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NpeoucnoBue

[JoKyMeHT npefHa3HayeH Ans nonb3oBaTenenm OTRS:ITSM m agMUHUCTPATOPOB U
comepXuT mHhopmauunto o6 ocHoBax mcnonbioBaHus OTRS:ITSM UT-meHemxepamu,
CEPBUCHbIM MepcoHasioM (areHTamMu) U KOHEYHbIMX MOoJib30BaTeNsaAMU (KaneHTamu).
WHpopMaumsa, OTHOCALWLAACS K YCTaHOBKE, HAaCTporMke UM aAMUHUCTPUPOBAHMUIO
OTRS::ITSM npmBoAuUTCHA TONILKO B TOM CJly4ae, €C/iM OHa OT/In4aeTca OT OCHOBHOIO
npoanykTa OTRS vnum ona pyHKLMA, nMetowmxca Tobko B OTRS::ITSM.

HecMoTps Ha MHOrMx MHOrMe 4acbl paboTbl, Mope Yalek Kode u HECKOJIbKUX
COCUCOK W KpeHAaesnein, ynoTpebsieHHbIX B NpoLecce HanncaHus cneayowmx pa3aenos,
[aHHOe PYKOBOACTBO He MpeTeHAyeT Ha MoJsiHOTYy. [naBbl GyayT nepuoanyecku
nepecMaTpuBaTbCs U/UNW OOMOSHATLCSA AJ1S MOCTOAHHOr0 COBEpPLUEHCTBOBAHUS.

Mbl NpnBETCTBYEM BallM COOBLLEHNS KaK HEOLLeHUMbIA BK/ag B yay4dlleHne KavecTBa
pyKkoBoACTBa W npoaykTa B uenoMm. Coobwante Ham, ec/in Bbl HE HALUAN HY>XHOWN
MHopMaL MK, oWy TUAN TPYAHOCTU B MOHUMAHUK Pa3NnYHbIX aCMeKTOB NN CocoboB nx
onucaHus, nMmeeTe NpPeanoXXeHus uan 3amedaHus. Jliobole coobLieHnsa oTnpaBAEeHHbIE
Ha http://otrs.org BcAYeCKU NpUBETCTBYIOTCA.

Mbl O4eHb ropaouMMcs pe3yfbTaTOM Hawux ycuamm un xouymm nobnaropaputb ITIL
s3kcnepToB Enterprise Consulting GmbH 1 Hawmnx nepsoknaccHbix OTRS pa3paboTynKoB.
NX COBMECTHble YCWINA BHEC/AN 3HavYuTesibHbI BKNAaj B YCMewHoe pa3BuTue
OTRS::ITSM.

Mbl XoTuM nobnarogapuTb Tak>xe 4YneHoB Hawero OTRS::ITSM coobliecTBa 3a BCe BUAbI
MOMOLLM N OT3bIBbl N HA4EEMCS, YTO Bbl MNOJy4UTE YAOBJETBOPEHNE OT NCNOJIb30BaHUA
OTRS::ITSM.

André Mindermann, Managing Partner OTRS AG
Bad Homburg, May 2007

((enjoy))
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Chapter 1. OTRS::ITSM - OTRS
ona ynpasneHue Cepsucamum UT

WT npeanonaratoT, NocsefoBaTeslbHO  NpPefoCTaBsATb  BbICOKOE  KayecTBO
0b6cny>X1UBaHNA BO BCE YCIOXKHAOLWEMCSA nose. B 3ToM KoHTeKkcTe, 6e3 adhhekTUBHOro
N OENCTBEHHOro YMpaBJfieHUS MHUMAEeHTaMn u npobremamm He 06ONTUCL. TeM He
MeHee, yrnpasneHne WT-ycnyramMum ocTaeTcsa MNOYTU HEBO3MOXKHOW 3ajadyen , ecnau
HEeT COrnacoBaHHOM W aKTyanbHOW 6a3bl OaHHbLIX C MHAOPMALMEN O COCTOSHUM W
KOH(urypaumm NT-nHhpacTpyKTypbl.

IT Infrastructure Library®, kpaTko ITIL®, 3To cepusa KHUr onybnamkoBaHHbIX Unit-
ed Kingdom's Office of Government Commerce (OGC), koTopble 0606WMNM nyywne
NpakTUKM no paspaboTke, BHEOPEHMIO, UCMObL30BaHUID 1 ynpaBneHuto UT-ycnyramn,
ITIL He hokycupyeTCcss Ha TEXHOJIOMMK, a B NepBYyO o4vepenb Ha npepoctasaeHnmn NT-
YyCIyr U COAEPXUT MHOPMaLUIO O MpoLeccax, Poisx, OTBETCTBEHHbIX, MOTeHLUMaIbHbIX
npobnemMHbix obnacTax/cnocobax pelleHuns, a Takxe onpeaeseHns TEPMUHOB.

ITIL 3apekoMeHaoBana cebs Kak CTaHOaApPT Oe-PaKTo Ha NPOTSXKEHUN NOCAefHNX NeT
N ee ncnosb3oBaHue B WT-opraHm3aumsax BHeC/a 3Ha4yUTesIbHbIA BKAa4 B pa3BuTue
KOJINEKTUBHOI0 CO3HaHWUSA W COrjlacoBaHHOW TepMUHoONOrMn Ansa ynpasneHus WT-
ycnyramu. Tem He MeHee, ITIL TONILKO OonMMUCbIBaeT U qUOL;KTO M 4YTO O0JDKEeH genaTtb"
N 4YTO crnepyeT AenaTtb Ha 3TOM NyTW. Ons Toro, 4Tobbl OXBaTUTb Kak MOXHO 6osnee
LWMPOKYIO rpynny rnosib3oBaTesieil, HACKOJIbKO 3TO BO3MOXXHO, ONUCbIBAET Kak caenaTb
4YTO-TO. Takmm obpa3om, nHpopMaLma He faeTcsa AN OTAesbHbIX OTPaCaen, KOMMNaHuN
WM NponsBoanTenen.

B nekabpe 2005, 6611 onybnvMKoBaH MPOMbLILWIEHHBIA CTaHAAPT No ynpasneHuto UT-
ycnyramu ISO/IEC 20000, ocHoBaHHbIN Ha ITIL. IT opraHusaumm MoryT nofaBaTb 3a8BKU
Ha cooTBeTcTBMe ISO/IEC 20000.

Mpoponxawwmncas 6ym Bbi3Bas CAPOC Ha MHCTPYMEHTHI ynpasneHus WUT-ycnyramm,
OCHOBbIBaloLWMeca Ha ocHoBe npoueccoB ITIL. o cu3 nop cywecTBOBaJiM TOJIbKO
upMeHHble peleHns . N3-3a Ux 3HaYUTESIbHOW CNOXXHOCTU, BONLLUMHCTBO M3 3TUX
WHCTPYMEHTOB AOCTYMHbI TOJIbKO A1 KPYMHbIX KOMOAQHUN U 3h(PEKTUBHBLI B KPYMHbIX
UT- nogpasneneHunsax.

PaspaboTka OTRS::ITSM saBuMnacb pesysnbTaToM orpomHoro ycrnexa OTRS u c uenbto
06beanHNTbL BCEMUPHO MpU3HaHHbIE pekomeHdauuun ITIL ¢ npemMmyuwecTBamMm open-
source 0.

OTRS::ITSM 1.0 6611 NepBO NpakTUYECKON peannisaumen, coemectnumoro c ITIL peweHus
Mo ynpasJiIeHMI0 npoLieccaMmmn okasaHumsa NT-ycnyr, Ha OCHOBe open-source, NOCTPOEHHON
Ha 6a3e OTRS c ee 6onee 4em 55,000 M3BECTHbLIX MHCTaNAAUUN (MHGPOPMALMS Ha
anpenb 2007). OTRS::ITSM akTnBHO pa3BMBaeTCs, B HEE MOCTOAHHO A06aBNAIOTCHA HOBbIE
BO3MOXXHOCTW.

MakeT OTRS:ITSM - npakTU4eCKM-OPUEHTUPOBAHHbLIA. ITO ObIIO AOCTUFHYTO MNyTeM
pa3paboTku ero B coTpyaAHM4ecTBe C ITIL KOHCyIbTaHTaMn N C HEKOTOPbLIMU N3 KIIMEHTOB
OTRS IMpynnbl.

Service-desk n cunctema 3asaBok OTRS ABAAOTCA OCHOBOW, OpuUeHTMpPoBaHHOro Ha ITIL
peweHnsa no ynpasneHuio UT-ycnyramu - OTRS::ITSM, ¢ ero Mmoaynamum yrpaBieHUs
nHungeHtamu, npobnemamm, ypoBHEM YCJYr, WU3MEHEHUSAMU W KOHpurypaumamu,
nHTerpmpoBaHHon CMDB.

OTRS::ITSM 1 OTRS HaxoaATCs B OTKPbITOM AocTyrne (6e3 NUeH3NOHHbIX OTYUCIEHWIA)
n apnaTca obbekToM 3aWwnThl B Buae GNU Affero General Public License (AGPL).
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1. Bo3MO)XXHOCTM

OTRS::ITSM 5 6a3upyetrca Ha OTRS 5. Becb wu3BecTHbIn ¢dyHKumoHan OTRS
OCTaeTCa AOCTYMHbLIM, @ BO3MOXXHOCTUK npefoctaBasemble npoueccol ITIL moryT 6biTh
[OyCTaHOoBJIEHbI B BUAE AOMOJIHUTESIbHbIX NAaKeTOB.

1.1. HoBble BO3MO>XHocCcTU OTRS::ITSM 5

OTRS::ITSM 5 npepnocTaBnseT:
* Kop nepeHeceH Ha nnaTtdgopmy OTRS 5.

* OTRS::ITSM 5 BKk/lOY4aeT MHOIO APYruUx MeaKux UCcrpaBsieHU oWNBOoK 1 yayyLLeHN.

1.2. HoBblie Bo3MO>XHocTu OTRS::ITSM 4

OTRS::ITSM 4 npepnaraert:
* Kop nepeHeceH Ha nnatdgopmy OTRS 4.

* HoBbIN, MOLLHbIA, MexaHn3M paboTbl € wWabnoHamMu CTpaHWL, OCHOBAHHbLIA Ha Tem-
plate::Toolkit

* LleHTpanu3oBaHHbIN MeHegoxep 0ObLEKTOB JfenaeT co3faHMe W UCMOoJib30BaHuWe
rnobanbHbix 06beKTOB Hoslee NPOCThbIM.

e OTRS::ITSM 4 BkAOYaeT MHOro APYrnux Menkmx ucripabieHun owmnbok - bug fixes u
yyYLlIEeHNN.

* Bca nokanmnsauma OTRS::ITSM 4 Tenepb ynpaBaseTcsa NCKAKOYNUTesNbHO Yepe3 Transifex:
https://www.transifex.com/projects/p/OTRS/resources/ 3aperncTpupymntechb B Ka4yecTBe
nepeBoa4Ynka Ha http://www.transifex.com n Bbibepute oanH N3 A3bIKOB, €C/IN XOTUTE
BHECTN CBOW BK/aA B slokanusaumio OTRS::ITSM.

* YnyyweHo n ctano 6onee rmbkMM pacnocTpaHeHUe CBA3EN COCTOSHUSA UHUMAEHTA.
Tenepb MOXXHO OobaBuTb 6osee oOAHOW TuMa CBA3U A1 BbIYUCIEHUSA COCTOSAHUS
WHUNOEHTA, @ TaKXXe onpenennTb HanpaBJieHMe 018 KaXKA0oro Tuna ceasun. (ObpaTtute
BHUMaHMe Ha napameTp "ITSM::Core::IncidentLinkTypeDirection" B SysConfig)

* Genericlnterface gnsa ITSM Configuration Management/YnpasneHusa KoHpurypaumamu.
OTa BO3MOXXHOCTb NO3BONAET ornepaLnm rno Co3JaHunio, USMEeHEHNIO, 3arpy3Kun U noncka
KOH(pUrypaumoHHbix eamnHul, Yepes Genericlnterface.

* MaccoBble pnencTBuss pnas  YnpaBneHuMs KOHUrypaumsmMu. STa BO3MOXHOCTb
npefocTaBnseT 3KpaH AJ1IS NPoBefeHUs onpefeneHHbIX AeACTBUIA Yepe3 Bblbop
HECKOJIbKNX KOH(DUTYPALMOHHbBIX e ANHNL,.

* HoBbI LBETHON NMHANKATOP AN "COCTOAHMA ucnonb3oBaHumsa/deployment state" B ITSM
Configuration Management. 3Ta BO3MOXXHOCTb A06aBAAeT KOMOHKY C MHAUKATOPOM
CocTosiHMA ncnosb3oBaHMA B 0630p KoHUrypaunoHHbIX eguHuu/sanemeHToB. OHa
TakXe gobasnset cnucok Bbibopa uBeTa B O6wmn KaTtanor ang HazHayveHMs LBeTa
ona Kaxxaoro CocTosaHUSA NCMOJIb30BaHUA.

* nHaMuyeckune nons ona YnpasneHusa NiameHeHnsmun. PaHee ncnonb3osaslunecs free-
text/cBo6OAHbIE NONA ANA U3MEHEHUI U 3aJay Ternepb 3ameHeHbl 6onee yaobHbIMU
ANHAMUYECKMMU MOJIIMMU.

* PacluMpeHo w1 ynNpoweHo ynpassieHMe wabnoHamMm AN WU3MEHEeHWUNW, 3ajay MU
KomnteTtoB no mameHeHusam (CAB). Ctaso npoule pegakTupoBaTb WabNoOHbI NyTeM
Bbibopa ux M3 ob63opa wabsoHoB. HoBoe M3MeHeHWe MM 3apadva byneTt co3naHa u,
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1.

3aTeM, U3MEHEeHa N coxpaHeHa obpaTHO B TOT Xe WabsioH n n3MeHeHne nnn 3ajada
OyayT yaaneHbl nocne coxpaHeHus B wabnoHe.

3. HoBble Bo3MO>XHoOCcTU OTRS::ITSM 3.3

OTRS::ITSM 3.3 npepnaraert:

1.

Kopg nepeHeceH Ha nnaTtdopmy OTRS 3.3.

DononHeHne AddOn "OTRSServicelncidentState" nHTerpupoBaHo B OTRS::ITSM. OHO
oTobpakaeT TeKyllee COCTOSSHNE MHUMAEHTa ANs BbiIbpaHHOro cepsuca B noapobHoOM
MPOCMOTpPE 3asiBKM 1 B I0OOM MHTepdence areHTa rae nponssoanTcsa Boibop cepBuca
(MOXXeT BbITb OTKJIIOYEHO A1 KOHKPETHbIX 3KPaHOB).

HOononHeHne Feature AddOn "OTRSCIColumns" uHTerpuposaHo B OTRS:ITSM. OHO
JaeT BO3MOXHOCTb HacTpaumBaTb Noka3 aTtpmbyToB Cl MHAMBMAYaNbLHO, O KaXKA0ro
knacca Cl. 9To gocTynHo gnsa ob63opa Cl, skpaHoB pe3ynbTaToB noncka Cl n cBA3aHHbIX
Cl B nHTepdence areHTa.

JononHeHne Feature AddOn "OTRSWorkOrderTimeDependency" WHTerpMposaHO B
OTRS::ITSM. Ecnn 3Ta BO3MOXHOCTb BKJIlOYEHa U Bbl U3MeHseTe njaHupyeMmoe BpemMs
OKOHYaHMA 3ajayun, BCe mnocnepyowme 3afayun, Takxe OyaoyT COBMHYTbI, Tak 4TO
pa3HuMLa BO BpEMEHU MeXAY 3aja4aMun ocTaHeTcsa 6e3 nsmeHeHus.

DononHeHne Feature AddOn "OTRSCIAttributeSyntaxCheck" wHTerpupoBaHo B
OTRS::ITSM. OHO OaeT BO3MOXHOCTb BbIMOJHATb CUHTAKCUYECKUNA KOHTPOJIb AN
aTpnbytoB Cl C MOMOLWLbIO PEryaspHbIX BbIpa>eHUn npu gobaBneHUn wnn
penakTupoBaHum Cl B uHTepdence areHta (HO He npu mMmnopTe Cl C MOMOLbIO
moayns Import/Export). ATpnbyTbl Cl Tnos "Text" n "TextArea", a Takxe ums Cl moryT
ObITb NpOBEpPEHbI C MOMOLLbID OTAEJIbHbLIX PeryaspHbIX Bblpa)keHnn. Ecnu 3HaveHne
aTpubyTa He COOTBETCTBYET 3adaHHOMY LIabnoHy BblaaeTcs coobuieHne 06 ownbke.
C nMomoLLblo 3TOro AOMOJIHEHWS, HANPUMEP, MOXXHO 3a4aTb, YTO 3Ha4YeHne aTpubyTa
Cl pon»xHO Ha4ymHaTbCsa ¢ "ABC" nan 3akaH4YMBaTbCA LK pon.

HNob6asneHa HoBas Bo3MOXHOCTb "WorkOrder Report Attachments" B OTRS::ITSM. OHa
obecne4ymBaeT 3arpysKy BJIOXXEHUN Ha 3KpaHe OT4YeTa No 3adave.

3HaYKN/MKOHKN Ternepb UCMOJb3YT MKOHOYHbIN WPWUKT, KOTOPLIA MNO3BOJSET NpoLle
co3faBaTb pa3finyHble 06710)KKM C pa3INYHbIMU OCHOBHbLIMW LiBETAMMU.

ATpubyTbl ITSMCriticality/KpntnyHocte u ITSMImpact/BnnsHmne nepeHeceHbl U3
Obwero katanora/general catalog B AuHamunydeckne nong. [lepenMeHOBaHHbI,
oTHocAwwmecs K ITSM, ouHammnyeckmne nons, oHU Tenepb UMelT npedukc ITSM.

B wuHTepdence YnpasneHus wu3MeHeHusamu/ITSMChangeManagement co3gaHune
N3MeHeHnn/3agay pas3bnuTo Ha 2 3KpaHa AN KaXAoro m3 Hux. OanH Ans co3faHus
HOBOIro U3MeHeHusA/3agaun "c Hyna", gpyron ona cosgaHns nx n3 wabnoHa.

4. HoBble BO3MOXHOCTU OTRS::ITSM 3.2

OTRS::ITSM 3.2 npepnaraert:

Kon nepeHeceH Ha nnaTtdgopmy OTRS 3.2.

PacwnpeHa wvHGpoOpMaumsa Ha 3kpaHe WMMMopT/3KcnopT AN rMoKasa CBOAHOIO
pe3ynbTaTa nocse uMnopTa.

HobaBneHa nogaep>xKa BAOXKEHUA AN KOHPUIYPALWOHHbLIX eanHuL, ITSM.

HobaBneHa HoBas onuua B sysconfig Ons nNpoBEPKU YHUKANBLHOCTU UMEH
KOH(UIypaLUWOHHbIX e4UHNLL.
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.5. HoBble Bo3MOXHOCTU OTRS::ITSM 3.1

OTRS::ITSM 3.1 npepnaraert:

* Kog nepeHeceH Ha nnaTtgopmy OTRS 3.1.

» obaBneHO K3wWMpoBaHue gna yckopeHusa paboTbl nHTepdenca condition / action B

ynpaBneval N3MeHeHNAMMN.

» obaBneHa BO3MOXXHOCTb NUCMOAb30BaHUSA "3epKanbHbiXx" B ona noncka NameHeHnn

nnn 3apad B YnpasneHuu 'ameHeHNaAMUN.

1.6. HoBble Bo3MO>XHocTK OTRS::ITSM 3.0

OTRS::ITSM 3.0 npepnaraert:

HoBbilh hrpmeHHbIn nHTepdenc - OTRS 3.0 Look & Feel
Kopg nepeHeceH Ha nnaTtdopmy OTRS 3.0.
HoBbIl BUA ANanoroBbix OKOH A5 06Lero nomcka.

HoBble TuMbl BbiIBOAA pe3ybTaToB noucka (Mevatb, PDF n CSV).

1.7. HoBble BO3MOXXHOCTM OTRS::ITSM 2.1

OTRS::ITSM 2.1 npennaraert:

1.

YnpasneHne N3amMeHeHNAMN

YBenuyeHa ckopocTb paboTel Mogynen YnpasneHue N3meHeHnamm n O6wmnm katanor
NpUMeHeHNeM TEXHOJIOM UK KILLINPOBaHUS.

HoBbIY MOLLHBIN MexaHn3M CBoboaHbIX nonen / FreeText fields pnsa U3meHeHWIn n 3apay
B MoAayJsie YrnpaBneHue iaMeHeHnsamu.

Peann3soBaHa BO3MOXXHOCTb cbpoca cocTossHMUSA N3MeHeHns 1 3aayum Npu COXpaHeHUN
B KayecTBe wabsnoHa.

HoBbIN [OMONIHNTENBbHbLIA FeHepaTop HOMepPoB WM3MeHeHUn C WUCMNoJIb30BaHMEM
KOHTPOJIbHbIX CyMM/checksum.

HoBasi BO3MOXXHOCTb 0TOOpa)keHns Ha3BaHUA 3adadn U ee COCTOSAHUSA Ha AMarpamMmme
B NpocMoTpe i3ameHeHuns.

8. HoBble Bo3MO>XHOCTU OTRS::ITSM 2.0

OTRS::ITSM 2.0 npennaraer:

1.

YnpasneHune N3MmeHeHNAMN

HoBbih nakeT OTRS:ITSM - "ITSMChangeManagement" peanusyeT ITIL - npouecc
YnpassieHne 3meHeHnaMn.

9. HoBble Bo3MoOXXHocTu OTRS::ITSM 1.3

OTRS::ITSM 1.3 ocHoBaH Ha OTRS 2.4

OH npepnaraeT Te )Ke BO3MOXKHOCTU, 4To n OTRS::ITSM 1.2, Ho paboTaeT Ha 6a3e OTRS
2.4 framework.
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1.10. HoBble BO3MO>XHOCTU OTRS::ITSM 1.2

OTRS::ITSM 1.2 ocHoBaH Ha OTRS 2.3

OTRS::ITSM 1.2 npepnaraert:

* MooynbHOCTb
Tenepb, fononHUTeNbHble NakeTbl ITSM peanusylowme oTaesbHble npouecchl ITIL,
Takme Kak YnpasneHue NHunpeHTtamn/Mpobnemamu, YnpasneHne KoHdurypaumamm,
YnpaBieHne ypoBHAMU OBCNY)XMBAHWUA - MOMyT YCTaHaB/AMBATbLCA MO OTAESbHOCTU,
He3aBMCUMO OT ApYyr OT Apyra. [1na Bac Kak 411 NoJib30BaTesid 3TO O3Ha4YaeT, YTo BaM
He NpuaeTcs yCTaHaB/AMBaTb NakeTbl B onpenesieHHOM rnopsake YCTaHOBKU U Bbl He
OOJKHbI YCTaHOBUTb UX BCe, 4TOObI ncrnosib3oBatb OTRS::ITSM.

* CHM)XeHMe Harpysku
OyHKUMKM ITSM  (Hanpumep, BblYUCEHME TMpuopuUTeTa Ha OCHOBAHUU BAUSAHUSA
3a8BKUN) nepenucaHbl C Ucnonb3oBaHmem AJAX ONa CHUXXEHUS Harpys3kum Ha cepsep.
CnepncteueM 3TOro aBnsgeTcsa yckopeHue pabotbl OTRS::ITSM.

* O6beOMHEHHbIN MeXaHN3M CBA3bIBaHUSA 06BHEKTOB
OTRS :: ITSM 1,1 n 6onee HM3KNe pennsbl 6N pazpaboTaHbl Ha 0OCHOBE COBCTBEHHOWN
paclmpeHHon Bepcun MexaHmsma Object-Link. Kak cnegcteme, hyHKUMOHANBHOCTb
Object-Link OTRS He MoxeT 6bITb ucnosb3oBaH B OTRS::ITSM.CoBMECTHbIN MexaHU3M
Object-Link B HacTosiee BpeMsa o0xBaTbiBaeT BcCe QyHKUMM o0b6oux ObIBLLINX
MexXaHN3MOB.

* [NoBbILLEHHAA CKOPOCTb
N3meHeHa TexHosorvsa Aoctyna K 6asaM AaHHbIX, 4TObbl C MOMOLLLID MapaMeTpoB
SQL cBfA3bIBaHWSA CTano BO3MOXHbLIM Moay4YuTb foctyn kK (Cl) 6asbl AaHHbIX
KOH(UIypaLVOHHbIX eanHnL, 6osee BbICTPbIM, HeM paHee.

* MecTononoxxeHue
MecTononoXXeHna Tenepb He ABJSAIOTCA OTAESIbHbIM MYHKTOM MeHi. OHWM Tenepb
WHTerpuposaHbl B KOHpUrypaumoHHble eAuHWULbl, 4YTO NpPUHECeT YCToN4YMBOE
ycunenune rubkocTu.

* SLA-Service MHOXXeCTBEHHbIE Ha3HavYeHus
Tenepb MMeeTCs BO3MOXXHOCTb Ha3Ha4vyeHusa SLA Heckonbknm CepBucam.

* Cnmncok SLA
B meHto CepBuUChl Ternepb MMeeTCsA HOBbIM cnocob Bbibopa npu npocmoTpe SLA.

* MexaHun3m obHoBNEHMNS SKpaHa

MexaHu3M aBTOMaTuM4eckoro obHoBneHMs 3KpaHa O6bin gobaBneH Ons nNpocmoTpa
CepsucoB 1 KoHpuUrypauMoHHbIX e AMHNLY

1.11. HoBble Bo3MO>XHOCTU OTRS::ITSM 1.1

OTRS::ITSM 1.1 npegnaraert:

* KoHuenuusa asTopmsaumnmn
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Kaxxgbin 0b6bekT, Kak To Service/SLA, MectononoxeHune, Cl, Linkobject Tenepb
obpa3yloT cooTBeTCTBYIOLWYO Fpynny, Taknm obpasoMm, 4Tobbl MpaBa areHTam Ha
paboTy C HUMU MOXKHO ObISI0O HAa3Ha4YaTb MO OTOENLHOCTN.

* Ha3Ha4yeHune CepBUCOB KJIMEHTAM
ABTOPM30BAHHbLIM KJIMEHTAM MOryT 6bITb NpuBs3aHbl CepBuchl. Kpome Toro, CepBuchl
MOryT BbITb Ha3Ha4YeHbl Kak "CepBuUC Mo yMoJI4aHUID", KoTopble ByayT AENCTBUTENbHbI
018 KaXKA0ro KJAneHTa.

* 0630p CepBuc/KoHDOUrypaLOHHbIE e ANHNLbI
0630pbl CepBucoB n Cls, BKIOYaA UHGPOPMALMIO O TEKYLLEM COCTOAHUMN 0OBLEKTOB,
MO3BOJIAIOT aHaIM3NpPOoBaTb WHUMAEHTbl W AenaTb BbiBOAbI 06 MX BAUAHUM Ha
3aTPOHYTblE CEPBUCHLI U KMEHTOB. B pacwmpeHune o63opa CepBnCOB, TeNepb B HEro
nobaBneHo oTtobpakeHue cBA3aHHbIX SLA n Cls. Ona Kaxgon KoHpurypaumoHHom
eANHULbl NOKa3blBaeTCs TeKyllee COCTOssHWE UHUMAeHTa. Kpome TOoro cocTosiHue
nHunpeHTa 6yneT pacnpocTpaHATbCA Ha cBsA3aHHble SLAs mn Cls. TMpu Bbibope
cepBuca byayTt noapobHo oTobparkaTbCs ero NoapobHOCTU 1 Tenepb, A4OMOJIHUTENBHO,
oTobparkaeTcs "TeKylliee COCTOSHME NHUMAEHTA" 3aBUCMMbIX cepsucoB u Cls.

Habop aTtpubyTtoB Cl pomonHeH ‘current incident state/Tekywiee cocTosiHMe
MHUMAOEHTA', KOTOPOE BKJIIOYAET ABa TUMa COCTOSIHUSA:

* B akcnayaTtauun

e NHUngeHT

Ons Ka>kporo Tuna cocTosHus, toboe KoNM4ecTBO COCTOAHUIA MOXKET BbiTb CO34aHO.
CoctosiHne Cl BnnseT Ha cocTosiHne CepBuca, KoTopoe b6yneT AWHAMUYECKU
BbIYUCATBCA U MOXET MMEeTb 04HO N3 Tpex 3HaYEeHUN:

* B akcnayaTaumm (3eneHoe)

* [pepynpexaeHune (>xentoe)

* NHUnpeHT (KpacHoe)

PacnocTpaHeHMe  COCTOSIHUA  MHUMAeHTa  OyaeT  OCyLlWecTBAATbLCA,  ecau
KOH(UIypaLWOHHbIe eANHULLbI CBA3a@Hbl TUMNOM CBA3M "3aBUCUT OT". 34eCb AeNCTBYIOT

cnenywuine nmpasunnia.

e Ecnm ogHa Cl 3aBucuT ot apyron Cl, koTopasa B cocTosAHMM 'Incident/MHUnaeHT', TO
3aBucumasn Cl nony4uT coctosaHue 'Warning/MpepynpexxneHue'.

e Ecnn cepBuc 3aBucnTt oT Heknx Cl, n ogHa U3 HUX nMeeT cocTosHue 'Incident’, To n
CepBunC Mony4duT coctosHme 'Incident'.

e Ecnn cepBuc 3aBucnuT oT Hekux Cl, n ogHa N3 HUX MMeeT cocTosHue 'Warning', To n
CepBunC Moay4YnuT coctosHme 'Warning'.

* ECcnu cepBUC MMeeT NoacepBUChl U OAUH U3 3TUX CEPBUCOB MMeeT CoCTosHMe 'Inci-
dent', TO poANTENbCKUA CEPBUC NOSYHUT cocToAaHUe 'Warning'.

* Ecnn cepsuc nmeeT noacepBuchl U 0ANH U3 3TUX CEPBUCOB MMeeT cocToaHue '‘Warn-
ing', TO pPOANTENBCKUIA CEPBUC MNONYYUT COCTOsAHMEe 'Warning'.

COCTOSIHUS COOTBETCTBYIOLLMX CepBMCcoB, Nnoacepsucos u Cl byaeT nokasaHo B o630pe.

* Mounck u cea3biBaHue Cl n3 nHtepdenca areHTa
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O6cnyXMBaLWWA areHT MMeeT BO3MOXKHOCTb UCKaTb, BbibMpaTbh U Ha3HavyaTb Ntobbie
N3 KIANEHTCKNX KOHpuUrypaumoHHbix eguHuy, (CI's) nam cywecTBylOLWMX 3a8BOK MNpu
CO3[,aHUN HOBOW 3asaBKW 006 nHUMOEHTe.

CMDB Import/Export (CSV nnun API)

3Ta BO3MOXXHOCTb MO3BOAAET MMMNOPTUPOBATbL UK 0OHOBNATL AaHHble N3 CSV dannos
B CMBD OTRS::ITSM, n skcnopTupoBaTb AaHHble n3 CMDB B CSV dannbl. Kaxpas
cTpoka CSV ¢anna onuceiBaeT ofgHy Cl € ee faHHbIMU B KOJIOHKAX.

MmMnopT u 3KCcnopT ynpasnseTca € nomowbto IMExX onucaHun. 3Tu onucaHums
yCTaHaBJIMBAOT COOTBETCTBME KONOHOK B CSV canne nonam B CMDB. Bbl MoxxeTe
co3pgaBaTb IMEx onmcaHma C NoMowbio MHTepgenca agMmuHuctTpatopa OTRS. Ona
Ka)Kgaoro goctynHoro noss B8 CMDB gosikHa 6bITb conocTaB/ieHa COOTBETCTBYlOWas
KosnoHka B CSV channe. 370 ocyuwectsnsgeTca B ¢dopMe, KoTopas npencrasnseT
Tekyuwee onncaHue Cl. Kpome Toro, MoXXeT 6biTb NpMeHeH huabTp 419 OrpaHnYeHns
KonyecTBa akcnopTmpyembix Cl. Mo)XHO co3paTb toboe Konm4ecTBo IMEX onncaHun
N KaXkgoe U3 HNX MOXKHO NCM0JIb30BaTh Kak Ans MMNopTa, Tak 1 45 3KCcrnopTa.

BbIMOMHUT MMNOPT (3KCMOPT MNPOM3BOAMTCA TakKMM e cnocobom) ecTb ABa NyTu:
WHTEPaKTMBHbIN - Yepe3 Beb-uHTepdenc n aBToMaTUH4eCKNin, C MOMOLLbLID CKpUMTa.
Mpn NCNonb30BaHUN NHTEPAKTUBHOIO MeToda, BbibupaeTca Hy)xHoe ImEX onucaHune
n, 3atem, CSV cann 3arpyxaetcd B cuctemy. [pn MHTEpPaKTUBHOM 3KCOOpTEe
COOTBETCTBEHHO HY>XHO BblbpaTb CSV hainn ona BbIrPy3KK.

Mpn aBTOMaATUYECKOM MMMOPTE, OCYLLECTBASEMOM C MOMOLLbIO CKpMNTa - noTpebyeTcs
nma ImEx onucaHua n uma CSV ¢danna B KayecTtse aprymeHToB. lpu 3akcnopTte
¢ nomouwbio ckpunta Cls nepefaHHble B KavyecTBe apryMmeHTa OyayT BbIFrpy>KeHbl
B CSV ann. MNepen BbINOJHEHWEM WMMOPTa WM 3KCNopTa, BbibpaHHoe IMEX
onncaHne bypeT cpaBHMBATLCA C Tekywum onucaHuem Cl. Ecnm 6yayT obHapy>XeHbl
HEeCOOTBETCTBUSA, Mpouecc byneT oTMmeHeH. TakxXe, Npyu umnopTe, byayT npoBepeHsbl
orpaHundyeHus B onucaHum Cl (Hanpumep, obssaTenbHble nonsa). Ecam  ecTb
HEeCOOTBETCTBME, 3aNnUCb AaHHbIX OTBepraeTcs, HO npoLecc UMrnopTa NpoaosKaeTcs.
MpoToKON MMMAOPTa MOXXHO MOCMOTPETb B Syslog. Mpu ncnonb3oBaHun APl nmnopT/
3KCMOPT C ucnosb3oBaHMeM CSV MOXeT OblTb 3aMeHeH WAW pacllupeH ApYyrumu
dopMaTaMu/rMpoToKOIaMu, Harnpumep, NpAMbIM 4o0CTynom K 6] unn XML. Peanusauuns
nHTepdenca CSV moryT 6bITb NCNONIb30BaHbl B Ka4YeCcTBe npumepa.

OrpomMHoe pa3Hoobpa3me ONONHUTENIbHBIX 0TYHETOB MOXKET BbITb CO34aHO0, Hanpumep:
OCHOBHbIe OTYeTbl MO 3a89BKaM U KOH(UrypaumoHHbiMm eguHuuam (Cls):

* ObLwee KOMMYECTBO 3afBOK Korga - Ambo CO3[4aHHbIX MO TUMy WM MNPUOPUTETY
(cocTosHMIO, 04epenmn, cepBucy).

* E)xxeMecs4Hble 0630pbl M0 BCEM 3asiBKaM CO34aHHbIM 3a NpeablAyLLNA MecsL, Mo TUny
(MpuopuTeTy, COCTOSAHMIO, 0O4epeaun, CEPBUCY).

* ObLee KOMMYECTBO CO34aHHbLIX 3afBOK 3a OMpefesieHHbI nepuog Mo Tuiy wu
npuopuTeTy (COCTOAHUIO, O4Yepean, CEPBUCY).

¢ Obuee KONMYECTBO OTKPbITbIX 3a89BOK MO TUMNY N NPUOPUTETY (04epean, CepBucy).

e Obwee konmyectBo KoHpurypaumoHHbix egnHuy, (Cls) co3gaHHbIX ON8 Ka)K[oro
KJ1lacca (No COCTOSAHUAM).

¢ Obwee konnyecTBo KoHopurypaumoHHbix eguHuy, (CIs) cozgaHHbIX B npeablayLem
MecsiLe AN KaXKA0ro Kjaacca (Mo CoCToOAHNAM).
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¢ Obwee konnyecTBo KoHGpUrypaumoHHbix eamHul (CIs) co3gaHHbIX 3a 3a4aHHbIN
nepuog ona KaXxaoro Kaacca (no coCTosAHMAM).

Ewe nobaBneHo MHOro Apyrux OT4ETOB, COAEpPXallMX OaHHble B 3aBUCMMOCTU OT
YPOBHSI BPEMEHU MPUHSATUS NEPBOro peLleHns 1 cpeaHero BpeMeHN peLleHuns:

® CKOpOCTb NMepBOro peweHnda ona BCexX 3a4BOK, KOIrda nmbo co3paHHbIX, N0 TUMam
3aA4BOK U MPUOpUTETaM (oqepep,ﬂM, CepBI/IcaM).

¢ CKOpPOCTb NEPBOro peLleHns 3a NpeablayLuin Mecsu, no TunaMm 3asBoK (MpMopuTeTy,
o4vyepensm, cepBucam).

e CKOpOCTb NEPBOro peLlleHns 3a 3a4aHHbli Neprog no Turnam 3asdBoK N NpnopmuTeTam
(ovepepnsam, cepsucam).

» CpeniHee BpeMs pelleHUst OJiS BCeX 3afBOK, Korjaa Nmnbo co3faHHbIX, MO TUnam
3a8BOK W NpuopuTeTaMm (ovyepensm, cepBmucam).

e CpefHee BpeMs pelleHns 3a NnpeabigyLwmnin Mecsu no TMnaMm 3asBOK U MpUopuTeTam
(oyepensm, cepBucam).

* CpefHee BpeMs pelleHns 3a 3aJaHHbIA nepuog nNo TunaM 3asaBOK U NMpuopuTeTam
(ovepepnsam, cepsucam).

» [lobaBneHa pyHKuMA nevaTn ana Cl, Cepsucos, SLA, Locations.?

1.12. Bo3aMmo>xHoctu OTRS::ITSM 1.0

OTRS::ITSM 1.0 npennaraer:

* ITIL coBMecTMOe npeacTaB/ieHne "nogaep>XKm cepBuUCcoB" npoLLeccos
* ynpaBJieHVE NHLMAEHTaMun
e ynpasJsieHne npobnemamum
* ynpaBJieHNe KOHDUIypaunsamm

* MHTEerpupoBaHHas, WHAMBMAYaNIbHO pacwupsemas, 6a3a [JaHHbIX  ynpaBaeHus
KoHurypauuamum (CMDB)

* CooTBeTcTBYlOWMeE ITIL Ha3BaHUSA HOBbLIX PYHKLNI
* Mozenb ponein, 0OTBETCTBEHHLIX N CUCTEMA pa3peLLleHnin B COoTBeTCTBMN C ITIL

* ynpaBJieHNe  KPOCC-MPOLECCHbLIMA  B3aUMOAENCTBUAMU:  BHYTPUM  CEPBUCHOM
opraHusauum, C KJAWeHTaMu/nonb30oBaTeNAMU/MEHELXKMEHTOM U UCAOAHUTENAMWK/
npoBangepamu

* rnbkue PYHKLNN OTHETHOCTU OJ19 aHa/IM3a TPEHAO0B; OTYETHOCTb, NJaHUPOBaHME U
KOHTPOJIb, OCHOBaHHbI€ Ha OaHHbIX O MPON3BOONTEJIbHOCTN

» Jlerkaa HacTpoMKa, KacToMusaumsa un o6HOBnNeHMe A[NAs  y[oBJEeTBOPEHUs
WHAMBUAYaNbHbLIX TpeboBaHUN

* NMoppep>xxmatoTcsa cobCTBEHHbIE TUMbI 3aABOK (BCTpoeHo B OTRS): PasnnyHbie TuMbl
3as8BOK 3a4aloTca B UHTepdence agmmHa. CeobogHblie nonasa 6onbwe He TpebytoTca
0N 3a0aHus TUMOB 3asBOK. PaHee BbIMOJIHEHHbIE YCTAHOBKW C WCMOJIb30BaHUEM
cBobOAHbLIX Mosen ANa KhacCuukaumm no Tunam 3asiBOK He MNEPeHOoCATCa npu
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06HOBNIEHMM. DTa HOBasi BO3MOXKHOCTb Tak)Xe 0TobparkaeTcs B COAEPKMMOM 3asBKU
M NpW NevyaTn 4N areHToB U KJIMEHTOB M HAaCTPauBaeTCs B MHTepdelice areHTa.

YnpaBneHue KoHpurypaumamm & nHrterpmposaHHas CMDB:

OTRS::ITSM 6a3npyeTcsa Ha BCTpoeHHON 6a3e AaHHbIX YNpPaB/eHUS KOHUrypaunamu
(CMDB), KoTopas CNy>XUT B Ka4eCcTBe OCHOBLI /19 BCECTOPOHHEro KOHTPO1A NPOoLLEeCcCOoB
ynpassieHnsa ycayramm. OHa COAepXUT KOH(UrypaunoHHsle egnHnubl (Cl), nx ceasm un
B3aMMO03aBUCUMOCTU APYr C APYrOM U APYrMMU KOMMNOHEHTaMu B CEPBUCA.

* BCeCcToOpoOHHAA perncrpaumsa " ynpasseHne COOTBETCTBYHOLWMNMN
KOHUrypaunoHHbeiMmn egmnHuuamm (Cls), TakmMmm Kak KommnbloTepbl, cepsepsbl, O,
ceTu, LOKYMEHTbI U cepBUCHI, SLA 1 OprcTpyKTypbl.

» OTobpakeHune kKaTanora UT-ycnyr n gencreytowmnx cornaweHun (SLA, OLA, UC)

* Pernctpauus, ynpasneHne n otobpaxeHne TEXHUYECKUX U CBA3AHHbLIX C CEPBUCOM
CBsi3el 1 B3aMMO3aBMCUMOCTEN Mexay AaHHbiMU CMDB, Hanpumep, cepBnUC CO BCEMU
HeobXxoAUMbIMU, aflbTEPHATUBHLIMWU UK cooTBeTCTBYoWMUMK Cl

* YnpaBfieHne npownbiMn, Tekywmumm n byaywmmm coctosiHuamu Cl, Hanpumep, Aas
ANarHoCcTuKK npobnem, obcnyxnBaHNS CEPBEPOB MU NJIAHUPYEMbIX U3MEHEHWIA

* AHaJIN3 BO3MOXXHOIO BJIMSIHUS OTKA30B UN M3MEHEHWI KOHUrypaumm

* OTobpakeHue BUpTYaNbHbIX UT-nHDpaCcTpyKTyp, HanpumMep, cepBep / BUpTyanm3aumu
namaTum

* YnpaBsieHue NNLLEeH3UAMIN, HanpuMep, cBobogHbIE NNLEH3MN [ 3aHATbIE (I'IOTpe6HOCTb
B CTOPOHHUX npon,yKTax)

* YnpaBrsieHne XNU3HEHHbIM UMKNoM Cl oT npnobpeTeHnsa Ao yTunansauunm
* OTYeTHOCTb 060 BCEX N3MEHEHUAX KOHUrypaunm caenaHHbix B CMDB

* B3aumogencreme C KopnopaTuUBHbIMU KaTanoramum (Hanpumep, LDAP, eDirectory, Ac-
tive Directory)

YnpaBneHve MHUUAEHTaMU:

* CepBuchbl n SLA (BcTpoeHHble B OTRS): HoBble aTpubyThl "service/cepsuc" and "ser-
vice level agreements/cornaweHusa o6 yposHe cepsuca (SLA)" 6bian MHTErpupoBaHbI
B OTRS 2.2 Ha nyTn co3faHUs UHCTpyMeHTa ynpassieHna WUT - cepsucamu. lpun
CO3JaHUM 3asBKWU, KJINEHT MOXeT BblibpaTb CepBUC (Hanpumep, npefocTaBieHue
yCNyru 3NeKTpPOHHas no4Ta) M cooTBeTcTBylowero SLA. ATpmbyTbl SLA "Bpems
oTBeTa", "BpeMsa obHoBeHMA" n "Bpemsa peweHunsa". CucteMa MOXKET UCMOJIb30BaTb
3T aTpubyTbl ANA yBEeOOMJIEHWA WAW 3CKanauum 3aaBKW, 4ToObI obecneynTb
BbINOJIHEHUE cyullecTByloWMX SLA. cneumanbHbiM 06pa3oM ykKa3aHHas B 3arofloBke
nucbMa WHgopMauma o cepsuce M SLA MoxeT OblTb NpoaHanmM3MpoBaHa YxXKe
NpuBbIYHLIM cnocoboM ¢ nomoLbio Moy ns PostMaster filter.

* KoMmnnekcHasa nogaepxka npoueccos WT cepBucHom opraHmsaumm, BKIOYas
perucTpaunio UHUMAeHTa, Kaaccupukaumio, npuopuTesaunto, HernocpencTBEeHHYIo
nomowb (1 - AMHWA NOALEPXKW), AMarHoCTUKa, KoopAuHauusa (2-9/3-9 nnHUn
nooLEepPXKU, CBSA3b C BHeEWHUMMW MapTHepamu ...), BOCCTaHOBJIeHWe cepBuca,
pes3onloumns, 3aKpbiTUe U LOKYMEHTUPOBaHMe

* IHUMOEHTbl M 3anpocbl Ha 06cCnyXMBaHMe MOryT ObiTb Jlerko, Ha WHTYUTUBHO
MOHATHOM YPOBHE, 3aperMcTpmMpoBaHbl MEPCOHAJIOM NMOAOEPXKKN NI CAaMOCTOATESTbHO
rnonb3oBaTesieM/KNMeHToM (Yepe3 Beb-nopTan)
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MoCcTpOEHHOE Ha OCHOBE OnpeaesieHHbIX MpaBua CO3[4aHMe 3a8BOK U [ Wan
yBEOMJIEHWUI, HAaNpUMep, BO B3aUMoaencTemm ¢ cuctemamm T MOHUTOPUHTA

BO3MOXHOCTE  Knaccudmkaumm 1 npuopuTesaumm  (NPUOPUTET,  BJINSIHUE,
3KCTPEHHOCTD)

MonHbin oxBaT CMDB, HanpuMmep, CEPBUCHI, 3aTPOHYTble MHUMOEHTOM, CBsi3aHHbIE
3N1eMeHTbl KOHUrypaumm, 6asa 3HaHuin FAQ, cBA3b Mexay 3asBkon n Cl ons aHanmsa
N OTYETHOCTH

(ABTOMaTM4eckas) peructpauna "articles/coobweHnn" gna  3asaBoK  (3anuchb
aKTUBHOCTW)

MOCTOSIHHbI MOHUTOPUHI N OLEHKa npoLecca 06paboTky 3asBKK

MonHaa MHTerpauns c MexaHmsaMamu posien, rpynn n ovepenein OTRS ona HazHayvyeHus,
OTCNEXMNBaAHUSA, 3CKaNaUUN U NHTeprnpeTaLnm

MpenocTaBieHne N XpaHeHNe COOTBETCTBYOLINX AaHHbIX O BDEMEHW, Hanpumep Ons
yrnpaBJieHUsi YypPOBHEM CepBUca

MpakTnyeckoe ynpaBfieHne 3asBKaMu (obbepnHeHue, pa3fefnieHne) no3BONAeT
00beANHATE MOXO0XXMEe/OT OOHOIMo MHUMAEHTA 3a8ABKU W/UAW pa3fensaTb C/OXKHble/
Tpebylolmne HECKONbKNX Pa3iInYHbIX OEeNCTBUN

MnaHupoBaHMe, NPOAKTMBHOE YyMNpaBJiEHNE WU  MOHWUTOPWUHI  3anpocaMum Ha
obcny>xmBaHue (pabo4vne nakeTbl, NNaHbl paboThbl, BpEMEHEM UCTMOJSIHEHNSA U CPOKaMMK)

Co3zpaHune n oTC/eXXnBaHMe 3a8BOK 0 NpobsieMe, OCHOBaHHbIX Ha MHLUMOEHTax
YnpasneHune npobnemamu:

KomnnekcHas nonfep>xka UT-npoueccoB  yrnpaBJieHUs npobsemamu -
NOeHTUMUKALNSA, PperucTpaunst, Kraccuukaums, npuopuTesaluns, BbisiBlieHne
NPUYNH, KOOPAUHALMA pa3peLleHns, HanpuMmep, 06XoaHOE peLleHne Uan 3arnpoc Ha
N3MeHeHue, 3aKpbiTUE N OKYMEHTUPOoBaHNe

MpepocTaBsieHMe COOTBETCTBYOWEN MHOPMaL UM Ana NOANPOLLECCOB
* YnpaBneHne npobaemon (ycTpaHeHne HEUCNPaBHOCTEN),
¢ KoHTposb ownbok (06bpaboTka owmnbok),

e [MpoakTMBHOE YynpasBsaeHue npobneMamu (Hanpumep, aHaAM3 TeHOeHUUn no
3as8BKaM) u”

* Ynpasnsawwasa nHhpopmauma (no 3aaskam, npobsemMam n n3BeCTHbIM owmnbkam)
Tekywme/bbiBLUNE MHLUMAEHTHI, 6a3a 3HaHnM (FAQ) 1 CMDB noCcTOAHHO JOCTYMHbI

MonHasa nHTerpauns ¢ MexaHnamamm posen, rpynn v odyepeaen OTRS gns Ha3zHavYeHus,
OTC/IEXMBAHNSA, 3CKaNlaLMN N OLLEHKWN 3a8BOK MO MHUMAEHTaM

CncrtemMaTnyeckoe aBTOMATM3MPOBaHHOE yBeAOMJIEHME O MpoLuecce paspelleHus
npobnembl OnA 3aTPOHYTbIX MoOsb30oBaTeNen (rpynn nosb3oBaTenen) wam
ynpaBJieHLEeB

YnpasneHve HUUOEHTaMN NoJsiydaeT CUrHal rOTOBHOCTU MO peLleHHbIM r|p06neMaM

3as8BKN ABASAIOTCA LEHTPasibHbIM MHMOPMALMOHHBIM HaKonuTesieM AN yrnpaBieHUs
npoueccamun UT-cepBuc meHenxmeHTa. OHN HecyT B cebe pa3Hoobpa3HbIi BO3MOXHbIN
Habop OaHHbIX, TaKNX KakK:
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* COTpyaHUKK, OpraHm3aumm

* OTMeTKYy BpeMeHMU

* [lpuopuTeT, BANAHNE, TAXKECTb/Cepbe3HOCTb
* CBA3K C KaTasioroM UT-cepBNUCOB 1 NMPOEKTOB

* 3anucb AOEenCTBMW, Hanpumep, coobuieHne O 3BOHKE C yKa3aHMeM 3aTpadeHHOro
BpeMeHun

* O6bekTbl, Hanpumep Cl, BKAOYaa CBA3N
* (Mogn)3anekun, Hanpumep, nNpobnema c NnepeyHeM MHLUNOEHTOB

* 3aMeTKN/CoobLEeHNA 1 BJIOXKEHMWA, Hanpumep, ckaH ¢opMbl/bnaHKa 3anpoca Ha
obcny>xmBaHune

* Pabo4yne nakeTbl, HaNpuUMep, 3anjlaHNPOBaHHbIE, HA3HAaYEeHHbIE 3a4a4n
* NHopmaumns o6 SLA

* MNoporoBble 3Ha4YeHVs N MapaMeTpbl 3CKasaumm

* icTopunsa 3a8BKK (BCe N3IMeHeHns)

* NIHcbopMauma o 3aTpaTax (y4eT 3aTpayeHHOro BPEMEHMN).

2. TpeboBaHMA K anapaTHOMY M
nporpaMHoOMy obecne4deHulo

TpeboBaHua ona OTRS:ITSM - Te xe, 4yto u anga OTRS. bonee noapobHyo nHMOpPMaLMIO
MO>XHO HalTW B pyKOBOACTBe agMuHncTpatopa OTRS.

3. CooOLuecTBO

Bonbwoe coobuwecTtBo cnoxunacb Bokpyr OTRS Ha NpoTsSKeHUn nocnegHux net.
Monb3oBaTenn 1 pa3paboTyYMKM UCMNOJSL3YIOT MOYTOBbIE PACCLUIKM , 4TObbI genntcs
CBOMMW B3rasfamMm Mo LUMPOKOMY CMEeKTPY BOMPOCOB, CBA3AHHbLIX C CUCTEMaMu
06paboTkn 3asB0K. OHM WAKOT BOMNPOCLI 06 yCTaHOBKe, HacTpPOWKe, WUCMOJib30BaHMWN,
Jokanusaumm n paspaboTke. ECTb BO3MOXXHOCTb COOBWNTL O BO3MOXHbIX OLLINOKax
C MOMOLLbID CUCTEMbl perucTpauum N OTCAeXMBaHUA UHGopMaumm o6 owwwnbkax
http://bugs.otrs.org (http://bugs.otrs.org/). OHM OTNPaBAATCA HENoCPenCTBEHHO K
paspaboTymkam un, 3annatku/patches moryT 6bITb BLICTPO CAeNaHbI.

Bblwe onucaHHble KaHasjbl obweHns OTKpbITbl M Ana nosb3oBaTesnen OTRS:ITSM
019 NOCTOAHHOIO MOBbILWEHNA KavecTBa Hawero NpoAaykTa. Bbl MoxeTe BCTYNUTh B
coobLLecTBO NOCETMB HaWy CTPaHUYKy No agpecy http://otrs.org (http://otrs.org/).
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Figure 1.1. OTRS.org

% OTRS Real Services

Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community News Documentation Source Code Mailing Lis Community Blog OTRS User Forum

FOUNDING

Open Source

N MEMBER ul

More than 5,000 active OTRS Community members, experts and enthusiasts,
contribute to the OTRS open source project and software, driven by the same
motivation, to enhancement and expedite OTRS' distribution based on voluntary
contributions. Get involved, leverage OTRS' community tools and benefit from the
support and technical expertise of this worldwide community.

Established since: 2001 Downleads: 1,115,000

Members: 5,000+ Installations: 100,000

Community Forum: forums.otrs.org ke Software available in: 32 languages
Get OTRS Contribute
OTRS Help Desk, ITIL V3 compliant IT Service If you want to suggest or vote for a feature, report
Management (ITSM) solution OTRS ITSM and all a bug, intend or already have completed a
OTRS extensions are published under the Affero localization for the software or simply want to
General Public License (AGPL) and are free for explore the community using the OTRS User
download without causing any license fees. forum, this is the right place to do.
Get the software now! Get involved! m

4. CNUCKU pacCbIJIKH

OTaenbHble CAUCKM PacCbiIKN co3AaHbl cneynanbHo gna OTRS:ITSM. MoceTtuTte http://
lists.otrs.org (http://lists.otrs.org/):
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Figure 1.2. lists-otrs-org

% OTRS Real Services

Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community Mews Documentation Source Code Mailing Lists Community Blog OTR

Mailing Lists

Subscribe to a mailing list of your interest and remain up-to-date, post your
questions, or review the archives for past discussions. Please keep in mind that this
is a form of non-commercial community support that does not guarantee an answer
to every guestion and that is related to a specific topic and language.

Announcements Developers

This list broadcasts announcements about OTRS This list is used by developers to discuss topics
Help Desk, mL®vs compatible ITSM solution related to the development of new releases,
OTRS ITSM and OTRS extensions. enhancements and issues.

Subscribe to Mailing List s Subscribe to Mailing List »»

Browse the Mailing Lists Archive s Browse the Mailing Lists Archive »»

OTRS Help Desk Users OTRS ITSM Users

This list is used by OTRS Help Desk users to file This list is used by OTRS ITSM users to file
questions and discuss resolutions amongst each questions and discuss resolutions amongst each
other. other.

Subscribe to Mailing List ke Subscribe to Mailing List »

Browse the Mailing Lists Archive » Browse the Mailing Lists Archive »»
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Chapter 2. NnaTHbIE CEpPBUCHI
oana OTRS::ITSM

OTRS AG gaBngetca npousBoguTenemM u BragenbsueMm ucxogHoro kopa OTRS wu
BCcex Moaynen paspaboTaHHbIX Ha ero ocHoBe (Hanpumep, OTRS:ITSM) n asnseTcs
npodeccnoHasibHbIM MOCTABLLMKOM YC/yr. B oT/in4me oT NOCTaBLLMKOB NPOoNpueTapHoro
MO, 6busHec - mogenb OTRS AG He OCHOBaHa Ha JIMUEH3MOHHbIX oT4yucneHumax: OTRS u
OTRS::ITSM poctynHbl 6ecnnaTtHoO, a Mbl, B CBOIO O04epenb, BMECTO 3TOro, npeasiaraem
MaaTHblEe YCYry CBA3aHHbIEe C MPMMEHEHMEM Hallero nporpaMmmMHoro obecneveHuns.

Kak Ball MOLUHLIA MapTHEpP, Mbl MpefoCTaB/seM ONTUMAJIbHYIO NOAAEPXKKY Ha BCeX
3Tanax npoekTta OTRS - MNpoeKTUpoBaHWSA, peanmsaumm n 3KCnayaTaumu. Hawwu
COTPYLAHMKN 3TO BbICOKOKBaNNPULMPOBAHHLIE CMELNANNCTLI, U Mbl MPUMEHEHSEM CaMble
COBpEMEHHble MeToAbl. 9Ta PUaocoPusa rapaHTUPYET MOJIHYKO O0TAadvy OT NPUMEHEeHUs
HaLLNX MOLLHBLIX BU3HEC-NPUNOXKEHUI N CHACTNIMBbLIX KIMEHTOB, BOCMEBAOLWNX Ka4eCTBO
Hawwnx ycnyr (http://www.otrs.com/en/references/).

1. OTRS :: ITSM KOHCANTUHI "
BHeApeHue

MnaHnnpyete nnm Bbl Ucnonb3sosaTb OTRS :: ITSM mnnu Bbl y3Hanm o OTRS :: ITSM un3
HOBbIX 00630POB MPOAYKTOB M XOTUTE OLLEHUTb MNPUEMSIEMOCTb CUCTEMbI 018 BalLUX
TpeboBaHnn? Nnn Bawa oueHka Bo3MoXXHOCTen OTRS::ITSM 3aBepLueHa, U Bbl XOTUTE,
4TOObI MCMONb30BaHME HALUNX KOHCAATUHIOBbIX YCAYF MPUBEJIO Ball NPOEKT K ycrnexy?

Mbl npeanaraem o6WMPHBIM NPaKTUYECKU onbIiT B 06/1aCT KOHCaNTKHra IT-npoueccos,
pa3paboTkn nporpaMmHoro obecnedyeHus, pa3sutus ITIL coBMecTuMbix NT-onepaunini un
nonaepxkKn. besonacHoCTb 1 yrnpasieHne Ka4eCTBOM )15 BalLero rnpoekTa A0MoJIHAT
Haw nopTdens ycnyr. Bbl nonyyaeTe Bbirogy OT obWMpHOM U BbICTpOW nepenayu
3HaHUN.

Hawwun ycnyrmn BkJo4atoT:
* YTO4YHeHMe Bawmnx TpeboBaHMn N NMOMOLLb B OLLEHKE MpoayKTa

* PykoBoACTBO B pa3paboTke u peanumsaumm ITSM - npoueccoB M opraHM3aLNOHHbIX
CTPYKTYp

* OueHka cooTeeTcTBUA ITIL M nognep>xka ISO 20000 cepTudukaunmn
* TpeHuHrn n oby4eHne metogonorum ITIL

* BHeppeHue ITIL

» CocTaBsieHue KaTanoros UT-ycnyr

» Pa3spaboTka cTpykTypbl CMDB

* YcTaHoBKa & HacTponka OTRS:ITSM, Bkalo4as mHTerpauuio B Balle CUCTEMHOE
OKpY>XeHune

* OueHka & onNTuMM3aLMA CYLLeCTBYIOLWNX pa3BepHYThIX cuctem OTRS::ITSM
* [lepeHoC NpoOLECCOB N AaHHbIX N3 YHac/led0BaHHbLIX CUCTEM

* ObHOBNEHNE BEPCUIA
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* OnpepeneHne TpeboBaHunm 6GusHeca n TpeboBaHun K UT n BO3MOXHOCTEN AnA
BKJIIOYeHUSA B (pyHKUMOHan OTRS::ITSM

* Pa3paboTka n peanm3aums npoekTa becnnaTHOro agMUHUCTpPaAToOpa??, a Takxe
TPEHUHIN 4115 CEPBUCHOIO NepcoHana

* KOHCy/IbTaTUBHbLIE YC/YrX, CBA3aHHble C MPUMEHeHWeM MoAesied npefocTaBiieHns
ycnyr (ASP / SaaS) ¢ nomowbto OTRS::ITSM v nogaep>xky NpuioXKeHuin

2. PazpaboTka npuno>xxeHun

OoHUMM M3 BaXHbIX npeumywects O € OTKPbITbIM UCXOAHbIM KogoM OTRS:ITSM
ABNSIETCA ero rmbkoCTb B OTHOLUEHUWN MOTEHUMaJIbHbIX paclUMpeHUin pyHKLMOHana.
Hunkakux "3akpblTo pa3paboTyMKoM" - TUMNMUYHBLIA PUCK MNPONPUETAPHbLIX CUCTEM W
3aTAHYBLUMXCA NeperoBopoB C MPoM3BoaNTENIeM O paclUMPEeHUN PYHKLMOHANbHOCTU NN
pa3paboTke nHTepdencos c OTRS::ITSM.

OnbITHbIE MeHeL Kepbl MPOEKTOB 1 pa3paboTyYMKM HAXOAATCA B BalleM pacrnops>KeHuu B
noboe Bpemsa, 4Tobbl NepeBecTu Bawm TpeboBaHMs, NnpeBbiLaoLLme QyHKLNOHaNbHbIE
BO3MOXHOCTU OTRS:ITSM B 6usHec- n UT-cneundukaummn. Mol gopabotaem OTRS
non Bawm o0cobeHHOCTW, COo34aAuM MNpOorpaMMHble UHTepdencsb, uam 06HOBUM
cyliecTByloLME PYHKLNOHAsIbHbIE BO3MOXXHOCTM B COOTBETCTBUM C BalLel KOHLenumen.

[OopaboTku, KoTopbie MOryT ObiTb MOJIE3HbI U ONA APYrUX KJINEHTOB Toxe, byayT
006aBNATLCA C CTaHOAPTHLIM (QYHKLMOHaN B Mocaenyrlimnx penusax. Bce cTopoHsbl
nony4daT Bbinrpbiw: OTRS::ITSM cTaHeT MOLWHEE 3a CHEeT BO3MOXKHOCTEN, "pPOXKOEHHbIX"
BalWMMKN, N OPYrNX HalUUX KJIMEHTOB, MNOXXeJlaHWAMW, U Bbl C3IKOHOMUTE 3a CYyeT
BKJIIOYEHMSA 3TUX OOMOJHEHUN B HOBblE PENN3bI.

3. NMoppep>xXKa NPUIOXKEeHUM

PeweHne o npumeHeHun MO ynpaBneHus ycnyramu WUT sABNseTcs WHBECTULMEN B
bynyllee, eé He cnenyeT HeOOOLLEHMBaTb, OaXXe ec/in Bbl BolbepeTe Ona BHeLpeHUs
nporpamMMHoe obecnevyeHne C OTKPbITbIM WUCXOAHbLIM KOAOM. Bbibop KOMMeTeHTHOWN
KOHCA/ITUHIFOBOW KOMMAaHMN MMeEeT peLlatollee 3Ha4YeHe Ona ycnexa Takoro npoekTa
BHeOpeHus. Tak >Xe Ba)KHO, MJIAHMPOBAHWE U YyCrelHoe BHeApeHue CUCTEMbl B
3KCnayaTauuto 1 Bbibop ONa NOOOEPXKKU HAAEXHOro napTHepa, rapaHTUpPYHOLLEero
6e3ynpeyHyto paboTy NpUNOIKEHNA.

Mbl NpefocTaBaAseM MOCTOAHHYIO MOAOEPXKKY U HalM CepBUCHbIE MaKeTbl MO3BOMSAIOT
rmbknm nopgxod, 4ToObl YyOOBNETBOPUTHL Balin TpeboBaHuMa. OHM npensaratoT
onddepeHUNpoBaHHOE BpeMS OTKIWKA ANA pPa3/IMyHbIX COorsaleHnn ob ypoBHe
obcnyxuBaHuna BnaoTh Ao 24/7/365 Bpems noaaepXxku n 24/7/365 oocTynHOCTb Hallero
rnopTana MOAOEPXKW, WU OMNUMOHANILHOW nogaep>XkKom no TenedoHy. loxxanyncra,
nocetute http://www.otrs.com/en/support/ onsa Bcex aeTasen Uan CBSIXXUTECb C HalUUM
oTaenom npofdax no sales@otrs.com.

Bol 6yneTe onnayvmBaTb TOJIBKO Te CEPBUCHI, KOTOpble BaM HeobxoOuMbl.
JonosnHnTenbHble NakeTbl NOAAEPXKKU, Hanpumep, nognep>kXKa yAaJleHHOro AOoCTyna
VAU paclunpeHHble CePBUCHI NO NpunoxXeHnam ona apyrux OTRS::ITSM ycTaHOBOK MOryT
ObITb KynJeHbl Npy HeobXoAMMOCTN.

Hawa komaHga nogaep»xku, paboTatowas no npuHumnam ITIL, nocTossHHO paboTaeT
Mo onTUMM3aUMKU N NPON3BOANTENBHOCTU CBOMX Mpoueccos. Mo3ToMy, Hawmn cepBuUC-
MeHeO)Xepbl ByayT perynsapHO KOHTaKTUpPoOBaTb C BaMu, 4TOObl 06CyonTb MoXKenaHus
n TpeboBaHMA OTHOCUTESIBHO HalIMX yCyr. ExxemecsayHble 0TYEThl B BbIOBpaHHOM BaMu
MakeTe ycnyr ABASOTCA OCHOBOW OS5t TakKnX 06Cy>XAeHNNA.
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4. NMpuno>xeHuna Kak ycnyra (ASP/
SaaSs)

Bbl He 6ypete ynpaBnatb camum OTRS w/mam  OTRS:ITSM. 3Tn NpoayKThl
OyoyT npenocTaBnasaATbCA B apeHAy 4epe3, Tak Has3biBaembin, "ASP" (cepBuc-
npoBanaep MpuioXXeHunn), nHavye, no mogenn "SaaS" (Npuao)XeHne Kak CepBuc) oT
cneumnanm3npoBaHHbIX KOMAAHWUNA.

KnneHTbl (nofb3oBaTenn MNPUIOXKEHMUA) Mosy4YalT [OCTyn 4epe3 WHTepHeT,
NCKJII0YNTENbHO, K apeHayemon cucteme OTRS u, roe Heob6xoammo, K PyHKLNOHaIbHOWN
noanep>xke npunoxeHun (CcMm. pasgen Bbilwe) 3a PUKCUPOBAHHYIO MECSAYHYIO MaaTy u
MOryT MCMONb30BaTb €ro B CBOEM OM3Hece B COOTBETCTBUMN C YCJIOBUSIMW KOHTpPaKTa.
Hunkakoi [onoIHUTENbHON NNLEH3MOHHON NNaTbl HE TpebyeTCs, Tak Kak NCMOoJIb3YI0TCA
TONLKO NpoaykKTbl OpenSource.

CepBuc npoBangep npunoxeHna ynpasnaeT UT nHhpactykTypon, cuctemamm m MO B
cooTBeTCTBUN C ITIL N rapaHTMPyeT KayeCcTBO YCJyr B COrJlacCHO OrOBOPEHHOMY YPOBHIO
cepBuca. OH ocywecTBaseT obcayXmBaHNe CUCTEMbI (HanpuMep, YCTAaHOBKY MaTyen,
pe3epBHOE KONMPOBaHNE, MOHUTOPWHI), U MOAAEPXKKY MNOJIb30BaTeENEN MO NHUNOEHTAM
n/vnn 3anpocam Ha obcnyXuBaHMe, TakKMM KaK 3amnpocCbl KOHCY/bTauW, yCTaHOBKa
paclMpeHnin Uam 3anpochl Mo HaCTPOMKeE.
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Chapter 3. YcTaHOBKa
OTRS::ITSM

ObpaTuTe BHUMaHMe, 4To Ao yctaHoBkM OTRS::ITSM Heob6xoaMMO BbINOJIHUTb YCTAHOBKY
OTRS 5. Bcs Heobxoaumas nHdopMaLmns, BapMaHTbl 1 Npoueaypbl YyCTaHOBKW ONUCaHbI
B pykoBoacTBe agMuHuctpaTtopa OTRS.

1. YcTaHOBKA

Mocne ycnewHom yctaHoBkn OTRS 5 nnn 6onee no3gHen sepcum, BOMOUTE B CUCTEMY B
KayecTBe agMMHUCTpaTopa. icnonb3ysa MeHen)kep NakeTos C NaHenn agMMHNCTpaTopa
nnn ¢ nomoubto ftp://ftp.otrs.org/pub/otrs/itsm/packages5/ 3arpysute nakeTbl ITSM n
yCTaHOBUTE UX B ClieflyOLLeM rnopsake:

* GeneralCatalog/O6wunin kaTanor
* [TSMCore
Ecnn Balwa MallMHa MNoAkJlo4YeHa K WMHTEPHETY, WCMoJib3ynTe cledylownii oHanH

penosuTapun [--OTRS::ITSM 5 Master--] ons yCTaHOBKN NepedyncsieHHbIX HMXXe NaKeToB.
WNHayve, 3arpysuTe crnegytowme nakeTbl U YCTaHOBUTE C MOMOLLbIO MeHeA)Kepa NaKkeToB:

ITSMIncidentProblemManagement

ITSMConfigurationManagement

ITSMChangeManagement

ITSMServiceLevelManagement

ImportExport

JanbHenLwyo MHopMaL Mo 0 NpoLecce YCTaHOBKU MOXKHO HanTK 3aeck: INSTALL-5.ITSM
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- 2 You are logged in as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

No packages, or no new packages, found in selected repository.

Package Manager

Actions Online Repository
Browse_ NAME VERSION VENDOR DESCRIPTION ACTION
Install Package Mo data found.

[-OTRS:ITSM 3.1 Master-] http//fip.o[ ] ~

T — won Local Repository

NAME VERSION VENDOR DESCRIPTION STATUS ACTION
4 ] 3 The General Catalog )
316 installed
package.
The ImportExport .
316 installed
package.
The OTRS:ITSM Change .
316 installed
Management package.
The OTRS:ITSM
3186 Configuration installed
Management package.
The OTRSZITSM Core X
316 installed
package.
The OTRSITSM Incident
316 and Problem installed
Management package.
The OTRSZITSM Senvice

316 Level Management installed

package.

2. ObHOBNIE€HMe

Ecnu Bbl ncnonb3yeTe Bepcuto bonee paHHioo yem OTRS::ITSM 1.1, cHa4vana, obHoBUTE
cucTtemMy 0o nocsegHenm sepcun 1.1

Ecnn OTRS:ITSM 1.1 y>xe ycTaHoBneHa, obHoBuTe OTRS 2.2 no 2.3 O obHoBneHuUsn
OTRS::ITSM. Onsa aToro, 3arpy3unte nocnegHow OTRS 2.3 u, cnegynte UHCTPYKUMAM
n3 panna ¢ umeHeMm UPGRADING. 3aTem, BOongnTe B CUCTEMY U, UCMOJIb3YSA MEeHeOXep
rnakeToB ycTaHoBUTe NakeT ITSMUpgradeTol2. Bel MOXKeTe cKavaTb €ro BPYyYHY Uian C
NCMoJIb30BaHUEM OHJIAMH - peno3nTapusa. He obpawante BHMMaHMS Ha coobuieHnsa o6
ownbKax 0 HEKOPPEKTHO YCTAHOBMIEHHbIX CTapbiX ITSM nakeToB. 9TOT NakeT yCTaHOBMUT
BCe Heobxoanmoe ang Bawen cnctemol B OTRS::ITSM 1.2 n nepeHeceT BCe BallM AaHHbIE.

BHuMaHume: MMpouecc obHoBneHUA MnoTpebyeT HECKONbKMX MUHYT! He npepbiBaiTe
npouecc 06HOBNIEHMA eCn OH 3anyLleH!

Ecnn OTRS:ITSM 1.2 yxe ycTaHoBneHa, obHoBuTe OTRS 2.3 mo Bepcunm 2.4 00
obHoBneHna OTRS:ITSM. LOna aToro 3arpy3ute nocnegHun OTRS 2.4 n cnepynTte
MHCTpyKumam n3 danna UPGRADING. MNocne 3Toro, BOManUTeE B CUCTEMY U C MOMOLLBIO
MeHe)Kepa NakeToB YCTAaHOBUTE HYXXHble, KaK 3TO ONnUcaHo B rjaase "ycTaHOBKaA".

Ona obHoBneHusA yxe ycTtaHoBneHHoro OTRS:ITSM 1.3, ucnonb3ynte MeHemXep
MakeToB W3 MaHenMm aAMUHUCTPUpPOBaHUA. Ecnm ecTb pocTtyn K WHTepHeTy un3
OTRS, wncnonb3ymnte oOHNaWMHOBLIN peno3uTapun [--OTRS:ITSM 1.3 Master--] aons
YCTaHOBKM HOBbIX MakeToB. Cchbljika "upgrade/obHOBUTL" B CTPOKE C MMEHEM MakKeTa
CBUOETENbCTBYET O HaNM4YMUM/gocTynHocTn 6osiee HOBOro NakeTa.

B npoTuBHOM cCrly4ae, CKadalTe nakeTbl K cebe Ha OUCK U NCMNOJb3YyNTe MeHeaxep
nakeToB An4 UX ycTaHoBKM. BHUMAHWE: He penHcTannupynte paHee yCTaHOBJIEHHbIE
MakeTbl, TaK Kak 3TO MOXeT NMPMBECTU K noTtepe AaHHbIX!
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Chapter 4. lNepBble w1arum B
OTRS::ITSM

MepBoe, Ha 4TO creayeT obpaTUTb BHUMaHWe, 3To To, 4To OTRS::ITSM nonHoCTbIO
NCNoNb3yeT MHTepdEeNChl areHTa N KaneHTa (KJIMEHTCKUIA NopTa), peasn3oBaHHbIE B
OTRS. Ecnn Bbl y>Xe ncnonb3sosanu paHee OTRS, To BCe ero BO3MOXXHOCTU M1 3Tanbl, Takne
KakK aBTopu3auuMs, KOHpUrypaumsa odyepenen, JIMYHbIX HacTpoek, punbTpoB, Npasun,
npas NoJsib30BaTeNIEN U NPOYEE, MOTYT U faJiee NCNoJsib30BaTbCA 6€3 BCAKNX NU3MEHEHWIA.

MosToMy paHHOe pPyKOBOACTBO OyneT BMNpedb, pacCMaTpuBaTb pPasInuns Mexnay
OTRS n HoOBbIMWM acnekTamu, npuBHocuMbiMKM OTRS::ITSM, ynenss ocoboe BHMMaHue
cnepyoowemy:

* UT - cepBucol n SLA

CMDB

* HoBble Moas U PyHKUUU 3a59BKN

* Mpucywas ITIL TepMmnHonoruna

MoapobHasa nHgopmaumsa o HacTpolikax 1 paboTe, KOTopble NAEHTUYHbLI B 06oux OTRS

n OTRS::ITSM npegpocTtaBneHbl B http://otrs.github.io/doc/manual/admin/5.0/en/html/ B
pykoBoAcTBe agMuHucTpatTopa OTRS, KoTopoe NocTosaHHO 0bHOBASIETCS.
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Figure 4.1. PykoBoAacCcTBO agMUHUCTpaTOpa
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Chapter 5. Noppnepxka
ycnyr B cootBeTcTBUMM C ITIL B
OTRS::ITSM

Takxe kKak u ITIL, OTRS::ITSM HE npeTeHayeT 6biTb "KOpobo4HbIM" pelleHnem BCEX
3a4a4 n Bonpocos cToswmnx nepen UT MmeHeXMeHTOM. OH, Mo CYTU, OOJIKEH CIYXXUTb
B KayecTBe rnbkon, ctabmnibHOM 1 IerKo NOHMMaeMon MHPOPMaLMOHHOW NAaTHOPMON,
KoTopasi MoOXXeT 6bITb afanTupoBaHa ANa yOooBAeTBOpeHUs TpeboBaHNAM NPaKTUYECKN
Ka>Xa0M opraHm3auunn.

Mo3ToMy, NOXanymcTa, NPOCTUTE HAc 3a TO, 4YTO obpaliaem Bawe BHUMaHMe:
NCNoQIb30BaHME NHCTPYMEHTa cneaytowero metogosorum ITIL Takoro kak OTRS :: ITSM
MMeeT CMbICJI, TOJIbKO €Cnin npoLuecchl, alogn n npoayktbel (T ycnyrn) encTBUTENbHO
BbICTpPOeHbI no ITIL.

be3 BAyM4YmBOro nmnoctpoeHus obwmx npoueccoB B cooTBeTcTBMM C ITIL gnsa
yhoBneTBopeHunsa TpeboBaHnin KOHKpeTHoro 6usHec-cueHapms, OTRS::ITSM He nobbeTcs
3aMEeTHOro YyJy4lWeHnsa KJYeBbIX MNOKa3zaTenenm 3PpPeKTUBHOCTU ynpaBneHuna WUT-
cepsucamMu.

Bbl TakXe [0/KHbI BbITb OCBEAOMAEHbLI O TOM, YTO yCMelHble MPOEeKTbl BHeApeHus
ITIL, kKak NpaBuIo, ANNTLCS A0 roga n 6onsuie. Nx obbem 1 BAUSHME Ha opraHmn3auunm,
He cnepyeT HedooUeHMBaTb. TeM He MeHee, Mbl XO0Tenn Bbl OTMETUTbL, YTO aKKypaTHO
peasin3oBaHHbIA B COOTBETCTBUU C ITIL MHCTpyMeHT ITSM MO>XeT MOMOYb CIKOHOMUTb
BpeMs N [OeHbrM, KakK WMHCTPYMEHT MOoAAdep XKW MpPOLLeCcCcoB W yCKopseT npouecc
OpraHn3auMOHHOWN NepecTPONKN.

HayuHasa ¢ Bepcum 2.0 , OTRS:ITSM nopggep)xuBaeT chefyloline BO3MOXHOCTU W
npouecchl, KoTopble 06bIYHO pa3pabaTbiBatdOTCA Ha NepBOM 3Tane BHeapeHusa ITIL:
Incident Management/YnpasneHne WHumupgeHTtamu, Problem Management/YnpasneHue
Mpobnemamun, Service Level Management/CornaweHus o6 yposHe ycnyr, Change
Management/YnpasneHne W3meHeHnamu and the Configuration Management Data-
base/YnpasneHne KoHpurypaumamu.

bonee nonHoe onucaHme WUCMNOJb30BaHWA N MNPUMEHEeHUa cuctembl bygeT [aHO B
nocaenyrowmx cekumsax. MoMHUTE, 4TO KakAbiM 13 naketoB OTRS::ITSM moxeT 6bITb
YyCTAHOBJIEH OTAE/NIbHO M 4YTO WX Ha3BaHWA COOTBETCTBYIOT COOTBETCTBYKOLIWM UM
pa3snenam ITIL.

Peannsaunsa OTRS::ITSM ocHoBaHa Ha ITIL v3.
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Chapter 6. CMDB -
LeHTpanbHbin AT peno3utapumn

ba3a paHHbIX ynpaBneHus KoHdurypaumamm (CMDB) He 6a3a faHHbIX, B TEXHNYECKOM
CMbIC/ZIe, HO KoOHUenTyanbHaas wmoaens WT, 4To daBnsetTca HeobxogmmbiM aAns
adhpekTnBHoro ynpasneHusa UNT-cepencamn. Bce UT-KOMMOHEHTHLI 1 3anacbl cobpaHbl
B CMDB. YnpaBfieHMe KOH(Urypauumen wuvpe noHaTUA "ynpaBieHne akTuBammn', Kak
3TO 4YacCTO HenpaBWJIbHO UCMOJIb3YeTCA B Ka4yeCTBe CUMHOHMMA, TakK KakK 3TO He TOJIbKO
Habop OOKYMEHTOB C (PMHAHCOBOW TOYKM 3peHUs, HO U HeceT wuHdopmauuo 06
OTHOLWEHNAX MeXAYy KOMMOHEeHTaMu, cneundukauum, ninm nx pacrosioxeHune. Takum
obpa3om, nepcoHan UT-noaaep>xkm Mo)xeyT BbICTPO NOAY4YNTb AOCTYN K MHpopMaumm o
B3ammo3aBucumocTu NT-ycnyr nu NT-KOMMOHEHTOB (= 3/1eMeHTOB KOH(purypauunm = ClI),
HeobXoANUMbIX ANA HUX.

B cooTBeTcTBUNM C ITIL, CMDB gosxKHa nogaep>xnuBaTh caenylowmnm pyHKLMOHaN:

* PyHHyIO n, rgoe 310 BO3MOXHO aBTOMaTUYECKYK pernctpaunto wu MO)J,VIqDI/IKaU,I/IIO
I/IHq)OpMaLI,VII/I 0 KOHCt)VIpraLI,I/IOHHbIX eaqnHnuax

* OnuncaHune cBa3n n/vnun s3anmoceasm mexay Cl

* NI3meHeHune aTpubyTos Cl (HanpnMep, CEPUNHBLIX HOMEPOB)
* Pacnono)eHue n ynpasseHune nosib3osatenamm gnsa Cl

* IHTerpauunio npeactasBsieHHbIX B cucteme ITIL npoLeccoB

OTRS::ITSM ynoeneTBopsieT BCEM TpeboBaHUAM NpeacTaB/eHHbIM Bbille U NpeasaraeT
MHOIo AOMOJIHUTENbHbIX BO3MOXXHOCTen B CMDB.

1. Mopoenb 6a3bl gaHHbIX OTRS::ITSM

MoaynbHaga apxmtekTypa OTRS::ITSM 1 BO3MOXHOCTb YCTaHOBKW OTeJ/IbHbIX MOAYJ/EN
OTRS::ITSM He3aBuUCuMMO, AenaeT 3aTPyAHUTEsIbHbIM MOKa3aTb MOJHY0 Moaenb 6a3bl
JaHHbIX Ha OAHOM puUcyHke. o 3ToM NpuYuHe pasnee, Ha OTAEJNIbHbIX AuarpaMmax
npencrtassieHbl cxembl ana OTRS wm gna ITSM nakeToB, KOTOpble WU3MEHAIT WIn
pacwmpsaT cxemy b.

1.1. OTRS Framework

B 6onee HarnsgHOM/YMTaeMOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
otrs/blob/master/development/diagrams/Database/OTRSDatabaseDiagram.png

1.2. GeneralCatalog/O0wuun kaTanor

B 6onee HarnsgHOM/4YMTaeMoOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
GeneralCatalog/blob/master/doc/general-catalog-database.png

1.3. ITSMCore

B 6onee HarnsgHoOM/YMTaeMoOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ITSMCore/blob/master/doc/itsm-core-database.png
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1.4. ITSMConfigurationManagement

B 6onee HarnagHOM/4NTaeMOoM Buae CXEMbI MOXHO HanTK
B: https://github.com/OTRS/ITSMConfigurationManagement/blob/master/doc/itsm-config-
uration-management-database.png

1.5. ITSMChangeManagement

B 6onee HarnsgHoOM/YMTaeMoOM BUAe CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ITSMChangeManagement/blob/master/doc/itsm-change-management-database.png

1.6. ImportExport

B 6onee HarngagHoOM/4YMTaeMOM BuAe CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ImportExport/blob/master/doc/import-export-database.png

2. CepBuUChHI - BO rnase Bcero

CepBuchl, Taknme kKak "CTaHmapTHas paboyas cTaHuums", "DnekTpoHHas no4yTa" or
"NocTyn K NHTepHeT" ansaoTca UT npoaykTaMmn n AoJ1>kKHbl 6bITb 3aHeceHbl B "KaTanor
UT ycnyr", npeaBaputenbHO adanTupoBaHHble K OTRS:ITSM. MonobHbin KaTanor,
06bI4HO cneunduyeH Ons pasHbiX KJIWEHTOB WM KOMMaHUN U UMEET NepapxXnuyecKyro
CTPYKTYpy. Kpome TOro, ero 3J/IeMEHTbl [O0J/KHbl OblTb CHOpPMYMPOBaAHbLI B
OpYy>XeCTBEHHON MaHepe, AOCTYMHbIM AJs1 MOHMMAHUSA A3bIKOM B OOLLENPUHATLIM 0115
rnonb3oBaTenen (knmeHToB) n UT nepcoHana (areHToB).

Warning

PaspaboTka KaTanora ycnyr 3afiaya, KOTOpyto He c/iefyeT HefooLeHnBaTb. Halu
OMbIT MOKa3blBaeT, 4TO 3TO BeCbMa »XejlaTe/ibHO MNPOBEPUTb KOHLLEeNTYyasibHble
MbIC/IM B NPOCTO CChOpMYySIMPOBAB UX Ha NMePBOM 3Tane, n 06CyonTb C MepPCOHaJIOM
WT nns OTRS :: ITSM Ha BTOpoM 3Tane. bbio 66l o4eHb nosiesHbIM NpuberHyThb K
BHELLUHeW NMoMoLLM, HanpuMep, akcnepToB ITIL npakTuknu.

Mpumep (4acTb) nepapxmyeckoro katasora UT ycnyr 3agaHHoro B OTRS::ITSM, Kak oH
oTobparkaeTcsi Npu CO34aHNN 3aBKMN
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Figure 6.1. ArenT-TenecgoHHas 3asBKa

x

DASHBOARD STATISTICS CUSTOMERS ADMIN Q

Create New Phone Ticket

=Tjpe: - X - Customer Information
@ “Jim User" <jim@otrs.com= = Jim
*From customer User
jim
% To queue:  _ -
jim@otrs.com
El 555 -123 456

_ Pier s
Backups and archiving

Communication San Francisco

Desktop Management #4 Location

Desktop productivity tools ® Open tickets (2
% Subject File / Print

Helpdesk

IT Operations
Identity and Access Management

* Text:
Internet
e __ | Metwork access
B I U 8§ == = | Remote access i
Standard desktop

] oouarce j

N B NaHeENnNn agMNHNCTPUpPOBaHNA.

Figure 6.2. ApMMHUCTpUpOBaHue-YnpaBJsieHue cepsucamu-063op

+ @ You are logged in as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q.

Service Management

Actions List

a Add service SERVICE % COMMENT WALIDITY CHANGED CREATED

- valid 0812712012 11:03 08/27/2012 11:03
valid 0812712012 11:00 08/27/2012 11:00
valid 0812712012 11:02 08/27/2012 11:02
valid 08/27/2012 11:01 08/27/2012 11:01
valid 08/27/20712 11:01 08/27/2012 11:01
valid 0812712012 11:02 08/27/2012 11:02
valid 08/27/2012 11:02 08/27/2012 11:02
valid 0812712012 11:03 08/27/2012 11:03
valid 08/27/2012 11:02 08/27/2012 11:02
valid 08/27/2012 11:01 08/27/2012 11:01
valid 08/27/20712 11:01 08/27/2012 11:01
valid 0812712012 11:00 08/27/2012 11:00

Top of page [§

3. YPOBHM yCnyr um cornawieHma oo
YPOBHe ycnyr/cepBuca

YpoBHN 06CNY>XMBaAHUS KM COOTBETCTBYKOLWME COrnalleHnsa (cornaweHma ob ypoBHe
obcnyxuBaHus, SLA) noKyMeHTasIbHO 3a1al0T KadeCTBeHHble NapamMeTpbl ansa UT-ycnyr.
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CornaweHunsa ob yposHe obcny)XmBaHWA, 3anncCbiBalOTCA N BBOAATCHA B UHTepdence
afMUHMCTpaTOopa.

Figure 6.3. AAMUHucTpmpoBaHue-SLA-O630p

+ 2 in as Jane Smith m

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

SLA Management

Actions List

Add SLA SLA SERVICE k COMMKENT WALIDITY CHANGED CREATED

. . 0812712012 0812712012

Backups and archiving valid THE p—

Communication

Desktop Management

Deskiop productivity tools

File / Print

Helpdesk

Identity and Access

Management

Internet

IT Operations

Network access

Remote access

Standard desktop
X . 08/27/12012 082712012

Backups and archiving valid THE T

Communication

Deskiop Management

Desktop productivity tools

File / Print

Helpdesk

Identity and Access

Management

Internet

Ons kaxxgoro SLA moryT 6bITb YKa3saHbl ciiegyiole napaMmeTpbl:
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Figure 6.4. ApMuHucTpupoBaHue-SLA-YnpasneHume-
PepakTupoBaTtb

DASHBOARD TICKETS STATISTICS CUSTOMERS
SLA Management
Actions Edit SLA
Go to overview SLA - ExtBusiness Hours
T Availability -
Backups and archiving -
Communication E
Desktop Management
Desktop productivity tools
File / Print -
Calendar3-24/7 -
Escalation - firs 120 (Notify by 70% =)
~ " 0=no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - update fime (minutes 180 {Motity by 80% )
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - selution time (minutes 480 (Notify by 90% =)
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted
Time B 420
valid A
.

OTRS::ITSM nmMeeT BO3IMOXXHOCTb BeCcTU A0 99 pas3/MyHbIX KasieHAapen gnasa onmcaHus
pPa3fIMYHbIX BPEMEHHbLIX 30H ANA paboyero BpeMeHW unM BpeMeHn o6cCnyxmBaHus.
OHu MoryT 6bITb npuBsisaHbl K SLA ("OkHO YpoBHW ob6cnyxuaHusa"). PasnnyHble
BapWaHTbl MPOOOJ/IKNTENIbHOCTU MOryT 6biTb BBeAeHbl (B MMHYTax), koTopble OTRS ::
ITSM ncnonb3yeT N ynpaBsieHNsa yBeaoMIEHUAMN N 3CKanaunn:

* [ Response Time/Bpemsa peakuuu ]

BpeMeHn peakuymnm Ha MHUNOEeHT

Ha4vasno obpaboTkm 3anpoca Ha ycayry ("BpeMsa Havana paboTbl Had 3anpocoM Ha
ycnyry")

* [ BpeMsa 0o namMeHeHus 3asBKu |
* = BpEMS YBeLOMJIEHUS
[ Bpemsa peleHus ]

e = BpeMsl 3aTpavyeHHOe Ha pa3pelweHne wunHumaeHTa ("MakcMmManbHoe BpeMS
BOCCTaHoBneHus", "MTTR")

* = CPOK pelleHns aa cepBUCHbIX 3anpocoB ("cpok peweHns")
* [ MuH. BpeMsa Mexxay nHungeHTamm |

e = "MTBI": MUHMManbHOE BpPEeMSA MeXOy 3aKpbiITUEM MocAefHen 3asaBKU Mo
VMHUMOEHTY U NOBTOPEHMEM NHLUMOEHTA, C TaKM xe SLA.
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Warning

Ecnn HmKakoe uv3 BbllWe YNOMSAHYTbIX 3HAa4YE€HUN BPEMEHM He yKa3aHo B SLA,
3CKanaumsa rnpousBOAUTCH B COOTBETCTBUM CO 3HAYeHUSMM B MNongax "response
time/spems oTeeTa", "update time/spemsa obHoBneHUSa" n "solution time//Bpems
pelweHns" 3agaHHbIX 415 BCcex ovepegnen!

Ba)xHble 3Ha4veHns BpemeHn B OTRS::ITSM ocHOBaHbl Ha MOHATUN "XXU3HEHHbLIA LWKI
ITIL":

Figure 6.5. NHUMAEHT-)XU3HEHHbIN LLUKJI

Time to repair ‘downtime’

Response time Recovery time
Detection Repair Restoration
— € > [ >  e—
Inadent Diagnosis Recovery Inadent
Detection Repair’ Time between
elapsed tme faslures or
time ‘uptime’

_ Time between system inodents
Time

NcTo4vHuk: OGC, ITIL Service Support Documentation
Bo3mo)xHOCTK cTaTuctuknm B OTRS, Kpome Bcero mpovero, obseryawT onpeneneHme
peasibHbIX NapaMeTpoB [AOCTYMHOCTW YCJYrM Ha OCHOBAaHWUU 3aperncTpupoBaHHbIX

WHUMOEHTOB, KOTOpPble 4HacTO CAyXXaT WICTpaunen npu HaloXeHUn Ha rpaduk
paboThbl B CUCTEMHO-OPUEHTMPOBAHHbLIX SLA.

4. KOH(pUrypaumoHHble e auHULbI

MpumepHbIN 0630p 3apeructpmpoBaHHbix Cl (4acTb) Kflacca KOMMbIOTEPbI C TEKYLLWM
coctosiHnem Cl:
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Figure 6.6. agent-configuration-items

+ 2 ogged in as Jane smih [T]

DASHBOARD | TICKETS SERVICES CHANGES STATISTICS  CUSTOMERS | ADMIN oY

Overview: ITSM Configltem: Computer

All 3 Hardware 1 | Location 0 | Network O | Software 0 =3

1-20f2 I
STATE | CONFIGITEM# A| NAME | DEPLOYMENT STATE | CURRENT INCIDENT STATE | LAST CHANGED
= 380432000002 A1240 Production Operational 08/27/2012 11:58:58
- 389432000001 A1239 Praduction Operational 0812712012 11:57:40
Top of page [

Mpumep oTobpakeHusa otaensHon Cl:
Figure 6.7. agent-configitem-management-link

5 2 *ou are logged in as Jane Smith m

DASHBOARD | TICKETS SERVICES CHAHGES STATISTICS | CUSTOMERS | ADMIN o

| Configuration Item: 389433000001 — P1234

Configuration ltem Information

Back | History | Edit | Print | Link | Duplicate Hardware

P1234

= = Production
VERSION INCIDENT STATE | VERSION NUMBER | HAME | CREATED BY | CHANGED | = Operational
[ ] 1. P1234 (Production) Jjane (Jane Smith) 082712012 12:00:16 ]

082712012 12:00:16
¥ Configuration ltem Version Details Jane 8mith
PROPERTY WALUE 08/27/2012 12:00:16
Name: F1234 Jane Smith
Deployment State: Production
Incident State: Operational
endor. Brother
Model: HL-2150M
Description:

Type: Printer
Owner:

Serial Number: Z21480AK
‘Warranty Expiration Date: 0412712018
Install Date: 08272012

Mpapmyecknn npumep cBa3m Mmexay Cl. OTRS pasnnyaeT [OBYyHanpaBJsieHHbIE U
HeHanpaBsieHHble cBs3el. Bcaknii pa3, korga Cl cBsisaH ¢ gpyrum obbektom CMDB,
OTRS::ITSM aBTOMaTU4YeCKN CO30aeT COOTBETCTBYHOLLY 0OPaTHYIO CChIIKY.

OTRS::ITSM cTaHOapTHO nNpeasiaraeT ceMb TUMOB CBA3U:
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Figure 6.8. agent-configitem-management-link2

Link Object: Configltem# 389433000001: P1234

Select Target Object

Computer ~ | Select

Search L\,

Expired -
Inactive
Maintenance -

Incident
Operational
Warning -

Search

[Onsa cBA3bIBaHNA, CHaYvana BbibMpaeTca MCXOAHbLIN 06BHEKT, 3aTeM 3a4aeTCa TUM CBA3N W,
HakoHeL, BbibnpaeTcs ueneson o6bekT. LleneBon 06bEKT MOXKHO UCKaTb MO pPa3aNYHbIM
KpUTEpUaM:

4.1. Genericlnterface for ITSM Configuration
Management

There is a Genericlnterface for ITSM Configuration Management. This feature contains op-
erations for creating, changing, retrieving and searching configuration items via Gener-
icInterface. The following operations are available: ConfigltemCreate(), ConfigltemGet(),
ConfigltemUpdate(), ConfigltemSearch(). For more information please take a look at
the WSDL file: https://github.com/OTRS/ITSMConfigurationManagement/blob/master/de-
velopment/webservices/GenericConfigltemConnectorSOAP.wsdl

5. LOKyMeHTbl n Da3a 3HaHuM

Cuctema FAQ, koTopas, HadynHasa ¢ Bepcum OTRS 2.1, aBnseTcd He3aBUCUMbIM BHELLUHUM
MoayfneMm, MoXeT OblTb pa3paboTaHa M NMPUMEHATLCHA, HanpuMep, 158 NpensioXeHUs
pelleHunin n/unu npouenyp, CBA3aHHbIX C peLleHUeM N3BeCTHbIX OLWMOOoK.

Ctatbn FAQ moryT 6bITb NpenocTaBsieHbl Kak AJ19 BHYTPEeHHEero UCnosb30BaHus, Tak
N oNns KJINEHTOB uanm ObiTb B OTKPbITOM pocTyne. Mx MOXXHO oTcopTMpoBaTb MO
A3bIKY WM KaTeropusam. MNMosHOTa U Ka4yeCcTBO CTaTeln MOXET OLEeHMBATLCA areHTaMu.
OTobpakeHne nHpoOpMaLMN O KONMYECTBE BHOBb CO34aHHbLIX CTaTel UAN MOCsefHuX
N3MEHEHHbIX, MOXKET OblTb HAaCcTpoeHo 6e3 Kakux - NMbo orpaHnyeHnin. CtaTb MOryT
ObITb MPOVMHAEKCUPOBAHbI OJ1 YCKOPEHUSA MOUCKaA.

6. I3MeHeHMA N OOoNOJIHeHUA K
MOAOeJiIn AaHHbIX

Mogenb AaHHbIX MOXeT 6biTb rmMbko aganTupoBaHa WM MoXeT ObiTb pacliMpeHa
TMNaMU AaHHbIX, aTPUBbYTOB N Oa)ke KaccoB. [MONHY0 MHPOPMaLNKD MOXKHO HalTu B
pasgene "lMaHenb agMnHuctTpuposaHusa OTRS::ITSM" 3Toro pykosoactea nnm "llaHenb
agMuHucTpupoaHmna OTRS" B PykoBoacTee agMuHucTpatopa OTRS.
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Warning

Pa3paboTka monenn CMDB un Cl, koTopble 6yayT B Hee 3aHOCUTCS U YNPaBAATbCS
B HeW - 3aja4a, KOTOPYIO He crieayeT HeJooueHuBaTb. Hall onbIT NMokasblBaeT,
4YTO 3TO BeCbMa >XeslaTesIbHO MNPOBEPUTb KOHUEeNTyasibHble MbICAK, MPOCTO
CchopMyiMpoBaB X Ha NepBOM 3Tane, N N3MEHNTb NOCTaBJIAEeMY0 MO YMOTHaHUIO
Moaenb u Habop knaccoB Cl gna OTRS :: ITSM Ha BTOpOM 3Tane. bbino Obl
OYeHb NoJsie3HbIM NpUberHyTb K BHELUHEeN nomolin, Hanpumep, skcnepTos ITIL
MPaKTUKMU.

7. ATpuOyTbl U TUNbl 3a9BOK

HaunHas c¢ OTRS 2.2, 6biim npenctaBsieHbl BCTPOEHHble TUMbl 3asBOK, KOTOpPbIE
ncnonb3ytoTca Takxe n B OTRS:ITSM. B nognpoueccax ITIL, koTopble MoryT 6bITb
pa3buTbl Mo o4yepensaMm, 3aBKN KNACCUDULMPYIOTCSA MO UX TUMAM.

Bce ITIL npoueccbl b6ynyT peanm3oBaHbl B 6osiee nosgHux Bepcusax OTRS::ITSM,

Hanpumep, YnpaBneHne naMmeHeHnsmMm byaneT peasn3oBaHO TakuM ke obpasom. Takon
TN 3aaBkKn Kak RfC ("Request for Change"/"3anpoc Ha N3meHeHne") byaneTt nobasneH.

Figure 6.9. AoMuHucTpupoBaHue - HacTtponkm 3asaBOK - Tunbl

+ 2 in as Jane Smith m

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS | CUSTOMERS Q,

Type Management

Actions List

ﬁ Add ticket type NAME VALDITY CHANGED CREATED

- valid 08/27/2012 10:49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 0812712012 10:49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 0812712012 10:49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 08/2712012 10:51 08/27/2012 10:51
valid 08/2312012 14:26 08/23/2012 14:26

Warning

YT106bl 6bLITH YBEPEHHBLIM B LLEJIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnsatoLwas
MHpopMaLms, OAHaXKAbl CO3LaHHas B MNaHeNAW YrpaBfieHUS CUCTEeMbl, Kak
npaBuno, He MoXXeT BbITb yaaneHa. ECnum Bbl )KenaeTe Ae3aKTMBUPOBaTb Takyto
MHopMaLMio, U3MEHUTE ee 3HadyeHne B COOTBETCTBYLleM crnucke Bbibopa
c "valid/gpencrteutensHa" Ha "invalid/HegencTeutenbHa" nam "invalid-temporari-
ly/BpeMeHHO HepencTBUTEebHa".
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Chapter 7. Cnyxba
noanep>XkKu, MHUUAEHT, &
ynpasJsieHue npobinemamm

Cnyx6a nopnnepxku/Service desk (kotopasi, cornacHo ITIL aBnseTCa He NPOLECCOM,
HO dyHKuUMen) o06bl4HO, ABMSETCHA rNaBHbLIM NoNeM f[encTemsa. Bce coobueHns
nosnb3oBaTenein ” YyBeAOMJIEHUA OT CUCTEM MOHUTOPUHIra W BHYTpPeHHux WT
- noapasgeneHun cxofATca 3mdecb. ITIL npouecc ynpaBfeHUA Yycayramum TeCHO
nepenneteH co chayxboln, onucbiBaeT LwWwarm, KoTopble paboTatoT, wuHboOpmMaLmio,
ackanaumm n / nnam nHTepdencol akTyasbHble B CBA3M C 06paboTKON MHUMAEHTOB UK
3anpocoB Ha obcay>KuBaHue.

YnpasneHne wHuMpaeHTamun un npobnemammu BHYyTpM OTRS::ITSM o0CHOBaHbl Ha
pekomeHgaumax ITIL n ucnonb3yloT ee TepMuUHONOrMio. B To xe BpeMsa, KOMopT

nosib3oBaTesnsl, ABNAETCHA HEeEMaNIOBaXXHbIM (PaKTOPOM N MO3TOMY TEPMUHONOrns OTRS
TaKXXe, Mo BO3MO>XXHOCTU COXpPaHEeHa.

1. Co3paHue 3aABKMU, Knaccudpukauua
M npuopuTe3saumna

lMpn cosgaHMM 3a8BKU - B HaweM cjiyvae, NpuHSToOn no TenedoHy, perncrpupyeTcs
cnepyoulas nHGopMaLms, B 4OMNOJIHEHUE K TOW, YTO ucnosb3oBanack B OTRS:

* Tnn 3aBKKN

* COOTBETCTBYIOLNIA CEPBUC

* SLA

* BAINSIHNE

* npuopuTeT

B 3aBncMMOCTU OT BbIGpaHHOrO CepBuCa, ero BAUSHUA - MPUOPUTET aBTOMATUYECKMU
MPUCBaMBAETCA Ha OCHOBaHUM MaTpULbl KPUTUYHOCTL/BAMAHMEe/npuopuTeT. OOHaKo,
nobon 4neH nepcoHana WUT cnyxbbl 3HaeT 0 Tak Ha3bliBaeMbix "VIP" knneHTax,

Tpebyowmx cneunanbHOro noaxona.

YT106bl y4ecTb 3Ty 0CcOOEHHOCTb B NMOBCeAHEBHOWN paboTe MO yrnpaB/ieHUO ycayramu,
MMeeTCs BO3MOXHOCTb MOMPaBUTb 3HAaYEHWE NPUOPUTETA 3anpoca BPYYHYIO.
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Figure 7.1. areHT-3asBKa-co3aaHue

Create New Phone Ticket
*T¥Pe"  ncident:ServiceRequest -
® "Jim User" <jim@otrs.com= S
«From customer:

xToqueue’  Service Desk ~

File / Print -

Smith Jane (jane) -

= Subject | Requestfor new file share Marketing Callateral

= i

- - - A- s | Source -]

In order to let the MAR team collaborate more efficiently they would like to get a separate file-share for
Marketing collateral

Kind regards,
Jim User

Customer Information

Jim
User
jim
jim@otrs.com
555 - 123 456
Pier 5
San Francisco
¢4 Location
@ Open tickets (2)

Cnepys no ccbisike K 3asiBKe, MOXXHO MOJly4nMTb NMoApobHyto MHdopMaunio K Heiln. Bes
CBsI3aHHaA C TexnoanepXKon nHgopmauma cobpaHa B NpaBoi YacTu:

Figure 7.2. agent-ticket-data-change

$°a’

DASHBOARD SERVICES CMDB CHANGES STATISTICS CUSTOMERS

| Ticket#201208273894000014 — Can't access VPN from home location
1 Article(s) Age: 1h 42 m — Created: 08/27/2012 11:05 by Jane Smith

Back | Lock | History | Print | Priority | Additional TSM Fields | Link | Owner | Responsible | Customer | Decision | Note | Merge |

Pending | Close | - Move - -
=
| no. TYPE | = | FROM | suBJECT | CREATED | O
[ 1 customer — O+ Jim Cant access VPN from 0812712012

¥ #1 - Can't access VPN from home location Created: 08/27/2012 11:05 by Jane Smith

Forward | Phone Call Outbound | Phone Call inbound | Spiit | Print | - Reply - -

Jim User
Service Desk

Can't access VPN from home location

Get error message 'Usernamel/password do not match”

in as Jane Smith m

ADMIN Q,

Ticket Information

Incident
open

unlock
Senice Desk
Jane Smith

Jane Smith

Metwork access
Ext Business Hours

0 20121
1h17¥m
082712012 14:05

Gh17¥m
08/2712012 19:05

5 very high
3 normal
4 high
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2. UHudbopmauumsa o napamerTpax
BpeMeHMU CBA3aHHbIX € SLA

C noMowbio NMyHKTa MeHto LJononHuTesibHble ITSM nongd, nHhopmaunsa o speMeHHbIX
rnapameTpax, B AOMNOJIHEHNE K BpeEMeHN O0TBeTa, 0bHOBIeHNA 1 pewieHns ns SLA moxeT
ObITb 3aMOJIHEHA U Y>XKE NMelLWasaca nHpopmaums, MoXXeT BbiTb NU3MEHEHA:

Figure 7.3. agent-ticket-additional-field

Change ITSM fields of ticket : 201208273894000032 - Request for new file share Marketing Collateral

Options
*Title: | Request for new file share Marketing Collateral
08 »127 »12012 « [H- 12 »:59 ~
08 »/27 v/2012 » G- 12 59 ~
08 ~/30 v/2012 » G- 12 59

| Submit

3. PacnpeneneHuwe/Ha3HayeHue
3aABOK (ouyepenm)

PaspaboTaHHble C y4yeToM Tpebyemonm rubkocTn, CTpykTypa odepepenn OTRS:ITSM
MOXeT COOTBETCTBOBaTb OpPraHM3auUMOHHOW CTpykKType. OHM MOryT cnenosaThb
BEPTUKaANbHOM CXeMe MOCTPOEeHMsA MNOALEPXKW MOJSib30BaTesiell, nepsas, BTopas U
TPeTbS JIMHUU MOAAEPXKKU (KaK 3TO 4aCTOo UCNOJIb3yeTCs Npu noganepxke ycnyr UT) naum
MOCTPOEHa B NPOLECCHO - OPUEHTUPOBAHHOW MaHepe, OCHOBAHHOW Ha XXU3HEHHOM LiMKJe
3a8BKU COCTOSLLLEM N3 CO3AaHUA, 06paboTKKM, 3aKpbITUN N MOCAEAYIOWEM aHanmse.

Bonpekn Bepcusam OTRS po 2.2, ackanauunsa 3aas8ok B OTRS::ITSM ocHoBaHa, B nepsylo
oyepenb Ha OCHOBEe BpeMeH oTBeTa, 0OHOBNEHMSA 1 BOCCTAHOBJIEHUS YCYTM YKa3aHHbIX
B SLA. Ecam 3T 3Ha4YyeHns He 3aaaHbl B SLA, 3CKanaums BbiNOJHAETCHA Ha OCHOBE AaHHbIX,
3afaHHbIX ON5 o4Yepenen.

3asBka MoxeT bbITb NepemelleHa, NyTeM Bbibopa HOBOM o4epean.
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Figure 7.4. areHT-3asBKa-o4yepenb

x

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN

QueueView: Service Desk

Service Desk (2)

Q

EUNEEER  Avaiable tickets 2 -4
=] 1202 | s [ L
[7] Ticket#: 201208273894000014 - Can't access VPN from home location
J From Age Queue First Response Time Update Time Solution Time
Jim User 3im Senvice Desk 1h 56 m/08i27/2012 13:05 2 h 568 m/08/27/2012 14:05 7 h 56 m/08/27/2012 19:05
To Created State Type Priority
Senvice Desk 08/27/2012 11:05:48 open Incident 4 high
Subject Owner Lock Service CustomerlD
Can'taccess VPN from home Jane Smith unlock Network access
location Service Level Agreement
ExtBusiness Hours
[l Ticket#: 201208273894000023 - Please restore K:\Accounting\Overview.xls
_[ From Age Queue First Response Time Update Time Solution Time
Jim User 3m Senice Desk 1h 57 m/08i27/2012 13:06 3 h 57 m/08/27/2012 15:06 20 h 57 m/08/28/2012 17:06
To Created State Type Priority
Semvice Desk 08/27/2012 11:06.46 open Incident:ServiceRequest 4 high
Subject Owner Lock Service CustomerlD
Please restore K\Accounting Jane Smith unlock Backups and archiving
\Ovenviewxls Service Level Agreement
Std Business Hours
Top of page [
Warning
Pa3paboTka apxuMTekTypbl o4epeldei - 3agadva, KOTOPYHO cnepyet
HepooueHMBaTb. Haw onblT MokKa3biBaeT, 4TO 3TO BeCbMa >XenaTeslbHOo

MPoOBEpPUTb KOHLUEeNTyasibHble MbICAW, MPOCTO CHOPMYMPOBAB MX Ha MNepBOM
3Tane, n obcyamnTb c nepcoHanoMm UT ong OTRS::ITSM Ha BTopoM 3Tane. bbino
6bl 04eHb MoNe3HbIM NPUBErHyTb K BHELLUHEN MOMOLLIW, HanpuMep, skcnepTos ITIL

NPaKTUKN.

4. A3MeHeHMe faHHbIX 3aABKU

Bce nameHeHus B 3ad9BKe NpPon3BOAATCA TakxXe Kak n B OTRS.

34



OTRS

Real Services

Figure 7.5. agent-ticket-data-change

+ Y 1 You are logged in as Jane Smith E]

DASHBOARD TICKETS SERVICES CMDB CHANGES STATISTICS CUSTOMERS ADMIN Q

| Ticket#201208273894000014 — Can't access VPN from home location

1 Article(s) Age: 1h 42 m — Created: 08/27/2012 11:05 by Jane Smith Ticket Information
Back | Lock | History | Print | Priority | Additional [TSM Fields | Link | Owner | Responsible | Customer | Decision | Note | Merge | Incident
Pending | Close | - Move - - ZDES
unlock
= Senice Desk
E
Jane Smith
| no | TveE | = | FROM | suBJECT | crEaTED | © | Jane Smith
[ 1 customer— O+ Jim Cantaccess VPN from 08/27/2012 ]
Metwork access
¥ #1— Can'taccess VPN from home location Created: 08/27/2012 11:05 by Jane Smith Ext Business Hours
Forward | Phone Call Qutbound | Phone Call inbound | Spiit | Print | - Reply - -

Jim User = o
Ua, 2012 1500
Service Desk )
. 1h17m
Can't access VPN from home location 0812712012 14:05
Gh17m
Geterror message Username/password do not match™ 082712012 19:05
Svery high
3 normal
4 high

5. YTBepXOeHUAa U peLueHun

Bo MHoOrux cnydasax, ocobeHHO B 3ampocax Ha ycayry, 0o Hadana paboTbl Hapg
3anpocoM, OO0JKHO 6biTb MPUHATO HEKOTOPOEe pelleHune. B 3aBUCKMMOCTM OT paMoK
KOMMeTEHUNN, PpEeLUeEHNE MOXXeT MNPUHUMATbCA KaK HEenoCpeACcTBEHHO MNepCoHasIoM
MnoadepXKn (CTaHQapTHbIE U3MEHEHNA) UK MyTeEM MPenBapUTESIbHOrO0 YTBEP)XXAEHUSA
yNpaBAsoWwmMmM MeHea>XepoM. ITO MOXXET bbITb, HaNpuMep, B C/ly4ae C U3SMeHeHus npas
[OoCTyna (Nosib30BaTesib XO4YET NOJYYUTb AOCTYM K OFPaHNYEHHbIM B AOCTYMNe KaTajoram
halnnoBON CUCTEMBI) UK 3aNPOCOB CBA3aHHbIX C PAaCX040M hUHaAHCOB (HOBbIN HOYTOYK).

B OTRS::ITSM nHcopmaumsa 06 yTBEpP>XAEHUM UM OTKa3e 3a[aeTca Yepes NMyHKT MeHIo
PelwweHune/Decision n NOCTOSAHHO XPaHUTCS B 3aABKE:
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Figure 7.6. areHT-3asBKa-peLwueHue

Change Decision of Ticket : 201208273894000014 - Can't access VPN from home location

Options
#3ubject  pecision

*Text:
B I U § i=i= EE E = E 5 i

Av s T Source

Reason:

Browse_
note-internal -

Approved -

6. Co3paHue 3a9BOK O npodoneme,

OCHOBAHHbLIX Ha UHUMAOEHTaX

[ns co3gaHns 3as8BKKU No npobneme U3 0AHOr0 AN HECKOJIbKUX UHLWAOEHTOB, CO3anTe
HOBYIO 3asiBKy U CBS)KUTE ee C COOTBETCTBYHOLMMN 3asiBKaMu 06 MHUMAEHTaX. Takum
obpa3oM, 3TV MHUMAEHTbI MoOryT obpabaTbiBaTbCA MO OTAENBLHOCTU, MOryT ObITb
3aKpPbITbl C 06XOAHLIMU PELUEHUAMU, eCn HEOBXOAMMO, KOTopble, 3aTeM, MOTYT ObITb

3aMeHeHbl OKOHYaTeJ/IbHbIM pelleHnemMm.

CnusHmne 3asB0K 06 MHUMOEHTaAX M 3a8BOK O r|p06neMax 3aTpygoHAEeT OTHETHOCTb U

YCNOXHSAET KOHTPOJIb 1 MOCTOSAHHOE coBeplUueHCTBOBaHMe UT-ycnyr.

7. 3aKpbiTUe 3aBKMU

B otnundme ot npuHatoro B OTRS, OTRS::ITSM ponyckaeT npuHaToe B ITIL 3akpbiTue

3asBKM C 06X0AHbIM pelieHneM.

8. ObpaboTka 3anpocoB Ha ycnyru/

CepPBUCHI

B OTRS, 3anpocbl Ha 0b6CNyXMBaHNE U UHUWAEHTbl PAacCMaTPMBAlOTCS KaK 3asiBKU U
n3HavYanbHO obpabaTbiBanncb oanHakoBo. OHM OTAMYaANCb OT cOOEB TUMOM 3asiBKU -

Incident::Service Request/VHunaeHT::3anpoc Ha obcny>xmBaHue.

36



OTRS

Real Services

Opyroe oTnnyne, 3HadYeHNA BpeMeHU, CBA3aHHble C SLA, pa3bACHAITCA OeTaslbHO B
pa3nenax 06 ypoBHSX 06CNy>XMBaHNA N CornalieHnsax 06 ypoBHe 00Cy)>KMBaHUSA.

Figure 7.7. areHT-cepBuc-3anpoc

+ 3 2 1 ou are inas Jane Smith m
DASHBOARD | TICKETS - ~HANGES | STATISTICS | CUSTOMERS  ADMIN Q,
SLA: 24/7
SLA Information
Back | Print
0812712012 10:57:21
v SLA 247 Jane Smith
Avalability UBI2?I2UTI2 11:03:43
Calendar3-24/7 Jane Smith
120 minutes
120 minutes
240 minutes
240 minutes
Associated Services
STATE SERVICE TYPE CRITICALITY CHANGED
| IT Management Svery high 08/27/2012 11:03:24
[ | End User Senvice 4 high 08/27/2012 11:00:31
| End User Senice 3 normal 08/27/2012 11:02:50
[ End User Senice 3 normal 08/27/2012 11:01:19
| IT Operational 4 high 08/27/2012 11:01:03
[ Back End 2low 08/27/2012 11:02:20
| IT Operational 2 low 08/27/2012 11:02:33
[ | IT Management Svery high 08/27/2012 11:03:09
[ | IT Operational Svery high 08/27/2012 11:02:06
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Chapter 8. YnpasneHue
NI3MeHeHUuaAMHU

YnpasneHue W3MeHeHMsaMu, cornacHo ITIL, 3To npouecc MNpPOXOXXLAEeHUd >STaros
BbIMOJIHEHNSA YCNYrUX, LeNbio KOTOPOro 3aks4daeTcs B ynpassieHun NT nameHeHuamu,
B TOM Yucse naaHNpoBaHus, OKYMEHTUPOBAHNA N peann3aLnm nocse yTBepX4eHUd n
odpopmaeHus. Llenbto npouecca ABNAETCA MUHMMN3ALNS HEFaTUBHbLIX NOCEeACTBUN 4NA
UT-MHPpaCcTpyKTYypbl, BHAaCTHOCTU, HA KPUTUYECKME CEPBUCHI, B pe3yfibTaTe NocrneLuHbIX
VAKX MJ0XO0 YMpaBASEMbIX NU3MEHEHUI NN NONPaBOK.

1. TpeboBaHua Mmoaynsa YnpasneHus
N3MeHeHusaAMHM

1.1. TpeOyeMblie KOMNETEHL UM

BHepopeHne OTRS:ITSM TpebyeT 3Ha4yuTeNbHOM TEXHMYECKOW KOMMNETEeHUUM W
MOAroTOBKU. [10 TEXHMYECKOW peann3aunmn, OCHOBHbIE 3JIEMEHTLI MpoLecca ynpaBsieHns
N3MeHeHNAMU, Takne, Kak notTpebHble NoTokn paboT/workflows, MeTpuKK, Nan oTHETHI,
DOJKHbI ObITb ONpeneneHs.l.

1.2. TexHU4Yeckume TpeboBaHus

Cnepylowee nporpamMMHoe obecneyeHune, MepeyucsieHHoe HuXke, Heobxogmmo ans
BHeApeHns moaynsa YnpasneHus UsmeHeHnsamMun;

1. OTRS Framework, version 5.0.1 or higher
2.ITSM "GeneralCatalog" package, version 5.0
3. ITSM "ITSMCore" package, version 5.0

Cnepylowme nakeTbl PEKOMEHAOYIOTCS, HO He oba3aTesbHbl, B 3aBUCMMOCTU OT
OaNbHENLWNX Lenen no BHeAPEHNIO:

ITSM "ITSMIncidentProblemManagement" package, version 5.0

ITSM "ITSMServiceLevelManagement" package, version 5.0

ITSM "ITSMConfigurationManagement" package, version 5.0

ITSM "ImportExport" package, version 5.0

2. Cxema YnpasneHuua NameHeHUssMU B
OTRS::ITSM

Peanusauunsa YnpasneHuna N3meHeHmamm B OTRS:ITSM onpepensetr M3meHeHMe Kak
n3MeHeHne cyulecTteyowen WUT uWHPpacTpyKTypbl, Hanpumep, YCTaHOBKA HOBOIO
Mo4YTOBOIO CepBepa.

MN3meHeHne, obbI4YHO, COCTOUT M3 HECKOoJbKUX nopa3amaHun, OTRS::ITSM no3sonser
3apaTb Jioboe KonnyecTBO nopa3afdaHui Ha WM3mMeHeHume. 3To Ha3sbiBaioT Work Or-
ders/3apavamn.
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Figure 8.1. change-workorder-schema

Workorder 2
Workorder 3
Workorder 4
Workorder S
Workorder n

—
-
)

O
e
O

4
-

g

3. BO3MOXHbIe posu noJsib3oBaTesnien

JocTtyn K Moayso YrnpassieHue M3MeHeHUsMU ynpaBaseTcs C MOMOLLbIO KOHLEenumuu
OCHOBaAHHOW Ha ponsAx. Tpebyemble ponu MNosb30BaTeNEN CO34alOTCA 4epes MaHesb
ApMmuHucTpaTopa OTRS, corflacHO COOTBETCTBYIOLLMX NpaB Nosib30BaTeNeln B rpynnax B
MoayJie YnpaBneHus U3MeHeHnaMu.
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Figure 8.2. otrs-permissions-roles

K

- Role

Agent

S

Queue 1
~—

ro, ¢, mv

mv’ owner + Queue 2

—
rw

5

Group 3 Queue 3

~——

Queue 4

Mpwn yctaHoBke OPM nakeToB nepedyncseHHblx B "Technical Requirements/TexHn4yeckunx
TpeboBaHMAX", coO34alOTCA FPYMMbl MOJib30BaTENEN, MEPEYNCSIEHHbIE HUXXe B Tabnuue:

Table 8.1. Ponu nonb3oBaTeneun

Ponb nonb3oBartens

JocTtyn v npaBa

itsm-change

YneHbl 3TOW rpynnbl  MMeKT [OCTyn
K ™Moaynwo YnpasneHune WM3MeHeHUAMN.
Bce noTeHUmManbHble areHTbl UCMOAHUTENN
3apay/Work Order Agents [o/mKHbI ObiTb
Ha3Ha4eHbl B 3Ty rpynny.

Bce N3meHeHns 7] BENER]Y
MOryT npocMaTpMBaTbCA 3TUMMK
Mosb30BaTeNAMMN.

itsm-change-builder YneHbl 3TOM rpynnbl MOryT CO34aBaTb

HoBble I3MeHeHnsa n 3adaym B CUCTEME.

Bce W3MeHeHMs 1 3agaydm  MoryT
npocMaTpmMBaTbCA YS€HaMM 3TON FPynnbl.

N3meHeHns 7] 3aga4n CO34aHHble
CospaTtenem WM3meHeHnn/Change Builder,
nnn Temu, KTO onpepesieH
VMEeLNMIN [ocTyn K co3faHuto
N3MEHEHUN, MOryT  pedaKTUpPOBaTbCH
3TMMW MOJIb30BaTENAMN.

itsm-change-manager

YneHbl 3TOoM rpynnsl MOryT CO34aBaTb
HoBble I3MeHeHnsa n 3amaym B CUCTEME.
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Ponb nonb3oBaTens

JocTyn v npaBa

Bce MW3meHeHMs wn  3apga4un  MoOryT
npocMaTpMBaTbCA YSeHaMn 3TOW rpynnol.

3TK nonb3oBaTesNn MOryT pefakTupoBaTb
BCce MI3meHeHnsa n 3apadn.

4. ba3oBaf nocysenoBaTeNibHOCTDb
pabotbi/Workflow

OcyuwiecTB/ieHNE W3MEHEHUs, BKJO4Yas Bce Tpebyemble 3afayvn, BbIMOJHATCS B
TUNoBon/6a30Bo NOCNEeA0BaTENbHOCTN PaboT MOKa3aHHOM HNXKE.

Figure 8.3. change-workflow

L ]

Creation of a change

L ]

Creation of needed work orders

L ]

Definition of conditions & actions

L ]

Execution of a change

€CC€C€4¢

5. CozpaHume HOBOro NameHeHus

5.1. ATpmOyTbl N3MeHeHus

Ina co3paHna HoBoro MiaMeHeHnsa 00XKHbI ObITh BBEOEHbI ciegylowne aTpubyThl:

Table 8.2. ATpubyTbl N3MeHeHun

ATpuoyT ObGsa3aTenbHOe nosne Moppo6Ho

Ha3BaHue Ha KpaTkoe onucaHuve /[ uMmA
N3meHeHusa

OnucaHwune HeT MonHoe TeKCToBoOEe
onncaHue N3meHeHN4

O6ocHoBaHuMe HeT TekcToBoOe nosicCHeHne
NPUYnH N3meHeHns.
OTBeTbLTE Ha BOMpPOC:
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ATpubyT

Obs3aTenbHOe nosne

Moppo6bHo

"KakoBbl byayT BeposiTHble
nocnencTeuns, ecnn
N3meHeHne He bynet
peannsoBaHo?"

KaTeropus

La

Onpepensert TIN
N3meHeHnsa, Hanpumep, "3
normal" n T.40.

BnnanHne

Hda

OnpepenseT 3pdekTbl naun
B/INSIHNE, KOTOPOE OKaxeT
N3meHeHne, Hanpumep, "4
high" v T.4.

MpuoputeT

Oa

Onpepensert npuopuTeT
N3meHeHnsa, Hanpumep, "5
very high", "3 normal" n 1.4.

CocTosHuMe

Oa

Mpn co3paHnnM nU3MeHeHus,
COCTOsIHNE
yCTaHaB/MBaeTCA
aBTOMaTUYeECKMN. Mpwn
penakTupoBaHMK yxe
cyuwecTBylowero
N3meHeHnsq, Co3spaTenb
n3meHeHuns/Change Builder
n MeHepoxep wnsMeHeHun/
Change Manager wMmoryT
€ro BbICTaBUTb BPYYHYIO.
LOCTynHble COCTOSHUA WU
pesynbTupytowine
COCTOSHUA oMnpenensanTCs
BCTPOEHHOM MawwnHown
CocTosaHunn/State Machine,
cMmoTpuTe Section 5.3,
“ MawwunHa COCTOSAHUNI
N3meHeHna ” [44].

3anpoleHHoe
BpemMsd/oaTa

(knnenTom)|HeT

Ecnm Heobxopgummo, 3TOT
aTpnbyT MoXXeT 6bITb
0EeaKTMBUPOBAH Yyepes
SysConfig gnsa 'ChangeEd-
it", 'ChangeAdd' n 'Change-
Zoom' wabnoHoB, N Nokasa
TpebyeMon KNMeHToM' aaThl
BbIMOJIHEHUS.

MpukpenneHHbIN
BnoxxeHwne

dann/|Het

3agaet BO3MOXXHOCTb
NnpuKpenJaeHuns
Heobxoaumoro anna unm
DOKYyMeHTa

5.2. MaTtpuua - Kateropua - BausHue -

NMpuopuTeT

Oona onpeneneHus

npuoputeTa WM3MeHeHUs

OTRS::ITSM

nomoraeTt Co3gaTento

N3meHeHnsa BbIbpaTb NMPUOPUTET Ha OCHOBaHWUM BCTPOEHHOW MaTpuubl, 6a3npyscb Ha
BBEAEHHbIX 3HAYEHUAX KAaTEropnum n BANAHNA U3MeHeHNs. NpeanoXXeHHbIn NpuopnuTeT
BCeraa MoxkeT ObiTb CKoppekTupoBaH Co3naTenem MameHeHUs.

42



OTRS

Real Services

Figure 8.4. change-matrix

Priority allocation
IMPACT \ CATEGORY
1 very low
2 low
3 normal
4 high

5 very high

Submit

1 VERY LOW
1 very low
1 very low
2low
2low

3 normal

2 Low
1very low
2 low

2 low

3 nomal

4 high

3 NORMAL

2 low vi

2 low
3 normal
4 high
4 high

-

-

-

-

4 HIGH
2 low
3normal
4 high
4 high

5very high

5 VERY HIGH

3 normal -
4 high -
4 high -
5 very high -
5 very high -

The category, impact and priority values given upon installation can be customized in the
General Catalog by the administrator. To do this, the menu item "General Catalog" should
be selected in the OTRS::ITSM Administration interface.

5.2.1. ITSM::Change Management::Category

Mocne yctaHoBkK, OTRS::ITSM Change Management co3gaeT cieaytoLwimne 3HavYeHnsa gns
aTpubyTa KaTeropus, KoTopble MOXXHO BblbpaTh:

* 1 very low - o4eHb HM3KaA
* 2 low - HM3Kas

* 3 normal - HOpMaJsibHas

* 4 high - BbiCOKas

* 5 very high - o4eHb BbiCOKas

5.2.2. ITSM::Change Management::Impact

Mocne yctaHoBku OTRS::ITSM Change Management co3faeT cnegytoLime 3Ha4eHNs gns
Bbibopa onsa atpmubyTta BamsaHue:

* 1 very low - o4eHb HM3KaA
* 2 low - HM3Kas

* 3 normal - HopMaJsibHas

* 4 high - BbiCOKas

* 5 very high - o4eHb BbiCOKas

5.2.3. ITSM::Change Management::Priority

Mocne yctaHoBkn OTRS::ITSM Change Management co3paeT cnegytoLime 3Ha4eHns gns
Bbibopa onsa atpubyTa MpuoputeT:

* 1 very low - 04eHb HM3KaA
* 2 low - H13Ka4a

* 3 normal - HopMaJsibHas
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* 4 high - Bbicokas

* 5 very high - o4eHb BbicOKas

5.3. MawuHa cocToaHUM N3MeHeHMA

OTRS::ITSM npepnaraeT MalnHy COCTOSHMIA, KOTOpas onpenenseT OENCTBUTESNbHbIE
COCTOAHUA W BO3MOXHbLIA pe3ynbTupylowmnn ctatyc W3meHeHusa. lMpu yCTaHOBKe
cucTeMbl co3paeTcs 6a30BbI BAapMaHT, OCHOBAHHbLIN Ha CnefyloLen norunke:

Figure 8.5. change-state-machine

canceled
requested

rejected

pending pir

pendin

Adjustments to the State Machine can be made by the system administrator in the ad-
ministration front end, under menu option "State Machine". The statuses and possible
result statuses should be defined here. In OTRS::ITSM, this is illustrated as a table:
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Figure 8.6. uaMmeHeHMue-coCcTOsHUE-Nepexon,

Admin State Machine

Actions Overview over state transitions for ITSM::ChangeManagement::Change::State

Go to overview STATE NEXT STATE DELETE

- Requested
In Progress
Pending Approval
Rejected
Retracted
Approved
Rejected
Retracted
*END*
Retracted
In Progress
Canceled
Failed
Pending PIR
Retracted
Successful
Failed
Successful
*END*
*EMND*
*END*
*END*

EEE EECEECEEEEEEEEEE E L

Where necessary, additional statuses can be defined under the menu option "General
Catalog" -> "ITSM::Change Management::Change::State".

5.4. OnpenenexHue Ponen y4aCTHUKOB /
MNepCOoHbI/COTPYAHUKU, CBA3AHHbIE C
N3MeHeHueM

Mocne BBOAa OCHOBHbIX AaHHbIX 3MeHeHus, B cekuun Involved Persons/BoBneyeHHble
COTPYOHUKKN OO/MKHbI BbITb onpefesieHbl COTPYAHUKN, NpUHUMatoWmMe y4yacTme B ero
peanusauun.

Figure 8.7. change-involved-persons

Involved Persons

# Change Manager: Jack Brown” <jack{@otrs.com=

*Change Builder: - jane Smith” <jane@otrs com=

Submit

Change Advisory Board

- = | Apply Template || Save this CAB as template

Add
Current CAB
TYPE LOGIN DELETE
Agent joe (Joe Johnson) m
Agent mary (Mary Mars) m
Customer claude (Claude Green) m

30ecb cucteMma npepnaraeTt yaobHbIn OOCTYyN KO BCEM MOOKJIOYEHHbIM KJIMEHTCKUX
635KeHO0B N areHTCcKkMx 6akeHOoB, Takux kKak b SQL wnu LDAP. Echn ykasaHo, MoXxeT

45



OTRS

Real Services

6biTb onpepeneH CAB/KomMunTeT NO U3MEHEHUAM, C NoMoLlblo WwabnoHa BCTPOEHHOrO
CAB.

Table 8.3. BoBJsie4eHHble COTPYAHUKM

ATpubyT ObssaTtenbHoe none MoppoGHo

MeHen)xep N3MeHeHuns [a Ha3HavaerT npa.sa
MeHep)xepa N3meHeHnin
areHTy ans TeKyLero
N3meHeHuns.

CocTaBuTtenb N3MeHeHuns Oa Onpepensert areHTa,
KOTOpbIN 3amaeT n
BbINOJIHAET Tekyulee
N3meHeHne. lpun co3pmaHunm
HOBOIo N3meHeHns,
Tekywunn areHT

aBTOMaTUYeCKN CTAHOBUTCS
CocTaButenem WM3meHeHus/
Change Builder.

CAB - KomurteT rno|Het 3apaeT rpynny
N3MEeHeHnaM COTPYAHUKOB, KoTopas
MoXeT COCTOATb n3

KINEeHTOB N alreHToB.

5.5. CesA3biBaHue I3MeHeHUAa C 3anpocoM Ha
M3MeHeHue

Yepes wuHTepgenc OTRS, wncnosb3lysd, W3BECTHbLIA YXE, MexXaHU3M CBSA3blBaHMUA,
cucTeMa Mno3BosfeT cCBA3aTb lM3MeHeHMe C 3adBKOW. Takmm 06pa3oM, WUCXOLHbLIN
NCTOYHMK MN3MeHeHuns, T.e. 3anpoc Ha UN3meHeHne mnnu npobnema MoryT ObiTb JIErKO
NAeHTUUUNPOBaHSI.

Figure 8.8. change-rfc-relation

Change Management Incident- / Problem Management

Change

KpomMe ToOro, ectb BO3MOXHOCTb CO34aTb COOTBETCTBYHOLlIEE U3MEHEHME NpPAMO U3
3a8BKN B rpoueccax YnpasaeHna MHumgeHTamu, T.e. NpsSMO OTTyAda, 4YTO SABNSETCS
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ero UCTOYHMKOM. B 3TOM cnyyae, cuctema cosfaeT HenocpeACcTBEHHYIO CBSA3b Mexay
3a8BKON U lM3MeHeHueM. B HacTpomkax CUCTEMbl 3Ta BO3MOXHOCTb MOXeT [aHa
TONIbKO TeM areHTaMm, KOTopble MMelT rfpaBa Ha co3faHue lM3MeHeHUn. Takxe,
BO3MOXXHO OrpaHW4nMTb WUCMNosb30BaHMe Tuna 3aaBku "RfC", naB npaBa TOJIbKO TeM
areHTaMm, KOTopble nMelT A0oCTyn K YnpasneHutio NameHeHnamu. Obpatnute BHUMaHmne
Ha cnejylouwme napaMmeTpbl KOHpUrypaumu:

» Ticket -> Core::TicketACL - Ticket::Acl::Module###200-Ticket::Acl::Module

* ITSM Change Management -> Core::ITSMChange - ITSMChange::AddChangeLinkTicket-
Types

* ITSM Change Management -> Core::ITSMChange - ITSMChange::RestrictTicketType-
s::Groups

5.6. OnpepneneHue YC/NOBUM

BOTRS::ITSM MOXHO 3ajaBaTb YC/NOBUA WU [OENCTBUA, OCHOBaHHble Ha aTpubyTax
N3MeHeHna n/vnn 3agadun. Yepes naHeslb agMUHUCTPATOPa 3TU BO3MOXXHOCTU MOryT
ObITb BKJIOYEHbI NN OTKOYeHbl ona CocTaBuTens iameHeHMA.

Takxe, 340ecb MOXHO 3agaTb Workflows/Paboune npoueccel. Hanpumep, npouecc
nepesofa Bcero I3MeHeHUs B COCTOSAHME "canceled/oTMeHeHO" nnm oTMeHy request re-
view / approval npn oTmeHe 3agayn.

Figure 8.9. change-conditions

Condition

* Name:  Tgst Conditions

Any expression (OR) '@ All expressions (AND)

valid -

Expressions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 2012058283589400001 ~ Category - is - 4 high A m

Workorder = any - Workorder State is - Canceled - il

Actions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 20120828389400001 ~ Change State - set - Canceled A m

Change - 20120828389400001 ~ Priority - set - 5 very high - il

HeobxoanmMo OTMETUTb, YTO 3afaHHble yCcnoBua He BbINOJIHAKOTCA B onpeneineHHoOM
nopagke,; CKopee, OENCTBUS BbIMOJIHAIOTCS B TOM nopsagke, B KOTOPOM OHWN 6b11M 3a4aHbl.

5.6.1. YcnoBusa poOCTynHbie Ha ypoBHe I3MeHeHu#

Cnepyowme atpubyTbl MOryT ObITb MCNOSb30BaHbI MpU onpeneneHnn YCaoBUA Ha
ypoBHe 3MeHeHui
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Table 8.4. YcnoBusa poctynHbie H

a ypoBHe I3MeHeHuMn

ATpubyTbl U3MEeHeHus

Jlornyeckue onepartopbl

3aTpayeHHoe BpeMs

MNnaHupyeMble pecypcbi???

is - ABnsAeTCcH

is not - He aBnseTcs

is empty - nycTo

is not empty - He nycTO

is greater than - 6onblie 4yem

is less than - MeHblLe 4YeMm

KaTeropus
ChangeBuilder - CoctaButens N3ameHeHunA
ChangeState - CocTtosiHne NameHeHns
Bnnanne

MpuoputeTt

is - aBngeTcs

is not - He aBngaeTcA

ChangeManager - MeHen)xep iameHeHUS

is - aBnseTcs
is not - He aABnseTCH
is empty - nycTo

is not empty - He nycTO

ChangetTitle - 3aronosok iameHeHunA

begins with - Ha4ynHaeTcs ¢
ends with - 3akaH4YMBaeTCH
contains - cooepxuT

does not contain - He cooepXxuT
is - aBnaeTcsa

is not - He aBnseTcs

is empty - nycto

is not empty - He nycTo

5.6.2. YcnoBusa foCTynHbie Ha YpOBHe 3apay

Cnegnytowme aTpmubyTbl MOTYT NCMOJIb30BATLCS NPU 3a4aHnM YCNOBUIA Ha ypoBHe 3agav.

Table 8.5. YcnoBusa poctynHbie Ha ypoBHe 3apau

ATpubyT 3apgaum Jlornueckue onepartopbl

3aTpayvyeHHoe BpeMs is - ABNseTCA

MnaHupyeMble pecypcbi??? is not - He aBnseTcs

is empty - nycTo

is not empty - He nycTO
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ATpubyT 3apaum

Jlornyeckue onepaTtopbl

is greater than - 6onblue yem

is less than - MeHbLLe YyeMm

WorkOrderNumber - Homep 3agayu

is - aABnsaeTcs
is not - He aABnseTCH
is greater than - 6onbwe yem

is less than - MeHblLLe YeMm

WorkOrderState - coctosHne 3agaymn
WorkOrderType - Tun 3agayn

WorkOrderAgent - AreHT an14 3agadu

is - aBngeTcs

is not - He aABnseTCH

WorkOrderTitle - 3aronosok 3aga4un

begins with - Ha4ynHaeTcs ¢
ends with - 3akaH4nBaeTCA
contains - cooepxumT

does not contain - He cogepXxuT
is - aBnsAeTcs

is not - He aBnseTcs

is empty - nycTo

is not empty - He nycTO

5.7. OnpepneneHve 0eMCTBum

Mocne Toro, Kak Bce ycsoBus 3agaHbl, OTRS::ITSM no3sonset onpenenutb ntoboe
KOJINYECTBO OENCTBUN, KOTOpPble HEOBXOANUMO BbINOJIHUTL MO TeKyleMy V3MeHeHUo n

BCceM/o4HON 3afaye Tekywero ameHeHUs.

5.7.1. lencTtBMA AOCTYNHbIe Ha YpoBHe N3MeHeHun

Cnepyowme enctena MoryT ObiTb BbINOJSIHEHLI ANa 06bekToB/aTpubyTOoB MI3MeHeHus.
OnepaTtop "set" no3BonseT yCTaHOBUTbL 3HadyeHme BbibpaHHOro aTpubyTa, ecau
3afaHHoOe ycnoBue BepHo. C Apyron cTopoHbl, onepaTtop "lock" 6noknpyeT BbIOpaHHbIN
aTpnbyT Ha BCe BpeMs, NOKa YCJ/I0BME BEPHO, T.€. PyYHOE €ro uaMeHeHne HEBO3MOXKHO.

Table 8.6. [lencTBMA AOCTYMNHbIE

Ha ypoBHe M3MeHeHun

ATpubyTbHI U3MEeHeHus Jdeucreue
KaTeropus YcTaHoBUTbL
BnnaHue

MpunoputeTt

ChangeState - CocTosiHue N3meHeHus YcTaHOBUTb

3abnokumpoBaTb
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5.7.2. [lencTBMA OONYyCTUMbIe HA YPOBHe 3apaum

Cnepyowme [encTBMs MOryT OblTb BbIMOJIHEHbl ANsi o6bekToB/aTpmbyToB 3agayu.

OnepaTop "set"

nossosideT YCTaHOBUTb 3Ha4dYeHue BbI6paHHOFO anVI6yTa, ecin

3afaHHoe ycnoBsue BepHo. C Apyron CTopoHbl, onepaTtop "lock" 6noknpyeT BbIOpaHHbIN
aTpnbyT Ha BCe BpeMs, NOKa yC/I0BME BEPHO, T.€. py4YHOe ero uaMmeHeHne HeBO3MOXKHO.

Table 8.7. [lencTBuMa AonycTUMbIe Ha YpPOBHe 3apnaydm

ATpubyT 3apaum Jencreue
WorkOrderState - coctosHne 3agaymn YcTaHOBUTHL
3abnokumpoBaTb

5.8. MNMepeycTaHoBKa (OTCpoYKa) BpeMeHM
Hauyana / OKkoH4aHua N3MeHeHuna

Ha npakTuke, 6biBaeT Heobxoaumo rnepecMoTpeTb BpeMdA Ha4alJla WJiIn OKOHYaHWuA

N3mMeHeHuns.

Cuctema nossonsetr CocTtaButento W3mMeHeHUs ocywecTBnTb 3TO C

nomolubto onumm "Move Time Slot/CoBMHYTbL BpeMeHHble rpaHuLbl”

Ncnonb3ya nong Bbl60pa, CocTtaButenb M3MeHeHNs MMeeT BO3MOXHOCTb COBUHYTb
rpaHuvLbl N1aHUpyemoro speMeHHoro nepmnofa ocyulecteneHusa NsmeHeHus

Figure 8.10. change-move-timeslot

Move Time Slot Change# 201208283894000012

Planned Start -

08 ~/20 /2012 ~ [3- 09 - 00 ~

6. Co3paHuve 3apnaum

BHyTpu N3ameHeHuns, cuctema npepnaraet onuyuto "Add Work Order/0o6asuTb 3agayy”,
MO3BOJIAIOLL YO CO34aTh toboe Konm4ecTBo nog3anad (3agay) cBA3aHHbIX C BbiIOpaHHbIM

N3meHeHunemMm.

6.1. ATpuOyTbl 3apaum

Move

bynyuu co3paHHbIM, MI3MeHeHne npencTaBnseT cobon KOHTeMHep ONns onpeneneHuns
noasapgad T.e. 3a4ay, 1 3TW 3ag4a4uun MoryT 6biTb 3agaHbl CocTaBuTenem MiameHeHUs.

Table 8.8. ATpubyThl 3apaum

ATpubyT

ObsA3aTenbHOe noJjse

MoppoGHo

Ha3BaHue

La

KpaTkoe onucaHne [/ unms
3aga4un.
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ATpubyT

Obs3aTenbHOe nosne

Moppo6bHo

NHcTpyKuUUnSA

HeT

MonHoe TEeKCcToBOE
onmcaHne 3agayn.

Twun 3apayn

Oa

Cnucok pns Bbibopa Tuna
3aKkasa, T.e. yTBep)xAaeHus,
nopsanok pabota, PIR n 1.4.

KaTeropus

La

Onpepensert TIN
N3meHeHnsa, Hanpumep, "3
normal" n 1.4.

BnnanHne

La

Onpepensert
3PPEKTUBHOCTb nnn
B/INSIHNE, KOTOpPOEe OKaxkeT
N3meHeHne, HanpumMmep, "4 n
BbilLe", n T.4.

MpuoputeT

Oa

OnpepenseT npuopuTeT
N3meHeHnsa, Hanpumep, "5
very high", "3 normal" n T.4.

CocTosHuMe

Oa

Mpn co3paHnM U3MeHeHns,
COCTOsIHUE
yCTaHaB/IMBaeTCs
aBTOMAaTUYECKWU. Mpwn
penakTupoBaHUK yxe
CYLLLECTBYIOLLErO
N3meHeHuns, Co3pgaTenb
n3meHeHuns/Change Builder
n MeHepxep wnsMeHeHun/
Change Manager wMmoryT
€ro BbICTaBUTb BpPYYHYIO.
LOCTynHble COCTOSHUA WU
pe3ynbTupyrouimne
COCTOSHUS onpenensTCs
BCTPOEHHOI MawnHown
CocTosiHmn/State  Machine,
cMoTpuTe Section 5.3,
“ MalunHa COCTOSIHUI
N3meHeHns " [44] .

3anpolieHHoe
BpemMs/naTa

(knmeHTOM)

HeT

Ecnm Heobxopgummo, 3TOT
aTpnbyT MoXXeT 6bITb
0EeaKTMBUPOBAH yepes
SysConfig gnsa 'ChangeEd-
it", 'ChangeAdd' n 'Change-
Zoom' wabnoHoB, N Nokasa
TpebyeMon KNMeHTOM' aaThl
BbIMOJIHEHUS.

MpukpenneHHbIN
BnoxxeHne

dann/

HeT

3apgaet BO3MOXXHOCTb
NpUKpenieHuns
Heobxoaumoro anna unm
DOKYMeHTa

B pononHeHme K 3TuM aTpubyTaMm, Ha3Ha4YeHHbI 3afdadye areHT MoXxeT cobpaTb
aTpubyTbl NCNOJIb3YA BO3MOXHOCTb "Report/OT4eT/PanopTt" koTopas noapobHo onncaHa
B pasgene "Work Order Agent Report/OTyeT areHTa no 3apave".
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6.2. Tun 3apaum

Cnepytowme 3HadvyeHus atpmbyTta "Work Order Type/Tun 3agayn" nmeTca B cucteme
nocne yctaHoskun OTRS::ITSM YnpasneHne N3meHeHNAMN:

* YTBEepxaeHue
* 3apava

e [1naH oTKaTa

PeweHne

PIR (Post Implementation Review/AHann3 nocsie BbIMOJIHEHUSA)

AOMUHUCTPaTOpP MOXXeT cBOOOAHO onpenensTb W 3afdaBaTb Tunbl 3aday, a Takxe
n0o6aBNnsaATbL HOBbIE.

6.3. MawuHa COCTOAHUMM 3apnaum

OTRS::ITSM npegnaraetT MawunHy COCTOSHUI, KOTOpasa onpenenset OenNCTBUTESIbHbIE
COCTOSAHNA U BO3MOXXHbIN pPe3ynbTUPYOWNIA cTaTyC 3agadmn. Npu ycTaHOBKE CUCTEMBbI
co3pnaetcs 6a30BbI BapuUaHT, OCHOBAHHbLIA Ha CnenytoLlen oruke:

Figure 8.11. change-workorder-state-machine

ready
s

}-I

acce tej/

Ilf_ II

inprogress

“lf' 'I r‘g closed

|| nnlled ’_/_A—L—a
ECOs

cregted

Adjustments to the State Machine can be made by the system administrator in the ad-
ministration front end, under menu option "State Machine". The statuses and possible
result statuses should be defined here. In OTRS::ITSM, this is illustrated as a table:
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Figure 8.12. change-workorder-state-transition

Overview over state transitions for ITSM::ChangeManagement: \WorkQrder_-State

STATE MEXT STATE DELETE
Created
Accepted
Canceled
Ready
Canceled
Canceled
In Progress
Canceled
closed
*END*
*END*

EECEEEEEELELE

Mpn HeobxoAMMOCTN, OOMNONMHUTENbHbIE COCTOAHUA MOryT ObiThb 3afaHbl Yepe3 MeHIo
"General Catalog/O6wunin KaTtanor" -> "ITSM::Change Management::WorkOrder::State".

6.4. Ha3zHayeHue areHTa 3apaue

Kaxpon 3apade MoxeT ObiTb Ha3HadyeH "Work Order agent", T.e. COTpPyOHUK,
OTBETCTBEHHLIN 3a BbINOJIHEHNE 3adayu.

CncTtema npeanaraeT AOCTYN KO BCEM MOAKJ/IOYEHHBbIM areHTaM. Ba)>XHO MOMHUTb, 4TO
oTobparkatoTCca TONbKO areHThbl MMetoLmMe NoJiHble NpaBa B rpynne "itsm-change".

Figure 8.13. change-workorder-agent

aal

Jack Brown" <jack@otrs.com= (4)
Jane Smith” <jane@otrs.com= (2)
ary Mars™ =mary@otrs.com= (5)
Admin OTRS”™ =root@localhost= (1)

6.5. OTyeT areHTa no 3agave

Ha3HayeHHbIA 3azavye areHT MOXXET [OKYMEeHTMPOBaTb BCH CBfA3AHHYD C ee
BbIMNOJIHEHNEM MHMOPMALINIO, TaKY0 KaK KOMMEHTapuK, hakTUYeCcKoe BpeMs Havasna u
OKOHYaHus 3afda4dn, TpebyeMoe Bpems 1M COCTOSHME.
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Figure 8.14. change-workorder-agent-report

Report

Report: iz ululi=]li=] = =)= =]=]=e P
: Format ~ | Font ~ | Size -||| Tg - || g~ | &2 | =] Source

State: Created ?]

Save

6.6. CBA3bIBaHMe 3apau C
KoHdpurypaumoHHbIMU eaUHULAMM /
CepBucamm

B 3apmayax, OTRS::ITSM ponyckaeT CBsi3blBaHWE C APYrMMM 06 beKTaMuU.
B cTaHpapTHOM ycTaHOBKe, 3a4adun MoryT ObiTb CBA3aHbl CO cegyowmmmm obbekTamu:
* Cls - KoHburypaunoHHble e guHNLbI
* Cl-Knacc Computer/KomnbtoTepsbl
¢ Cl-Knacc Hardware/O6opypnoBaHue
* Cl-Knacc Location/MecTononoxxeHue
* Cl-Knacc Network/CeTb
¢ Cl-Knacc Software/lporpammHoe obecrnevyeHune
* Services/CepBuChbl
* Tickets/3asaBku

ITK HaCTPOMKKM BbIMONHATCA 4Yepe3 SysConfig B "Framework -> Core::LinkObject" n
MOryT BbITb, MPU XKeNaHnn, pacLINpPEHBI.

6.7. CoxpaHeHue 3apadm KakK WabnoH

3anadva MoxeT ObITb CoOXxpaHeHa B KadecTBe wabsoHa, ncnonbsys onuuio "Template”
BHYTPW npouecca co3gaHusa 3agaqn.

IOunanorosoe okHo noTpebyeT oT Co3paTtensa N3ameHeHNsA NPUCBOUTb UMS WAabNoHy 1, Npun
HeobX0ANMOCTMN BHECTM KOMMeHTapui. MNpun BbIXo4e U3 AManora Ha>kaTUeM Ha KHOMKY
"Add/0obaBnTb" 3apgada byneT focTynHa Kak wabnoH npu co3gaHnm HOBOW 3agayun.
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Figure 8.15. change-workorder-template

Template Name: | proyision new server
Comment | standard template for provisioning new servers
ResetStates: [

Validity: | yalid -

6.8. YonaneHuve 3apaum

Co3paTtenb N3mMeHeHNa MOXXeT yaannTb 3a4ady NoKa Ha Hee HeT CChIJIKU B YCI0BUM (CM.
pa3sgnen "Defining conditions/HacTponka Ycnosuin").

Figure 8.16. change-workorder-delete

Delete Workorder# 201208283894000012-2 K
You can not delete this Workorder. Itis used in at least one Condition!

This Waorkorder is used in the following Condition(s):

Check WorkOrders

7. lNMpocMmoTp copep>XaHua N3MeHeHuUA

Mocne co3paHma N3MeHeHMa 1 CBA3aHHbIX C HAM 3ajay, CUCTeMa AaeT BO3MOXXHOCTb
npocMoTpa WHGMOPMaLUKN, CBA3aHHOW C W3MeHeHueM, BK/O4Yash COOTBETCTBYHOLLME
3aZlaun, CBsiI3aHHbIE 3asiBKN U KOHPUIYPaALMOHHbIE e ANHWLbI.
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Figure 8.17. change-zoom

| Change#: 201208283894000012 — Replacement of VPN server in HQ

Change Information

Back | History | Print | Edit | Involved Persons | Add Workorder | Conditions | Link | Mowve Time Slot | Template
| Request

=
08/20/2012 ¢
1
- 0813012012 1
= ' _
082002012 08222012 082452012 08/26/2012 0ar2ar2012 0813042012 -
0%:00.00 10:48:00 12:36.00 14:24:00 16:12:00 18:00:00

. 10/01/2012 1
¥ Change - Replacement of VPN server in HQ

The VPN semver should be replaced by a new one. Add some lines here. 300.00
The current serveris getting too old and slow. 0.00
2 normal
3 departmen
4 high
jim (Jim Use
jack (Jack Br
¥ Linked: Configltem (Computer)
jane (Jane 5§
INCIDENT STATE CONFIGITEM# NAME DEPLOYMENT STATE CREATED LINKED AS
; -AE- joe (Joe Johr
| 51245 Production 08/28/2012 10:45:59 Mormal
- 84522 Planned 08/28/201210:48:09  Normal Aoy LY

Co3paHHble 3ajayyn HyMepylTca B MNOpsgKe WX MaHUPYEeMOro BbIMOJSIHEHUS W
oTobpakaloTca Ha BpeMeHHoM rpacdwuke/gnarpamme. LiBeT oTobparkaembix 3aday Ha
OnarpamMMe o3HavaeT UX TUMN U MOXeT BblITb HacTpoeH Yepes SysConfig "ITSM Change
Management -> Frontend::Agent::ViewChangeZoom" kak noxenaeTtcs.

CncTtema co3faeT OBe NOJIoChbl Ha 3afadvy Ha Anarpamme MameHeHus. BepxHsas, 6onee
TeMHas, OTpaXkaeT 3anjaHUpPOBaHHOE BpeMS peanm3auunm 3a4adun, Torga Kak HUXKHSS,
Bosiee cBeTIad Nonoca oTpaxkaeT PaKTUHeCKMe 3aTpaTbl BpEMEHM peanm3aunm 3agadu.

CTaTycC Ka)xaon 3adayn npenctaBfieH "ceeToopammn”, Kak 3TO BUAHO Ha C/enylowem
puUcyHke:

* Cepbiln - 3apgava "created/cospaHa"
* XenTtbih - 3apada "pending approval/oxxnpaeTt yTBepxxaeHus"
* 3eneHbln - 3apgava "closed/3akpbiTa/3aBepLueHa"

* KpacHbIn - 3agada "canceled/oTMeHeHa"
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Figure 8.18. change-timeline

| Changes#: 201208283894000012 — Replacement of VPN server in HQ

Back | History | Print | Edit | Involved Persons | Add Workorder | Conditions | Link | Move Time Slot | Template

[

[ | :

[ | !
08/20/2012 nefzziznmz 082472012 08/268/2012 0a/zarz012 08/30/2012
05:00:00 10:48:00 12:36:00 14:24:00 16:12:00 18:00:00

¥ Change - Replacement of VPN server in HQ

The VPN server should be replaced by a new one. Add some lines here.

The current server is getting too old and slow.

8. OTobpaxeHune N3MmeHeHunn

OTRS::ITSM npenocTaBnaseT pa3im4yHblie cnocobbl NpocMoTpa Mi3MeHeHnn cCoXpaHeHHbIX
B cucteme. [LocTyn K 3TuM cnocobam, Mo >enaHuto, MoXXeT BbiTb OTKJIOYEH.

8.1. O630p U3MeHeHu#

Bce N3meHeHnsa oTobparkatloTca Ha dKpaHe o0630pa M MoryT 6bITb OTCOPTUPOBAHLI B
ybbiBaloLWweM nam Bo3pacTaroLleM Nnopsake rno KosioHKaM aTpubyTos.

Figure 8.19. change-overview

Overview: Changes: All

Requested 3 | Pending Approval 0 | Rejected 0 | Approved 0 | inProgress 0 | PendingPR 0 | Successful0 | Faied 0 | Canceled 0 | Retracted 0 3
13013 |
STATE | CHANGE# ¥| CHANGETTLE | CHANGEBUILDER | WORKORDERS | CHANGESTATE | PRIORTY | PLANNED START | PLANNED END
Replacement
[ | 201208283894000012 of VPN server  jane (Jane Smith) 3 Regquested 4 high izt Al L ElANE:
. 09:00:00 18:00:00
inHQ
Migrate
OTRS test
[ ] 201208283894000021 X jane {Jane Smith) 0 Requested 2 low
environment
to 3.2 bet]..]
Implement
OTRS . e
[ ] 201208283894000031 . . jane {Jane Smith) 0 Requested 3 normal
interface with
SAP Solutil..]

MepeyeHb KONOHOK MOXeT bbITb 3agaH B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewChangeOverview" co cnegyowmnmm BO3MOXXHbIMW aTpnbyTamm:

Table 8.9. O630p UaMeHeHun

ATpuoyT AKTHUBHO MoppobHo

ActualStartTime HeT Oata v BpemMa Havana
peanusauunn N3meHeHUs

ActualEndTime HeT HaTta n BpeMa OKOHYaHUS
peannsaunn NameHeHns

Category HeT KaTeropus nnun T™N
N3MeHeHns
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ATpubyT AKTUBHO Moppo6bHo

ChangeBuilder Da Nmsa co3paTtensa N3meHeHus/
Change Builder's name

ChangeManager Oa Nma MeHep)xepa
N3meHeHns/Manager's
name

ChangeNumber Oa CreHepupoBaHHbIN
cuctemon HoMep
N3meHeHnsA

ChangeState Oa CocTosAHMe N3MmeHeHus

ChangeStateSignal Oa NHankaTop COCTOSAHUS
N3meHeHuns,
oTobparkaemblii KakK
“ceBeToop”

ChangeTitle Oa Nmsa N3meHeHuns

CreateTime HeT Data wn BpemMa co3daHUg
N3meHeHns

Impact HeT Oxnpaembin  3hdekT oT
N3meHeHns

PlannedStartTime Oa MnaHupyemblie haTta n
BpeMs Havajla peaamsauunmn
N3mMeHeHns

PlannedEndTime Oa MnaHnpyemsbie oaTa 1 BpeMs
OKOHYaHuSA peannsaunm
N3meHeHnA

Priority Ha MpuoputeT N3MmeHeHNs

RequestedTime Het 3anpoLueHHoe KJINEHTOM
BpeMs peannsaunmn
N3meHeHns

Services Oa CepBuUChbl, 3aTparmeBaeMble
N3mMeHeHnem

WorkOrderCount Oa Konunyectso 3agav,

OTHOCALWMXCSA K N3MeHeHnto

LononHuTensHo, B 0630pe M3MeHeHNn MoXXHO (UIbTPOBaTh N 0Tobpa)kaTb M3MeHeHUs

yaooBneTBopAwowine pasyiniHbIM

3HayeHMsM aTpubyToB. [OCTynHbl Clegyolime

punnbTpbl, KOTOPbIE MOrYT BbITb 3afaHbl B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewChangeOverview":

Table 8.10. ®unbTpbl 0030pa N3MeHeHU#

ATpubyT

Moppo6bHo

requested - 3anpoLLeHo

OTobpaxkatloTcs BCce NIaMeHeHMs, nmetoLine
cTaTyc "requested"

pending approval - oXXupaeT yTBepXAEHNS

OTobparkatoTca Bce U3MeHeHUA, nmeroLme
ctaTtyc "pending approval”

rejected - oTBeprHyTo

OTobparkatoTca Bce U3meHeHUA, nMeroLLme
cTaTyc "rejected"

approved - yTBep>XAeHO

OTobparkatoTca Bce U3MeHeHUA, nMeroLme
cTaTyc "approved"
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in progress - B paboTte OTobparkatoTca Bce U3MeHeHUA, nmeroLme
ctaTyc "in progress"

successful - ycneuwHo OTobparkatoTca Bce U3meHeHUA, nMeroLLme
cTtaTyc "successful"

failed - Heyma4yHoO OTobpaxkatloTcs BCce NIaMeHeHMS, nMmetoLimne
ctaTyc "failed"

canceled - oTMeHeHO OT1obparkatoTcsa Bce U3MeHeHUA, nMeloLme
cTaTyc "canceled"

retracted - oTkasaHo OTobpaxkatoTcsa Bce ViaMeHeHuns, nmerowne
cTaTyc "retracted"

8.2. PacnucaHve U3MEeHeHUuu

B ob630pe pacnncaHus NameHeHun oTtobparkaloTca Bce M3mMeHeHUs, nmeowmne crtaTyc
"approved/yTBep>XAeHo", T.e. Haxo4ATCA B o4epeau Ha peanusauunto. MHdopmauma
MO>XXeT ObITb OTCOPTUPOBaHa MO 3HaYeHUsM aTpMbyTOB B KOJIOHKaX B BO3pacTaloLliem
nnun ybbiBatoweMm nopaake:

Figure 8.20. change-schedule

Overview: Change Schedule: Approved

.
EPTER] < |
STATE | CHANGE# | CHANGETLE | CHANGEBUIDER | WORKORDERS | CHANGESTATE | PRIORTY | PLANMEDSTART _ &/ PLANNED END

Replacement

[ 201208283894000012 of VPN server  jane (Jane Smith) 3 Approved 4 high
in HQ
Implement
OTRS

[ ] 201208283894000031 . . jane {Jane Smith) 0 Approved 3 normal
interface with
SAP Solutil...]
Migrate
OTRS test

[ | 201208283894000021 X &3 jane (Jane Smith) 0 Approved 2 low
environment

t0 3.2 bet]. ]

08/20/2012 08/30/2012
09:00:00 18:00:00

MepeyeHb KONOHOK MOXeT bbITb 3agaH B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewChangeScheduleOverview":

Table 8.11. PacnucaHue uaMeHeHUn

ATpubyT AKTUBHO Moppo6bHo

ActualStartTime HeT Data wn BpeMa Hayvana
peanunsaunn NameHeHns

ActualEndTime HeT Jata n BpemMa B KOTOpble
peanusauus N3meHeHuns
Oblna 3aBeplUeHa

Category Het KaTeropus nnu T™nN
N3meHeHns

ChangeBuilder Oa Nma cospaTensa NameHeHus/
Change Builder's name

ChangeManager Oa Nma MeHepn>xepa
N3meHeHna/Manager's
name

ChangeNumber Oa CreHepunpoBaHHbIN
cuctemon HoMep
N3meHeHns
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ChangeState Oa CocTosHMe N3meHeHuns

ChangeStateSignal Oa NHonkaTop COCTOSAHUA
MN3mMeHeHns,
oTobparkaemsblii Kak
"ceeTohop"

ChangeTitle Oa Nmsa N3meHeHns

CreateTime HeT Data ©n BpemMAa co3daHuA
N3MeHeHns

Impact HeT Oxnpaembin  3hdhekT oT
N3meHeHns

PlannedStartTime Oa MnaHnpyemblie naTa "
BpeMs Havajia peanvsauumn
MN3mMeHeHns

PlannedEndTime Oa MnaHnpyembie faTta v Bpems
OKOHYaHUS peannlaunmn
N3mMeHeHns

Priority Oa MpuoputeT N3MmeHeHUs

RequestedTime HeT 3anpoLlueHHoe KJINEHTOM
BpeMms peannsaunmn
N3mMeHeHns

Services Oa CepBuChl, 3aTparmBaemble
N3mMeHeHnem

WorkOrderCount Oa KonnyectBo 3anay,
OTHOCALWMXCSA K N3MeHeHnto

8.3. PIR - Post Implementation Re-
view/AHaNnim3 nocyzie BbiNoJIHeHUuA

9T0T 0630p oTobparkaaeT 3agayum Tuna "PIR" KoTopble MOryT 6GbITb OTCOPTUPOBAHbLI B
ybbIBatOLWEM UM BO3pacTaloLEeM MOpsAKe Mo 3HAaYEHUAM B KOJIOHKaxX aTpubyToB.

Figure 8.21. change-pir

Overview: PIR: All

m Accepted 0 | Ready 1 | In Progress O | closed 0 | Canceled 0 =3

1-10f1 \

STATE | WORKORDERs# | WORKORDER TITLE | CHANGE TITLE | WORKORDER AGENT | WORKORDER STATE | PLANNED START "l PLANNED END

Replacement
5 201208283894000012-4 | CSLIMPIEMENIANON o corver Ready 091032012 090000 CoI07/2012
Review inHa 16:00:00

MepeyeHb KONOHOK MOXXeT BbITb 3agaH B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewPIROverview":

Table 8.12. PIR - Post Implementation Review/AHanu3s nocne
BbINOJIHEHUA

ATpubyT AKTUBHO MoppoGHo

ActualStartTime HeT Data wn BpeMa Hayvana
peannsaunn NameHeHNs
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ActualEndTime HeT Data n BpeMa B KOToOpble
peannsauus M3MeHeHuns
6blna 3aBepLueHa

Category HeT KaTeropus nnn T™]N
N3meHeHns

ChangeBuilder Da Nma co3paTensa N3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHep>xepa
N3meHeHnsa/Manager's
name

ChangeNumber HeTt CreHepupoBaHHbIi
cucTemon HoMep
N3meHeHns

ChangeState HeT CocTtosaHune NsmeHeHNns

ChangeStateSignal HeT NHponkaTop COCTOSIHUS
MN3mMeHeHNns,
oTobparkaemblii Kak
"ceeTohop"

ChangeTitle Oa nmsa N3meHeHuns

CreateTime HeT JaTta v Bpema co3paHus
N3meHeHns

Impact Het Oxupgaemblin 3¢dekT oT
N3meHeHns

PlannedStartTime [a MnaHupyemble haTta "
BpeMsi Havajla peanamsauunmn
N3mMeHeHns

PlannedEndTime Oa MnaHupyeMble faTta n BpeMs
OKOHYaHus peannsaunmn
MN3mMeHeHn4

Priority La MpuoputeT U3MeHeHNnA

RequestedTime HeT 3anpoLleHHoe KJINEHTOM
BpeMs peannlaunmn
N3meHeHns

Services Oa CepBuUcChbl, 3aTparnmBaeMble
3mMeHeHnem

WorkOrderAgent Oa AreHT, Ha3HaA4YeHHbIN OnsA
PIR

WorkOrderNumber Oa Homep 3apauu

WorkOrderState Oa KonnyectBo 3apad,
OTHOCALWMXCSA K N3MeHeHnto

WorkOrderStateSignal HeT LiBeT "ceeToopa"
oTobpakatoLwmin cTaTyc
3aga4n

WorkOrderTitle La Nma 3agayun

WorkOrderType HeT Twvn 3aga4un
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8.4. LLlaGnoH

3ToT 0630p oTOOpa)kaeT BCe co3fdaHHble WabfoHbl B cucTeme. AreHT uMeeTt
BO3MOXXHOCTb OTCOPTUPOBATbL UHMOPMALIMIO MO COAEPXKMMOMY KOJSIOHOK B yBbIBatoLLEM
WA BO3pacTaloLeM rnopsake.

Figure 8.22. change-template

Overview: Template: All
Filter

All (1) | Change (0) | Workorder (1) | CAB (0} 1-10f1 |

| NAME | TveE | COMMENT | waLDmY | DELETE | CREATED BY | CREATED
Provision new server Workorder Standard template for provisioning new servers valid 1] jane (Jane Smith) 2012-08-28 11:48:32

MepeyeHb KONOHOK MOXXeT bbITb 3agaH B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewTemplateOverview":

Table 8.13. LLla6bnoH

ATpuoyT AKTUBHO MoppobHo

ChangeBy HeT JlormH areHTa, KOTOpPbLIN
rnocnegHnMm N3MEeHNN
wabnoH

ChangeTime HeT DaTa n BpeMsa nocnenHero
N3MEHEHUS

Comment Oa KoMmMeHTapun / onucaHue
wabnoHa

CreateBy Oa JlormH areHTa, KOTOpbLIN
co3aan wabnoH

CreateTime Oa Data n BpemMsa co3gaHuUg
wabsoHa

Delete Oa Oonuuns yaaneHus
BbibpaHHOro wabsoHa

Name La Nmsa wabnoHa

TemplateID HeTt BHyTpeHHNI1

naoeHTucdmnkaTop wabnoHa B
6a3e OaHHbIX

Type Oa Tun wabnoHa

Valid Oa 3agaeT 3Ha4YeHune
0EeNCTBUTENbHOCTH
wabsnoHa
(DencTBUTENbHbLIN,
HenencTBUTEeNbHbIN n
BPEMEHHO
HenencTBUTEesNbHbIN).
HenenctButenbHbIn/
BpemeHHO
HenencTBUTENbHbIN
wabnoHs.l He MOryT
NCMNOIb30BaTbCH
Co3patenamu iameHeHUI.
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Cnepytowme Tunbl WabsoOHOB AOCTYMHbI B CUCTEME MOC/ae yCTaHOBKM moaynsa Change
Management. OHn 3apatoTcsa B SysConfig "ITSM Change Management -> Frontend::Agen-

t::ViewTemplateOverview":

Table 8.14. Tunbl WwabnoHoB

ATpuoyT Moppo6bHo

ITSMChange LLabnoHbl onsa N3meHeHnn

ITSMWorkOrder LWabnoHbl ana 3agad

CAB LWabnoHbl gna KomuteTa no
N3meHeHnaAM

8.5. MNMowuck

Ona noucka WsmeHeHnn u 3apav, YOOBNIETBOPAOLWNX onpengeneHHbIM KpUTtepunsam,

cuctemMa wuMeeT crneumasnbHyl QYHKUUIO MOUCKa,

aTpubyTax novcka:

Figure 8.23. change-search

Search

OCHOBaHHYKO Ha cneayrounx

- - | Create Mew

Requested

Pending Approval

Rejected
Approved
In Progress

Brown Jack (jac

k)

Johnson Joe (joe)
Mars Mary (mary)
OTRS Admin {root@localhost)
Smith Jane (jane)

Change Title

Mormal -

P
L=
L

»

m

"
=]
L _—

Run Search

Table 8.15. LLlaGsnoH

ATpuoyT

Moppo6bHo

Change#

Monck no Homepy W3MeHeHUdA; 3HakK
3Be3goyka ("*") MoXKeT ucnosb3oBaTbCH
KaK 3HaK nogctaHoBku/wildcard

ChangetTitle - 3aronosok lameHeHuns

Monck W3MeHeHMs MO 3aroJlIoBKY Wan
nMeHn

3aros10BoK 3anayu

Monck no 3arosioBKy/MMeHn 3agadun

CABAgent

Mounck no yneHam CAB,
CucTeMe Kak areHT

3alaHHbIM B
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CABCustomer Monck no 4yneHam CAB, 3agaHHbIM
B cucTeme KakK KJINEHT. 3nech
paboTaeT yHKUMSA aBTO3aBepLUEHUS,
npegfaratoLlas BapuaHThI npwu

3anoJIHeHUM nons AOJis BBoAa KJ/IMEeHTa -
yneHa CAB

OnuncaHune N3meHeHUs

Monck B nose onncaHmsa NameHeHuns

Ob6ocHoBaHUe N3MmeHeHUs

Mounck no npnynHe/060CHOBaHUIO
N3meHeHns

WHcTpyKuma no 3apade

MonCcK Mo MHCTPYKLUK K 3aa4e

OT14eT no 3agaye

lMounck No comep>kaHuto oT4yeTa No 3agade

MprnoputeT UameHeHNs

Mounck no npmnopunteTy N3meHeHUA

BnnsaHmne NameHeHUs

[MTonck no 3Ha4YeHunto BANSHNA N3ameHeHunsd

KaTeropua N3meHeHuns

Monck no kateropun N3meHeHUs

CocTosHumne ameHeHNs

Mounck no ctaTycy M3meHeHus

MeHen)xep N3MeHeHuns

Monck no MeHep)xepy NameHeHNs

CocTaBuTeNb NU3MEHeHunsa

Mounck no CoctaButento NsmeHeHns

Co30aHO areHToMm

[lonck No WMeHM areHTa co3gaBLUero
N3mMeHeHne

CocTosaHuMe 3amayn

Mounck mo cocTodAHMO 3aaayn

AreHT ona 3agaydn

lMonck no areHTy, Ha3Ha4YeHHOMY 3afadye

3anpoleHHoe (K1neHToM) Bpems/naTa

Monck no 3anpoleHHOMY  KJIMEeHTOM
BpeMeHu peanmsauunm N3meHeHus. MNouck
MOXeT OCYLLEeCTBATLCS Kak no
abcontoTHOMY BpeMeHu (Hanpumep, C
n0aThbl 1 no naThbl 2) nnn no
OTHOCUTEsIbHbIM 3HavYeHunam (Hanpumep,
M3mMeHeHNsa co3faHHble 3a nocsefHue X
OHen/Hepenb).

3annaH|/|pOBaHHoe BpeM4d Ha4Yala

[Monck no naaHUpyemMoMy BpPEMEHU U
haTe Havana peanmsaumm WMN3mMeHeHuns.
Monck MOXeT  OCYLeCcTBAATbCA  Kak
no abCconoTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtel 1 Ao gaTbl 2) Uan no
OTHOCUTEJIbHbIM 3HaYeHunam (Hanpumep,
M3MeHeHNs co3faHHble 3a nocaepHune X
OHen/Hepenb).

MnaHMpyemoe BpeMs OKOHYaHUS

Monck Mo naaHNpyemMoMy BPEMEHU WU
haTe OKOHYaHusA peann3aunm MiameHeHus.
Monck MOXEeT  OoCyWecTBAATLCA  Kak
no abconoTHOMY 3HA4YeHUID BPEMEHMU
(Hanpumep, ¢ gaTtbl 1 o gaTtel 2) uam no
OTHOCUTE/IbHBLIM 3Ha4YeHUaM (Hanpumep,
M3mMeHeHNs co3paHHble 3a nocsegHue X
OHen/Hepennb).

daKkTn4yeckoe BpemMs Hadana

Monck no QakKTNYecKkoMy BpPEMEHU WU
hnate Havasa peanmsaumn WMN3meHeHuns.
Monck MoOXXeT  OCYLEeCTBAATbCA  Kak
no abconoTHOMY 3HAYeHUD BPEMEHMU
(Hanpumep, ¢ gaTbl 1 A0 gaThbl 2) Uan Mo
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OTHOCUTENIbHBLIM 3HavYeHUsaM (Hanpumep,
M3mMeHeHNs co3faHHble 3a nocsiegHue X
OHen/Hepenb).

dakTn4yeckoe BpeMsa OKOHYaHuA

Monck nNo aKTMYeCKOMY BpeMeHUu u
JaTe OKOHYaHuA peanm3aunm MismeHeHUs.
Monck  MOXEeT  OCyLeCcTBAATLCA  Kak
no abCoNTHOMY 3HAYEeHUID BPEMEHU
(Hanpumep, ¢ gaTtbl 1 Ao gaTbl 2) Uam no
OTHOCUTEJIbHbIM 3Ha4dYeHnaM (Hanpumep,
N3MeHeHna co3faHHble 3a nocnegHue x
oHewn/Hepenb).

Bpemsa cospaHus

Mounck rno BpemMeHu " naTte
co3naHuna W3meHeHusa. Tlonck MoOXeT
OCYLLECTBAATLCA KakK Mo abCconoTHOMY
3Ha4YeHuto BpemMeHu (Hanpumep, C
naThbl 1 0O  [aThl 2) nnm no
OTHOCUTE/IbHBLIM 3Ha4vYeHUaM (Hanpumep,
MN3mMeHeHns co3naHHble 3a nocnegHue X
OHen/Hepenb).

Bpemsa mogudumnkauum

Mownck no BpemMeHu " gaTe
Moaundpukaumm NameHeHUsA. NMonuCK MoxxeT
OCYLLECTBAATLCA Kak no abcontoTHomMy
3Ha4YeHunIo BpeMeHu (Hanpumep, C
naThbl 1 no naThbl 2) nnn no
OTHOCUTE/IbHBLIM 3Ha4YeHnaM (Hanpumep,
MN3mMeHeHNsa co3paHHble 3a MnocsegHue X
OHen/Hepenb).

8.6. MeHep>xep naMmeHeHus

OTRS::ITSM npepnaraet oTAeNbHbIN 0630p AN aKTMBHbLIX areHTOB, KOTOpPbIN
oTobparkaeT M3MeHeHUs, ANa KOTOPbIX 3TU areHTbl 3af4aHbl B Ka4ecTBe MeHenxepos

N3meHeHunn.

Figure 8.24. change-changemanager

Overview: Change Manager: All

Requested 1 | Pending Approval 0 | Approved 0 | In Progress 0 | Pending PIR 1

=3

1202 | @

| STATE || CHANGEZ ¥\ CHANGETTLE | CHANGEBULDER | CHANGE MANAGER | WORKORDERS | CHANGE STATE | PRIORTY | PLANNED START | PLANNEDEND |

Migrate OTRS
test
environment to
3.2 betl..]
Enable Cloud
Printing

] 201208283894000021

] 201208283894000049

jane (Jane
Smith)

jane (Jane
Smith)

jane (Jane
Smith)

jane (Jane
Smith)

0 Pending PIR 2 low

0 Requested 2 low

OTobpaxkaemble 3HadyeHUs MoOryT ObiITb OTCOpPTUpPOBaHbl B MNopsake YybObiBaHUA
nnn BO3pacTaHWA 3HadYeHUn aTpubyToB B KOJIOHKax. KosoHKM pns oTobpaxkeHus
3apatoTtca B SysConfig "ITSM Change Management -> Frontend::Agent::ViewChangeMan-

agerOverview":

Table 8.16. MeHep>xep U3MeHEHMA

ATpubyT

AKTUBHO

MoppoGHo

ActualStartTime

HeT

Data v BpeMa Hadana
peanunsaunn NameHeHns
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ActualEndTime HeT Data n BpeMa B KOToOpble
peannsauus N3meHeHns
6blna 3aBepLueHa

Category HeT KaTeropus nnn T™]N
N3meHeHnsA

ChangeBuilder Da Nma co3paTensa N3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHep>xepa
N3meHeHnsa/Manager's
name

ChangeNumber Oa CreHepupoBaHHbIi
cucTemon HoMep
N3MeHeHns

ChangeState Oa CocTosaHne UameHeHNs

ChangeStateSignal Oa NHonkaTop COCTOSHUS
N3meHeHns,
oTobparkaemblii Kak
"ceeTohop"

ChangeTitle Oa nmsa N3meHeHuns

CreateTime HeT JaTta v Bpema co3paHus
N3mMeHeHns

Impact HeT Oxnpaembin  3hdekT oT
N3meHeHnsA

PlannedStartTime [a MnaHupyemble haTta "
BpeMsi Havajla peanamsauunmn
N3meHeHns

PlannedEndTime Oa MnaHupyeMble faTta n BpeMs
OKOHYaHus peannsaunmn
N3meHeHnsa

Priority Oa MpuoputeT U3MeHeHNnA

RequestedTime HeT 3anpoLleHHoe KJINEHTOM
BpeMS peanusaunmn
N3meHeHnsA

Services Oa CepBuUcChbl, 3aTparnmBaeMble
N3meHeHnem

WorkOrderCount La Konun4ectBo 3anav,

OTHOCAWMXCA K NI3MeHeHUIo

OononHutensHo, B o0630pe MeHepxepa W3MeHeHUA MOXKHO UALTPOBATbL WU
oTobpakaTb M3MeHeHMs ynoBneTBOpSAOWME pa3NYHbIM 3HavYeHMsAM. [1o KenaHuio,
3To HacTpamsaeTca B SysConfig "ITSM Change Management -> Frontend::Agent::View-

ChangeManagerOverview":

Table 8.17. ®unbTp MeHep>xepa N3MeHeHUN

ATpubyT

Moppo6bHo

requested - 3anpoLleHo

OTobparkatoTca Bce U3mMeHeHUA, nMeroLLme
cTaTyc "requested"

pending approval - oXxngaeT yTBepXaeHuns

OTobpaxkatloTcs BCce NIaMeHeHMs, nmetoLine
cTaTyc "pending approval”
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approved - yTBEpXAEHO OTobparkatoTca Bce U3MeHeHUA, nmeroLme
cTaTyc "approved"

in progress - B paboTe OTobparkatoTcs BCce MIaMeHeHMS, nMmeoimne
cTtaTyc "in progress"

8.7. Moun nasmeHeHus

"My Changes" noka3blBaeT BCe W3MeHeHMs COo34aHHble aKTUBHbIM areHToMm, AOns
KOTOpbIX YKa3aH Kak CocTtaBuTesib U3MeHeHuns

Figure 8.25. change-mychanges

Overview: My Changes: All

Requested 1 | Pending Approval 0 | Approved 0 | InProgress 0 | Pending PR 1 B>

1-20f2 I

STATE | CHANGE# | CHANGE TITLE ‘ CHANGE BUILDER | WORKORDERS | CHANGE STATE | PRIORMY PLANMED START ¥ | PLANNED END
[ 201208283894000049 E;:E;&g(}loud Jjane (Jane Smith) v] Reguested 2 low

Migrate OTRS
[ ] 201208283894000021 test environment  jane (Jane Smith) 1] Pending PIR. 2 low

t0 3.2 bet].]

OTobpakaeMble 3Ha4YeHUss MOryT ObiTb OTCOPTUMPOBAHbLI B Mopsaake ybbiBaHUA WK
BO3pacTaHUA 3Ha4YeHn aTpmbyToB B KOJIOHKax. KONIOHKM oNns oTobparkeHns 3apatoTcs
B SysConfig "ITSM Change Management -> Frontend::Agent::ViewMyChangesOverview":

Table 8.18. Mou uaMmeHeHusn

ATpuoyT AKTUBHO Moppo6bHo

ActualStartTime HeT Data wn BpeMa Hadana
peanunsaunn NameHeHNsa

ActualEndTime HeT Data w Bpemsa, Korga
N3meHeHne 61110
3aBepLleHo

Category HeT KaTeropus nnu T™nN
N3meHeHns

ChangeBuilder Oa Nma cospaTensa NameHeHus/
Change Builder's name

ChangeManager Oa Nma MeHepxepa
N3meHeHns/Manager's
name

ChangeNumber Oa CreHepupoBaHHbI
cuctemon HoMep
N3meHeHns

ChangeState Oa CocTosAHMe N3meHeHuns

ChangeStateSignal Oa NHonkaTop COCTOSAHUS
N3meHeHns,
oTobparkaemblii KakK
“ceBeTodop”

ChangeTitle Oa Nmsa N3meHeHuns

CreateTime HeT Data ©n BpemMa co3daHug
N3meHeHns
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ATpubyT AKTUBHO Moppo6bHo

Impact HeT Oxnpaembin  3hcdhekT oT
N3meHeHuns, koTopbin BypeTt
noayyeH

PlannedStartTime Oa MnaHnpyemblie naTa "
BpeMs Havajla peanamsauunmn
N3meHeHnsA

PlannedEndTime Oa MnaHnpyembie faTta v Bpems
OKOHYaHusa N3MmeHeHUA

Priority Oa MpuoputeT N3MmeHeHUs

RequestedTime HeT 3anpoLlueHHoe KJINEHTOM
BpeMms peannsaunm
N3MeHeHns

Services [a CepBucChl, 3aTparmBaemble
N3meHeHnem

WorkOrderCount Oa KonnyectBo 3anaay,

OTHOCALWMXCA K N3MeHeHunto

OononHutensHo, B 0630pe Monm WM3MeHeHUss MOXHO (UAbLTPOBaTb U oTobparkaTb
N3MeHeHna yaoB/ETBOPAOLIME pPa3ANYHbIM  3HaYeHuUaM aTpubyToB. [LOCTYMHbI
cnepytoline PUNbTPbl, KOTOpble MOryT BbITh 3aAaHbl B SysConfig "ITSM Change Manage-
ment -> Frontend::Agent::ViewMyChangesOverview":

Table 8.19. ®unbTp Mou NUsMmeHeHuUsA

ATpubyT Moppo6Ho

requested - 3anpoLweHo OTobpaxkatoTcs BCce MIaMeHeHMS, nMmeoLimne
cTaTyc "requested"

pending approval - oxxupaeT yTBepxaeHus|Otobparkatotcs Bce N3mMeHeHMS, nmetowine
cTaTyc "pending approval”

approved - yTBepXAEeHO OTobparkatoTca Bce U3aMeHeHUA, nmeroLme
cTaTtyc "approved"

in progress - B paboTte OTobparxkatoTca Bce U3MeHeHUA, nmeroLme
cTaTtyc "in progress"

8.8. Mou 3apaum

Mo aHanormm c o6b3zopom OTRS "Locked Tickets", OTRS::ITSM npepnoctaBnsetr nns
AKTUBHbIX areHToB OTAeNbHbIN 0630p 3aday Ha3HaYeHHbIX eMy/ei.

Figure 8.26. change-myworkorders

Overview: My Workorders: All

Created 2 | Accepted 0 | Ready 0 | In Progress 0 =3

1-20f2 | E

STATE | WORKORDER# | WORKORDER TITLE | CHANGE TITLE | VWORKORDER AGENT | VWORKORDER STATE | PLANNED START ¥ | PLANNED END
Provision new Enable Cloud 08/282012 08/29/2012
[ 201208283894000049-1 jane (Jane Smith) Created
sernver Printing L ¢ 13:28:00 21:29:00
Migrate OTRS
[ ] 201208283894000021-1 Check Chef script test environment  jane (Jane Smith) Created

to 3.2 bet]..]

08/282012 08/28/2012
13:30:00 14:20:00

OTobpa)kaeMble 3Ha4YeHUss MOryT OblTb OTCOPTUPOBaAHbI B Mopsaake ybbiBaHUA WK
BO3pacTaHNA 3Ha4YeHUN aTpMbyTOB B KOJIOHKaxX. KOJMIOHKM NS oTobparkeHus 3apatoTcs
B SysConfig "ITSM Change Management -> Frontend::Agent::ViewMyWorkOrder-
sOverview":
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Table 8.20. Mou 3apaum

ATpubyT AKTUBHO Moppo6bHo

ActualStartTime HeT Data wn BpeMa Hadvana
peanusauumn N3meHeHUs

ActualEndTime HeT DaTta n BpeMa B KOTOpble
peanunsauuns N3meHeHuns
Oblna 3aBeplUeHa

Category HeT KaTeropus nnn T™MN
N3meHeHns

ChangeBuilder HeT Nmsa cozpaTensa ameHeHns/
Change Builder's name

ChangeManager HeT Nma MeHepxepa
N3meHeHns/Manager's
name

ChangeNumber HeT CreHepupoBaHHbIN
cucTemon HoMep
N3meHeHnsA

ChangeState HeT CocTosHne NameHeHuns

ChangeStateSignal HeT NhonkaTop COCTOSAHUS
N3meHeHNns,
oTobparkaemblii Kak
"ceeToop"

ChangeTitle Oa Nmsa N3meHeHuns

CreateTime HeT Data wn BpemMsa co3gaHus
N3meHeHnsA

Impact HeT Oxupgaembln 3pdekT oT
N3meHeHns, koTopbln ByaeTt
rnonyyeH

PlannedStartTime Oa MnaHnpyemble haTa "
BpeMsi Havajla peanamsauunmn
N3meHeHns

PlannedEndTime Oa MnaHupyemble faTa N BpeMms
OKOHYaHusa N3meHeHuns

Priority HeT MpuoputeT N3MeHeHns

RequestedTime HeT 3anpouleHHoe KJINEHTOM
BpeMSs peannlaunmn
N3meHeHns

Services [a CepBUChbl, 3aTparnmBaeMble
N3meHeHnem

WorkOrderAgent Oa AreHT, Ha3Ha4YeHHbIn Ond
PIR

WorkOrderNumber Oa Homep 3agayun

WorkOrderState [a Konun4ecTtBo 3apavy,
OTHOCAWMXCA K NI3MEeHeHUIo

WorkOrderStateSignal HeT LiBeT "ceeToopa”
oTobparkatoLwmm cTaTycC
3aga4u

WorkOrderTitle Oa Nma 3apayn
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ATpubyT AKTUBHO Moppo6bHo

WorkOrderType HeT Tvn 3aga4n

JononHutenbHo, B 0630pe Moun 3agaym MOXXHO huabTpoBaTb 1 0ToBparkaTb MIaMeHeHns
yOoBseTBOPSOLLME pa3/IMYHBIM 3HaYeHUsM aTpubyToB, Kak Moka3aHo pasnee. 3Tu
dunbTpbl, KOTOPbIE MOTryT BbITh 3agaHbl B SysConfig "ITSM Change Management -> Fron-
tend::Agent::ViewMyWorkOrdersOverview":

Table 8.21. ®unbTp Mou 3apaum

ATpubyT Moppo6Ho

created - co3gaHa OTobpakaeT BCce 3apauun, wumMmelowmne
cTaTyc "created"

accepted - npuHaTa OTobpakaeT BCce 3ajayun, uMewwme
cTaTyc ";accepted"

ready - roToBa OTobpaxkaeT Bce 3ajayun, uMewwme
cTaTyc "ready"

in progress - B paboTe OTobpakaeT Bce 3apayn, wumMmeowne

cTtaTyc "in progress"

9. OT4yeThl NO YNpaBJsieHUIo
N3MeHeHusaAMHM

OTRS::ITSM npepocTaBasgeT chenywwme oT4YeTbl ANAA LN OLEHKU  KJYEeBbIX
rnokasaTenen B YnpaBsieHUn NameHeHnaMu. Bce oTyeTbl 4OCTYMHbI MPU NCMOJIb30BaHNN
BCTPOEHHOIr0 reHepaTopa OTHYETOB.

9.1. KonunmyectBo I3MeHeHUMM 3a 3aAaHHbIUA
nepvopa,

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a nocaegHne x-
nHen) nnn abcontoTHbIN Nepuof (T.e. UsMeHeHna ¢ gaTbl 1 o gaTbl 2). JOMNosHUTENBHO,
MO>XHO YKa3aTb CTaTyC MI3MeHeHU, BKAOYAEMbIX B OTHET.

OT4yeTbl MOXHO nosily4aTb B "CSV" uan "Print" (PDF) dhopmaTax.

9.2. KonuuyecteBo I3MeHeHUM NO KaTeropmsam
N3MeHeHunn

lMpwn 3aKa3e oT4eTa MOXKHO 3afaBaTb OTHOCUTENIbHBIN (T.e. I3MeHeHNs, 3a nocsegHue X-
OHen) nnn abcontoTHbIN Nnepuog (T.e. UsMeHeHnsa ¢ gaTbl 1 o gaTbl 2). JONosHUTENBLHO,
MO>XHO YKa3aTb CTaTyc I3MeHeHnNn, BKIOYaeMbIX B OTHET.

OT4eTbl MOXHO nony4aTb B "CSV" nnn "Print" (PDF) hopmaTax.

9.3. KosimyecTBO OTBEpPrHyThiX MI3MeHeHu#

lMpwn 3aKa3e oT4eTa MOXXHO 3a4aBaTb OTHOCUTESIbHBIN (T.e. UI3MeHeHNs, 3a nocsegHue x-
nHen) nnn abcontoTHbIN Nnepuof (T.e. UsMeHeHnsa ¢ gaTbl 1 o gaTbl 2). JONOSIHUTENBHO,
MO>XHO yYKa3aTb CTaTyc I3MeHeHnNn, BKOYaeEMbIX B OTHET.

OT4yeTbl MOXHO nosiy4aTb B "CSV" wan "Print" (PDF) dhopmaTax.
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9.4. Konun4yectBo U3bATbIX A3MeHeHun

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbLIN (T.€. I3MeHeHus, 3a nocaegHue x-
nHen) nnn abcontoTHbIN Nepuog (T.e. UsMeHeHna ¢ gaTbl 1 o patol 2). JONOJAHUTENBHO,
MO>XHO YKa3aTb CTaTyC MI3MeHeHUn, BKAOHYAEMbIX B OTHET.

OT4yeTbl MOXHO nosiy4aTb B "CSV" uan "Print" (PDF) dpopmaTax.

9.5. CooTtHOWweHue N3MeHeHun K NHUMOeHTaM

lMpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTESIbHBIN (T.e. UI3MeHeHNs, 3a nocsegHue X-
nHen) nnn abcontoTHbIN Nnepuog (T.e. UsMeHeHnsa ¢ gaTbl 1 o gaTbl 2). JONoOsIHUTENBHO,
MO>XHO yYKa3aTb CTaTyc 3MeHeHnIn, BKIOYaeEMbIX B OTHET.

OT4eTbl MOXHO nony4aTb B "CSV" nnn "Print" (PDF) hopmaTax.

9.6. KonudecTtBo 3anpocoB Ha N3MeHeHue /
RFCs no 3anpocuBLUUM

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a nocaegHne x-
nHen) nnn abcontoTHbIN Nepuof (T.e. UsMeHeHna ¢ gaTbl 1 o gaTbl 2). JONOJHUTENBHO,
MO>XHO 3amMpoCuUTb YKasaTb 3aKa34ukoB M3meHeHUn/RFC Requester, ona BKAKYEHUS B
OTYeT.

OT4yeTbl MOXHO nojsiy4aTb B "CSV" uan "Print" (PDF) dhopmaTax.
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Chapter 9. YnpasneHue
pesinzamMmm

Mbl nnaHnpyeM NpeacTaBUTb peannsaunto npouecca YnpasneHus Pennsamm B 6yayuimx
Bepcmax OTRS:ITSM. OgHako, OCHOBHasa WHdoOpMauunsa, MOXeT OblTb HacTpoeHa,
rnosiydeHa v ynpaenaTbCsa yxe B Bepcun 1.0.

Hanpumep, npaBuna yTBepxaeHns mnnum ob3opbl n3 DSL (Definitive Software Library)
MOryT 6bITb HACTPOEHbI N NCMOJIb30BaHbI.
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Chapter 10. YnpasneHue

YpoBHAMM ycnyr / Service Level
Management

HaumHasa ¢ OTRS 2.1 npou3BefeHa MNosiHaa pPeBU3USA BCTPOEHHOro hpenMBopKa Ans
0TYETOB, peasin3oBaHa BO3MOXXHOCTb CO34aHNSA NpakTUYeckn noboro otTyeTa o 3asdBKax
yepes Beb-mHTepdenc, a Tak Xe Ux UMNOPT U IKCNOPT. B AononHeHue, UCnonb3ys
CNMCKK KoHTponsa goctyna (ACL) 8 OTRS, agMUHNCTPATOPbI MOIYT OFPaHNYUTb CO3aaHNe
n oTobparkeHne CTaTUCTUKN U FpadIMKOB ANA KOHKPETHOro nosb3oBaTens, rpynnbl u/
nnun ponein. Bo Bpemsa paspaboTkn ocoboe BHUMaHME yAensan0Cb BO3MOXHOCTU KPOCC-
BEPCUOHHON COBMECTUMOCTU - 3TO O3HadaeT, YTO MOAYJIM CTAaTUCTKW CO3[4aHHble B
npegbioywmnx sepcmax byayt pabotaTb B HOBbIX. cmonb3ysa coBmecTHo ¢ OTRS::ITSM,
MO>XHO MOJY4UTb OOMOJIHUTESIbHYI0 CTaTUCTUKY OTHocsAwyoca K ITSM, Tak Kak ecTb
BO3MOXXHOCTb YCTaHOBUTL NMakeT ITSMServiceLevelManagement.

MpuMep NepeyHs 0TYETOB:

Figure 10.1. agent-ticket-stats

Overview: Stats

Actions
E3 Add

Import

List

STAT#HA

TITLE

List oftickets closed last month

MNew Tickets

List of open tickets, sorted by time left until
response deadline expires

List oftickets closed, sorted by response
time.

List oftickets created last month

List of the mosttime-consuming tickets

List of open tickets, sorted by time left until
escalation deadline expires

List oftickets closed, sorted by solution time

Overview about all tickets in the system

List of open tickets, sorted by time left until
solution deadline expires

Changes of status in a monthly overview

Total number of all tickets ever created per
Ticket-Type and Priority.

IKCNOPT HacTpoek oT4yeTa B XML:

OBJECT

Ticketlist

TicketAccumulation

Ticketlist

Ticketlist

Ticketlist

Ticketlist

Ticketlist

Ticketlist

TicketAccumulation

Ticketlist

StateAction

TicketAccumulation

DESCRIPTION

List of all tickets closed last month.
Order by agl[...]

Total number of new fickets per
day and queue whic[..]

List of open tickets, sorted by time
left until re[...]

List oftickets closed last manth,
sorted by respol..]

List of all tickets created last
month. Order by a[..]

List of tickets closed last month
which required t...]

List of open tickets, sorted by time
left until es[...]

List oftickets closed last manth,
sorted by solut] ]

Current state of all tickets in the
system without]..]

List of open tickets, sorted by time
left until so[...]

Manthly overview, which reports
status changes per|..]

Total number of all tickets ever
created per Ticke[...]
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Figure 10.2. agent-stats-export-import

View: Stat# 10002

Actions Stat Details
| Go to overview | Stat#¥: 10002
Title: Mew Tickets
| Edit | Joject TicketAccumulation
cription: Total number of new tickets per day and queue which have been created
| Delete | during the last month.
|7‘ Fermzt | opening New_Tickets_2012-08-30_10-05.xml (mE3a]
Export config -

— You have chosen to cpen

= New_Tickets_2012-08-30_10-05.xml
Hint which is a2 XML Document (692 bytes)

from: http://vol298.ve.otrs.com
With the input and select fields you can
influence the format and contents of the
statistic. Exactly what fields and formats you
can influence is defined by the statistic
administrator.

What should Firefox do with this file?

() Openwith | Internet Explorer (default) -

@ Save File

7] Do this automatically for files like this frem now en.

X-axis
Create Time:
Value Series
Cueus: Misc
Postmaster
Senvice Desk

OvanoroBeii MacTep co3paHns WwabioHOB OTYETOB:

Figure 10.3. agent-stats-template

Edit: Stat# 10002

Step 1 Step 2 Step 3 Step 4
General Specifications

Actions General Specifications (1/4)

Go to overview = Title: e Tickets
*Description: 1027 number of new tickets per

day and queue which have been

created during the last month.

% Dynamic-Object: TicketAccumulation

* PRIMISSIONS:  jiom change-builder =
itsm-change-manager
itsm-configitem
itsm-senice

oups to define access for different agents.

You can select one or mo

= Resultformat. cgy B
Pt |
graph-area |—|
graph-bars
graph-hbars -

FeHepaTop npeobpasoBaHmna B PDF BCTpoOEH B CUCTeMY, OH MO3BONSAET 3KCNOPTUPOBATL
paHee co3faHHble 3a8BKMW, OTYeThl U pe3ysibTaTbl Nnoucka B PDF hopmaT:
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Figure 10.4. pdf-doc-view

> OTRS fuiiii Stat#10002

New Tickets 2012-07-01 00:00:00-2012-07-31 23:59:

wn
=]

printed by Jane Smith (jane@otrs.com) 08/30/2012 10:21:08

Queue SunlMon2Tuel Wedd ThuSFri6Sat 7SunEMon9Tue Wed Thu Fri Sat  Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat  Sun Mon  Tue Sum
pL:] 11 12 13 14 15 16 17 18 15 20 21 22 23 24 25 26 7 8 F=1 30 3
Misc o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Postmaster 0 o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Service Desk 0 o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Spam a o o o o o a o o o o o o o o o o o o o o o o o o o o o o o o o
Sum a ] o o o o a o ] ] o a o ] ] ] a ] o ] o a o ] o o o ] ] ] o ]
Figure 10.5. pdf-doc-overview
)*’ OTRS Raisinee Stat#10009
Overview about all tickets in the system printed by Jane Smith {jane@otrs.com) 08/30/2012 10:24:26
Queue clozed closed closed with merged new open pending auto close+ pending auto close- pending reminder  removed Sum
Mizc o ] o o o o [ o o o o
Postmaster o 0 o o 42 o o o o o 4z
Service Desk 1 '] o o o 4 [] o o o 1
Spam e L] o o o e o o o o o
Sum 1 '] o o 42 4 [] o o o 47
MpuMep rpanyeckoro Crmcka 3asBoK:
Figure 10.6. ticket-graphic-overview
s Overview about all tickets in the system
20+
15+
10+
51
° R nl 3 : ‘ 3
2 7 g g 2 2 3 4 3 g
n @ 2 2 c 5 8 o c <]
i1} 8 [i1] = (=] [= £
8 (%] _3 E [=] [
g 5 p J2! = i fus
W ] = 3 [ o
- = = m [
o = = o o £
(ol = = c =
- 2 E 5 B 9
v L o c 5 o
o 2 g o
(=]
5]
Queue
I Misc I Postmaster Wl Service Desk [@Spam
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Chapter 11. NaHensb
AAMUHUCTPUPOBAHMUSA
OTRS::ITSM

MaHenb agMUHUCTPUPOBAHUSA HABNAETCHA [JlaBHbIM WHTepdencom agMmHMCTPaTopa
CUCTEMbI YrpaBfieHUs 3asaBKaMu. Bce OCHOBHblIE HACTPOMKU KOHMUrypauum CUCTEMbI
cocpefoTOYeHbl 3A4eCb WM MOryT O6blITb NPOCMOTPEHbl  W/MAN  WU3MEHEHbl ANns
yAOB/IeTBOPEHNA MHAMBUAYANbHbIX NOTpebHOoCTeN.
Mepexon K NaHenu ynpaBfieHUs OCYLLeCTBASETCA 4epe3 MNYHKT MeHw AJMuH/
AOMUHUCTPUPOBAHME MNAaBHOMO MEHIO UHTepdenca. ITOT NYHKT MEHIO BUAEH U [OCTYNeH
TO/IbKO areHTaMm MMelwuM fpaBa agMUHUCTpaTopa B cucTeMe. [locne OKOHYaHuMSA
CTaHAApPTHON YCTAaHOBKW CUCTEMbI Bbl MOXKETE BOMTU B HEE B KQ4eCTBEe agMNUHUCTPaTopa
ncnonb3ys noruH "root@localhost" n naponb "root".
* HauynHasa c Bepcum OTRS::ITSM 1.0

* [ General Catalog ] - O6bwunin kKaTanor

e [ Criticality - Impact - Priority ] - KputnyHocTb - BausHue - MprnoputeT

* [ Configltem ] - OnncaHne y4eTHbIX 31e€MeHTOB/KOHMUTYPALUOHHBIX € ONHNLL
* Ha4duHasa ¢ Bepcum OTRS::ITSM 1.1

e [ Import/Export ] - UMnopT/3kcnopT

* HauynHasa c Bepcum OTRS::ITSM 2.0

e [ Notification (ITSM Change Management) ] - YsegomneHus YnpasseHue
N3MeHeHnamMun

e [ Category - Impact - Priority ] - Kateropus - BanaHue - NMpuoputeTt
[ State Machine ] - MawwuHa cocToaHuin
* HauymHasa c OTRS 2.2
e [ Type ] - Tunebl
[ Status ] - CocTosiHUMA
* [ Service ] - CepBucsil
e [ SLA] - CornaweHnuns o6 YposHe CepBuca
* HauynHasa c OTRS 2.3

e [ Priority ] - NMpuoputeTsl
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Figure 11.1. Admin Area - NaHenb agMUHUCTpPaTOpa

g 2 -i-: A: d in as Jane Smith m
DASHBOARD | TICKETS  SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,
Admin
Agent Management Customer Management Email Settings

Queue Settings Ticket Settings

1. OoOwmn KaTanor

Kak cnepyeT v3 Ha3BaHus, ObLwunin KaTanor obcny>xneaeT cBsA3aHHble ¢ ITSM oCcHOBHbIe
HacTponkun OTRS::ITSM.

Figure 11.2. AoMuHucTpupoBaHue ObLiero Kkatanora

2~ 8- 9° + o = *ou are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS  CUSTOMERS o,

General Catalog Management

Actions List

CATALOG CLASS

E3 Add Catalog tem

E3 Add Catalog Qlass

Hanpumep, pedakTupoBaHue 3anuMcell B CNpaBoyHOW Tabnuue Ans8 BbiNagatolmx
CMNNCKOB 3HA4YeHUI nonen:

77



OTRS

Real Services

M

gure 11.3. AoMuHucTpupoBaHme ObLiero Katanora

You are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS Q.

General Catalog Management

Actions List

TSK::CONFIGITEM::COMPUTER: TYPE VALID
valid

ITSM::Configtem:Computer: Type -

E3 Add Catalog kem
—_— valid

— valid
|&d Add Catalog Class
—_——— valid

- valid
Go to overview
_ valid

2. HacTpouka Knaccos
KOH(PUIrypauuOHHbIX e ANHUL,

Mo yMoOJ14aHwuto, OTRS:ITSM npenocTtaBnsfeT nATb OCHOBHbIX Knlaccos
KOH(PUIypaUMOHHbLIX eAuHWUL, AOJ19 OfNuCaHMga COOTBETCTBYIOLWUX 3seMeHToB WUT

NHPACTPYKTYpPbI:

[ Computer ] - KomnbtoTepsl

Bce Cl, KoTopble MPUHATO OTHOCUTbL K KOMMbIOTEPAM, T.e. AECKTOMblI N HOYTOYKM,
a TakXe p[gpyrne WHTeNNEeKTyallbHble, HacTpaMBaeMble U He nepugepunHbie
YCTPOWCTBA, TakKMe KakK KOMMYTaTopbl, MapLipyTM3aTopbl WAW APYrUe aKTUBHbIE
KOMTMOHEHTbI CETEBOW MHPPACTPYKTYPLI.

* [ Hardware ] - ObopynoBaHune

Bce obopynoBaHue, He oTHocsLeecqd K KoMmnbioTepaM, BO3MOXHO OT KOP3UHbI A5
blade - cepsepoB go npuHTepoB wan USB HocuTenewn, B 3aBUCUMOCTU OT YPOBHS
pa3bueHus/npenctasneHuns sawen UT NHMOPaCTPYKTYpbI.

e [ Network ] - CeTb

Nornyveckmne cetm (LAN, WLAN, WAN wn T.4..), KOTOpble OXBaTbiBalOTCA Bawum IP
a[lpeCcHbIM MPOCTPAHCTBOM.

» [ Software ] - MporpammMmHoe obecneyeHne

Bce nporpaMMHble NPOAYKTbI N JINLLEH3UN.

[ Locations ] - MecTonono>xeHue
Bce mecTa pa3melleHuns, T.e. 3aaHus, paboyre mecTta, Mawl3asbl, CTONKMU...

Ecnnm 3Tux nNaTm KNaccoB HEQOCTATOYHO ANS onmncaHus Bawen UT-nHgpacTpyKTypsbl, C
MOMOLLbIO NYHKTa MeHto "O6wmnn kaTanor" naHenn agMmmuHuctTpatopa OTRS::ITSM Mo>KHO
0o6aBnNTb Hy>XXHble kacchl. Mocne cosgaHusa HoBoro knacca Cl B Obwem kaTasnore,
Heobxoaumo pobaBnUTb €ro onmcaHme B MeHto "OnncaHmne y4eTHbIX 3/1€EMEHTOB"
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Figure 11.4. AoMuHucTpupoBaHue ObLiero Katanora

g2 g2 92 -i-: l: ¥0u as Jane Smith m

DASHBOARD | TICKETS SERVICES | CMDB | CHANGES STATISTICS | CUSTOMERS Q,

General Catalog Management

Actions List

ITSM:Configitem:Class - ITSM:CONFIGITEM::CLASS VALID
valid
valid
wvalid
wvalid

wvalid

E3 Add Catalog ftem
E3 Add Catalog Class

Go to overview

Warning

PazpaboTka mogenu CMDB un Cl, koTopble 6yAyT B Hee 3aHOCUTCH 1 YNPaBnaTbCA
B HEN - 3afla4a, KOTOPYI He crefyeT HedooLeHMBaTb. Hall onbIT NMoka3biBaeT,
4YTO 3TO BeCbMa >XeflaTesIbHO MPOBEPUTb KOoHUenTyasJibHble MbIC/N, MNPOCTO
chopMynnpoBaB NX Ha NepBOM 3Tane, N USMEHUTL NMOCTaBJIAEMYIO MO yMOJSIHaHUIO
mopenb u Habop knaccos Cl gna OTRS :: ITSM Ha BTOpOM 3Tane. bBbino Obl
04Y€eHb N0JIe3HbIM NPUBErHYTb K BHELLHEN NOMOLL M, Hanpumep, akcnepToB ITIL no
MPOEKTUPOBaHUIO CTPYKTYpbl CMDB.

Multiple input field types can be used when defining a class. These input field types are
used to generate the edit form for creating new or editing already existing configuration
items.

Warning

Since version 5.0.35 the configuration item class definitions have to be written in
YAML format.

The following block is an example of a form field called Operating System.

- Key: OperatingSystem
Name: Operating System
Input:

Type: Text
Size: 50
MaxLength: 100

The following settings are available when adding or editing this resource. The fields
marked with an asterisk are mandatory.

Key *

Must be unique and only accept alphabetic and numeric characters. If this is changed,
data will not be readable from old definitions.

Name *

The label of the field in the form. Any type of characters can be entered to this field
including uppercase letters and spaces.

Note

It is recommended to always use English words for names.
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Names can be translated into other languages with custom translation files. See the
Custom Translation File chapter in the developer manual.

Searchable
Defines whether the field is searchable or not. Possible values are 0 or 1.
Input *

Initiates the definition of the input field. An input field can contain the following at-
tributes:

Type *

Defines the type of the element. Must be placed indented as a logical block. Pos-
sible values are:

* Text: A single text field.
* TextArea: A text field with multiple rows.

* GeneralCatalog: A drop-down list for select a general catalog class. The gener-
al catalog class must be defined before use it as input type. The items of the
general catalog class will be the options of the drop-down list.

* CustomerCompany: A drop-down list for select a customer from the database
back end.

* Customer: A drop-down list for select a customer user from the database back
end. The field can be used with wildcards (*).

* Date: A field for select a date.

* DateTime: A field for select date and time.

* Integer: A drop-down list with integer numbers.
Required

Defines whether the field is mandatory or not. Possible values are 0 or 1.
Size

Defines the size of the text field. The value must be a positive integer.
MaxLength

Defines the maximum amount of characters that can be entered in the text field.
The value must be a positive integer.

RegEx
A regular expression to restrict the possible values of the text field.
RegExErrorMessage

The displayed error message if the input does not match to definition given in the
regular expression.

Class

The name of the class to be used for the drop-down list. Required for type Gen-
eralCatalog.
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Translation

Defines whether the items of a general catalog have to be translated. Possible
values are: 0 or 1.

YearPeriodPast

Defines how many years in the past are available for selection from the present
year in a date or date/time field. The value must be a positive integer.

YearPeriodFuture

Defines how many years in the future are available for selection from the present
year in a date or date/time field. The value must be a positive integer.

ValueMin
Defines the minimum value for an integer field.
ValueMax
Defines the maximum value for an integer field.
ValueDefault
Defines the default value for an integer field.
CountMin

Defines at least how many of the current input types are available. The value must
be a positive integer.

CountMax

Defines at most how many of the current input types are available. The value must
be a positive integer.

CountDefault

Defines how many field should be displayed by default. The value must be a positive
integer.

Sub

Defines a sub-element in the input field. The sub-element can contain its own input
fields. It is useful if you have certain properties under a main property.

SuppressVersionAdd

This can be used to suppress creating a new version of a configuration item, when an
attribute has changed. Possible values are UpdateLastVersion and Ignore.

* UpdateLastVersion: If this value is set and there is no other updated attribute, the
attribute is updated in the current version without creating a new version.

» Ignore: If this value is set and there is no other updated attribute, nothing will be
done, and no new version is created.

The following class definition is an example for all possible options.

- Key: OperatingSystem
Name: Operating System
Searchable: 1
Input:

Type: Text
Required: 1
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Size: 50
MaxLength: 100
RegEx: Linux|MacOS|Windows |Other
RegExErrorMessage: The operating system is unknown.
CountMin: 0O
CountMax: 5
CountDefault: 1

- Key: Description
Name: Description
Searchable: 0
Input:

Type: TextArea

Required: 0
CountMin: 0O
CountMax: 1
CountDefault: 0O

- Key: Type

Name: Type

Searchable: 1

Input:
Type: GeneralCatalog
Class: ITSM::ConfigItem::Software::Type
Required: 1
Translation: 1

- Key: CustomerCompany
Name: Customer Company
Searchable: 1
Input:

Type: CustomerCompany

- Key: Owner
Name: Owner
Searchable: 1
Input:
Type: Customer

- Key: LicenseKey
Name: License Key
Searchable: 1
Input:

Type: Text
Size: 50
MaxLength: 50
Required: 1
CountMin: 0
CountMax: 100
CountDefault: 0O
Sub:
- Key: Quantity
Name: Quantity

Input:
Type: Integer
ValueMin: 1

ValueMax: 1000
ValueDefault: 1

Required: 1
CountMin: 0
CountMax: 1

CountDefault: 0

- Key: ExpirationDate
Name: Expiration Date

Input:
Type: Date
Required: 1

YearPeriodPast: 20
YearPeriodFuture: 10
CountMin: 0
CountMax: 1
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CountDefault: 0

- Key: LastUsed
Name: Last Used
Input:
Type: DateTime
Required: 1
CountMin: 0
CountMax: 1
CountDefault: 0O
SuppressVersionAdd: UpdatelLastVersion

N3mMeHeHne aTpumbyTOB W MOMpPaBKM MOXHO caenatb B obnactum rpadpunyeckoro
pefakTopa, HaXKaB KHOMKY "MI3MeHUTb KJiacc onnucaHmna":

Figure 11.5. admin-configitem-management-change

22222%4°a?

DASHBOARD | TICKETS  SERVICES [CMDB | CHANGES | STATISTICS | CUSTOMERS -

Config ltem Management

Actions Change

Computer = Computer

Change class definition [

Go to overview 7
I Searchable => 1,
Input => |

Type =» 'Text',
Size =» 50,
MaxLength =» 50,

Key => "Model',
=> "Model',
Searchable => 1,
Input => [

) => "Text',

MaxLength => 50,

Key => 'Descripticn’,
=» 'Description’,
Searchable =» 1,
Input => {

Type =» 'Texthrea’,

b

Hey => '"Type',

Warning

YT106b! 6bITh YBEPEHHBIM B LIEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstoLwas
VHopMaunsa, ofHa)KAbl CO34aHHAs B MaHenn ynpaB/ieHUs CUCTEMBbl, Kak
npaBuJsIo, He MOXXeT BbITb yYaaseHa. ECnum Bbl )KenaeTe Ae3aKTMBUPOBaTb TaKylo
MHpopMaumnio, U3MEHNUTEe ee 3HayeHne B COOTBETCTBYHOLLEM crnucke Bbibopa
c "valid/gpencTButenbHa" Ha "invalid/HegencTeutenbHa" wan "invalid-temporari-
ly/BpemMeHHO HegencTBuTEsbHA".

3. YnpaBneHue Bepcuamu Kknaccos Ci

B cuctemy BCTPOEHO yrnpaBsieHne BepcuaMmn onncaHmm scex knaccos Cl. nga Tekywen
paboTbl ¢ npoueccamn OTRS::ITSM ncnonb3ytoTcst Hanbonee No3gHMe BEPCUN.
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Figure 11.6. admin-configitem-management

22 97 972 + o 2 z 3 d in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,

Config ltem Management

Actions List
Computer - CONFIG ITEM CLASS VERSION CREATED BY CREATED
—— ; root@localhost (Admin 08/27/2012
= —
D OTRS) 10:50:47

Go to overview

4. KoppeKkTupoBKa COCTOSSHUU 3aABKM

B npoueccax YnpasneHua NHUmpoeHTaMu, MOCTPOEHHbIX C yyeToMm ITIL, vHUMAOEHTHI
nnbo paspewatoTcs ycnewHo, 1mbo 3akpbiBaloTCA C 06X0A4HbIM pelwleHneM. Ons yyeTa
a3TOoro nosioxxeHms B OTRS::ITSM, no ymos4aHUto, BKJKOYEHO OOMOJIHNTENIbHOE COCTOAHME
"closed with workaround/3akpbiTo Cc 06X04HbLIM peLleHnem",

Figure 11.7. admin-state-management

g 2 + g 2 2 You are lo

DASHBOARD | TICKETS  SERVICES  CMDB | CHANGES | STATISTICS | CUSTOMERS Q,

State Management

Actions List
E3 Add state NAME TYPE COMMENT VALDITY | CHANGED CREATED
Ticketis closed 082312012 08232012
closed valid
sucl.] 14:26 14:26
Hint Ticketis closed 08/2312012 08232012
closed valid
uns[...] 14:26 14:26
e the states in . . . 08/27/2012 08/27/2012
closed ticket is closed wit] ] valid
10:48 10:49
X 08/2312012 08232012
merged State for merged tic]..] valid
14:26 14:26
Mew ticket created 0812312012 0812312012
new valid
bi..] 14:26 14:26
. 0812312012 0812312012
open Open tickets. valid
14:26 14:26
X X . X 082312012 08232012
pending auto Ticketis pending fol.]  valid
14:26 14:26
08/232012 0gi2arz012
pending auto Ticketis pending fo[..]  valid
14:26 14:26
pending o _ 08/23/2012 08/23/2012
. Ticketis pending fo[..] valid
reminder 14:26 14:26
Customer removed 08/23/2012 08/23/2012
removed valid
ticl..] 14:26 14:26

B OTRS::ITSM Bbl MOXeTe U3MEHATb CyLeCTBYOWME COCTOAHUSA unn AobaBnsaTb HOBbIE.
EcTb OBa OCHOBHbIX MOHATUA: UMSA CcOCTOosSIHUSA "state-name" n TN coctosaHusa "state-
type". Bce cOCTOAHMA N UX TUMNbI AOCTYMHbIE MO YMOJIHaHUIO NMOKa3aHbl BbiLLe.

MmeHa/Ha3BaHUS COCTOSIHUIA MOXHO BblIbMpaTh cBobonHo. B paspmene "CoctosHus"
naHenn agMUHUCTpPaTOpa MOXHO A06aBNATb HOBble COCTOSHUS WU MEHSATb UX ONs
CYLWECTBYHOLWMWNX TUMOB COCTOAHUNA.

MoxanyncTta, obpaTuTe BHMMaHNE, YTO U3IMEHEHUSA CAeNaHHble ONs COCTosAHUS "new",
TpebyloT u3MeHeHUs psga HacTpoek B anne Kernel/Config.pm wnnn 4yepe3 Beb-
MHTepdenc.
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[...]

# PostmasterDefaultState

# (The default state of new tickets.) [default: new]
$Self->{PostmasterDefaultState} = 'new';

# CustomerDefaultState

# (default state of new customer tickets)
$Self->{CustomerDefaultState} = 'new';
[...]

To e camMoe OTHOCUTCH U K U3MEeHeHUAM [ANa CcoCcTosHus "open": Hago BHeCTu
Heobxoaumble nsmeHeHunsa B Kernel/Config.pm nnn 4yepes Beb-uHTepgenc.

[...]
# default phone new state
$Self->{'Ticket::Frontend: :PhoneNextState'} = 'open';

# PostmasterFollowUpState
# (The state if a ticket got a follow up.) [default: open]

$Self->{PostmasterFollowUpState} = 'open';
[...]

Warning

YT106bl 6bLITH YBEPEHHBLIM B LIEJIOCTHOCTU OaHHbIX, B OTRS::ITSM, ynpasnsatoLwas
MHopMaLms, OAHaXKAbl CO3LaHHAs B MNaHeNW YMpaBJIEHWA CUCTEMbI, Kak
npaBuno, He MOXXeT BbITb yaaneHa. ECnm Bbl )KenaeTe Ae3aKTMBUPOBaTb Takyto
MHopMaLMio, U3MEHUTE €e 3HadyeHne B COOTBETCTBYLLeM crnucke Bbibopa
c "valid/gpencTtButensHa" Ha "invalid/HegencTButenbHa" nnm "invalid-temporari-
ly/BpeMeHHO HepencTBuTenbHa".

5. MaTpuua "KpUTUYHOCTb - BainaHue -
NMpuopuTteT"

OTRS::ITSM npegnonaraeT NATb YPOBHEWN NMPMOpPUTETA A9 3aABOK:
* [ Criticality ] - Kpntn4HoCTb
3Ha4YmMocCTb ("KpUTUYHOCTL") cepBuca ansa UT nonb3oBaTens(en)/knmeHta(os)
* [ Impact ] - Bangnune
BnnsaHune cboa cooTBeTCTBYIOLWEro CepBMca Ha paboTy nonb3oBaTtens(en)/knmeHTa(os)
[ Priority ] - MpuoputeThl

Mpuoputet B OTRS::ITSM ecTb pe3ynbTaT, 3aBUCAWMA OT MNapbl KPUTUYHOCTbL -
BANAHNE

MpunoputeTt 3aaBku B OTRS::ITSM onpepensetca Mo mMaTpuue MOKa3aHHOM HUXe U
pe3ynbTaT NpuopmuTE3aLMn NCNosb3yeTCa B 0030pax ovepenen.
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Figure 11.8. admin-priority-allocation

-2 - 3 2 2 You are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o

Criticality <-> Impact <-> Priority

Note Priority allocation
IMPACT \ CRITICALITY 1 VERY LOW 2 LoOwW 3 NORMAL 4 HIGH 5 VERY HIGH
1very low Twverylov Tverylow + 2 low - 2 low - 3normal «
2 low Tverylov - 2low - 2 low - 3normal - 4high -
3normal 2 low - 2 low A 3normal - 4high - 4high =
4 high 2 low - 3normal ~ 4high = 4high - Svery hi¢ v
5very high Inormal - 4high - 4high - 5wvery hig ~ Svery hi¢ v
_ Submit |

Homep ypoBHS, onucaHue uU AENCTBUTENIbHOCTb MOXXHO MOCMOTPETb U U3MEHUTL B
naHenn agMmHUCTpaTopa Nno ccoiike "Obwmnn kaTanor":

Figure 11.9. admin-general-catalog-management-priority

2222 224%a?

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,

General Catalog Management

Actions List
ITSM:Core: Crilicality - TSM:CORE:CRTICALITY VALID
— valid
&3 Add Catalog ltem i
E3 Add Catalog C1 il
e valid
valid

Go to overview

6. KoppeKkTupoBKa NnpuopuTeTOoB
3aABKHU

3asaBku paHxupytoTca B OTRS::ITSM Ha ocHOBe MPUOPUTETOB 3asBOK, T.e. 3asBKMU
C BbICOKMM TMpPUOPUTETOM TMOKa3biBaloTca B o0630pe o4epenen Bbile 3a89BOK C
6onee HU3KNM 3HaYeHMeM npuopuTeTa. MNpnopuTeTbl MOryT BbITb OTKOPPEKTUPOBAHLI,
nepenMmeHoBaHbl 1 fobaBseHbl B rpanuyeckom nHTepgence agMmMHNCTpaTopa.
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Figure 11.10. admin-priority-management

g2 92 92 -i-: l: You : in as Jane Smith E]

DASHBOARD TICKETS SERVICES CMDB CHANGES STATISTICS CUSTOMERS

Priority Management
Actions List
E Add priority NAME WVALDTY CHANGED CREATED
valid 08/23/2012 14:26 0812312012 14:26
valid 08/23/2012 14:26 0812312012 14:26
valid 08/23/2012 14:26 0812312012 14:26

walid 08/23/2012 14:26 08/23/2012 14:26
valid 08/23/2012 14:26 08/23/2012 14:26

bonee peTanbHyo MHpopMaLmio Bbl HangeTe B Pykosoactee agMuHucTpatopa OTRS.

Warning

ATpnbyTt "id" oTparkaeT BHYTPEHHIO MNOoCNefoBaTe/IbHOCTL MPUOPUTETOB B
OTRS::ITSM - 1 o3Ha4aeT MUHUMYM U 5 (U1K BbILLE) - MAKCUMYM. YUCJ10 B Ha3BaHNU
npuopuTeTa CAyXWUT AJI9 NPaBWUbLHONO BbICTpauBaHWUA MocjsiefoBaTesibHOCTU
MPUOPUTETOB.

Warning

YT106b! 6bITb YBEPEHHbBIM B LIEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstowas
VHopMaunsa, ofHaKAbl CO3[4aHHas B MaHenn YyrnpaBJieHUs CUCTEeMbl, Kak
NMpaBuIo, He MOXXET BbITb yaaseHa. ECnum Bbl )KenaeTe Ae3aKTMBUPOBaTb TaKyto
MHpOpMaLmnio, U3MEHUTE €e 3HayeHne B COOTBETCTBYHOLLEM crnucke Bbibopa
¢ "valid/penctButensHa" Ha "invalid/HegencTeutenbHa" namn "invalid-temporari-
ly/BpeMeHHO HepencTBUTEbHaA".
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Chapter 12. lonosiHuTeJibHbIE
npuno>xeHua OTRS - kaneHpapb

In a default OTRS installation 9 calendars are available, which can be configured graphi-
cally. Using the SysConfig framework found in the admin interface, this number can be
increased to 99, by using the calendar 1 etc. links:

Figure 12.1. admin-sys-config

' e = + . z You are logged in as Jane Smith E]

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS | CUSTOMERS Q.

SysConfig

Actions Result

Search | SUBGROUP ELEMENTS GROUP

rto O R e 28 Framework

[
5]

Framework
Framework (432) - Framework

ate by sele Framework
Framewaork
Framework

Framework

]

¥ Export settings

2 Import settings Framewaork
Framewaork
Framewaork

Framework

m

Framework
Framewaork
Framework

e B X R I T I . 1

-y
=

Framewark

o
[= ]

Framewaork

5]

Framewaork
Framework
Framewaork
Framework
Framework
Framework

oW ot

Framewaork

"TimeWorkingHours/Pabo4ne 4acbkl" MoOryT wucnonb3oBaTbca B OTRS:ITSM ans
onpefeneHnss TaK Ha3biBaeMbix "service level windows" - OTpe3koB BpeMeHW B
KOTOpbI€ Balla OpraHu3aumsa rapaHTupyeT onpefeneHHbIn ypoBeHb 06CnyxnsaHna ans
KnneHToB. Ecnn TpebyeTcs, 3aTeM OHM MOryT 6bITb NMpoBepeHbl U / UAN OLEHEHbI
aona obecnedveHnsa cobniofgeHnsa Kakux-mmbo BO3MOXHLIX corfaweHun o6 ypoBHe
obcny>xmBaHus.
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Figure 12.2. admin-sysconfig-timeworkinghours

DASHBOARD | TICKETS | SERVICES |CMDB  CHANGES | STATISTICS | CUSTOMERS o,

SysConfig

Actions Edit Config Settings in Framework -> Core::Time::Calendar1

Go to overview
= TimeZone::CalendariName

5td Business Hours

Defines the name of the
indicated calendar.

TimeZone::Calendart +0 =~

Defines the time zone ofthe
indicated calendar, which can
be assigned later to a specific
queue.

TimeVacationDays::Calendar1
Month — Day — Text

1 1 Mew Year's Day (9

5 1 International Work (=)

12 24 Christmas Eve

12 | 25 | FirstChristmas D (@
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Chapter 13. UHTepdeunchl
OTRS::ITSM c ppyruMmm
cucTeMamMm

Cnepgylowme 4aCTUYHO obwime nHTepdencol MOryT 6GbITb MUCMOAb30BaHbl A5t obMeHa
noaHHbIMU Mexay OTRS::ITSM n gpyrumm (ITSM) nporpaMMHbIMK NPOAYKTaMU:

* NAGIOS

» SOAP

* REST

* LDAP

* E-mail (POP3, IMAP, SMTP)
* CSV Import/Export

OTRS AG c yaoBoJibCTBMEM pa3paboTaeT 4ONOJHUTENIbHbIE MHTEPdENCHI N0 3aNpocy Nan
YyneHbl coobuiecTBa MoryT paspaboTaTb UX.
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Appendix A. GNU Free
Documentation License

Version 1.1, March 2000

Copyright (C) 2000 Free Software Foundation, Inc. 59 Temple Place, Suite
330, Boston, MA 02111-1307 USA Everyone is permitted to copy and dis-
tribute verbatim copies of this license document, but changing it is not al-
lowed.

0. PREAMBLE

The purpose of this License is to make a manual, textbook, or other written document
"free" in the sense of freedom: to assure everyone the effective freedom to copy and
redistribute it, with or without modifying it, either commercially or noncommercially. Se-
condly, this License preserves a way for the author and publisher to get credit for their
work, while not being considered responsible for modifications made by others.

This License is a kind of "copyleft", which means that derivative works of the document
must themselves be free in the same sense. It complements the GNU General Public
License, which is a copyleft license designed for free software.

We have designed this License in order to use it for manuals for free software, because free
software needs free documentation; a free program should come with manuals providing
the same freedoms that the software does. But this License is not limited to software
manuals; it can be used for any textual work, regardless of subject matter or whether it
is published as a printed book. We recommend this License principally for works whose
purpose is instruction or reference.

1. APPLICABILITY AND DEFINITIONS

This License applies to any manual or other work that contains a notice placed by the
copyright holder saying it can be distributed under the terms of this License. The "Docu-
ment", below, refers to any such manual or work. Any member of the public is a licensee,
and is addressed as "you".

A "Modified Version" of the Document means any work containing the Document or a
portion of it, either copied verbatim, or with modifications and/or translated into another
language.

A "Secondary Section" is a named appendix or a front-matter section of the Document
that deals exclusively with the relationship of the publishers or authors of the Document
to the Document's overall subject (or to related matters) and contains nothing that could
fall directly within that overall subject. (For example, if the Document is in part a textbook
of mathematics, a Secondary Section may not explain any mathematics.) The relationship
could be a matter of historical connection with the subject or with related matters, or of
legal, commercial, philosophical, ethical or political position regarding them.

The "Invariant Sections" are certain Secondary Sections, whose titles are designated as
being those of Invariant Sections, in the notice that says that the Document is released
under this License.

The "Cover Texts" are certain short passages of text that are listed, as Front-Cover Texts or
Back-Cover Texts, in the notice that says that the Document is released under this License.
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A "Transparent" copy of the Document means a machine-readable copy, represented in
a format whose specification is available to the general public, whose contents can be
viewed and edited directly and straightforwardly with generic text editors or (for images
composed of pixels) generic paint programs or (for drawings) some widely available draw-
ing editor, and that is suitable for input to text formatters or for automatic translation to
a variety of formats suitable for input to text formatters. A copy made in an otherwise
Transparent file format whose markup has been designed to thwart or discourage sub-
sequent modification by readers is not Transparent. A copy that is not "Transparent" is
called "Opaque".

Examples of suitable formats for Transparent copies include plain ASCIl without markup,
Texinfo input format, LaTeX input format, SGML or XML using a publicly available DTD, and
standard-conforming simple HTML designed for human modification. Opaque formats in-
clude PostScript, PDF, proprietary formats that can be read and edited only by proprietary
word processors, SGML or XML for which the DTD and/or processing tools are not gener-
ally available, and the machine-generated HTML produced by some word processors for
output purposes only.

The "Title Page" means, for a printed book, the title page itself, plus such following pages
as are needed to hold, legibly, the material this License requires to appear in the title
page. For works in formats which do not have any title page as such, "Title Page" means
the text near the most prominent appearance of the work's title, preceding the beginning
of the body of the text.

2. VERBATIM COPYING

You may copy and distribute the Document in any medium, either commercially or non-
commercially, provided that this License, the copyright notices, and the license notice
saying this License applies to the Document are reproduced in all copies, and that you
add no other conditions whatsoever to those of this License. You may not use technical
measures to obstruct or control the reading or further copying of the copies you make
or distribute. However, you may accept compensation in exchange for copies. If you dis-
tribute a large enough number of copies you must also follow the conditions in section 3.

You may also lend copies, under the same conditions stated above, and you may publicly
display copies.

3. COPYING IN QUANTITY

If you publish printed copies of the Document numbering more than 100, and the Docu-
ment's license notice requires Cover Texts, you must enclose the copies in covers that
carry, clearly and legibly, all these Cover Texts: Front-Cover Texts on the front cover, and
Back-Cover Texts on the back cover. Both covers must also clearly and legibly identify
you as the publisher of these copies. The front cover must present the full title with all
words of the title equally prominent and visible. You may add other material on the cov-
ers in addition. Copying with changes limited to the covers, as long as they preserve the
title of the Document and satisfy these conditions, can be treated as verbatim copying
in other respects.

If the required texts for either cover are too voluminous to fit legibly, you should put the
first ones listed (as many as fit reasonably) on the actual cover, and continue the rest
onto adjacent pages.

If you publish or distribute Opaque copies of the Document numbering more than 100, you
must either include a machine-readable Transparent copy along with each Opaque copy,
or state in or with each Opaque copy a publicly-accessible computer-network location
containing a complete Transparent copy of the Document, free of added material, which
the general network-using public has access to download anonymously at no charge using
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public-standard network protocols. If you use the latter option, you must take reasonably
prudent steps, when you begin distribution of Opaque copies in quantity, to ensure that
this Transparent copy will remain thus accessible at the stated location until at least one
year after the last time you distribute an Opaque copy (directly or through your agents
or retailers) of that edition to the public.

It is requested, but not required, that you contact the authors of the Document well before
redistributing any large number of copies, to give them a chance to provide you with an
updated version of the Document.

4. MODIFICATIONS

You may copy and distribute a Modified Version of the Document under the conditions of
sections 2 and 3 above, provided that you release the Modified Version under precisely
this License, with the Modified Version filling the role of the Document, thus licensing
distribution and modification of the Modified Version to whoever possesses a copy of it.
In addition, you must do these things in the Modified Version:

A. Use in the Title Page (and on the covers, if any) a title distinct from that of the Document,
and from those of previous versions (which should, if there were any, be listed in the
History section of the Document). You may use the same title as a previous version if
the original publisher of that version gives permission.

B. List on the Title Page, as authors, one or more persons or entities responsible for au-
thorship of the modifications in the Modified Version, together with at least five of the
principal authors of the Document (all of its principal authors, if it has less than five).

C. State on the Title page the name of the publisher of the Modified Version, as the pub-
lisher.

D.Preserve all the copyright notices of the Document.

E. Add an appropriate copyright notice for your modifications adjacent to the other copy-
right notices.

F. Include, immediately after the copyright notices, a license notice giving the public per-
mission to use the Modified Version under the terms of this License, in the form shown
in the Addendum below.

G.Preserve in that license notice the full lists of Invariant Sections and required Cover
Texts given in the Document's license notice.

H.Include an unaltered copy of this License.

I. Preserve the section entitled "History", and its title, and add to it an item stating at
least the title, year, new authors, and publisher of the Modified Version as given on the
Title Page. If there is no section entitled "History" in the Document, create one stating
the title, year, authors, and publisher of the Document as given on its Title Page, then
add an item describing the Modified Version as stated in the previous sentence.

J. Preserve the network location, if any, given in the Document for public access to a
Transparent copy of the Document, and likewise the network locations given in the
Document for previous versions it was based on. These may be placed in the "History"
section. You may omit a network location for a work that was published at least four
years before the Document itself, or if the original publisher of the version it refers to
gives permission.

K. In any section entitled "Acknowledgements" or "Dedications", preserve the section's
title, and preserve in the section all the substance and tone of each of the contributor
acknowledgements and/or dedications given therein.
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L. Preserve all the Invariant Sections of the Document, unaltered in their text and in their
titles. Section numbers or the equivalent are not considered part of the section titles.

M.Delete any section entitled "Endorsements". Such a section may not be included in the
Modified Version.

N.Do not retitle any existing section as "Endorsements" or to conflict in title with any
Invariant Section.

If the Modified Version includes new front-matter sections or appendices that qualify as
Secondary Sections and contain no material copied from the Document, you may at your
option designate some or all of these sections as invariant. To do this, add their titles to
the list of Invariant Sections in the Modified Version's license notice. These titles must be
distinct from any other section titles.

You may add a section entitled "Endorsements", provided it contains nothing but endorse-
ments of your Modified Version by various parties--for example, statements of peer review
or that the text has been approved by an organization as the authoritative definition of
a standard.

You may add a passage of up to five words as a Front-Cover Text, and a passage of up
to 25 words as a Back-Cover Text, to the end of the list of Cover Texts in the Modified
Version. Only one passage of Front-Cover Text and one of Back-Cover Text may be added
by (or through arrangements made by) any one entity. If the Document already includes
a cover text for the same cover, previously added by you or by arrangement made by the
same entity you are acting on behalf of, you may not add another; but you may replace
the old one, on explicit permission from the previous publisher that added the old one.

The author(s) and publisher(s) of the Document do not by this License give permission to
use their names for publicity for or to assert or imply endorsement of any Modified Version.

5. COMBINING DOCUMENTS

You may combine the Document with other documents released under this License, under
the terms defined in section 4 above for modified versions, provided that you include in
the combination all of the Invariant Sections of all of the original documents, unmodified,
and list them all as Invariant Sections of your combined work in its license notice.

The combined work need only contain one copy of this License, and multiple identical
Invariant Sections may be replaced with a single copy. If there are multiple Invariant Sec-
tions with the same name but different contents, make the title of each such section
unique by adding at the end of it, in parentheses, the name of the original author or pub-
lisher of that section if known, or else a unique number. Make the same adjustment to the
section titles in the list of Invariant Sections in the license notice of the combined work.

In the combination, you must combine any sections entitled "History" in the various orig-
inal documents, forming one section entitled "History"; likewise combine any sections
entitled "Acknowledgements", and any sections entitled "Dedications". You must delete
all sections entitled "Endorsements."

6. COLLECTIONS OF DOCUMENTS

You may make a collection consisting of the Document and other documents released
under this License, and replace the individual copies of this License in the various docu-
ments with a single copy that is included in the collection, provided that you follow the
rules of this License for verbatim copying of each of the documents in all other respects.

You may extract a single document from such a collection, and distribute it individually
under this License, provided you insert a copy of this License into the extracted document,
and follow this License in all other respects regarding verbatim copying of that document.
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7. AGGREGATION WITH INDEPENDENT
WORKS

A compilation of the Document or its derivatives with other separate and independent
documents or works, in or on a volume of a storage or distribution medium, does not as a
whole count as a Modified Version of the Document, provided no compilation copyright is
claimed for the compilation. Such a compilation is called an "aggregate", and this License
does not apply to the other self-contained works thus compiled with the Document, on
account of their being thus compiled, if they are not themselves derivative works of the
Document.

If the Cover Text requirement of section 3 is applicable to these copies of the Document,
then if the Document is less than one quarter of the entire aggregate, the Document's
Cover Texts may be placed on covers that surround only the Document within the aggre-
gate. Otherwise they must appear on covers around the whole aggregate.

8. TRANSLATION

Translation is considered a kind of modification, so you may distribute translations of the
Document under the terms of section 4. Replacing Invariant Sections with translations
requires special permission from their copyright holders, but you may include translations
of some or all Invariant Sections in addition to the original versions of these Invariant
Sections. You may include a translation of this License provided that you also include the
original English version of this License. In case of a disagreement between the translation
and the original English version of this License, the original English version will prevail.

9. TERMINATION

You may not copy, modify, sublicense, or distribute the Document except as expressly
provided for under this License. Any other attempt to copy, modify, sublicense, or distrib-
ute the Document is void, and will automatically terminate your rights under this License.
However, parties who have received copies, or rights, from you under this License will not
have their licenses terminated so long as such parties remain in full compliance.

10. FUTURE REVISIONS OF THIS LI-
CENSE

The Free Software Foundation may publish new, revised versions of the GNU Free Docu-
mentation License from time to time. Such new versions will be similar in spirit to the
present version, but may differ in detail to address new problems or concerns. See http://
www.gnu.org/copyleft/.

Each version of the License is given a distinguishing version number. If the Document
specifies that a particular numbered version of this License "or any later version" applies
to it, you have the option of following the terms and conditions either of that specified
version or of any later version that has been published (not as a draft) by the Free Software
Foundation. If the Document does not specify a version number of this License, you may
choose any version ever published (not as a draft) by the Free Software Foundation.
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. How to use this License for your doc-
uments

To use this License in a document you have written, include a copy of the License in the
document and put the following copyright and license notices just after the title page:

Copyright (c) YEAR YOUR NAME. Permission is granted to copy, distribute
and/or modify this document under the terms of the GNU Free Documenta-
tion License, Version 1.1 or any later version published by the Free Software
Foundation; with the Invariant Sections being LIST THEIR TITLES, with the
Front-Cover Texts being LIST, and with the Back-Cover Texts being LIST. A
copy of the license is included in the section entitled "GNU Free Documen-
tation License".

If you have no Invariant Sections, write "with no Invariant Sections" instead of saying
which ones are invariant. If you have no Front-Cover Texts, write "no Front-Cover Texts"
instead of "Front-Cover Texts being LIST"; likewise for Back-Cover Texts.

If your document contains nontrivial examples of program code, we recommend releasing
these examples in parallel under your choice of free software license, such as the GNU
General Public License, to permit their use in free software.
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