT LR SR H Y, DU DA P 2 i i 1 C B, o RAEEE A 3Btk B 2 HIT R I 1E D,
T LU S8 REIGBAT AR BRI 1HHL
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17.2 55 N A

A EAT MRS N G S

17.2.1 Jfitkds H

UEDhfEE eI T ARG, B RVFRL M ERAE
« ABNFEA RS 550 BB R C AL D
o BRBOET THAEERE RS .
s PR G T CAT I P RS I E I RS .

ZR R MAUEIZE RS R 5694 13 . 15 88 16 £/ o IXE(E R 58 8 /DT FRNAZ RS EGR, iX
BERECATEE T Luhn 507 &) .

St M RTARAS » ARSI 0 BT AT 98 2 AT 28005 FH R P4 o ORI AT 2 A F R S B i 51 3K
* Visa K, 4 JF3kI1) 16 7% .
* Visa K, 4 JkIM 13 747 .
+ MasterCard |, 51-55 JF3ki) 16 {750 -
« Discover K, 6011, 6121-29 %] 6229-25, 644 #I| 649 1k, 65 T3k 16 AT »
- JCB %, 3088, 3096, 3112, 3158, 3337 &, 3528 #I| 3589 JI3kIf 16 fr %7 -
- JCB &, 1800, 2100 5% 2131 JI3kf 15 fr %7 -
« American Express 3 [Eizifi K » 34 5 37 Ik 15 A1+

N T I SeVFIXEeAE AR S IR T 0 R s LA R AT B 4-
CfJa—MAEGDEEH FRERZEFR ) RVFRIARATZE - + . / B

VR BERE T 10 TR RS ANRERN S I R o 1200 TRl Blinte s (AR 280
MR SHEAS o ARREH RS EN R DL — MR 7T 4 R -

4-4-4 . 4-4-4-3 | 4-4-4-1  4-6-5
vl

4-4
I
]:l o

17.2.2 o5 H R Bk
JAFHIEThRE G » B EEAMEE DISRECE 2000 RS AR5 PR L ORAAE s e b o R sl E s
FATAT AT > WIBR T 857N A DUAL LA 8 BT 250 08 o ] e 10 B g~ AR »
Z: W,
DM RGP A DL RS S AT
* OTRSCreditCardFilter: :ActiveMaskEnabled
* OTRSCreditCardFilter: :MaskedCharacter
N 1234-5678-9012-3456 %N 1234-56xx-xxxx-3456 -

i3

T R KA HA AT )

ELAEH L T RE
1. A BN E R IE SR T

17.2. JR55 N G5 109
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Issuing Network, Card Number
JCB 15 digit,180061388939823
JCB 15 digit,180079668437698
JCB 15 digit,180001434886883
JCB 15 digit,180044208063503
JCB 15 digit,180010497338476
JCB 15 digit,210004248524033
JCB 15 digit,210012319871803
JCB 15 digit,180094846333594
JCB 15 digit,210084424984649
JCB 15 digit,210012951351973
JCB 15 digit,210008094074787
JCB 15 digit,210081171733450

2. FTJF THTERE DR DAA A G T o A5 1F I ESCR B

Issuing Network, Card Number
JCB 15 digit,180061xxxxx9823
JCB 15 digit,180079xxxxx7698
JCB 15 digit,180001xxxxx6883
JCB 15 digit,180044xxxxx3503
JCB 15 digit,180010xxxxx8476
JCB 15 digit,210004xxxxx4033
JCB 15 digit,210012xxxxx1803
JCB 15 digit,180094xxxxx3594
JCB 15 digit,210084xxxxx4649
JCB 15 digit,210012xxxxx1973
JCB 15 digit,210008xxxxx4787
JCB 15 digit,210081xxxxx3450

3. Rt m LA A 3 A PR A 200 FH R A P IS A B 5 R BB 5 A R0A5 T R A R B

17.2.3 G HRFZEHE

] DAAEAR 500 55 10 Won
T I RE
1. MR E B K E OTRSCreditCardFilter: :ActiveMaskEnabled o

B

Tl

2. WitkjB ¥ E OTRSCreditCardFilter: :WarningTextEnabled o
3. LRSI E IS OTRSCreditCardFilter: :WarningText HE XM HE XHEE .
4. fEHILA NS IE SR T

Issuing Network, Card Number
JCB, 3528988095245935
JCB, 3112606824580636
JCB, 3096030869937728
JCB, 3112437499296450
JCB, 3096010732100407
JCB, 3528461498782367
JCB, 3112892137191440
JCB, 3088814635323630
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5. 177 TR PERS b o 15 5 SN H BUAEAS R 55510

Issuing Network, Card Number

JCB, 3528988095245935 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3112606824580636 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3096030869937728 Reminder: You should not store credit card numbers,
—~in this product!

JCB, 3112437499296450 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3096010732100407 Reminder: You should not store credit card numbers,
—in this product!

JCB, 3528461498782367 Reminder: You should not store credit card numbers,,
—in this product!

JCB,3112892137191440 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3088814635323630 Reminder: You should not store credit card numbers,
—in this product!

Tty m DA S A AU (A 281 R sl RIS A A B B bk )™ BRI 35 A 85 T R A B s

17.3 SN 3 S

AL EATINEN LT

17.3. S G 5 111
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cHAPTER 18

FE RN 7B

VLD BEARAFAE BB IR %77 Bl 7 BOSCR W BE > 1% 7 BURDRE SR IV A1 8 5 7 Bt v 14 % 7 Bt A7 oA T
FLARICAR N o FE MR E S R T Do SCR A T 2R 3 &7 B

o [Pl A EARST .
o FEAMEBN B3 SIS I —AS BN K S AL 0
o FET RO PRI RN .
o HRHE 2T G 5 IS e B B SRS BT R RN o
o IR .
BEAt s AL W] UK T A A 3l S B A AOB 2 A7 AL TP AR o
VLD RER AR5 G 15 DAY T LA BN B ) A SRR s R (KL 55, RO ERASIN T 2 i Bl
R R A A R R A S A A I R P IR 28 AT R
PE s
o TR B S NG SR A A AN 2 7 Bl
o PSS AR | 20 R BN AR A AZ I SE DaE WA B AL .
o SR BE R o4 5k ) OTRS .
H R4l
o AV AR B R K5 55 4147
o SMIT MRg5 st
o BERYERL
o P ARECEHIHLY
o LS
 HRERT
AR S5 kR
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o HRKH
OTRS R4 P2 TP ) AR A FR
+ OTRSCustomContactFields

18.1 & H 5 JLif

SRR MBS, TR0 B RN Eh A T B o XL Bl LR 5 R B AR B A T B
FHAEAFR 5 4E B SR .

18.1.1 (5 A %1

SEFARA B L BRAEOL R » %D AR T 2ok I A A EER A o 0, FT A TR A

FRAGIHT R 1) S N A T AR AN 2 R AT

MR EFGARSH ST R AR REA TUE TN R SR E %
4 7

Core::CustomContactFieldsRestrictContactsToCustomerOnly EF' W B 2 5 ) K H ¥

A Ja HIR A HZAE I -
TEWOE ) 58 SRR N T B 7 R ISP D e » 1 e B 3103 S b 3845 A8 S 4 i) TR A

SRR

A PH O 5 T LA 1) i SRR N 5 BU /7 RGE P I o T PR TR R0 B 5 0 T UL R S 2L 7 T
R

R B 53 F i B A A DA H IR s

BT 1) H 8 SRR N F-Be 7 P Rk iy -
- ZEA IR s nE AL
HE WA B .
15 IS A S b R BFR, NG BB ETIE
15 A, L ArticleCreate
1E AR g AR o
o 15 AR ROE NBRF BT BB RS N BLRIE S .
o« E %A W Boh BRI .
o {E A JE T BU g SR i
o B AR DI R A2 .
6. fF W NI, RIAEFEB PR ESSHRARNTE .
7. {E RIS
o WHERTE A IR

—

o~ 0D

FEff: AR AN OGET TR AE AL
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o B R R] LT B I SR HE
8. fE WANISCAI Y «

o WA B E SUBCR N T BUER R N DU A 32 8 1 T QR BUE AE AR L, T AE 80 Berh s
<OTRS_CUSTOMER_SUBJECT>

o WS EDEAG AE IE SCVE NI 1 SO R 3% W7 CARF-BEH S Il <OTRS_CUSTOMER_BODY > »
9. iy A4 .

18.1.2 JiFEAl H otk
IR A AR 2R 2 (B A B T RS > B0l UK S AR TR IR RN o

NETFE

LEAYN)E Frish& BRI 2 AT TR 5 .

AU G BRA B 2 7 BOM A 19 7 AOR G It ah a5 B - Stk 35 SR B F i sife Al B sk
A BT B o AR R T T UMM R fr g2 i s 200 7B

Z L
LT P BT AT B AR — s ST B E .

AT B
VS NSRS L SN PTLUR T LA F B . R S I T B T B
BT R E

HPEAAT BN TR AR
BRI > 58 XS 7 BUR B NAZAEWS A7 il KRN ZDERN o

FEANEN 53 ST S AL ¢ € SO A AN 53 A1 P W B S H o BB H U Ak AE 5
TR IR R o WERBL B E R A 52, AT LAE B A TR 52 3% gk H IIFR2E .

SRS L BRCE W DON M B S R R K A FOE SCH SE UPRZE o WERORBCE AR (TR, TR
7B A TR BN Bl TR AN .

IS * WORAEREAE B P R Sh A 7 Beb 70 7 P B A5 I 2504 Y B BC B « mT BORE 25 7
I W S I0IE AT D IR B o R RC EAL TR SRAS W R I 21 2R E A
B BB OO A il WA TRUGRIN o 90 SHTHEAEINT RS N S A il B
chOm R L

R0 > W RAA AR AE 2 R s 25 7 Bob 1% R N T3 e 2548 Y R o w) DAk Wief
N PR A IEAE R o R MR AL TS BARES B v BERE s AE T S e
AN

R WAL AT BR P R E U E L UserForNotification » MPKHE A # HIEA o & Hlk
PENFE To(ef N) etk o
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Customer Field Settings

# Input type: = Single contact #* Usefor No

Choose if the input should support a single communication: Change this to a communication field, if
contact or multiple contacts per field. you want to use this contact for

communications.

# Mavigationon | No

: . . . * Use for
external interface: Change this, if you want to display a tab in
the external interface where the customer notification: Change this to a communication field, if
can see all the tickets where he is stored in you want to use this contact for
this dynamic field. notifications.
1 labe # Filter contact by: = No
Defines the name of the tab in the external This configuration defines if the contacts
interface. If no name is set the dynamic field should be filtered by one of the available
name will be used. For example: Contacts customer attributes.

tickets.

1. Z P E A TBRNE

JRIEIR RN * FERLFOUT , A EE R ] RERVIB AR N B P JEREATIRE o B, S uEdR T LUE R G S
iy e 9 e SORYE - ERGEIEIESS DIRE » T R AR ISP A S E o WRLERE T s W
WA N K TR P (2 7 G 5 i g o X TR ILEE e, v UK i 25 58 SO SCAME o R 813
T R E R RS > K BN AN T B AR e SO g

PR A AE * AEML T BOh s s TR A BRIk o . i SRR Nk EE O Theo H1% ) I s s
UUE JiE e RN Pk M dEAS o 258 R ik 517 B o IUAEBATRI LUK Theo fR AL 984S 7
Bt o H oA A e MRk s b A2 AR i 25 7

VEMR: ANELEAC T T AL BRI 32 7B

[ S BN 53 F A N s 28 7 B

I T — AR BB ATBG » 20K A i 2L ZL e b BRI e
FU BN A BRI E SN G

1. ¥38) RGNE DL

2. 1E RN IR R T RE .

3. SRS T Frontend — External — View — TicketDetailView .

4, MR ExternalFrontend: :TicketDetailView###DynamicField FF & ili %1% i B 1%
Hl .

5. Wiy + AR MENATE . ESATEMAI, HE 1 - 7 o SR E N TAE TR PEE LA b o

6. M RWHE ExternalFrontend: :TicketDetailView###FollowUpDynamicField FF &l 4mi
R EILH .
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7. Wi+ MBS A T B . MRS TBI AR, R 1 - B o SEBRE M AR TR L A R
HAY L B A TR .
8. WIRTE, WXL EMEESR LR .
9. MEFEBIUAMIE
R 5 SRR At R R A B i TR SR AR 4 K T BT B B R B Fron-

tend::Output::FilterElementPost###0TRSCustomContactFieldsJs . DAJUKE 55 (AR 44 K
A InE L g AR E SR T, XA BEE W TAE

B, 4 {1l OTRSCIsInCustomerFrontend 43 % f# H OTRSCIsInCustomerFrontendCus-
tomerTicketMessage Fl OTRSCIsInCustomerFrontendCustomerTicketZoom % &% J #M Cus-—
tomerTicketMessage fl CustomerTicketZoom o WAZIUAR & N HI ) 7 (15 1 e B AR 42 BRI N B R 4L L
B, DUE RS O RS .

18.2 k55 A b1 7t

AHRATFRLBAT W55 N LS

18.2.1 #rllifie

15 2 P T BOPAEREEE SR P AE2 A 7B B R T R RN B A T BOPR LA I BAS[H] (1L 1]
hZ e BT AR T o BER N 7 BORs B TR R N 1 7 SRR ) 2 7 B« 7
B oI B AR R I g T 7 B

WERBCE 7200 9 5 i JEas » W SERBATR & NI T b BhaS 7 BUSBoBiuE HANT S
FEFE T BN SR T B RA B D AP )E  FITRER CRCE W% B o s, P& i i ik
TR AT I NGE RS R M ER AL % ) o BT AR R I BUf AT wl e ™ AT R +
HRCAT

IR AT RS TTBUME O TAER R A AR 2 T 5 SR 2 P s T BRI N E A
[l AR C R R e g 45 AR e

FE T HOEAE A 2 P SaS B R A7 B AR B 0 A IR NREATIEAS I HLAE 8 P B 4
I A D Re , WAF A AR 57 Beb T AT 20 7 P R s n 21 2 e & i A& ¢ TO
CC 5 BCC v, BRAFEMN O A W BFHAFAE o AT A%, W LLFSh e Nrh kR &A1) « thDhig
AT TR A

R ASAE Agent TicketCompose MENATFEMF HlC E1Z 7B -

e LR R P AST-BUNE 0 T B AE G B L2 JE 4R %P ST BURAE » A0 R RC & 1 2R
MK .
Z
KA FB AR E Ticket : :Frontend: :AgentTicketSearch###DynamicField o
A RARCE » RN “JBYE” FRAIRPIEFR T B, AR Rl + fF SN .
PR TARSE R T % P %R o & R s A R 4 A .

BEAE 3T AAE 2 P a7 BAY R P A AE RS o flin, RS BUT A otrs.com HIF MIPT
TERIN S R R s« “@otrs.com o AR RZAEAEAR mrsmith (PTE T, ZAERHMRXEE : mr.smith@* .
R B R BAEE ofrs W% HI Gk AR T, WHERAAHRRIZHRE: . “otrs™
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18.3 AN b1 7t

AL BATINEN G T

FAEAMBAN R P s 2 R MEh AT B 1F

SRS TR —F
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w Bl N A

SED BT ER A T — DMGRBUNBIT AN B R 5 A G T BUE XA B &K% o iR — R,
SR E R T T . CHOEMOTH R TR « A & B8y — B EERE T
Lig

P
o —H TR IR TR ST AT .
o W TR RIS Tk T
o L TERRREL -
Hbrd
o 1T MRg5 P2t
. <Rl
- B
< BAHMRE
AAERSS AL b 4k 5
A
OTRS A L3 h I 4R A0 44 FR
+ OTRSCustomerActivityWidget

AR 5 LUN ShRERE AR
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119



OTRS Feature Add-ons Manual, % 7i 7.0

19.1 7 51 P00

AAF AL BAT B L OIS

19.2 k55 A G At

WAL — AR N AE s 2N B R T R TR E B .
19.2.1 U FEH

IERRMA)G SRR B RAE— AN N .

PR

BEAN R S5 N AT LLIE 3o s AR AR /N B 1) e R e P Al AR B % 7 o X2 & K Bon Ak B
T/CREBL L ALEL R/ CBUE TR TR B .

Customer Activity
CUSTOMER COMPANY OPEM/UNLOCKED OPEM/LOCKED ESCALATED
Stark Industries 4 1 0
TICKET# SUBJECT

Memory needed
Mew data is needed
Escalation
Escalation

SIS AR KIS

L TR, R R TSR o B R DUAE RS bR R LA TOT .
A7 LTI R %/ N -

1. 0 R AR FETTAT LA i) BEENAE

2. B B s A HIEHIRE o

3. Hurly RAF B EALHL -
AR AN E AN

1. R BUbs s AN AE TR

2. Hudidn B ks EAR

3. FEATEHHANZ % 1D .

4. wili ORAFEEEGLHL

B ANIHRAS P A W DAE DT T BCE )R A2 AL A W) T BUR BN e 7 o JXPEt e LM%Mt
K-

A EAZANEAF R BR AN
1. R BUbm s AN AE T
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Customer Activity

Save Changes or Cancel
2 BB N - IS P
2. il B R bR o

3. B SCAR T BSOS BbE -
4. wiah DRAT S SCHEAL

19.3 SN D3

AL EATINEN G T
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FHE TR H

A BE DD BESRAEIT T AP iR (RIS T BERE s 0 H D46 H -

XPERTAESMAN 3 F 00 SR L), DA P m] UBAA A AT T PR B R 2 HE A5 R Bl n 24tk
A ZE AT 4R WebEx 213U H I .

P
o L LAH i R .
s WHMH—HTR.
HbrdH
o A B E MR R ] R S5 A
« BRSS
« ITSM
AIAE RS A 4k F
.« Bk4x
OTRS #F e BELAS 1 AR A (44 B
« OTRSCustomerEventTicketCalendar

20.1 P 5B A

LRGN )T, W UAERGERC B R BT I RC B BCE o B BT B B S

20.1.1 RGNERE

F A T DN R B P s T, R i N AN RERITRIA -
FAEIEH I R TR, SrE i W E L B
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1. QUL R TR

NENIESL ERS PrR2&
T8 | HEJ/BA | CustomerTicketCalendarStartTime | HJJHIIT4E T A]
TH | H¥A/IME | CustomerTicketCalendarEndTime BV G

2. AL A — MRS — B RSP IR Insh & BUO LA .

s R LB A T B I Bt e TR B N BT MR T B, AT TR B N ] Y H
Wi, s InE] TR A SCT B R UAE TR SRR AT — B E ST BORBR I B E AT T
(¥ H 3

* Ticket::Frontend: :AgentTicketPhone###DynamicField
— CustomerTicketCreateStartTime — 1 — A
— CustomerTicketCreateEndTime — 1 — 8]

e Ticket::Frontend: :AgentTicketEmail###DynamicField
— CustomerTicketCreateStartTime — 1 — A H
— CustomerTicketCreateEndTime — 1 — i

e Ticket::Frontend: :AgentTicketFreeText###DynamicField
— CustomerTicketCreateStartTime — 1 — HH
— CustomerTicketCreateEndTime — 1 — i/

3. In) CustomerTicketCalendar###Queues W& TUSINTE L A BRAMUA Raw A% .
WERBNA T BALE THRAE, W5 BoRrE N .

20.2 %5 N\ S

AR EATIRSS N G5

20.3 SMEBA G v

SRR SEBLAMEN S S ST P o R T BT s H M sh & 7 B W o e H
NERPE

Z

H P s m] ARG HE B3 A0 B RGN E i T e .

R L AESE T It HAE BN T Beh I FFUR I AR 25 SR (Rl e A8 )G > H ks s gtk .
Mg HUAEE TRKTEMGEE o K Bon— D EHE B, P @ E sy N o TRBCE R H 5
sl ATIF LA LAT IR 5

Z

BOATEOLR > SEBER AN AME N 53 A AT b o SN R] T H Dy bRk , A B R
15 BERAMAN T BCHIS N /ticket/calendar, JFAELLN N RAME B E 2 — 1 A TBCHA AR :

* ExternalFrontend: :Menu###Top
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Home » Ticket Calendar

Calendar

)

sun Mon

21

28

* ExternalFrontend::

* ExternalFrontend:

July 2019

Tue Wed Thu
1 2 3
08:00 DEMO TICKET
8 ] 10
15 16 17
2 23 24
29 30 31

12 FE TR H PN

Menu###Main

:Menu###Bottom

11

18

25

orth

Fri

12

19

26

sat

20

27

20.3. AMEEA B SIH
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Ticket Information

Customer ID: stark-industries
Customer user: ironman

Event Description: Demo Ticket - Raw
Priority: 3 normal

Queue: Raw

State: open

Ticket Number: 2019070110000011
Title: Demo Ticket

Type: Unclassified

Dynamic Fields

Calendar End Time: 07/03/2019 07:00 (UTC)

Calendar Start Time: 07/03/2019 06:00 (UTC)

2: TR BT
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A
OTRS A L3 h I 4R A0 44 FR
+ OTRSCustomerFrontendLinkObject

21.1 EH A

AAF B AT E B OIS .
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21.2 x5 N AT

A EAT MRS N G S
FEAEAN AN B S I A6 e T BE «

1.
2.
3.
4.

FEMRSS N 53 S LG A T
NS TGP R & T
B DT — AT .

B0 FAQ AR SCE o #ifR FAQ AIRZESCEXS 2 P 8l ] WL .

FA] LU RAESNN S
¥ FAQ SCEBER R N %) L BRI T .

21.3 HMEEA G171

A PAFBATSMBN AT EEEAE TR PR L SRR TR FAQ AR SCE .
TG BLIIRE > RS5 A BBZRAE IR 55 N D35 i h A T FAQ SCE , IR E A THERAE e .
BAEANEEN A S B BRI B, AT LR ER AT

1.
2.
3.
4.

U PP S B
WL RS R T

PR EL B TR, FAQ RIS 1 T

L PR LI A RS AT A BT S N

BT T FAQ S5, Ry B B ) T8l FAQ 303 .

SRR FAQ HIR S
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OTRS #ol /B 384f ( He 0 4475

+ OTRSCustomerSpecificServices
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HEM#: CustomerUserSearchListLimit W'E MNi%Z{E Kernel/Config.pm H CustomerUser 4L

.

221 EH

TRAYAR)G, AR B RSN A A G alrh i gt AP

Ef BPPMERTEPH P #2% . B, % Kernel/Config.pm H CustomerUser #B43H 1
CustomerUserSearchListLimit WEIEWELE . FN, TLEHRIFERIIERES .

22.1.1 ) . st

LA WG, BB G R AR G R s 2RSS o RIS T BLE
WIRLE R 55 Wi A R4 2

IR &

RS DE RS nDR — A F BN E] A AR SS o EERBIhRE . BT AT ST
MEBIRGT  H AR 27 IRSTEESR IU BE B 5

a Manage Customer-Service Relations
Actions Overview
= Edit default services CUSTOMERS (1) SERVICES
stark-industries Stark Industries Backup and Archiving

Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Filter for Services Identity and Access Management

Filter for Customers

Just start typing to filter...

Internet
Just start typing to filter. IT Operations
Network Access
Remote Access

Standard Desktop

Hint

P A A PR - 55 22 TR SRR

B MRS RIK

A BN A OB 2RSS
1. mide Z PRI %
2. EFEEI IS F T KRS
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3. wili RAFEL PRAF IR EdAL

Allocate Services to Customer stark-industries

SERVICE ACTIVE
Backup and Archiving

Communication

Desktop Management

Desktop Productivity Tools

File / Print
Helpdesk

Identity and Access Management
Internet
IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and finish or Cancel

K 2: s ORI R 55

AN ARSI L
1. mili RSP I — AR5
2. WFEENFL LM NIZ T .
3. siili PRAFEL PRAF IS it

Allocate Customers to Service Backup and Archiving

CUSTOMERID (1) ACTIVE
stark-industries Stark Industries

Save or Save and finish or Cancel

K 3: 13 g5 SRR 2 7

VEfR: WACK 2 A BURSS AN BI RS TR AR A R e %), ST DRSS HE o B\ B
K348 R A PR R 55

A LA IS AR P A B b o B2 A3 7 sl g5 o T34k s AR AR B b A st i S5 R AR N AT T i 4R
T B R R 55 DR
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Bt Ul sk 55 AN S ORISR i KR [l

VEAR: TERLAESIAR ST B B AL IENE KB E IS I T A RIEAE .

Tt 2 P FIRSS R 43 B REAE LB e B e e o ANERBUEH] 2 P RS B «

CREE NS

2

AT UAAS IR IR 55 > DAGERE ) (R BT AT % )7 P 8T BLUS R e ATT o IR T LAGE Scks
A LIRSS «

1. R ZEMEARE P BRI S5 #24H .

2. JEFENAZ N BT AT B AR RS

3. niili PRAFEL TRAF IS8 At

MR BB AT .

) Manage Customer-Service Relations Allocate Services to Customer '<DEFAULT='
Actions Allocate Services to Customer
L] Go to overview
SERVICE ACTIVE

Backup and Archiving
Filter for Services A
Communication
Just start typing to filter... Desktop Management
Desktop Productivity Tools
Hint File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and Ffinish or Cancel

K 4 oy Pk 55 2% 7 B4

Wi TRAEHIERIN RS NI 7 R G g5 T RE S I IR IR » AR N 20 IE T4 2 IIRSS » R AN
ERILSS

22.2 Jik55 N\ b1t

p7e Y GV & NIRRT Tk S\ SV o i3 g W T O RN C 8
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FEATAT B T8 S p e 2 7 P s ST 5% P B P ARG IR S5 A T

2221 %/

ZREMLHAF G » g5 NGy w0 % A5 5 rboLe B B o — AN RSN o AESR AN K
BRI 7 B IR S5 LR T T RNSG T T A

B R
SRR ARG MR AN IS
B S L B N

M5/ S A 4T 0 5 BT TE RGP T

Services
SERVICE OPEN CLOSED
Backup and Archiving 0 0
File / Print ] 0
Internet 1 0

K 5: HRg5/NERAT

22.3 SMERA S

SRR BAT AN B3 T > AR R PRI S5 IR n] AR CRCE RS

22.3.1 [RG5S % FF

Z: .
A ExternalFrontend: : TicketCreate###Service W B A BEAF I IIRE ©

FE OB T R rp s, A% P 5 PRI RS AT R« 20 7 P eIk 45 Ja » R G AR SR 0 IR 55
Zo P ¢ SLA O, WIEA RN wTH
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Hbrdl
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A
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+ OTRSDashboardNewsWidget
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23.1.1 A5 A1 41

AT, B PG SR PR A M S AR T DU ] — A B

AR I
A e D e TR A TS I BRSO3 N R ACRAR o 23 75 58 LB S T A ATIE AN ALY ASCRBOHT AR

Dashboard News Management

A Dashboard News Management
Actions List -
120f2
[+] Add announcement
TITLE ANNOUMCEMENT CHANGED CREATED DELETE
Version L0 s We are pleased to announce 04/04/2019 12:45 04/04/2019 12:45
released the first public ver... (Europe/Budapest) (Europe/Budapest)
. The documentation is finished 04/04/2019 12:43 04/04/2019 12:43
Documentation
s00N. (Europe/Budapest) (Europe/Budapest)
R RN = SE P A =5
12 ASCRAROHT Pl 5 L5
1t NPZEY
=} IT/L\ =

HEBIN— S
1. R ZE MR ) S0 2 4% 4L
2. BB
3. widli TRAFFEHL -

Add announcement

* Title:

* Announcement:

Save or Cancel

F 2 IS sk e

EER Sk /N
1. /i AEFIRP A .
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2. BT B
3. siihh PRAFEL PRAF IS8 it

Edit announcement

* Title:

* Announcement:

Save

HEMIR— e n
1. mih A S PR bR AR

2. ARG ) A

Documentation

The documentation is finished soon.

or| Save and finish or Cancel

K 3: Gt 1 i

List ]
1-20f2
TITLE ANMNOUMCEMENT CHANGED CREATED DELETE
Version 1.0 s We are pleased to announce 04/04/2019 12:45 04/04/2019 12:45
released the first public ver... (Europe/Budapest) [Europe/Budapest)
i The documentation is finished 04/04/2019 12:43 04/04/2019 12:43
Documentation
SO0, (Europe/Budapest) (Europe/Budapest)
Kl 4 BHIBR A 5 B
v L PRI DR R IR 2 T A
1. RUEMESEAR AT b A A AR
2. EERE U R K AR .
3. My $RACHA .
NEWRE
IS I B BRI DS DU N R o bR A S NP BORDIETEL .
PR * A& AR o XK WosAE R 55 N D SRR AR BN B A o
At RNERIESC o XK WORTENE W DR A A 15 VEAEAE B e o
AT RLA A SO B SR G A
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Z:
TR b oEE » 20H H DashboardNewsWidget : :RichTextField W o
Edit announcement

# Title: | Documentation

« Text: B I u _5_ a]: -

i
o
Ith
Iih
[
B

= | = Q

Format - | Font | size -~ | A- B T, [@Souce ) oy 92 1

[ &1

The documentation is finished soon.

Save or Save and finish or Cancel

5: Al TR S Gt o i 4 2 75 o e
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XL AT S OTRS 3ot 4h W .

O 5 HE N PR

LE /N A e DUE B 0 s i A 5
Announcement Overview Limit

50 Announcement limit per page for w

U

ANNOUNCEMEnt overview.

25

6: 2 T LS PR AN A
NI TR Bl S E S TR /A TG

23.2.2 L FEMR

LRI LG —AF NI B e RS N AR o XA /NIRRT T
I RIPEANS R L

EAMR

LEREARIRAEALIT > —ANFTI NS HE TR AE RS N AR I A R

Internal News

Version 1.0 is released 04/04/ 2019
Documentation 04/04/2019

P 7: A B I /N AR A
s MBPER 4 HARHTIT A5 PR B .

Announcement details

tler Documentation
ent: The documentation is finished soon.
ted: 04/04/2019 12:43 (Europe/Budapest)

“hanged: 04/04/201% 12:43 (Europe/Budapest)

R

8: i VRN fE B
A AL AT DUIR [P B DR R R T A .
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List
TITLE ANMNOUNCEMENT CHANGED
Version 1.0is released We are pleased to announce the first public ver... 04/04/2019 12:45 (Europe/Budapest)
Documentation The documentation is finished soon. 04/04/2019 12:43 (Europe/Budapest)
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A EE BRI R TR R A 75 5
1. RS AR EA AR A S AR .
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LRG> MRS N G TR S — B
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e
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1-20f2
CREATED
04/04/2019 12:45 (Europe/Budapest)
04/04/2019 12:43 (Europe/Budapest)
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24.1 ¥ 5 FLm
ML PR 0 o TR B AL R A 20 i RS R . FF TS A PUT .

2411 RGENERE

W22 A 5N A AN B AT AT TS e R o DRI iZ D RETETR PR R D620 20 H 5 B A e
.

A EEA A BC . -

1. e 30E RN RGEEE DR

2. 7& SR/ Eh ik OTRSDataPrivacyProtection .

3. BT i) Core—OTRSDataPrivacyProtection .

4. 5 YAML #% 3 AOB0 UL B s N2 % OTRSDataPrivacyProtection: :RuleConfiguration 7 .
AL AR I BC E DA YAML K X AEGE B /NEIUZR o 5 A5 IR IR A FE I

RuleName * X/ THrA RN, M7FF B LIULAULEME 1) o B —DTRFH . HITARRE AN EI R o
A4 HBLAE B A AR R A D Sl sk A B HAE IR DI RE

RuleSource UL 74T HRIEINAES % o AN 1R SR X A AN [R] R BRI AR S R 200 PR i 00, X2k mT
RERVEHAN/ B AT SO E ) — 887 o O T PUMNAIR I Jsthadi, BT A RECE N « RuleSource ATH]
TUNIN A FRA BHEE XL RN BRI RS N BAH S R I szl 4 H C ik Al .

RuleType * 77 53 26 T 1A K 76 48 2 WA TR He B0 A T X % BT IBAE o SCREDLUR 4 C 2% el i
2

Anonymization (E410) ol PrivacyByAnonymization B AL E H T A6 EH4E . W
TEEAR KT Boh Iibn RN o BEA IR » A T-BORAE 745t Anonymized 4t .

Wi FERE A R B AR R R R AR B AT R o R R A
PRI I K !

Pseudonymization (fi#1t) B PrivacyByPseudonymization 5E &b —#F, RALHINE
BT R GG T B P BRI S HE « 5 Anonymization( BEAAL ) SR EAE —ASF X,
BHRG A AE— AN BEIRFR N data_pseudonymization HIEHRERF .

WEAPATAT I e F RG], HHAREL GUIAEH o B & 03K AT ] LAV; i) 2040 PR 1)
ERLRASATLLC Fah DR ZAR, Wal LUEATE L S 1 SQL il &l L .

FEMBA A RE T K AN SCH U 7 BB — Al e —F5 R4 C UUID ) i bn IR A o TR iR
IR o IR B A B b, AR UUID VRN FBURIRAT « 205 SRR R A
UUID ¥, UUID s 5 B2 AGATTR  (EALS5 FAE Al K sUda I Sl 1 F - .

Deletion (MlFR) ok PrivacyByDeletion [ IISE  H J- M Bk 5 Kl dhs 70 28 7 BE b b L 2
B o MBREWA » ANFF BB 745 Deleted ¥t « WHIA Lk, JRUREH MR » KA
ER O AU AT, IR E R TAE TS Anonymization( B ) USRI

Lt AEMIBRERR T, JeUA S SR O P AR B 0 AT R o IR R BeAT 53 AMRAT 5
PR TE AR I 5 2k !
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DataClassification (H#i7)2R) * MAIRIEIH] T Fr N ZEN H] SCIBRERAT IO Bl MY o e LB i e st
FALMTEIR R R IIA 7B o AR LIRS P A it T ] el i Bl 7 28 7 B 41k .

Z:
HARFBUE R SR8 o b ik o

ObjectFilter (X RiLildt) * LLAIRLEIU N SR AN AR SN FE > SO R AL DA 21 o AR SR
HERAL T SLVFE ] S R NI D 25 B T 5113 .

Z:
HRVEE R, WES 0 R W RS o

XA, B CImT R g S D) RN IANFESS G BRRC 65258, I ERATHE
R,

S B AR T | 2 Ty BRI 5 K 5 2K TR [ B T SR B SRR R IR R R
24.1.2 FNHRAT
— H o X THWM, MmN FRAE R E. A, B AEEE S

Maint::DataPrivacy: :Execute o

I ——help WHPATHESI G THEZER

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DataPrivacy::Execute —--help

P PR A 7 = lAN[R] (13870 «
o RrA B BN I e AR
o FEANSASEARAC SR (S DL F DK B AT
o PATHUAT RN, i A G BE DG S e 2 .

U6 UEAS: 0 52 S WA TR XN FE e MO S R SR K A ] AR o dp SR LS E Tl SR BN TEAf R A 4 7
W ERL DA SR s R P R B AT .

T2 N AERFRIE AT Z AN R UCRA T 2 Al 2 B s AR Y U A 2k > R A e, 2
et b alikid X LR

A

I

Wit WATEU M E AR RS ERATF N B E R e, DA OR BT R4 S e R it

I

3
Of

D BT BUE E A O BRI DAB ORAESAA T U SR U B e AR DN A AN Bk .

I

e i TR B A S A e R 5 DRI BERE T 0 R DT AT B2 AL B A AT

DRARH L

=l
=

AT LUK L UPAA T FR 42 1 5 At 5 180 2SO s DMRAF BSOS IR B o W5 RIS 1

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DataPrivacy::Execute --execute-
—~detail > rule—-execution.txt
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24.1.3 W
AT R T OK S AR (R R o EAh AR T AR S (K A B R R
% PR IR R

ALK SRR R A TR AME X% ) A A R DIRE .
A RER B 7 2K

— CustomerID

— CustomerCompanyName

— CustomerCompanyCountry
— CustomerCompanyStreet
— CustomerCompanyZIP

— CustomerCompanyCity

— CustomerCompanyURL

— CustomerCompanyComment
— DynamicField_NameX

KB REY SCRR O 7 RN BN & 7 B BT BOK T4 DynamicField MR T BA bRl
EEEROE SURLE R

- ValidID

— CustomerID

— CustomerCompanyStreet
— CustomerCompanyURL

— CustomerCompanyComment
— WildcardSearch

— CustomerCompanyZIP

— CustomerCompanyCountry
— CustomerCompanyName

— CustomerCompanyCity

X G YRR VLR -
o Limit C BRI ): FRAHE RS EE .
* CreateTime( fIEHN O: HRHY KTFET (>=) 4@ I .
* WildcardSearch( MMAHER ): Wik validID SMFTA X G IER o

TR & 7= 1

T SR BN o X R E AT L) YAML AREY o 8] DU X SR A AR T EE AT .
FEAME R R TG DU F 7 S 4 PR R 25 SR A4 B AN 25 B [ 5

RuleName: Delete customer company name and customer company country by,
—customer company name without wildcard search.

RuleType: PrivacyByDeletion

RuleSource: GDPR

DataClassification:

(M ITgREE)
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CustomerCompany:
— CustomerCompanyName
— CustomerCompanyCountry
ObjectFilter:
CustomerCompany:
CustomerCompanyName: someCompanyName
WildcardSearch: 0

FEAE I RCAT LR IOIG DL T > 425 T A8 BRI R 25 B 44 RN 2 A7 [ 2K

RuleName: Delete customer company name and customer company country by,
—customer company name with wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByDeletion
DataClassification:
CustomerCompany:
— CustomerCompanyName
— CustomerCompanyCountry
ObjectFilter:
CustomerCompany:
CustomerCompanyName: someCompanyName
WildcardSearch: 1

= RS

R R R R A TR AME R TR R DI RE .
A RERIHAE )2

- UserTitle

— UserFirstname
— Userlastname
- UserEmail

— UserLogin

— UserComment

— UserCountry

— UserFax

- UserMobile

— UserCity

— UserPhone

- UserTitle

— UserStreet

- UserZip

— DynamicField_NameX

ZIKENRE Y SCRE O 70 RN BN A 7 B &7 BOK ITA DynamicField MR T BAbRiN
EEEROE SURLE

- UserCity
- UserTitle
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- UserFirstname
- UserPhone

- ValidID

— UserCountry

— UserLogin

— UserCustomerID
— Userlastname

- UserZip

— UserMobile

- UserEmail

— UserFax

- WildcardSearch
— UserStreet

— UserComment

XL IEAR UL -
« Limit C BRI >: FRAHE R AR .
s CreateTime( GUEHIMN ): R AW KTHET O=) HEWH A .
« valid( AR O MRAFETCAIIH S o nREREZ 0 Bk 1 .
* WildcardSearch( MEAHEER D: WK validID SMKFTA R RILIESS

TR & 7= 1)

NI SR E S o KRR AT L) YAML AREY o 8] DU X SR A AR T EE AT .
FEAF LB RCAT RO OLT 5 4R B 4% IR (42 7 Ak 1

RuleName: Delete user first names and user last names by user first name with,
—wildcard search.
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
WildcardSearch: 1

FEAME PR R SO0 FH P A B A AR IR 40 7 ANk I

RuleName: Anonymize user first names and user last names by user first name and,
—without wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByAnonymization
DataClassification:
CustomerUser:

(M ITgREE)

146 Chapter 24. B FARY"




OTRS Feature Add-ons Manual, % i 7.0

(8 k1)
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:

UserFirstname: someFirstname
WildcardSearch: 0

FEALATEBCAT R BT DL T > 4% R (4% Ak IR B AL 44 7 I

RuleName: Delete user first names and user last names by user first name and,
—user last name with wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByDeletion
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
UserlLastname: somelLastname
WildcardSearch: 1

T IX ALy

TR IR AR SR A A RS T R OGS AR5 R I Zh BE
TR RE R B 202K -

- Title

— CustomerUserID

— CustomerID

— DynamicField_NameX

R AT RE A B 202K «

- From

- To

- Cc

- Subject

- Body

— Attachments

— DynamicField_NameX

ZIKENRE Y SCRR O 7 RN BN & 7 B BT BOK T4 DynamicField MR T BA bRl

el 7 KSR Dy 2RI o 1 TPy A sk R BT BEAN ] C HEZRRRAS « HEZR BT« e a4 ) BKah
JrR R 44 PR B S i IR

PSRRI History — /NS « S LL AR 17 -
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- HistoryAddNote

- HistoryAddSMS

— HistoryArchiveFlagUpdate

- HistoryBounce

- HistoryCustomerUpdate

- HistoryEmailAgent

- HistoryEmailCustomer

— HistoryEmailResend

— HistoryEscalationResponseTimeNotifyBefore
— HistoryEscalationResponseTimeStart
- HistoryEscalationResponseTimeStop
- HistoryEscalationSolutionTimeNotifyBefore
— HistoryEscalationSolutionTimeStart
— HistoryEscalationSolutionTimeStop
- HistoryEscalationUpdateTimeNotifyBefore
— HistoryEscalationUpdateTimeStart
- HistoryEscalationUpdateTimeStop

— HistoryFollowUp

- HistoryForward

- HistoryLock

- HistoryLoopProtection

- HistoryMerged

- HistoryMisc

- HistoryMove

— HistoryNewTicket

- HistoryOwnerUpdate

— HistoryPhoneCallAgent

- HistoryPhoneCallCustomer

- HistoryPriorityUpdate

- HistoryRemove

— HistoryResponsibleUpdate

— HistorySendAgentNotification

- HistorySendAnswer

- HistorySendAutoFollowUp

— HistorySendAutoReject

- HistorySendAutoReply

— HistorySendCustomerNotification

- HistoryServiceUpdate

- HistorySetPendingTime

- HistorySLAUpdate

- HistoryStateUpdate

- HistorySubscribe

- HistorySystemRequest

- HistoryTicketDynamicFieldUpdate

— HistoryTicketLinkAdd

— HistoryTicketLinkDelete

- HistoryTimeAccounting

— HistoryTitleUpdate

- HistoryTypeUpdate

- HistoryUnlock

- HistoryUnsubscribe

- HistoryWebRequestCustomer

148
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FESRATIAAD 3 ISP SLIRTUIK B AT A R 52 B
USRI RE 285 BT A DGR AROAR A1 B3 PR AR B A B A IR AE BT U 18] 32 520

73 DULRE AR BEUUHE T i BT AR A

B TRINENRR ] THER T, BN S50 7 B L aE 2 o WERAR A 7 BUZ 2l 20 2810 —

PAR 7 BoT IR A S AR R A B g a4 o W RERIXT ZId IS

- Limit

- TicketID

- TicketNumber

- Title

- Queues

— QueuelDs

— UseSubQueues

- Types

— TypelDs

- States

— StatelDs

- StateType

- StateTypelDs

- Priorities

- PriorityIDs

- Services

- ServicelDs

- SLAs

- SLAIDs

- Locks

— LockIDs

— OwnerIDs

— ResponsiblelIDs
— WatchUserIDs

— CustomerID

— CustomerUserLogin
— CreatedUserIDs
- CreatedTypes

— CreatedTypelDs
- CreatedPriorities
— CreatedPriorityIDs
- CreatedStates

- CreatedStatelIDs
— CreatedQueues

- CreatedQueuelDs
- TicketFlag

- ArticleFlag

— MIMEBase_From

- MIMEBase_To

- MIMEBase_Cc

- MIMEBase_Subject
- MIMEBase_Body

- AttachmentName
(329
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— FullTextIndex

- ContentSearch

— ContentSearchPrefix

— ContentSearchSuffix

— ConditionInline

— ArticleCreateTimeOlderMinutes

— ArticleCreateTimeNewerMinutes

— ArticleCreateTimeNewerDate

— ArticleCreateTimeOlderDate

— TicketCreateTimeOlderMinutes

— TicketCreateTimeNewerMinutes

— TicketCreateTimeNewerDate

— TicketCreateTimeOlderDate

— TicketChangeTimeOlderMinutes

— TicketChangeTimeNewerMinutes

— TicketLastChangeTimeOlderMinutes

— TicketLastChangeTimeNewerMinutes

— TicketLastChangeTimeNewerDate

— TicketLastChangeTimeOlderDate

— TicketChangeTimeNewerDate

— TicketChangeTimeOlderDate

— TicketCloseTimeOlderMinutes

— TicketCloseTimeNewerMinutes

— TicketCloseTimeNewerDate

— TicketCloseTimeOlderDate

— TicketPendingTimeOlderMinutes

— TicketPendingTimeNewerMinutes

— TicketPendingTimeNewerDate

— TicketPendingTimeOlderDate

— TicketEscalationTimeOlderMinutes

— TicketEscalationTimeNewerMinutes

— TicketEscalationTimeNewerDate

— TicketEscalationTimeOlderDate

— TicketEscalationUpdateTimeOlderMinutes
— TicketEscalationUpdateTimeNewerMinutes
— TicketEscalationUpdateTimeNewerDate

— TicketEscalationUpdateTimeOlderDate

— TicketEscalationResponseTimeOlderMinutes
- TicketEscalationResponseTimeNewerMinutes
— TicketEscalationResponseTimeNewerDate
— TicketEscalationResponseTimeOlderDate
— TicketEscalationSolutionTimeOlderMinutes
— TicketEscalationSolutionTimeNewerMinutes
— TicketEscalationSolutionTimeNewerDate
— TicketEscalationSolutionTimeOlderDate
— ArchiveFlags

BT AT BE ORI U8 A 2 MR nT DU T 9 TRRME A o K2 Bkl LU S 745 s BB 5 U > il

TicketNumber: 123546

TicketNumber:
- 123546
(329
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(£: k)

- 123666

Title: SomeText
Title:

— SomeTestl

- SomeTest2

States:
- new
- open
StatelDs:
-3
- 4

HANZET YAML ACRS 1 T BT

RuleName: My Explanation Rule
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
Ticket:
— CustomerUserID
— CustomerID
ObjectFilter:
Ticket:
Queue:
- Junk
— Raw
Services:
- Service A
- Service B

bR U)o A A2 T BA A Junk B Raw " 3F B9 BC ik 55 service A X, service B T 1% . “B Cus-
tomerUserID M CustomerID FHMIESR o

KM RAT ] AL RE LIS 240 filn

— ArticleCreateTimeOlderMinutes
— ArticleCreateTimeNewerMinutes
— ArticleCreateTimeNewerDate
— ArticleCreateTimeOlderDate

& *\*TimeOlderMinutes* XFELLIER RKE B X 7048 o
LT HEAMEEE . i CreateTime ( AIENIE] ) HLT—K ( 1440 34 DI LH .

TicketCreateTimeOlderMinutes: 1440

DU EAIR R EIE . T H CreateTime ( GUEERIE] ) >F—K( 1440 4340 DR TR,

TicketCreateTimeNewerMinutes: 1440

TR Tl T 2 1) P A T R S R A R .
RN RS EZ Y, HEE APl 2% 111 TicketSearch() o
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FH I e s )

T SR B R o X R A AL YAML AR o ST DU X R AR T EAE AT .
FORIE > T PR A4 M R T b -

RuleName: Delete ticket titles by state names, that are older than one month.
RuleSource: GDPR
RuleType: deletion
DataClassification:
Ticket:
- Title
ObjectFilter:
Ticket:
State:
- new
- open
TicketCreateTimeOlderMinutes: 43200

FLAT T RE BAB A RRAS A4 FRMH B3 A 1 U 3

RuleName: Delete article subject and body by state names, that are located ing
—specific queues.
RuleSource: GDPR
RuleType: deletion
DataClassification:
Ticket:
- Subject
- Body
ObjectFilter:
Ticket:
State:
- new
- open
Queues:
— Postmaster
- Misc

X ER AR T e 7 1D BEAT B AL AL -

RuleName: Pseudonymize customer user IDs for tickets, that are closed andy,
—archived.
RuleSource: GDPR
RuleType: PrivacyByPseudonymization
DataClassification:
Ticket:
— CustomerUserID
ObjectFilter:
Ticket:
StateType:
— Closed

(M ITgREE)
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ArchiveFlags:
-y

XTEIRH « BAT R S5 AL T4 BB K TR i 7 1D A2 7 BU AT I 444K -

RuleName: Anonymize Customer IDs and some dynamic fields, that are closed, .
—have certain services and are located in specific queues.
RuleSource: GDPR
RuleType: PrivacyByAnonymization
DataClassification:
Ticket:
— CustomerID
— DynamicField_SensitiveNames
— DynamicField_SensitiveLocations
ObjectFilter:
Ticket:
StateType:
— Closed
Queue:
- Special Queue A
- Junk
Services:
— Sensitive Customer Service
— VIP Customer Service

FH P RSN FR T

I RSy B R AV SO 5 SR I RE .
] RE R H 7 2

- UserTitle

- UserFirstname
— Userlastname
— UserEmail

— UserMobile

FTREIR SRt YE 2% -

— UserFirstname

— UserlLastname

- UserLogin

- UserTitle

- CreateTime

- Valid

- Limit

— UserPreferences
- WildcardSearch

IO SuRERa i
« Limit C FRE D PRABHEREE RECE .
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s CreateTime( GUEHIM ): R HMY KTHET O=) e .
e valid( A&t D RARSICRIH P - WTRERIMEE 0 50 1 .

* WildcardSearch( AR D : MWL IESE UserFirstname « UserLastname  User—
Login fll UserTitle o

'U%ﬂmﬁﬂmw%(ﬁﬁﬁﬁm):@ﬁ%ﬁéﬁﬁﬂ@%ﬁﬁ%%#ﬂﬁ%%%’%%ﬁ%%#ﬁ
OAE) AL (W52 YAML B & 7R fl) o

LI e s )

N TH SR E S o KRR AT L) YAML AREY o 80T DU X SR A AR T EE AT .
A48 IR 44 7

RuleName: Delete user first names by user first name.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname
ObjectFilter:

User:

UserFirstname: someFirstname

F 0y SR 7 4 R

RuleName: Delete user first names and user last names by user email.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname

— UserlLastname
ObjectFilter:

User:

UserPreferences:
UserEmail: someMail@example.com

FEAG ATE BCAT R BT D0 T > MBS 1940 P AN LE G -

RuleName: Delete user first names and user last names with wildcard search.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
— UserLastname
ObjectFilter:
User:
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UserFirstname: someFirstname
WildcardSearch: 1

A MR 27 R QI IR ) C R T e H I T4 H A

RuleName: Delete user first names by user first name and create time, which arey

—greater than or equal with the specified date.

RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
ObjectFilter:
User:
CreateTime: 2019-01-01
UserFirstname: someFirstname

24.2 Ik N At

AR EATIRSS N G5

24.3 SN DL AT

AL EATINEN T

24.2. JIzg5 N\ Gt
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T3 B A

JE 8 SR A R SO TR] Y B P9 5 P A S A
UEAh s SO AT DUE SO FEe i JE A - Bl -

* .pdf

* .doc

« I AR A A .
o YD ETAE
H AR
< NJJBti
o NSNS IT
. <Rl
« NILHL
AIAE R S5 L 5
. T
OTRS #f- i BiLas b (AR AF 4%
» OTRSDeleteAttachments

25.1 5P 5 AL

AATF LB AT B LD S

157



OTRS Feature Add-ons Manual, % 7i 7.0

25.1.1 RGNE

ARAFASETFRGRI > 02500 St B AT .
1. B3 RERCE B
2. 16 SN ETiL$: OTRSDeleteAttachments
3. FHIHBIFHUM ) Core — Ticket o

4. INIn—Ls 4 MIME 25784 2% & OTRSDeleteAttachments: :Filetypes HEEE X o B2 MIME
R A AAMERAR o

© 0: JESRALMPHPEAATIER
o 1 WSRIPERBMIER -

OTRSDeleteAttachments:Filetypes

application/pdf 0 Alist of file types (MIME) which are
application/x-yaml 0
image/png 0
text/himil 0 of attachments are going to deleted.
text/plain 0
KA SO R
EEIBELE S

B MEHIE M4 Maint @ : Ticket: :Attachment : : AdAMIMETypes H] Bl H B R SR E X E .

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::Attachment::AddMIMETypes
Searching attachment types received the last 90 days...

\ Added undefined MIME type: application/x-yaml

\ Added undefined MIME type: image/png

\ Added undefined MIME type: text/html

\ Added undefined MIME type: application/pdf

\ Added undefined MIME type: text/plain

Updating SysConfig. ..

Done.

FEf: PG fir & FOCERAEEDT 90 KA BRI « CLOCH TR PN ER) MIME 2878 .

AT B H i s B A
BEE A I o Al 1 43 46 B iy 4 Maint: :Ticket: :Attachment: :Delete FUUTH « AL TR E L HE X
N

OTRSDeleteAttachments: :Queues H#FH| & 4 Maint::Ticket::Attachment: :Delete AbH
FIBAFN B2 (it S FRAR ) o
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T WERBATE BB, P RS2 32 B0 .

IR C B

OTRSDeleteAttachments: : TimePeriod M T HLOCHIMIIN ] IT4G » NAREE R TR BE C LA 547 Do
OTRSDeleteAttachments: : TimeSpan M 4 {ij I [A] 21| T 5L OGP C EEIBR T8 B BRE D IS 1) 2 TR] ) 45 /)y
B TEp )R C BAR BT o

Eligible tickets
|
TimePeriod

W Timespan WME N 15 TimePeriod WME N 30, WIERIRTTA MR B4 45 40 1 T 52 30 KT EIFER K

|
TimeSpan
| === | === | =mm s | == |
31 days ago 30 days ago

15 days ago 1 day ago
Z
L UAH W RENE .

Today
f§%U§Wm4>Nmint::Ticket::Attachment::Delete‘*¥§ﬁyz‘*

H ——help LKAy

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::Attachment::Delete —-help
H & AT

OTRS sy 3t il AR ia 47 SOBr SCAF SR AR o i3 LR B DoE ia A7 4k «

Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments M T 5 Al i b4 «
70 H T IR B () R SE B MIME 2821

Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments_AddMIMETypes 1H
1
3 o

VMR ARG E SRS E 2 5 BB A8 OTRS ~r i dkfe

25.2 Jik55 N\ b 3t

AL EAT RS N G S

25.3 SMEBA GG

AL EATINEN G T

25.2. JIlxg5 N A gtiH
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CHAPTER 20

B2 2 f) B 27 B

A FH e D e TR I SR R A AL o S ISR sh &5 7 B AP AT LA A — A sl A
A o 58 SRR RN KA E o AR PR T 828 7 BUR 3L PDF 30K | Excel #1138 LU SEA
E P AR R SCAT

P
o ERGET ATAT AL B InpF
o PEHVE I MSS N B3 INASE 0 B R
« W[LMEH] OTRS 1E NI SR E HL RS .
H bR
o BRSNS IT MRS R
« BURHRIT]
o NJItUR
.
« KRS
AILE RS E
. B

OTRS # A BLA% h (M AR A 44
+ OTRSDynamicFieldAttachment

26.1 &1 A

AEMOE - NEERO, AT W7 B o X7 Bon] DU SR AE s & Berb o, OF
FEAA P b s edl .
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26.1.1 JifEA A stk

AR AT LAY B 2R R B A& 7B 1% BOT LUK SO AR AR TR A5

AETB

AN B IshA T B AR AT TR s £

AL G BROA B0 2 7 BOM A i 7 ORI it ah a7 B - Syt 35 SR B F i siife A B sk
A ShATBA o FERLBRRET AT AN R hr s a5 B B

Z L
LT R B T AT B AR s S T B E .

TR
VS NSRS L SN PTLUR LA F B . AR S I T B T B
WP B

B 2 A - BT T A R A (R B

EFEh &7 BT L& R TS PRI BT o AEREAER PR RIS AT a7 BOh (BN P BE R 20, AR
BRECE L .

TR T BT DS B TR o A7 75 PSR TR B a8 B b (K B T A TR AR i
s I HATELU R 2R ER -

Attachment Field Settings

#* Maximum amount of attachments: 16

» Maximum attachment size: 20

Bl 1 B A 7 BBt

B doe K K e 5 T A A A RE A T B A (K PR DR R (1 3 25 7 B P K SCPF A o 8 n e A AR
55 NOLAT LA INEE 22 SO o kb U AN 2o M BR A AR B AR I B = BOh I B A R 25 ik
SCAES I B C PR e A R e

RPN * v AL S RS R SOPE T BURAT A S K SO R/ C FAE MB e R A 25 N B3 B AR K SC
PERT HEALBE & SR s MR AZ M« — B EESER Bt ST sambr . JFH]
FUBRZSCAEARAAAE » RO EB I T BRI R /NR]

VR ANELSAC A T AL B R i ah & 7B .
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CHAPTER 27

TR B &7 B

This feature add-on makes it possible to create dynamic fields of the type Calculation, which can perform
simple mathematical operations.

They can be used when a sum is required, such as with invoices, reporting or other number-related data.
Administrators can run calculations in numeric fields if they want to add or divide values from one numeric
field into another numeric field.

Mo
+ Perform calculations in numeric fields.
» Save time by easily adding or multiplying values in a numeric field.
H bR
NES
 H A RE
o RE R
AIENRSS R b 3
< R
OTRS A0 a4 Hh IR 410 44 7R
+ OTRSDynamicFieldCalculation

27.1 ¥ 5 Rl

AEAFEA S —ANRCERZ D, T TSRS AT BL o X8RO LT ] S i et is 5
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27.1.1 WM AN

AHAF AT LA TR Eh A B AT RAIAT fa] B Bt s 5

LA > BBl T B TS I TR E L

SEBh A& B B 7 S BNl A& T B B T SO ) o Dk, T S TENAE B G i AR A SR
ATB o FESL R R, BT LU R hr AR e R B .

Z e
RGN A T ShA T B EN - sl T BUORE. .
S TERUE
AN DU, AT LUE LR R o AR S T BUR L IH T B .
AT B E
AT BN TRAT i R8s 5 .
Calculation Field Settings
Note: Simple mathematical operations can be executed. Basic arithmetic operations (+, -,
| are allowed.
<0TRS_TICKET_DynamicField_Mamel=+<0TRS_TICKET _DynamicField_NameZ=

<0TRS_TICKET_DynamicField_MNamel> * <0TRS_TICKET _AccountedTimes +
<0TRS_TICKET_DynamicField_MNameZ=

(<OTRS_TICKET_DynamicField_MNamel=+<0TRS_TICKET_DynamicField_Name2=) *
<0TRS_TICKET _AccountedTime>

B TS T B E
AN B EM TR A . f e FE T REn « BUAMEAE .

VEAR: ANELSAC A AL B IR (M ah & 7B .

27.2 55 N\ L5t

AP BAT IS N G F T ER TSR I sh &7 BOrT LIRS INEIVF 2 Bt -
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28.1 & i R

AP A RCE T, T a0 BCEDEER MBI T B o X8y BT LUK L B A AR Sh A BU
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Configuration Item Field Settings

Class:

Deployment State:

Incident State:

Restriction by CustomerlD:

CustomerlD attribute:

Value lookup for CustomerlD attribute:

Restriction by CustomerUserlD:

CustomerUserlD attribute:

Value lookup for CustomerUserlD

attribute:

Link type:

Link direction:

Multiselect:

Add empty value:

Tree View:

Translatable values:

Filter Options

Filter for config item classes.

Filter for config item deployment states.

Filter for config item incident states.

Naone

Select if the available config items should be restricted by CustomerID in agent and/or
external interface.

The name of the config item field containing the CustomerlD.

Select if the readable value for the CustomerID field should be used for restriction.

None

Select if the available config items should be restricted by CustomerUserlD in agent
and/or external interface.

The name of the config item field containing the CustomerUser|D.

Select if the readable value for the CustormerUserlD field should be used for restriction.

Link Options

Nane

Type of automatically created links for config items. 'Mone' disables linking.

Source

Please select a possible direction for selected link type.

Display Options

Activate this option to allow multiple selection of values.

Activate this option to create an empty selectable value.

Activate this option to display values as a tree.

28.1. EH GG

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.

Advanced Options
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* DynamicFieldConfigItem: :DisableDefaultValues
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CHAPTER 29
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Database Field Settings

Possible values:

Add value:

Show link:

Link for preview:

* Type:

* Server:

Port:

# Database:

« Table / View:
* User:

# Password:

* ldentifier:

Multiselect:

CacheTTL:
Searchprefix:
Searchsuffix:

Result Limit:

* MName:

* Label;

# Daftatype:

Filter:

Searchfield

Listfield

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.

If special characters (&, @, :, /, etc.) should not be encoded, use 'url' instead of 'uri’ filter.
Example: http://some.example.com/handle?query=[% Data.Field] | 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 fo be
filled in, too.

MySQL

Must be unique column from the table entered in Table/View.

29.1. PR  Case Sensitive:
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Value Import

Here you can upload a configuration file to
import possible dynamic field values and
relations to your system. The file needs to be in
.«sv format.

Browse... Mo file selected.

Create dependencies (ACLs)

e Import

K1 AN

HEFNNE T
1. R ORI IR A7 BL .
Bl A AR SNE AN EBAEI W5 42 .
THE— MG RIERI . csv XA S
Werp QA ACL ) SIEHE .
il AL .
WP HAREATB R EFELRER .
WRTFEE, B % ACL IHE .

© N o o~ w0

N ANERPS

HARBIES 7B A Tah st » SRIRAREM T S AE « UCVREFRM 7 BLC MR ZIE .
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s (ESRAURGRE M Talas 7B, WA N — A hisrh HahkFed ] .
FRTOL T AR 5 0E S B s C RS, B85 Do 5, ST LUBE] CSV 2 Raf ™ ¥ ik 1

HHEE

s
NI
Bt

DA TBAPRI S A7 T ik

Manufacturer, Car, ModelYear
BMW, X3, 2016

BMW, 318d, 2016

BMW, 318d, 2017

BMW, 320d, 2016

Audi, A4, 2015

Audi, A4, 20106

Audi, A5, 2015

Audi, A5, 2016

Audi, A6,2016

CSV & K Fah A 7 BOT MG 2 o 58— sl & HARshas 7B .

W T AR CSV SCfF, WREAE R ACL, HiIE T QUMK ACL ) HE o il S ANHHL, K4TIT—A
BibEEE o

w Change Overview

COLUMN# = TARGET DYNAMIC FIELD DIFF OF POSSIBLE VALUES ACL RELATIONS BETWEEN FIELDS
1 Manufacturer +Audi
+E\IJI-FIII'
2 Car +318d MANUFACTURER CAR
+320d .
+Ad ® Audi . A
+A5 " AS
+A6 " A
3 = BMW = 318d
= 320d
= X3
3 ModelYear 2015 MANUFACTURER = CAR MODELYEAR
+2016
017 = Audi =A4 =205
= A5 = 2016
= Audi = A6 = 2016
= BMW = 318d w 2016
= 2017
= BMW »320d w2016
= X3

Al 20 B B
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FESEME ST bR At > B B AR, 1238 4R s CSV A1 | Pridk H ARz A& 7B« B IH ] BB 2 18] (B (AL AL 22
LU C WA T ACL i ) IR P B B SCR MU « XA B TS A A2 AT s EdE -

B> CSV FIIH HIHE #R 4G 7» Be 25 € I Bh a7 B o TR H AR 7Bt o QR IRR 8T, DR s e 7
BAARK ©

Bh PHATRN T B BT W] BEEDRE e AR RS R G o DL, VA AT AR SN T B B
TR FB B 4R s 2 AT S ISR o O TIRB B, e & e EAL ) CSV S .

A LR 8 e ST B S ARE B8 /7 — 7 R ACL « K> T3 81 ACL 1) TAE
o BT BONVEZ 8] R 3R M ZE 24 B EE .

w ACL settings

eft » right depending ACLs between affected fields will be created automatically on

9999-DynamicFiel

3: ACL BB /M
I eI RERy , AT LR B -
g ACL 4?7 W iRE A ACL, T IEHE « S A2 AB) B2 5 m 7 Be L A & — 44K ACL «
ACL 28 4@ it 1 FrA QUi ACL .« SE ST LU M s ATy O 5 T3h 81 ) ACL I ELERAEE D
MR A e T2 0 ACL i R MR B A ARG B 3 7E 1y ACL» 514 h I &I HE .

VMR A SR CARGAE 1 ANTR] BT 28 R A8 F e 3T, DU TH ) ACL Kt O/ B 1 SR JF 7T fie 3 BN AREL AT

FzhifE R AR AshiE ACL, L+ HERIEHE

FEfR: KRR AT B 13 e ACL .

PLEL R 20 sz 00 ACL 1) 2 -
o GO BRUCE A B A B A TB, W C A ) af DLEFA I B A B AT .

186 Chapter 31. FAZIAFBIA



OTRS Feature Add-ons Manual, % 1i 7.0

o WERGAT WA LU EZhE T BUOME (CSV U AL 3 NEEZ F1), MIUREE I /2 15T b B 4

ACL K& o X SLVFZ 2 M

TRITAR A, NS RN - 25

TR PR FE 1) B B T BB -

Wi (1) 2 25 - BUWAE A 7R 5 & SE T, IR ACLC wiRikh ). 2 )5

DUERE 2 ACL BB 45 JFR A /E ki ACL .

ACL NAME
9599-DynamicFieldvaluelmport-Manufacturer-
Car-000
9599-DynamicFieldvaluelmport-Manufacturer-
Car-001
9%99-DynamicFieldvValuelmport-Manufacturer-
Car-002

9599-DynamicFieldvaluelmport-Manufacturer-Car-

ModelYear-000

9599-DynamicFieldvValuelmport-Manufacturer-Car-

ModelYear-001

9599-DynamicFieldvValuelmport-Manufacturer-Car-

ModelYear-002

9999-DynamicFieldvaluelmport-Manufacturer-Car-

ModelYear-003

9599-DynamicFieldvValuelmport-Manufacturer-Car-

ModelYear-004

COMMENT

Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.
Created automatically by
OTRSDynamicFieldValuelmport.

VALIDITY

valid

valid

valid

valid

valid

valid

valid

valid

K 4 AR T sl A7 BUR I ACL

B

AW AT R PSS T BRI GE 1) ACL, (HAFAE—LE ] .

o BT B AR B LT3 e B C Bln . 8 L BOR RS RIs R 21T B B

ZEAH Do

o B ACL 15 2t » AEBEATALATIE SR Z AT » 4B 7 BUly ZE AR 7 B R TE % o

EXPORT

&

&

e

I+

e

I+

I+

I+

« BHRZ CSV UM 3l 7 BLAlE ACL o oA RIKINBh A 7 BLL AU S .
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EBIE ST B, DL ok A SR =07 RAEREdE » mieRE A e TR -
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o R A WSE OTRS WIET «
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- INIE
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+ OTRSDynamicFieldWebService
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32.1 S5 5 FLm

USRI eIl Tl M sh &7 B Web Ik55 » iz2RBLAE ] Web fik 55 AN AR Sl SR I Tk 1 301

AN GERI N E SCT R RE RS IR T, I HOX SR I A] G S iR A SR AL Bl A BT ANE] « Tl 4
2B P oA BNy C s A8 Pt Lk SR P 1 AR S ) W] AR e T BN E o IXRPSRAL )
N T BORAE X RGO > DU e AT AT AR SR (AT Dt 5 B A > I FL R IR 5% 4 mT BEAR A g A\ 3R 7]
e AR .

Tihh s MRBETEIEN R O AL Fl, —NTH, JF HAZTBAE TR HE X FBRwmTRE » e
2o R TR AR S BB S AR .

32.1.1 WA A3k
AAEAL ] LU Web IR BN T-BE » % TBE0T LUK AN R G U A i £E T8

TR

LAY BriEhd 7 BERA Web RS+ T 5 .

AT LU 5 B BRI B A 7 BOMT R K 5 sOR B sl &7 B - Db, 5 SR BE 63 St ke A B 3h e
AU BT B o FEIRBERET 0T DUNZEM iR hr 1 £ e B0 7B .

ZL:
EELD T P A T AT B AR — S B E .

A& TBOE

FERIEAE F IS Web ik 55 (8T sh & 7 Bl i Ay — > C4izfr i Web ik%5 .
ARG A UL DEURINS T LME I UM B o AT AL S (P BUZ I BL

Web 55827 Bl &

Web [z 55 R 130 2 7 B TA7- ok FANE R S8 T84
Web 55 * L&) Web [Ii55» 1B /mahas 7 Bosh il R TR o

WHEF* A T B EREZRSA T RGO RAEF AR FBET BNE RIEMA
Generic::PassThrough HHHET -

ZIENE T HE B Zh A7 BUE & N7 M2 7B A T 7Bl e s

247 TTL AEARIN B B A7 I Ia) » Jerh 8 —AME C BLM B AL Do I RAEN 0 50, WA BT
TDEAF o WLORAFIE N T 7 kA FHIAR ] (L 1) ST R R 558 A T AN LA K

I 58 SOE T A LAE 7 BUR RAF 25 E
PIEALIE AR CLIE AR PR CER AT I, I AR S0 S mT REAEL ORI
FIRTEROAE G RGBT XK 4 T S U

TEfR: T R R T ah i i 20 5 RS .
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Web Service Field Seftings

#* Web service:

The web service to be executed for possible values.

# Invoker:

The invoker fo be used to perform requests (invoker needs to be of type
'Generic::PassThrough').

Multiselect: | No

Activate this option to allow multiselect on results.

Cache TTL:

Cache time to live (in minutes), to save the refrieved possible values.

Add empty value: | Ne

Activate this option to create an empty selectable value.

Tree View: | No

Activate this option to display values as a free.

Translatable values: | Ne

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.

Show link:

Here you can specify an optional HTTP link for the field value in overviews and zoom
screens. Optional HTTP link works only for single-select fields.
Example: http://some.example.com/handle?query=[% Data.Field]l | 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.

K 1: Web k55 h& 7Bl E
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R AEIXH, ] DIERE VAT VRS B o8 7 B N ATIER) HTTP 858 o Wk R) HTTP 858X
Rk B . 1

https://some.example.com/handle?query=[% Data.Fieldl | uri %]

WERAAZI R IR FAT (& ~ @ ~ o~ /AF) BEATH0RS » WA url AL uri 2LUEs .

PRHER: WIARUHS TR, 78 T RIS bR b 2 BB 3 20X URL _EJ5 IR s URL IOTIUE o 15T -
LA DIREERL, I/ I3 URL BS54 T A

FEAR: ANEUSAC A T AL B g I ah & 7B .

Web Jilt%%

SOV KA Web IR MHsh AT B LA MEAIZITH Web JIkRS o EfE 2 0H RN
Generic: :PassThrough TR PR o K R FH b RS e MGz R R 45 2 SR ICEL B o 80 SR b B3 11 B f
B 5 R s gL .

{

DynamicFieldID => 123,
DynamicFieldLabel => 'NameX',
DynamicFieldName => 'NameX',

DynamicFieldValue => 'Value',
Form => {
# Form fields
#o...
1y
Ticket => {
# Ticket attributes
# ...
}/
DynamicField => {
NameX => 'Value'
NameY => [ 'Value' 7,
}I
UserID => 123,
}I

Form J70 6075 web P Na i 28 b (- B o IR 285 L BEAG B IR A 278 1T 0% o
Ticket M4 (B —AMNEXTS, #lil customerUser) AFAIAFEFTEXN G BN .

fln, A€ P Ak TR e rh, AZE RN, BOVIEBCAH B T, HEAE T e LB
T EEE T L RAEE

DynamicField M7t ETN ST A CRCE S ST BT AR -

FERZHUGEOUT » TR S5 & 7 B0 Bt 55 P S A Bt A7 AR ORI AN TR 5 DAL i 200 A D3UAG Y B0 4 B0l 1)
WS HOR L T N I R R 5545 VA IR XA it

DL A WS /s 9] S 7R T — A XSLT Wedff » i WK 25 54T ] 504l 4% & [ %€ ) UserLogin \ Password
Al TicketID " ( * TicketGet FAETHE )
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<?xml version="1.0" encoding="UTF-8"7?>
<xsl:transform

xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exsalt.org/dates-and-times"

version="1.0"
extension-element-prefixes="date">

<xsl:output method="xml" encoding="utf-8"

<!-— Don't return unmached tags —-—>
<xsl:template match="text ()" />
<!-- Remove empty elements —-—>

/>

<xsl:template match="*[not (node())]"
<!-— Root template ——>
<xsl:template match="/">
<RootElement>
<UserLogin>someuser</UserLogin>
<Password>somepassword</Password>
<TicketID>1</TicketID>
</RootElement>
</xsl:template>

</xsl:transform>

indent="vyes"

/>

J 55 s B Wi AR R REAR S AN, DRI 00 Tt o A OGS S A\ PR S5 e P SR e - DU e Ak 2

R o WML AUEBAEITCR FIE -

DU AR NS 7= 61 2 77— A XSLT Wi > WA Fe ok B IR R 5543 1K) TicketGet FRARMAN RI45 R »

AR A R UMK SRS NIBAS Y 5 DRI S 2357 BUrIE I

<?xml version="1.0" encoding="UTF-8"7?>
<xsl:transform

xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exsalt.org/dates-and-times"

version="1.0"
extension-element-prefixes="date">

<xsl:output method="xml" encoding="utf-8"

<!-— Don't return unmached tags ——>
<xsl:template match="text ()" />
<!-- Remove empty elements —-—>

/>

<xsl:template match="*[not (node())]"

<!-— Root template ——>

<xsl:template match="/">

indent="vyes"

/>

<RootElement>
<xsl:apply-templates />
</RootElement>
</xsl:template>
(FaE:)
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(£ k)

<xsl:template match="/*/Ticket">
<PossibleValue>
<Key>State</Key>
<Value>
<xsl:value-of select="/*/Ticket/State" />
</Value>
</PossibleValue>
<PossibleValue>
<Key>Queue</Key>
<Value>
<xsl:value-of select="/*/Ticket/Queue" />
</Value>
</PossibleValue>
</xsl:template>

</xsl:transform>

LAUR Web k55 € CC AT YAML SCPF O o] DU T2 7B (B2 i 2500 S 854 T 14 48 LA DG RS >4 i 3%
4t o 1% Web JIwg% 78 41 KA AR AEH M 10, JF HAGZK Ticket 1D 1 HPRASFIBAAIAE Ay nl fiE i) (3% 0]
TR

M HRBIAN LS TR Web k55 4%—&AEH .

Debugger:
DebugThreshold: debug
TestMode: 'O
Description: Dynamic Field Web Service Test
FrameworkVersion: 7.0.x git
Provider:
ErrorHandling: {}
ErrorHandlingPriority: []
Operation:
TicketGet:
Description: ''
IncludeTicketData: "'
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
Transport:
Config:
AdditionalHeaders: ~
MaxLength: '100000000'
NameSpace: https://www.otrs.org/TicketConnector/
RequestNameFreeText: ''
RequestNameScheme: Plain
ResponseNameFreeText:
ResponseNameScheme: Response
Type: HTTP::SOAP
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RemoteSystem: ''

Requester:
ErrorHandling: {}
ErrorHandlingPriority: []

Invoker:
TicketGet:
Description: Get possible values from the other side.
Events: []
MappingInbound:
Config:
Template: |-
<?xml version="1.0" encoding="UTF-8"?>
<!——
Copyright (C) 2001-2019 OTRS AG, https://otrs.com/
This software comes with ABSOLUTELY NO WARRANTY. For details, .
—see
the enclosed file COPYING for license information (GPL). If you
did not receive this file, see https://www.gnu.org/licenses/gpl.
—txt.

<!-— DOCUMENTATION

* Example XML Input *
<RootElement>

</RootElement>

* Example XML Output *
<RootElement>
<PossibleValues>
<Key>?7?7?</Key>
<Value>?7?7?</Value>
</PossibleValues>
<PossibleValues>
<Key>???</Key>
<Value>?7?7?</Value>
</PossibleValues>

</RootElement>

<xsl:transform
xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exslt.org/dates—and-times"
version="1.0"
extension—element—-prefixes="date">

<xsl:output method="xml" encoding="utf-8" indent="yes" />

(FIUaREE)
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<!-— Don't return unmatched tags —-->
<xsl:template match="text ()" />

<!-— Remove empty elements ——>
<xsl:template match="*[not (node())]" />
<!-— Root template —--—>

<xsl:template match="/">
<RootElement>
<xsl:apply-templates />
</RootElement>
</xsl:template>

<xsl:template match="/*/Ticket">

<PossibleValue>
<Key>State</Key>
<Value><xsl:value-of select="/*/
—Value>
</PossiblevValue>
<PossibleValue>
<Key>Queue</Key>
<Value><xsl:value-of select="/*/
—Value>
</PossiblevValue>
</xsl:template>
</xsl:transform>
Type: XSLT
MappingOutbound:
Config:
Template: |-
<?xml version="1.0" encoding="UTF-8"?>
<!—--
Copyright (C) 2001-2019 OTRS AG, https://otrs.com/
This software comes with ABSOLUTELY NO WARRANTY. For details, 4
wsee
the enclosed file COPYING for license information (GPL). If you
did not receive this file, see https://www.gnu.org/licenses/gpl.
—txt.

<!—-— DOCUMENTATION

* Example XML Input *
<RootElement>

</RootElement>

* Example XML Output *

Ticket/State" /></

Ticket/Queue" /></

(R aRZE)
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<RootElement>
<PossibleValues>
<Key>?7?7?</Key>
<Value>??7?</Value>
</PossibleValues>
<PossibleValues>
<Key>??7?</Key>
<Value>???</Value>
</PossibleValues>

</RootElement>

<xsl:transform
xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exslt.org/dates—and-times"
version="1.0"
extension-element-prefixes="date">
<xsl:output method="xml" encoding="utf-8" indent="yes" />

<!—-— Don't return unmatched tags —-->
<xsl:template match="text ()" />

<!-— Remove empty elements ——>
<xsl:template match="*[not (node())1" />
<!-— Root template —-—>

<xsl:template match="/">
<RootElement>
<UserLogin>someuser</UserLogin>
<Password>somepassword</Password>
<TicketID>1</TicketID>
</RootElement>
</xsl:template>

</xsl:transform>
Type: XSLT
Type: Generic::PassThrough
Transport:
Config:
Encoding: "'
Endpoint: https://localhost/otrs/nph-genericinterface.pl/Webservice/
—GenericConfigltemConnectorSOAP
NameSpace: https://www.otrs.org/TicketConnector/
RequestNameFreeText: ''
RequestNameScheme: Plain
ResponseNameFreeText: '
ResponseNameScheme: Response
SOAPAction: Yes
SOAPActionSeparator: '#'

SSL:
(F T 2kEE)
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SSLProxy: "'
SSLProxyPassword:
SSLProxyUser: "'
Type: HTTP::SOAP
UseMappedData: '1'

32.2 Jik55 N A5t

AL EAT MRS N G S

32.3 HMEBA G At

AL BATINN G T
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B RAT Nk

OTRS HrHERRA [ T A A AN HLIEER D O 55 BABUAR SC v 3 i ik« O 7RG B AP Ak B Th R
R PR BN 7B o B8 R ol fe T UREL TS F I R, OTRS 2 H BB E B A AF Al o 2303
FBONZE AR KA S ASIA DG i 7 Rk

BEAb 853 AT LAAS T He Ty RE A8 1 g AR 19 A 50 1 T8, A R ) /M X P A A Al o o) [
FAMHE WA Ak EAT 70 41, OTRS Wl LA A 3l ok 34> B 58/ Hb DR n 16 1A A A A Stk
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33.1 5 5 L
KA RV SIS T B RN ANE IR AR AN hE o X T T8 K R AMETHAREH .

33.1.1 JE {5 A 40

AT OB A PR GIREER SC VRS NG S5O A S B 1) 3028 5 B M B AR S8 L 1 B P Bk A A o 36
TARNHIIMAE > AT ORI R G o R IR E) & BUE R AR DUE R Ak .

AT N I 5

A8 YO )R T L ) B A 7 B B OB WA 21 2R G L IS Mtk o SEETRORTSE S 2 6 A N i e e A
PR At T R A NStk s B

« Sender address mapping
Actions List
[+] Add mapping NAME SYSTEMADDRESS DELETE
England Support England <support.uk@company.com=
Hint France Support France <support.fr@company.com=
" Germany Support Germany <support.de@company.com=
he effective for replies and Scotland Support England <support.uk@company.com=>
N, Pax
I 1 R AR N b1k e S A 2
IR SS HL 1 S b

VEff: MRESIETAE N E DynamicSenderAddresses###FieldName T B HISIATFE « SIATFBLITF
gt .

AN AN B
1o i ZE R AR % AL
2. HEMIHTB
3. sl PRAFFEHL -

Add mapping

* Name:

# System address:  support@company.com

Save or Cancel

B 2: AT b

200 Chapter 33. &k A Mkt



OTRS Feature Add-ons Manual, %15 7.0

A LU
1. RS SIS .
2. BHTBL .
3. sl TRAFEL PRAF I 58 EdZAL

Edit mapping
* Name: | Germany

# System address: | support.de@company.com

Save or Save and Finish or Cancel

SR TEETSYTE S

AR AW
1. KU RN F 3 rh (R B S A B e o
2. i #IAFEHL .

List
MAME SYSTEM ADDRESS DELETE
England Support England =support.uk@company.com:= ;
France Support France <supportfr@company.com:=
Germany Support Germany <support.de@company.coms
Scotland Support England =support.uk@company.com=
P 4: WHER S B
Z

KREHBRE MM G N RAN E WS DynamicSenderAddresses###Mapping, HHEE S B H 2 FK
{2 RS T U HhE I S ID .

DynamicSenderAddresses###Mapping

England 3 Mapping from dynamic field value to
sender address. Do not change

France 4 manually - use admin frontend
module!

Germany 2 fredu

Scotland 3

Kl 5: DynamicSenderAddresses###Mapping W&

e W T E SRR o WU EL O AR R .
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IR A e

AN e A UL BEUS T LME T DU CE o AT S (0 T BUR T BL

PR BRI ARR o LR BT BUP R AR SR AT WA RS RIS o SRR R AR R
ts

RGUMS A * B B 5% ST A R IS R AR e G B ) R G LT I AR L

33.1.2 YA H 3L
POLT ARSI, O TR IR T B IR T BIE R A A R,

HENES

T IRGS A R AT N HE R SR FR D RN SRR BN T BUE -

AT SCVHEZIRSS » RIS FEh A 7 BOHE — A AMES R o K R e pese . DU %
55 2K HENFE B M Eh & 7B -

SR SS AR R ) & BUE -
1. B s AT B Service Copy » 1AL E HTEATAT L5 | R .
« WM TR
o PR K
o % : service_copy
« k3% : Service Copy
2. QU AZUESAE
o BT HMMPATIEI « BEFH TicketCreate fl TicketServiceUpdate WE AR A o
o RPN WERA KX T B R vcE C il K ILRR AR E rAF1 ) T B IS UERS .
o« AT AT SRR )«
— FREL: Kernel::System: :GenericAgent: :CopyTicketValueToDynamicField
— ¥ 1 8 Ticket_Service

— 2% 1 1d: service_copy

PP A 1l W IR L B o B E TR C S5 L BASISE O i {EAE H Frahds
TR .

Ef: WHK services HMESH0EE, W2 Ticket WIS . BN TAET
L ERCEDHEAE S IF BT RESRAS HLSLAE, DI T B EDRE D =2

3. BUAE, T LU T AABh 257 BAREAT PO WASR K 1 55 4 PR BB 2SI PR B AP A i

33.2 JIkg5 A G At

AR EAT RS N GG
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Job Settings

* Job name:

Validity:

b Automatic Execution (Multiple Tickets)

w Event Based Execution (Single Ticket)

Event Triggers:

Add Event Trigger:

b Select Tickets

b Update/Add Ticket Attributes
b Add Mote

b Execute Ticket Commands

w Execute Custom Module

Module:

Param 1 key:
Param 2 key:
Param 3 key:
Param 4 key:
Param 5 key:

Param 6 key:

Save Changes

Copy service value to dynamic field value

Yes

TYPE EVENT DELETE
Ticket TicketCreate G|
Ticket TicketServiceUpdate )

Additionally or alternatively to a periodic execution, you can
define ticket events that will trigger this job. If a ticket event is

fired, the ticket filter will be applied to check if the ticket matches.

Only then the job is run on that ticket.

Ticket
TicketServicellpdate

To add a new event select the event object and event name.

Kernel::System:GenericAgent :CopyTicket\ValueToDynamicField
Ticket_Service Param 1 value: | service_copy

Param 2 value:

Param 3 value:

Param 4 value:

Param 5value:

Param 6 value:

Save or Cancel

33.2. g5 A\ gt
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33.2.1 WLSHEAE A At Nkl

O TR AT Bl R, BRE IS T AT B TR O E S R - RS BRa S —A
{1, TR AT WS o G SR 1 N s vy — AW %A R A A Mk

UIHLR VDA T B AR WS > UK FH BT BAA [ R R A A

p SRS T AL A A ] A AR T AN 2 L S M B P A S B A T B WA e Dh g < it
A LUK B 25 7 BUE MU 2 B Pk

ZNLERS
FIATB R E AL E N AR R AR NHBEE SRR o FCE BB R A AL h support@company.com .
FE WS R P C B R
» England — support.uk@company.com
» France — support.fr@company.com
» Germany — support.de@company.com
+ Scotland — support.uk@company.com
RS N R E TR R A 2B BT AR IR A AN LA E A R .
o IARTEBAE : < FTE > KA AHE : support@company.comC BAFH [ HSE .
o ATBAE : England, K1 AL : support.uk@company.com( BLEHE Do
o ATEBAE: Ireland s KA AL support@company.com ( AR B, P AE FH BA S B .
o FIATBUE: France, KIFAME: support.uk@company.com( BEHE Do

33.2.2 HAEEEAE KA AN

38 T AT B R I, SR T R AT B T TR CRE ST B« RA T BRaA S —A
1> AR R AR 2 AR A M

YR ARV E RN A T B W8 BRI 6T BA S 0 R A M

SRS 10 T B A S FH AR S A A M 1 BB W2 b F) S A 2 B U Aok FH L T B

VEME: fEHIEThRERS » AN EshA T BUE, Pk, CRCE 7B BT A AL AU A 20 B IS
bk, PAB AR R

i
BB R A E MR B AR A AN o BCE BB R A N b A support@company.com . Mk
S NVEE TR, KEH &P O E k7 Bt ifoe KA Ak

o IARTEBAE : < BFTFE >, KA ML support@company.comC BAFH g HAE .

« BT BUE : France, KA AHulk: France( Zha BB 2 oAU BT I AFHuhE oo IBPHR AN 2 K
% e

« ZhA&TBAE : support.uk@company.com, K AHLLE: support.uk@company.com( ZhE&TFBAE o
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34.1 53 5 FLm

VR B AT B B O ST (B S LB T T BE o AR TR B LAS RIS ERES 2 T
ek C 25/ .

34.1.1 ficE

A B EAS (T RPRAS > AT LR B A
1. #3) RERCE DR .
2. 1 TN &£ OTRSEscalationSuspend -
3. HMiE SN K Core — Ticket .
4. M 'E EscalationSuspendStates WIIHsH
5. R OTHH T R FTEHER T, 15T H SuspendEscalatedTickets WH »

VEMR: THEIN TR R AN Ho R Z

R THORS SO IER I RARETH o AEABIT, EHCRESE S H TG > SonFi R i e

PRI 5 BN A 3 T IR S 0 A ST TRD AN T S50 R e N ) o AL s S22 T B e B 2 AL 1 A5 RAS
1R N 2 AN = /AT TR

34.1.2 EHEWS

A S — M S 4 Maint : i Ticket: :RebuildEscalationIndexOnline » [ OTRS ¢
PEREACEE , T T+ i) 0] B A R A o IR RIAS £ TRy T e 1) 5 g RS Y A

TR A MA T IEEEZIT, WHATLL N4 FE7E EE I cron 1145584 #£ 3] RebuildEscalationIn-
dexOnline fF% .

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Daemon: :Summary

34.2 JIlu5 N\ G

VR AR AT L B IR S5 N B 5

VEME TR N — AN ASIRC E T2

N ISR

1. BB — A T, IR —NRCE T IH RIS QI —ANF T8 C XXM 5, WA THE -
E/CEINARE

2. IR G B T e B o BT, FHROEAEISAT o
3. Az TlE » K LIRS E SN CFE EscalationSuspendStates W THLE PR »
4. R[FB] THPEEBEAE, BEESENAR TR, AT HEAIET -
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. A4
OTRS R4 P2 TP ) AR A FR
+ OTRSExtendedTicketStats

35.1 &3 G AL

AR ATE B LS .

35.2 JIg5 N\ o St

ARG LA I T AT R T S DR o ARSI T AN H BN T g THE B

35.2.1 itk
AHAH R T TR TS S

giil

o

TREAYNW)E, Geit Db it — B gevt (5 SR A Bk sh 5130 4

WG

7€ VSIS W e N R R R T TR W SN

Statistics

A STATE | TITLE
10001 List of tickets closed last month
10002 Mew Tickets

10003 . .
deadline expires

List of open tickets, sorted by time left until response

10004 List of tickets closed, sorted by response time.

10005 List of tickets created last month
10006  List of the most time-consuming tickets

10007 . .
deadline expires

List of open tickets, sorted by time left until escalation

10008  List of tickets closed, sorted by solution time

10009 Overview about all tickets in the system

10010 . .
deadline expires

10011 Changes of status in a monthly overview

10012 Response Statistic

List of open tickets, sorted by time left until solution

Bl 1 Gevlig

OBJECT
Ticketlist
TicketAccumulation

Ticketlist

Ticketlist
Ticketlist
Ticketlist

Ticketlist

Ticketlist
TicketAccumulation

Ticketlist

StateAction
DTRSStatsResponseStatistic

TS

I-120f12
EXPORT DELETE RUM

=
B
0 BO

B8

B

e
e 8 88 8 B8 8 B
= =

B
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ITII% .
BAERISE
1. FE vk NERAE A R N SE T
2. Hulid a2 S EEAT B AR
3. WEPEBAEAEGE v b I (A VE FE AR A .
4. "ERARI G .
Seftings
I OTRSStatsResponseStatistic

A statistic to count the responses used, i.e. how many times has the response "Delivery

Missing" be used in the last 30 days.

Csv

Configurable Params of Static Stat
01
o7
2019
End Da 19
ENC i or

End Yea 2019

E Run now or Cancel

K 20 mi b gt v

Brsh X%

GREARBAALST > B RGPS BB 4

BA 1452 B I ) & v

S n] UL FH 8T B - S BA B 0 T R B I A) o BRI EE T TR OGP IA) o bR B TR S8
B B I ) RS T AR I R] 4 B ) o SO BO ABIBCE T HGIE > A4 25 W5 T AR IR 1945 B 1)
ATHMSIA

o G TSR .

« Ticket#: T ¥4 .
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s GIEHM: THRaEHM .

« BHMHH: THMREBSE .

o RV : TR e DS T H A

o« R THISTPRE .

o BAL: TS HTRA

o BABI: HeF Dy sl k4 H U ETA

o BRI IR) s 3 Iy szac s 4 K H 3 C TRAEb MBI G« AE4T I I A2 3l 21 A 1) b sl 1 A
FIHHEOFATIT Do

o BRAURTTIS ] BT Dy srid s g H A H I C T AfE bt A b 5% AT AR ST T IR RS H EBA A1) D). R T FLAE
R I 18] BESE RIS AL THT TR HAELE A S oA

o PFEMEE CFP O TR B AR NS R KR SR I TR AT B, R TN TN TA] o T OGP A IS TRLRE AN T
HAEN .

© MREISE C HH:MM:SS D T8 B AR BA S P (KRR SE I TR R0 25, A O AN 0 BhRieS

o (FEMEC TARRA], D O MRS ARG E T EC A A B AR H D g B A BB T AR S I ] - 5
CUERARECE H > W Bk = )

o (RN C AR, HH:MM:SS D +§TE%§E@EELP@E§E’\JMFUT1’FEl)ﬁ’r%fﬂ%t‘l’dTﬁf%%’Ely\ﬂ*
AR LI R T4 C W SRORMCE H s e 7 Bk

o BEE: TR .
© UM . TEARAET SRR .
SAE VBB AR 5 -
1. B AN S ASHIRGHEE .
2. AN S OTRSStat sQueueRestingTime o
3. AR TR I SO B e AR T
4. fFFHFTENEL CSV iz it .
5

BB RFEA IR B AT T o WURAERR S T a2 ar G g 7 T, I HAER A B TR R AT A
THIFRE, NP EoRxse T g,

BAZ AR ) S vt

ERZNINE) % A EUA K T AN, TR BB AR R o BB S T s R e 5 B S X 4l 3
ANE o TH S BT 3 FIRYI TEE RS TR T ORM] | BB el J PRSI RIS

IR Misc :

* BAFI Misc I Ia) 4055 Ik 45 N G06) T i AT AL BR AR IS 1]
* BAF) MiscIﬁ:‘HﬂLl‘Eﬂ@ K45 N BIRRHE S Misc 1 T A% H 77 b3 T 5l i)
* BB Misc 43 R a1 5 B 45 N SR AE BRI Miisc Hh g T g B IR IR () A o AN RSS2 PRI e ek G R
LT BRAER]— @J"P(J&?ﬁﬂ%)
BAF BN S

1. QI —ASETH ShAFIRGHE R .
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4. BCE GEUHE B DA SE C BT 0 PT A E BRABUATHE PRk i
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Brand

(it

v — VW
C RA D

* Peugeot
— Peugeot
C A8

T

N hLIEREAE

VWModel

* Up — Up

* Polo —
Polo

e Golf — Golf

* T5 - T5

TH

ERv T

VWProductionFaqd

riMWey  Production
Facility ( K4
A )

* Barcelona
_>
Barcelona
(e % %
D

* Berlin —
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D

Bratislava
— Bratislava
C A5 H7
0N D)

T

JEORYEES H

PeugeotModel

Peugeot  Model
C AREFR D

e 207 — 207
* 307 — 307

T

MR EEAE

PeugeotProducti

[ ot 43T e
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Poissy (
JINiTD)
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)
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7 A% R R
ik )

T

NIEFAE
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RORL
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C ¥ D
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i)
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C RS

TH
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[
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Wit 15 H Ticket::Frontend: :AgentTicketPhone###DynamicField ¥4 BB B ik

T

Brand — 1 - Enabled
VWModel — 1 - Enabled

VWProductionFacility — 1 - Enabled

PeugeotModel — 1 - Enabled

PeugeotProductionFacility — 1 - Enabled

Fuel — 1 - Enabled

Accessories — 1 - Enabled
Remarks — 1 - Enabled
RegistrationDate — 1 - Enabled
InvoiceDate — 1 - Enabled

FAUL ACL

— ChangeBy: root@localhost
ChangeTime: 2019-07-22 11:44:25
Comment: ''

ConfigChange:
PossibleNot:
Form:
— PeugeotModel
— PeugeotProductionFacility
— Accessories
- Fuel
— Remarks
- RegistrationDate
— InvoiceDate
ConfigMatch:
Properties:
Ticket:
DynamicField_Brand:
- VW
CreateBy: root@localhost
CreateTime: 2019-07-22 11:40:43
Description: '
ID: 1
Name: ACL-VW
StopAfterMatch: 0
ValidID: 1

TEA U] -

DynamicField_Brand:
- VW

It ACL BRI HI &4t o Qo R F: T s VIWC Ak ) DRI 2E 2% $al & R al BEME « X482 2
PEP dynamic_field 3 config | HJEE o ZEAREIF, &R —NREh T HshATE .

Form:

XA RAAE Possible « PossibleAdd #1 PossibleNot ACL ZF T4 3IANT Form BAE R HIET « Form £

123 T BT WAL RORC

36.1. LGS

pii
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PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate

AAEHIH T AT W& 7B o EHoREI T, 3B VW Model C KAXASY ) 1l VW Production Facility
CRAREA= W D ST I o BT e sh A 7B bl B o

SN 4 ACL:

— ChangeBy: root@localhost
ChangeTime: 2019-07-22 12:06:24
Comment: "'

ConfigChange:
Possible:
Ticket:
DynamicField_Accessories:
- CD Radio
- Climate Control
DynamicField_Fuel:
- Gasoline
DynamicField_ VWProductionFacility:
- Bratislava
PossibleAdd:
Form:
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate
PossibleNot:
Form:
— PeugeotModel
— PeugeotProductionFacility
ConfigMatch:
Properties:
Ticket:
DynamicField_Brand:
- VW
DynamicField_VWModel:
- Up
CreateBy: root@localhost
CreateTime: 2019-07-22 11:47:02
Description: '
ID: 2
Name: ACL-VW-Up
StopAfterMatch: 0
ValidID: 1
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TEA U -

DynamicField_ Brand:

- VW
DynamicField_VWModel:
- Up

FEBEZRBI S AL AN 2 o SRR 2B VIWC KR D 5 TR ARG LA e Up > BB A REAE AL « X34
g5 N BUERE AR VW IF HL Up 4228 A S il i

PossibleAdd:
Form:
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate

EXH, VW Model 1 VW Production Facility 12)#& 5Bt & vl WL ¥ » {12 Accessories( FLHfi )
FuelC ¥} ) « Remarks( V18 ) » VM E AT & 5% H BRI 20 S35 s I 21 o] WL 7B o iX 2 1E PossibleAdd
o e s S — A ACL ¥ 7B BN AR B, H HPIAS ACL —il2 TAE . iln, Wnifr Possible
oy AT T R, S5 AU R AR B RIX e B, JF H VIW Model 1 VW Production Facility 4 Fai »
KA EATIA R T C 8 ) Possible #57 .

PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility

ST ARECE R AREUE P B A AT L) C AEBRATRIZR B W2 KAk Up 5, S B AR SR R
T2 RKEX )

B T & T BT WAL A 8 ] UUR RS AR 7 BU LW e o R AR X HUKFESS & 21 ACL B Hh , W)
ASE et A KT 2 3 o

Possible:
Ticket:
DynamicField_Accessories:
- CD Radio
- Climate Control
DynamicField_Fuel:
— Gasoline
DynamicField_VWProductionFacility:
— Bratislava

FEBATH 7B KAk Up SCHRAT CD WS BURTER B4 I A B AN BC ot » DX BV AR 0 0kE I HLUAE A dr
BB D444 YGRS

B, R IRATAAREL 207 19 ACL U, WU AT REIEAT JLABEE G  JRREE TR A 7 1l i n] i %

VEfR: R AT DynamicField NameX {l ) Possible LT G /nsh AT B, W T8 & bk ACL %
HEAE Possible 5% PossibleAdd 4> C TSN A D F BRI B—i8 3 FIsh &5 B . =), Wl Possible
oY, PossibleAdd . e 7Bt HA Al A 2% » WIAEE B A e b A TR e i 7 B o
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75 SN &R OTRSOutOfOffice
SR S Core — Email — PostMaster .
WOE W H OTRSOUtOfOffice-Header o
15 RN R OTRS .
SRR S I Core — Email — PostMaster .
ff PostmasterX-Header W T X-OTRS-0ut0fOffice bk MEIFIR MK o
ERCE .
e )R L 3 LI O ISR R 7 T I AN T ) IS R O 0o R
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- FE EAE RIE T BerP kR i
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Edit Field Details: Article

Description (short):
Description (long):
Default value:

Communication Channel: | Email
s visible for customer:

Time units: | Do notshow Field

Save Cancel

10 g P BOEE &
6. TRAFFHEE XL o
7. BEBEEE U TRE B .
8. NFf ArticleCreate BIEFIN A T @SN, DMERIEBR T IR .
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1) 44 PR B A 5T

LERGE B G 5r NIhRE » THATEL R 3841

1.
2. iR A Ticket::Responsible W&, DMEREWTE THBF4F FHTEREH -
3.
4
5

) RGME B

S/ NEE % OTRSQueueResponsible .

. SHEI SRR Y Core — Ticket — OTRSQueueResponsible .
. W'H Ticket::QueueResponsible MIMH o B2 A7 il 75 £ 2 e i BA B 24 Bk C 9l a0 Junk « Misc %

Raw ) WHEEE ST NI g4 o

MR TR, B Ticket : :QueueResponsibleOnNewTicket W o WH K IZE W E N &,
LN R BEASBAS B BB TR i N IF HAS S O BA S RN BT T .

39.2 Jik55 A\ b1 At

AL EATIRSS N GG

39.3 AN b3 S

A EAT SN G T
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 JEEPOE I ITIL SRt Fr 8 55 et ¢ CSI ).
o TERLIUERE A ITIL J3 A SRR B i R A TR

H bRl

© TSRS

o B

< IT

o T k%%
¢ A
ISR
ATE S ()

OTRS AL B AL A4 R
+ OTRSReady2AdoptITSMProcesses

T DRI ITSM & BLIIRE o

40.1 %58 5B A

AR EAE P EE RN TS ARDTRI AR A T REE .

40.1.1 JFFEAI A3tk

CRAPAE > WURAE B R OB B LA IE A 2 SURTRAR 814

waH

ABA AL E JUAFIUE SCRAE R RG], IX SRR SR 15 00 R ol AR RSB .
CURBIITREFRAE AT A RITTRI AR AN AE 3R A -

Service
Service
Service
Service
Service
Service
Service

Service

Design:
Design:
Design:
Design:
Design:
Design:

Design:

:Availability Management (proactive)
:Availability Management (reactive)

:Catalogue Management

:Continuity Management

:Service Design Coordination (individual design)
:Service Level Management

:Supplier Management

Operation: :Access Management
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* Service Operation::Event Management

* Service Operation::Incident Management

* Service Operation::Problem Management

* Service Operation::Request Fulfillment Management

* Service Operation::Service Validation and Testing

* Service Transition::Change Evaluation

* Service Transition::Knowledge Management

e Service Transition::Release #l Deployment Management

* Service Transition::Service Asset and Configuration Management

* Service Transition::Service Transition Planning and Support
S ARIITRIHAREE » T AT EU R 4

1. BB B S b i ke B DR .

2. WAEMLAA Y R BRI R N h e £ — MR «

3. Huili R ABITFRIHIAE AL o
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FERARREF , ARG DT B IT 75 A8 A 7 BO/ B AR e T B AT AT T o 5087 o

40.2 fii 55 N G5t

AHRAFRLBAT M55 N RS

40.3 SREBN GBI
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+ OTRSReady2AdoptProcesses
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42.1 &P 5 AL

AR BATE BT EE e T ARDITRI web 55 1wl fig!

4211 JFEA HEik

LRI > web k558 BB AR s J LA IE 52 LK) web IZ55 K513 .

Web f5%

AATAALFE LA KA T X web 557w
DL EDIFRIA web JIik25 T A BITFEN 1K) web JIR55 /N384 -
* BugzillaConnector 7EZLFE Bugzilla k55 %% B A SCE B BUG .
« JIRAConnector fEZLFE JIRA 457 b0 5l 5 8T n) @ o
« OTRSConnector {EZFE OTRS 45 #% LAt sl 5T T 5. .
BUR NRIFFEIAT) Web JIg 55 » 15T LB #8475
1. HRVEE R Web 458 BB .
2. WZeiF=rpiy BISFRI A ) Web k55 /N ik — 1~ Web k55 o
3. sith SAHITFEH Web k55424
EF AR, RGE DT I I 8h A7 BONI/ B R e IE B AT 7 58T .

42.2 55 N Lt
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240 Chapter 42. HIFFHIHI[¥) Web Ji55



CHAPTER 43

& A S

DD RESE 1 > B IR ST N 53R LT 4 A BE % F A2 DL A ) A i 0 S R I T] o PR RIS Bl
I, LT B A Bl

ARG N GRS T 7 P B U LA P A SR DM HERR (o s S ) > S AR 55 N 5 mT LUK 1
WA WE N Hold » Iy A SCRY R 8 S MEI 1] « R BUAISOA o 2R % )7 P AE SR I 1) 45 R AT A8 17 5 —
AT ISR S5 N b3 nT DL OO SOF I ol RES » o ERT A AR MR N [R] « BRAREAISCAS, [AG k
S IUAEZ AN o QR MER IR, A8 HTER A -

P
o M2 RE , RETHRECED . TAERE D .
o WA T E R R
H bR
o IT ¥
< 1T IR%5
o VO R
o IRy Ly
« BIURSS
ALEMRSS B b 4k E
-
OTRS # i BlLas b (1 A fF 42
» OTRSRestorePendingInformation

AR 5 LT ShRERIE AR -
o« BB/ BT B

o [LHLR

241



OTRS Feature Add-ons Manual, % 7i 7.0

43.1 &P 5 A

AAF AL BAT B L OIS

43.2 55 N i

AHRAFALBAT ST N BT A Th RS AE B 10 T B4

43.21 T
FIIF Tk e %I R S5 A G BE ) G RAR R (S5 B A T B o KB LU R 7
B, AR IUS AR TR R
o PRI ]
RN
o bRA
o SORCWRICASK A th TR B I R 1 )
DN REALAE B BRI 1) AL S 10 5 4R b T A BE I 6 PO BRI

TR PR

LRI ZDIRER B RE] TR HGE b o WORZ AT E T RIS WA N R, TR
FR PUEH B BRI R BRI .

EREN ]

1. M55 N R BCE Nl Hole I TR AN e A5 C i (g SRR SOA D (1 Hlt R -

- HORIN REUEAE AR AR TR DR A DU 0 T BN

- AEFEE N TR B AT, AN S B AN T C 2 T AR
AP AIZ I E IS5 N DI RT DU J5U T b AR N ] .
RS N RATIT TR SR, X887 BOR PSR BB HolE I R ) B Jm — A H AR I R -

a A W N

M AU ETI i B (], (HPUH TSR Tl fR e o
AT ARG FIUEITE . UGG Tl e QI e 1R

43.3 HMEN B T

AT RLBAT AN B

242 Chapter 43. &7 HEHL(E B



cHAPTER 44

B il Hcdhs AL 1

SRR B AT B2 IR S AL DU IR 3L 25 ) I g5 ML G 73 B A AR AR PR BRI R Aty o AERXAPIE OS5 %)
Hni e aviAE =2, RARIRS G 58 = A sevi 2 P E R

MRLRE R ID rRegs S ARAKAE 1D BRI B M SR UT i BN W RE o SRR E T R HERRCA 1 %
B P IS N ST LAS ) JLA - Bl o AN LDAP JiR S5 a5k 28 % ) Bt i > b I REdm iR &
PEAKFE 1D AR M BESS E %) 1D o PRIE . SRR E ID BRSNS L BER B0 BE 2 7 1D [ 7 Bl
REATBA G VEAKE ID 9% )7 1D WA SRS N GG SR 2 Bl o WEeR MR B SRR 1D T
FTAT IR S5 N GRS RT LU BT AT 25 7 Sl -

SR AL R 2 — VR S B AL LDAP %5 S E , IR BY TR S 0K 4 FE K 1D Wy 51 %
1D . S35 B B T LA 2 B B

fts
o R VT RO A SRR S % 2 S
C LT L R
H b4l
o B 7
o IP ey
T
AN 45 L 4 )

T
OTRS KB T3 IR LR
» OTRSRestrictCustomerDataView

FEffE: 5L R DhREAR AR
. VIP %)

243



OTRS Feature Add-ons Manual, % 7i 7.0

441 S5 A

AHAF AR T BRI LS 55 N B35 1) IR 2 T (0 62820 7 1R B F vl RERE

44.1.1 2210

LR )5 B LI P R R S IS Br A 2RI

PartnerlD CustomerID

A FH I R S n] A S AR AR A AN 2 (R s o B BRBR SR T 2RI 1Y) PartnerlD CustomerlD itk .

Manage PartneriD-CustomeriD Relations

a Manage PartnerlD-CustomerID Relations
Actions Mappings:
[+] Add mapping PARTMERIDS CUSTOMERIDS
my-partner stark-industries

Filter for mappings

Just start typing to filter...

DELETE

K 1: %% PartnerlD CustomerlD JEI i 5

% 3 PartnerlD CustomerID S<Ef

VEAR: A RGRCE T S LDAP IR aslii & -

#HEWE LDAP R4 2SHLE
1. #:3) KRG E B4
2. 78 AN L OTRSRestrictCustomerDataView .
3. 1M i #] Core—LDAP .
4. ¥'E LDAP EBMBHL .

W AT LLYG ) LDAP fil45 4% MM LDAP Jlz45 2% h#2 B partner_id* 5 customer_id HIKRGAEE R

SR E T PartnerIDMapping TR B R .
HBEHF PartnerIDMapping WH :
1. %3] REACEFFHE -
2. & SR/ Eh % OTRSRestrictCustomerDataView .
3. SME /UM ) Core— PartnerlDMapping -
4. BREEGRE .
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ARSI L AR DGR 5 AR Re A AT S ARAKRE 1D MG R IR SS N B3 6 8% )7 (1 Bt (1 D7 1)
RS2 BN o XL s5 N b1 L BER BIEE A b mVF AT ID %) .

U REE A T RS N RS PRI R 1D, (HOR D BCARSC %)™ 1D WSS N BOR Tk BB AR % ) 5
B o WA EGTEIKE ID KRS N AR T BUR BIAREAS 207 2l

15 LDAP [ 45 BT A £ VDK £ 1D WS BEFE TR » 0T AR RP BT 4E
BEOIEE— AR

1. Mt AR G VRIS

2. {ES— T B TR 1D

3. R ISR AT BUR o WIOTAREA » %7 BT BBISESCRY o SN 1D R s A8 SCAR 7B
LE

4. piil ORAFHEH .
Mappings:
* PartneriD:

« CustomerlD:

Save or Cancel

B 2: A B 4

A G AN

1. R WU IR R AN B

2. ININEER % .

3. wiili TRAFEL PRAFIFSE AL
Mappings:

my-partner
# CustomerlD:

stark-industries -

Save or Save and Finish or Cancel

P 3: G i

PartnerID v BUZ R BLN o WEREGR S AEIAE 1D, vl DU ER LSS A8 FAR & A0k 1D BBl .
AR AN B

1. s B R dw e — SIS AR B

2. s G HE R ) AL

VEMR: WCRARGEEIN T 2 AW W SRR BRI R A PR BIR] A R A AE A R R R
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Mappings:
PARTHERIDS CUSTOMERIDS DELETE
my-partner stark-industries
B 4 IR A B e
ISR R

IS I P, AT DME LR RE o AR RS T B DT .
PartnerID * 77-f#%7E LDAP -SRI EER) ID .
CustomerID * 776t OTRS ##is )4 h iK% 7 i A 36 1D o

44.2 fii 55 N a5t

AHRAFALBAT W55 N LS

44.3 HMERN L SR

AL EATINEN G T
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45.1.1 TIHAEE

SHAMEIT  KAE RN T BB AR N

g5 BAA

NI B PR — A ARSI — A2 AN o ZAEHT T AE . /DT E W RGN — AR A —
ANBNF o B BEBEREAL T TRBEEAN MSs BASIRLER .

a Manage Service-Queue Relations
Filter for Services Overview
Just start typing to filter... SERVICES QUEUES
Backup and Archiving Junk
Communication Misc
Filter for Queues Desktop Management Postmaster
Desktop Productivity Tools Raw
Just start typing to filter. Eile/ Print
Helpdesk
Identity and Access Management
Internet

IT Operations
Network Access
Remote Access
Standard Desktop

1 EIRSS  BASI I

LRSS BAAISR IR

A LN —ABBNI A IRSS > WEAT EUR A
1. midt s o) — A s
2. LR RS AN EI I A A o
3. sl PRAFE PRAT IS8 idacll
A7 A S5 Sy e SRS
1. middi BB — ARSI
2. IEFFELR BB LA (KIS
3. wili TRAFEL PRAFIF5E AL

VEAR: ARARGE PRI T 2RSS BB T8 R A T B N SO 14 44 PR R A R 5 I 25 BA A

A LA [AJ IR P A e 20 e 2 A IR S5 BBA A o eb s B el IR 5% o A oy SIBC 5 e FK BABDHS AR I I T T 2
J 55 I e i A o
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Backup and Archiving

QUEUE ACTIVE
Junk

Misc

Postmaster

Raw

Submit or Cancel

K 2: B S g5 SRR BA )

Postrmaster

SERVICE ACTIVE
Backup and Archiving
Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Hetwork Access

Remote Access

Standard Desktop

Submit or Cancel

3: BB SR Ak 55
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46.1.1 THiXHE

AN AR B SR T B R SR .

KR g5

A PH Bt T b sl 2 RS TSIN B —Fh sl 2 Bl S5 o BT URDRE AT R RS ALR IR 55
WINBIRSE D EHE UL T TRRCEA) R RS Hep .

L Manage Type-Service Relations

Filter for Types Overview

TYPES SERVICES

RfC Backup and Archiving
Unclassified Communication
Filter for Services Desktop Management

Just start typing to filter...

Desktop Productivity Tools
Just start typing to filter... File / Print
Helpdesk
Hint Identity and Access Management
Internet
IT Operations

gn 1o many ticket types and vice Network Access

Remote Access
Standard Desktop

B BRI IR S5 ORI

BRI IRS5 ORI

AEN ARG I DR

1. midy RS 2RA

2. LR INSERL RS

3. wiili TRAFEL RAFIF 58 AL
AN AR RSS

1. sy g o) — A s o

2. PRI TLRAS IR .

3. sl TRAFEL RAFIF 58 AL

VEMR: WCRARGE PRI T 2R IR S o T A I B N SO 14 44 PR R A PR s R A IR 55

A LA I AE AN B 0 e 22 AN SR IR 55« BeAh AR SQIRBE AE B b R s i IR 5% o KA N HBAT T G
PRSI 4 B AR IR 55 B

Bt Uyl SR Uik 55 AN SO RSB i (R 1B
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Change Service Relations for Type Unclassified

SERVICE ACTIVE
Backup and Archiving
Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and finish or Cancel

2: BRI SR Ak 55

Change Type Relations for Service Backup and Archiving

TYPE ACTIVE
RfC

Unclassified

Save or Save and finish or Cancel

3: Bk S5 SRR
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Service One 1 Service Two Iz <AL JId5 Br4Eh ¥y Unclassified 257 o R4 ECHE RS -
LA TG e LIRSS > AT LU 454

1. B BT TG hEds Bl Brdt dth T8 .

2. 1E#E Unclassified ( K452 ) TR

3. WEHERPTE

4. 15 g5 TRyl A w RS

R B RS IERRAE R RS ILIES Z TN .

46.3 SR G ST

AL EATINEN ST
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LN

* Recipients

All agenis responsible for the service

Also send if the user is currently out of office.

DTIRSS -

Motify user just once per day about a single ticket using a selected transport.

10 T ATRCE - Wk A

Fakey W LLERE IR BTAT DTk 55 BOIR 55 N Gk FE AT Ly Be ik 55 N 52 IR 5 AT > DU AN 7 ST iR 55 A
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[T 2N

FERE/NERAEAR S IRES N 53 AT DR IR 55 BEE A R IS8 IR 55 Ha 3 IR G5 N 5 o
Service Responsible

Your service selection of your W

notified about those services via

email.
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NI E ORI E SR U 2 = A\ S S

HEf B N b O N > TR LU RS L I
* Ticket::Service

* Ticket::Responsible
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JOREN A YR IRAEHBRE o B, 1T RS 53 Tn] DARCE NE AN, DMELERE %) 10 TR e 0 A 3

[RRVARIEC Sl BoI
P

o BEAEARSS N A2 Ah AT, BRI T AR S .

o O EECSRV HTAR .

o EAVEACHIIEANNCE B fE R .

HFr4
o WHEBFISNES 1T
- INIE
. ffE
. <Rl
AIAER S5 A 4k 2
< R
OTRS # -t BiLas b (1 A A F (. 44
» OTRSSpecificTicketNotifications

48.1 &3 5 A

SRR AR A B B S BT SEy ie T s SN R JF i RGN T A
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48.1.1 H /' AR L
LREARBATASG , A5 RGRIN— A4 .

H

AN N TB AT U 10 A 56T A E IR U I MR BRI o e AR ) > K 0 RS I — AN B4l « A1 8L B¢
AT P AU AL B .

a Group Management
Actions List (9 total)
[+] Add Group NAME COMMENT VALIDITY CHANGED CREATED
. Group of all . 11/11/2018 15:29 11/11/2018 15:29
admin - valid
e —— administrators. (Europe/Budapest) (Europe/Budapest)
ilter for Groups
P e Group for all custom . 07/30/2019 12:32 07/30/2019 11:56
custom_notifications ificati valid d p
Just start typing to fiter... notification users. (Europe/Budapest) (Europe/Budapest)
. ) 11/11/2018 15:29 11/11/2018 15:29
stats Group for statisticsaccess. ~ valid
(Europe/Budapest) (Europe/Budapest)
Hint ) 11/11/2018 15:29 11/11/2018 15:29
Users Group for default access. valid
(Europe/Budapest) (Europe/Budapest)

L3R R i s

i

GRERA )G » RGN INLL T4

custom_notifications {F Jy S 41 i 3 RN AR5 N 3 ER S AEAS N 1T L 100 i 1R 30 2601 e B A e e 3R 45—
A A SGERNER A .

VEfR: BRAEMR . TEARE A ( root@localhost ) B INEI TG 411 rw AR .

Z:

BN HAD RS N R BEE IEMARR » IR LU R
o AN Al
s Mt 4l

48.1.2 i Z A 50

AN > ARG BE 2 S P ) S ARG SN AL TR S B R P SR T I RE
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SR |

BEBEREAE 2R R A PIAS BT, AERE SR A —ANF 81 .

A« Ticket Notification Management
Actions List
Add Notification NAME COMMENT | VALIDITY | CHANGED CREATED PERSONAL = EXPORT = COPY | DELETE
o Customer
< e tickst i 11/11/2018 15:29 11/11/2018 15:29 . _
. vali X M
2dd personal notification article (Europe/Budapest)  (Europe/Budapest)
notification
= List my personal notifications only Customer
ticket valid 05/30/2019 15:44 11/11/2018 15:29 & §
Filter for Notifications create (Europe/Budapest)  (Europe/Budapest) - -
notification
Just start typing to filter... Customer
ticket state o 11/11/2018 15:29 11/11/2018 15:29 . )
vali £
update (Europe/Budapest)  (Europe/Budapest) B
Configuration Import (closed)
Customer
ticket state
11/11/2018 15:29 11/11/2018 15:29
I el (Europe/Budapest)]  (Europe/Budapest) — d
(other than B [ B 2
closed)
Browse... No Ffile selected.
3
Overwrite existing notifications? Supervisor = =
&L Import Notification configuration Ticket
ic
11/11/2018 15:29 11/11/2018 15:29
create valid € /Budapest) | (E /Budapest) & l
- urope/Budape urope/Budape:
notification B = B =

P 2: TR T e B
R DT AR W] AR BUBTAT AT SN A5 H o O T RES DX B B BRI A5 N DK 2 H » ARSI S b AT
FIAN o g5 N biac H TR Ohrid» JFE DA BoRE &2 .

BEAL s 3R] AFEREAN B ) B B 0 25 H C BRSNS im &n 5 H O s oA ik 55 A B i
(ERCCCTN

BRI N T AN

AT AN N B A
1. B A A o ) A B &%
2. HEWHTEL .
3. sl CRAFHEHL .
A B AR N AN
1. B DU (4 /R 1) —AT TR ANF1 3R rp ) T Im A
2. BT .
3. sl CRAFEL DRAF I 58 id sl
TR N T HRS@ A -
1. B Tl AN g1 3R rh DURS €8 R AT b i b A B A
2. riili A%
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A EAI A R 2
R SRR A B A B SZ A
2. iy HIH T T AL L LR SR
AN LR 5 B0 T AR K R AR ) o A AN W N o)

w Recipients

John Doe (bu)

K 3 THUEMBCE - WA
RS IS N TR R A WP R0 Hh e B 0% IR 5 N\ B A A HL RS

48.2 Hlx55- N 3 Ftl

AR SCVFIRSS N G BB A N T RIE A R 2 61 T USRI R

48.2.1 Mg

GRAYAL LG, AT DR B 5 —FE I A R EWcrE AsBakBRAN o diRos A S BB Sk
A RS N B3 E LR L A A A

AN BT
AL A NGB 38 0B E SRR AN T — N B SCE AN

T R

HANET custom_notifications MIrSS M FIERSLE AN AN TBCE 1) 38 51 EBIBCH SR AT H e SOl
FH/ANEAT o

SRSl

ﬁD%EIEJ\i*JH:%% DU e/ B A A0, 5 i T 7 B B IR (K PR R B B o RSG5 N B
o BRI NN T i R

Custom Motifications

To manage your custom notifications, please use this link.

K 4: e SCI RN/ R

WERARZS N AT IF L@ s bise , WA S EHILE
FELA AN N T B %0
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« Ticket Notification Management
Actions List
[ +] Add Metification NAME COMMENT VALIDITY CHANGED CREATED COPY DELETE
. To view newly created . 07/30/2019 07/30/2019
Supervisor valid
a. 1147 1147

Filter for Notifications

Just start typing to filter...

5: A KN B B

1. S ZE A A A A N ANHLHL -
2. HEBITE
3. miih PRAFEHL -
A EL RN N T A
1. By LR (4 7= (K47 LBl N 41 3 b i) C Al 4
2. BT B
3. wiih PRAFEL PRAF IS it
A E MR A N T g
1. ol T RE RN SR DU 5 s AT P b AR I B
2. il HiAEHL

M55 N G nT LG B LR A (B B BT KA (EOPE AUk BR AT o 55 N B3 B (RN AF R
B b TR AL S A R R T HECE o St AU AT, AREDII I E L .

RS N AR EER « QU  gafA/euR B SR ma H o TR s SO bR A m i sma o .

48.3 HhEN b1 FTH

AR EATINEN BT
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cHAPTER 49

IRAS T Wi AR

A5t Y i ARSI L 4 KRN T 5 A ) A il 55 N B8 23 [ 25 PF 22 R ABLAK 72 77 33 SR C e i i SR BT O
i .

75 OTRS [FIbRHERRA H  AF AL i ISR I 0 s 22 T2 5 SCT IR o X2 DMEIMIIAE S5 A b 2t
FESORIRIN 1], EEARAR IR KRR o i 2 A 20 W A P i BB IS

AT BEAmAE AL S BENE I — I 4l Ay B A Wi SRR G SC— A T HIRES A, nkE 7 NAs, THRasHs A
BNBCE o DX T LU 24 I 1) I B AIG HH A 0 XUBS:

P
o BRARAT DOIR ARSI RS o
« FAME .
Hbred
o PHTVFZ B ARAK AT B IR 1 7 7 IR 55 4147
© SNESIT IS5 he R
o [ERY ALy
o AR AR TR A
o ] EGE ALY
AIPERSS B R
o R
OTRS #F (o B A% AR AT (4% Bk

+ OTRSStatePreselectionResponseTemplates

49.1 %59 B A

TR )G AR B R S T s B A bR SR .
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49.1.1 THEHE
ABRAE A PR e RS TS I 23 BEF I P ) TR A
NS VBT

A5 P 0 5 RS T BRI PO Wi S AR o T i W RS 25 52 T H S, T LIRS B FIUEE $% o A5 B BR A
TR B AL RS TR B AT ]

A Manage ticket state pre-selections for response templates
Filter for Templates List
Just start typing to filter... TEMPLATE NAME PRE-SELECTED TICKET STATE

empty answer

A0 W AR (1 T R T A P

L

A7 R IR - He 4 Wi AR » TP T BT 484
1. ARSI I — AR
2. i SR G T RS
3. wili TRAFEL PRAFIF5E EdA

Edit Response

Save or Save and Finish or Cancel

P 2: G AL N

FEAR: CRCE I TR UAE T8 BRSO SRR N —/MIRES o WERAE IR MIEE R T N A2 Tl
JRIEFET —MIRE .

VEMR: WRRGEP AN T 2 AR, 5 A0 IR T N IR OR B R e B

Wi )3 12

AN e A UL BEUS T DME T DU IR o AT S T BUZ T BL

Tk TARAS LEHE T RAS LIRS F 0 BOAS AR o Y i WSRO 2 TRy, g AE TS 4t Bk
P TR .
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49.2 fili 55 N b Ftii

AL BAT WSS N ST > ARAHAA VR PRS2 36M0) WASAR 1) TR
B I SRR TR W PAT LR34k -

1. B3 THRVENS B, B CESE P B SR

2. W B kS AR o

3. TLM THURASNAE TS E O F— N LRRETFBR ERE .
Z .
THURAS T DL A T BSR4 1 BF % 1 23 I

49.3 SR b AT

AL EATINEN T

49.2. JIzg5 N\ Gt 267



OTRS Feature Add-ons Manual, % 7i 7.0

268 Chapter 49. iR A: 73k i AT



cHAPTER B0

RGBCE D L

REGHE FAMNG AL OTRS HIARHERRCA T IE5E 2 HERT o — 0 3 IR AREH E B E

AT RESAT » BDUAETT LU A 5 FE S AT BT o IR A5 3 B B AR R o > NI T4 A5 AL
INFTA) o BEAh s SO AT S A% 0 IF HooT ABEA B 1T - R GE e il st EREA T (10 504

P
« PrABCERTERESRHE .
« BHETUE .
H R4l
< IT
« ZEEMH
AR S5 R kR
o MR
OTRS # Mt /e B & h I R A F R 44 Bk
» OTRSSystemConfigurationHistory

50.1 53 5 A
KRN T WA F RS, UBEERARE R B Lid% .

50.1.1 ARG

LA > B BRI PR D B AR e A AR B D Sl ok, IR RN AT L
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AGME

AT RESHAFREBT DE s 0 21 S C F B rh s JF TN BEE o XS SRR L P s R s, AR
E AT RE AN R S U B4R

HRE I

A EBE L
1. B2V B G S RETHCE DA o
2. Hly B .
3. Huddy Py sigl .

_ System Configuration Changes Deployment Deployment History
Actions Recent Deployments
4 Go back DATE COMMENT RESPOMNSIBLE DETAILS RESTORE EXPORT
08/02/2019 09:52 Package Install . View
) . Admin OTRS ) L
S ——— 7 (Europe/Budapest) OTRSSystemConfigurationHistory 7.0.3 Details
fiter for Deployments 08/02/2019 08:44 N . - e 5
. - Configuration Rebuild Admin OTRS Detail = &
Just start typing to filter... ( urope," CREls ) Ettal =
08/02/2015 08:42 . . . . View
/02 Configuration Rebuild Admin OTRS . D £ 3
(Europe/Budapest) Details
08/01/2019 15:16 View
/0L Configuration Rebuild Admin OTRS . e <
(Europe/Budapest) Details
08/01/2019 15:15 View
/0y Configuration Rebuild Admin OTRS ) D L
(Europe/Budapest) Details

SIRESHIE IS

it AE VRS S SFL MR, WL PR AN o RS B ] TR AT B R A
LIS HT A AT LEAR

Deployment Details

Created: 07/29/201% 11:00 (Europe/Budapest) by Admin OTRS

Comment: Enable responsible feature to add one more agent to tickets
Ticket:Responsible

Enabled

P 2 HRE VNG B

SR YA 7 Sk Fc LT DA HE A I B B AR B
SeAh s R it~ R B R R O PR Z AT RN 8 Do MR S, T ERIKE 2
EATTAEAT ) L I A

e ATLLOE I ol & L R o HTORR B AN B B YML SCPFR R 3 . XA YML SC
PERY G T LGB RS A S AR KR .
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Deployment Details

Created: 07/29/201% 11:00 (Europe/Budapest) by Admin OTRS

Comment: Enable responsible feature to add one more agent to fickets.

Ticket::Responsible HOW Ticket::Responsible NEW
User modification: disabled User modification: disabled
Setting state: disabled Setting state: disabled
Enabled Enabled
Default: Disabled Default: Disabled

P 3. RE AT

VEMR: R Sl sk P R T2 AN Al A H TR S ARHE . BN B R 0 A4 K B AT R E 1Y
H&%&H -

BEEIL
R 1A D S SR AT AT R BEE /N R ) D7 SR AR ) o BRARHLRETIT — B, e S e A
[ B A T A (B U B o 2 it S P P A ek 4 0 S S 1] 55645 0, DR M IR T,
HEERE DAL

1. FeRVE O N RGN E DR -

2. MEARGIERE -

3. FTIFBLERATHAE » AR ol LI DL SR A% 4L -

4. Faly Prldsdl .
/NI AR WAL, AT AR AR I S BB

50.2 Jik55 A b1 A

AL BATIRSS N G S

50.3 SMEEA G151

AL EATINEN G T
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OTRS Feature Add-ons Manual, % fii 7.0

Change History of Ticket:Frontend:AgentTicketFreeText##4DynamicField

On 07/03/2019 13:13 (Europe/Budapest) by Admin OTRS Frontend::Agent: View:: TicketFreeText

Attachment 1-Enabled ]
Supervisor 1-Enabled !
TicketCalendarEndTime 1-Enabled
TicketCalendarStartTime 1-Enabled

On 06/17/2019 13:28 (Europe/Budapest) by Admin OTRS Frontend::Agent: View:: TicketFreeText

Supervisor 1-Enabled
TicketCalendarEndTime 1-Enabled
TicketCalendarStartTime 1-Enabled

On 03/22/2019 10:02 (Europe/Budapest) by Admin OTRS Frontend::Agent::View:: TicketFreeText

TicketCalendarEndTime 1-Enabled

TicketCalendarStartTime 1-Enabled

4: T L B
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o IT g5 Bt
- BHMRE
ek S B bk E
.«
OTRS WAt & B A% vh (W A F (0 44
+ OTRSTagCloud

51.1 ¥ 5 5Ll

AHAF AL BAT B LD ST

51.2 x5 N\ o At

AATFAIERREE I DIAE W] DAAESCRAR R L 7R 2 /N A B

51.2.1 &R

ABAFARE A NIREERN BN KARZE /N AFAS I 2R 55 N 52 BRI o Fr%8 25 B 7n W] 3k T J P el 2
TR T E AT R A

R
AR A IBRSS 2NN EL A S0 AR 22 NSRS A B AR 4 4
NI o ARG MR A BT LR AT R RSB b2 25

PRZE 2 /N A S CRC BRI T 4% H B 9% o Sl BoRIORRAE 2 — I s CREFEBT 300 b 2 & 1 e s HoA
SE AR TR SRR AT .

A5 BT TF R IR AE = N A
1. SR LA i BeE NG R TT
2. WEFEIEUN LN OTRS TagCloud — Small #1 OTRS TagCloud — Large -
3. Bl IRAFBCE L .
Z:
TSR bR B AN AR T s A AR < DLOCPZ N >t mT DARMBR /N A
A BB B AR N
1. AR B AL N BT
2. Wity B R EIE
3. BB .
4. pity CRAF SR

AR 25 N 3R] LU T JoAb IR 55 A 03 s BSCRAR T AR S ML B IR 2 = o XSS BRI B A RE bR
B Mss Aot .
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OTRS TagCloud - Large

T

B RIIARZE =N

OTRS TagCloud - Large

50
Queue

Enable

Save Changes | or| Cancel

K 2: bR%E B
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SR BN R AR o B P IR 2

YR P NAZ MBS T AL AR R o ) AAE T 7 B Z [ AT 2B 4, Ao gl - A3 - SLA . JIeds AR
MR, DURHIT TR B S 7B .

Z:
T TR R G AT B 1S MW E Ticket : :Frontend: :AgentTicketTicketSearch###DynamicFi

R WA > WA LU SUbR (VR FE R TBON B MRAE 25 o AN IR B U o 0 SR A AR S iR N gk
AR WG e A BT .

FAH AT REAFEAE SN T BT o X 74T B 0R o WERPTRBIC T Bl > W2 Bos— 4B R BL
AR SCAS o 3K URMR S5 N Sk D I 5l > IR EORA A BR2EIESE 57— KU

PRSP T I bR SR NS RE  rE A AT AR GENE o« Mk, UAE RS E PSR E
TG E S8 FilterEnabled o

A R EYR -
1. SThARRE /N b Y 2 DX b A R D AR PR
2. AF I SR AR TR n—2E i B A4 F
3. iy #ATHAH .

OTRS TagCloud - Large

L L]
L L

Filter by queue Filter by state ¢ Filter by owner

submit

L L]

Filter by responsible

+select all ¥ deselect all [ ]
Admin OTRS

John Doe

lg] 3 */J\ VAN jii}g%%

T RPIIL BN & » 2RSS A TP N DU 00 AL B2 8l o 1247 BRI, BbR
B Sos e/ N BRI AT B

o I RS R IR B AE B b 2 4h > JF BAEER I ANzl )
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51.3 SMEEA G151

AL BATINEN G T
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« OTRSTicketAllocation

VAR 5 LT DhRER AR «
o« WP HIES

52.1 &1 5 A

Ry PR AS B R B AN R RE o BRI Bl T v B BT AT R AT C B o ik o IO AR £ (R 2 T L
5 H AT S5 VENVAE BRSNS o AT RORE AN FEARBC B A3 e i T FR sl i A A SR T
A DU AR B S5 ARk B T g s okoE MRS T 5 TR AR K

LT BT LT T AT R A . I ) DR A AL — A IR A B R
SRLZ A o SR Ty C LR D R

KRS AR R o AL DRI B T A BIAL AT JE BT RHMCA B SERE R 0 T 5
COABL LSS . TSR 5 A DA AR 0 R 015 SRS T e 15D » UK T3 MR AR
W N4 BRI T IR 4 o T BRI A0 M

AT B RS 5 A Bt SRR T B BB L IR A 567 T« S A S B
CIOTE ST R RS R L S Y PN R SR IO T SR T

BROATE LT > A AEZ RS N A2 /0 BE T8 o ] DU R G B R B AT N

52.1.1 JFEA A3k

CREARPA I OB BESVRLR I R gE

H s L5

TR FE DI RERE T A BT 55 HOFE T 10 T AR D RE o vl DUBH X A7 G e A T 1 s S fd e 7 ) T 7
APtk o a4 RO ABIES VR E A E SCHE P RERANTAT SRR o ABPF R ft T — NP ATAT 30
FEHOR M T o S A A 28 AT 2 L 7

LRARPAT )G A0 TicketAllocation (Y] HZMESAEMLASINBI R ZE b, ARl W] LA & SO i
MIHEA T ERCE

TR P S BN B SRS AT AR o AERZEUE DU > A TR FEAE BRI B o JX LR
PENAZRAT B o EACERANF B T4 DL IR ST N 53 R SRR

B OL R ANk eilad OTRS ;4 R AT > LU S BHZE R 55 N B35 B (T BR 7> BEA34 - S35, b
SRR TC PRI BEE T JE o

BRINEBL R » TicketAllocation T VEREHU ¥ E T 8AE o X PR % — TicketLockUpdate Fff, i%
HORWG B ASEENL , WIEHE . %55 TicketLockUpdate FAF LS [ )1 T3 T B4 b s v
PLECH 0B TR RO AT RE o IR B X S i

1E PAT H & BHONER A, FPIANE R 7B T U2 & NAAT HE /ol T fEpi e o AR AaE
] RGN T —ANHE PR P A AR R

HEFP A ER I AR L U T BCIhRE « A LA RS0 E WS A A2 5 M LU o dn SR 42 06 e 334 T 454
mjnZiffi H TicketAllocation HEFPAER o TR VERIHLG T BN % & T T m P2 B . by —2 R
G B S T AR
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w Events
Event Triggers:

TYPE EVENT ALLTICKETS DELETE
Ticket TicketCreate ®
Ticket TicketQueueUpdate w
Session  SessipnCreate ®
Session  sasgionRemove w
Ticket TicketStateUpdate ®
Ticket  TicketLockUpdate &

Additionally or alternatively to a periodic execution, you can

define ticket events that will trigger this job. The checkbox defines

whether the job should search for all matching tickets or just take

the one that has triggered the event.

Add Event Trigger: | | Ticket

EscalationResponseTimeMNotifyBefore

To add a new event select the event object and event name.

Event execution: | Daemen

Defines how the job should get executed.

Please refere to the package documentation

for more information. Attention:

Misconfiguration can lead to endless loops.

Prevent infinite loops: | [Yes

Defines whether the job can get executed in

another event or not. Attention:

Misconfiguration can lead to endless loops.

Bl A AR o)
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w Execute Custom Modules

Ticket Allocation

Ticket Allocation

Bl 20 AT A SRR By

AL Y e AR PR TR e A o R ) O R R A R 0T T LR B VL RS A R 95 N B A
TicketAllocation T HURE D T8 i B Fr A7 4 ABE ¢ WK CRCE Do WRIEHEAT 0 0C » W) AAE B 3)
AR5 BB N5 g PN D Ay 5 AN E BB BRNE o WU R AT 70, MRS {ED R i 25

52.1.2 i/ . AAf 0
ARRA AL T T SRR N B R 25 N A N B R TGRS, RN BB ST 1K) JIR G5 A B B3 807 1) A B

I NI

FEFAERA L nTRA A 25 N D3 e SCANRIIBE ST

A DU IS RGN E K AR RE ) o BRINIE DL N > TR 4l « AR5e2 ARSI A o At .
SLA #fleds CLAEH], HAT LIl RERCE R .

A E WA RS N e
1. AR B S AT Mgy N G B4
2. WANRHZEFE— RSN G .
3. ki e A ) e R 25 N B3 IR AN A Al e 424
4. FTR S N A N IEITH I BE IR
BEJIN R GEIAT A BeAT ELASE M > ] LUK L] e ohferh DAL FI0 & e AT SRS FEmaAT 2

BRTEOUT > REAR AT 5% T80 A 3 5 1D AN B I [ L HEAT 20 ] o« AR it T — NP,
TR AN R (1) R G O VB S SO OGS o SR R REAZ T I R BA A AL S AN IR 55 I ]S
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Group competence(s)
"Group" competence(s): Define group competences for v
this user.
admin v 1verylow v |3
users v Sveryhigh v |2
Priority competence(s)
"Priority" competence(s): Define priority competences for o
this user.
Queue competence(s)
"Queue" competence(s): Define gueue competences for v
N . this user.
Misc v S5veryhigh v | B
Type competence(s)
"Type" competence(s): Define type competences for this v
USEer.

Kl 3: fEJ)bEar
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G3AN s W] LLVCE Y S5 BC AR BAA rh R ) e KB o an RE BB, WAL E IS N — DA FBAAY o 2
Je s K E BB TS

ZL:

BHEARPAFI RGN E T R E LT .

52.2 Jilk%5 N\ A At

AL EATIRSS N G2 FH

52.3 AN bt

AL EATINEN G T
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TR

S FAEATRES T TR ] OTRS AR 45 & B F Bl 250 3 1 2 AN [ 2RI 3¢ P BRI IR S5 AL 40, AT RESG 1 2 b
AN o AR AT RAEEIR S N GRS D3 ST P s AN ] ) 1 P R o RN o, HAR R T i
NETBER PRI o Iah, B TAR R B IE B O T A ERME R I T f) it fe
P AT DURYE & P AL BB AN B i e R R IE T B IR RO TIUE S 1T B, Bl n T s
RIS o i CUE 7S A » A8 RTF A% X BB Ak ] OTRS £ HEARZE <OTRS_CONFIG_*>
1 <OTRS_CURRENT_ *> K 78 | % 1 o

fEFHA T REddAT W] AMCE LU B
&Y NAE ]
— QUL T
— QU T
I NAR AT
- TR

UEAN s BP0 Zh B AEFC0R Won a4 7 B C tm] f o B i Dh B Se it ) AA8 AE MG 52 SCEAE T R
BRHIEAT B DU AR BB EE Bh A 7B o IR T LA ey G A s LA AL S A K

5 ABEM P D REAE AT S S B SIS TR S e T IR SRR WA R iRER
MR HORE P25 . -

AR AR AE L

o RN

RN

o bl

o SCARC IR SCASK H 1 TR R A RS A D
SRR H BRI IR ST A D RERPE SR AR o SIS ARvED)RERs e B AEOAE .
P

o XA R IK R RV
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o JEEAE AR R INE A .

o I E SO IR BORSE R R S e R
Hbrd

« BPURS | SCEF

o IT M55 Bt

.

« NP
ATEAR S5 A b 4k 5

< R
OTRS # -t BLA% rh (M AR AF (0 44

+ OTRSTicketForms

VEAR: 5 LT DhRERE AR

o A

o« OB

o ) ) G B

« I TBCI

o B/ sl AT

o R R

o ST ARG KIBAS %

53.1 ¥ 5 Sl

AFAT A AE ARG (0 R B/ s 20 A 7 B AR T ORBIONIE J5 HR 5 S D TR B3 4 T oh e
DU SR A SR FLE T BE -

BB/ s A 7 B AR AR VR E ST ACL MBh&FBOT I o« AR E R, THS WX SO .

BN TR AT LA ACL HLHIIY e, AT LU Pk TSR BRI 55 G el TR it o Sk SRR (0 5 il
S8 SCH T RESC AR o BRI 52 3 B B2 7 BoaT WAVERC &

BT L Bt T IhRE AT DATIOG IR IR A5 N D i B R B i H BRI TA) C A3 I E) L RS | b
ANSCA D S SEME K H RS E) o 7R 25 6 THS AR A SO .

TR AL SOVRAE T A R rh O R S5 AN SLA AR IR F g U KK

TR SO TR AR VAR AR BRI AR b A2 B T8 A sl ok AT, DRy LS T T AR AT
BRI TAE -

53.1.1 THEE

LR )G AR B A S TR B E A e gt SRR
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B TR

A FH e B TS 0 ] T AR A Bh AR TR o BhaS T OB BBEREAL T T B AL Bha8 T ROtk
T

A« Manage Dynamic Ticket Templates
Actions List
[+] Add template NAME ATTACHMENTS COMMENT VALIDITY FRONTEND CHANGED CREATED DEI
Agentand
Peugeot ) 08/06/2019 15:50 08/06/2019 15:50
PeugeotTemplate = 0 valid Customer
Filter Template (Europe/Budapest]  (Europe/Budapest)
Interface
VW Agentand
Just start typing to filter... . 2 08/06,/2019 15:47 08/06/2019 15:47
VWTemplatel 0 Template  valid Customer (£ JBudapesi)  (E /Budapest)
urope/Budape: urope/Budape:
1 Interface = e = e
Hint VW Agent and
) 08/06/2019 15:48 08/06/2019 15:48
VWTemplate2 0 Template  valid Customer (£ e/Budapest)  (E e/Budapes)
urope/Budape: urope/Budape:
2 Interface E = B =

the form

Attention: Dynamic Fields are not needed to be
setup in the screen configuration if they are set
to be displayed for a template.

P A Bl TR B

BB A2 TR

FEf: ZORS RSN 2B A TN T OeAE MR E R A b A P

AN A B3 TR -
1. mh ZE A R i AR F2c L
2. HEMIHTB
3. wili RAFHEHL
A LGB TR -
1. FhEh A TR A2 P K — A ah A TR .
2. BT B
3. siili PRAFEL PRAF IS it
AR — A5 3 T HRRAR -
1. B ah A TR 812 (K S A P s
2. maht BN .

FEff: WRRG PN T 2B TR, 35 I A ME I i B\ 21 8 2 R A PR e 1B 2 TR .

53.1. G Gt 287



OTRS Feature Add-ons Manual, % 7i 7.0

Add Template
General:

* Name:

» Valid: | wvalid

& Frontend:  Agentand External Interface

Restrictions:

# Type:  Undlassified

* Service:

Template:

B I U S5 |;

(LNl
i
]
Ith
I
i

B
(i

Format - | Font ~ | Size - A~ A~ T, | [¢ Source Q) 1

Brand Hide
Hide

I Production Facilif Hide
ougeot Mode Hide
Peugeot Production Facilit Hide
Fle Hide

Accessories Hide

Remarks Hide
Registration Date Hide

Hide

Save or Cancel
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Edit Template

General:

* Name:

Comment:

* Valid:

# Frontend:

Restrictions:

* Type:

& Service:

Template:
Workflow:

Subject:

Attachments:

Brand:

VW Model:

VW Production Facility:
Peugeot Model:

Peugeot Production Facility:
Fuel:

Accessories:

Remarks:

Registration Date:

e b
nvaice Date:

ViWTemplatel
VW Template 1
valid

Agent and External Interface

Unclassified

VW Service

ViWWorkflowl

VW Service Request 1

B I U &5 = i= iE
Format * | Font * | Size
Qil Change

Qil Filter Change
Air Filter Change
Fluids Check

Hide

Show as mandatory
Show

Hide

Hide

Hide

Hide

Hide

Hide

Hide

Save or Save and Finish or Cancel

[ Source € 1

P 3T G BITAS T AT e
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List
NAME ATTACHMENTS | COMMENT | VALIDITY | FROMTEND | CHAMNGED
Agent and
Peugeot . 08/06/2019 15:50
PeugeotTemplate = 0 T valid Customer (Europe/Budapest)
: Interface . .
v Agent and
. 08/06/2019 15:4T7
VWTemplatel 0 Template valid Customer
|{Europe/Budapest)
1 Interface
v Agent and
N . 08/06/2019 15:48
ViWTemplate2 0 Template valid Customer
(Europe/Budapest)
2 Interface
Pl 4 IR 2 28 T BB i
A TR E

ARG A UL DEUAINS T DME I DU B o AT LS (0 BUR T BL

PR BRI AARK .
S

CREATED
08/06/2019 15:50
(Europe/Budapest)

08/06/2019 15:47
|Europe/Budapest)

08/06/2019 15:48
({Europe/Budapest)

DELETE

AR T B P AR AT R P AT, GRS PRI RS o 2 F0R SR ERE R

VERE IR B EAS IR R o O TN, R IR ZOR I T BT il A e B R T I B IE . DR TR

WA WoRfEM R .

2 BCE BRI, o QR T BOCEY AR AR BRI R AT AAE OTRS AR « A5y Be B &

TER i I TE RO A e BRI AR

Hirdi * 5 SCATAEART AR AP B 2 T RS o Bl TR m] LAAE DA S A =

YN

&I NGRIL IS PR ]

e NAE ]
M LR CAINBI RS 1 TSR
Hd5 * EFE CAS B R RIRSS
TAR LR CARINBIREH TR TARRR -

Hffs ACHREET AR R

RERITE .

T R IE s HL R HL AR A
IE3C RRE R L IR IS

B T DL SRR AN A B AN o W) BAAE BB R AN B A
ETE A TBINEN BORAEE > o AR TR AR SRR TR S BUAHE B L Wl WoR ol

sl o

B TR A=

FESCA AR AR ] OO R AT M B E - AR E BN RN, R AR OTRS ARAEINAZE o £ “Us

IR “GaER” B A B T AR
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Reference

You can use the following tags:

<OTRS_CURRENT_*>
Options of the current user who requested this action (e. g. <0TRS CURRENT UserFirstname:).

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

Example template:
From: "=0TRS CURRENT UserFirstMName="

Server: "<0TRS CONFIG FQDN="

K 5: BT R AR &

%0, A5 & <OTRS_TICKET TicketNumbers> § R T ML=, RUFFMASUFNE .

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAPREEY N -

Ticket#2018101042000012

53.1.2 @5 FaE %0

ABIRATALKe 1) 22 GEAN I K S TE A

TR S

GG > RGURAS IR A T @ s .

T H BRI S

Missing DTT assignment for CustomerGroup U1 —AN1 AT 3 Bo AR I T Hos H 7 s, nT BUE 7

I AR A BT B 0 1E SR A g RIS

A ENCE T AN (TR B TERAT BT A

1.

AN

3 RENCE DR o
75 SN % $ OTRSTicketForms .
7E S S5 Core — DynamicTicketTemplate .

JEH Ticket::DynamicTicketTemplate: :CustomerGroup: :Notify W » LMBELER FAMEH
FEAR G T BN R AL A .

K5 N & F 23 NE| Ticket : :DynamicTicketTemplate: :CustomerGroup: : NotifyAgents

BN o Y P AEAE B 11 G N G T, BRI SS R A RS R g .
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53.1.3 H1 /" « HHIfH
SRR , KR PG FUE F P L AR A b SR — A iR

AT R 24

FEFH L DR nDRg A BB TR IS s o ZA L aE . BT E RGN 3)

S THBR— AN BRBERALT M AR EAR sh8 TR Hftdp .

A Manage Dynamic Ticket Template-Group Relations
Filter for Dynamic Ticket Templates Overview
Just start typing to filter.. DYNAMIC TICKET TEMPLATES GROUPS
PeugeotTemplate admin
VWTemplatel PeugeotCustomer
Filter for Groups VWTemplate2 stats

users
Just start typing to filter...

Hint
When certain SysConfig options are enabled
dynamic ticket templates can be assigned to

groups.

K 6: B BN T HAMR-4 28 &

EHENA TR ARR

ARG LS 2 — A TR, 3 PAT LT #RA4F
1. s Zha T RBRS I A Bh s TR .
2. LRI AN A TRBR A .
3. wiili PRAFEL PRAF IS8 Al

Change Group Relations for Dynamic Ticket Template PeugeotTemplate

GROUPS ACTIVE

admin
PeugeotCustomer
stats

Lsers

Save or Save and finish or Cancel

7: BB TR IR R
O LB A TR IS — N TE AT LT 484
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1. midy AR A4
2. WEFEBII LA BN TR .
3. sy TRAFEL PRAFIF 58 AL

Change Dynamic Ticket Template Relations for Group PeugeotCustomer

DYNAMIC TICKET TEMPLATES ACTIVE
PeugeotTemplate
ViWTemplatel

VWTemplate2

Save or Save and Finish or Cancel

8: B AL I 3h & TR G &

VEMf: WERARGEHISIN T 2l TR ek al , R T BN SR A A4 FK RO AT A P A HE A 4Rk 2 130
A& TR A -

A LRI ZEPA BT 4 % A s T B AL o A, Siliah s TRty R B 4L,
S5 HISLHBFT T G SRR B 4E 0 A7 5

it AN TR BERAUR R IEE] SR BRAEI0 R B .

53.1.4 Bk

XTIl JATPRAE 5 B/ s a2 7 B s B M IR 7B (E e R sl B ACL .

VEAR: BRSNS T BT LU e ACL MUNES A A > (R IAEAE I E ACL (15 DL F IR, Jf
FER S 7 ZAE A REAR S, e ACL 1B — 6 -

i

JT B oR A A T R OB KR A& W I oRE, B oA DL O R G R E R E
Ticket::Frontend: :AgentTicketPhone###DynamicField " Mk B & HiF THRP T A&
TR EEHEET R

Brand — 0 - Disabled

VWModel — 0 - Disabled
VWProductionFacility — 0 - Disabled
PeugeotModel — 0 - Disabled
PeugeotProductionFacility — 0 - Disabled
Fuel — 0 - Disabled

Accessories — 0 - Disabled

Remarks — 0 - Disabled

(M ITgREE)
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(£ k)

RegistrationDate — 0 - Disabled
InvoiceDate — 0 - Disabled

BT XA TR, AR E TR RURIIRSS o WRBROATOL T ARBER XL RE » W /ETT R ke
BIARATEL R A8

A SO TR IR 55 T fE «

BB RGEE A

2. 11 PN R OTRS «

3. FHiE| AU T Core — Ticket .

4. [ MEYBIWE Ticket::Service HHHE »
5. |n] FRDNB W E Ticket: :Type FEHE -

—_

WM RGO T ITSM B ad, I Leb 10 2 A T IR -

BB AN 53 SIS TR R AR 55 DR -

R RGECE R .

- AE SRR TR .

. FESHUM T S/ Frontend — External — View — TicketCreate .

W N =

4. W FEHFEE ExternalFrontend: : TicketCreate###Service HAHE -
5. In) N334 E ExternalFrontend: : TicketCreate###Ticket Type MY »
B LIRSS
» Peugeot Service
* VW Service

JIAT 25 R AR SR DO RE K 2 TP AT A Bbmac A BRI SS

A 1) B b
I R H bR
o WIRPTIENRS & VW Service » 3 H Tk T HBMHRE VW Template 1, W T 5K BN UTF PR «

ES VW Service Request 1

1E3C
— SRR
— B ETE 2%
- P S IETE A
— WA

IBFE

= — VWModel: nJ L H 2434

— VWProductionFacility: A ML
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« WARPTERS L VW Service , Ff HFTik )z THEHE VW Template 2, T T F N AR Fioss -

ER VW Service Request 2
1E3C 36 ) BEEATF i i LA T i
ETB

— VWModel: ] ik

— Accessories: AJ UL H 54
— Remarks: A I,

— RegistationDate: AL
— InvoiceDate: AJJL

o W1 SREE IR SS S Peugeot Service , ) T 23 B 25ALL T

ES Peugeot Service Request
£ g U DL ) R
;METE

— PeugeotModel: AJ L

— PeugeotProductionFacility: H]
I,

— Fuel: AJ AL

B A TR

B A TR

1. EEH RS TR g, TP i ik

2. RUTRZEAE R S IR R

3. WL WIHTFE .

4, piihi TRAFHH o
WA ORI T e shA& B, MR R s s EE AR i B B P BB 2 B o« AN HL, (A5
WA » R T e B BR B O BRI T .
ITSM B A0, g B ek Rk BN A& 7 B ok R FE ST ey IR SRR P BE R e AT > VAR R 1R
AW REEAT AT WA T I e B DRI e AT BE R B 1) — 35 4302 S o [RIRE s ATATARIL A PRI
A T-BA S BRTERGER BT
Z: W,
TIRBNATBOET AN WS POE 727 ST B R RN R P EENST B . W &TBILIE
Mg > I HL R A B
LR R B VW Template 1 5h75 TR -
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T-BAK JiEd
2 ViWTemplatel
ERE VW Template 1
A A
HI Jiig 55 N AN 51 Gt
Jk 5% VW Service
ES VW Service Request 1
I - LY
o SEHMLIHIETE A%
o WA TIRTE A
I G R
[iiRER
Brand [5F:
ViiMode 1 SRRy DA
ViiProductionFacility [T%N
PeugeotModel [5F
PeugeotProductionFacility [ ik
Fuel (5T
Accessories [(5F:
Remarks [T
N (5P
InvoiceDate [5F
f#FH LA $0dii 60 VW Template 2 57 T AR «
TR i
AR VWTemplate2
R VW Template 2
HU H
T S 55 N G FARN 51 F i
KA AR
k%% VW Service
S VW Service Request 2
1E3X JIrat Y BRI T LA ]
IiRER
Brand [5F:
ViMode 1 WoR
VWProductionFacility [5F:
PeugeotModel [BF
PeugeotProductionFacility | K&
Fuel [E¥
Accessories W A IH
Remarks BoR
VN W
InvoiceDate 5%

i FH LU R 85 61 i Peugeot Template 2125 T FASAR «
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Chapter 53. T L&




OTRS Feature Add-ons Manual, % i 7.0

F-BLA R (]

LS PeugeotTemplate
R Peugeot Template

A B

HIr NGRS YN AR ]
FAY KIrR

55 Peugeot Service

ST Peugeot Service Request
1E3C g RS DL )
IiRER

Brand F& R,

ViiMode 1 e ek
VWProductionFacility [5F

PeugeotModel 5%
PeugeotProductionFacility | BJ/~

Fuel 5%

Accessories RE i,

Remarks [TV

N H R

InvoiceDate BN

Wi sh & TR

— HARGH S T AN B AR T DU EAT

Hfd: YAk C UserlD 1) % 20% ACL BRI

ARG A B3 TR -

1.

FL AU TSR AR P S TR L

A BB Sha TR « BRSO » BRI, k£ TR MIR S5 1 2 2 &
BB HZARE .

- FHELU N s U A%

« KA RIPK

« %P Customer 1
« FB\F . Misc

« k% : VW Service

3. S TR Bk Ashh VW Template 1 A1 VW Template 2 175 .

6.

TEFEREANN IR A T OB i i T R A B I 2 R T UL

BUER T i e ds Bk Peugeot Service o TV EM A% TSI IR A5 B2 458 LT M PRIt
1 BB b Bk PR

K 2B BT LU TSRS S UM A R AT LR AR

U SE B it iy AREA T, 450 O P S T B BA BN B OB TR s O AR AT

RO E SO T Bt > — FUE SCT B, (8] DAEAR AT TR Qe s A S, (EOR WERORIE SRR, 1575
BB LA A DA T B B DLRBCRON 7 B E.

53.1.
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BN TR 24

XFT bR s AT PR BT b e X Peugeot Template -
HA WSS B0 H b S e M G e 8ss T .
HERE R

1.

_
—

12.
13.
14.
15.

© © ® N o o kDb

R RAEE DR

11 RN R OTRS .

1E i F 4 Core — Customer .

I P&z E CustomerGroupSupport A HAE .

75 SN % $ OTRSTicketForms .

1S F L% Core — DynamicTicketTemplate

o) MBI E Ticket: :DynamicTicketTemplate: :CustomerGroup H/BHE -
BB T SR 208 B R RE

B2 Peugeot Customer .

HERVE OIS 5 AR

. ¥ Customer 1 %% /" /3 liL%y Peugeot Customer 4 .

FeRE I RPN ShA TR A bR

# Peugeot Customer /3 lii4: Peugeot Template 54

LA Customer 1 % 2 S 6 s AMB N G154 HT > IFAIEE—ASF L

4 T S T T A B R A5 AT LU - WA, TR ORI N B, RSt B TS
¥4 Peugeot Service .

AT DL B IR REE  (HAREAREI T, BRATEAEH IX LT kv R nT DUB SLAR B BN B -
Z L

W — AN BAT 5y BRI HLE T 73800 D)) LA sk vAs i 6 Mg 4 N B85 388 e 1 S0k e SR IE % .
It VAR R G BRI T OE A AR, 9wt Missing DTT assignment for CustomerGroup 8411 .

53.

1.5 S T BN T AR R

XA s AT TR FH SR E L) VW Template 1«
F bR 20 AT AR 58 13078 T B BB T PRIk S0 e SR T8 AR o

Z:
TR AR SRS A 2 BR A B 1 P A

B — AT AR

o ZF: VWwWorkflowl

« R : VW workflow 1

« HR: AR

o MEANAE SRS -

A — A TARRES

298
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« ZFR: HHHLMATSS

« FB\F . Misc

« T -

o M : -

o ik . S

o B -

« RSEG: 3 IEH
B A TARRAT S5

o« ZFR: HHHLIMIEE TS

« FIBAAI . Misc

« i -

o MM SEHALIAT S5

o A . SEHALIHIERE A%

o« B -

o LS 3 IEW
BT A — A TARRATS

o ZFR: BT IEE A

« FB\F: Misc

« i -

o« AU : -

o ik R R A

o« B -

« RS 3 IEH
BT A — A TARRATESS

« BFR: WA

« FIBAFI . Misc

< A -

o OB . SEHALIMAESS

o A KA T WA

« WA -

« R 4

VEAR: 22l TR I B 1 TARU AR 2y s B G B e b 2 s S I T

PO T8 T AR LA B A T HBAR
1. FEEH RS TR g, FTHFahA T Atk
2. il VW Template 1 Fb 42 FREAT S o
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3. K LR F BB E ) VW Workflow 1 .
4. siihi IRAFER «
A B R T AR -
1. Bl SRS TS B b ) 7 i L TS AT

2. WHLT B T TAERTB o T BOUERME R, ANREAE T e b b ok, HAEEshA T
BB E P R o B T AE AR TN S 0 T T AR SRR I A AR

3. HBLUF #ds i s Rtk
o R KK
« SkH% /" : Customer 1
« k% : VW Service
« ZhA TR VW Template 1
EFE VW Template 1 2 J5 > THTAERT-BO4E VW Template 1 IH7E «
HERELIHTFBOMHEL TR .
QU TIPS 70 BF S TUUHS FRE 0 DX 3 By T 9 g LAST T8 o
PR, WG E BCE BRI, AR R T AR s A Bk, IR DU R A .
IR TR B S VW Workflow 1 T8 T ARG H & URAE 5 TF] .

© N o o A

53.2 JZ5 N\ Gi St

AR EAT RS N GG

ZL:
FEE LD S — R AN H R .

53.3 SMEBA BT

ARAEALAT AN I
Z L
PRI DL S — B — AR R .
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TR R

KA A Web IR T WASH i HFE P TicketCreate Ml TicketUpdate HITNRE «
AIENR S5 R 4 3

.« HHE
OTRS A0 L3 h I 40 44 FR

» OTRSTicketInvoker

54.1 &3 5 Sh

AR IV B R EER N Web R4 157 25 DARC 2 8 AR
54.1.1 WM BsIML

ALK BTN (T R FEvR N 5] Web JIR 2565 1 5E 1) I REFE 4y

Web fI5%

AP G IR S R BB I FIRESY o AR 73R A I $0 0 I RE R 4T 0T — AN B ih e
HEH .

SRR

TicketCreate fl TicketUpdate YA il i S T8 1D A& 4F 1D iR 9] 58 1 T 5 FI5 1F 4K
5 o

A% G & R fE web JIRSS o A5
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my SResult
Data => {

TicketID => 123,

ArticleID => 123,

STnvokerObject->PrepareRequest (

b
)i

# data payload

# optional

TR ETR -
{
Data => {
Ticket => {
Title => 'some ticket title',
Queue => 'some gqueue name',
Lock => 'some lock name', # optional
Type => 'some type name', # optional
Service => 'some service name', # optional
SLA => 'some SLA name', # optional
State => 'some state name',
Priority => 'some priority name',
Owner => 'some user login', # optional
Responsible => 'some user login', # optional
CustomerUser => 'some customer user login',
PendingTime { # optional
Year => 2011,
Month => 12
Day => 03,
Hour => 23,
Minute => 05,
}I
}!
Article => {
SenderType => 'some sender type name', # optional
AutoResponseType => 'some auto response type', # optional
From => 'some from string', # optional
Subject => 'some subject',
Body => 'some body'
ContentType => 'some content type', # ContentType ory
—~MimeType and Charset 1s required
MimeType => 'some mime type',
Charset => 'some charset',
TimeUnit => 123, # optional
}!
DynamicField => [ # optional
{
Name => 'some name',
Value => 'Value', # value type.

—depends on the dynamic field
)
#

1
Attachment => [

{

(R aRZE)
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(8 k1)
Content => 'content' # base64 encoded
ContentType => 'some content type'
Filename => 'some fine name'

T AR A G A 1D, R IR B T R i (5 1

W RWHEFASRPIEA R e ERShETFB, FAFRAEAE TicketCreate Ml TicketUpdate A
AbBREAT A AR T B

A HH K (K e 2 L Dk s

XA 8 T RUE GRS I TR 7B AR 7 Belish & 7 B o Jehh, 3 m] LUZ AR A28
R A AT NS BBEAT I

AT UAFEREA U PR BC B P AN R (R DB AR T, IR AE A% I SRE BEE A o
AN L BRI, WTDME LU W o b R S I T BRI B .

3 FH I R e dts
PRR* BEBHE I AR o T LAAE T B A AMEATR A 74T RS PR R o AR s AE R N

e

A e B EAINE AR o O TN, R SR ZORE I T BOR S i A e B R T R B E . DDA TR
B B MR .
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Invoker Details

General invoker data

* Name:

The name is typically used to call up an operation of a remote web service.

Description:

Invoker backend: | Ticket:TicketCreate

This OTRS invoker backend module will be called to prepare the data to be sent to the
remote system, and to process its response data.

Settings for outgoing request data

Ticket fields: | CustemerUser || Lock [ Owner " and 9 more.. @&

Only the selected ticket fields will be considered for the request data.

Article fields: | Attachment ) Body [ Charset [ and & more... @

Only the selected article fields will be considered for the request data.

Ticket dynamic fields: | Car [] ITSMCriticality || and 26 more... &

Only the selected ticket dynamic fields will be considered for the request data.

Article dynamic fields:

Only the selected article dynamic fields will be considered for the request data.

Number of articles:

The outgoing request data will only contain the configured number of articles. If left
empty, only 1 article will be sent.

Communication channels:

The outgoing request data will only consider articles of the selected communication
channels. If left empty, articles created by all communication channels will be used.

Customer visibility: | Misible and invisible

The outgoing request data will only consider articles created with the selected customer
visibility.

Sender Types:

The outgoing request data will only consider articles created by the selected sender types.
If left empty, articles created by all sender types will be used.

Mapping

Mapping for outgoing request data:

The data from the invoker of OTRS will be processed by this mapping, to transform it to
the kind of data the remote system expects.

Mapping for incoming response data:

The response data will be processed by this mapping, to transform it to the kind of data
the invoker of OTRS expects.
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HAFIE A SR AR G S Pl 5 RIE (A 1F o WOR S A AT A R e s .
AT ILRE AR H R SR A R % AL Tk Bl LR B R A

KA NIEIY ATt SR ARG R 2% RS R 58 (K R M ARG IR A o W RO B s, RS P A R RN
FAUGIERIEF: -

Sh)

WS S R SR A VA PR P ) et s 4 o SR EA T AR B, DICR S O R 2R e P ) i o Y
AR N\ St SRR i N S A S o A EAT AR L S LUK JL RS 1 PR P 30 B2 K B 2 2

A N Wi K 11 e

AT LLREAE A S (R RE L6 S50 40 1 B R A7 B AR M B A& 7B o T DLZEREN I TR 3 i 3 v AN [R] 1 T D 2R3 101

AR T ID 2 7B W& RGP AT TR 7 BUN P e o WERESE TIXFER8has 7B WA
TRERGHMUN T 1D, IR R AE T IE I Bh &7 BUF

THREETE WS RGP AT TR 7 BN 25 o P I 5E (K3h 257 BLC AEm N s il R
THAE D HOR AT BIA MBS T B .

M 7 S50 1) 20128 7 BEAE RS CBL I ol 44 i A

<Ticket>
<DynamicField>. .</DynamicField>
</Ticket>

GUED

<Ticket>
<Article>
<DynamicField>..</DynamicField>
</Article>
</Ticket>

WINT RAEM AL GenericInterface: :Invoker: :Settings: :ResponseDynamicField, 1EN
S, 55 R S ) I B8 (R 45 58 1D Il - B M o i SR AN 2 i i AR GUEAS N - U A
‘B I HANECE AN R IATH] !

AT A A
FF BCE SRR b AOX AN R

AN b Ay BRI AT TR SRR, AR5l + fHL . D Rk ds BT OTRS
Ja B P HEREALE C HERE Do [FD SR SR A Web 15 R W1 1R AR B .

R bR Sk

R AThfitiL 5 STORM powered by OTRS™ 4544 [ «
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I DyRE ALV AT HTTPREST M HTTP::SOAP 1] Web Jk 5% i) tH 3l 18 5 ¥ BAT & HTTP #5k ( Requester
HRAN Provider WiR: D, BT BN BAR K DIHE

75 AR E > BUAE W] LUE A SRS C ) Web [ 55 IO REAS H st 5 el 1R AR It O M Il I RE /4
YRR bRk C AR ARG I R RE P AR A I A B e

Pk R SRVFAERC BRI AP AE ] — I IR LR F R B B AR Sk TS A~ JE I E ARk

T Al W, S bR Sk g B ab . RO L W DL AR R SR E P o i ] W

n GenericInterface::Invoker: :OutboundHeaderBlacklist F GenericlInter-—
face: :Operation: :OutboundHeaderBlacklist B FHIE AR LFIFR o

VMR AT AR BROIN o A Sk D BE 2 SCRIRR KA AR TAE » IR IR S50 SR AR e A4 e 2 ) T 2 210
IfE

54.2 flz55 N\ At

AL EAT MRS N G S

54.3 HMEEA b1 7t

AL EATINN G T
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HTTP::REST
HTTP::SOAP

CHAPTER D5

TR NS

AN Dy BEAR A S RS A1 G T A IR TR 7 Jodls B Sk TSRS 2 LERN A o 72 OTRS [ bRHERRAS
AT DO I AR 2 A H T P kB TS A B TR SE R SE SRR e

LR RERE G TR AR GENC B 8 SN AR LS AT BA IR S o i, W] LU SCRLe P 48K
Ko P EAATN TN ANEEIRIAS AR 7 ot i m ] LAST B S AT AR B

AT LAh TRRR e OGRS i [ @l THEEEHL, DA LS T8 1 3 31— ZCHRFRA A
P
o SLHPACEE T A .
o FRAE AT EOE SR OREE A IE RIS A B0 .
o 5FFHEAHL, 58 TIHE
HFr4H
o AN IT MRS
o BRRY AL
. s
« BIURSS
- BHRE
AR S5 R 4 3
OTRS WA Hu & B A% b (W A A F (0 44
+ OTRSTicketQueueSelection
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55.1 ¥ 5 Ll

AR RATE P HA] DURE R AT R T s P i i) T 2SI

T LU# i B OTRSTicketQueueSelection: :Configuration Nt & A4 o BRI LR, H2LL
Gy T oy R A/ e P P B, DLACEATE R IE WA W BUAME o nT T T = P 1)
Btszii s OTRS H i 7 BLUGHL -

55.1.1 /Rl
IR Rty P 2R DG AE ) 78 TR IR TR M TR AT 3 S A B RS B e IR H ARBA
5
FONB B IARECA Test 1T PARC & AN LUK AR 30 3 Junk BAA
1. %3] REHCE 5
2. 1& SRR k£ OTRSTicketQueueSelection .
3. FHEBIFHIK ) Core — Ticket .
4. }TIF OTRSTicketQueueSelection: :Configuration W& T o
5. #iN Junk YENEE, B\ Ticket::Title='"Test$' EANE -
6. Gl — MRy Test (1) TH, FEE A THESRIEENNEL R .

WAz > AT Z LR T nZ UL i A REHe A2 21 Junk FAY o W SR TGS 2 RN, w LUK EA T4
BN —AWETBUR I FAHE R, il

Ticket::Title='"Test$';CustomerUser: :UserFirstname='"John$"';
—CustomerUser: :UserLastname="'"DoeS$"'

RGN FNEAE R AND 25t » DRI T I s JUOU) - 1 iy 75 B S bR A 4 2F R 7 FH P 4R UE D > BA
%R 3] Junk BAF) .

N ET LA F T8 JE M Ticket : i <Attribute> B H ) JETE CustomerUser: : <Attribute> o

55.2 k%5 N\ At

AL EATIRSS N G2 FH

55.3 AN D3 St

AL EATINEN LT
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CHAPTER D6
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56.1 ¥ 5 Ll

AAF AL BAT B L OIS

A B AT ReAAE , D AUH I RGN E RS FhiyE

A EPARZ N A
1. ¥ RGN E B4

2. 18 SN B OTRSTicketTimeUnitDropdown .

3. 1E SR L% Frontend — Agent .

4. TR, WO L TN SN R R IRE
A BAF 1A 58 SUI ] PRAYT «

1. ¥ SRR S SOk e SN TR) B 2 FR

2. fE WEBTA AT RERIME , P —TUE IR C B2 ) 55 “BUE BAE T AR BoRIAR4E .

AU ERIAGEE DL K v B I DI A AR AT AT S8 B AR  BEA BeE B

AR P IUGIERE -

FEOME o BN AE T BRI R

BUAEFT T B 2 Pl % T 0 o e A G D A PO A 55 A DA T BRI TR B, A P /NI A0 23 4 iz 471

FERUBLE I HAL, AN TBE

56.2 k55 A\ b1 7t

AT AR I ] BN - BUFA O T RIAIER o N RIBIER AT LIRS O S MR SERCE T ECE

A7 LA P R I ) B TR R 81
1. FTTF 9 Al T PR 5 ek BT i HL e B A IS TR PR
2. [n) RSN BN PR IR A I A AL B .

56.3 HMESA 61 At

AFAF L EAT SN G2 T
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o IpRY Ly
« Jegs4
ek S B bk E
« A
OTRS WAt & B A% vh (W A F (0 44
» OTRSTicketWatchlist

TEfR: 5 LT ShRERPE AR
« FRHITHR

57.1 5P 5 Al

AHAT AL BAT B PO ST

WL Ticket::Watchlist WHERAMIIGE - T ¥ INA BE%Jﬁ%%Eﬁéﬁ’ WHE RSN E 6L
Ticket::WatchlistGroup W& . BRATHM T BrE H - #a] LAER sk h i

A LAE TR S D E SOORIEARE AN

57.1.1 A5 A A1

FTE R A AE N R AR AR IR R SR .

IR S

AEAELRE LR A N 2 R %%
o KIFNERMRSS N G 1H %0
o RIEFNEF S E T
o K RE R AN
o RIEFNERPTA AL T
o IR B A AL B 5 %
o RIEFFARAS AL Tl 01
o TSGR NG MR A
A BTG IX ST A
1. BRI P G A N e .
2. WL watchlist JFLMEEAN .
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57.2 x5 N\ a ATl

BN AT REARAT . o5 NGl LLRIEE RTESIZR , JF AT AR R AR ARl I A AT
FAEFNFAT LA & B PR AR T, JF AT ORE 873 Bi s Je FRECR I RUE B IR

57.2.1 T

A EAE TRPERS DR L3R4 T T SGESIRASE M, JFESQES RN T8 PG 4

TR

AP A A T BN  8 E A R ks B M ORTE SR B o WERAEAT AT I B B T, ) T
LiRES W TP

TSR

CIAAT )T > REAE TS SR I A B ST
FRUEFIFR W] LIOE R SR IO TR U4 SRR o BeAh s AT BLA SRR FR R i TR

Watchlists for Ticket: 2015071510123456 - Welcome to OTRS!

Cancel & close

List

WATCHLIST ACTION
Order Delete

X Close this window

B A ST B 36
Bl BRVER R AN INEERE o K TN N B RE B OGVESIFE o IS IR SE O B ER . O BT ROk A
Jaawm .

Fly ARSI IR R, DAL 2 (K OGTE SR IR T8 o MR BERRE SE o d i, JF HLT s
25 5 MBS -

SEMGREIESIR G, R A 1 .

FAEFNPTME A ST AT DUAESQUE R O TR BB SR - ik, RS N e 0T i T, i b
PRI e R SV ES R — .

W DG TR CIRMBDQES IR, S RIicA v i .

PEMEE PB4 THATIRE
PEMEINIR) B E W MR ) H IR A] o
REMFIR W RBIRFEFRIESIE
#E AERREESCA IS AN
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Watchlist Reminder for Ticket: 2015071510123456 - Welcome to OTRS!
Cancel & close

Options
No

08~ || 09~ | 2019 v 8| 15v|osv

Order

# Submit

K 2: TSI A R Pl B

LRSS N ERT RSP Qe B A

RUEFIR & TR E MRS N 5t o WTLUR SRS S BIOCIE AT P B h i ) — DRSS N 1 o R SRUEDIR
B sh B H AR N G, R shitng .

FEIXFPEOL » WEROUES IR P A BT, AR B S0 5 F Bl AN ] o e R e o o I 20
JHERGE s IF AAN SR L THRASCH OTRS FHebr2: ( WRAT » WIEAIRZ B JOMER O, P fid
KGR A LT

ERINE) VB R LB NS watchlistMoveNotification ZHRAF o B 50 A A B 0 2[5 —ZF 45 1) H
B T B 8 BH A R X A 5 T RUAR G OTRS B RERRZE .

A48 52 B R SS N B3 BE AT AT U 1) A 2 1P e A R A sRATS T 1) TRy, A2 ROEIREER .
RIS N VR T e — NG sh 3 o WA PR 26—k o
KA R B

A8 B3 T LU BEOGVE B3R o QVESARAY BEBR A2 ) A T RS ) OQVE SR AT BESE ST A, vy LU
AT EEE IR EARAEH .

Watchlist Management: Overview

Actions Watchlists
[+] Create new watchlist WATCHLIST NAME AGENT ARTICLE NOTIFY CUSTOMERARTICLE NOTIFY OWMER CHANGE NOTIFY QUEUE CHANGE NOTIFY
Order Yes
] 30 R AI A B
E]
P I - 0% .
EHOCHEAR

AN RIEFK -
1. R ZEMEARE P BRI SRR AL
2. HE BT B
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3. sl $RATHH .

Watchlist data

General
* Watchlist Name:

Notify on
No
No
No
No
No

& Submit or Cancel

Kl 4: IS I 53K B4
PR AN AR T
1. FEIE B 2R o sl — AN A .
2. fEME R AR T8,

Ticket list
TICKET# CUSTOMERID TITLE QUEUE STATE PRIORITY WATCHED SINCE LAST CHANGE
_ Welcome 3 08/09/2019 14:25 11/11/2018 15:29
2015071510123456 Raw new
to OTRS! normal (Europe/Budapest] = (Europe/Budapest)

SEHPSIRIFSeEEyiE

A B RTES IR

1. FERTEZRG B Bl — AN SGEFIE

2. T ZE LA 1 Gl DS R AL A

3. BB .

4. i PRSI -
AN A FRIEFNELARIRE T«

1. AEGEFIRNG b il — A IGESIRR .

2. Bl e AR RIES IR SR IR T 444 -

3. MFIERHESE RS N T

4. il PRI .
A B EOE SR ITATH
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Watchlist data

General
# Watchlist Name:  Order
Notify on
Yes
No
No
No

Yes

Target State closed successful | and 1 more... -

R Submit or Cancel

6: RIS R G

Watchlist deputies

B Submit or Cancel

7 RIEVVRET B
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1. FERTEFRG B il AN SR

2. i e MR K OGS R P A 124
3. WA AIESE— DRSS N B .

4. i PRSI -

Watchlist owner

Admin OTRS

& Submit or Cancel

Kl 8: JESN R i

Bty AT MRS N DR T U7 IR DGR

A EMNSIESN LR T TIRBIZR, WERAT LR #AE
1. FERTEZRG B Bl — AN SGEFIE
2. R /e MAAE A G TSR AL A
3. PR .
4. g A .
5. B SCAFPRAFAE S RGP AT E

Watchlist export

Csv

& Export or Cancel

Bl 9: SGEAIR T e

BB —AN KA -
1. KA F3E Bh sl — AN S
2. sk e MR v iy R DG A R L
3. s IAKTERE ) i A LA .
FTRAAE TS Bfe B4 s in B 5GH: 51 R s R 1) R i sk C s

FAEF R BE,

AN e A UL DU T LDME I DU IR o AT A S (0P BUR U BL

FRALFIRAFR * WHRBMIAIR o W] LIE T B R MBS 74T, A RS FRENE R o 80K 2o
ERERAR T .

B Rss N SUEE AEIRSS A SUR R IR N 2 CAE SUE SRR P 0 TR, SR B0l 0 A R BT,

EHA T
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Watchlist Management: Details - Order

Actions Ticket list
4 Go to overview TICKET# CUSTOMERID ~ TITLE QUEUE | STATE | PRIORITY = WATCHED SINCE LAST CHANGE
IS0 (A5 T012 320 Welcome o new 3 08/09/2019 14:25 11/11/2018 15:29
i i 2 2
= Edit waichitst ! to OTRS! normal (Europe/Budapest)  (Europe/Budapest)
* Assign deputies to watchlist
- Change watchlist owner
£ Export ticket list
W Delete watchlist

Pl 10: BRI 2104

B S 2% RSN U GRS PRI R NOE AN RTE SR BT & WA 2
BPrA#E MOBINEIDESIR K TR EATH AN WUERNIE R OTESIR AT WA 2
BN BRI BORES IR N TR O s RIS, WU NI FIORES IR A MBE N
BIPIRAS S IR DGR I T RS SO, R NGB ROGEFIRITA# . WEER 2

HARIRA AR SRR (KR AR s T 1 SHOIRATE AN o S HRIR A S E 1) HFRIRASITEC, , A4 R IEIRE
SH AN .

WSROI B B 2, I BUA N 5 5B
RIEIR T F S ICRIT A ORI RCE A o HARRAS I B AV OGESIR T A # T, BT o
HHIAN S BB B R AZIRAE IR S5 N 5L
%

AT RUAE RS P B3 ST A 1 L R R S R TR Y A

57.3 SN DS

AR EATINEN T
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FEAS NASCRARAN B v AR AR 2 FEAT 55
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o FEBLA LA P ANRE SR B0 8 TR .
o —AMES AT AR AL .
o TARGABEAEMRSS N LSt R 3)
PE
o IREEIRSS N DL
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HArA
o IT Hss e B
« NIt
o Gxfil
« WERIT
ALEMR S B b 4k E
-
OTRS Wl BlLas b (1 AR AF . 42
» OTRSTicketWorkflow

T ADyResFR AT AT OTRS:ITSM Al .

58.1 ¥ b1 Sl
GIERRHLG » RGOS I B SR A FHT 1) & 1 AR

58.1.1 T H&H

CEARRAF G 5 R ) THAREAI —DPeIRZS, IR B R i g TR B A bRt — NPt T T
YRR -

W&

LRG> R RGP RIS TR AR

BrveREs

RS HOR MM BAT AR AT RO TR B T RS, RS Z “OMBR” B8 . “CMER” &R T

FARTTIL, f HAS AR R AL o “TUHBR” A2 B E R T e R .
MAIEAES TR, TR R R E P SO WIS PR s B B IR .

THRTAER
AL DR 7 RGN I TARRAME S o T8 TAR U B GR A TR BB A T T ARS R w1 o
BT T AR IRUASAR

A BRI — N LB AR RABAR -
1. Rl ZE MR b 1) A0 AR R o
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« Ticket workflow templates
Actions List of ticket workflow templates
@ NAME COMMENT VALIDITY CHANGED CREATED
Viwworkflowl = VWworkflowl  wvalid 08/10/2019 10:20 (Europe/Budapest) 08/10/2019 10:20 (Europe/Budapest)
[+] Add workFlow

B 1 TR T AR SR
Add ticket workflow template

= Mame:

» Validity: valid

x Comment:

Save or Cancel

B 2: S I A SRR 5

3. sl PRAFFEHL -

i TCEAARGEH MR T TARRUBIR o« H Rl R A B s B Jo R i i TR AT EAT .

LEAE TR ARSI PR (5 B4 21 PSR I
1. B T TARGUBAR 51138 P ) — A A AR SRR o
A B YN LB AR RS -
1. P TR T AR S P 1) — S TR AR SRR
2. h ZEMALAE A Y gl T AR -
3. BB -
4. i PRAF R DRAT TS A%
A LG R AT 55 A5 I+
1. Bk TR TARUBAR 51138 P ) — A T AR SRR -
2. i e AR () G BEEAT 55 R % AL
3. A A s N s ERAE S5 .
4. widhi ORAFE ORAFIFSE A% AL
A ERAT AN B T AR, WEAT DUR #R4E
1. Bl TR AR AR S b A T AR SRAAR .
2. i ZE MRS R IR S AT 55 4
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_ Ticket workflow templates
Actions
4 Go to overview
= Edit workFlow
of Edit task dependencies
[+] Add task
wal Clone tasks

Template "ViWWorkflowl"

Ticket workflow template
lame:  VWWorkflowl
Comment: VW workflow 1

valid

Tasks of ticket workflow template

NAME DEPENDENCY
Air Filter Change Task
Fluids Check 0Oil Change Task

0Oil Change Task

Oil Filter Change Task 0Oil Change Task

3: T T AR SR S D

Edit ticket workflow template VWWorkflowl

= Name:

* Validity:

* Comment:

Ticket workflow template

Tasks of ticket workflow template

MAME

Air Filter Change Task
Fluids Check

Oil Change Task

Oil Filter Change Task

ViWorkflow1

valid

VW workflow 1

Save or Save and Finish or Cancel

4: G AR SR B R

Ywworkflowl
VW workflow 1

valid

DEPEMNDEMNCY

QilChange Task

OilChange Task

Save or Sawve and finish or Cancel

P 52 G T AR AR AT 55 e 0 o

QUEUE OWNER
Misc
Misc
Misc
Misc

QUEUE OWMER
Misc
Misc
Misc
Misc
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3. HELHTE .
4. riah ORAFEHL -

Add task to ticket workflow ternplate ViWWorkflowl

* Name:

& Toqueue: | Junk

# Description: B I U S| ;= :=

Format o Font

A- - T, | [a Source

1wvery low

Save or Cancel

(]

m
[}
ik
i
B
I

Kl 6: I LA AR RAT 55 b

A EAE T AR SR h AL A5 I PRANAS S T PAT LR 44

1. P TR TAR BR3P 1) — S TR T AR SRR
2. PR IIR M MES -

A B G A TR AR R P ) MESS

1. Bl TR T AR 1 P 1) — S TR AR SRR
PSSR AN AMES

s ML B G AT 55 444

BB
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a Ticket workflow templates Template "vWWorkflow1" Task "0il Change Task"
Actions Task of ticket workflow template Viwworkflowl
‘ ETTLEED Name: Oil Change Task
& Go back to workflow To queue: Misc
= Edit task Owner:
- TEmEE Ent ion: Change the oil

v 3normal

Task dependency

7: TR TARRAESS VA b4t

Edit task of ticket workflow template VWWorkflowl

* Name: |Cil Change Task
# To queue:  Misc
Owne

# Description: BE I U S

Format -~ | Font -

A- - T, | [0 Source Q)

Change the oil

Priority: | 3normal

Q

Save or Save and Finish or Cancel

8: G T TAFRAESS b as

4
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2. s AR SE AT 25 4
3. HELIFEL .
4. 5 ARAFH .

Add ticket workflow template

* Mame:

» Validity: valid

% Comment:

ViNWorkflowl

Save or Cancel
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Create workflow tickets for ticket: 2019080710000017 - Test
Cancel & close

Workflow Options

* Workflow:

& Submit

K 10: T8 TAER B 4s

P55 Tl I AR 55 BERRRE R U SE T8 o OB S5 Tl MO T B B B P (0 T80

T AR ST S5 R A Lk T S o TR R I ) o A7 BN U SLA TH o AR B2 IR S5 7K-F
PISC SLA YAt S (fa e, W AR el i 7 i fF A0k B a5 A .

326 Chapter 58. 1 . T {Ei



OTRS Feature Add-ons Manual, % i 7.0

58.3 SMEEA D11

AL BATINEN G T

58.3. A G 327



OTRS Feature Add-ons Manual, % 7i 7.0

328 Chapter 58. 1 . T {Ei



CHAPTER 59

IS TR) 2 v Be A

SR BEARAT A4 IE 1 WP I A 1T Bl 553 A 1 A AT A5 B0 L5 7 ) BE I TR CAOFE OTRS b AT 4 B

nE .

SEDRERAF AR 2 5 SR T ASBTAOBCRBCN R, T LRI (M BN 2 255 ( ERIET 35 ) 73
RS JERIREAI PR

HEAt s RS N 53 AT EAAE TR il s & 1 AR (], %) ] BLAEAMBN 53 At il h S E AR S - B T
XADhREdf . OTRS v UMAE T2 vt .

(WS
o BRG] F R IR T S S ORTE ] AR SORS G R .
o YRTHECAR AR AT B TR A S .
HFr4
o 1T g5 B
o PEAY L
o« RS HEMER
« Pranm
AIAER S5 A 4k 2
. HM
OTRS # -t BiLas b (1 A A F (. 44
+ OTRSTimeAccountingQuota

59.1 & 5 A

ARG T AN TIRE > R LA 207 BB I R 43 3 o

329



OTRS Feature Add-ons Manual, % 7i 7.0

59.1.1 A/ . AAFffta
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Add Customer

* CustomerlD:

x Customer:

# Valid: | wvalid

Save or Cancel
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Add quota to customer

& Time units:

Hours

Create
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Quota list
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w Add Article
* Subject:
[FAQ]
% Text: o
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Customer Information

Firstname: Tony
Lastname: Stark
Jsername: jronman
—mail: tony@stark-indust...]
“hone: 585111
Customer: Stark Industries
City: Malibu
© Dpen tickets (customer) (9]

VIP Customer

10 R BN
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