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NpeoucnoBue

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

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

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

1. Cucremol ObpaboTkmn 3an8BOK -
OCHOBbI

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

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

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

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

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

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

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

1.2. Y10 TaKkoe 3aaBKa?

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

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

2. OTRS Help Desk

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

2.1. OcHOBBI

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

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

2.2. OcObeHHOCTU U (pYHKLMOHAJIbHbIE
BO3MO>XHOCTHU

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

2.2.1. Monb3oBaTesibCKUN UHTEPDEnc

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

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

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

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

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

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

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

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

2.2.2. NMouToBbLIK UHTEpdEenc

* Mopnepxka MIME c BnoxxeHnamu.

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

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

* Mopnepxka PGP u S/MIME cTtaHgapToB As ynpaBJseHnsa KidYamu/ceptTudukatamm n
06paboTKM 3N1EKTPOHHON NOYTHI.
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e ABTOMaTM4YeCKMEe OTBEThI, HACTPaNBaAEMbIE /18 Ka)K 10 ovyepenun.

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

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

2.2.3. 3a8BKM

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

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

* Bce nameHeHUs 3a9BKN perncTpupyroTca B ictopuun 3asaBku.

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

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

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

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

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

2.2.4. CucteMma

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

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

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

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

PaccmMoTpuM nimeHeHus B nocnegHux sepcmax OTRS.
2.2.5. HoBble Bo3Mo)XHOoCcTKU OTRS 4

2.2.5.1. NpoAyKTUBHOCTb
* [IpMeHEeH HOBbIN, YNPOLLEHHbIN MJIOCKUA An3anH nHTepdenca.

* AreHTbl Tenepb MOryT MPOCTO CO3JAaTb OTBET Ha cooblleHne/3amMeTKy. TekcT
oTBEeYaeMoro coobLeHns BKIOYAEeTCA B Ka4eCcTBe UMTaThbl B co3AaBaeMoe coobuieHune.

* AreHTbl MOFYT UCMOJIb30BaTh LWABJIOHbI HA BCEX 3KPaHaX C BHYTPEHHUMUN 3aMeTKaMu/
coobLeHnamu.

* [py onepaumnsax c 3asiBKaMu (TakKMMKU KaK co34aTb 3aMeTKy, Ha3HauYuTb BNadesbla u
np.) Tenepb MOXXHO obonTuch 6€3 co3gaHna HOBOM 3aMeTKU (HacTpanBaeTCs).

* MosBunca Hoebln BNA 0630pa 3a8BOK, OCHOBaHHbLIN Ha cnucke "Mou cepBuUchl”, Ha
KOTOPbLIN areHT MOXKeT noanncaTbcs. Takxe AobasneHbl HOBble CNOCObbl MOANMUCKY Ha
OMoBeLLeHNa 0 HOBbIX 3aBKax M OOMOJIHEHUAX K HNM, OCHOBaHHbIe Ha crnuckax "Mowu
ovyepegn", "Mou cepBuchl" nan KOMOUHaALNN U3 HUX.

* OTRS Tenepb MoOXXeT 0TobparkaTb 3asBKW C ThiCA4aMN COODOLLEHNIN/3aMETOK.

* CTpoKu cnncoka "KnmeHTbl OHNanH" B Jangxecte MeeT Tenepb CCbISIKU Ha CTpaHuLy
knveHTa B CustomerinformationCenter.

* AreHTbl TeENEPb MOryT, MO >XEJIaHMI0, N3MEHUTb NOPAAOK MYHKTOB FaBHOMO MeEHIO C
nomMoubto drag&drop.

* AreHTbl N KJIMEHTbI MOIryT OCYLLEeCTBIATb NONCK 3aABOK MO MMEHU BJIOXKEHUA.
* HoBbI BUOXeT B ang)xecte A9 BbINOJHAEMbIX npouecCHbIX 3adBOK.
* JlocTynHa HOBas BO3MOXXHOCTb NOMCKa 3aBOK MO BpeMeHU MocsiegHero n3aMeHeHus.

» [lobaBfieH HOBbLIN 3KpPaH AOJIS UCXOAALWMX MOYTOBLIX COOOLIEHUA W3 3asBKU, He
ABNAOLLNXCA OTBETAMMU.

2.2.5.2. MacwtabupyemocTtb u NNpom3BOoAUTENIBHOCTDb
* OTRS 4 moxeT obpabaTbiBaTb 04HOBPEMEHHO B0JibLLEE KOJIMYECTBO Nosib30oBaTenein/
3anpocoB Ha TOM e obopyaoBaHMM M BPEMS peakuunm Ha OOMHOYHbIE 3anpochl
YMeHbLUEHO, B ocobeHHOCTH ana ctpaHul C 60/1bLLUNM KONINYECTBOM AaHHbIX.

2.2.5.3. PaboTta c BHELLHUMU CcUCTEMaMHU

* Genericlnterface Tenepb nogaepxuBaeT pgononHuTenbHo HTTP REST B KavecTse
CeTeBOro TPaHCMNOPTHOrO NPOTOKOa.

2.2.5.4. YcTaHOBKa U AOMUHUCTPUpPOBaHue

* Ounbpbl Postmaster 6onblie He orpaHUYeHbl KOJMYECTBOM K3 4 MOSIEN NPOBEPKW.
Tenepb MOXXHO HAaCTPOUTb KOJINYECTBO Takux nosen (ot 12 mo ymondyaHuto, o 99).
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HoBas BO3MOXXHOCTb KoHurypaumum Ticket::MergeDynamicFields nenaeTt BO3MOXXHbIM
3ajaTb, Kakne AnHaMnyeckme noss fOJKHbl O6biTb 06beAnHEHbI NPY CINSHUN 3a8BKN
C Opyromn 3asBKOMN.

[NobaBneHa HOBasi BO3MOXXHOCTb MPOBEPKM 3HAYEHUN [UHAMUYECKMX MNoJien Tuna
TekCT Ha cooTBeTcTBMe wWabnoHy u Bbijayn coobuweHns (nepeBoanMOro) npu
HEeCOOTBEeTCTBUMN.

HNobaBneHa BO3MOXHOCTb OrpaHWYUTb BBOAUMbIE 3HAYeHUS AUHAMUYECKUX Mosen
Tna OaTa/Bpemsa gatamu B OByayLiem nam rnpoLusioMm.

Tenepb WMeeTCsi BO3MOXXHOCTb aBTOMaTU4YeCKOW pa3bNoOKMPOBKM 3asBKW, eCau
nobsneHo HoBoe cooblieHMe K 3asiBKe, a Blafiesiel ee ycTaHoBWA onuuto "BHe odmca.

CBA3aHHble 3a8BKN OTAENbHbLIX TUNOB (Hanpumep, o6beoNHEHHbIE AW YAasNIeHHbIE)
MOryT BbITb CKPbIThI Yepe3 HacTponKy B SysConfig.

YnpasneHne ACL 6b1510 yny4weHo, coenaHo 6osiee nornyHbIM 1 ygobHbiM gna oTnagku.

¢ HoBast BO3MOXXHOCTb KOH(Urypauum ACL - PossibleAdd ona nobasneHna snemeHToB
K cnncky Possible/Bo3moxxHbIx 6e3 cbpoca/ouncTku (Kak 3To paboTtaeT B Possible).

» [lob6aBneHbl HOBble MoaudrKaTopbl 3HavYeHmn ansa ACL [Not], [NotRegExp], [Notreg-
exp], onsa scex komnoHeHToB ACL.

YnpaBeneHue lMNpoueccamu yny4lieHo, caenaHo 6osiee NornYyHbIM, NocienoBaTebHbIM
1N yaobHbIM Onsa oTNanKu.

* HoBasl, ocHoBaHHasa Ha GUID cxeMa MMeHOBaHUA 0OBLEKTOB B KOHGUrypaumm
Mpoueccos B OTRS, fenaet BO3MOXXHbIM YCMeLlHbIA MePeHOC NPOLLEeCCOB U3 O4HON
cucTemsbl B apyryto 6e3 aybnmposaHus o6beKTOB.

e lobaBneHo HoBoe [ewnctBue [llepexopa/Transition Action gna cospaHua HOBOW
3a8BKMU.

» [lo6baBaeHa BO3MOXHOCTb 3a4aTb pa3in4yHblie aTpubyThl Transition Action/OencTeuns
Mepexona, OCHOBaHHbLIE Ha TEKYLLMX 3HAYEHNSAX NMPOLLECCHOW 3as8BKN.

B03MOXXHOCTb ynpaBneHns nepnogamMm TexHmnyeckoro obcnyxmpaHus/System Mainte-
nance ¢ naHenn CucteMHoro AGMUHUCTPUPOBAHNS B MHTepdeice agMUHMUCTpaTopa.

¢ YBeOMJIEHNE O MpeacTosaleM nepmnone TexHn4yeckoro obcnyxmnesaHusa/System Main-
tenance B onpegeneHHoe (B HACTPOMKax) BPEMS 3apaHee.

* Ecnun pexxum TexHunveckoro O6cnyxnBaHUA akTUBEH, yBesoMieHus o6 3ToM byayT
MokKasaHbl areHTamM U KJIMEHTaM B COOTBETCTBYIOLLEM WHTepdence ”n TOoJbKO
aJMUHUCTPATOPbl CUCTEMbI MOTYT K HE NOAKII0YNUTHLCS.

» CneumnanbHbI 3KpaH MHMOPMUPYET aMUHUCTPATOpPa 06 aKTUBHbLIX CeaHCaxX U OH
MOXET WX 3aBepliNTb BCE OAHMM Ha)kaTUeM WKW NocsefoBaTeslbHO, OAUH 3a
ApYyruMm.

[NobaBsieHa BO3MOXHOCTb 3aMpeTuTb MMMNOPT KOHMUIypaL UM C MOMOLLLbIO MapaMeTpPoB
HaCTPOWKMN.

Added Apache MD5 as a new password hashing backend, thanks to Norihiro Tanaka.

HobaBneHa BO3MOXXHOCTb OFPaHWYNTb CAMOPErucTpaunto KJNEHTOB C TMOMOLLbIO
Benbix 1N YepHbIX CMNCKON MOYTOBLIX aapecos, cnacubo Renee Backer.

HNobaBneH HoBbin Moaynb [Hanpxxecta, oTobpakawLui pe3ynbTaT BbIMOJHEHUS
BHELIHUX KoMaHA, cnacubo ib.pl.
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2.2.5.5. Pa3paboTka

* HoBbIN, MOLWHbLIA, MexaHu3M paboTbl C wabnoHaMn CTPaHWL, OCHOBAHHLIA Ha
Template::Toolkit.

* LleHTpann3oBaHHbIA MeHemxep 06beKTOB pfAenlaeT co3faHWe U UCMNoJb30BaHue
rnobanbHbiX 06bekToB 60s1ee NnpocThiM (cnacnbo Moritz Lenz @ noris network).

* HoBbin hopMmaT nakeToB OPM paclumpeH cpeacTBaMu, yKa3sbiBaloWMMM, 4TO 3TOT MakeT
ABJIAETCA 4aCTblO APYroro rnaketa, NO3BosiAWUMN MeHen)Kepy NakeToB KOPPEKTHO
ynpaBaATb NOA0OHBIMK CUTYyaUUAMN NPK YCTaHOBKe Man 06HOBIEHNM NAKeTOoB.

* KawnmpoBaHue 6b1s10 06beanHEHO B eAuHbll rnobanbHbll 06bEKT yrnpaBieHns
K3LWMPOBAHNEM, KOTOPbIN, TaK>XKe, BbIMOJIHSET K3LWMPOBAHWE B NAaMSATK A1 BCEX TUMOB
OaHHbIX.

e [lobaBneH CKpUNT OLEHKN NPON3BOANTENIbHOCTU K3LWIKMPOBaHMs, cnacnbo ib.pl.
2.2.6. HoBble BoO3MO>XHoCcTU OTRS 3.3

2.2.6.1. NMNpoAyKTUBHOCTDL

e Tenepb MOXXHO WCMNONbL30BaTb (UILTPbLI MO AOMNYCTUMbIM aTpubyTam 3adBKU B
BUgxeTax [Hahig)kecTa W CTaHOapTHbIX 0630pax 3asBOK. MOXHO HacTpauBaTb
nepeyeHb 1 NopsaoK oTobpa)keHns KOJIOHOK B 0630pax.

« B o630pax 3asBOK B cpegHem opmaTe U dopMaTe MPeanpocMoTpa MOXKHO
NCNONb30BaTb COPTUPOBKY.

* B npubopHo naHenn pobaBneH BUAXET KaneHAapb, KOTOPLIA MOXXET oTobpaxaTb
3a5BKU KaK CobbITUS.

» lobaBneH HOBbLIN BUAXeT B [angxect Ana otbpaxeHusa B TabnnyHom cdopme
KOJIMYeCTBa 3a8BOK B pa3pese COCTOAHUN N oYepenen.

* AreHTbl MOryT OTMe4aTb Ba>KHble CTaTbW.

* HoBbin cnoco6 Bbibopa 3HayveHuMM (oNa o4vepenen, CepBMCOB W Mp.) C MNOMOLLbIO
BMUO>xeTa, c oTobpakeHnem CNNCKOB B BUAe gepesa, nenaet paboty 6onee buicTpon
n ynobHonm.

» NobaBneHa noanep>XKa rMoucka Mo OTHOCUTEJIbHbIM 3Ha4YeHUAM OaT (HaanlMep,
bonee, yem 1 Mecsu Ha3ad) B AuHaMmyeckmx nonaax tuna Date n Date/Time.

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

* CrMMCOK OOCTYMHbIX MPOLLECCOB Ternepb MOXXHO (PMJIbTPOBaTh C nomMoLubio ACL.

* [lobaBsieH BO3MOXXHOCTb MHULMMPOBaTb NPOLECC/MPOLECCHYIO 3a8BKY U3 MHTepdenca
KJINEHTa.

* Bo MHOrmx MecTax Ternepb, 3HadYeHMe TekcToBoro nonsa 6onee He obpesaeTcs
Ha onpegeneHHOM Kosaun4dectBe cmMBOJI0oB ("Queuel..."). BMecTo 3TOro 3KpaH
paclumMpsaeTcd U MOXHO BOCMOJIb30BaTbCA MPOKPYTKOM MO rOpPU30OHTaAU. ITO
no3BonseT yBuaeTb 6onblie nHpopmaLmm cpasy.

* OTRS Tenepb noagaepxuBaeT Retina-gucnnen. N3obpaxkeHns 6binnv aganTUpoBaHbI
nopn BbICOKOE pa3pelleHne n 60bLWNHCTBO UKOHOK OblIN 3aMeHEHbI CMMBOJIaMU U3
Beb-wpudpTa FontAwesome
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» o6aBneHa HOBas BO3MOXHOCTb "ynpaBnsembin gamxect". OHa JaeT BO3MOXHOCTb
oTobpakaTb CTaTUCTMYeCckKne gnarpammbl B Janpxecte. Obpawaem BHUMaHWe, 4TO
IE8 He nogpep>xmMBaeT 3Ty BO3MOXHOCTb.

2.2.6.2. PaboTta Cc BHELLHUMU CUCTEMAMHU

¢ OTRS HbIHE MOXET UCMOoJIb30BaTb HECKOJIbKO 6a3 AaHHbIX A1 KOMMNAaHUN KJINEHTOB,
6narogaps Cyrille @ belnet-ict.

* OTRS Ternepb MOXeT aBTOMATUYECKN COXPAHATb AAHHbIE KJIMEHTA B AMHaMUYeCKUX
MONAX 3as9BKW ONS MOCTOSAHHOIO XpaHeHUA B 3adBKe. DTO MOXXeT ObiTb MOSEe3HO B
oT4yeTax, ecsau, Hanpumep, B OTYETHOM nMepunoge, KJINEHT CMEHWST KOMMaHWIO.

* OTRS Tenepb cnocobeH KOPPEKTHO NPUCOEONHATL BXOAALLNE NOYTOBbIEe cO0bLLeHNs K
Cyw,ecTBYyOWNM 3asiBKaM, OCHOBaHHbIM Ha HOMepaxX U3 BHELLIHUX CUCTEM.

* OTRS crnocobeH Tenepb 3abupaTb NOYTY TakXe n yepes POP3/TLS coeamnHeHuns.
2.2.6.3. YcTaHOBKa " AOMUHUCTPUpPOBaHUe

* Tenepb Beb-YcTaHOBLWKWK MOXeT ycTaHaBamBaTb OTRS ¢ Taknmm 6a3zaMuy AaHHbIX Kak
PostgreSQL, Oracle n SQL Server, a Takxxe MySQL.

Tenepb OTRS nmeeT nonHyto nogaep>xky MySQL 5.6.

* 3agaHusa NnaHNpoBLMKaA Tenepb MOryT BbINOJIHATLCSA HA OCHOBE 3a4aHHbIX cobbITUAX
Mo 3asBKe.

* HoBbin rpacdunyeckun pepaktop ACL 3HayMTenbHO ynpowaeT peaakTupoBaHue
cnuckos ACL.

o dunbTPLI Postmaster Tenepb MOryT MCMNob30BaTb YCJIOBUSA C OTpULLaHMeM, cnacmbo
Renée Backer.

* OunbTpbl Postmaster Tenepb MOryT onpeaensiTb OTHOCUTENbHYI AaTy OXUAaHWS
n Bnapenbua / OTBETCTBEHHOro OJ1I1 HOBbIX 3asiBOK, OCHOBAHHbLIX Ha OaHHbIX W3
BXoOALWMX email.

* Maponn gna KnneHta u AreHTa Tenepb MoOryT ObiTb 3alIn@ppoBaHbl C MOMOLLbIO
CTOMKOro anropmutma bcrypt, koTopbin ny4we SHA.

e Cev4aC MHOIMe 3Ha4YKy Tenepb UCMOJIb3YIOT MKOHOYHbIN WPUET, KOTOPLIA NO3BOAAET
npolwie co3paBaTb pa3/inyHble O0O0JIOXKKW C PasMYHbIMU  OCHOBHbLIMU LIBETaAMW.
ITo Takxe ynyywaeT obuy MpPoM3BOAUTENIBHOCTb 3a CYET MaJsioro KoJIM4YecTBa
3arpy>Kaembix anios (KapTUHOK).

2.2.7. HoBble BO3MO>XHOCTU OTRS 3.2

2.2.7.1. bonbLie OPUEHTUPOBAH Ha KJIMEHTa

e HoBbin UeHTp WHpopmaumm o KnuveHTax npenocTaBnseT MNpPeBOCXOAHbLIN
"nanp)xectononobHoein" 0630p KNMEHTOB (KOMMaHWU). Bbl MOXXeTe BUAETb

* JCKaJMpoOBaHHble, OXXWAalwme HaANoOMMUHAHUA, HOBble U OTKPbITble 3asBKU
KOMMaHUM KnneHTa.

¢ KnneHTbl (KOHTaKTbI) npnHagnexatline 3TON KOMMaHuW, C ux nHOnBMAOyaJibHbIMU
CYeTYMKaMM 3as1BOK 1 UX 0603HaYeHUSIMU A1 CO30aHNSA HOBbIX 3asiBOK A1 HUX.

¢ O6wunin 0630p CTaTyCOB 3asiBOK KOMMaHUN KJIMEHTa.
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* HoBas BO3MOXHOCTb "lepeknio4ynTbCa Ha KAneHTa" paeT BO3MOXHOCTb areHTy, C
onpepefnieHHbLIMN NpaBaMu, 3aNTW Ha NOPTan KJNEHTAa C ero/KJvneHTa npasamu.

2.2.7.2. bonee HacTpamBaeMbIn
2.2.7.2.1. YnpaBneHue lNpoueccamm

* HoBbI (byHKUMOHaN ynpasieHune npoueccaMn faeT BO3MOXXHOCTb WCMO/b30BaHUSA
npoueccos B OTRS.

2.2.7.2.2. Yny4weH nosib30oBaTeNbCKU Beb-untepdeic

* Beb - nHTepdenc kKameHTa Tenepb NOJIHOCTbLIO MOAAEPXKMBAET NCNOJIb3oBaHne AJAX
n ACL.

* OH Tenepb TpebyeT HaNMuns NoaaepXkKun JavaScript n HecoemecTuM c Internet Explorer
6 1 6onee paHHUMKN BEPCUSMN,

* Ina uHTepdelnca KNNeHTa Bbl Ternepb MOXeTe 3afaTb TWUM 3asBKW MO YMOJYaHUIO
ONsl HOBbIX 3asiBOK. [LOMOSIHUTENbHO, Bbl Tak)Xe MMeeTe BO3MOXXHOCTb OTKJIYUTb
BBOJ, TWUMA 3asiBKW U UCMOJIb30BaTb 3HAYE€HME €ro Mo yMOJIHaHMWIO A1 BCeX 3asBOK
Cco3aBaeMblIX Yepes NHTepdenc KIneHTa.

2.2.7.2.3. YnyiyuweH Beb-uHtepcdenc AreHrta

* AreHTbl Tenepb M™MOryT oOCywecTB/ATb TMNOUCK 3adABOK Ha OCHOBaHUM BpeMeHU
3CKalaunn.

* HoBas BO3MOXHOCTb MOKa3blBaTb AWHAMWYeCcKMe Mnoasd rno yMoJsIHaHUIO MpU noucke
3a5BOK.

e ONTUMMU3ALUMA WUCMONL30BaHUSA MJoWaan 3KpaHa npu paboTe C 3asaBKaMu BO
BCM/IbIBAIOWMX OKHax BO u3bexaHue MCMNoJSib30BaHMUA MPOKPYTKU. [N KaxxAoro
3KpaHa 3asBKW, pa3Mep OKHa TEKCTOBOro pedakTopa Ternepb MoXXeT BbiTb HaCTpPoeH
oTAeNbHO.

* Tenepb NOSABU/IaCb BO3MOXXHOCTb MepeMeLLaTh 3asBKN B APYryl o4epelb B OKHaX
nencteui ¢ 3asaBkon (TicketNote, TicketClose n T.4.) nocne BKAOYEHUSA 3TOW OMUNN B
SysConfig. Mo yMon4aHMiO, OHa BbIKJIlOYEHA.

* Ecnn pe3ynbTaToM MNOWUCKa 4dABNAeTCd e€AMHCTBEHHaA 3adABKa, Tenepb Bbl Cpa3y
nonajgeTte Ha 3KpaH NpPoCMOTpPa 3adABKU, MUHYA CINMNCOK HanOeHHbIX.

* HoBasn BO3MOXXHOCTb CKpblBaTb 3afdaHHble TUMbl COOOLLEHMI/3aMETOK Ha 3KpaHax
MPOCMOTpPa 3asiBOK, 4TO MOXET ObITb nonesHbiM gna 6onee ynobHoro o63opa sakpaHa.

* HoBbIn BUAXeT ana Janpxecta oTobpakaroLLMii CAUCOK areHToB "BHe oduca".

* HoBbin CKEditor 4 penaet paboTy Cc popMaTUPOBAHHbLIM TEKCTOM (Nucbma B HTML)
npolle n ctabunbHee.

2.2.7.2.4. Yny4yweHms B AODMUHUCTPUPOBAHUMU

* YBegoMieHNa 0 cobbITUSAX Ternepb MOXXHO OTMPaB/ATb TOJIbKO A8 OnpedesieHHbIX
TNNoB oTNpaBuTenen coobLeHnin/3amMmeToK.

* Moagynb ot4yeTtoB OTRS Tenepb NoHMMaeT TepMuH "Hepens" B OOMOJSIHEHNE K OHAM,
Mecsuam 1 rogam. 3To gaeT BO3SMOXKHOCTb CO34aBaTb OTYEThI, HAaNpMMep, No 3asBkaMm
"co3maHHbIM 3a nocnegHl Hepen" MM "3asgBKM CO3faHHble B o4yepensax 3a
Hepeno".
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* Tenepb MOXXHO NoMeLaTb KacToMmanpoBaHHblie DTL (wabnoHbl) dannbl B Custom/Ker-
nel/Output/HTML, n oHu ByayT nepekpbiBaTb cucTeMHble DTL dhalinbl Kak 3TO yXxe
paboTaeT onsa Perl dpannos.

* B AdmIinSMIME Tenepb MOXHO oTobpaxaTb coAepXumoe cepTudukata B
Yye/l0BEKOYNTAEMOM BUAeE.

* SysConfig Tenepb nogaep>xmaeT HacTponky Tunos Date n DateTime.
2.2.7.3. Yay4yweHa MmacwtabupyeMocTtb
2.2.7.3.1. YnyuyweHHasa ¢pyHKUuna ApxuBupoBaHue 3aaBOK

* Mpw apx1BaLnn 3a9BOK, MHPOPMaLIUSA, MPOYTAaHHAsA areHToM U coobLLeHNs MOTYT BbITb
yAaNieHbl, TakKXe KakK 1M WMH(OopMauua o MOAMMUCKE areHTOB Ha 3asaBKW. JTa onuus
BKJILOYEHA MO YMOJIHAHUIO N MO3BOJIIET YMEHbLUUTbL KOJINYECTBO MHGpopMauun B base
JNaHHbIX B 6O/IbLLINX CUCTEMAX C MHOXXECTBOM 3asiBOK W areHTOoB.

» [lobaBfeH HOBbI CKPUNT OA yOaneHUs 3TUX AaHHbIX U3 CYLLECTBYHOLLNX apXUBHbBIX
3a5BOK.

* ApXUMBHbIE 3a51BKWN Tenepb Bcerga otobpa)kaeTcs Kak "MpoyTeHHble" areHToM.
2.2.7.3.2. YnyywieHa NpoM3BOAUTEJSIbHOCTb

* YnpaBsieHne ceaHcamun cTano B 10 pa3 6bbicTpee, ocobeHHO 3TO KacaeTcs paboThl C
AKTUBHbLIMW MOJIb30BaATENSIMU.

» Tenepb MOXHO 3afaTb JIMMUT KOJINYECTBa OAHOBPEMEHHO paboTalolmnx areHTos u/
NN KJINEHTOB BO N3beXxaHNs Neperpyskn cepBepos.

* 3HAYUTENIbHOE CHMXXEHME KOJIMYECTBA BbINMOJHEHHbIX UHCTPYKLUWIA 6a3bl AaHHbIX B
0630pax 3as8BOK U WabBIOHOB MOUCKA 3a8BOK B U MHTEpdeNcax areHTa 1 KJMeHTa.

e DTO MO3BOJIUT CHU3UTb 3arpy3ky cepBepa 6a3 paHHbIX, 0cobeHHO B 6osbLUNX
cuctemax. B pape cnyyaes OTRS cTan 3ameTHO 6onee "oT3bIBYMBLIM" (eCn cuctemMa
TOpMO3usa N3-3a 3arpy3ku cepsepa bl nnm sagepxek).

* Yay4uweHa npon3BoanTenbHoCTb AN LDAP CMHXpOHM3aL MK nosib3oBaTesnien.

* YBesindeHa CKOpPOCTb K3LWWMPOBAHUA A1 MHOIMMUX K3LLI-qI)aIZJ'IOB.

2.2.7.4. Yny4yweHa COBMeCTUMOCTb
2.2.7.4.1. FAQ KoHHeKTOp Ansa Genericinterface

* MossBMIaCb BO3MOXHOCTb AOCTyMa K AaHHbiM Moaynsa FAQ (6asa 3HaHui OTRS)
yepe3 Beb cepsuchbl (Genericlnterface). 3To MoXeT b6bITb NoNe3Ho, Hanpumep, 4NN
BKJOYeHMA cTaTen FAQ B Balum KopnopaTuBHbie Beb canThl.

2.3. TpeboBaHUA K anapaTHOMY M
nporpaMHoMy obecnevdeHutio

OTRS MoxeT 6bITb yCTaHOBJIEH Ha MHOIMMX ornepaunoHHbix cuctemax. OTRS paboTaeT
Linux n gpyrux UNIX-nogobHeix OC (Takmnx Kak Hanpumep, OpenBSD mnnu FreeBSD). ns
paboTbl OTRS He TpebyeTca kakux HUBY Ab cneumanbHbIX TpeboBaHN K 060pyAOBaHMIO.
Mbl peKkoMeHOYyeM MCMNOoMb30BaTbh MalUWHbI, C NPOLECCOPOM, KakK MUHUMYM 2 T Xeon
nnun comecTmmMblix CPU, 2 6 O3Y n 160 'é ceoboaHOro NpoCcTpaHCTBa Ha XXeCTKOM JUCKe
Ons HeboNbLWNX NMHCTANNALUWNA.

10



OTRS

Real Services

Ecnn Bbl xoTuTe wucnonb3osaTb OTRS, Bam noTpebyloTca HekKoTopble Apyrue
KOMMNOHEeHTbl nporpamMHoro obecneyeHns. OCHOBHble TpeboBaHUSA K MNpPoOrpamMHOMY
obecneyeHnio: Beb-cepsep n cepep 6a3 gaHHbLIX, paboyvasa cpena 419 BbINOJHEHUSA
Perl ¢ HeKOTOpbIMM AOMNONHUTENbHLIMKM Moaynamn. Beb-cepeep n Perl fosmxHbl 6bITb
yCTaHOBJIEHbI Ha TON e MawunHe 470 1 OTRS. ba3a AaHHbIX MOXeT 6bITb YCTaHOBJIEHA
Ha JI0KaJIbHOM MallMHe UK Xe Ha APYroM XocTe.

B ka4decTBe Beb-cepBepa, Mbl peKOMeHAyeM WCMoab30BaTb apache 2. 3To cBA3aHO
C TeM, 4YTO ero moaysib mod_perl no3sonseT cyuwecTBeHHbIM obpa3oM ynyyWwuTb
npomnssognTenbHocTb OTRS. Ecan y Bac HeTy BO3MOXXHOCTM MCMNosb3oBaTb Apache
B kKadecTBe Beb-cepBepa, OTRS moxeT pabotaTtb Ha nwbom gpyrom Beb-cepsepe,
nogaep>xueatoLlemM BbinosiHeHWe Perl-ckpunTos.

B kadecTBe 6a3bl AaHHbIX, MOXKHO ncnonb3oBaTb MySQL, PostgreSQL, Oracle nan MSSQL.
B cnyyae ncnonb3soBaHua MySQL B kayecTBe cepBepa 6a3bl 4aHHbIX - €CTb BO3MOXXHOCTb
3a[aTb HEKOTOPLIE HAaCTPOMKKM MOCPeaCcTBOM BeD-MHTepdenica, Npm yCTaHOBKE CUCTEMBbI.

Ona Perl, Bam mMoryT noTpeboBaTbCA L[OMOJHWUTENIbHbIE MOAYJIN, KOTOpPble MOryT
ycTaHoBseHbl 1Mbo Yepes 060104Ky Perl u CPAN, nnbo ¢ mnomMoL b0 MeHea )KHPa NakeToB
Bawewn OC (rpm, yast, apt-get).

TpeboBaHuA K NnporpaMHoOMy obecneyeHunto

2.3.1. noppep>xka Perl

e Perl 5.10 nnn BbiWE

2.3.2. Noppep>xkKka Beb-cepBepa

* Apache2 + mod_perl2 nnan Bbiwe (pekoMeHayeTCcs)

» Beb-cepBep c noaaep>xkon CGl-nHtepgerica (CGl-nHTepdenc He pekoMmeHayeTCs)

2.3.3. Noppep>xka 0asbl AaHHbIX

MySQL 5.0 unu Bbiwe
* MariaDB

* PostgreSQL 8.4 nnu Bbilwe.

Oracle 10g nnu Bbile

Paspnen pykoBoacTBa ycTaHoBKa Perl-moaynein 6onee nogpobHO ONMNCLIBAET Kak MOXXHO
HacTpouTb Moaynn, Heobxogumele ansa pabotel OTRS.

Onsa yctaHoBkn OTRS mncnonb3yoTcs buHapHble nakeTbl, cobpaHHble cneuunanbHO noj
Bally OMepaLMoHHY CUCTEMY (rpm), KOTOPbLIA BK/OYaeT BCce HeobxoauMble Moayau
a3blka Perl, unm nakeTsl, cogep>xawme Bce Heobxoanmblie Perl moaynu nnm meHepxep
nakeToB Bawen OC 0o/XKEH NMOoKa3aTb NnepeyeHb TpebyeMbix Mogynen.

2.3.4. Noppepxka Beb-Opay3sepa

Mpu ncnonb3oBaHnm OTRS HeobxoaMMo MCMoONb30BaTh MocjenHue Bepcun bpaysepos
C BKJIIOYEeHHOW noagep)xkoh JavaScript. Cnepywowme Bepcun 6paysepoB He
noafep>XnBatoTcs:

* bpay3ep Internet Explorer oo 8 Bepcun

* bpay3ep Firefox 0o 10 Bepcun
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» bpay3ep Safari oo 5-1 Bepcuu

Mbl pekoMeHAyeM UCMOJIb30BaTb CaMble nMocaedHne Bepcun 6GpaysepoB, T.K.
oHW obnapaloT NyyWwen NPOM3BOAMTENLHOCTbLIO JavaScript u nMpon3BOAUTENBHOCTb
peHaepuHra. Kpntuyeckasa pasHuUa B MNPOM3BOAMTENILHOCTU Ha pa3Hbix Gpay3epax
MOXXET BO3HWKaTb npu 6onblinx obbemMax AaHHbIX UK B "Tsxenbix"cuctemax. Mol
BCeraa pagbl OKasaTb NOMOLLb B TAKUX ClyYasX.

2.4. CooOwecTBO

OTRS has a large user community. Users and developers discuss OTRS and exchange
information on related issues through the mailing-lists. You can use the mailing lists to
discuss installation, configuration, usage, localization and development of OTRS. You can
report software bugs in our bug tracking system.

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

2.5. NMNpodeccmoHanbHaa nopgpep>xkKka OTRS

Hawe peweHne OTRS Business Solution™ npepnaraet Bam npodeCcCuoHasbHYO
nooaep>xky ot komaHabl OTRS, HageXxHble N perynspHbole 6ecnnaTHble obHOBIEHUSN
6e30MacHOCTU N , @ TakKXe CcrneunasnbHbIi Habop OONONHUTENbHbLIX BU3HEC - DYHKLMA,
KOTOPbIE Bbl MOXKETE NIErko NoAKAYaTb NN OTKJIOYaTb, B 3aBUCUMOCTM OT BbIOpPaHHOI o
cueHapusa BHegpeHus.

The OTRS Group npepgnaraeT crneumnasbHble MporpaMMbl TPEHUHIOB B Pa3HbIX CTpaHax.
Bbl MOXeTe MpUHATbL y4YacTue B OAHOM M3 Hawmx nybnmyHbix OTRS Administrator
TPEHMHIrax, NPOBOAMMbLIX PErysSpHO, UK 3aka3aTb obyvyeHne Ha TeppuTopMKU Ballen
KOMMaHuK, C y4eTOB BCeX ee ocobeHHoCTeN.
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Chapter 2. YcTaHOBKa

B aTon rnaBe onucbiBaeTca yCTaHOBKa M 6a3oBas KoHgurypaumsa rnasHoro OTRS-
hpermBoOpKa. 34eck Bbl HangeTe nHpopmMauunio 06 yctaHoBke OTRS 13 NCXOAHbIX KOOOB
nnn n3 bnHapHbIX NakeToB, HanpuMmep RPM.

B >Tom rnaeBe paccMaTpuBalOTCA Takume BOMPOChl Kak: KOHdurypauma Beb-cepsepa
n cepeepa 6a3bl JaHHbIX, MHTedenca Mexpy OTRS m 6a3on [JaHHbIX, YCTaHOBKA
JononHuTenbHbIX Perl-moaynen, ycTaHOBKa COOTBETCTBYOLLMX NpaB goctyna gna OTRS,
HacTponka naaHMpoBWMKa 3agad cron jobs pna OTRS M OCHOBHbIX MapaMeTpoB B
KOH(pUrypaumoHHbIX hannax.

Cnegynte nogpobHbIM WaraMm 3Ton rnaebl 4Tobbl ycTaHoBUTb OTRS Ha CBOeM cepBepe.
MoTOM MO>XHO NCMNOJIb30BaTb ero Beb-nHTepdenc 4Tobsl BONTN B CUCTEMY U MPOM3BOANTL
aAMUHNCTPUPOBaHMeE.

1. CaMbIX NPOCTON CNOCOD - YCTaHOBKA
M3 roTOBbIX OMHApPHbLIX NAKeTOB

CaMblh nNpocTo n yaobHbin crocob yctaHoBknm OTRS (ecnm QocTynHO Ana Ballewn
naaTgopMbl) - UCMOMBb30BaTb FOTOBbIE MAKeTbl, KOTOPbIE MOXHO HaWTW N 3arpy3nTb
nepengsa no ccbiike http://www.otrs.com. [locneaytowme pasgensl OMUCHLIBAKOT
ycTaHoBKY OTRS 13 roToBbIX MakeToB AJa cuctemMm Ha SUSE n Red Hat. B cny4ae, ecnn
HeT BO3MOXXHOCTM MCMNOJIb30BaTb FOTOBbIE MaKeThbl - YCTAHOBKY MPUAETCHA MPOM3BOOUTb
BPYYHYIO.

1.1. YcTaHOBKa U3 rpm-nakeToB Ha cepBep
noa ynpasJsieHueM Suse Linux

B 3TOM pa3gene onucbiBaeTCs yCTaHOBKA BCTPOEHHbIX RPM nakeToB Ha AMCTpubyTus
SUSE Linux. Mbl npoTecTnpoBanu Bce SLES n OpenSUSE penun3bl, 4OCTYMNHbIE Ha AaHHbIN
MOMeHT. [Nepen HavyasnoM yCTaHOBKWU nepengnte no agpecy http://www.otrs.com/down-
loads n ybegutecb HeT nm HoBbix OTRS RPM nakeToB, OOCTYMHbIX ANS CKa4yuBaHMA.
Bcerpa ctapanTecb UCMOb30BaTb TO/IbLKO CaMble HOBble RPM nakeTbl.

1.1.1. MoarotoBka 6a3bl paHHbIX ansa OTRS

B kavecTBe 6a3bl AaHHbIX, MOXXHO ncnonb3oBaTb MySQL, PostgreSQL, Oracle or Microsoft
SQL Server. Hanbonee pacnoctpaHeHHon CYB[L ona ncnonb3oBaHus ¢ OTRS aBnseTcsa
MySQL. 2Ta rnaBa onucbIiBaeT wWarn Heobxognmbele gna HacTponkn MySQL Ha cepBep C
OC SUSE. KoHe4Ho, Bbl MoXXeTe ycTaHoBUTb CYB/], Ha BblaeneHHbIX cepBep 6a3 faHHbIX,
€eCnn 3To HeobxoaMMOo AN MaclwTabnpyeMocT nan gpyrux uenen.

Note

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

YcTaHoBnTe MySQL ¢ ncnosnb3soBaHneM cnegytoLller KoMaHabl C MpaBaMu Nojib3oBaTess
root:
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linux:~ # zypper install mysql perl-DBD-mysql

byneTt yctaHoBneHa MySQL co cTaHAapTHbIMM HacTpowmkamu. Heobxooumo caenaTb
HeKOTOopble U3MeHeHUs, ANna ny4wen comectumoctn ¢ OTRS. C noMouwlbio TEKCTOBOIO
pefakTopa oTkpomnTe hamn /etc/my.cnf n nsmeHute cTpoky ¢ max_allowed_packet B
HeM, a Takxe gobaBbTe CTPOKY HMXKE cnefytowmm obpasom:

max_allowed packet=20M
query cache size=32M

Tenepsb BbiNnonHUTe remysql restart nna pectapta cepsepa 6a3 faHHbIX N BKJIOYEHUS
choenaHHbIX M3MeHeHun. 3aTeM BbiNoJHUTE /[usr/bin/mysql_secure_installation wu
cnefynTe WHCTPYKUMM Ha 3KpaHe ANa YyCTaHOBKWM MNapons Afasa nonb3oBaTensa root
CYb[M, yoaneHnsa aHOHUMHOIro 0ocTyna v ynaneHnsa tectoson 6a3bl faHHbIX. HakoHew,
ncnonHnte chkconfig -a mysql 019 NpoBepkn HaCTPOMKN aBTOMAaTUYECKOro 3anycka
mysql oAHOBpPEeMEeHHO CO CTapTOM cepBepa.

1.1.2. YcTtaHoBKa OTRS

YcTaHoBute OTRS € ncnonb3oBaHWEM zypper N3 KoMaHAHOW CTpoku. Mpun aTom byayT
BbINOJIHEHbI CBfiI3aHHblE 3afa4vl, TakuMe Kak yCTaHoBKa Beb-cepBepa Apache u pag
mopynen Perl. Y6eauTtech, 4To OTRS RPM chann CKONMpoBaH B TEKYLLMIA KaTaslor.

otrs-sles:~ # zypper install otrs-3.3.*.rpm

Retrieving package otrs-3.3.3-01.noarch (1/26), 17.5 MiB (74.3 MiB unpacked)
Installing: otrs-3.3.3-01 [done]

Additional rpm output:

Check OTRS user ... otrs added.

Next steps:

[start database and Apachel
Make sure your database is running and execute 'rcapache2 restart'.

[install the OTRS database]
Use a webbrowser and open this link:
http://myserver.example.com/otrs/installer.pl

[0TRS services]
Start OTRS 'rcotrs start-force' (rcotrs {start|stop|status|restart|start-force|

stop-force}).
((enjoy))

Your OTRS Team
http://otrs.org/

otrs-sles:~ #

CueHapuii: KomaHaa a5 yctaHoBku OTRS.

YcTaHoBka OTRS 3aBepuleHa. YTobbl HOBblE M3MEHEHUS, KacaloWmnecss KOHGUrypauum
OTRS, BCTYynuAn B cuiy - nepesarpy3snte Beb-cepeep Ucnosb3ya KomaHay n3 CueHapus
npueegeHHoro HmUxxe. Takxxe BoinonHUTe chkconfig onga ysepeHHocTn B ToM, 4To OTRS
aBTOMaATUYECKU CTapTyeT Npu nepesarpyske cepsepa.

otrs-sles:~ # chkconfig -a apache2
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apache2 0:0ff 1l:off 2:0ff 3:on 4:0ff 5:on 6:0ff

otrs-sles:~ # rcapache2 start

Starting httpd2 (prefork) httpd2-prefork: Could not reliably determine the server's fully
qualified domain name, using 10.x.x.x for ServerName

done
otrs-sles:~ #

Ckpunt: 3anyck Beb cepsepa.

1.1.3. YcTaHOBKa OonoJsiHuTeNbHbiX perl moaynen

OTRS TpebyloTCca HeKOoTOpble AOMOJIHUTEsNbHLIE MOAY/AW, KpoMe Tex, YTOo
yCTaHaBJ/INBAOTCA C NOMOLbI0 RPM. Bbl MOXXeTe oyCTaHOBUTb NX BPYYHYIO. BbIACHUTD,
Kakue [OoMosHUTesNbHble MoAynu TpebyloTcs, MOXKHO C MNOoMolbl ckpunTa bin/
otrs.CheckModules.pl pa3meweHHoro B KaTtanore /opt/otrs. HekoTopble moaynu
TpebyloTCA TONBbKO B CJlydae BKJOYEHWUSA LOMNOJIHUTENbHbLIX ONUUN, Hanpumep ANs
B3ammoaencTeus c cepsepamu IMAP(S) unu BeiBoga B popmaTe PDF. MNpn ncnonb3oBaHmn
SLES Heob6x0AMMO MOAKIOHYNTL BHELUHEee XpaHwauwe ANa KOHurypauuu zypper ans
JocTyna K moaynsam, Tpebywwmnmca Balwen cucteme. Bolibepute moaynb Ans Bawen
Bepcum OC oTctopa: http://download.opensuse.org/repositories/devel:/languages:/perl/.
[OobaBbTe peno3uTopuii, Hanpumep, onsa SLES 11 SP2:

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

B OC openSUSE 12.3, BHewHWn peno3uTopuin TpebyeTcs TONbKO AN MOAyns
Mail::IMAPClient, koTopbIn HeobXxoauM B Ciy4ae, ecnm Bbl 3abupaeTe NoyTy C cepBepa
IMAP c TLS. CooTBeTCTBYlOWasA CTpoKa byneT BbIrMAAETb TakK:

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/
languages:/perl/openSUSE 12.3/ Perl

B nepBbii pa3, Npy UCMOSIb30BaHUM zypper nocsiie fobaBneHUs CTPOKM C yKa3aHWeM
peno3uTapus, Bac MOMNPOCAT BBECTU €ro Ki4y. Ternepb, Bbl MOXeTe YCTaHOBUTb
NponyLeHHble MOAYJIN, KakK MOKa3aHo HUXXe.

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

New repository or package signing key received:

Key ID: DCCA98DDDCEF338C

Key Name: devel:languages:perl 0BS Project <devel:languages:perl@build.opensuse.org>
Key Fingerprint: 36FOACOBCA9D8AF2871703C5DCCA98DDDCEF338C

Key Created: Wed Oct 10 22:04:18 2012

Key Expires: Fri Dec 19 22:04:18 2014

Repository: perl

Do you want to reject the key, trust temporarily, or trust always? [r/t/a/?] (r): a
Retrieving repository 'perl' metadata [done]

Building repository 'perl' cache [done]

Loading repository data...

Reading installed packages...

"perl(YAML: :LibYAML) ' not found in package names. Trying capabilities.

Resolving package dependencies...

The following NEW package is going to be installed:
perl-YAML-LibYAML
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The following package is not supported by its vendor:
perl-YAML-LibYAML

Retrieving package perl-YAML-LibYAML-0.38-12.4.x86 64 (1/1), 75.0 KiB (196.0 KiB unpacked)
Retrieving: perl-YAML-LibYAML-0.38-12.4.x86 64.rpm [done (55.7 KiB/s)]
Installing: perl-YAML-LibYAML-0.38-12.4 [done]

CnenyouwmM LWarom sBnsieTcs HacTpoika OTRS ¢ nomollblo Beb - yCTaHOBLLUWKA, KakK
onncaHo B B 3TOM pa3fene.

1.2. YcTtaHoBKa OTRS B onepauMoOHHOM
cucteMme Red Hat Enterprise Linux nnu CentOS

B 3TOM pa3nene onucbiBaeTCs YyCTAaHOBKA BCTPOEHHbIX RPM nakeToB Ha AWCTpubyTuB
Red Hat Enterprise Linux (RHEL) nnn CentOS. Ona OTRS 3.3 u Bbilwe, TpebytoTcs RHEL
6 nnanm CentOS 6, Bepcuda 5 He nogaep>xmneaeTtcs. [1o HavYana yCTaHOBKM noceTuTte http://
www.otrs.com/downloads, 4Tobbl ybeanTbCs, 4TO Bbl MUCMOJAb3yEeTe CaMble MocsegHue
Bepcum OTRS RPM nakeTosB.

1.2.1. MoarotoBka 6a3bl gaHHbIX ansa OTRS

Ona pabotbl ¢ OTRS MOXXHO KMCMosb30BaTb pa3nndHble CYBM: MySQL, PostgreSQL,
Oracle mnu Microsoft SQL Server. Hanbonee nonynapHon sasnsetca MySQL. 3Ta
rnaBa MNoka3sblBaeT HeobxoguMble Warn Ans HacTtponkm MySQL Ha cepBep c RHEL.
KoHe4Ho, Bbl MoXXeTe ycTaHoBUTb CYB[, Ha BbigeneHHbI cepBep 6a3 AaHHbIX B LEnsax
MacWTabnpyeMoCcTu NN UHbIX OPYrnX.

YcTaHoBnTe MySQL ¢ ncnosib3oBaHmeM cnegyoLllern KoMaHabl C MpaBaMu Nojib3oBaTess
root:

[root@otrs-centos6 ~1# yum -y install mysql-server

bynet yctaHoBneHa MySQL co cTaHAapTHbIMM HacTponkamu. Heobxooumo caenaTb
HEeKOTOpble N3MeHeHus, onsa nydwen coemectumoct ¢ OTRS. C NOMOLLbIO TEKCTOBOIO
penakTopa oTKponTe ann /etc/my.cnf pobaBbTe cnenyowme gBe CTPOKU B CEKLMN
[mysqgld]:

max_allowed packet=20M
query cache size=32M

Tenepb BbiNnonHUTE remysql restart nna pectapta cepepa 6a3 AaHHbLIX N BKJIOYEHUS
cAoenaHHbIX M3MeHeHun. 3aTeM BbiNoJIHUTe /[usr/bin/mysql_secure_installation wu
cnepymTe UHCTPYKLMM Ha 3KpaHe AN YCTaHOBKW Mapons Ana nosb3oBaTens root
CYb[, ynaneHnsa aHOHUMHOIro OocTyna v yaaneHnsa TectoBol 6a3bl AaHHbIX. HakoHel,
ncnonHnte chkconfig -a mysql 019 NpoBepkn HaCTPOMKN aBTOMaTUYECKOro 3anycka
mysql 0oAHOBpPEMEHHO CO CTAapTOM cepBepa.

1.2.2. YcTtaHoBKa OTRS

YcTtaHoBuTe OTRS C UCNOAb30BaHWMEM yum M3 KOMaHAHOW CTPoKuW. Mpu 3ToMm ByayT
BbINOJIHEHbI CBSA3@HHbLIE 3ajayn, Takue Kak ycTaHoBKa Beb-cepBepa Apache um paga
mopnynen Perl. Ybeautech, 4To OTRS RPM chann cKonNMpoBaH B TEKYLLMA KaTasor.
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[root@otrs-centos6 ~]# yum install --nogpgcheck otrs-3.3.*.rpm

Dependencies Resolved

Package Arch  Version Repository Size
Installing:
otrs noarch 3.3.3-01 /otrs-3.3.3-01.noarch
74 M
Installing for dependencies:
apr x86 64 1.3.9-5.el6 2 updates 123 k
procmail x86 64 3.22-25.1.el6 base 163 k

Transaction Summary

Install 26 Package(s)

Total size: 80 M

Total download size: 6.0 M
Installed size: 88 M
Downloading Packages:

(1/25): apr-1.3.9-5.el6_2.x86_64.rpm | 123 kB 00:00
(25/25): procmail-3.22-25.1.e16.x86_64.rpm | 163 kB 00:00
Total 887 kB/s | 6.0 MB 00:06

Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : apr-1.3.9-5.el6 2.x86 64 1/26
iﬁétalling : otrs-3.3.3-01.noarch 26/26
Check OTRS user ... otrs added.
Next steps:

[httpd services]
Restart httpd 'service httpd restart'

[install the OTRS database]

Make sure your database server is running.
Use a web browser and open this link:
http://myserver.example.com/otrs/installer.pl

[OTRS services]
Start OTRS 'service otrs start' (service otrs {start|stop|status|restart).

((enjoy))
Your OTRS Team

Installed:
otrs.noarch 0:3.3.3-01

Dependency Installed:

Complete!
[root@otrs-centos6 ~]#

CueHapwii: KomaHaa a8 yctaHoskyu OTRS.

YcTaHoBka OTRS 3aBepuieHa. Octanocb ybeamtbcs, 4To Apache 3anyuwieH n bypet
BCcerga ctapToBaTb Npu nobon npesarpyske cepeepa.

[root@otrs-centos6 ~]# chkconfig httpd on
[root@otrs-centos6 ~]# service httpd start
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Starting httpd: httpd: Could not reliably determine the server's fully qualified domain
name, using 10.x.x.x for ServerName [ OK ]
[root@otrs-centos6 ~]#

CkpunT: 3anyck Beb cepsepa.

1.2.3. YcTaHOBKa OonoJsiHuTeNbHbIX perl moaynen

OTRS TpebylTCcs HeKOTOpble [OOMNOJIHUTEsNbHbIE MOAYAW, KpoMe Tex, YTOo
yCTaHaB/MBAOTCA € NnomMowbio RPM. Bbl MOXXeTe 0YyCTaHOBUTb UX BPYYHYIO. BbIACHUTD,
Kakue [OOMoJIHUTEsNbHble MOoAynuM TpebylTcd, MOXKHO C MOMoWbk CckpunTa bin/
otrs.CheckModules.pl pa3meweHHOro B kKaTtajsore /opt/otrs. HekoTopble Mmogynm
TpebyloTCs TONIbKO B CJlydae BKJIOYEHMSA LOMOJIHUTENbHbLIX OMUUIA, HanpuMmep AN
B3aumMoaencTema c cepsepamu IMAP(S) nnu BbiBoga B ¢opmaTte PDF. Ha cpeepax ¢
Red Hat nam CentOS Mbl pekoMeHOyeM yCcTaHaB/AMBaTb 3TW MOOYJIM U3 peno3nTopus
EPEL, koTopbIn noagep>xnBaeTcs npoekTomM Fedora v npon3BoanT BbICOKOKA4YeCTBEHHbIE
nakeTbl ana RHEL n ero orBeTBneHunn. bonee nogpobHo cM. Ha EPEL web canT.

Ecnu Bbl paboTaeTe Ha RHEL 6 nnam CentOS 6, Hubonee ceexxme naketbl Ana EPEL MOXXHO
3arpy3unTb C 3TOro canTa. Bbl MoXxeTe fo06aBUTb 3TOT PENO3NTOPMIA K yum B OAUH LIar,
KonuposaHneM RPM URL, KOTOpyl Bbl HangeTe Ha 3TOMW CTpaHuue, U BbIMOSHUB 3TY
KOMaHAay:

[root@otrs-centos6 otrs]# yum -y install http://download.fedoraproject.org/pub/epel/6/i386/
epel-release-6-8.noarch.rpm
Loaded plugins: security
Setting up Install Process
epel-release-6-8.noarch.rpm | 14 kB 00:00
Examining /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm: epel-release-6-8.noarch
Marking /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm to be installed
Resolving Dependencies
--> Running transaction check
---> Package epel-release.noarch 0:6-8 will be installed
--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
epel-release noarch 6-8 /epel-release-6-8.noarch 22 k

Transaction Summary

Install 1 Package(s)

Total size: 22 k

Installed size: 22 k
Downloading Packages:
Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : epel-release-6-8.noarch 1/1
Verifying : epel-release-6-8.noarch 1/1
Installed:

epel-release.noarch 0:6-8

Complete!
[root@otrs-centos6 otrs]#

B nepBbIi pa3, Npu MCNONb30BaHUM yum nocie nobaBneHuss CTPOKM C yKa3aHuWeM
peno3uTapus, Bac MOMNPOCAT BBECTU €ro KJ4y. Ternepb, Bbl MOXETE YCTAaHOBUTb
NponyLleHHbIe MOAYJ/IN, Kak MOKa3aHo HUuXe.
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[root@otrs-centos6 otrsl# yum -y install "perl(Text::CSV_XS)"
Loaded plugins: security

Setting up Install Process

Resolving Dependencies

--> Running transaction check

---> Package perl-Text-CSV XS.x86 64 0:0.85-1.el6 will be installed
--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
perl-Text-CSV_XS x86 64 0.85-1.el6 epel 71 k

Transaction Summary

Install 1 Package(s)

Total download size: 71 k
Installed size: 154 k
Downloading Packages:
perl-Text-CSV _XS-0.85-1.el6.x86 64.rpm | 71 kB 00:00
arning: rpmts HdrFromFdno: Header V3 RSA/SHA256 Signature, key ID 0608b895: NOKEY
Retrieving key from file:///etc/pki/rpm-gpg/RPM-GPG-KEY -EPEL-6
Importing GPG key 0x0608B895:
Userid : EPEL (6) <epel@fedoraproject.org>
Package: epel-release-6-8.noarch (@/epel-release-6-8.noarch)
From : /etc/pki/rpm-gpg/RPM-GPG-KEY-EPEL-6
Is this ok [y/N]: y
Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Verifying : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Installed:

perl-Text-CSV _XS.x86 64 0:0.85-1.el6

Complete!
[root@otrs-centos6 otrs]#

Cnenywowmm warom aensetTcs HacTpoka OTRS c nmomMoulbio Beb - yCTaHOBLUMKA, Kak
OMnncaHo B B 3TOM pasgere.

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

Ona nogkntovyeHus CYB[ Oracle k OTRS HeobxoaMMo CKOMMOUAMPOBATb U YCTAaHOBUTbL
DBD::Oracle gpaneep ans 6a3bl AaHHbIX. DTO HEMHOIO CJIOXKHEE YeM YCTaHOBKa APYrunx
nakeToB., T.K. Oracle asnaetca nponpuetapHon CYB[ n, Tak xe kak H1U Red Hat Hu Cen-
tOS, He pa3pewaeT nybamkauunio gpanesepoB B cBOux RPM peno3ntopusx.

Mpexne Bcero HeobxoOommo ycTaHOBUMTb gcc, make m CPAN, nocne 4ero MO>XHO
MPUCTYNUTb K KOMOUAAUWKX U YCTAaHOBKe ApanBepa. Huxe npuBeneHa komaHga gnsa Cen-
tOS; ona opyrmx Bepcuii oHa MOXKeT BbIrsa0eTb HECKOJIbKO NHaYe.

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

Cnegyowmm WaroMm ABJSIETCA MNOJYYEHUE U yCTaHOBKA KiMeHTa 6a3bl gaHHbIX. [ns
3TOro Hafo 3aperncTpupoBaThbCs N NOJAYYMTb CcBOBOOHLIM akkayHT Ha canTe Oracle.
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Bbl MO)XeTe 3arpysuTb ApanBepbl C 3TOW cTpaHuubl: http://www.oracle.com/technet-
work/database/features/instant-client/index-097480.htm| Bbibepute Bepcuto pgnsa Linux
x86 nnan x86-64, B 3aBMCMMOCTIN OT BalLlen CUCTEMbI. Bbl MOXKeTe y3HaTb 3TO C MOMOLLbIO
KoMaHabl uname -i. 3To bygeT 'x86 64' ona x86-64 unn 'i386' ansa x86. 3arpy3unTe
nakeThbl 'Instant Client Package - Basic', 'Instant Client Package - SQL*Plus', n 'Instant
Client Package - SDK'. CoxpaHute nx cebe Ha auck. Tenepb, OT MMEHM NOJsIb30BaTENA
root Bbl MOXKeTe YCTaHOBUTb MNakeTbl C MOMOLLbIO C/iefylouen KOMaHabl:

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

Mocne 3TOro0 HYXHO 3ajaTb 3HAYEHUS [BYM TMEpPEeMEHHbIM OKPYXXeHUs w
ckomnunuposaTb DBD::Oracle pnpanBep. Ewe pa3 HanmoMHUM, 4YTO BbIMOJHATH 3TO
HeobXxoAMMO OT MMeHM Mosb3oBaTens root. 3TU Warnm MsnoxeHbl HWxe. ObpaTuTe
BHUMaHMe, YTO AN KPATKOCTU HEKOTopble CTPOKW, BblAaBaeMble KOMaHAon Oblan
yAaneHsl.

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

cpan[1]> look DBD::0Oracle

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

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

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

Terminal does not support GetHistory.
Lockfile removed.

Tenepb, Hago oTpenakTupoBaTb ann Kernel/Config.pm Ans yctaHOBKM napameTpa
ORACLE_HOME. Cnepytownm warom ssnseTca Hactponka OTRS ¢ nomouwbio Beb -
yCTaHOBLUMKA, KaK ONMMCaHo B B 3TOM pa3fene.

1.3. YcTaHoBKa OTRS Ha cuctembl Debian nnu
Ubuntu

Important

YcTtaHoBuTe OTRS 13 ncxogHoro Kkoga, U He NCNoJib3ynTe npeaocTaBsieHHble De-
bian/Ubuntu nakeTtbl ona OTRS.

YcTaHoBKa Tpebyembix Moaynein Perl ByneT nerye, ecim MCNosib30BaTb AOCTYMHbIE
MakeThl:

apt-get install libapache2-mod-perl2 libdbd-mysql-perl libtimedate-perl libnet-dns-perl \
libnet-ldap-perl libio-socket-ssl-perl libpdf-api2-perl libdbd-mysql-perl libsoap-lite-
perl \
libgd-text-perl libtext-csv-xs-perl libjson-xs-perl libgd-graph-perl libapache-dbi-perl
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2. YCTAHOBKA M3 UCXOAOHbIX KOOOB
(Linux, Unix)

2.1. llar 1: YcTtaHoBuMuTe .tar.gz

Ecnun Bbl pewwnnn yctaHasamBaTb OTRS M3 MCXOAHbIX KOOOB, MeEpPenanTe Mo cchbljike
http://www.otrs.com/try/ v 3arpy3suTe apxmB C ICXOO4HbIMU KogaMu B ntobom ynobHom ans
Bac opmaTe: .tar.gz, .tar.bz2, nnm .zip

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

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

2.2. lLar 2: YcTaHOBKA AONOJIHUTEeNbHbLIX perl
MoAoyneu

Ncnonb3ynTe cnepyowmm CKpUnT 418 NPpOoCMOTPa BCEX YCTAaHOBNEHHbIX N Tpebytowmxcs
cpan moaynen.

shell> perl /opt/otrs/bin/otrs.CheckModules.pl

(o T O ok (v3.60)

o Crypt::PasswdMD5................. ok (v1.3)

o Crypt::SSLeay............ccivvnnn Not installed! (Optional - Required for Generic Interface
SOAP SSL connections.)

o CSS::Minifier..........coevvinnnn ok (v0.01)

o Date::Format..................... ok (v2.22)

o Date::Pcalc...........covvvvnnnn ok (v1.2)

Ons ycTaHOBKW HegocTawmx moaynen Perl MoXKHO:

2.2.1. a) YCTaHOBUTb NakKeTbl C MOMOLLbLIO MeHea)XKepa
nakeToB Bawlero auctpumbyrtusa Linux

e For Red Hat, CentOS, Fedora nam coBMecTuMble CUCTEMBI:

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

» lna SUSE Linux Enterprise Server, openSUSE mnnn coBMeCcTUMbIX CUCTEM: CHa4dana
onpepenuTe UMs nakeTa nosy4yeHHoro moayna. ObbiyHO, nakeT ansa My::Module byneT
Ha3biBaTbCA "perl-My-Module".

shell> zypper search Digest::MD5

3aTeM ycTaHoBuUTE:

shell> zypper install perl-Digest-MD5
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» Ona Debian, Ubuntu nan coBmecTumbix CcMcteM CHa4dasa onpegennte MMa nakeTa
nony4yeHHoro moayns. ObbiyHo, nakeT gna My::Module 6yneT Ha3biBaTbCA "libmy-mod-
ule-perl".

shell> apt-cache search Digest::MD5

3aTeM ycTaHoBuUTe

shell> apt-get install libdigest-md5-perl

Bo3MoO)XHa cuTyauns, Npy KOTOPOW Bbl HE CMO)XXETe HaWTu BCE MOAYJIN UAN KX
Tpebyemble BepCun B BalleM Peno3nTapumn, B 3TOM C/lly4ae Bbl MOXXeTe BblibpaTb AN
yCTaHOBKM 3Tnx mopynemn cnocob yepez CPAN (cmMoTpu HMXe).

2.2.2. b) YcTaHOoBMTEe TpeOyeMblie MOAYIUN C MOMOLLbIO
obonouku CPAN

ObpaTtnte BHMMaHMe, 4TOo nopj Linux Heobxoommo 3anyckaTte CPAN oT umMeHwM
cynepnosib3oBaTens, NoTOMy 4YTO MOAYAU AOJKHbI OblTb AOCTYMHbI 4Yepes3 y4eTHYI
3anncb OTRS 1 akkayHT nof KoTopbiM paboTaeT Beb-cepsep.

shell> perl -MCPAN -e shell;

install Digest::MD5
install Crypt::PasswdMD5

Jliobble [OoOMONHUTENbHbIE MoAoyJsin nepedncieHHble B BbiBOAE CKPpWUNTa AO0JIXKHbI
yCTaHaB/IMBATbLCS B 3aBUCUMOCTU OT Ccrneuunguieckmnx Tpe6OBaHI/II7I CNCTEMbI.

2.3. LLar 3: Cospaute nonb3oBatena OTRS

Co3panTe nosib3oBaTeNs:

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

OobaBbTe nonb3oBaTens B rpynne Beb-cepsepa (ecnn Beb-cepBep paboTaeT He Kak
nons3osaTtenb OTRS):

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

2.4. WWar 4: Aktusupyute Default Config Files

EcTb ABa KoHuUrypauuoHHbix danna OTRS pacnonoxeHHbix B $OTRS HOME/Ker-
nel/*.dist 1 $OTRS_HOME/Kernel/Config/*.dist. Ckonupyinte nx 6e3 pacwmnpenHuns ".dist".

shell> cd /opt/otrs/
shell> cp Kernel/Config.pm.dist Kernel/Config.pm
shell> cp Kernel/Config/GenericAgent.pm.dist Kernel/Config/GenericAgent.pm
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2.5. lWar 5: NMpoBepbTe, 4TO BCe TpebyeMblie
MOAYJIM YCTAHOBJIEHbI

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

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

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

"'syntax OK" roBopuT 0 TOM, 4TO BCe obsi3aTeNnbHble Moayn perl ycTaHOBMEHbI.

2.6. LLlar 6: HacTtpouka Beb-cepBepa Apache

CHa4vana, Bbl OOJ/KHbI YyCTaHOBUTbL Beb-cepBep Apache2 m mod perl; 370 06bI4HO
JenaeTcs C NOMOLLbIO CUCTEMHOIO MeHea)Xepa nakeTos. H)xe Bbl HangeTe KOMaHAbl,
HeobxoauMble ANna ycTaHOBKM Apache Ha Hanbonee pacnocTpaHeHHble AUCTPUBYTUBEI
Linux.

# rhel / centos:
shell> yum install httpd mod perl

# suse:
shell> zypper install apache2-mod perl

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

To access the web interface of OTRS via a short URL, Alias and ScriptAlias entries are
needed. Most Apache installations have a conf.d directory included. On Linux systems
you can usually find this directory under /etc/apache or /etc/apache2. Log in as root,
change to the conf.d directory and link the appropriate template in /opt/otrs/scripts/
apache2-httpd.include.conf to a file called zzz otrs.conf in the Apache configura-
tion directory (to make sure it is loaded after the other configurations)..

MepecTapTylhiTe Baw Beb-cepBep AN NPUMEHEHUS HOBbIX HAacTpoek. Ha GonblunHCTBE
cucteM pecTapT Beb-cepBepa BbINOJIHAETCS KoMaHaon /etc/init.d/apache2 restart.

Tenepb Beb-cepBep NOJHOCTbLIO HAacTpoeH ansa paboTtel OTRS.

2.7. War 7: NpaBa poctyna K ¢pannam

MpaBa pgocTyna K hannam A0KHbI BbITb CKOppeKTMpoBaHbl, 4Tobbl OTRS Mor 4YnTaThb U
nncaTb hanbl:

otrs.SetPermissions.pl [ --otrs-user= nonb3osatenb OIRS, no ymonyaHuto - 'otrs'] { --web-
group= rpynna nosnb3oBaTefei Beb-cepepa}
Hanpumep:

* Web server paboTatowmnin kak nosnb3oBatens OTRS:

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

* Webserver c nonb3oBaTtenem wwwrun (Hanpumep B SUSE):
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shell> bin/otrs.SetPermissions.pl --web-group=wwwrun

* Webserver c nonb3oBaTenem apache (Hanpumep, Red Hat, CentOS):

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

* Webserver c nonb3oBatenem www-data (Hanpumep, Debian, Ubuntu):

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

2.8. WWar 8: Hactpouka CYB un basoBble
HAaCTPOMUKMU CUCTEMDI

Ncnonb3ynTte Beb ycTaHoBwMK http://yourhost/otrs/installer.pl (3amennTe "yourhost"

nmeHem Bawero OTRS xocTta) ona yctaHoBku Bawen CYB[ n BbinonHeHUs 6a30BbiX
HaCTPOEK CUCTEMbI, TAKUX KaK MOYTOBbIE YY4eTHble 3arnncu.

2.9. lLar 9: NepBbi BXOAO B CUCTEMY

Tenepb Bbl FOTOB KO BXOAY B CMCTeMy MO ccbinke http://yourhost/otrs/index.pl ¢ y4eTHO®R
3anncbto co3gaHHoOM B Beb ycTaHOBLUMKe (Mosb30oBaTeNb: root@localhost).

Ha 3ToM, Ha4asNlbHasa yCTaHOBKA CUCTEMbl 3aKOHYEeHa.

2.10. WWar 10: lNepBoe 3J1IeKTPOHHOE NMUCbMO

YT06bI MpPOBEPMTL MNPMEM 3SJIEKTPOHHOW MOYThI, Bbl MOXXETE HanpaBWUTb MUCbMO
HernocpeacTBeHHO B /opt/otrs/bin/otrs.Postmaster.pl:

shell> cat /opt/otrs/doc/sample mails/test-email-1.box | /opt/otrs/bin/otrs.PostMaster.pl

2.11. lWar 11: Cronjobs ana nonb3oBaTens
OTRS

B OTRS ecTb HECKONbKO CTaHAapTHbLIX 3a4aHui cron B anne /opt/otrs/var/cron/
* . dist. 0na nx npuMmeHeHnsa cKonupymnTe nx B ara, onycTuB B OKOHYAHUN €ro MMeHu
pacwmnpeHne ".dist".

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

Ons npuMeHeHMss 3TUX Ccronjobs B Ballen CUCTEME MOXXHO WCMOJIb30BaTb CKPUNT
Cron.sh. YbeguTtech, 4TO Bbl 3anyckaeTe OT UMeHU nonb3oBaTens OTRS !

lMepBUYHOE pa3MelleHne 3agaHunn cronjobs:

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

ObHoBNEHME 3ag4aHNI cronjobs, ecnuv Bbl AeNann N3MEHEHNS:
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shell> /opt/otrs/bin/Cron.sh restart

OcTaHoBKa cronjobs (nonesHo npu TexobcnyXxmneaHnu):

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

ObpaTtnTte BHUMaHume: ¢ sepcum OTRS 3.3.7 OTRS Scheduler/[MnaHnpoBLWMK NCnonb3yeT
cronjob ang 3anycka n nogaepxkn. Yéeanteck, 4To scheduler watchdog 3apnaHue cron-
job akTmMBMpOBaHO.

2.12. lWWar 12: JononHutenbHaa uHpopMmauma

Mbl coBeTYEM BaM 03HAKOMUTbLCS C pa3aesl HaCTPOMKN NMPOM3BOANTENbLHOCTM.

Mpwn obHapyxeHun npobnem Npm yCTaHOBKE, Bbl MOXXeTe nocnaTb cooblieHmne Ha Haw
otrs@otrs.org (http://lists.otrs.org/).

Bbl, Takxe, MoxeTe nocnaTtb 3anpoc B OTRS Group Ha NOMOLb B MNJI@aHUPOBAHUN
nnn paspepTtbiBaHum OTRS wuam nNpoBepkM yCTaAHOBJIEHHOW CuUCTeMbl. Hawwn
npodeccnoHanbHble YCAyrn npefHasHayeHbl Ass TOro, 4Tobbl MOMOYb BaM ObiCTpee
pa3BeEPHYTb CUCTEMY N NOJAYUYMTb Hanbonbliyto Beirogy ot OTRS.

3. Acnonb3oBaHue BeD yCTaHOBLUMKA

Bbl MoOXeTe wucnosb3oBaTb Beb-ycTaHoBwWMK OTRS, mocne yctaHoBku OTRS pgns
YCTaHOBKM U HacTponkun 6a3bl gaHHbIX OTRS. Beb-ycTaHOBLUMK 3TO CTpaHmMuUa bpay3epa,
KOTOPYI MOXKHO OTKPbITb MO cchiyike http://localhost/otrs/installer.pl.

Korpga 3anycTuTcs BeO-MHCTaNNAToOp, BbIMOJHATE, NOXaNyiCcTa, caeayoume warn ons
YCTaHOBKMW CUCTEMBbI:

1. MpoBepbTe MHPopMauuto 06 OTRS-odmcax n HaxxmMnTe KHoMnky Lanee (CM. Puc Huxe).

Step 1 Step 2 Step 3 Step 4
Welcome to otrs_4
UsA Germany
OTRS Inc. OTRS AG
19925 Stevens Greek Blvd. Norsk-Data-Str. 1
Cupertino, CA 95014-2358 61352 Bad Homburg
Phone: Phone:
Mexico The Netherlands
OTRS S.A. de C.M. OTRS BV
Oso 127 - 105, Col. Del Valle Schipholweg 103
03100 Mexico, D.F. 2316 XC Leiden
Phone: Phone:
Malaysia Hong Kong
OTRS Solution Shd Bdn OTRS Ltd

No 17-1B, Jalan Puteri 2/7, Bandar Puteri, 47100 Puchong Rm 406, 4/F, Boss Commercial Centre
Selangor 28 Ferry Street, Jordon
Phone: Phone:

‘Web site:
Email:
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PUCyHOK: DKpaH rnpuBeTCTBUA.

2. Mpo4vunTanTte cornawenmsa nmueHsnun GNU Affero General Public License (cM. PucyHok
HV>XE) N MPUMUTE NX, Ha)KaB Ha COOTBETCTBYIOLLYIO KHOMKY BHU3Y CTPaHULbI.

Step 1 Step 2 Step 3 Step 4
License

License (1/4)

GNU AFFERO GENERAL PUBLIC LICENSE
Version 3, 19 November 2007

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

Preamble

The GNU Affero General Public License is a free, copyleft license for
software and other kinds of works, specifically designed to ensure
cooperation with the community in the case of network server software.

The licenses for most software and other practical works are designed

to take away your freedom to share and change the works. By contrast,
our General Public Licenses are intended to guarantee your freedom to
share and change all versions of a program=-to make sure it remains free
software for all its users.

When we speak of free software, we are referring to freedom, not
price. Our General Public Licenses are designed to make sure that you
have the freedom to distribute copies of free software (and charge for
them if you wish), that you receive source code or can get it if you
want it, that you can change the software or use pieces of it in new
free programs, and that you know you can do these things.

Developers that use our General Public Licenses protect your rights
with two steps: (1) assert copyright on the software, and (2) offer
you this License which gives you legal permission to copy, distribute
and/or modify the software.

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

Don'taccept license  or  Acecept license and continue

PucyHok: GNU Affero General Public License.

3. Buibepute CYB/[, koTopyto Bbl ByaeTe ncnonb3oBatb ¢ OTRS. Ecnu Bbl Bbibpann MySQL,
PostgreSQL nnu Microsoft SQL Server B kadectBe CYB/[l, Bbl TakXe MOXeTe BblbpaTh,
bynere M Bbl MUCMONb30BaTbh BED-YCTAHOBLUMK 0219 CO3OaHUS 6a3bl OaHHbIX WX Ball
agMmuHuncTpaTop Bl y>xe co3zpgan nycTtyto 6a3y OaHHbIX. [Tocne 3TOro HaXXMUTE KHOMKY
"Nanee" (CM. pUCYHOK HUXeE).

Step 1 Step 2 Step 3 Step 4
License Database Settings

Database Selection (2/4)

MySaL
Oracle
PostgreSQL

(-]

Next

PucyHok: Bbibop ba3bl AaHHbIX.

4. B 3aBUCMMOCTU OT TOro, kakyto CYB/[ Bbl Bbibpann n xxenaete UCNonbL3oBaTb Beb-
YCTaHOBLLMK A co3naHna Bl nam ncnonb3osaTthb cywiecTsyowyto b1, Ha npeabiayuiemM
ware, 3TOT 3KpaH MOXeT MMeTb pas3iM4HbLIN BUA. BBeanTe Bawn AaHHbIE/NOJIHOMOYUSA
Ana noctyna K bl Ha 3ToM 3KpaHe.
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Step 1 Step 2 Step 3 Step 4
License Database Settings

Configure MySQL (2/4)

User: |root

Password

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

Host: 127.0.0.1

Check database settings

Back

PucyHok: Y4yeTHble 3anucu 6a3bl gaHHbIX.

Next

5. Co3panTte HoBOro nosb3oBaTens 6a3sbl AaHHbIX, BbibepnTe Mma 6a3sbl AaHHbLIX W

Ha>KMuUTe KHonky 'fanee' (cM. PUCYHOK HUXe).

Warning

OTRS creHepupyeT HaAeXHbIn Maposib Ans Bac. MOXXHO BBeCTUM CBOW
cobCTBEHHbIN Naposib. Maposb byneT 3anucaH B KOHDUIypaLMoHHOM (aitne Ker -

nel/Config.pm, Tak 4TO 3anomMmnHaTb ero HeobsA3aTenbLHO.

Step 1 Step 2 Step 3 Step 4
License Database Settings
Ceonfigure MySQL (2/4)
User: |mot
Password:

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

Host: |127.0.0.1

Result of database check

+ Database check successful.

Database User (New)
User: |oftrs
A new database user with limited permissions will be created for this OTRS system.
Generated password: 22CtxEdiOwfmA211
Database
oirs_4

Back

PucyHok: HacTpovikm 6a3bl AaHHbIX.

Next

6. ba3a paHHbIX ByaeT co3fmaHa M 3arnojiHeHa, Kak MoKa3aHo Ha pucyHke. HaxkmnTte

"lanee" ona nepexofa K caefylolemMy sKpaHy.
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Step 1 Step 2 Step 3 Step 4
License Database Settings

Create Database (2/4)

' CREATE DATABASE otrs_4'
+ GRANT ALL PRIVILEGES
+ FLUSH PRIVILEGES

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

Datab. setup st ful!

Next

PucyHok: YBeagomsaeHne 06 ycrielHo ycTaHoBke 6a3bl faHHbIX.

7. YKaxunte Bce HeobxoAMMble HAaCTPOMKU CUCTEMbl U HaKMUTe KHOMNKY 'Hanee’ (cMm.
PUCYHOK Huxe).

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

System Settings (3/4)
SystemiD: (51 B
The Identifier of the system. Each ticket number and each HTTP session ID contain this number.
System FQDN: | otrs.mycompany.local
Fully gualified domain name of your system.

AdminEmall: | cg@otrs.com

Email address of the system administrator.

Organization
Log
LogModule: | File o
Log backend to use.
LogFile:  /opt/otrsd/var/log/otrs.log
Webfrontend

Default language: | English (United States) a

Default language.

CheckMXRecord: | Yes |

Email addresses that are manually entered are checked against the MX records found in DNS. Don't use this option if
your DNS s slow or does not resolve public addresses.

Next
PucyHoK: HacTpoviku CUCTEMBI.
8. Ecnm xoTuTe, MOXHO yKa3aTb HeobxoAuMmble OaHHble O HAaCTPOWKN BXOOSLLEN W

BbIXOAALLEN MOYTbl, MOXXeTe MPONYyCTUTb 3TOT LAar, HaXXaB KHOMKY B HUXXHeEW 4acTu
9KpaHa (cM. PUCYHOK HUXe).
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Step 1 Step 2 Step 3 Step 4
License Database Settings General Specifications and Mail Settings

Mail Configuration (3/4)
Configure Outbound Mail
SMTP o

Select outbound mall type

25

Select outbound mail port.

Configure Inbound Mail

Password for inbound mail.

Check mail configuration or Skip this step

PucyHok: HacTporika 3/1eEKTPOHHOV MOYThlI.

9. NMo3ppaBnsem! YctaHoBka OTRS 3aBeplleHa M MOXHO HayMHaTb paboTy C
cuctemonn (cM. PucyHok Huke). Ons Bxona B Beb-uHTepdenc OTRS, oTkponTe Beb-
bpaysep n Habepute B agpecHom cTpoke http://localhost/otrs/index.pl. YTobbl BONTHK
B cuctemy OTRS c mpaBaMu agMMHUCTpaATOPa, MCNOAb3ynTe NormH 'root@localhost’
N CreHepupoBaHHbIA CUCTEMOWN Maposib. 3aTeM Bbl MOXETe HaCTPOMTb CUCTEMY B
COOTBETCTBUM C BalumMm TpeboBaHNAMN.

Warning

MoXxanyncta, 3anMwnTe naposib CreHEPUPOBAHHLIA CUCTEMOWN AONA YYETHOWN
3anucn ‘root@localhost'.

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

Finished (4/4)

root@localhost
GIYmDVoeE1KTICMP

{{enjoy))
Your OTRS Team

PucyHoK: ®@uHasibHas cTpaHuua Beb ycTaHOBLYMKA.

4. OTRS Ha Windows

OTRS moxeT paboTaTb Ha LWMPOKOM pSAAe CUCTEMHbIX NAaT(OPM, BK/OYASA Takume
KoprnopaTueHble Linux nnaTgopmbl Kak Red Hat Enterprise Linux, n SUSE Linux Enterprise
Server, a Takxxe HabopoM Apyrmux oncTpubyTmeos Linux.

OpnHako, npu pabote OTRS Ha Windows nnaTdopMax Mbl CTONKHYIUCH

C
nopTopdarloWMMNCA noTepaMmn Npon3BoanNTeslbHOCTHU, N, HECMOTPA Ha mcqepnblsa}ommﬁ
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aHa/n3, He MoJly4MI0Ch PEeLNTb 3TU BOMPOCHI, K HalleMy YAOBJIETBOPEHUIO B CBA3U C
TEXHUYECKUMUN pa3anyuaMn. TakuMm obpa3oMm, C TaXKeNbiM cepAaueM, Mbl NpekpaTuan
passuTne yctaHoBwmka Windows ¢ OTRS Appliance B CBSA3M C OrpaHWYeHHbIM B
HacTosllee BpeMs HaandneMm HeobxoAMMbIX CTOPOHHMX KOMMOHEHTOB, NMpeAJsiaraeMbiX
OpYrMMun NocTaBLLMKaMu.

B cBA3M C 3TMMK 06CTOATENBCTBAMU, Mbl HE CMOCOBHBI FapaHTUPOBaTb MPOAOJIKEHNE
paboTbl OTRS Ha Windows nnaTtdopMe 1 B CBOIO o4epelb PEeKOMEHAYEM MepenTn Ha
0AHY 13 naaTdopm Linux, yNmOMAHYTbIX Bbille MW PEKOMEHAYeM UCMOJb30BaTb Halle
peweHne OTRS Business Solution™ Managed.

Ona obneryeHma nepexoga ¢ Windows Ha Linux npegocTaBuTb BaM Hauay4llyto
npounssoguTesisHOCTb OTRS, Mbl NPUroTOBUAN 34€Chb A/ BaC AeTallbHble MHCTPYKLUN.

4.1. Kak nepeHecTu cywectByouwyro Win-
dows-cucrtemy Ha Linux

4.1.1. BBepgeHue  noarotToBkKa

Ecnny Bac ectb OTRS, ycTaHoBsieHHasa Ha Windows v Bbl )xesnlaeTe nepeHecTn ee Ha linux,
BaM rmoTpebyeTcs yCTaHOBUTbL Linux server nnm BMpTyasbHYl0 MallMHY U YCTAaHOBUTb
Tam OTRS (CMOTpPW MHCTPYKLWM MO yCTaHOBKE). 9To byaeT cuctema ons Murpauun.

4.1.2. 3arpy3ute ckpunt OTRSCloneDB ansa
KJIOHUMPOBaHUA 0a3bl JaHHbIX

Mepenante B MEHIO agMMHUCTPaTOpa cucTteMbl Ha Windows 1 yCTaHOBUTE HOBEWLLYIO
Bepcuto OTRSCloneDB B OTRS:

Bbl MOXxeTe ycTaHOBUTb NakeT OTRSCloneDB HenocpeACTBEHHO C MOMOLLbIO MEHEAXKEPA
naketoB. Beibepute "OTRS Extensions/dononHerns OTRS" M3 BbiNagaroLEro crimcka
cneBa MU KJIUKHUTE no KHonke "O6HOBUTb MHGopMauuio penosuTapusa" Huxe. Koraa
c ctpoka ¢ OTRSCloneDB 6yneT oTpa)eHa B cCrnucke, BbibepuTe ee U HaXMute
"YcTaHoBUTBL".

Mo>xHO, Takxe, 3arpy3nTb nakeT Bpy4YHyto ¢ OTRS FTP cepBepa v yCTaHOBUTb €ro
BPYYHYIO, KakK onuncaHo Huxe. http://ftp.otrs.org/pub/otrs/packages/

3arpy3uTe nakeT C HanboNbLLINM HOMEPOM BEPCUN:

0TRSCloneDB-1.0.10.0pm
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I!Q http://mirror.otrs.org.cn:6877/pub/otrs/packages/ L~-c | ,@ Index of /pub/otrs/packages * m

[?] FAQ-3.3.92.0pm 2014-11-18 04:45 3.3M ~

[?) FAQ-4.0.1.0pm 2014-11-25 04:45 3.4M

[?) FileManager-1.1.7.0pm 2014-08-05 08:56 33K

[?) Fil er-1.2.1. 2014-08-05 08:56 33K

[?) FileManager-1.3.1.0pm 2014-08-05 08:56 33K

@ Fll 3—141\ AN1A 11 10 1744 33K
Open

[?) Fil er-14.24  Openinnewtab 36K

@ Fil er-1.4.3. Open in new window 36K

j Save target as... |

[?) Fil er-14 4 Tpint torget 37K

[?) FileManager-1.4.5.¢ 38K
Cut

[?) Fil er-1464 |Copy 38K

[?) FileManager-14.7. | 0Py short 50K

aste
[?) Fil er-1.4.8.¢ - 52K
. E-rmail with Windows Live

@ il er-1.4.9.¢ '5@ Translate with Bing 52K

[?] MasterSlave-1.0.1.¢ Al Accelerators v | 3IK

[?) MasterSlave-1.0.2.d | jnspect element 32K

@ Miasterslave—l_l_l_( Add to favorites... 30K

‘ [?] MasterSlave-1.12.¢ : 31K

Properties

@ OTRS5CloneDB-1.0" 7 opm ZUrH-11-21 1353 350K
@ OTRSCodePolicy-1.0.1.0pm  2014-08-05 08:56 517K
@ OTRSCodePolicy-1.0.2.opm  2014-08-05 08:56 521K
@ OTRSCodePolicy-1.0.3.0pm  2014-08-05 08:56 524K
@ OTRSCodePolicy-1.0.4.0pm  2014-08-05 08:56 524K
@ OTRSCodePolicy-1.0.5.0pm  2014-08-05 08:56 2.7M
@ OTRSCodePolicy-1.0.6.opm 2014-08-05 08:56 2.7M
Ei OTRSCodePolicy-1.0.7. 2014-09-13 14:46 2.8M

(B RTEREN G

@ ® & & @ il | @ B STRG-RECHTS

N yCTAHOBMTE ero B Bally cuctemy Ha Windows:
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e@k{’ http://localhost/otrs/index.pl?Action=AdminPackageManager L~-c || > Package Manager - Admin ... | |

Package Manager

Actions Online Repository

Browse... NAME VERSION VENDOR DESCRIPTION ACTION
= Install Package No data found.
|OTRS Extensions v

Local Repository

Update repository information

NAME VERSION VENDOR DESCRIPTION STATUS ACTION
v’ OTRSverify 1.0.7 The OTRS CloneDB package. installed
Hint
Did not find a required feature? OTRS Group Feature Add-Ons
provi heir contract customers with
exclus NAME DESCRIPTION
Required for a smooth deployment of OTRS in a High-Availability Environment
I + 0 I RS Adds a custom search for Config ltems regardiess of Cl classes.
+ Assign Services to Customer IDs or CustomerUsers.
Displays a message dialog while choosing a field, for example: SLAs.
Allocates tickets automatically to agents that have resources or suitable competences.
It's now possible to collect data from external databases in a dynamic field so it can be
searched for and stored in the ticket.
Restricts the access to customer data by parter |Ds.
Mewly created fickets can automatically be moved into configured queues, depending on
ticket and customer user settings. v
1 = ; o /E I 2:03 PM
i s = e - \% [0 B G P
I=n

© ® & & @ [ | @ 3] STRG-RECHTS

Ecnn y Bac Obinn yCTaHOBJIEHbl Kakume-To pacwmpenna OTRS/feature addons wnnwm
cobcTBeHHbIe pa3paboTku, Nnpobnem ObITb HE A0JIXKHO. Hago Tonbko ybeanTbcs, 4To BCe
N3 BallX YCTAaHOBJIEHHbIX NMaKeTOB TakK>XXe MMetoT COBMeCTUMOCTb C CUCTEMaMW Ha unix.
C naketamu, npenocTtasnsgeMmoiMn OTRS geno o6CTONT MMEHHO Tak.

4.1.3. Bknwouute yaaneHHbIn JocTtyn K 6asam post-
gresql Bawuen ueneBom cucreme
Ckpunt OTSRCloneDB ckonupyeT 6a3y AaHHbIX MO CeTW, ANA 3TOro AoJKeH 6biTb

BKJIIOYEH YAaJIEHHbIN AOCTYMN K 6a3am OaHHbIX. YCTaHOBKa pa3/inyaeTcs ANa pa3/InyHbIX
CYB[, Mbl 3gecb onuiwieM BKJIOYEHNE yOasleHHOro 4ocTyna K postgresql.

Mocne Bxona B Bally LiEIEBYO CUCTEMY C MCMNOJsIb30BaHMeM SSH, Heob6xoOMMo N3MeHNTb
nyTb K KaTanory postgresql:

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

[OobaBbTe cneayroLlyto CTPOKY B KOHel, hanna:
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listen addresses = '*'

CoxpaHuTe awnn.

shell> vi pg_hba.conf

OobaBbTe cneayloLLyo CTPOKY B KOHewl, hanna:

host all all 0.0.0.0/0 md5

CoxpaHuTe ann.

Mepe3sanycTuTe cepsep postgresql

shell> service postgresql restart

4.1.4. OctaHoBuTe cepBucbl OTRS

OcTaHoBUTE paboTalolme CepBUCHI Ha LeIEBO CUCTEME:

shell> service cron stop

shell> service apache2 stop

shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh stop

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

4.1.5. Cpenaunte "drop" cywecreyoweun bJl Bawen
LLesieBOM CUCTEeMbl, 4TOObI MMeTb NycTylo a3y ans
KJIOHUPOBAHUA BAaHHbIX

Ckpunt OTRSCloneDB He ypanseT paHHble B cyulecTBytowen 6aze OTRS, nosTomy
npuaeTcs 3TO caenaTh BPYYHYIO:

3aMeHunTe NnoJsib3oBaTeNId Ha Noib3oBaTenNs postgresql:

shell> su - postgres

OunctuTe cywecTeytowyto b otrs:

shell> dropdb otrs

CospanTe HoBYyw Bl OTRS gnsa nosb3oBaTens otrs:

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

BepHunTe nosb3oBaTens root:
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shell> exit

4.1.6. NMonyuntb naponb postgresql sawen b

Mepengnte B KaTanor OTRS Bawen LeneBon CUCTEMBbI:

shell> cd /opt/otrs

1 faBanTe NOCMOTPMM Ha KOHUIypaLMOHHbIN alin Ballen LLesieBON CUCTEMbI::

shell> less Kernel/Config.pm

Bbl HangeTe naposb s Bawewn bl ecnm HEMHOrO nNpoancTaeTe al BHU3:

B Hawem npumepe:

I188cm34A1B6xrl3

3anuwunTe napoJib, F,D,e-HI/IGy,D,b.

4.1.7. CKkonupyuTe Bawy BJl Ha Bawy uLesieByIl0 CUCTEMY

Mepekntoyntecb obpaTHO Ha cuctemy nog Windows w©  OTKpoMTe  MEHIo
agMunHncTpupoBaHmsa SysConfig. Boibepute rpynny "OTRSCloneDB" n nogrpynny "Con-
figuration":
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Dashboard | Customers | Tickets | Statistics Q

e@kﬁ’ http://localhost/otrs/index.pl?Action=AdminSysConfig;Subaction=' 0 ~ & || > OTRSCloneDB - SysConfig ... | |

[ @ — -
21 Windows Server 2012 wird ausgefart - Orace vM vinuaiox e i) S

SysConfig
Actions Result
| | Search | SUBGROUP ELEMENTS GROUP
E— _—
Navigate by searching in 1310 settings 5 OTRSCloneDB I

OTRSCloneDB (5) v

Navigate by selecting config groups

|.Z. Export settings |

|i:. Import settings |

Top of page e

TR e e =

231PM

[0 B PRV e s

© ® & & @ [ | @ 3] STRG-RECHTS

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

3Ha4YeHnaMn:

TargetDatabaseHost => 192.168.137.20 (3pecb Heob6xopMMO BBECTWM ip agpec Bawew LeneBow

CUCTEMBI)
TargetDatabase => otrs
TargetDatabaseUser => otrs

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

cucTeme)
TargetDatabaseType => postgresql
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e@kﬁ’ http://localhost/otrs/index.pl?Action=AdminSysConfig;Subaction= 0 ~ & || > OTRSCloneDE -> Configur... | | in) * ‘fé}

Dashboard | Customers | Tickets | Statistics Q

SysConfig
Actions Edit Config Settings in OTRSCloneDB -= Configuration
H | Go to overview |
&= CloneDB: TargetDBSettings
H
Key Content
|| TargetDatabase ofrs =
TargetDatabaseHost 192 168.137.20 @
TargetDatabasePw 188cm34A1BExr3 @
TargetDatabaseType postgresql @
TargetDatabaseUser ofrs =
@
Settings for connecting with the
target database.
CloneDB::SkipTables  Key Content
otrsclonedb_example_skip_table 1 @
@
List of tables should be
skipped, perhaps internal DB
tables. Please use lowercase.
W
¥ CloneDB::BlobColumns ey "

RSN NEEAL BT BE o

© ® & & @ [ | @ 3] STRG-RECHTS

Ons 3anycka ckpunta OTRSCloneDB HeobxoanMo NepekNtoHNTLCA B PEXXUM KOMaHAHOMN
CTpoku B Bawwen Windows otrs cucteme B KOpHeBOW KaTaJslor:

shell> cd "C:\otrs"

Ecnn Bbl ucnonb3lyeTe StrawberryPerl, To, BO3MO)XXHO, noTpebyeTcsa aKTUBUPOBaTb
obonouky perl:

shell> StrawberryPerl\portableshell.bat
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e e http://localhost/otrs/index.pl?Action=AdminSysConfig;Subaction= O ~ & = OTRSCloneDB -» Configur...

SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration

Go to overview

£ CloneDB: TargetDBSettings
oo Administrator: Command Prompt

icrosoft Windows [Version 6.3.96881] .
c>» 2813 Microsoft Corporation. All rights reserved. =

NUserssAdministrator>ed .. =
NUsersred .. =
Nrod otrs o

snotes PStravherryPerliportableshell. bat

skipped, perhaps internal DB
tables. Please use lowercase.

CloneDB::BlobColumns ey Content
article_attachment. content 1 =
article_plain body 1 S v
F bl S - [ G ey 2EPM
= =z 11/28/2014

CkpunTt OTRSCloneDB pacnono)eH B KaTasiore bin katanora otrs.

shell> cd "OTRS\bin"

3anyck ckpunta OTRSCloneDB:

shell> perl otrs.0TRSCloneDB.pl

Tenepb Bbl MOXETE YBUAETb HEKOTOPYO NH(POPMALIMIO O CKPUMNTE 1 ero napameTpax.
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€

% http://localhost/otrs/index.pl?Action= AdminSysConfig;Subaction= O = ¢ =" OTRSCloneDB -» Configur...

You are legged in as Admin

notrsNOTRENbin>

SysConfig sNotrs \OTRE hin>
notrsNOTRENbin>

i notrsNOTRENbin>
(e I\otrs\OTRS hin>
notrsNOTRENbin>

Fm (I T notrsNOTRENbin>

notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsSNOTRSShin > N
snotrsSNOTRSShin> =
notrsNOTRENbin>
notrsNOTRENbin> =
notrsNOTRENbin>
notrsNOTRENbin> =
notrsNOTRENbin>
notrsNOTRENbin> =
notrsNOTRENbin> -
notrsNOTRENbin> =
NotrssOTRSNbin> =
notrsnO0TRSSbin>perl otrs.CloneDB.pl

otrs.CloneDB.pl migrate OQTRE databases

opyright <(C> 2881-2811 OTRS AG. http:-sotrs.org/

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

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

: otrs.CloneDB.pl [-»] [-f1 [-nl

Clone the data into the target database.
Continue even if there are errors while writint the data.
Dry run mode. only read and verify. but don’'t write to the target databal

CloneDB::BlobColumns ey Content
- — . ,Q 7 325 PM
E Z) =0 @ = | - R A B DU e s
® & &P @ {3 | () [#] STRG-RECHTS

BHuMaHuMe... OWnbKn KoTopble NOABAAKTCA MpK 3anycke 6e3 napaMeTpoB FOBOPAT O
HEeBEPHOM MMeHu Bxoda onsa b nnn npobnemamm ¢ nogknovyeHnem kK CYbU.

Ecnn owinbok He 0bHapy»XeHOo, MPOBEPbTE, YTO YACTLIN 3aNyCcK MPOXoAuT yCNeLlHOo:

shell> perl otrs.0TRSCloneDB.pl -n
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e % http://localhost/otrs/index.pl?Action= AdminSysConfig;Subaction= O = ¢ =" OTRSCloneDB -» Configur...

. [2814-11-28 16:23:15]1 Checking signature...
SysConfig [2B14-11-28 16:23:151 Checking sla. ..
[2814-11-28 16:23:15]1 Checking sla_preferences...
Actions [2814-11-28 16:23:15]1 Checking smime_signer_cert_relations...
[2814-11-28 16:23:15]1 Checking standard_attachment...
[2814-11-28 16:23:15]1 Checking standard_template...
Go to overview [2014-11-28 16:23:15]1 Checking standard_template_attachment...

[2814-11-28 16:23:15]1 Checking system_address...
[2814-11-28 16:23:15]1 Checking system_data...
[2014-11-28 16:23:15]1 Checking ticket...

[2014-11-28 16:23:15]1 Checking ticket_flag...
[2814-11-28 16:23:15]1 Checking ticket_history...
[2814-11-28 16:23:15]1 Checking ticket_history_type...
[2814-11-28 16:23:15]1 Checking ticket_index...
[2814-11-28 16:23:15]1 Checking ticket_lock_index...
[2814-11-28 16:23:15]1 Checking ticket_lock_type...
[2814-11-28 16:23:15]1 Checking ticket_loop_protection...
[2814-11-28 16:23:15]1 Checking ticket_priority...
[2814-11-28 16:23:15]1 Checking ticket_state...
[2814-11-28 16:23:15]1 Checking ticket_state_type...
[2814-11-28 16:23:15]1 Checking ticket_type..
[2814-11-28 16:23:15]1 Checking ticket_watche
[2814-11-28 16:23:15]1 Checking time_accounting...
[2814-11-28 16:23:15]1 Checking user_preferences...
[2814-11-28 16:23:15]1 Checking USEFS...

[2014-11-28 16:23:15]1 Checking valid...

[2814-11-28 16:23:15]1 Checking virtual fs...
[2014-11-28 16:23:16]1 Checking uwal_fs_db...
[2814-11-28 16:23:16]1 Checking virtual_fs_preferences...
[2814-11-28 16:23:16]1 Checking web_upload_cache...
[2814-11-28 16:23:16]1 Checking xml_storage...

Dry run succesfully finished.

notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
notrsNOTRENbin>
:notrsNOTRENbin>

CloneDB::BlobColumns ey Content

s ONE

- - 423 PM
Show <
n Show hidden icons DEU 11/28/2014
@ ® & & @il | @ ®]STRG-RECHTS

Ha4HnTe KonuposaHue Bawen bl n "MonuTech":

shell> perl otrs.0TRSCloneDB.pl -r

MpuMep ycnewHoro BbIMNOJHEHUSA BbIrNAANT Tak:

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

Creating structures in target database (phase 2/2)

done.
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4.1.8. CKkonupyuTe cneayouwme pannbl U3 Balen win-
dows cucrtemsbl B ueneByro cucremy
Heobxoaunmo ckonmpoBaTb HEKOTOPbIE dalsibl U3 CTapO CUCTEMbI. DTO MOXKHO CAeNaTh,

Hanpumep, ¢ nomouibto "WIinSCP" (MOXXHO HanTu B MHTepHeTe no dpase "WinSCP").
CkonupynTe n3 Hee cnepyowmne annbl:

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

B Bally LleNeBYO CNCTEMY:

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

OTkponTte ann [opt/otrs/Kernel/Config/Files/ZZZAuto.pm B uUeneBOW cCuUcTeMe w
3aMeHunTe Bce nyTn Tuna "C:/otrs/OTRS/" Ha "/opt/otrs/"!

Ecnn Bbl Bpy4Hyto npasunu Kernel/Config.pm - ckonupynTe caefnaHHble U3MEHEHUs B
Lenesyt cmctemy. He konupymnte nx 1:1, T.K. B HOBOW cMCTeMe gpyrue HacTtponku b
M NyTn K channam!

4.1.9. NepeycTaHOBUTb BCe NaKeTbl

MNepeycTaHOBMTE BCE MaKeTbl C MoMoulbio MeHen)xepa NakeToB ANs MOJlyYeHUs BCex
[OMONHUTENbHbIX (hannoB 06paTHO.

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

shell> su - otrs

shell> cd /opt/otrs

shell> perl bin/otrs.DeleteCache.pl

shell> perl bin/otrs.LoaderCache.pl -o delete

shell> perl bin/otrs.PackageManager.pl -a reinstall-all

shell> exit

NcnpaBuTb BCe nNpaBa B Bawen OTRS cucteme cHoBa:

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

4.1.10. BoiknlouuTe yaoaJsieHHbIW oCTyn K 6asam post-
gresql Bawueun ueneBom cucreme

BbinonHMTEe ob6paTHO BCe wWarm, CAenaHHbIe NPU BKJIOYEHUM YyAANEHHOrO AOoCTyna K
6a3am postgresql B Ballen LeneBon cucTeme.

CMeHWTe KaTanor Ha postgresql:

shell> cd /etc/postgresql/9.4/main
shell> vi postgresql.conf
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YpanuTte cnenytouwyo CTPOKY B KOHeue anna:

listen addresses = '*!'

CoxpaHuTte dann.

shell> vi pg hba.conf

YpanuTte crnenylollyo CTPOKY B KoHelle dalina:

host all all 0.0.0.0/0 md5

CoxpaHuTe dann.

Mepe3anycTuTe cepsep postgresql

shell> service postgresql restart

4.1.11. 3anyck cepsucoB OTRS

3anycTuTe CepBUCHI Ha BalLENn HOBOW CUCTEME:

shell> service cron start

shell> service apache2 start

shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh start

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

Tenepb Bbl cMoxeTe BonTu B OTRS B 6Bpay3epe ueneson cuctembl M pabotatb C
MMMOPTUPOBAHHLIMUK AAHHBLIMU U3 CTapon cuctemMbl Ha Windows.

5. ObHoBNneHume c 3.3 no 4

TN MHCTPYKUUM NpedHa3sHayvyeHbl ong Tex, KTo nepexoant ¢ OTRS 3.3 K 4 nnm c 4 K
6onee no3gHum patchlevel pennsam 4 n npumeHuUMsl K 06onm cnocobam obHoBIEHNA N3
RPM 1 13 ncxoaHbix kogos (tarball).

Ecnn Bbl paboTaeTe Ha paHHUX Bepcumax OTRS, TO A[O/MKHbI CrlefoBaTb TakKoOMy
nopsaky obHoBneHus - cHavyana ao 3.3 (1.1->1.2->1.3->2.0->2.1->2.2->2.3->2.4->3.0-
>3.1->3.2->3.3)! Bbl O0/I>KHbI BbIMOJIHNTbL MNOJIHOE OOHOB/IEHNE OO0 Ka)kAoW Bepcun B
NMpoMeXXyTKe, BKJIlo4Yas U3MeHeHunsa cTpykTypbl B n perl-ckpuntoB o6HoBNEHUS.

MNMomMHMTE, 4TO ecnn Bbl AenaeTte obHoBneHne ¢ OTRS 2.2 nnn 6onee paHHeN, Bbl AOJKHbI
BbIMOJIHUTb AOMOJIHATENbHBIN LWar.

BHYTpu OLHOW BepcuU, Bbl MOXeTe MPonyCcTUTb MPOMeXYTOo4YHble penusbl/patch level
npu obHoBNeHNN. K npumMepy, Bbl MOXKeTe NpoBecTn obHoBneHne npsamo ¢ OTRS 4 patch-
level 2 po Bepcun 4 patchlevel 6. Ecnn Bbl Xenaete BbINOHUTL Takoe "patch level”
obHoBNEeHWe, Bbl 4OMKHBI NpOoNyCTUTL warn 6, 11, 13 n 14,

HacToAaTenbHO peKoMeHOyeM BbINOJHUTL CHavasla TecToBoe 0OHOBJIEHME B OTAELHON
TecToBOW cpefe.
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5.1. WWar 1: OctaHOoBUTe BCe
COOTBETCTBYIOLLUE CNYXXObI

Ybepontecb, 4HTO HUKaKMe CepBUCbl AN 3afaHnsa cron, KoTopble obpawatoTca K OTRS
He BbINOJIHAKTCA. 3TO 3aBUCUT OT KOH(Urypauum Ballen CUCTEMbI, Aajiee npmeeeH
npumep:

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

OctaHoBuTb OTRS cronjobs u MnaHnpoBLUKK (B cnefytoLleM rnopsnke):

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

5.2. Lllar 2: BoinonHuTe pe3epBHOe
KonumposaHume coaep>xmmoro nanokKk Huxe /
opt/otrs/

* Kernel/Config.pm

» Kernel/Config/GenericAgent.pm

» Kernel/Config/Files/ZZZAuto.pm

e var/*

* a Tak>Xxe 6a3bl AaHHbIX

5.3. LLlar 3: YoeauTech, UTO Bbl CO3A4aJIU
pe3epBHYIO KOMNMUIO BCeX AaHHbIX ;-)

5.4. LLlar 4: YcTaHOBUTE HOBYIO Bepcuio/
penus (u3 tar-apxusea nnam ¢ nomouwibio RPM-
nakeToB).

5.4.1. War 4.1: C nomouwbio tarball:

shell> cd /opt

shell> mv otrs otrs-old

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

5.4.1.1. BocCTaHOBUTb CTapble KOH(pUrypaumoHHoie cannsl
* Kernel/Config.pm

* Kernel/Config/GenericAgent.pm
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» Kernel/Config/Files/ZZZAuto.pm

5.4.1.2. BocctaHoButb TicketCounter.log
YTobbl nocne obHoBneHns OTRS npoao/mKua HyMepoBaTb 3asaBKW MNpaBUIbHO,
BoccTaHoBuTe TicketCounter.log B /opt/otrs/var/log/. 9To 0COBEHHO Ba>kHO, €caun
Bbl UICNOJIb3yeTe rnocsiefoBaTesbHY0 HyMepaLnio 3asBOK.

5.4.1.3. BOCCTaHOBMTb AaHHbIe CTaTbM

Ecnn Bbl HacTpounm xpaHeHue paHHbix coobuweHunn/zametok B OTRS B dhannosomn
cucTeme Hy>XHO BoccTaHoBUTb article nanky B /opt/otrs/var/.

5.4.1.4. YcTaHOBKa npaB aocrtyna K ¢aunnam.

BbinonHuTte

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

CHeO6XOﬂMMbMM1ﬂﬂﬂBameﬂCMCTeMblHpaBaMM.HaHpMMeQ

* Web server paboTatowmn kak nonb3osatens OTRS:

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

* Webserver c nonb3oBatenem wwwrun (Hanpumep B SUSE):

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

* Webserver c nosnb3oBaTtenem apache (Hanpumep, Red Hat, CentOS):

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

* Webserver c nonb3oBatenem www-data (Hanpumep, Debian, Ubuntu):

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

5.4.2. lllar 4.2: C noMmowwbio RPM:

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

B aTom cnyyvae o6bHoBneHne n3 RPM aBTOMaTM4YeCKM BOCCTaHaB/MBAET CTapble
KOH(UTYypaLMOHHbIe haisibl N yCTaHaBAMBAET HY>XXHble NpaBa Ha haibl.

5.5. lar 5: NpoBepka Tpedbyembix Perl
MoayJsieun

MpoBepbTe Hann4me Bcex TpebyeMbix perl Moaynen n LoycTaHOBUTE Te, KOTOpble MOrn
6bITb NPOMyLLEHbl MO Pa3HbIM NPUYUHAM.
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shell> /opt/otrs/bin/otrs.CheckModules.pl

5.6. LLlar 6: MpuMeHeHune oOHOBJIeHUU Oa3bl
AAHHbIX

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

MpumevaHne: HoBble Tabnuubl, co3pgaHHble B npouecce MySQL UPGRADING 6ynyTt
COo3[aHbl C METOA0M AOCTYMNa No yMO4aHUIo, yCTaHOBJIEHHOM B BaweM MySQL cepsepe.
B MySQL 5.5 npumeHsieTcsa HoBbil MeTon - InnoDB. Ecnm cywecTtBytowmne Tabnmusbl,
HanpuMmep, "users", MMelT MeTon A[0oCTyna, Hanpumep, MyISAM, MoXxeT MNosSABUTLCS
coobuieHne 06 ownbke Npu Co3gaHNN BHELLHUX KIOYEN.

NMeeTcs OBa BapuaHTa: Bbl MOXXETE U3MEHUTb CTaHAapTHLIN MeTod mocTyrna MySQL
06paTHO B MyISAM, npu 3TOM HOBble TabnuLbl Oy AyT UMeTb TOT )Ke MeTOo/, YTO U CTapsble,
WSV MEPEHACTPOUTL CyLLIeCTBYOLINE Tabnmubl Ha ncnonb3oBaHue InnoDB.

JNiobble npobnemsbl, CBA3aHHbIE C UCMOMb30BaHMEM MeToAa AocTyna byayT oTpakeHbl
B oT4yeTe ckpunTa otrs.CheckDB.pl. BeinonHUTEe ero ana obHapy>XeHnsa BO3MOXHbIX
npobnem.

shell> cd /opt/otrs/
shell> bin/otrs.CheckDB.pl
shell> cat scripts/DBUpdate-to-4.mysql.sql | mysql -p -f -u root otrs

5.6.1.2. PostgreSQL:

shell> cd /opt/otrs/
shell> cat scripts/DBUpdate-to-4.postgresql.sql | psql --set ON ERROR STOP=on --single-
transaction otrs otrs

5.6.2. LLlar 6.2: Ckpunt murpauumu b

BbinonHUTE CKPUNT A8 MUrpaummn (Kak rnosib3oBatesnb otrs, HE Kak root):

shell> scripts/DBUpdate-to-4.pl

He npononxkanTe npouecc 06HOBMEHUS, €CIN 3TOT CKPUNT oTpabaTbiBaeT HEMPABUJIbHO,
no BalLleMy MHeHWUto. IHa4ve, Bbl MOXKETe NMoTepsiTb AaHHbIE.

5.7. LLlar 7: CobcTBeHHble TeMbl

MpumevaHne: Tembl OTRS 3.3 n OTRS 4 HE coBMecTMMbl Mexay coboi, Tak 4TO He
NCNonb3ynTe cTapble TeMbI!

Tembl pacrniosioxxeHbl B /opt/otrs/Kernel/Output/HTML/*/* . tt.

Obpawaem BHUMaHMe, 4To OTRS 4 Tenepb MCNOJIb3yeT HOBbI MexaHu3M WabnoHOB
OCHOBaHHbIN Ha Template::Toolkit. Bce kacTomMmsnmpoBaHHble WabAOHbI A0JIXKHbI ObiTh
npeobpasoBaHbl N3 DTL B HoBbIN dopmaT. YnTanTe PykoBoACTBO pa3paboTymka gons
beTasnbHbIX NOACHEHWUA,
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5.8. LLar 8: ObHoBNeHue KOHUrypauum Kawa
M yOaNeHUA AAaHHbIX K LUen.

BbinonHuTe (Kak nonb3oBaTeNb 0trs, He Kak root):

shell> bin/otrs.RebuildConfig.pl
shell> bin/otrs.DeleteCache.pl

5.9. lUar 9: Nepe3anycTuTe CEPBUCHI

B T.4. (3aBuCALLME OT UCMONb3YIOLIMXCA YCNYr):

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

Tenepb Bbl MOXeETe BOMTN B cncremy.

5.10. LLUar 10: NpoBepbTe YCTaHOBJIEHHbIE
nakeThbl

Note

MakeTbl OTRS oT 3.3 HE coBMecTuMbl ¢ OTRS 4, No3TOMY Hafo nepeycTaHOBUTb
o6HOBNEHHbIE NaKeThbl!

Cnepytowme nakeTbl 6yayT aBTOMaTUYECKM OEWUHCTaNIMPOBaHbI MOCse mnpouecca
obHoBNEHNA (ecnn Bblnn YCTAaHOBNEHbI paHee):

» OTRSGenericinterfaceREST
* OTRSMyServices
» OTRSStatsRestrictionByDateTimeDF

* Noppepxxka

5.11. War 11: lNpoBepbTe 3apaHUA
NMnaHupoBLiuKa 3apa4dy/GenericAgent

Ecnn y Bac umetoTcsa 3agaHuna GenericAgent/lnaHnpoBLUMKa 3a4a4 (MK, fake Kakue-
TO cob6CTBEHHbIEe pa3paboTKM), KOTOpble aBTOMAaTUYECKM YCTaHaBAMBAKOT 3Ha4YeHMS
OVHaMunyeckux nonen ProcessID nnun ActivitylD, Heobxoammo 06HOBUTL YCTAHOBKY 3TUX
nonen B HoBbIN opmaT long EntitylDs, KoTopble reHepupytoTca ckpuntom DBUp-
date-to-4.pl.

5.12. lWWar 12: ObHoBNeHue U aKTuBaLuA
nJaHUpPoOBLUMKA 3aaaud cronjobs

B OTRS ecTb HECKOJIbKO CTaHOapTHbIX 3agaHun cron B danne /opt/otrs/var/cron/
*.dist. Ond ux nNpuMeHeHus cKonmumpymTe mx B dana, onycTUB B OKOHYaHUU ero
nMeHun pacwmnpeHne ".dist". BbinosHNTe 3TO, 4TOObl ObITb YBEPEHHBIM B TOM, YTO Bbhl
ncnosib3yeTe nocnegHne BepCcun 3agaHnm cron 1 BHOBb BKJIIOYEHHbIE 3a4aHus.
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shell> cd /opt/otrs/var/cron
shell> for foo in *.dist; do cp $foo “basename $foo .dist’; done

lMpoBepbTe CKOMMPOBAHHbLIE (alsibl N CcOeNalTe HYXHble W3MEHEHUS, KOTOpble Bbhl,
BO3MOXHO pJenanun. [Onsa npuMeHeHns >STuUx cronjobs B Bawen CUCTEME MOXXHO
ncnosb3oBaTb CKpunT Cron.sh. YbeonTtech, 4TO Bbl 3aNyCKaeTe OT UMEHU MNOJIb30BaTENSA
otrs!

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

ITO Tak>Xe NpuBOoAUT K 3anycky lMNnaHuposwmnka OTRS.

5.13. WWar 13: ObHoBNneHue KoHpuUrypaumm
0a3 paHHbIX KJIMEHTOB

Ecnn Bbl ucnonb3yete BHewHwe BJI knueHToB M 3Tm 6a3bl HE npepmocTtaBnsoT
onpefeneHHblx ansa OTRS nonen create time, create by, change_time u change_by,
yCTaHoBUTe 3HadyeHue ForeignDB => 1 gna $Self->{CustomerUser} n $Self->{Cus-
tomerCompany} (cMm. Kernel/Config/Defaults.pm).

5.14. LLUar 14: NepecTpoMKa UHAEKCOB 3afABOK

BbinonHuTe bin/otrs.RebuildTicketIndex.pl ons o6HOBNEHNA NHOEKCOB 3a59BOK. DTO
MOXXHO caenaTb B (DOHOBOM pexmme OJia rnepecyeTa HOMEPOB 3asABOK AJ19 dKPAHOB
o630pa ovyepepnen. Tenepb MOXXHO NOJIb30BATbCSI CUCTEMOW.

5.15. WWar 14: bpaBo, npoLecc 3aKOH4YeH!

6. JlononHuTEeNbHbIE NPUJIOXKEHUA

Ona pa3swmnpeHns GyHKLMOHaNbHOCTU OTRS-hperiMBOpKa, MOXHO TaK)Xe YCTaHOBUTb
OOMNONHUTESNbHbIE MaKeTbl MPUIOXKEHUA. ITO MOXHO caenaTb C NMOMOLLbID MeHeaxXXepa
nakeToB 13 MNaHenn AODMUHUCTPUPOBAHMNSA, KOTOPbLIN 3arpy>XaeT NPUIOXKEHUS N3 OHNanH
peno3nTopua U ynpasngaeT 3aBUCMMOCTAMU MeXAY 3TUMN NakeTaMu. TakxKe NpuaoxxeHus
MO>XHO YCTaHOBUTb U3 JIOKaJIbHbIX (haioB..

6.1. FAQ (YacTto 3apaBaeMblie Bonpochl)

FAQ - 370 KOMMOHeHT ba3bl 3HaHUN. OH NO3BOSISET pedaKTMPOBaTb U MpPoCMaTpMBaTb
ctaten FAQ . CTaTbM MOXKHO MpoCMaTpMBaTb U OrpaHU4YMBaTb K HUM LOCTyN
0N areHToB, KJ/MEHTOB M aHOHUMHbIX MoJsib3oBaTenen. TakXe OHU MoryT ObiTb
CTPYKTYPUPOBaHbI Mo rpynnam 1 6biTb NPOYUTaHbI Ha Pa3/INYHbIX A3blIKaX.
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Chapter 3. lNepBble Warum

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

1. Beb-uHTepdenc pnsa areHToB

AreHTCcKni Be6-I/IHTep(ZDEI7IC rnossosdeT areHtaM oOTBe4YaTb Ha BOMPOCblI KJINEHTOB,
Co3aaBaTb HOBble 3adABKW ON14 KJIMEHTOB W areHTOB, CO3JaBaTb 3asdABKW Ha OCHOBE
Tene(bOHHbIX 3BOHKOB KJINEHTOB, NMNCaTb W pPefakKTUpPOoBaTb 3alunucum FAQ-MO)J,yJ'IH,
PeNAKTUPOBATb AaHHbIE KJIMEHTOB U TaK Oallee.

Mpeanonoxum, 4to OTRS pocTyneH Mo ccbuike http:/www.example.com, Takum
obpasoMm, areHTbl n OTRS-agMmnHMCTpaTOopbl MoryT BonTtu B OTRS HabpaB B CTpoke
bpay3epa cnepytownnn URL-agpec: http://www.example.com/otrs/index.pl (cMm. PucyHok
Hnxe).

Welcome to OTRS 4

#* Username:

» Password:

Login

PucyHoK: AreHTCKnvi MHTepgevic, 3KpaH Bxoa.

2. NMonb3oBaTenbLCKku Bedb-uHtepdenc

B OTRS KAWeHTbl WMMelT OTAeNbHbIn Beb-nHTepdenc, C MnoMOoLLbI0 3TOro Beb-
MHTepdenca oHWM MOryT CO3[aBaTb HOBble Y4YeTHble 3anncu, MpocMaTpmBaTb
cobCTBEHHbIE 3a51BKM, CO34aBaTh U PpeAaKTUPOBaTb 3a59BKU, U3MEHATb HAaCTPOMKMN CBOEN
y4eTHOW 3annucu v T.4.

Ncnonb3ysa Bbile MNPUBEOEHHbLIA MpuUMep, CTpaHuua Bxoda [AON19 KAMEHTOB Oyaert
[OCTynHa rno ccolyke http://www.example.com/otrs/customer.pl (CM. PUCYHOK HUXXe).
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Example Company

Login

Not yet registered?

PucyHok: lNMonb3oBaTenbCKkni BE6-MHTEPGEVIC, CTpaHULa BXoaa.

Log In

>4< OTRS

3. ObwenocTynHbin Beb-uHTepdenc

B nonosiHeHWe K BebG-uHTepdency ana areHToB u knveHTtoB, OTRS nMeeT OTKpPbLIThIN
Beb-nHTepdelic, NnpenocTaBnsaoWniA AocTyn K FAQ-Moay o, KOTOPLIN YCTaHAaBIMBAETCS
oTaenbHo. OH npenocTaBAsieT OTKPbITHIA AocTyn K FAQ-cucteme M MNo3BONASAET
nosib3oBaTenaM 6e3 aBTopu3aLunm UCKaTb MHDOPMaLMIO B Ba3e 3HaHWA.

B Hawem npumepe obwwun Beb-nHTepdenc bypetr poctyneH no ccobiike: http://
www.example.com/otrs/faq.pl , http://www.example.com/otrs/public.pl

Example Company

FAQ Explorer

FAQ

Subcategories

NAME COMMENT

Bugzilla Reporting bugs

Feature AddOns FAOs

OTRS Framework Questions and answers about OTRS
FAQ Articles

FAQ# Al TITLE CATEGORY

No FAQ articles found.

PucyHok: ObLn Beb-nHTepgheic.

SUBCATEGORIES

0
0
0

LANGUAGE

4. NepBoe NnpuMeHeHuUue

FAQ ARTICLES
1
1
1

>{/ OTRS

Search

‘Wildcards are allowed

Q, Advanced Search
Latest created FAQ articles

Feature AddOns - en - public (all) - 12/03/2014 00:54
Buggzilla - en - public {all) - 12/03/2014 00:53

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

Latest updated FAQ articles

Feature AddOns - en - public (all) - 12/03/2014 00:54
Buggzilla - en - public {all) - 12/03/2014 00:53

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

Top 10 FAQ articles

MNepenanTe K CTpaHULIE BXOOA, KakK 3TO OMNMUCaHOo B pa3aenie AreHTCKuin Beb-uHTepgeinc

Beenute MMs nosb3oBaTensa U Mapoib. BBuay Toro 4To Mnocsie HOBOW YCTaHOBKW
B CMCTEMe HEeT HU OJHOro 3aperucTpMpoBaHHOrO MOJb30BATENs, BONAUTE B MEPBLIN
pa3 ¢ npaBaMmy OTRS-agMUHUCTpaTOpa, WUCMONbL3ya OA8 3TOro MMSA MoJib30BaTess

'root@localhost' u naponb 'root'.
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Warning

[daHHble [oCTyna 3TOro akKayHTa [AeWCTBUTEeNbHbl AN KaXKAouW Konuu
HOBOYyCTaHoBNEeHHOW cucTembl OTRS. IMeHHO mo 3Ton npu4dmnHe naposb OTRS-
agMuHUCTpaTopa HeobXoOMMO WU3MEeHUTb KakK MOXHO 6bicTpee. 3TO MOXXHO
caoenaTb nocsie Bxoja B CUCTeMy C MNpaBaMu agMMHUCTpaTopa nepengs no
ccbinke preferences.

Ecnu He xoTuTe BXoOUTb B cucTemy ¢ npasaMmu OTRS-agMuHMUCTpaTopa, NpocTo BBeguTe
MMS 1 Naposib CBoero 0bbIYHOro areHTCKOro akkayHTa.

B cnyvae, ecnu Bbl 3abblM Naposib BCerga MOXHO OTMPaBMTb 3anpoc B CUCTEMY OIS
NoJly4eHNs HOBOro. [1718 3TOro MpPoCTO Ha>KMUTE Ha CCbIJIKY, KOTOpas HaxoAuUTCs nog,
KHOMKoW Bxopn, BBeAuTe agpec CBOEN 3NEKTPOHHOW MOYTbl, KOTOPbIA Bbl YKasaan B
HacTporkax ceoero OTRS-akkayHTa u HaxMnTe KHOMNKY OTnpaBuTb (CM. PUCYHOK).

Request New Password

* Usemame:

Request New Password

PucyHok: 3arnpoc Ha BOCCTaHOBJIEHUE MapoJis.

5. Be6-unrepdgenc - oosop

Mocne ycnewHoro Bxoda B CUCTEMY, Bbl MoMafaeTe Ha cTpaHuuy Hdanpxxecta (cm.
PUCYHOK HUXXE) 1 NonyvyaeTe OOCTYM K MEHIO CUCTEMbI M MKOHKaM 6bicTporo focTyna.
B Hen oTobparkatoTca Bawwn 3ab/10KMPOBaHHbIE 3a8BKW, C HEE MOXXHO ObLICTPO NepenTn
K MpocMaTpy: o4yepenen, CTaTyCcoB M 3CKalalMii, CO34aHNI0 HOBbIX 3as8BOK, Ha OCHOBE
TenegoHHbIX 3BOHKOB W 3JIEKTPOHHLIX MMUCEM. Tak)Xe OHa MpeaocTaBfseT KpaTKylo
CBOJKY MO HOBbIM, OXKNAAIOLWMM, 3CKaIMPOBAHBLIM 1 OTKPbLITbIM 3asiBKaM.

49



OTRS

Real Services

% O

Dashboard  Customers  Tickets  Statistics  Admin Q

Dashboard
Reminder Tickets b Settings

My locked tickets (0) 7 Day Stats

TICKET# AGE TITLE 10
none
8

Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none 2

New Tickets Sat Sun Mon  Tue  Wed  Thu

Al tickets (1
ic 4] Upcoming Events

TICKET# AGE TITLE
1578d 11 h Welcome to OTRS! nane

Open Tickets / Need to be answered OTRS News

Al tickets (0)

TICKET# AGE TITLE
none

Ticket Queue Overview

QUEUE NEW OPEN PENDING REMINDER TOTALS
Raw
TOTALS

PucyHok: lNaHenb yripaBaeHvsi Beb-nHTepgerica areHToB

Onsa 6onbwen sacHocTu, obwunin Beb-nHTepdenc paspeneH Ha HeCKOJIbKO YacTten /
obnactenn. B BepxHen 4acTu OKHa oTobparkaeTcsa CTpoka c obuwen nHpopmauuen:
UMS  MoJib30BaTesif, KHOMKA BbIXO4a, WKOHKW, oTobparkalolime KOAM4ecTBO
3a610KMPOBaHHbIX 3a5BOK M MO3BOAAIOT MNPAMON AOCTYN K HUM, CCbIIKU A5 CO34aHUA
HOBOW 3asiIBKW Ha OCHOBe TenedOHHOro 3BOHKa WA COOBLLEHUSA SNEKTPOHHOW MOYThHI.
Tak>Xe eCTb MKOHKW N1 MpocMoTpa uHdopmaummn ob ovepensx, CtaTycax v ackanaumax.

Moo WKOHKaMW HaxoAWTCH HaBUraumMoHHasa cTpoka. OHa noKa3blBaeT MeHIo,
no3ponsiolMe nepexoanTb K pasHbIM MOAYAAM CUCTEMbl U MO3BOJISET BbINOJHATH
HekoTopble rnobanbHble AencTBUA. Mpu HaXaTum Ha KHonky [laHenb YnpasneHus
Bbl nepenpgete Ha CcTpaHuuy [laHenu WHCTPYMEHTOB, KOTopas MO YMOJHaHMUIo
oTobparkaeTcs nocsie BxoAa B CUCETMY. ECNn HaXKaTb CCbIJIKY MeHI0 3a8BKU, OTKpPOeTCH
nogMeHto, NpepnaratoLlee pasjiniHole 4eCTBUS, AONYCTUMbIE Haf 3asaBKaMu: CO3aHune
HOBOW 3a8BKW (Ha OCHOBe Tesie(POHHOr0 3BOHKAa MK COObLLEeHNS SNEeKTPOHHON MOYThI),
MONCK KOHKPETHbIX 3a9BOK. KHoNMKa OT4YeThl TakXXe SBJISeTCA HaCTbio MEHIO U MO3BONAET
NnpocMaTpMBaTh CYLIECTBYIOLWYIO CTaTUCTUYECKY WHGopMauuio, co3fgaTb HOBYH a
Tak>xe Npon3BOAUTb MMMNOPT CYLLECTBYOWEN CTaTUCTUKK. KHOMKa KnneHTbl No3sonseT
nepenTn Ha CTpaHuuy YnpasneHus KnuneHTamu. Ons agMUHUCTPUPOBAHUSA CUCTEMBI
Ha>XMUTe KHOMKY AOMUHNCTPUpPOBaHne. Ha 3Ton CTpaHmLe MOXKHO CO34aBaTb akKayHThI
ONs Opyrux areHToB, odyepean 1 T.4. Ona noncka 3asBOK UCMOJIb3ynTe KHOMKY Mounck.

Ecnn ycTtaHoBsieHbl OOMNOJIHUTENIbHbIE MPUNOXKEHUSA, Takue Kak, Hanpumep, FAQ mnnu
Onpochkl, KHOMKW B MEHIO AJ19 nMepexofa K HUM TakXe oTobparkatoTcs.

KpacHas nosioca, KOTopas HaxoguTCa MO MNaHesblo HaBurauunm npefHasHayYeHa Ans
oTobparkeHns pa3/INYHbIX CUCTEMHbIX cooblieHnn. Ecan BoMTn B CMCTeMy C nNpaBaMu
OTRS-agMunHucTpaTopa, byneT BoiBefeHo coobuieHne 0 TOM, 4TO B CUCTEMe He crieayeT
paboTaTb C NpaBaMy agMUHUCTPATOPA.
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Moa Ha3BaHWSMU pa3fefioB, KaXkAbli U3 HUX HaxXOAWUTCS B OTHOe/bHOM 6/0Ke ecTb
HECKONIbKO MOJZpa3fesioB, COAEPXKALLUUX CCbIIKA U MOACHEHUS 006 UX comep>XaHuu u
NCMOJSIb30BaHUMN.

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

B HMXHenm 4acTu 3KpaHa oTobpakaeTcsa "moasan" camta (cMm. PucyHOK Huxe). OH
COAEPXUT MpsAMble CCbINIKN Ha opuumanbHbin canT OTRS nan ccbinky ANs nepexofa Ha
Ha4aso cTpaHuubl. TakXxe, MoxxeT oTobpakaTbca Bepcmsa OTRS.

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

PucyHOK: HUXCHWY KOJTOHTUTY .

6. MaHenb YnpasneHusa/fanpxecT

dKpaH [Hdanp)kecta 3TO rnaBHas CTpaHULA@ CUCTEMbI, 34eCb Bbl MOXXeTe yBUAOETb
MHpopMaLMIo O 3asiBKax W APYrux OaHHbIX, CBA3aHHbIX C paboTon Hag HUMK. 3TO
0O/HKHO 6bITb HaYasIbHOW TOYKOM MoBCeaHEeBHOW paboTbl areHTa, N0 YMOMYaHMIO Ha
Hen NpeacTaBieH KpaTKui 0630p 3a9BOK, KOTOPbIE OTJI0XKEHbI, 3CKa/IMPOBaHbl, HOBbIX U
OTKPbITbIX 3a8BKax U HEKOTOpas Apyras, nosesHasa nHhopMaumns.

BaXXHbIM AOCTOMHCTBOM 3KpaHa [HdanaxecT sBJSeTCA ero nojHas HacTpaMBaeMoCTb.
9TO 03HayaeT, YTO Bbl MOXKETe HAaCTPOUTb KaXKAYyl M3 4acTel 3KpaHa, CKpbiBas wUaun
oTobpaxkas nx. Mo>xxHo n3MeHaT Habop 1 NopsafoK oTobparkeHns KOJIOHOK B Tabauuax,
MEHATb B HUX MOPSALOK COPTUPOBKU U Np. Ka)kablh U3 3N1eMeHTOB Ha3biBaeTca "BuaxeTt".
B cucteme nmeetcs Habop roToBbIX BUAXKETOB, HO MOAYJIbHAaA CTPYKTYpa 3KpaHa rotosa
K JIerkon nHTepauum B Hee nosib30BaTesIbCKUX BUOXKETOB.

B neBon KOJIOHKE HaxoaAnTCa MHOPMaLMA 0 3as9BKaxX: HaNOMUHaHWSA, 3CKasaunm, HoBble
NN OTKPbITbIE. B KaXaon U3 KaTeropmm Mo)XXHO NPOCMaTPMBaTh BCE 3a89BKU, K KOTOPbIM
y BaC eCTb AOCTYM, CKOJIbKO 3a8BOK 3ab/10KMPOBAHO U CKOJIbKO HaxoamTcs B "Moux
Ouyepepnax". ECTb, TakXe Apyrve BUAbl BUOXKETOB U BCE OHU OMNMCaHbl HUXE.
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Dashboard
Reminder Tickets

My locked tickets (0)

TICKET# AGE TITLE
none
Escalated Tickets

All tickets {0)

TICKET# AGE TITLE
none

New Tickets

Al tickets (1)

TICKET# AGE TITLE
1578d 11 h ‘Welcome to OTRS!

Open Tickets / Need to be answered

All tickets (0)

TICKET# AGE TITLE
none

Ticket Queue Overview

QUEUE NEW OPEN PENDING REMINDER TOTALS
Raw
TOTALS

Bua>xeTbl neBor CTOpoHbl JanaxkecTa.

* Bua>keThbl CMIUCKOB 3a4BOK
Bupo>eTbl 3TON KaTeropum UMEKT MNPUMEPHO OAMHAKOBLIA BUO W CMbICA. OHWK
oTobparkaloT CNMCKN 3asBOK B ONpedesieHHbIX, 3a4aHHbIX, COCTOSAHUAX. KonnyecTteo
CTpok B Tabnmuax, Habop KOJIOHOK N NX NOPAAOK OTOBparkeHMs HaCTpauBaeTCs C
MOMOLLbIO KHOMNKK "lapameTpbl” (OHa NOSABAAETCA NPU HaBELAEHUWN YKa3aTesd MbIn
Ha MNpaBbll BEPXHUW Yron BUAXKETa). DTN BULXKETbl NOALEPKMBAIOT crenyloline
PUnbTPbI:
¢ Mown 3a6710KMpPOBaHHbIE 3a5IBKU

Cnucok 3abnoKnpoBaHHbIX 3a8BOK areHTa.

¢ Mown HabnogaeMble 3a9BKU

3asBKM areHTa, KOTOpble HaxoA4sTCs B Cnucke Habnwogaembix. [lapameTp
Ticket::Watcher nonxxeH 6bITb BKJIIOUYEH OJ1S UX OTOOpParkeHus.

e 3asABKWN, roe s OTBETCTBEHHbIN

3asBKW, AON19  KOTOPbIX areHT  SBJASETCA  OTBETCTBEHHbIM. [lapameTp
Ticket::Responsible nonxxeH 6bITb BKAOYEH, 4TODOLI 3TOT PUNbTP paboTan.

* 3a8BKN B MOUX o4epensax
3a8BKU B o4epensax, KoTopble oaa areHTa 3afaHbl Kak "Mown o4yepegn.
e 3asaBKNM B Mounx cepsucax

3asBKU, KOTOPbIM Ha3Ha4YeHbl CEPBUCHI, YKa3aHHble areHToM B "Moux Cepsucax" un
HaxoOAaTCsA B o4epensx, rae areHT umeeT xoTsa 6bl NpaBa - TO/IbKO YTEHKe - ro.

e Bce 3asBKu

Bce 3aaBKUM OOCTYMNHbIE areHTy.

52



OTRS

Real Services

DTN BUOXKETbI:
* 3a8BKN C HANOMUHAHUEM
OTnoOXeHHble 3a8BKMW, Y KOTOPbIX Ha3Ha4YeHHaa faTta HanoMMHaHUA HacTynuna.
* DCKaJIMpOBaHHbIE 3a8BKU
3CKampoBaHHbIe 3asBKU
* HoBble 3asBKN
3asaBKM nmetowme coctosHue "Hosas/New".
* OTKpbITble 3asaBku / OXXngawT oTBeTa
3aABKN B COCTOSAHUM "OTKpbITa" 1 roToBbl 41 paboTbl C HUMN.
KaneHpapb cobbiTuin No 3asaBKam

CobbiTne KaneHgaps (48 3Toro BMAXKEeTa)3adaeTCcsa Npu CO34aHUN HOBOW 3asiBKW.
OyHKUuna KaneHpapb cobbiTuin 0N 3asd9BOK AO/DKHa 6biTb BKAOYeHa u TpebyeTcsa
HaJlInyme OBYX HOBbIX MOJIEN Ha SKpaHe Co34aHns 3asiBKM, OAHO AJ1 BpEMEHU Havaa n
BTOpOE AJ151 BpEMEHUN OKOHYaHUSA COObITUSA. DTN 3HAYEHMA ONPeaenatoT AJINTENbHOCTb
cobbITus.

BuokeT MoXeT oTobpakaTbCs B C/edylolux NpeacTaBieHUsax: Mecsl, Heaens u
JleHb, N areHT MOXKET MOXKET NMepefiBUraTbCs Mo LLKaie BPEMEHU, CMO/b3Ys CTPENKN
BMpPaBO 1 BJIEBO.

Kak 6b1s10 0TMeYeHOo paHee, TOJIbKO BKJOYEHUS BUO)XeTa - HegoCcTaTo4Ho. B cuctemy
Jo/xxkHa 6biTb gobaBneHa napa guHaMmyeckmx nosien "LdaTa/Bpemsa" (ncnonb3ymnte
0J19 3TOro naHesb HaCTPOMKWN OUHaAMUYEeCKUX nosen B MNMaHenn AgMUHUCTpaTOpa) U
yKa3aTb MX B HacTponkax sBugxxeTta B SysConfig. Oba nonga gosxkHbl 6bITb yKa3aHbl 414
oTobparkeHna Ha 3KpaHaX CO3[aHUs 3asBOK, 3aMoJIHEHbI MPU CO3OaHUN 3a8BKU UK
npu OpyroMm OencTsun, No3sonstowemMm obHOBUTbL 3TK 3Ha4YeHUsa (HanpuMmep, B NyHKTe
MeHI0 3aaBKM - CBoboaHble/onoAHUTENbHbIE MNOJA) AN ONMUCAHUSA BPEMEHHOro
MHTepBasa Ana cobblTna KaneHgapsa (BpeMsa Hadasna U OKOHYaHuA). MOXXHO 3afaTb
oTobparkeHne 3TUX MOJsien Ha 3KpaHe npocMoTpa 3aaBku/TicketZoom gnsa KoHTpons,
€CJIn coyTeTe 3TO He0bXOAUMBIM.
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Events Ticket Calendar
month  week  day December 2014 < > Today

Su Mo Tu We Th Fr Sa
2 3

8 a
T T
Ticket fields

QOTRS

Mr. Bruce Banner
14 15 16 3 normal

Raw

open
21 22 23
Test Calendar One

Unclassified

Dynamic fields
12/08/2014
28 29 30 12/14/2014

DanbHenwune HaACTPOMKKM LN 3TOr0 BUAXKETA MOXHO HaWTu B Moarpynne
"Frontend::Agent::Dashboard::EventsTicketCalendar" B SysConfig:

e WunpunHa KanerHpaps
3apaeT wWupuHy ppenma ansa KaneHpapsa B npoueHTax. CtTaHAapTHO - 95%.
* DynamicFieldStartTime
3afaeT AuHaMuyeckoe nossa A9 BPEMEHU Hadvana.
* DynamicFieldEndTime
3afaeT AuHaMuyeckoe nossa AJi BPEMEHU OKOHYaHUS.
* O4yepegnu

3asBKM TO/IbKO 3aJaHHbIX B 3TOM MapameTpe oyepenein OyayT mMokasaHbl B
KasieHaape.

* DynamicFieldsForEvents

3aflaeT AMHaMUYecKMe noss, oTobparkaemblie BO BCMJIbIBAIOLLEM OKHe KaJieHaaps.
MNpn HaBedEHUN MbILUN Ha 3asBKY.

¢ TicketFieldsForEvents

3apaeT aTpmbyThl 3a55BKK, 0To6parkaeMble BO BCMJIbIBAOLLEM OKHe KaneHaaps. Mpu
HaBeAEHUWN MbILLN Ha 3asBKY.

NTorm no ovepensm

3TOT BuAXET oTobpakaeT MUTOrM Mo oyepensiMm B BUAE MaTpullbl, B KOTOPOW
CTPOKW MOKa3blBalOT MTOrM B o4Yepedn, a CTonbubl COCTOSHME 3asBOK, T.e
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Ka)x[as syelika TabnunLbl COAEPXXUT KOIMYECTBO 3asiBOK ONpefiesIeHHOro COCTOSHUS,
NnpUHaaiexXallnx KOHKPEeTHOM o4yepean.

Bnpo>xeT Tak)xe nokasbiBaeT UTOrM Mo CTPOKaM 1 ctonbuam, roe NTorm no KoJsoHKe
3TO CyMMa 3as1IBOK Ka)X[A0ro COCTOSIHUSI BO BCEX o4epensax, Torga Kak UTor no CTpoke
MoKasblBaeT CYMMY BCEX 3as1IBOK B Ka>K[A0W o4epean BCcex npeacTaB/ieHHbIX B Tabanue
COCTOSIHUNIA.

MepeyveHb oTobOparkaemMbix B Tabauue COCTOAHUIA U oYepenen MoxXeT bbiTb n3MeHeH
B Sysconfig.

Ha)kuMas MbILIKO MO KOHKPETHOMY 3HA4yeHuio B Aveillke Tabnuvubl MOXHO 6bICTPO
nepenTn K CNUCKY 3asBOK, COCTABUBLUMX 3TO 3HayeHue ans 6Gosiee OeTanbHOro
NPOCMOTPa areHToM.

C npaBol CTOPOHbI PacroNOXeH crneunasnbHbIM BUAXKET, MNO3BOASAIOLWNA YNPaBAATb
oTobparkeHneM BUA)KETOB Ha 3kpaHe danpxxecTta. 3T1o Buaxet "MNMapameTpb!”. KNKHUTE
Mo 3aroJIOBKY AJI €ro OTKPbITUA W Bbl YBUAUTE CMUCOK AOCTYMHbIX BUOXKETOB, Kak
MokasaHO Ha pucyHke. Kaxxgblh BugxeTt mMeeT obnactb pnas nomeTku/checkbox,
NCNONIb3yNTe UX A8 NOMETKN HYXXHbIX O/19 0TObparkeHUs BUAXKETOB (He NoMeYyeHHble
BUOXXETbl He oTobpaXkatoTcA), Nocne Yyero HaXxMmTe KHomMkKy "CoxpaHuWTb HacTpomkum"
0N COXpaHeHNsa M3MeHeHUN. 3TOT BUAXKEeT HaBcerja 3apukCMpoBaHUHa 3KpaHe 1 ero
Heb35 3aKPbITh.

* Settings

@ Product News

 Reminder Tickets

[ Escalated Tickets

@ New Tickets

& Open Tickets / Need to be answered
Running Process Tickets

ar Day Stats

@ Upcoming Events

B Ticket Queue Overview
Events Ticket Calendar

@ out Of Office
Online

E OTRS News

Save settings

PucyHok: Hactpovikun lNaHesnn YrnpaBrieHus.
Bua>xeTbl NpaBOW CTOPOHbLI dangxxecTa.
e CTaTuUCTUKaA 3a Hepentw (7 gHen)

OH Noka3biBaeT rpauk akTUBHOCTU MO 3asiBKaM 3a npoiwlegwmne 7 gHen n otobpakaet
2 nnHun, OgHa, CMHEero uBeTa MNoKa3blBaeT KOJIMYECTBO BHOBb CO34aHHbIX 3afBOK B
O€eHb 1 BTOPSA, 06bI4YHO OpaH>KeBas, KOIMYECTBO 3aKPbITbIX 3adBOK B O€Hb.

* MpeacTosiwme cobbiTUA

3[eCb NepeyvyncnaioTCs 3as8BKU noasexalline 3cKasiaunum NN y>xe 3CKaJIMpoBaHHbIE.
NHdopMaLma 3Toro BMaXKeTa 04eHb NoJsie3Ha, 4Tobbl pelnTh, Kakie 3a8BKK TpebytoT
BalLero BHUMaHUS UKW MPOCTO KOHTPOJUIMPOBATL YTO A0J/IXKHO MPOM30MATMW.

e HoBoctum OTRS

MonHbIN cnncok cobbliTnin B KomnaHum OTRS, a TakXxe nHgpopmMaumsa 0 HOBbIX pesn3ax
NPOAYKTOB MK 3anaTKax.

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

7. YUTO Takoe ovyepenb?

Ha dunsnyeckom ypoBHe A1 MOYTOBOro fAlWMKa CO34aeTCA CrneunanbHbin hann (MHoraa
€ro eule Ha3blBaloT MNOYTOBbLIA CMyna), B KOTOPbLIA MNOMELLAOTCA N XPaHATCS BCe
coobuieHnsa. HoBble CcOOBLLEHNSA 3N1IEKTPOHHON MOYTbl MPOCTO A06aBNAIOTCA B KOHel,
3TOro panna. NovyrtoBas NporpamMma, KOTOpas NCMNOJb3yeTCs O YTEHUS N HanMcaHus
nncem (Takme NporpamMmbl eLle Ha3biBaloTCA NOJIb30BATE/IbCKUMU MOYTOBLIMY areHTaMu
- MUA (Mail User Agent) yntaeT 3TOT hana n oTobparkaeT ero cogep>xmmoe.

Ouyepean OTRS MOXHO CpaBHUTb C Inbox-thannom, B KOTOPOM XpaHATCHA Bxogsllune
coobuleHNs 31eKTPOHHOM MOYThl, TAaK Kak B HUX TOXe MOXeT XPaHUTCH MHOXeCTBO
coobuweHun. O4yepenn NMEOT MHOMO (MYHKLNN, CXOXKNUX C TEMU, KOTOpbIe NpucyLun In-
box-tanny. Kak areHTbl Tak U nonb3oBaTeNn, BCe OOJIKHbI MOMHUTbL O TOM, B KakoWn
ovyepenn coOoepXUTCHA 3aaBKa. AreHTbl MOryT OTKpPbIBaTb, PeOoakTUPOBaTb 3adaBKWU,
pa3MelleHHble B o4epeaun, a Takxe, nepemellaTb NX N3 0gHON odvepean B Apyryt. Ho
3a4eM nepemMeLLaTb 3a89BKN?

Y106l 06bACHUTL 3TO C HoNlee NPaKTUYECKON TOYKN 3pEeHNA AaBanTe BCNOMHUM npumep
C KoMnaHnen Makcnma, Kkotopas bbisia onncaHa B pasgesie npmmep cucteMbl 06paboTkum
3a9BOK. Makcum ycTaHoBua OTRS 4To6bl M36@BUTCA OT CYyLLECTBYIOLIEro Xaoca B
cucTeme NoffaepXXKn 1 npefocTaBUTb BOSMOXKHOCTbL CBOEM KOMaHAe nyylle ynpaBisTh
cny>xbon nogaoepXKu KJINEeHTOoB, NOKyMnaLWwmx BMAeOMarHUTOMOHbI.

Ha paHHbIN MOMEHT [OCTaTOYHO OOHOM o4yepean, 4ToObl XpaHUTb B Hel BCe
3anpocbl KnmMeToB. HO 4Yepe3 HekoTopoe BpemMs MaKCuM pellaeT HadaTb Mpodarku
DVD-marHntogoHoB. Ternepb Yy KJ/NEHTOB €CTb BOMPOCHI Kacawuwwuecss He TOoJIbKO
BMOEOMAarHUTO(OHOB, HO M BOMPOCbI OTHOCUTENbLHO HOBOro npogykta. C TevyeHuem
BPEMEHN B 04eEpenb, paHee co3haHyto MakCMMOM, Ha4YMHAET NMpUxoanTb BCe Bonblue n
60JibLLE MUCEM N YMPABASATCA C HAMU CTAaHOBUTCS BCE TpyOHEE N TPyAHee.

OaHaxxabl MakCcUM NpUHUMaET pelleHne HEMHOI0 ONTUMN3NPOBATb CTPYKTYPY CUCTEMBbI
noaonepXku n nobaenseT ABe HOBbIX o4epenmn. Taknm o6bpa3oM B CUCTEME UCMOJIb3YeTCA
yXXe Tpu ovyepenun. HoBble 3adBKW, TOJIbKO MNOCTYMUBLUME B CUCTEMY XPaHATCA B
odyepeaun "raw". [lBe HOBble o4epenwn: ofHa [ON8 XPaHEHUSA 3a8BOK KacaloLlmxcs

BUAEOMarHMTooHoB 1 apyras - oss dvd-MarHUTOJOHOB.

Makcum npocuT CaHApy NpocMaTpmBaTh o4epeb "raw" u CopTUPOBaTb (pacnpenensaTb)
emennsl nmbo B ovepedb "BUAEOMArHUTOGOHLI" wnam B "dvd-MarHUTOQOHLI", B
3aBUCUMOCTW OT TOro, 4TO 3anpocus KAMeHT. [>KOH wuMeeT [0CTyn TOJIbKO K
ovyepenun "BmageoMarHnTodoHbl”, a [I>KO MOXKEeT oTBeYaTb Ha 3asaBKW U3 ovepeamn "dvd-
MarHMTogoHbl". MakCM NMMeeT BO3MOXKHOCTb pelaKTUPOBaTb 3adBKWN, HaxodLwmecs Bo
BCEX o4yepensx.

OTRS nopfep>xMBaeT ynpaBJsieHne f0CTYNoM A Nosib3oBaTenen, rpynn u ponen, Taknum
06pa3oM MOXXHO O4YeHb JIerKO HACTPOUTbL OYepenn, KOTOopble AOCTYMHbl TOJbKO AJIS
HEeKTOPbIX YY4E€THbIX 3anucei. YTobbl BCe 3anpockl NMPUXOAUIN B pa3findyHble oYepean,
MaKCuUM MOXXEeT MCMNoMb30BaTb NpaBuia GpuabTpaunn. MHaye, ecnm ncnonb3yoTca ABa
pa3nnyHbix email-agpeca, CaHapa 6yaeT copTMpoBaTh U HaNpaBAsATb B Apyrue oyepenmn
TOJIbKO Te 3asBKW, KOTOpble He BblIM 0TCOPTUPOBAHLI aBTOMAaTUYECKM.

COpTI/IpOBKa BXo4Aawmnx coobuweHnn B pPa3findHble oO4Yepenn TMno3BONIAET COXPaHATb
CUCTEeMY MNOLAEPXKU B CTPYKTYPUPOBaAHHOM U akKypaTHOM Buae. [NoCcKosbKy Baluu
areHTbl HaxXxoAAaATCA B pPa3HbIX rpynnax M MMEeT pa3/iMdHble MpaBa Oa4 A0CTyMNa K
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oyepepnsam, cucrtema MoxeTt 6biTb onTuMU3MpoBaHa ewe 6Bonbwe. Oyepenn MoryT
ObiTb WCMONb30BaHbl AN OnpefesieHna CTPYKTYypbl BCEM KOMMAHUM a TakXe [ns
onpepeneHns paboyero NoToka NMpoueccoB. MakcMMm MOXXeT K npuMepy co3faTb elle
oOHY o4Yepenb W Ha3BaTb ee "npopaxun", KoTopasa bymeT copepxaTb nogodepenmu
"3anpockl", "mpegsoxeHnsa", "sakasbl", "onnatbl" KM T.4. TakoW NOAXOA MOMOXET
MakcuMy CTPYKTYpupoBaTb U ONTUMU3NPOBATL NpoLecc paboTbl C TPaH3aKUNAMN,

YeM Jydwe CTPYKTypuMpOBaHHa CUCTEMA MOAMAEPXKW, TEeM MeHblle BpeMeHU
TpebyeTca AN pa3MyHbIX 3a4a4y. OTO NPUBOAUT K yMeHbLUeHno paboyero BpemMeHu,
COOTBETCTBEHHO M K YMEHbLUEHUIO [OEHEeXHbIX 3aTpaT. O4yepenm MOryT MOMOYb
ONTUMM3NPOBATbL BU3HEC-NPOLIECHI BalLlen KOMMAaHUN,

8. HTOo TaKoe npocMoTp ovyepenen?

MpocMOTp o4epenen AaeT BO3MOXHOCTb BUAETb BCE o4epemn, B KOTOPbIX €CTb 3adBKMU,
M B KOTOPbIX areHT nmeet npasa RW.

QueueView: My Queues

Raw (1)

Al tickets O Available tickets 0

Order by "Age" (descending) [

Mo ticket data found.

O630p o4yepepnen npepnaraeT pas/iNyHbIE BO3MOXHOCTM A8 MOBCeAHEBHOW paboThl
B OTRS. MNepBasdA m3 HuMx 3To "Mou ovepeaun". B NMYHLIX HACTPOMKax areHTa wau
npu aAMMHUCTPUPOBAHUM AareHTOB MOXKET ObiTb 3aZaH MepevyeHb ovyepenen, KoTopble
npefHa3HayYeHbl areHTy Ana paboTbl. Bce 3as8BKM 3TUX o4yepenen byayT noaBnAAaTLCA Mo
yMO4aHUIO Npu nepexoge K 3asaBku -> 0630p o4yepenen B MEHIO.

Opyron BO3MOXHOCTbIO npefnaraemon B O630pe oyvepepnen ABASETCH HaBurauus no
oTOeNbHbIM 04epensam 1 nogovepenam Yepes nx packpoitme/drill down ¢ KoTopbiMK Hago
paboTaTb.

B oboux Tmnmax npocMoTpa MoOJsib30BaTeNb WMMEET [OMNOJIHUTENIbHYI0 BO3MOXXHOCTb
cMoTpeTb NMbo ToNbKO pasbriokMpoBaHHbIE 3adaBKM (PUNbLTP MO yMoAYaHuto), nmbo
MOXXHO BblbpaTb MOKa3 BCEX AOCTYMHbIX 3aABOK. 3afABKW [OJIKHbI OblTb B OAHOM M3
OOCTYMHbIX ANA NpOoCMOTpa CocTosHuM. Mo yMonyaHuto 3To 'open, new, pending re-
minder, pending auto'.

0na noMoLm nosnb3oBaTesto UMETCS BM3yaJibHble OMnoBeLleHNA.

Junk (1) Postmaster (1)

BusyanbHblie OnoBeLleHus

» Highlight Age 1: YcTaHaBnuBaeT BO3pacT B MUHYTaX (NepBbi YPOBEHb) A1 MOACBETKN
oyepenen, cogep)allnx HeENPOCMOTPEHHbIe 3aaBKU. CMOTpUTE Bbille AN o4epenun
"RaW".

* Highlight Age 2: YcTaHaBnuBaeT BO3pacT B MUHYTaxX (BTOPON YPOBEHL) A1 MOACBETKMN
ovyepepnen, cooep)xalmx HeNpPoOCMOTPEHHble 3aaBKN. CMOTpUTE Bbille AN o4vepenu
"Postmaster".
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* Blink: Bkato4aeT MexaHn3M MepuaHusa On4 o4epean cogep>kalwien Hanbonee ctapble
3asABku. NopaepxxmneaeTtca He Bcemn bpaysepamu. B gaHHOM Cjiiy4ae OHWU BbIrAA4AT
KpacHbIMW, KaK 3TO BUAHO A5 odepegn "junk".

* Bold: Tekywias odepenb 6yaeT BolAesieHa XXUPHbIM LUPUEDTOM, Kak 3TO BUAHO 414 "Mowu
o4vyepenn/My Queues”.

9. NMNonb3oBaTeNIbCKNE HACTPOUKHM

Monb3oBatenn OTRS, Takue Kak: KNMeHTbl, areHTbl 1 OTRS-agMuUHUCTPaTOpbl MOTyT
HaCTPOUTb CBOW y4YeTHble 3anncy B COOTBETCTBUN C UX NOTPEOHOCTAMU. AreHTbl MOryT
OTKPbITb CTPaHULY C HACTPOMNKAMWN aKKayHTa KJIMKHYB CCbIJIKY C UMEHEM MNoJib30oBaTe s,
KOTOpas HaxoAuTCA B BEPXHEM MpaBOM yray Beb-nHTepgenca (cM. PUCYHOK HMXKe), a
KJINEHTbI JOJ/IKHbI Ha)KaTb CCbIKy "MpeanodteHns" (CM. PUCYHOK HUXXe).

Edit your preferences

User Profile Email Settings Other Settings

Change password New ticket notification My Queues

on if there is a new ticket in i

No Notification il Updale

Junk
Update Misc
Postmaster

Raw
Language Ticket follow up notification
Se! fa

English {United States) d Update

No Notification il Update
Skin
Default i Undate Update

Ticket lock timeout notification My Services
Out Of Office Time Send me a notification If a ticket is uniocked by the system Your service selection of your fa

PucyHok: JIndHble npeanoYTeHnss AreHTos.

AreHT MOXXeT MeHATb 3 pa3/INyHbIX KAaTeropun HacTpoek: npodunab MNosib3oBaTensd,
HaCTPOMKWN 3/IEKTPOHHOW NOYTLI U ApYrue napaMmeTpbl. BO3MOXXHOCTM NO YMOJTHaHUIO:

Mpocgpunb nonb3oBaTens

* /IameHeHne TeKyLlero rnapons.

* Bbibop fA3blka MHTEpdenca.

* MepeknyeHne Mexxay TeMamm nHTepdgenca.
* IameHeHne TeMbl Beb-nHTEpdenca.

* AKTUBaLMA U HAacTponKa pyHKLUM "BpemMa BHe oddurca".

HacTponku 371IeKTPOHHOMU NOYThbI

* BoibepuTe cobbITUA, MNPU HACTYMJIEHUM KOTOPbLIX, CUCTEMA AOJPKHA OTCblNaTb
yBe[OMJIEHUSA areHTaM Ha UX eMennbl.

Apyrue HaCcTpPoOMKM

* B meHo "Moun Oyepenn" Boibepnte Te oyengenn, KOTopble XOTUTE OTCIeXnBaThb bonee
BHUMAaTESIbHO.

* BbibepuTte cepBUChl, KOTOPbIE Bbl XKeJslaeTe KOHTpoanpoBaTh B "Mounx Cepeucax".
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* YcTaHoBMTe nepuon obHoBneHmsa mHbopmauum B o63opax (HanpxecTt, MNMpocmoTp
6n1oknpoBaHHbIX, MpocMOTp o4epenen).

* BbibepuTte cTpaHuLy, KOTopas Ao/KHa oTobparkaTCst Noc/ie Co3AaHns 3asBKMU.

Example Company

Tickels

Interface language Ticket overview

Language English (United States) d Refresh interval off | <}

Update Update

Number of displayed tickets Change password

Tickets per page 25 o Current password
Update New password
Verify password

Update

PucyHok: JIndHble npeanoydTeHus KaneHTa.

KnneHT MoXeT BbibpaTb A3bIK Beb-nHTEepenca cnctemMbl, N3MeHSATb BpemMsa obHoBNeHUS
cTpaHuubl B WwabnoHe npocMmoTpa o4vepepnen, BblibupaTb MakKCUMasibHOE KOJINYeCTBO
oTobparkaeMblx 3a9BOK. KpoMe 3TOro TakXXe MOXXHO YCTaHOBUTb HOBbIV Maposib.
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Chapter 4. ABDMUHUCTpUpPOBaAHMUE

1. NMNaHenb ynpasneHua OTRS

1.1. OcHOBBI

AOMNHNCTPATOPbLI NCNOJIb3YIOT CTPaHULYy aAMUHUCTpUpoBaHUs Beb-nHTepdenca OTRS
ONA HAaCTPOMKM CUCTEMbl - A0BaBNeHNs areHToB, KJMEHTOB W o4Yepenen, 3asiBOK U
HaACTPOMKWM MOYTbl, YCTAaHOBKWN OOMOJIHNTENbHLIX MakeToB, Takux Kak FAQ n ITSM wu
MHOroe fpyroe.

AreHTbl, BXogslwme B rpynny admin MOryT MOony4dYnTb AOCTYN K aAMWHKE, Ha)XaB Ha

KHOMKY AAMUHNCTPUPOBaHWE Ha MaHesn HaBurauum (cm. HI/I)KGI'IpI/IBG,D,GHHbIVI PI/IcyHOK).
OcTanbHbIe areHThbl He 6y,EI,yT BNAETb 3TY CCbIJIKY.

Agent Management Customer Management Email Settings

Queue Settings Ticket Settings System Administration Online Admin Manual 2

PucyHok: CtpaHuuya OTRS-agaMUHUCTpaTopa.
1.2. AreHTsbl, F'pynnsbl u Ponu
1.2.1. AreHTbl

Ha>xaB Ha CCbIIKY AreHTbl Bbl MOJy4YUTE AOCTYN K CTPaHuUe yrnpaBieHus areHTamu
OTRS (CM. HMKenpMBeAEeHHbIN PUCYHOK). ADMUHUCTPaTOpbl MOryT 400aBAATbL, U3MEHATb
NN 0eaKTMBUPOBATb aKKayHTbl areHTOB. AOMUHUCTPATOPbl TakXe MOryT ynpaBiaTb
JINYHLIMW HACTPOMKaMM areHToB, HanpuMep M3MEeHATb A3blK MX Beb-uHTepdenca,
HaCTPOMKWN yBEeAOMJIEHUNNA.

Note

Y4yeTHasa 3anncb (aKKayHT) areHTa MoXXeT ObiTb JeakTUBUPOBaHa, HO He yaasieHa.
[JeakTuBauUNs OCyLLECTBAAETCA NyTeM YCTaHOBKM napameTpa JenCcTBUTENbHbLIN
B 3HAYEeHNE He AEeVICTBUTE/IbHbIVI UIN HE AENCTBUTESIbHbLIN-BPEMEHHO.
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Agent Management

Actions List
E USERNAME NAME EMAIL LAST LOGIN VALIDITY GHANGED

lowed Carlos Garcla carlos.garcia@mycompany... valid 11/28/2014 01:28
Carlos Redriguez carlos.rodriguez@myecomp... wvalid 11/28/2014 03:22
[+] Add agent Dennis Schmelter dennis.schmelter@mycomp... walid 11/28/2014 03:52
Dominik Klein dominik.klein@mycompany... valid 11/28/2014 03:51
Hint Johannes Hérburger  johannes.horburger@myco... wvalid 11/28/2014 03:50
Manuel Hecht manuel.hecht@mycompany.com wvalid 11/28/2014 03:54
Agents will be needed to handle tickets Marc Bonsels marc.bonsels@mycompany.com valid 11/28/2014 03:24
Attention: Don't forget to add a new agent to Marco Buchholz marco.buchholz@mycompan... wvalid 11/28/2014 03:48
groups and/er roles! Martin Gruner martin.gruner@mycompany... walid 11/28/2014 03:23
Oliver Rottges oliverrottges@mycompan... valid 11/28/2014 03:52
Rolf Schmidt rolf schmidt@mycompany.com walid 11/28/2014 03:53
Admin OTRS root@localhost 11/28/2014 00:37 valid 11/27/2014 16:50
Stefan Bedarf stefan.bedorf@mycompany... wvalid 11/28/2014 03:46
Udo Bretz udo.bretz@mycompany.com wvalid 11/28/2014 03:47

PucyHok: YripaBseHue AreHTamu.

CREATED

11/28/2014 01:28
11/28/2014 03:22
11/28/2014 03:52
11/28/2014 03:51
11/28/2014 03:50
11/28/2014 03:54
11/28/2014 03:24
11/28/2014 03:48
11/28/2014 03:23
11/28/2014 03:52
11/28/2014 03:53
11/27/2014 18:50
11/28/2014 03:46
11/28/2014 03:47

YTobbl co3pmaTb areHTa, HaxmumTe Ha KHonky "[NobaBuTb areHTa", BBEAMTe BCe
HeobxoguMble OaHHble N HaXXMUTE KHOMKY OTNpaBuTb, KOTOpPas Haxo4AuUTCA B HUXKHEN

HYaCTW 3KpaHa, KaK 3TO NoKa3aHO Ha HMWXXenpuneegeHHOM PmcyHKe.

Agent Management

Actions Add Agent
4 Go to overview ™
# Firstname: | Carlos
Hint -
* Lastname: | Garcia
Agents will be needed to handle tickets

* Username:  carlos.garcia
Attention: Don't forget to add a new agent to
groups and/or roles!
% Email: | carios.garcia@mycompany.com
walid |7}
English {United States) d
Frontend language
Default 5]
Wear this frontend skil
o
Stat: 11 By 28 By 2014 B8
End: 11 [ 20 EJ 2014 [ED
No Notification |7}

Send new ticket notifications if subscribed to

PucyHok: [JobaBsieHne HOBOro areHTa.

Mocne Toro, Kak HoBas y4YeTHas 3anucCb areHTa Co3MaHa, €ro Hy>XHO ClenaTb YJIEHOM
OZIHOW NN HECKOJIbLKUX Fpyn Uan ponei. 3a 4ONONHUTENbHOW MHOopMaLMen o rpynnax

n ponax obpawantecs K pasaeny pynnel 1 Ponn gaHHOW rnasbl.

1.2.2. Npynnbl

Ka)xpgasa y4eTHasa 3anmcb areHTa AOJDKHa NpuHagJie)xxaTb Mo KpanHen mepe K OL4HOW
rpynne wam ponun. lNocne ycTaHOBKW CMCTEMbI €CTb TPWU NpenonpenenieHHbIX rpymnsbl,

KoTopble npueeneHbl B Tabnnue 5-1.

Table 4.1. MpeponpeneneHHble rpynbl, AOCTYNHbI AJI1 HOBOW

(TONbKO 4TO) ycTaHOBNIEHHOU cucTteMbl OTRS

Mpynna OnucaHue

aAMWHNCTPAaTUBHbLIX 3a4a4 B CUCTEME.

admin JonyckaeTcs ans BbIMOJIHEHUSA
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F'pynna OnucaHue

OTYETHI KoMneTeHTHble ans reHepauum
CTAaTUCTMKM XU J0CTyna K  MOAYJIO
ctaTnuctmkm OTRS.

users AreHTbl OOJ/DKHbl BXOAWTb B 3Ty rpynny
C NpaBaMu A5 YTeHUs M 3anucu. Torpa
OHW CMOTyT MOAYYMTb AOCTYM KO BCEM
PYHKUMSAM cucTeMbl 06paboTKn 3a8BOK.

Note

B HoBom yctaHoBke OTRS, rpynna users W3HayaJlbHO nNycTa. AreHT
'root@localhost' mo ymonyaHuto andeTca 4ieHoM rpynn admin un stats.

YTobbl nNepenTM Ha CTpaHULy YMpaBAE€HUS T[pymnnaMu, Ha>XKMUTE B MaHeNn
aAMUHNCTPUPOBAHNSA CCbINIKY Fpynnbl (CM. HNXKeNPUBELAEHHbIN PUCYHOK).

Group Management

Actions List

[ +] Add group NAME GOMMENT

VALIDITY CHANGED CREATED

Group of all administrators. valid 11/27/2014 18:50 11/27/2014 18:50
Group for statistics access. valid 11/27/2014 18:50 11/27/2014 18:50

AL Group for default access.

PucyHok: YrnipaBsieHue rpyrnamu.

Note

valid 11/27/2014 18:50 11/27/2014 18:50

Kak B cniyydae c areHTamu, rpynna B OTRS MoxeT 6bITb TONIbKO AeaKTUBNPOBaHa,
HO He yphaneHa. [deakTuBauWs OCYLLEeCTBAAETCA MyTeM YCTaHOBKM dnara
JencrtBuTenbHbI B 3HAYEHNE HE AEUCTBUTEJIbHBIN WIWN HE NEVICTBUTEJIbHbIV-

BPEMEHHO.

Y1o6bl pobaBuUTL areHTa B rpynny,

ninm WM3MeHNTb MNPUHaJIEXXHOCTb areHToB K

rpynne, WCMoJsib3ynTe CCbiIKy Ha [lMaHenn YnpaBneHus AreHTbl <-> [pynnbl (CMm.

HUXenpueeaeHHbIN PUCYHOK).

Manage Agent-Group Relations

Filter for Agents. Overview

AGENTS

Filter for Groups

PucyHok: YripaBsieHne rpyrnamMmum.

GROUPS

62



OTRS

Real Services

Ha 3Ton cTpaHuue npuBoamTcs o630p BCex rpynn v areHTosB. [ noucka Tow
WM WHOW CYLHOCTU MOXHO WCMOAb30BaTb (uibTpbl. ECAm Bbl XOTUTE M3MEHWUTb
rpynmbl, B KOTOPble BXOAUT ONpefesieHHbI areHT, NMPOCTO HaXXMUTE Ha ero ums (cm.
HVXenpuBeAeHHbIN PUCYHOK). 1715 NI3MEHEHUNSA areHTOB, CBA3aHHbLIX C FPYMNMON NPoCTOo
Ha>XMUTE Ha Ha3BaHMe HY>XXHOW rpynmbl (CM. HUWKeNpUBELEHHbIN PUCYHOK).

Manage Agent-Group Relations

Actions Change Group Relations for Agent
1 Go to overview GROUP RO MOVE_INTO CREATE NOTE CWNER PRIORITY RW
Submit or

Reference

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

move_into
Permissions to mave tickets into this group/queus.

create

Permissions to create tickets in this group/queue.

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

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

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

w
Full read and write access to the tickets in this groupfqueue.

PucyHok: 3MeHeHue rpynbl, K KOTOPOW NMPUHAAIEXUT areHT.

Manage Agent-Group Relations
Actions Change Agent Relations for Group

L] Go to overview

b
(=]
]
=

CREATE NOTE

(<]

AGENT MOVE_INTO CWNER PRIORITY

coocOoOO0OO0OOOOODO O
coocococOoOOOOOOODOE O
(<M NN NN N NN NN NN NN
(<M NN NN N NN NN N NN M)

cooocOOOOOOOODO0
cooocOOOOOOOODO0
cooococOoOOOOOOOOG

Submit or
Reference

ro
Read only aceess to the ticket in this group/queus.

PucyHok: I3MeHeHve areHToB, BXOASALMNX B OrpeesIeHHY0 rpyrry.
Kaxpaa rpynna wmmeeT Habop npaB, CBA3AHHLIN C HEN W, KaXXOblA 4YneH 3TOn

rpynnbl (areHT) MOXXeT MMeTb HEeKOTOopyl cobCTBeHHY KombuHauuto npas. Cnmncok
pa3pelweHunin/npas NnpueeneH B Tabnnue 5-2.

Table 4.2. NpaBa, cBa3aHHble ¢ OTRS-rpynnamm

MpasBa OnucaHue

ro MpaBa "Tonbko pOnga 4YTeHuda" 3asBOK,
3anncen n odyepenen 3Ton rpynnol.
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MpaBa OnucaHue

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

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

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

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

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

Note

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

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

Table 4.3. JonosHUTeNbHbIE FrPpynnbl Npas

MpaBa OnucaHue

oT4eThl lMpepocTtaBnseT [oCcTyn K  CTpaHuue
OTYeTOoB.

MepeHanpaBnTb NMpaBo nepeHanpasuTb/bounce no4YTOBOE

coobuleHne (ccbika  nepeHanpaBUTb/
bounce B ticketZoom).

Co3naTb MpaBo CoOCTaB/IEHMsI OTBETA Ha 3asiBKY.

KJNEHT MpaBo N3MEHUTb KJIMEHTa AJ151 3TON 3aABKU

MNepecnaTb MpaBo nepecbinate  coobuweHus (¢
NMOMOLLIbIO KHOMKWK MepecnaTb).

B OXKMAAHWN MpaBo MepeBecTn 3asBKY B OXKUOaHUE.

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

OTBETCTBEHHbIN MpaBO MW3MEHUTb OTBETCTBEHHOrO 3a
3asBKY.

Note

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

1.2.3. Ponmu

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

DaBanTe npeacTaByMM, YTO Y HaC eCTb CUCTEMA, B KOTOPON 3aperuncrtpupoBaHHo 100
areHtoB, 90 M3 HUX MMeT AOOCTYyMN TOJIbLKO K o4yepeau "mogaep)kka", B KOTOpon
XPaHATCA BCe 3anpocbl 0 nogaepxxke. O4vepenb "nogaep)xkka" cooepXUT HECKOJIbKO
non o4vepenen. OcTanbHble 10 areHTOB MMEKT MNpaBa AOCTyNa KO BCEM o4yepensm,
cyuwiecTsywwnm B cucteme. 371n 10 areHtoB paboTaloT C 3asBKaMu, NnpocMaTpuBaloT
"raw"-o4epenb 1 NepemellalnT cnamMm-coobuieHnsa B odyepeab "junk".

B oAVMH OeHb KOMMaHWS OTKpPbIBAaeT HOBbIM OTAEN A9 NpoJdaku ToBapoB. 3anpoc/
MPUHATME 3aKasa, NOoATBEPXAeHue, cH4eTa U T.A. A0JIKHbl ObiTb 0b6paboTaHbl, ”
HEeKOTOpble M3 areHTOB KOMMaHUWU AO0/KHbl AenaTb 3To mcnosb3dysas OTRS. PasHbIM
areHTaM Hy>XHO NpenocTaBUTb AOCTYM K o4yepensM, KOTopblie NaHUpyeTCcsa co3aaThb.

MoCKONbKY M3MEHEeHUs BPYYHYI0 MpaB OOCTyna AN pPa3HbiX areHTOB 3aliMeT MHOro
BPEMEHW, TO O/ onpefesieHNs PasIMyHbIX YPOBHEN A0CTYrna MOXHO CO3[4aTb POJU.
3aTeM, areHTbl MOryT 6bITb 06aBNAEHbI K 0AHOW UM HECKOJIbKMM POJIAM, Takum obpa3om
nx npaea 6yayT n3meHeHbl aBTOMaTU4YeCcKn. Ecnmn byaeT co3naHa HoBasl y4eTHas 3arnuch
areHTa, ee Tak>XXe MOXXHO C JIerKoCTblo 006aBMUTb K O4HOM NN HECKOJIbKUM POJISIM.

Note

Ponn pencTtBuTenbHO MONE3Hbl Korga Mbl UMMeeM [eno  CO  CJI0OXKHO
CTPYKTYPUPOBAHHBIMN KOMMaHUAMU U  yMNpaBisieM CAOXHbIMU CUCTEMaMU
OTRS. Tem He MeHee csieayeT ObiTb aKKypaTHbIM C 3TM MeXaHW3MOM.
MepemellvBaHMe Ha3Ha4YeHWUs areHToB B TrpPynnbl Ha3HAa4YeHMeM areHTam
posier MOXXET MPMBECTU K NEepeycyoXHEHHOMN CXeMe, YMnpaBsaATb KOTOpPOWN,
noaonepXmBaTb akTyaslbHOM U MPOCTO MOHUMaTb ByaeT 3aTpygoHUTENbHO. Ecnn
Bbl )XeJlaeTe MUCMN0JIb30BaTb TOJIbKO POJSIM U OTKJYUTb HACTPOMKY AreHTbl <-
> [pynnbl B MaHreanm agMUHUCTPATOpa, MOXXHO cAesiaTb 3TO B MapameTpe
Frontend::Module###AdminUserGroup B SysConfig. byabTe akKypaTHbl, BO
n3bexxaHne yganeHuns y>ke caesaHHbIX Ha3HAaYeHUIA areHToB B rpynnbi!

Ons ynpaBneHUs ponasMn nepengute no ccoiike Posy B NaHenn AQMUHUCTPUPOBAHNA
(cM. HMXXenpuBeOeHHbIN PUCYHOK).

Role Management

Actions List

[+] Add role NAME COMMENT VALIDITY GHANGED CREATED
Member of the developme... valid 11/28/2014 04:15 11/28/2014 0415
Supervisor of the IT de... valid 11/28/2014 04:13 11/28/2014 04:13
Member of the service d... valid 11/28/2014 04:15 11/28/2014 04:15

Hint

PucyHo: YnpasieHune Possmu.

Note

Kak B cJlydae C areHToM M rpynnamMmu, ofHa)<Abl CO3AaHHbIE POaU MOryT
ObliTb AE€aKTUBMPOBAHbI, HO He yAaneHbl. YTobbl OTKIOYNTL, YCTAHOBUTE OMLU UL
HencTBUTENbHbLIN B 3HAaYEeHUE HE AEeVNCTBUTEJ/IbHbIN WIWN HE AEeNCTBUTEJ/IbHbIV-
BPEMEHHO.

MpuBeneH o0630p Bcex ponen B cucteme. Haxmmte Ha uMS  posn, 4TOOLI
OTpedaKTUPOBaTb €e HaCTPOMKK. 1o yMO4YaHMIO, B HOBOW, TOJIbKO YTO YCTaHOBJIEHHON
cucteme OTRS HeTy npenonpeneneHHbix ponen. YTobbl Co34aTh HOBYH, HaXMuUTe
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KHoMKy "[o6aBnTb posb", BBeAUTE BCE HeoOXOAUMbIE [aHHbIE N HAaXMWUTE KHOMKY
OTnpaBuTb (CM. HUWKeNpuBeAeHHbIN PUCYHOK).

Role Management
Actions Add Role
4 Go to overview * Name: | IT Supervisor

valid B

Supervisor of the IT department
and put groups in it. Then add the
ers.

Submit or

PucyHok: [lobaBsieHue HOBOV po/iu.

YTo6bl MNONYyYNTb CMUCOK BCEX PONEN W areHToB B CUCTEMe, MepenauTe no
ccbsike Ponm <-> AreHTbl B [laHenn AOMUHUCTpUpOBaHUA. Takxe, 019 MOUCKa
KOHKPETHOr0 3JIEMEHTa MO>XHO UCMOJIb30BaTb PuabTpbl. ECiv He0OX0QNMMO U3MEHUTL
poONn CBA3a@HHbIE C onpefesieHHbIM areHTOM, MPOCTO KJIUKHUTE Ha MMSA areHta (cm.
HMXKENpUBE[EHHbIN PUCYHOK). YTOObI N3MEHUTL areHTOB, CBA3aHHbIX C POJIbID, HAXKMUTE
Ha poJib, KOTOPYIO HY>XKHO OTpPeAaKTUpPOBaTh (CM. HUXKeNpPUBEAEHHbIN PUCYHOK).

Manage Role-Agent Relations

Actions Change Role Relations for Agent

L] Go to overview ROLE ACTIVE
]

Filter

Submit or

Figure: ameHeHune Posieni, cBA3aHHbIX C Ar€HTOM.

Manage Role-Agent Relations

Actions Change Agent Relations for Role

L] Go to overview AGENT ACTIVE

Filter

Submit or

Figure: 13ameHeHne AreHToB, CBA3aHHbIX C KOHKPETHOV PoJibio.

Y106bl MONTYYNTb CMMCOK BCEX POJIEN M FPYNM CUCTEMbI, NepenanTe no ccoiike Ponn <->
Ipynnbl Ha MaHenun YnpaeneHus. Ha akpaHe NosaBUTCS CTpaHULa, NpuBeAeHHasn HUXKE Ha
PucyHke. [Nsi noncka KOHKPETHOrr 0 3/1IeMeHTa TakXXe MOXXHO UCMOoJib30BaTb (PUIbTPbI.

Manage Role-Group Relations

Filter for Roles Overview

ROLES GROUPS

Filter for Groups
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Figure: YnpaBaeHune oTHoLweHuaMu Ponu-Ipynnebi.

YT06bl ONpenennTb pasnnyHblie NpaBa [OCTyNa OJ1S PO, HAXKMUTE Ha UMSA pPoau Uan
rpynnbl (CM. HUXe PncyHok 5.13 n 5.14, cCOOTBETCTBEHHO).

Manage Role-Group Relations

Actions Change Group Relations for Role
1 Go to overview GROUP RO MOVE_INTO CREATE NOTE OWNER PRIORITY RW
Filter
Submit or
Hint
Reference
ro
Read only access to the ticket in this group/queue.
move_into
Permissions to move tickets into this group/queue.
create
Permissions to create tickets in this group/queue.
priority

Permissions te change the ticket priority in this group/gueue.

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

PucyHok: IameHeHune cBs3Tn mexay Fpynrnovi n Posibio.

Manage Role-Group Relations

Actions Change Role Relations for Group
1 Go to overview ROLE RO MOVE_INTO CREATE NOTE OWNER PRIORITY AW
Filter
Submit or
Hint
Reference
ro

Read only access 1o the ticket in this group/queue.

move_into
Permissions to move tickets into this group/gueue.

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

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

PucyHok: i3ameHeHne oTHoLwweHus Posin k pynne.

1.3. KnueHTsbl n N'pynnbl KnueHTOB

1.3.1. KnueHTthl

OTRS nognep>xunBaeT passinyHble Tunbl Mosb3oBaTenen. Wcnonb3sya  CCbINKy
"KnueHtbl" (C MNOMOLWbI HaBUraUMOHHOW NaHenu, Wanm Ha CcTpaHuue [MaHenn
AOMWHNCTPaTOpPa), MOXXHO YMNpPaBAATb  YYE€THbIMU  3aNUCAMU  KIMEHTOB  (CM.
HUXXenpuBeneHHbIn PUCYHOK), KOTOpble MOryT BOWTW B CUCTEMY WCMOJb3yS
Monb3oBaTenbckuin Beb-nHTepdenc (customer.pl). Ncnonb3ysa aToT MHTEPHENC KINEHTHI
MOryT CO3faBaTb U MPOCMaTPUBATb COCTOAHNE CBOUX 3a51BOK N U3MEHEHWNI B HUX. Ba>kKHO
MOMHUTb 4YTO KJIMEeHTbl He0BX0AUMbI B CUCTEME AN UCTOPUM 3asBOK.
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Customer User Management

Actions List

@ USERNAME NAME EMAIL CUSTOMERID LAST LOGIN VALIDITY
Mr. Anthony Stark anthony.stark@testcustomer.com THAVS valid
Mr. Bruce Banner bruce.banner@testcustomer.com THAVS valid

[+] Add customer user Mr. Thor Odinsen thor.odinson@testcustomer.com THAVS valid

rds like ™" are allowed

Database Backend d

Hint

Customer user are needed 10 have a customer
history and te login via customer panel.

PucyHok: YripaBsieHue KJaneHTamu.

HaXkaB Ha UMA KAMeHTa, N0 3apPerncTpuMpoBaHHbLIM KJIMEHTAM MOXXHO MPOM3BOAUTL
MOWCK, pefakKTUpoBaTb UX OaHHble. TakXXe eCTb BO3MOXXHOCTb U3MEHUTb KJIMEHTCKUN
back-end, 3a 6onee nogpobHon wuHhopmauunen obpalianTecb K rjlaBe BHELWIHMWE
XPaHUAULLA OaHHbIX.

YTob6bl CO34aTb HOBYK YYETHYI 3amnucb KJWEHTa, HaXXmuTe KHomnky "[LobaBuTb
KAneHTa" (CM. HWKenpuBeleHHbIn PucyHok). HekoTopble nons  sSBASKOTCA
ob6s13aTeNbHbIMKY, T.€ OHU OO/KWU coAep)KaTb AaHHble, MO3TOMY €C/IN Bbl OCTaBUTE UX
NyCTbIMU, OHN BYyAYT BblAe/IeHbl KPACHbIM LBETOM.

Customer User Management

Actions Add Customer User
1 Go to overview Mr.
4 Back to search results * Firstname:  Henry
* Lastname: Jonathan
Hint
* Username:  henry.jonathan

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

* Email; | henry.jonathan@testcustomer.com

* CustomerlD:  THAVS

PucyHok: [lobaBaeHue KaneHTa.

KAneHT MOXeT Moay4nTb AOCTYN K CMCTemMe NyTeM BBOAa JIoruMHa 1 napond. CustomerlD
HY>XeH A9 WAeHTUMPUKaLNUN KANEHTa N ero 3asBOK. MOCKOJIbKY afpecc 3/1eKTPOHHOMN
MOYTbl ABNSAETCA YHWUKaNbHbIM, €r0 MOXXHO WCMOJIb30BaTb B KayeCTBE YHWKaJIbHOro
noeTHTUgUKaTopa (ID).

Note

Kak v B c/ly4ae c areHTamu, rpynnamm n poasmMm, CACTeMa He NO3BONAET yAansaTb
KJINEHTOB, @ TO/IbKO A€aKTUBNPOBATb UX, YCTAHOBMB ONUMIO [leNCTBUTENbHLIN B
3HaYeHNe HeJeNCTBUTEIbHbIVi U HEAEVICTBUTE/IbHbIVI-BPEMEHHO.

1.3.2. N'pynnsl KnueHTtoB

KnneHTbl Takxe MoryT 6biTb fo6aBneHbl B rpynmny, 4To MOXXeT ObITb NMNoJsie3HO, eC/n Bbl
X0TUTe 00befEeHNTb HECKOJIBKUX KJTMEHTOB TOW XKe KOMMNaHUK 19 A0CTyMNa K O4HON Uan
HeCcKoJIbKM o4yepensam. CHavyana co3ganTe rpynny, B KOTOPY ByayT BXOOUTb KJIMEHTHI,
Ons 3Toro nepenauTe Mo ccbiike Moaynb YnpaBneHusa Mpynnamu . 3aTtem gobaBbTe
oyepenn n BbibepnTe HOBYIO rpynny AJs 3TUX odepenen.
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Cnepywowmm waroMm byneT BkJOYEHME MOALEPXKKWM Fpynn KJANEHTOB . DTO MOXXHO
coenatb wucnonb3sya napametp CustomerGroupSupport B SysConfig/YnpaBneHun
KoHdurypaumamu. cnonb3sysa napametp CustomerGroupAlwaysGroups, MOXXHO yKa3aTb
rpynnbl N0 yMOJYaHWIO, K KOTOpbIM byaeT npuHagfieXxaTb HOBbIA K/AMEHT, TaKuM
obpa3om Kaxk[asa HoBas y4eTHasd 3anucb bynet nobaBnaTbCA B 3TU rpymnnbl.

Mepengs no ccobiike "KnueHTbl <-> [pynnbl" Bbl MOXeTe ynpaBaAaTb OTHOLEHUAMU
KOHKPEeTHOro noJib3oBaTesis K pa3HbiM rpyrnnam (CM. HuxernpueeaeHHbIN PUCYHOK).

Manage Customer-Group Relations

Actions Search Results:

@ CUSTOMERS (4) GROUPS

Wildcards like ™ are allowed.

(£g Edit Customer Default Groups

Customer Default Groups:

GROUPS
Filter for Groups users

No changes can be made to these groups.

PucyHok: YrnipaBseHue oTHoLUEeHUAMU KaneHT-Ipyrina.

Ons onpeneneHnsa pasanvyHbIX rpymnn, B KOTOPble JO0JIKEH BXOAUTb KANEHT, 1 HaobopoT,
Ha)XMUTe Ha COOTBETCTBYIOLLEe MMA NOJIb30BaTeENS UAN FPYyNnbl (CM. HUXXe PUCYHOK 5.16

n5.17, COOTBETCTBEHHO).

Manage Customer-Group Relations
Actions Change Group Relations for Customer

1 Go to overview GROUP RO AW

= Edit Customer Default Groups

Submit or

Customer Default Groups:

Filter for Groups GROUPS

o filte users

No changes can be made to these groups.

Hint
Reference

Select the customer:group permissions

If nothing is se

permissions in

available for the customer).

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

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

PucyHok: IameHeHune cBsizn mexay [pynnovi u KIineHTom.

Manage Customer-Group Relations
Actions Change Customer Relations for Group

4 Go to overview CUSTOMER (4) ® "

[a]

Wildcards like ™ are allowed

Hint

Submit or
Select the customer:group permissions.
If nothing is selected,
permissions in Reference
available for the cL
ro

Read only access 1o the ticket in this group/queue.

w
Full read and write access to the tickets in this groupfqueue.
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PucyHok: 3meHeHune cBA3n Mmexay KaneHToMm mn Fpynroun.

1.4. Ouepenm

Ncnonb3ysa ccbinky "Ovepenn"”, Haxopswytocs B lMaHenn AGQMUHNCTPUPOBaHUSA, MOXeTe
ynpaBasaTb o4epensMn CUCTeMbl (CM. HUXXenpuBeaeHHbIn PUCYHOK). B HOBOW, TONMbKO
yCTaHoBsieHHON cucteme OTRS cyuwecTByeT 4 npeponpeneneHHblx odepenun: Junk,
Misc, Postmaster n Raw. Ecim He MCNONb3ylTCA paHee onpefesieHHble PUNbLTPbLI U
npaBuia, BCce Bxoaswmne coobuieHnsa coxpaHsaTca B ovyepean "Raw". Oyepenb "Junk"
NCNoSib3yeTcs A8 XpaHeHUa CrnaM-coobLeHunn.

Manage Queues
Actions List

(+] Add queue NAME GROUP GOMMENT VALIDITY CHANGED GREATED
users Al junk tickets. valid 11/27/2014 18:50 11/27/2014 18:50
users All misc tickets. valid 11/27/2014 18:50 11/27/2014 18:50
users Postmaster queue. wvalid 11/27/2014 18:50 11/27/2014 18:50
users All default incoming ti... valid 11/27/2014 18:50 11/27/2014 18:50

PucyHok: YripaBieHue odyepeasimu.

30ecb MOXHO f[06aBnsiTb U KOPPEKTMPOBATbL ouvepean (CM. HUKernpuBeLeHHbIN
PucyHoK). Mo>XKHO onpenennTb rpynny, KoTopas A0J/1XKHA MCNONb30BaTh ovepelb. Takxe
ovyepenb MOXHO YCTAaHOBUTb Kak MoA-o4epenb yXKe CyLlecTBYoLen oyepeamn.

Manage Queues
Actions Add Queue

] Go to overview * Name: Support

* Group: admin [

1220

business hours are counted

e the unlock timeout has passed, the ticket will unlock and

60 { 50% )

cket before the time defined

180 { s0% )

0 = no escalation - 24 hours = 1440 minut business hour,

f the ticket is not set to closed before the tim here expi

PucyHok: [lobaBiieHne HOBOW o4Yepean.

Ona oyepenn MOXXHO onpenennTb Bpems paBﬁJ’IOKI/IpOBKVI - eCJqin areHT 3a6J'IOKI/IDOBaJ'I
3a4BKY W He 3aKpblsl ee A0 wucrteydyeHuma BpeMeHUn 6J'IOKI/IpOBKI/I, 3asdBKa 6yp,eT
aBTOMaTU4eCKN pa36n0K|/|pOBaHa N OOCTYyMHa ANna Apyrnx areHTos.

ECTb Tpu TnNa HaCTpPoOeEK 3CKanaunm BPpEMEHWN, KOTOpPble MOryT BbITb CBSI3aHbl Ha YPOBHE
ovepegnen:

Ackanauuna - Bpems NepBoro OTK/AMKa

e Mocne co3naHns 3asBKU, eCIN UCTEKAeT OroBopeHHoe BpeMs 6e3 Kakon-n1mbo cBa3m
C KJMEHTOM KaK Mo 3J/IEKTPOHHOW Mo4Te TaK M Mo TenedoHy, - 3asBka byaer
3CKaNMpoBaHa.

70



OTRS

Real Services

Sckanauusa - Bpemsa obHoBneHus

* Ecnn kakom-HUbyab KAMEHT npucias OTBET Ha 3asBKYy MO 3JIEKTPOHHOMW MOYTEe WK
N3MEeHWNsT ee 4Yepes3 Mosb30BaTENIbCKUIN MopTaJ, Bpems 3ckanaumm byget obHyneHo.
Ecnnm oo mnctevyeHuMs BpeMEHU OXWUAaHUA KOHTakKTa C KJMEeHTOM Hebbisio, 3asBKa
aCcKanmpyeTcs.

Sckanauua - Bpemsa pewueHus
* EC/in 0o ncrtevyeHns oroBoOpeHOro BpeMeHM 3asBKa He 3aKpbliTa - OHa 3CKasimpyeTcs.

Ncnonb3ya onuuto 'Ticket lock after a follow-up', MoxxHO onpepenuTb byaneT nn 3asBKa
yCTaHOBJIEHa B 3HayeHue '3abnokupoBaHa' 09 CTaporo Bhafenbla, ecim oHa bbina
3aKpblTa a MOTOM OTKpbITa 3aHOBO. Takoe NMoBeeHNe rapaHTUpyeT, 4TO nocsenytoLlas
3asBKa byneT obpabaTbiBaTbCA areHTOM, KOTOPbIA paboTan C 3TOW 3asABKOW paHee.

MapamMeTpoM CUCTEMHbLIN agpec onpenensaeTca agpecc 3/1eKTPOHHOW MOYTbl, KOTOPbIN
byneT MCcnonb30BaTbCA 019 UCXOAALMX 3a9BOK 3TOW oyepenu. Takxe, AN OTBETOB
MO 3JIEKTPOHHOW MO4YTe, eCTb BO3MOXHOCTb aCCOLMMPOBATbL/CBA3ATb o4epeam C
npuBeTCTBMAMKU U noanucaMn. 3a bonee noapobHom MHGpOpMaumen nepenanTe Mo
CCblJIKe afpeca 3NEeKTPOHHOW NOoYTbl , MPMBETCTBUA U MOAMUCK .

Note

Kak B c/ily4ae C areHTamu, rpynnamm M KJAWEHTamun, odyepenn He MoryT ObiTb
yhaneHbl, a TOJIbKO OTKJIIOYEHbl, MyTeM YCTaHOBKW onuuun "dencrtButenbHaa" B
3HaYeHNe HeJeNCTBUTE/IbHasa W HEAEVNCTBUNTE/IbHAaSA-BPEMEHHO.

1.5. MpuBeTcTBUA, NOANUCHU, BJIODKEHUA U
LWabNoHbI

1.5.1. NpuBeTCcBTUA

MpuBeTCcTBME 3TO TEKCTOBLIN WabnoH gnsd oTeBeTa. MpueeTcTBMA MOryT BbITh CBA3aHbI C
OOHOM UM MHOFMMU o4YepeasaMun, Kak 3TO ONMUCaHO B B pasgesie odepenun. lNMpmeeTcTBUA
NCMOJIb3YIOTCA TONIBKO B TOM CJlydae, eC/in Ha 3as8BKY U3 o4yepenun, CBA3aHHOM C 3TUM
npuBeTCTBMEM CO34aeTcsa OoTBeT. NS ynpasBseHUa pasfindyHbIMU NPUBETCTBUSAMU B
CUCTEMe BOCMOJIb3yNTeCh CCbisIkon "MpuBeTcTBUA" B MaHenn agMUHNCTPUPOBAHNS (CM.
HUXenpueeaeHHbIN PUCYHOK).

Salutation Management

Actions List

[+] Add salutation NAME COMMENT WVALIDITY CHANGED CREATED
Standard Salutation. valid 11/27/2014 18:50 11/27/2014 18:50

PucyHok: YripaBsieHve rnpuBeTCBUSAMU.

Mocne ycTaHOBKM B CUCTEME €CTb OAHO NpegonpenesieHHoe npmeeTcTBue: "system stan-
dard salutation (en)".

YT06bl CO34aTb HOBOE MPMBETCTBUE, HAXXMUTE Ha KHOMKy "[lobaBuUTb npuBeTCcTBUE",
BBeAUTE HeobXoAMMbIE faHHbIE N HAaXKMUTE KHOMKY "OTnpaBuTb" (CM. PUCYHOK HIMXe)

71



OTRS

Real Services

Salutation Management
Actions Add Salutation

q Go to overview * Name: Salutation example

BIUS ;=:

i
I
il
ilh
i
]
|

b

Q

Format - Font - skze - A-DB- T, @source Q9 ¥

Hello <QTRS_CUSTOMER_DATA_Userfirstname>,

* Validity: valid 5]

PucyHok: [JobaBneHue HOBOIro rnpuBETCTBUS.

B NMPUBETCTBUAX MOXHO NCMOJIb30BaTb NepemMeHHbIEe. Korga Bbl 0OTBe4YaeTe Ha 3aaBKY,
MMeHa NnepeMeHHbIX 6y;l,yT 3aMeHeHbl Ha X 3Ha4YeHn4.

Pa3snn4yHble mepemMeHHble, KOTOpble MOXXHO WCMNOJIb30BaTb B OTBETax MNpuBefdeHbl B
HVXXKHEN 4acTu 3KpaHa NMpuBeTCTBUA. ECan Bbl MCnonb3yeTe, HanpuMmep, NepeMeHHyto
<OTRS_LAST NAME> To B OTBEeT OyAeT BKAOYEHa (haMnansa OTNPaBUTENS 3a89BKU.

Note

Kak 1 B cnyvae ¢ gpyrumum cywHoctamu cuctemol OTRS, NpnBeTCTBUSA HE MOXKHO
yOanaTb, TOJIbKO eaKTUBNPOBATb UX, YCTAaHOBMB NMapaMeTp LencTBuTeNbHbLIN B
3Ha4YeHne He AeNCTBUTESIbHbIV WNW HE AEVCTBUTE/IbHbLIVI-BPEMEHHO.

1.5.2. Mopnucwm

OpyrnMm TekcToBbIM MogyneMm ansa wabnoHoB saBAdlOTCA nognucu. Moanucu moryT
OblTb CBA3aHbl C O4YepedsMW, KakK 3TO OMMCaAHO B pas3genie odvepegn. Kak TONbKO
MOAMUCb CBsi3aHa C o4epenbio OHa 6yaeT BK/AOYEHaA B TEKCT OTBETa Ka)know
3asBKUW, Haxogswenca B 3Tonm odepeawn. lMepengsa no ccoiike "Moanmcn" B MaHenwn
AOMNHNCTPUPOBAHNSA, MOXKHO YMapBAATb NOANNCAMU CUCTeMbI (CM. PUCYHOK HUXe).

Signature Management
Actions List

[+] Add signature NAME COMMENT VALIDITY CHANGED CREATED
Standard Signature. valid 11/25/2014 11:14 11/25/2014 11:14

PucyHok: YripaBseHue rnoanncsamu.

B HOBOW, TO/bKO ycCTaHoBsieHHOW cucteme OTRS ecTb ofHa npepycTaHoBJIEHHAs
noanuce: "system standard signature (en)".

YTo6bl CO34aTb HOBYK MOAMUCH, HaKMUTe KHonky "HdobaBuTb noanucek", BBEOUTE
BCe HeobXoAuMbl AaHHble U HaXMUTe KHomnKy "OTnpaBuTb" (CM. HUXXENnpuBeaeHHbIN
PucyHok).
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Signature Management
Actions Add Signature

1 Go to overview * Name: Signature example
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Format - Font « size =~ A-[B- I, [¢Souce () 9 i3

It is our pleasure to serve you.

Receive kind greetings,

PucyHok: [JobaBneHne HOBOV rnoaricu.

Kak v npumBeTCTBUSA, MOAMUCK TakKXe MOryT cofepxaTb AUNHAMUYECKUN KOHTEHT,
HanpuMmep, MMA U GaMUINIO areHTa, KOTOPbIM OTBeYaeT Ha 3asaBKy, a Takxe
MOryT WUCMO/Ib30BaTbCA MepeMeHHble A1 3aMeHbl TeKCTa MOAMUCU Ka)kKAOoW 3asaBKWU.
lMepemMeHHble, KOTOpble MOXHO WCMOJIb30BaTb UWWUTE B HUMXXHEN 4acTu CTpaHuubl C
noanuncamMn. Ecnn Bel, K npumepy, Bkitovaete nepemeHHyo <OTRS_LAST NAME> 1o oHa
byneTt 3amMeHeHa haMuanen areHTa, KOTOPbIN OTBEYaET Ha 3asBKY.

Note

Kak n B cnyyae c npuBeTCTBUAMU, MOAMNUCK He MOryT ObiTb yAaneHbl, TONbKO
0EeaKTMBUPOBaHbI NyTEM YCTaHOBKM NapaMeTpa [JeNCTBUTENbHbIN B 3HAYEHUA HE
AEVCTBUTEJIbHbIVI NN HE AENCTBUTE/IbHbIV-BPEMEHHO.

1.5.3. Bno>xeHus

Mpn >XenaHunm K OTBETY MOXXHO A06aBUTb OAHO WM HECKOJIbKO BJIOXKEHWIA. Ecnn
oTBeT BblbpaH, BNOXeHUs ByayT mpukpenaeHbl K coobuieHuto. Mpu HeobxoommocTy,
HenocpenCTBEHHO nepef OTMPaBKOW OTBeTa KJWEHTY, areHT MOoXeT YyaaJuTb
BJIOXKEHUS.

Mcnonb3ys ccbuiky "BnoxxeHusa" Ha lNMaHenn AQMUHUCTPUPOBAHUSA, MOXXHO 3arpysuTb
B/IOXKeHUs B 6a3y AaHHbIX CUCTEMBbI (CM. HUXXenpuBeaeHHbIN PUCYHOK).

Attachment Management

Actions List

[+] Add attachment NAME FILENAME COMMENT VALIDITY CHANGED CREATED DELETE

Just an example valid 12/01/2014 19:23 12/01/2014 19:23
Just another sample. valid 12/01/2014 19:37 12/01/2014 19:37

PucyHok: YrnpaBseHune B10XEHUSIMU.

YTobbl cCO340aTb HOBOE BJIOXKEHME, HaXXMuTe KHomky "[NobaBuTb BOXXeHue",
BBEOUTE BCHO HeobxoauMmyto MHDOPMALUIO U HaXMUTe KHomky "OTnpaBuTb" (cCM.
HUXenpueeaeHHbIN PUCYHOK).

Attachment Management

Actions Add Attachment

« Go to overview * Name: Sample 1

* Attachment: Browse... Cloud-Storage.jpg
* Validity: | wvalid <]

Just an example

Submit  or
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PucyHok: [JobaBieHue HOBOIro B/IOXKEHMUS.

Korga BJIOXKeHMe y)Xe COXPaHEeHO, ero MOXXHO CBfi3aTb C OAHUM WIN HECKOJIbKUMU
oTBeTamn. [ns 3Toro nepengmte MNo ccbiike "BnoxeHume <-> OTBeThl" B [laHenu
AOMUHNCTPUPOBAHNSA (CM. PUCYHOK HUXeE).

Manage Templates <-> Attachments Relations
Filter for Templates Overview

TEMPLATES ATTACHMENTS

Filter for Attachments

PucyHok: CBsi3aTb BJIOXEHWS C LWabsioHamu..

YT06bl CBSI3aTb pa3/InYHbIE BJIOXKEHUS C KOHKPETHbIM WabsioHOM 1 HaobopoT, HaXXKMUTE
Ha Ha3BaHMe COOTBEeTCTBYytoWeEro wabsioHa UanM BNOXKEHUA (CM. HUXe PUCyHKN 5.27 n
5.28, cOOTBETCTBEHHO).

Manage Templates <-> Attachments Relations
Actions Change Attachment Relations for Template
4 Go to overview ACTIVE

ATTACHMENT

Filter

Submit or

PucyHok: N3meHeHne cBsazent mexxay BroxeHuem v LLlabsioHomMm.

Manage Templates <-> Attachments Relations

Actions Change Template Relations for Attachment

1 Go to overview TEMPLATE ACTIVE

Filter

Submit or

PucyHoK :M13meHnTb cBs3b LLlabsioHa ¢ BaoxeHunemM.
1.5.4. LLIa6/n0OHBI

Ona yckopeHus pabotel B OTRS n cTaHOapTu30BaTb BWA OTBETOB, MOXXHO 3a4aTb
wabnoHbl. LWabnoH MoxeT ObiTb CBA3aH C OAHOW WM HECKOJIbKMMUK o4vepeassMn wu
HaobopoT.

CYLLI,eCTByeT HECKOJIbKO pa3JiIndHbIX BUAOOB wabnoHos, KOTOpble MOTyT 6bITb
NCrnoJib30BaHbl B pa3J/IN4HbIX MeCTaxX B OTRS n B pa3nyHbIX Lenax. Huxe npuseneH
CMNCOK OOCTYMHbIX TUMOB wabnoHoB:

* OTBeT: bygeT ncnonb3oBaTbCA B KaYeCTBe OTBETA Ha 3asBKY

74



OTRS

Real Services

* Co3paTtb: byaeT ncnonb3oBaTbCA B Ka4yecTBe TenedoHHOM 3aaBku nam Email 3aasku
* [epecnaTtb: icnonb3yeTcsa ona nepecbiikn CoOobLLEHNS KOMY-TO OPYroMy
° TeJ'Ie(pOHHbIVI 3BOHOK: ,D,J'IFI perncrtpaunn BXooAawmx n ncxogawmx 3BOHKOB areHTom

Ncnonb3oBaTb WabnoHbl OTBETOB MOXKHO ABYMSA criocobamu: npu nogpobHoM npocMoTpe
3a5BKN B MeHI0 coobLieHnn/3ameTok, nnm 6onee BbICTpbIM - € 3KpaHa O630pa cTaTycoB
KM 3a8BOK B (popMaTe npeanpocMmoTpa/Large. Bo BHOBb ycTaHoBAeHHOW OTRS, wabnoH
(oTBeTa) "nycTon oTBeT" 3a4aH A9 BCEX ovepenen.

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

Co3paHue wabnoHoB Tuna Create/Hoeass n PhoneCall/3BOHOK KnneHTa nNpuBOOUT K
oTobpakeHuss nons Bbibopa "Text Template/TekcT wabnoHa" Ha COOTBETCTBYIOLIMX
3KpaHax, Bblbop wWabnoHa M3 cnuMcka MNpuBEAET K 3anosIHeHUo nonen "TekcT" wu
"Bno)xeHune" (ecnm oHn OocTynHbl B WabnoHe). OTMeTUM, 4TO Ntobble paHee caenaHHble
n3MeHeHna B rnose "TekcT" wunu Ans BJOXKEHUs, OyayT nepekpbiTbl AaHHbIMKA U3
wabnoHa.

Ha>xaTume Ha ccbinky "LWabnonbl" Ha MaHenn YnpaeneHna OTRS, npuBedeT K OTKPbITUIO
pa3aena YnpasseHue wabnoHaMmu (CM. PUCYHOK HUXKE).

Manage Templates

Actions List

[+ Add template TYPE NAME ATTACHMENTS = COMMENT VALIDITY =~ CHANGED CREATED
valid 11/27/2014 18:50  11/27/2014 18:50
valid 11/27/2014 18:50  11/27/2014 18:50
Creation template valid 12/01/2014 19:45 12/01/2014 19:41
valid 12/01/2014 19:42 12/01/2014 19:42
Just a comment valid 12/01/2014 19:42  12/01/2014 18:42
One of two Forward temp...  valid 12/01/2014 19:43 12/01/2014 19:43
valid 12/01/2014 19:43  12/01/2014 19:43
valid 12/01/2014 19:44  12/01/2014 19:43
Use it as base for Phon... valid 12/01/2014 19:44  12/01/2014 18:44

Answer
Answer
Filter
Create
Create
Email
Forward
Hint
Forward
Note

PhoneGall

[~ T O A =R~}

Attention:

PucyHok: YnpaBneHue 1absoHaMu.

YT06bl CO3paTb HOBbLIN WabNoH, HaxmMuTe KHoMKy "[obaBuTb wabnoH", BBeauTe
HeobxoauMble faHHble (ybeanTtech, 4To BbibpaH NpaBU/IbHbIA TUMN WabN0Ha) N HAXKMUTE
KHoMnKy OTnpaBuTb (CM. PUCYHOK HUMXKE).

Manage Templates
Actions Add Template

4 Go to overview * Type:  Answer | <)

#* Name: A new answer
Hint

BIUS =3
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Attention:

The text for this template . . .
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PucyHok: [JobasrieHue LabsioHa.

YTobbl nobaBuTb/yaanuTb WabnoHbl AN8 OAHOW WAN  HECKONbKUX o4Yepenen,
ncnonb3ynTe ccbiiky "WabnoHbl <-> Odyepenun" B MNMaHenu AOMUHUCTPUpPOBaHUS (CM.
PucyHok Huxke). Takxe, 4Tobbl MOAyYNTb MHPOPMAUUD O TON UM UHOWN CYLLHOCTW,
MO>XHO BOCMOJ/Ib30BaTbCA hUbTpamu,

Manage Template-Queue Relations
Filter for Templates Overview

TEMPLATES QUELES

Filter for Queues

PucyHok: YnpaBneHune csa3amu LLlabsioH - O4yepedb.

YTobbl oOnpenenuTb passinyHble WabnoHbl AN odepeanm U HaobopoT, HaKMuUTe
Ha cooTBeTCTBYOWMA wWabnoH wunu oyvepedb (CM. Huxe PucyHkm 5.32 un 5.33,
COOTBETCTBEHHO).

Manage Template-Queue Relations
Actions Change Queue Relations for Template

1 Go to overview QUEUE 8 AcTivVE

Filter

[< N NNl

Submit or

PucyHok: NI3meHeHne cBsa3n mexay Oyepeabto n LLlabsioHom.

Manage Template-Queue Relations

Actions Change Template Relations for Queue

4 Go to overview TEMPLATE ACTIVE
]

Filter
]

Submit or

PucyHok: N3meHeHune cBA3n mexay LLlabioHom n O4yepennio.

Mpu BbIGOpe wWabnoHa, AonoNHUTENbHaAs MHGOPMaLUS AoJKHA ObiTb AobaBneHa K
TEeKCTy WabsioHa, B 3aBUCMMOCTU OT €ro Tuna:

LWabnoHbl Tna PhoneCall/3BoHOK knneHTa u Create/HoBas He 006aBAAOT HUKAKUX
OOMOJIHUTENBbHbLIX AaHHbIX K TEKCTy wabnoHa, B To BpeMsa Kak gnsa Tuna New Email
Ticket/HoBasi nouyToBas 3asiBKa gobaBnseTcs NoAnucb, CBA3aHHaAsa C ovYepenblo K Teny
OKOHYaTeNbHOro Tena nNucbMa (ansa otTobparkeHns MoANUCU OTKPbLIBAETCSH OTAEJbHbIN
dhpenm).
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B TekcT wabnoHa oTBeTa TakK)Xe BKJIOYaeTCH npuneeTCcTBune, CBA3aHHOE C Oo4epeabio
3a8BKU, 3aTeM, TeKCT wabnoHa, nocne Hero, LI,I/ITVIpyeMbII7I TEeKCT 3adaBKW, U, HaKoHel,
noanncek, CBA3aHHaA C o4epeablo.

WabnoHbl Tuna Forward/l‘lepecnaTb aHafnornyHol wabnoHam OTBETOB, HO B HUX He
BKJTIO4HaeTCd npmnBeTCTBUE.

1.6. ABTO OTBeThl

OTRS no3BonseT oOTCbllaTb KAMeHTaM aBToOMaTuM4YecKue OTBeTbl MpU HaCTYMaeHuu
B CMCTEMe onpefeneHHbIX COBbITUI, TakKUX KakK COo3haHWe 3asfABKW B OMpenesieHHON
oyepenun, npmeM OTKJINKOB KJIMEHTOB Ha 3asBKY, 3aKpbiTUe WM OTKa3 OT 3asBKWU
n T.40. 0N ynpaBseHUs OTBETaMU WUCMNONb3ynTe CCblIKy "ABTO oTBeTbl" Ha [MaHenu
AOMUHNCTPUPOBAHNSA (CM. PUCYHOK HUXeE).

Auto Response Management

Actions List

[ +] Add auto response NAME TYPE COMMENT VALIDITY CHANGED CREATED

auto follow up valid 11/27/2014 18:50

auto reject valid 11/27/2014 18:50

auto reply/new ticket valid 11/27/2014 18:50

auto reply valid 11/27/2014 18:50

11/27/2014 18:50

11/27/2014 18:50

11/27/2014 18:50

11/27/2014 18:50

PucyHok: YripaBsieHue ABTOMaTu4eCKMMu oTBETaMu (aBTO-0TBETaMM).

YT06bl CO34aTb HOBbLIN aBTO-OTBET, HaXMUTe Ha KHonky "HdobaBuTb aBTO-0TBET",
BBEOMTE HeobxoanMble AaHHbIE U HAaXXMUTE KHOMKY "OTnpaBuTb" (CM. PUCYHOK HMXXeE).

Auto Response Management

Actions
* Name: Auto response one
L] Go to overview .
* Subject:  Your ticket is being processed

BIUS./:
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Format - Font - size - A-[B- T, [6souce QQ 9y 2

Hello: <OTRS_CUSTOMER_REALNAME>

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

Thank you!

Your QTRS Team

» Type: auto follow up | C]

PucyHoK: HobaBneHne ABTOMaTn4eCKoOro oTBeTa (aBToOOTBETA).

Kak n B caiydae € noAnncaMn 1 NpUBETCTBUAMN, TEMA N TEKCT aBTO OTBETa MOXeT bbITb
CreHepupoBaHa C NOMOLLbIO NepeMeHHbIX. Ecan, HanpuMep, B TEKCT/Tesi0 aBTO OTBETA
BCTaBUTb NepemMeHHytlo <OTRS_CUSTOMER_EMAIL[5]> , To nepBble 5 CTPOK TekcTa 13
nncbmMa KnmeHTy OyayT BCTaBseHbl B aBTO oTBeT. bonee nogpobHyto nHbopmauuno o
OONYCTUMbIX MepeMeHHbIX, KOTOPble MOXHO MUCMOJSIb30BaTb MOXHO HAWTWU B HUXXHEN
4aCTW dKpaHa, KaK 3TO NOKa3aHo Ha PucyHke.

77



OTRS

Real Services

[Ona Ka>x[oro aBTO-OTBETa MOXHO yKa3aTb creuuajibHoe cobbiTe, Mpy HacTyrnjeHun
KOTOPOro 3TOT aBTO-0TBeT byaeT oTchinaTcs. lNpenonpeneneHHble cobbiTUA, LOCTYMNHbIE
rmocJsie HoOBOW yCTaHOBKM NpusedeHsl B Tabnuuy 5-3.

Table 4.4. CobbiTua ona ABTOMaTU4YeCKuUX OTBETOB

HasBaHue OnucaHue

auto reply Co3pgaHue 3asBKM B onpeneseHHOWn
o4yepegu.

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

HanpuMep ecan KJWeHT OoTBevyaeT Ha
ornpeneneHHyto 3asBKy.

auto follow up Mpuem BXoAsALWMX 3a5BOK.
auto reject ABTOMaTUYECKUA  OTKa3z OT  3aABKWU,
CAeNaHHHbIN CUCTEeMOWN.
auto remove YnaneHue 3aABKO, 3aBEepLUEHHbIX
cuctemon.
Note

Kak 1 B cnyydae ¢ gpyrumMm cywHoctaMmm OTRS, ABTO OTBETbHI TaK>Ke HE MOTyT ObITb
yhaneHbl, TOJIbKO A€aKTUBNPOBaHbI MYTEM YCTAaHOBKW onuun encTBUTENbHbIN B
3HAYEeHNA HE AENCTBUTESIbHbIVI WIWN HE AEVICTBUTE/IbHbIVI-BPEMEHHO.

YTo6bl 006aBUTH aBTO OTBET K o4yepenmn, UCMosib3yiTe ccbiky "ABTO OTBEThl <->
Ouepenn" B MNaHenn AODMUHUCTPUPOBaAHUA (CM. PUCYHOK HMXXe). Bce cucTeMHble cobbliTuS
oTobpa)kaloTcs OJ19 KaKOoN o4yepenmn 1 aBTO OTBET C TeM XKe cobbiTueM MoXxeT ObiTb
BblIBpaH AN yaaneH UCnonb3ys Crncok.

Manage Queue-Auto Response Relations

Filter for Queues Overview

QUEUES AUTO RESPONSES

Filter for Auto Responses

PucyHok: YnpaBsieHne CBsA3bIO O'-Iepe,ﬂb-ABTOMaTI/I'-IECKI/H)'I OTBET.

YTobbl onpenenuTb passiMyHble aBTO OTBETbl OJIS  o4vyepenn, HaXMUTE Ha
COOTBETCTBYIOLLEEe MMA o4vepedun (cM. PucyHok HuKe). TakXKe eCcTb BO3MOXXHOCTb
pefakTUpoBaTbh TOT WM MHHOM aBTO OTBET, YTOObl CAenaTh 3TO, KIVKHUTE Ha OTBET U
BHECUTe HeobXxoonMble N3MEHEHMUS, TakK Kak ByATo co3[aeTe HOBbIN aBTO OTBET.

Manage Queue-Auto Response Relations

Actions Change Auto Response Relations for Queue

L] Go to overview

<> I ol <> <>l <>

Submit or

PucyHok: iameHeHne cBs3n Mexay ABTomaTudeckumMm OTBeToM n Odepesnsio.
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1.7. Appeca 3/1eKTPOHHOM NOoUThl

Yt06bl OTRS MOr OTCblNaTb €MeWnsbl, HY>XeH [EeNCTBUTENbHbLIA afpec 3NeKTPOHHOMN
no4yThbl, KOTOpbIn 6ypneT wucnonb3oBaTbCca cuctemon. OTRS cnocobeH paboTaTb
C HECKONbKMMMK ajpecamMu 3JIEKTPOHHOM MNOYTbl MOCKOJbKY OO0NbLWMHCTBO CUCTEM
ncnonb3syeTt 6onblue OAHOrO MOYTOBOroO fAwMnKa. O4vepelb MOXeT ObiTb CBfi3aHa C
HEeCKOJIbKUMN eMenn-agpecamm n HaobopoT. MNpu co3gaHnm o4epenm MOXKHO YCTaHOBUTb
afpec 3/IeKTPOHHOM MOYThbl, KOTOPbIN ByAeT UCMOb30BaTbLCA AN UCXOAAWMX MUCEM.
[ns ynpaBneHnsa BceMun agpecaMmm 31eKTPOHHOW MOYThl CUCTEMbI MepengnTe no CCbisike
"Email-agpeca" B NaHenn AODMUHUCTPUPOBaHNS (CM. PUCYHOK HUXKE).

System Email Addresses Management

Actions List

[+] Add system address EMAIL ADDRESS DISPLAY NAME QUEUE VALIDITY CHANGED CREATED
OTRS System Postmaster valid 11/27/2014 18:50 11/27/2014 18:50
Postmaster Team Postmaster valid 12/01/2014 23:56 12/01/2014 23:56
Support Team Junk valid 12/01/2014 23:55 12/01/2014 23:55

PucyHok: YnpaBneHne CUCTEMHbIMU AapecaMmuy 31eKTPOHHOV 1oYThI.

Mpu co3pgaHnM HOBOIro NOYTOBOrO aapeca (CM. PUCYHOK HUXe) MOXKHO BbibpaTb ovepeb
unn nop-odepenb, KoTopas AoO/KHa ObiTb CBA3aHa C 3TUM ajpecoM. DTa CBA3b
MO3BONAET CUCTEME COPTUPOBAThL BXOAALWME coobLeHnsa no noto "Komy" n paamMectuTb
3a5BKY B COOTBETCTBYIOLLYIO 04epelb.

System Email Addresses Management
Actions Add System Email Address
4 Go to overview

* Emall address: | SUppon@mycompany.com

# Display name:  Support
Lt The display name and email address W

* Queue: | Junk | <)

* Validity: | valid | <

Any comment

Submit  or

PucyHok: [lobaBneHne aapeca 371€KTPOHHOU MOYTbl CUCTEMBI.

Note

Kak n ppyrue cywHoctu OTRS, emenn agpeca He MOryT ObiTb yAasieHbl,
TOJIbKO [0EeaKTUBUPOBaHbI, YCTAHOBMB onuuto OeNCTBUTENbHbLIA B 3HAaYEHNE HE
AEVICTBUTE/IbHbIVI TN HE AENCTBUTE/IbHbIV-BPEMEHHO.

1.8. YBepoMmneHus

OTRS no3BonseT OoTrnpaBdATb yBeAOMNEHNA areHTaM N KJINeEHTaM Npwn HaCTyrnJieHnn B
cncremMme onpeneyieHHbIX COBbITUI. AreHThl MOryT Bbl6paTb CUCTEMHble cobbITMA Ons
CBOUX COBCTBEHHbIX yBeﬂ,OMJ'IeHVIIZ nepe|7|u,9| Nno CCbIJIKE npenno4vYTeHms

Mcnonb3ya ccbiiky "YBepomneHua AreHTtos" B [laHenn AOMUHUCTPUPOBAHUA MOXXHO
ynpaBasaATb YBEAOMAEHUAMU CUCTEMbI (CM. PUCYHOK HMXKe). cnonb3ya uabTpbl MOXKHO
ObICTPO HaNTK HeobxoanMyI0 MHOPMaLNIO.
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Notification Management

Actions List
English (United States) d LANGUAGE NOTIFICATION
Select a different language English (United States)

English (United States)
English (United States)
English (United States)
English (United States)
English (United States)
English (United States)
Hint English (United States)
English (United States)
English (United States)
English (United States)

Filter for Notification

re sent to an agent or a

PucyHok: YripaBsieHne yBeaOMIEHNSAMU.

Tak>Xe eCTb BO3MOXHOCTb HAaCTpPOMTb TEMY W TEKCT yBedomseHus. Bbibepute un3
CNMCKa YyBeOOMJIEHNE, KOTOpoe HeobxoAMMO M3MEHWUTb U ero copepxmmoe 6ypet
3arpy>xeHo onsa pegaktupoBaHums (cM. PucyHok). Moxanyncrta, obpaTnte BHUMaHNE, YTO
yBEOOM/IEHNE C TEM XKE MMEHEM [OCTYMHO AN KaXKAO0ro U3 yCTaHOBJIEHHbIX B Ballen
CNCTEMEA3bLIKOB.

Notification Management

Actions Edit Notification
Al Go to overview en:Agent:AddNote
* Subject:  New note! (<OTRS_CUSTOMER_SUBJECT[24]>)
Hint
* Text.
Notifications are sent to an agent or &
customer. B I US = EFEEEE = = Q
Format - Font - size - A-[B- T, [6souce QQ 9y 2

Hi <OTRS_UserFirstname>,

<OTRS_CURRENT_UserFirstname> <OTRS_CURRENT _UserLastname> added a new note to ticket
[<OTRS_TICKET_TicketNumber>].

Note:
<0OTRS_CUSTOMER_BODY>

<0OTRS_CONFIG_HttpTypex://<0OTRS_CONFIG_FQDN>
/<0OTRS_CONFIG_5ScriptAlias>index.pl? Action=AgentTicketZoom; TicketlD=
<OTRS_TICKET_TicketlD>

PucyHok: HacTporika yBeJOMIEHNA.

Kak B c/ly4ae ¢ noanucsMn n npuBeTCTBMSMU, UCMOJIb3yS CreunasnbHble NnepemMeHHble
MO>XHO aBTOMaTUYeCKUN CO3aBaTb KOHTEHT AJ15 yBEAOMIEHWIA. B HUXKHER YacTu a3KpaHa
NPVBOANTCS MOJIHBIA CMNCOK 3TUX NepeMeHHbIX, CM. PUCYHOK.

Takxe eCTb BO3MOXHOCTb CO34aBaTb YBeAOMJIEHMSA OCHOBaHble Ha CUCTEMHbIX
cobbiTnax. MoxHo noapobHO yKaszaTb KOrga W KoMy Takoe yBegomneHune 6ypet
oTnpaBneHo. BbibpaTb MOXXHO M3 60MbLLIOrO KOJMYECTBa MapaMeTpPoB, TakKUX Kak:
rpynna(bl) nosny4datens, areHT(bl), ponb(n), agpecc(a) >3NEKTPOHHOW MOYThbl, TWUM
cobbITNA, KOTOPbLIA reHepupyeT yBeOOMIEHME, TUM 3asBKW, COCTOSHME, MPUOPUTET,
oyepenb, 610KMpoBKa, cepBuc, SLA n T.4.

YT06bl yBMAOETb CNMCOK BCEX COObITUI, OCHOBaAHbIX Ha YBEOAOMJIEHUAX, HAXXMUTE Ha
ccolky "YBegomneHus (Cobbitna)" B NaHenn AGQMUHNCTPMPOBAHNA (CM. PUCYHOK).

Notification Management

Actions List
(+] Add notification NAME COMMENT VALIDITY CHANGED CREATED DELETE
wvalid 12/02/2014 00:30 12/02/2014 00:30
A simple comment wvalid 12/02/2014 00:31 12/02/2014 00:31
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PucyHok: YnpasnaeHus YesegomaeHnamu, basvpyroLimnxcsa Ha CobbiTusax.

Kak noka3aHo Ha PucyHke , MOXXHO CO31aTb HOBOE YBEOOMJIEHME HA)XaB Ha KHOMKY
"No6aBnTb (CM. PUcyHoK).

Notification Management
Actions Add Notification

4 Go to overview * Name: Event Notification One

valid |T]

¥ Events

* Event'  adicieCreate
ArticleUpdate
ArticleSend
ArticleBounce
ArticleAgentNotification

b Ticket Filter
» Article Filter (Only for ArticleCreate and ArticleSend event)

+ Recipient

PucyHok: Peructpauusi YeegomsieHus, 0CHOBaHOIro Ha CobbiTun.

O6paTnTe BHUMAHME, YTO COAEPKMMOE YBEAOMIIEHMSA, KOTOPOoe Ha3npyeTcs Ha cobbITum
Tak)Xe MOXXeT OblTb CO34aHO AMHAMUYECKM, UCMOMb3ys CreuunasbHble MepemMeHHble,
NPUBEAEHHbIE B CMUCKE, B HUXXHE YacTy 3KpaHa, Kak 3TO MOKa3aHo Ha PucyHke.

1.9. SMIME

OTRS MoxxeT obpabaTbiBaTb 3alundpoBaHHble coobueHns S/MIME n noanucbiBaTb
ncxogswime nucbMa. [Nns UCMNOA30BaHUA 3TOM BO3MOXHOCTU HeobxoAMMO BHavane
aKTUBMPOBATb €€ N U3MEHUTb pag napameTpoB B SysConfig/KoHpurypaunm CNCTEMBI.

Ccbinka "S/MIME Certificates" Ha lMaHenn YnpasneHus OTRS nossosisieT ynpaBasTb
BawunmMm S/MIME ceptudmkatamm (CM. PUCYyHOK HUKe). MoXXHO A06aBnaTb Uan yaanaTtb
cepTudmnKaTbl a Tak>Xe Npon3BoANUTb NONCK B SMIME-faHHBbIX.

S/MIME Management:

Actions Results

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

No data found.
[+] Add private key

Filter for certificates

e detalls click on a certificate

rtificate relations click on

PucyHok: YnpasneHne S/MIME.

1.10. PGP

OTRS MoxxeT obpabaTbiBaTbh Kato4n PGP, 4To mo3BonseT wwudpoBaTh/aewindpoBaTh
M nognuceiBaTb ncxogawme coobueHus. MNMeped NCNosb30BaHUEM 3TOWN BO3MOXKHOCTMU
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Heob6X04MMO aKTUBMPOBATb €€ N M3MEHUTb HEKOTOPbIE MapaMeTpbl KOHMUrypauum B

SysConfig.

Ncnonb3ysa ccoinky "PGP-knwoun" Ha lMNaHenu YnpasneHusa OTRS, MOXHO ynpaBiATb
KJl04aMK MOJib30BaTeNsA, KOTOpbIN »XenaeT ucnonb3soaTb PGP BmecTe ¢ OTRS (cwm.
PUCYHOK HWMXXe), HanpuMmep JoKaJibHbin nofb3oBaTesnb OTRS wam nosb3oBaTeNb
Beb-cepBepa. TakXe eCTb BO3MOXHOCTb A00aBNATb, yAanaTb KAKOYM W MNOAMUCH,

npon3BoanTb NMOUCK MO KJ/1KO4YaM.

PGP Management

Actions Result
@ TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT
No data found.
[+ Add PGP key
Hint

PucyHok: YrnpasseHune PGP.

1.11. CocTossHMSA

CREATED

EXPIRES

DELETE

Ncnonb3ysa ccbinky "CoctoaHua" Ha [lMaHenn YnpasneHus OTRS, MOXHO ynpaBiATb
pas/inyHbIMN CTaTycaMu 3a8BOK, KOTOPble Bbl XOTUTE MUCMNOJSIb30BaTb B cuUcTteme (cCM.

PncyHOK Huxe).

State Management
Actions List
[+ Add state NAME TYPE COMMENT VALIDITY
closed Ticket is closed ... valid
" closed Ticket is closed ... valid
nt merged State for merged ... valig
new New ticket create... valid

open Open tickets. valid
pending auto Ticket is pending... valid
pending auto Ticket is pending... valid
pending reminder Ticket is pending... valid
removed Customer removed ... valid

PucyHok: YripaBsieHne coCTOSSHUMSMMU.

Mocne ycTaHOBKM B cucTteMe byayT ciegyrolie npeayCcTaHOBIEHHbIE COCTOSHUS:

* 3aKpblTa yCnewHo
* 3aKpblTa HeycCrnewHo

* obbeneHeHHbIe

* HOBas

* OTKpbITas

* O)XMAaHWe aBTO 3aKpbITUe+
* OXXWAaHWe aBTO 3aKpbITUE-
* OXXWAaHue HanoMuHaHue

e yOaneHHas

CHANGED

11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 16:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50

CREATED

11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
11/27/2014 18:50
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Ka>xoe cocTossHne CBA3aHO C TUMNOM, KOTOprI;I HY>XHO YKa3aTb KOIrga Cco3aeTcqa HoBOoe
cocTosHue. o YMO/IHaHUIO €CTb TaKne TUnbl COCTOSHUI:

* 3aKpbiTas

* obbeneHeHHbIE

e HOBas

* OTKpbITas

* OXWAaHue aBTo

e OXKWAaHue HanoMrHaHue

* yOaneHHas

1.12. SysConfig

Ccbinka SysConfig - yKa3biBaeT Ha MeCT,0 rpe XxpaHutcs 6ONbLWMHCTBO
KOH(UrypaunoHHbele napametpoB OTRS.

YT06bI 3arpy3uTb rpaduyeckuii HTepdenc Ansa KoHpUurypaumm cucteMsl, nepengnte
no cceinke "SysConfig" B MaHenu AOMUHUCTpUpOBaHUSA (CM. PucyHok Huxe). B
CUCTEMY MOXHO KaK 3arpy»aTb COBCTBEHHble KOH(UrypauunoHHble dannabl, Tak
N apXMBMPOBaATb TeKyllMe HacTpoMku B ann. No4Tn BCe KOHMUrypauMoHHbIe
napameTpbl OTRS-hperiMBOpKa U AOMNOJNHUTENIbHO YCTAaHOBJIEHHbIX NPUNOXXEHUA MOTYT
OblTb MPOCMOTPEHbLI U WM3MEHEeHbl MNOCpeAcTBOM Beb-uHTepdenca. MOCKONbKY BCe
KOH(UrypaLVoHHbIe MapaMeTpbl XPaHATCA B rpynnax W noAarpynmnax, TO MOXHO
ObICTPO NEPexoAnTb MeXAY pa3IMyHbIMU NapaMeTpaMu. Tak)Ke MOXKHO OCYLLLeCTBASATb
MOJSIHOTEKCTOBbIN MOUCK MO BCEM KOH(MPUrypaLMOHHbIM NapamMmeTpam.

SysConfig
Actions Result

@ SUBGROUP ELEMENTS GROUP

az Framework
Framework
Framework
Framework

Framework (457) d
L Export settings Framework
Framework
= R Framework

Framework

N

Framework
Framework
Framework
Framework
Framework
Framework
Framework

® o

4
1
1
4
[
4
3
1 Framewark
3
8
3
1
3
1
1
4

Framework
3 Framework
19 Framework

PucyHok: pahmyeckuni UHTeEpgenc A1 HacTporiku cuctemsl (SysConfig).

Bonee noppobHo rpacdmnyeckmnin nHTepdenc oasa HaCTPONKKM CUCTEMbI pacCMaTpMBaeTCA
B rnaese "HacTpomka cuctemsbl Yepes Beb-nHTepgenc” .

1.13. Acnonb30BaHUe NOYTOBbLIA ALLUKOB

ECTb HECKOJIbKO BO3MOXXHbIX BApUaHTOB AOCTABKM HOBbIX MUCEM 3/IEKTPOHHON MOYThI
B cuctemy o6bpaboTkm 3asBok. OOHMM M3 HUX SBNseTca ckpunT otrs.PostMaster.pl

83



OTRS

Real Services

, KOTOpbI HampsMylo MomewaeT nucbMa B cuctemy. [pyrom cnocob - 370
NCMOJIb30BaHME MOYTOBbLIX fLIWMKOB, YMpaBiseMblX MOCPeACcTBOM Beb-uHTepdenca.
Mepengsa no ccoiike "Mo4ToBble AwMKM PostMaster" B MaHenn AQMUHUCTPUPOBAHMSA,
OTRS 3arpy><aeT KOHCO/b OJ18 ynpaB/eHNA MNOYTOBbIMU AWMKaMM (CM. PUCYHOK HMXe).
OTRS noppepxuBaeT rnoyToBble NpoToKoJbl: POP3, POP3S, IMAP n IMAPS.

Mail Account Management

Actions List

[+] Add mall account HOST/USERNAME TYFE COMMENT VALIDITY CHANGED CREATED DELETE RUN NOW!

No data found.

PucyHoKk: YripaBsieHue rno4ToBbIMU ALLUKaAMU.

3a 6onee nogpobHom nHopmaumen obpawantechb K pasgesny MNoyToBble akkayHTbI Post-
Master.

1.14. dDunbTpauma BXoAALLUX MOYTOBbIX
coobLieHunn

OTRS mMeeT BO3MOXHOCTb (UAbTpPaLMN BXOASALWMX COOOLIeHNn. Hanpumep, MOXXHO
aBTOMaTUYECKM MOMeLLaTb onpenesieHHble NMMCbMa B 3af4aHHble o4epenmn nim NnpucBonTb
3alaHHOe COCTOSAHME U TUM 3a9BKN HEKOTOPbLIM MNCbMaM. PuabTpbl MPUMEHSAIOTCA KO
BCEM BXOASALMM MUCbMaM. YNPaBNSaATb 3TUMU PUbTPaMM MOXKHO Mo cCbiike "PostMaster
dbunbTpbl" € NaHenn AODMUHNCTPUPOBAHUSA (CM. PUCYHOK HUXKE).

PostMaster Filter Management

Actions List

[ +] Add filter NAME = DELETE
No data found.

PucyHok: YripaBaeHune ¢puabTpamu PostMaster.

DUIbTP COCTOUT U3 OLHOIMO WU HECKOJIbKUX KPUTEepUeB, KOTOpble MPUMEeHaTCa Anf
onpefeneHns nopagka OENCTBMA Hafd NUCbMOM. ®UALTPLI MOryT ObITb onpeeneHsl
ONg 3arofloBKa Waun Tena nubCMa, Hanpumep, Aaa onpenesieHHbIX OaHHbIX 3aroJsioBKa,
Kak TO ajpec oOTnpaBuTens WM onpefeneHHbIX CTPOK B Tesie nucbMa. MOXXHO
NCMOJSIb30BaTb pPeryssipHbIe BbipaXKeHUs ANA pacmpeHHoro pasbopa. Ecnm kKputepun
unbTpa BbINOJIHAETCS, Bbl MOXETE 3aMnoJIHUTb Mos, Ha3biBaeMble X-OTRS 3aronoBkuy,
B JaHHOM uHTepdence.9Tn 3HavYyeHna ByayT UCMONb30BaHbl NPY CO3AaHUN 3a8BKU UK
perncTpaunm oTknnka knmeHTa B OTRS. Tabnnua 5-4 coaepXuT CNUCOK pa3InyHbIX X-
OTRS 3aroslIoBKOB 1 MX Ha3Ha4eHwue.

MpumeyaHune: Bbl Takxe MoxeTe ucnonb3oBaTb X-OTRS-Followup-* 3aronosku pns
nMmcem C oTBETaMWU/OONOJIHEHNAMUN KJINEHTOB.
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Table 4.5. ®PyHKuUUM pa3nnyHbiX X-OTRS-3aronoBKoB

Ha3BaHue

Bo3MO)XXHbIe 3HaYeHuUSA:

OnucaHue

X-OTRS-Priority:

1 o4eHb HU3KWN, 2 HU3KUN, 3
HOpMasbHbINA, 4 BbICOKMIA, 5
OYeHb BbICOKON

YcTaHaBnuBaeT npnuopuTeT
3aABKW.

X-OTRS-Queue:

Ha3BaHue
cncrteme.

ovyepeau B

YcTaHaBAmMBaeT o4yepenb, N3
KOTOpOW 3asiBKa [OO0JIKHa
ObITb pacnpepneneHa. Ecnum
YCTAHOBJIEHbI X-OTRS-
3aroJIoBKu, BCe OCTaJjibHble
npasuna hunnbTpauuu,
nbliTatlowmnecs
pacnpenennTb
onpeneneHHom ovyepeau
UrHopupytoTca. Ecnnm  Bbl
ncnosb3yete nogoyepenu,
yKa3blBanTe nx Kak
"Parent::Sub".

3aBKY B

X-OTRS-Lock:

610KnpoBaTh,
pa3bnoknpoBaTb

YcTaHaB/IMBaeT COCTOSIHUE
6noKnpoBaHNs 3asBKN.

X-OTRS-Ignore:

Yes nnu True

Ecnmn 3TOT X-OTRS
3aroJlIoBoK yCTaHOBJIEH
B "Yes", BXoaduime
coobueHmns oyoyT

MONIHOCTbIO UIHOPUPOBATCS
W HWUKOrga He nonagyT B
cucTemy.

X-OTRS-State:

HOBaf, OTKPbITasd, 3aKpblTad

YcTaHaBnuMBaeT crefytoulee

yCreLlHo, 3aKpbiTasd|COCTOAHNE 3a9BKMN.
HeyCneLwlHo, ...

X-OTRS-State-PendingTime: |Hanpumep 2010-11-20|3apaeT BpeMs OXXUAAHUS

00:00:00 ona  3aaBku  (Bbl TakXxe

OOJDKHbI YCTaHOBUTb

COCTOSIHNE oXunpaHus,

ncnonb3ya  X-OTRS-State).

Mo>XHO 3amaTb abcontoTHOE
3Ha4dYeHue Tuna "2010-11-20

00:00:00" nnm
OTHOCUTENbHYIO naTy,
OCHOB@HHYID Ha BpPEMEHMU
NOCTYyNJIEHNS niceMa.
Wcnonb3ynte d¢opmat "+

$Number $Unit", roe $Unit
DOJHKHO BbITh 's' (CeKyHabl),
'm' (MunyTbI), 'h' (4achl)
mwan 'd"  (aHwW). TosbkKo
OQHa eguHuua n3MepeHus
MOXeT ObITb 3ajaHa.
Mpumepsl MpPaBuUJILHOI O
BBoga: "+50s" (oThoXuTb
Ha 50 cekyHa), "+30m" (30
MuHyT), "+12d" (12 oHen).
3HayeHne Tuna "+1d 12h"
HeponycTtumo. [ns Takoro
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Ha3BaHue Bo3MO>XXHbIE 3HA4YeHus: OnucaHue
c/lydas npaBuibHbIM OyneT
"+36h".
X-OTRS-Type: rno YyMO4aHUIo (B|YcTaHaBAMBaeT TUN 3asBKU
3aBMCUMOCTIN OT HACTpPoOEK) |(ecan aKTUBUPOBAHO
Ticket::Type).
X-OTRS-Service: (8 3aBMCUMOCTN OT|YKa3blBaeT cepBUC Ong
HacTpoekK) 3asaBku (ecnum Ticket::Service
BKJIIOYEH). ECnn Bbl )XenaeTe
3a/laTb NoAcepBUC cepBuca,
OH YyKa3blBaeTcsa B popmaTe
"Parent::Sub".
X-OTRS-SLA: (B 3aBUCUMOCTH oT|YcTtaHaBnmBaeT SLA pgnsa
HacTpoekK) 3asABKU (€C/Inm akTUBMpPOBaHa
nopoaepxxka Ticket::Service).
X-OTRS-CustomerUser: CustomerUser YcTaHaBvBaeT
KJINEHTCKOrro noJsib30BaTens
015 3a9BKW.
X-OTRS-CustomerNo: CustomerNo YcTaHaBnvBaeT ID

noJsib3oBaTtensa ond 3aaBKWU.

X-OTRS-SenderType:

areHT, cucrtemMa, KJIMeHT

YcTaHaBMBaeT
OTNpaBuTeNsa 3adaBKMU.

TAM

X-OTRS-ArticleType:

email-external, email-inter-

YcTaHaBAMBaeT TUM CTaTby

nal, email-notification-ext,|onsa BXxogaLWKnX 3asBOK.
email-notification-int,
phone, fax, sms, webre-
quest, note-internal, note-
external, note-report
X-OTRS- B 3aBUCNMOCTU oT|CoxpaHsaeT
DynamicField-<Dynamic- KOHGUrypauum OOMOJIHNTENIbHYIO
FieldName>: OnHamMmmnyeckmnx Monen|nHgpopMaunio 419 3a89BKU B
(TekcT: Notebook, [HOata:|anHamuydeckom none <Dy-
2010-11-20 00:00:00, |namicFieldName>.

Konnyectso: 1)

X-OTRS-Loop:

NcTuHa

Ecnmn 3TOT X-OTRS
3aroJIoBOK YCTaHOBJIEH, TO
oTnpaBuTento coobuieHune
HeNoCTaBNSeTCs HN OJHOro
aBTOMATUYECKOro OTBeTa
(3aWKMTa OT 3aUbIKJINBAHNSA).

Ona Kaxkxgoro npaswia QuiabTpauun HY>XHO YyKasaTb uMMA. KpuTepunm dunbTpaumm
MOXXHO yKa3aTb B pa3faene "Ycnosus ®unbtpaunn". Beibepmute n3 cnucka "3arosoBok
1", "3aronoBokK 2" 1 Tak gasnee Ans YacTu cooblieHus, roe Hy>XHO NMPon3BOANTb NOUCK
N B MpPaBOM YaCTU YKa)KMTe 3Ha4vyeHUsa Heobxopumble Ons unbTpauun. B paspene
"YcTaHoBKKM Email 3aronoBkoB" MOXKHO yKa3aTb AENCTBUSA, KOTOpble By Ay T BbIMOJIHATLCS

NpY BbINOJIHEHUN MpPaBUN GUAbTPAUUN. TakXe MOXXHO BbibpaTb

"3arosioBok 1",

"3aronoBok 2" n Tak ganee ana X-OTRS-3arosioBKOB M YCTAaHOBUTb UX 3Ha4dYeHUs (CM.
PucyHoK Hm>xe). NMpaBnaa NpUMeHsAI0TCA B aJihaBUTHOM NOPSAAKE U BbIMOJIHAKTCSA BCe, 3a
WUCKJII0YeHneM cny4as, korga napameTp "lMpekpaTuTb Nnocse cosnageHnsa" ycTaHOBJIEH B
"Na" B oAHOM 13 NpaBuJ (B 3TOM CJ/lydHae NpUMEHEHNE OCTallbHbIX PUIbPOB OTMEHAETCH).
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PostMaster Filter Management
Actions Add PostMaster Filter
‘ Go to overview * Name: Filter One

# Stop after match:  No |4

w* Filter Condition (AND Condition)

Check emall header: From B Negate: £ Look for value:
@somebody.com
Check emall header: | - [ Megate: | Look for value:

Check emall header: | - B Negate: (| Look for value:

Check emall header: | - [ Megate: | Look for value:

PucyHok: lobaBneHue ¢punbTpoB PostMaster.

Example 4.1. CopTupoBaHue cnaMma B onpepnesieHHylo ouepenb

lMonesHble npasuna punbTpaunnm nomoratoT OTRS aBTOMaTUYECKM COPTUPOBATL MNOYTY
MOMEeYEeHYl Kak cnaM C MHCTPYMEHTOM OBHapy>XeHus crnama, Takmx Kak SpamAssas-
sin, B o4epenb "Junk". SpamAssassin pobasnset "X-Spam-Flag" 3arosoBokK Ana Ka>Kaoro
nposepsemMoro nnucbMa. Ecam nucbMo noMeyeHo Kak craM, 3arojioBokK yCTaHOBJIMBaeTCS
B "Ia". Tak KpuTepmeMm punbtpa byamet "X-Spam-Flag: Yes". YTobbl co3paTb nNpaBuso
buabTpaUnUn C 3TUM KPUTEPUAM MOXKHO 3adaTb UMA, HanpuMmep "cnaM-noYThl". Takxe
BblibpaTb B pa3gene "YcnoBus punbtpa" ond "3aronosok 1" n3 cnmncka "X-Spam-Flag:".
BcTtaBuTh "[a" B kKayecTBe 3Ha4YeHMA 419 OTOro 3arosioBKa. Tenepb Kputepun punbTpa
yKa3aH. YTobbl ybeanTbcs, 4TO BCe cnaM-nucbMa nonagyT B "Junk" oyepenb BbibepuTe
B pa3pesie "YCTaHOBUTL 3arosiokm nucbma" gnsa "3aronosok 1" - "X-OTRS-Queue:"
Ykaxute "Junk" B KayecTBe 3Ha4YeHUs 4719 3TOro 3arosioBka. HakoHeu nobaBbTe HOBbIE
npasuna guabTpaummn, 4YTobbl akTMBUPOBaATbL ero A8 CAefylouwmx HOBbIX MUCEM B
cucrteme.

EcTb OOMOJIHUTE/NIbHbIE MOLYN, KOTOPbIE MOXXHO MCMOJIb30BaTh Ans 6osee nogpobHom
unbTpauMn BXOASALIMNX COOOLIEHMA. DTU Moayan O6yayT nonesdHbl Ans 6onblInx u
C/IOXKHbIX CUCTEM.

1.15. BbinoJIHEHUE aBTOMATU3UPOBaHHbIX
3apmaHMM € noMmowbio GenericAgent

GenericAgent sBAsieTCcs WHCTPYMEHTOM [A18 aBTOMAaTUYECKOro BbIMOJHEHUS 3aav.
GenericAgent, Hanpumep, MOXXET 3aKpbiBaTb WIM MNEpeMellaTb 3asBKW, OTMAPaBASATb
yBEeOOMEHUS AJ1S1 3CKAJIMPOBAHHbIX 3asBOK U T.4.

MNepengnte no ccoinke "GenericAgent" B MaHenn YnpasneHus (CM. PucyHOK
HMXe). OTKpoeTca Tabnmua CO CMMCKOM aBTOMATU3UPOBAHHbLIX 3agaHuin. X MOXXHO
pefakTMpoBaTb, NepeKoymMB cnocob BbI30Ba Ha PYYHOW, NN YAANNTb.

Generic Agent
Actions List

[+] Add job NAME LAST RUN VALIDITY DELETE RUN NOW!
wvalid
walid
valid

PucyHok: Cnincok 3afnanuvii a5 GenericAgent.

Haxxmute "0obaBnTb 3amamne" ons co3gaHne HOBOW 3aaa4un. B nepByto oyepenb yKakmTe
nMsa. 3aTeM, Bbl MOXETE YKasaTb KakK OHa A0JIKHa BbIMNOJIHATbLCA: aBTOMATUYECKU B
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durkcmpoBaHHoe BpeMs (Kak cronjob, aToT pexxum byaeT onepmnpoBaTb BCEMU 3asiBKaMU,
HanOeHHbIMX C NOMOLLbIO PunbTpPa 3a8aB0oK) Uan basnpysacek Ha cobblTuax (Cpasy nocne
N3MeHEeHNs OTAEeNbHON 3asBKMW, €C/IN OHa yAoBeTBopsaeT huabTpy). [IOMHMTE, 4TO ecu
Bbl BPY4YHYIO 3anycKaeTe 3afaHne, oCHOBaHHOe Ha cobbiTuK, C aKpaHa ob3opa 3agaHun,
oHo byaeT onepmpoBaTb BCEMM 3as8BKaMu npowlewmmMmm puibTp.

Generic Agent
Actions Job Settings
4 Go to overview % Job name: Job Four

Yes |

+ Automatic execution (multiple tickets)

SCHEDULE MINUTES = SCHEDULE HOURS | SCHEDULE DAYS

Sun
Mon

00 o0
10 o1
20 oz
30 03
40 04
50 05

Tue
Wed
Thu
Fri
Sat

agent job will not run automatically.
xecution select at least one value from minutes, hours and days

* Event based execution (single ticket)

TYPE EVENT DELETE

Ticket ¢ EscalationResponseTimeNotifyBefore |7}

PucyHok: Co3zgaHune 3agaHuv g5 GenericAgent.

Ons Kaxnoro 3agaHusi HeobxoAuMo 3agaTb UALTP 3asBOK, Hanpumep, oTbupaTb
TOJIbKO 3asiBKW B ornpepesieHHon odyepeaun. YTobbl 3agaHne BbIMNOAHANOCH A5 3a9BKU
OHa [0JI)KHa YyA0BJIETBOPSATb BCEM KPUTEPUAM puSbTpa.

HakoHel, OaHHble 3afiBKM MOXXHO MU3MEHWUTb, 3ajaBas pa3jinyHble Mossd, Takune Kak
ovyepenb WM cOoCTOAHME. MOXKHO COo3haTb 3aMeTKy K 3aaBKe(aM) nan BbINOJHUTL
MoJsb30BaTENIbCKUN Moay/b. MOXXHO TakXe yaananTb 3aﬂBKy(I/I) 13 6a3bl JaHHbIX. 3TO
MOXKET BbITb MNONE3HO OJ19 OYNUCTKMN CUCTEMbI OT OLIMBOYHBIX NN yCTapeBWwnx gaHHbIX,
noTepAaBLLINX aKTyaJibHOCTb.

Warning

Ecnun Bbl BbIbpann yHKUMIO yOaneHns, BCce BbibpaHHbIe 3asBKN U BJIOXKEHUSA K
HUM ByRyT yaaneHbl U3 6a3bl JaHHbIX 63 BO3MOXXHOCTWN BOCCTaHOB/IeHNSA!

Mocne pepnakTupoBaHus 3agaHns, OTRS BepHeT Bac Ha 3KpaH 0630pa 3agaHuin. 3aech Bbl
MOXKeTe 3anyCTUTb ero Bpy4Hyto. ECav Bbl 3anyCcTuam 3agaHve, TO BHavase Bbl MOay4unTe
CMUNCOK 3asBOK, KOTopble byayT obpaboTaHbl 3agaHMeM rnocsie ctapTa. DTOT CMNUCOK
MOMO>XET BaM MPOBEPUTD, YTO hunbTpbl BbIIM 3afaHbl MPaBUJIbHO. B 3TOT MOMEHT eLle
HUKaKUX OENCTBUN C 3asBKaMM HEe BbIMOAHAN0Cb. OHO Ha4yHeT paboTy TONLKO nocne
MnoATBEPXKAEHNSA BaMU MPOAOSHKEHNS paboThl.

1.16. DneKTpoHHasaA NoYTa agMUHUCTpPaTOpa

OTRS agMUHUCTPATOPbl MOrYT OTCbI1aTbh COOOLLEHUS onpeneneHHOMY MoJib30BaTeso
uwnn rpynne. llepexon no ccblike "YBepomneHmsa AgmumHuctpaTopa" B [MaHenn
AOMNHUCTPUPOBAHNA OTKPbIBAET CTPaHMLYy, Ha KOTOPON MOXXHO YKasaTb areHTOB U
rpynnbl, KOTOPbIE OOJIKHbI ObITb ONOBELLEHbI (CM. PUCYHOK HUXKE).
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Admin Notification
Hint Create Administrative Message

* From; admin@mycompany.com

carlos.garcia
carlos.rodriguez.
dennis.schmelter
dominik.klein
johannes.horburger
manuel.hecht

admin
stats

users

-]

Development
IT Supervisor
Service Desk

* Subject:

PucyHok:. OnoBeLyeHus AAMUHNCTPaTOPOM.

MO>XXHO yKa3aTb OTMpaBUTENsA, TEMY U TEKCT yBeAOMJEeHUs. Takxe MOXHO BbibpaTb
areHToB, FPYMMbl U POJIN, KOTOPbIE AO/KHbI MONYYMTh COObLLEHNE.

1.17. YnpaBneHue ceaHCcaMm

Mepenpsa no ccobinke "YnpasneHne CeaHcaMn" B MNaHesnn ynpaB/ieHUA Bbl MOXKeTe
YBUAETb BCEX 3aperucTpmpoBaHHbIX B CUCTEME MNoJib3oBaTesien U geTajiv UX CeaHcoB
(cM. PucyHok Huxe).

Session Management

Actions List

All sessions
Agent sessions
Customer sessions

SESSION TYPE USER KILL
Agent Admin OTRS
Agent Carlos Garcla

Unigue agents Customer Bruce Banner

Unigue custemers

B I R ]

| @] Kill all sessions

PucyHok: YripaBreHne CeaHCamu.

BblBOOMTCA CTaTUCTUKa O BCEX AKTUBHbIX CECCUMAX, Hanpumep, CKOJIbKO areHTOB W
KJIMEHTOB BOWJAN B CUCTEMY, KOJIMHECTBO aKTMBHbIX ceccun. KAMKHYB Ha CCbIKY
"YoannTb 3Ty ceccuto”, KOTopas HaxoAUTCs B MPaBOW 4acTuU CNMCKa, MOXHO yaannTb
TY WK NHHYIO ceccuto. Takxe MOXXHO BOCMOJIb30BaTbCA CCbISIKON YaaamTb BCE ceccuu,
YTO MOXXET b6bITb MoNe3HO 4TObbl OTKYUTL CUCTEMY. TakXXe MOXXHO MPOCMOTPETb
noapobHyo MHhopMaLKno 0 Ka)Kaon ceccum (cMm. PUcyHok Hmxe).
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Session Management

Actions Detail View for Session|D : Kjf8ZxjMzhZwXMOZgXFOoWWkxHEKw3vo - Admin OTRS

1 Go to overview KEY VALUE

% Kl e session AdminDynamicFieldsOverviewPageShown 25
ChangeTime 2014-11-27 18:50:25
CreateTime 2014-11-27 18:50:25
SessionlD KJf8Zx]MzhZwXMOZgXFOooWWkxHEKw3vo
UserChallengeToken rpaCKIGPuBICUSkSaluk9933embPlwg1
UserEmall root@localhost
UserFirstname Admin
UserFullname Admin OTRS
UserlD 1
UserlsGroupRo[admin] Yes
UserlsGroupRo[stats] Yes
UserlsGroupRo[users] Yes
UserlsGroupfadmin] Yes
UserlsGroup[stats] Yes
UserlsGroup|users] Yes
UserLastLogin 1417481926
UserlLastLoginTimestamp 2014-12-02 01:58:46
UserLastRequest 1417481927
UserLastname OTRS
UserlLogin root@localhost
UserPw HOOARRK

PucyHok: lNoapobHas nHgpopmaumns o ceccuu.

1.18. O6cny>xXxmBaHme CUCTEMbI

Paszpen koHdurypauum "O6cCnyXmBaHMe CUCTEMbI" OaeT BO3MOXXHOCTb YMNPaBiATb
oOoHUM nnm 6onee nepnogamMm TeEXHUYECKOro o6cny>XKmBaHUs CUCTEMbI. B Te4eHune sToro
nepuoda, areHTbl U KJANEHTbl HE MOryT MOAKJYUTBLCA K CUCTEME (3@ UCKIYEeHUEM
areHTOoB, BKJIIOYEHHbIX B rpynny "admin®). Y)xe nogkat04eHHbIE NOJsib30BaTENMN NoayyaT
yBeooMNEHNE O TexobcnyXuBaHnM (00O N N B TeyeHue nepuopa TexobcayxuBaHus).
AOMNHNCTPATOPbl NUMEKT BO3MOXXHOCTb 3aKpblTb CeaHCbl MNOAKJ/OYEHHbLIX areHToB
N KJIMEHTOB, BCE 3TO B paMKaX MNOArOTOBKW, 4YTOObI MMEeTb BO3MOXHOCTb BHOCUTb
N3MeHeHNsa B cucTemy (Hanpumep, obHoBNEHME cuCTEMBbI) B "Be3onacHoM" cpepe.

System Maintenance Management

Actions List
£  Schedule New System Maintenance START DATE STOP DATE COMMENT VALIDITY DELETE
A comment about this maintenance pericd wvalid
DB maintenance valid
Hint )
System upgrade wvalid

PucyHok: 3KpaH o0b630pa  YrnpaBaeHuss — 0O6CAYyXUBAHWEM  C  HECKOJIbKUMU
3an/1aHNPOBaHHbIMU repmnogamu.

OaTa Havana u [laTa OKoH4YaHuUs - obA3aTesibHble NMONA, U e4UHCTBEHHOoe npasunio
0na aTon KombuHaumm asnseTcs To, 4To OaTa Hadana He MoxXeT 6biTb no3xxe LaTbl
OKOHYaHWNA.
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Edit System Maintenance
Actions * Edit System Maintenance information
‘ Go to overview 12 BVis Bovis Bea-20 Bor B

12 B B Bem-21 B o B

* Comment: A comment about this maintenance period

We apologize for the inconveniences, the
system will be ready soon

A notification message for customer

* Validity:  valid B
Save oOf
* Manage Sessions
3
2
1
Agent Sessions
SESSION TYPE USER KILL
KifBZxjMzhZwXMOZgXFOoWWkxHEKw3vo Agent Admin OTRS
ReFdx9XzKqjFPQkwMnUYBNThEFOTIS Agent GCarlos Garcia
Customer Sessions
SESSION TYPE USER KILL
TwjQ0ZrvxSC14sUdo5oyd5HYcGJLOM]M Customer Bruce Banner
i Kill all Sessicns, exept current

PucyHok: KkpaH peaakTupoBaHUs YripaBieHUs 06C1yXUBaHNEM.

Mocne BBoOa HOBOro rnepuona obcny>xmBaHus, otobparkaeTca 063o0p 1 nogpobHoOCTM 0
TEKYLLNX aKTUBHbIX CE€aHCax, NCMOMb3ys KOTOPbIA, aAMUHNCTPATOP MOXXET 3aKpbITb 3TN
CeaHchbl (MCKOYasa aKTUBHbIE), €Cn 3To Heobxoammo.

1.19. CUCTEeMHbLIN XYpHan

Mepenps no ccolike "CuctemMHbln XypHan" B lNaHenn AAMUHUCTPUPOBAHUSA MOXHO
MPOCMOTPETb 3anucu B CUCTEMHOM >KypHajse, OTCOPTUPOBaHHble B oO6paTHOM
XPOHOJIOrM4ecKkoM nopsake (CM. PUCYHOK HUXe).

System Log
Hint Recent Log Entries
Here you will find log information about your TIME PRIORITY | FACILITY MESSAGE

sy Use module
Tue Dec 2 02:00:12
(%] Hide this message I notice OTRS-otrs.GenericAgent.pl-2664  (Kernel::System::GenericAgent: TriggerAdvancedEscalationStartEvents) for
Ticket (20141112266400001273).

Tue Dec 2 02:00:11 N ) Added scheduler job 'EscalationHistory® by escalation event
notice OTRS-otrs.GenericAgent.pl-2664 )

2014 ‘EscalationBreached_2' for ticket '2'

Tue Dec 2 02:00:11

I notice OTRS-CGI-3051 CustomerUser: 'bruce.banner’ changed password successfully!

Tue Dec 2 02:00:11 . . Use module (Kemel::System::GenericAgent: TriggerEscalationStartEvents) for
notice OTRS-otrs.GenericAgent.pl- 1082 )

2014 Ticket (109200664/990).

PucyHok: CUCTEMHbIV XYPHaJl.

KaXxlasd CTpoKa B >XXYypHaJie COOEpPXUT: BpeMsl, NPUOPUTET, KOMMOHEHT CUCTEeMbl "
HernocpenoCTBeHHO CaMy 3aluch.
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Note

CnUCTeMHbIN XYpPHan OocTyneH yepe3 Beb-nHTepdenc Tonbko Ha Linux / Unix
cncTemax.

1.20. SQL 3anpochl

Ccobinka "SQL Box" B NaHenn AODMUHUCTPUPOBAHUSA OTKPbIBAET OKHO, KOTOpOE MNo3soaseT
HanpsaMmylo genaTtb 3anpocbl K Tabnuuam 6asbl gaHHbIX cncteMbl OTRS (cM. PucyHOK
HMXe). Pa3spellaeTcs genaTb TONbKO 3aMpockl Ha BbIBOPKY AaHHbIX, U3MEHATb AaHHbIE
C MOMOLLbIO 3arpocoB HeJsb34.

SAL Box
Hint Options

% SQL; SELECT * FROM

40

WL B

Run Query

PucyHok: SQL-3anpochsl.

1.21. MeHep>Xep nNnakeToB

Ncnonb3ya ccbinky "MeHepxep nakeTosB" B [laHenn ALMUHUCTPUPOBAHUA, MOXKHO
yCTaHaB/MBaTb W YMNPaBAATb MNakKeTaMu, KOTOpble pacwupsaioT GQYHKULNOHaNbHbIE
BO3MOXXHOCTM OTRS (cM. PucyHok Huxe). MNepenaute Mo ccbiike OononHUTeNbHbIEe
npunoxxeHns 4Tobbl BoIbpaTh pa3fen rae HaxoAMTCs CAMCOK N onNucaHne paclunpeHun,
KoTopble OOCTYrMHbl U3 xpaHunuw, OTRS.

Package Manager

Actions Online Repository
Browse... | No file selected. NAME VERSION VENDOR DESCRIPTION ACTION
2 Install Package 401 The FAQ/knowledge base.
1.07 OTRS code quality checks.
4.0.1 Includes "Ticket Master/Slave® feature.
OTRS Exte
Hansions - 401 A customer survey tool.
= Update repository information 4.0.1 Basic mall interface to System Monitoring Suites. Al...
4.0.1 A Time Registration Medule.
4.0.1 The iPhoneHandle Package.
Local Repository
NAME VERSION VENDOR DESCRIPTION STATUS ACTION

No data found.

Features for OTRS Business Solution™ customers only —

With OTRS Business Solution™, you can benefit from the following optional features. Please make contact with if you need more information.

NAME DESCRIPTION
Required for a smooth deployment of OTRS in a High-Availability Environment
Adds a custom search for Config Items regardiess of Cl classes.
Assign Services to Gustomer |Ds or GustomerUsers.
Displays a message dialeg while choosing a field, for example: SLAs.

PucyHok: MeHea»xep nakeTos.

MeHep)xep MakeToB MO3BOJISET MPOCMOTPETb MakeThbl pacwmpeHus OTRS BMecTe C
HOMepaMun UX BEPCU, YyCTAHOBJIEHHbIE Ha CEpBEpE B AAHHbLIA MOMEHT.

MakeTbl MOXXHO YCTaHOBUTb W3 yAaJIeHHOro XOCTa, ANS 3TOoro, B pasgene OHAaviH
Perno3nTopuii Hy>XHO BbIBpaTb PENoO3NTOPUN U HaXKaTb KHOMKY OB6HOBUTbL MHGOPMAaLINIO
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n3 penosutopus. Bce poOCTynHble nakeTbl OyayT oTobpa)keHbl B COOTBETCTBYlOLLEN
Tabnvue. B mnpaBoM 4HacTu CTpaHuubl oToBparkaloTca [OCTynHble nakeTbl. YTobbl
YCTaHOBUTb MaKeT, HaXKMUTE Ha CCbIIKY YcTaHoBuTh. Nocne yCcTaHOBKM nakeT byneT
oTobpaxkaTbca B pasgene Local Repository.

Ona o06HOBNEHUS YCTAHOBNEHHbLIX MAKETOB MOXXHO BOCMOJIb30BATbCA CMUCKOM
OOCTYMNHbIX MAKEeTOB W3 OH-NallH peno3nTopusa. B KonoHke "pencTeme" ANA Ka)Kgoro
N3 MNaKeToB, KOTOPbIN MMeeT 6onee BbLICOKYIO BEpCUlO, 4eM YCTaHOBNEHHas cemnyac,
Ha>XMUTe KHOMKY O6HOBUTbL. NPOCTO HaXXMUTE Ha KHOMKY "OBHOBMTL", N HOBbLIA NaKeT
6yneT obHOBNEH.

B HekoToOpbIX ciy4asx, Hanpumep, kKorgna Bawa OTRS-cucteMa He nogk/tyeHa K
WHTepHeTy, MOXXHO YCTaHOBUTb MakKeTbl, KOTOpble OblM 3apaHee 3arpy>XeHbl Ha
JIOKanbHbIN AnUCK. HaxxmuTe KHonky O630p Ha 6okoBoW maHenn n BbibepuTe. opm-
dann Ha xecTkoM gucke. Haxmnte OTKpbITb , @ 3aTeM YcTaHoBUTbL nakeT. lNocne
yCTaHOBKM NakeT oTobparkaeTcsa B pa3snene JlokasibHbivi Periosntopuii. NpoaenanTe Te
Ke OEeNCTBUSA A5 TOro 4YTobbl 06HOBUTL Y>KE YCTAaHOBJIEHHbIN NaKeT.

B o0cobbix cny4asx, MOXHO HacTpouTb MeHepxep [lakeToB, Hanpumep, AAA
NCNoJIb30BaHUA NPOKCU-CepBepa, WK JIOKaJabHOro penosntopus. Nepenaa no ccoljke
Framework:Core::Package, MOXXHO YyBMAETb Ha MMelOWMECAs BapuaHTbl B pasgene
KoHurypaumsa cuctemnbl/SysConfig.

1.22. Beb-cepBuchbi

Cchbinika Beb-cepBuchl Bbi3biBaeT rpaguyeckuin nHtepdenc (aaa OTRS Generic Interface),
C NOMOLLbIO KOTOPOrO MOXXHO CO3aBaTb M U yNpaBaATb UMK (CM. PUCYHOK HUXe).

Genericlnterface Web Service Management - Overview

"

Actions Web Service List

[-+] Add web service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
First web service Any remote system - - valid
valid

PucyHok: paguyeckunii nHTepgeric ansa Beb-cepBucos.

bonee noapobHo rpaguyeckun UHTepdenc [na  HacTpouknm  Beb-cepBUCOB
paccmaTpuBaeTcs B rnaBe "HacTpolika Beb-cepBucoB Yepe3 Beb-uHTepdenc" .

1.23. AmHaMunyeckue lNMonsn

Pazpgen [uHamMmyeckme noss MO3BOAAET CO34aBaTb, HacCcTpaumBaTb W YMpaBAATb
MoJsIb30BaTENLCKUMU MONSIMU AN 3a9BOK U COOBLLEHNIN/3aMETOK (CM. PUCYHOK HUXKE).

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article 1-gof9
B NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
Process ProcessID Ticket valid
Activity ActivitylD Ticket valid
My Field 1 Text Ticket wvalid
1} My Field 2
eld for object: Ticket My Field 3
My Field 4
Hint My Field 5
My Field 6
My Field 7

Ticket

Textarea Ticket valid
Checkbox Ticket valid
Dropdown Ticket valid
Multiselect Ticket valid
Date Ticket valid
Date / Time Ticket valid

[
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PucyHok: CTpaHuLa ¢ HEKOTOPbIMU ANHAMUYECKUMU MOJISIMM.

bonee nogpobHO onucaHne HaACTPOMKK OMHAMUYECKMX MOJIEN COLEPXUTCA B pasgene
"HacTpownka AnHaMmumn4yecknx nonen".

Kaxkablh TN BMHaMU4YEeCKOro Mojas MMEeeT CBOM HaCTPOWMKU M COOTBETCTBEHHO CBOU
CoBCTBEHHbIE 3KPaHbl HACTPOWKMN.

Note

Mpu HacTpolike B MaHenn ALMUHUCTPUPOBAHMNSA, ANHAMUYECKME MO MOFYT ObIThb
NPUBSi3aHbl TOJIBKO K 3asiBKaM UM 3aMeTKaM/COOBLLEHNAM MO YMOHAHWIO, HO NX
NCMONb30BaHNE TakXXe MOXKET OblTb PAaCNpPOCTPAHEHO U Ha Apyrue 06beKTbl.

2. HacTtpouka Cucrembl
2.1. KondurypauuoHHbie ¢pannbl OTRS

Bce KoHdurypauuoHHole dannbel OTRS xpaHAaTca B aupektopum Kernel wn ee
nogovpektopmax. HeT HeobxoAuMMOCTU WU3MeHATb pApyrue dannbl kpome Ker-
nel/Config.pm, NOTOMY 4YTO OCTajnbHble hannbl ByayT n3MeHeHbl, nocsie obHoBNEHUA
cuctemsl. [IpoCcTo cKONMpynTe KOHUrypaLUoHHbIe napamMeTpbl U3 Apyrux ganios B
Kernel/Config.pm n namMeHuTe Mx B COOTBETCTBUM C BaWMMK nNoTpebHOCTAMMU. DTOT
hann HUKorga He byaeT 3aTPOHYT BO BpeMsa 0OHOB/IEHUS, Tak YTO HAaCTPOWKKN, KOTopble
Bbl MPOU3BENN BPY4YHYIO By Ay T COXpaHEeHbI.

B katanore Kernel/Config/Files ecTb HekoTopble Apyrue ddanabl, KoTopble
rnepenatTCs, Korga 3anyckaeTcs cTpaHuua Bxopga B OTRS. Ecnu ycTaHOBAEHbI
JonosiHuTeNbHblE NMpuaoXeHus, Takue kKak FAQ (YABO) nnm MeHep>xep ®ainnios, TO UX
KOH(UrypaLuVoHHble hansibl TakXe MOryT 6biTb HanAeTbl N0 YKa3aHHOMY NyTW.

Ecnn Beb-mHTepdenc OTRS poctyneH - Bce .xml-painbl M3 aupektopunm Ker-
nel/Config/Files aHanm3anmpyloTca B angaBUTHOM MOpsAAKe, 3aTeM MOArpyXXakoTcs
HaCTPOVKWN rNaBHOro (perMBOpPKa W [OMNOJIHUTESNIbHbIX MNpuaoXXeHuin. 3aTtem, byayTt
npUMeHeHbl HacTporkn B AByx (annax Kernel/Config/Files/ZZZAAuto.pm un Ker-
nel/Config/Files/ZZZAuto.pm u Kernel/Config/Files/ZZZProcessManagement.pm
(ecnm oH cywecTByeT). 3TK hansibl UCNOL3YIOTCA rpadunvecknuMm Beb-nHTepdencom
KOH(UrypaLuum CUCTEMbI U HAKOT @ He O0JIKHbI pefakTUpoBaThCA BPYYHYIO. [TocneaHUM
npumeHseTca ¢dann Kernel/Config.pm, KOTOpbIN COAEPXUT WHAUBUAYASIbHbIE
HacTpPoOVKW 1 MnapaMeTpbl KOHQUrypauunm, U3MeHseMble BPY4YHYl. YTeHune
KOH(UIYPLUUOHHBbIX (PasioB B TakoM MOpAfKe rapaHTUpyeT, 4TO cneuuduyeckme
napamMeTpbl Bawen KoHpuUrypauum dyayT Ucrnosib30BaHbl CUCTEMON.

2.2. HacTpouKa cucteMbl Yepes rpacpumnyeckum
BeO-uHrepdemnc

Ha4dumHaa ¢ Bepcum OTRS 2.0 n B nocnenyowmx Bepcusx, ¢ rnoMoLlbio rpadpuyeckoro
Beb-nHTepdenca AN HACTPOMKN CUCTEMbI MOXHO JIErKO W3MEHWUTb MOYTU BCE
KOH(UrypaumoHHble MapamMeTpbl LUeHTalbHOro ¢QpenMBopka W [OMOAHUTENLHO
YCTaHOBJIEHHbIX MoAaysen . [ng ero ucnonb3oBaHuUs, sonante B cuctemy kak OTRS-
aAMUHNCTPATOpP 1 NepenguTe No ccoblyike KoHpurypaumsa cuctemol/SysConfig B MaHenn
AOMUHNCTPUPOBaHNSA (CM. PUCYHOK HUXeE).
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SysConfig
Actions Result

@ SUBGROUP ELEMENTS GROUP
a2 Framework
Framework
Framework (457) | <] Framework
Framework
Framework
Framework

4
1
1
— Export settings 4
6
X Import settings 4 Framework
3 Framework
1 Framework
1
8
3
1
3
1
1
4

X}

Framework
Framework
Framework
Framework
Framework
Framework

® o

Framework
Framework
3 Framework
19 Framework

PucyHok: paguydecknii uHTepgevic 4711 HACTPOVIKU CUCTEMBI.

Mockonbky B HacTosawee Bpema B OTRS wmeetca 6onbwe 600 napameTpos
KOoH(Urypauum, ecTb HEeCKOJIbKO pa3/inyHbix cnocoboB 6HbICTpoOro poctyna K
cneunpuruyeckmm HacTponkaM. MIcnosib3ys NOJIHOTEKCTOBbIA MOUCK MOXKHO MPOCMOTPETh
BCEe KOH(UrypaumoOHHble MNapaMeTpbl Ha MnpeaMeT COBMafeHuUs C onpefesieHHbIM
KJ1l04EeBbIM CNOBOM. [MOTHOTEKCTOBLIM MOUCK ULLLEeT COBMAaAEHUA He TOJIbKO B Ha3BaHUAX
KOH(UIypaLVOHHbIX NapaMeTpoB, HO TakKXXe U B NX OMUCaHUAX. DTO NO3BOJISET HaNTH
TOT WM UHHOW 3/1IEMEHT Ja)Ke B TOM CJlyyae eCsin ero HasBaHue Hen3BecHO.

Kpome 3Toro, BCe napameTpbl KOHPOUrypaLunum oTCOPTUPOBAHbI MO OCHOBHbLIM rpynnam
n noarpynnam. [NnaBHas rpynna npeactasnset cobon nNpunoxeHue coocTosLme
n3 noarpynn "Framework" gnsa rnasHoro OTRS-thpenmBopka, "Ticket" ponsa cuctemsl
obpaboTku 3aaBoK, "FAQ" - ANa CUCTEeMbl OTBETOB 1 BOMPOCOB U TaK Aasee. Moarpynnsl
MOryT 6bITb AOCTYMHbI €C/N MpuioXKeHne BbibupaeTcs M3 cnmucka rpynn "Beibopop
rpynn" KHomnka Ha)<kaTa.

Kaxxabll napaMeTp KOHUrypauum MoxxeT 6biTb "BkalOHeH" wunnum "BbIKOYeH" C
nomollbio naxka. Ecnnm napameTp "BblKa4deH" (na>kok He BbibpaH) cucTema
byneT nrHopmposaTb 3TOT NMapaMeTp WU UCMNOJIb30BaTb HACTPOWMKM MO YMOJIHAHWUIO.
Tak>Xe, BOCMNOJIb30BaBLUMb KHOMKOW "BOCCTaHOBUTL" MOXHO MEPEKIYUTCA Mexay
W3MEHEHHbIM 3HayYyeHVeM KOH(PUrypaLMWOHHOro MnapaMeTpa U ero 3HavyeHuem no
yMO4aHuUIO.

ECnnM HYy>XXHO COXpaHWTb BCE W3MEHEHUs, BHECEHHble B KOH(Urypauuio CUCTeMbl,
HanpuMmep, AN ObICTPOM HACTPOMKW HOBOW YCTAaHOBKW, MOXHO BOCMOJIb30BaTbCH
KHOMKOM "DKCNopTMpoOBaTb HACTpomkW", KoTopas co3gact .pm-dann. Y1obbl
BOCCTaHOBMb CBOW COBCTBEHHblEe HACTPOWMKMK, HaxXMuUTe KHOMKy "MMnopTumpoBaTb
HacTporkun" n BoibepuTe .pm-hain C HACTPONKaMN CO3JaHHbIMU paHee.

Note

N3 3a coobpakeHnn 6esonacHOCTW, MapaMeTpbl KOHPUrypaunum coeamnHeHunsa c
6a3on gaHbiX He MoryT 6biTb naMeHeHbl B SysConfig. IX Hy>XHO yCTaHOBJIEHbI
Bpy4Hyto B harne Kernel/Config.pm.

3. Pe3sepBHOEe KOnNUpoBaHUe CUCTEMbI

B 3Ton rnaee onncbiBaeTCH pe3epBHOE KOMNMpPOBaHME N BoCCTaHoBeHMe aaHHbIX OTRS.
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3.1. Pe3epBHOEe KONUpoBaHue

EcTb ABa TMNa AaHHbIX AN pe3epBHOro KONMPOBaHUSA: haibl MPUN0XKEHUS (Hanpumep,
annbl B /opt/otrs) n gaHHble, xpaHswmecs B 6a3e AaHHbIX.

Ons ynpouweHns co3gHns pe3epBHbIX KOMUN, cueHapun scripts/backup.pl BkaoyeH B
Kaxkayto nHctanaumio OTRS. OH No3BONSET CO34aBaTb PE3EPBHYIO KOMMIO BCEX BaXKHbIX
OaHHbIX (cM. CueHapun HUXe).

linux:/opt/otrs# cd scripts/

linux:/opt/otrs/scripts# ./backup.pl --help

backup.pl - backup script

Copyright (C) 2001-2014 OTRS AG, http://otrs.com/

usage: backup.pl -d /data backup dir/ [-c gzip|bzip2] [-r 30] [-t fullbackup|nofullbackup|
dbonly]

linux:/opt/otrs/scripts#

CueHapui: [Tosly4eHe noMoLLm 0 MexaHnu3Me pe3epBHOro KornnposaHuns OTRS.

ﬂﬂﬂCOBAaHMﬂpeBepBHOMKOHMMBHHOHHMTGKOMaHﬂy,HpMBeﬂeHHyK)BCHeHapMMHMMEZ

linux:/opt/otrs/scripts# ./backup.pl -d /backup/

Backup /backup//2010-09-07 14-28/Config.tar.gz ... done
Backup /backup//2010-09-07 14-28/Application.tar.gz ... done
Dump MySQL rdbms ... done

Compress SQL-file... done

linux:/opt/otrs/scripts#

CueHapuii:Co3aHue pe3epBHOV KOMUU.

Bce paHHble xpaHAaTca B Aupektopuun /backup/2010-09-07 14-28/ (cm. CueHapuin
Huxe). Kpome Toro gaHHble COXpaHeHsbl B hanie ¢ pacumpeHuem .tar.gz.

linux:/opt/otrs/scripts# ls /backup/2010-09-07 14-28/
Application.tar.gz Config.tar.gz DatabaseBackup.sql.gz
linux:/opt/otrs/scripts#

CueHapuii: poBepka harizioB pe3epBHOV KOMUU.

3.2. BoccTaHOBJIeHMe

Ons BOCCTaHOBNIEHNS PE3epPBHON KOMUW, COXPaAaHEHHbIE OaHHbIE NPUNOXKEHNA LOJIKHbI
ObITb 3anucaHbl 06paTHO B KaTaJsior YCTaHOBKW, Hampumep /opt/otrs. ba3a maHHbIX
Tak>XXe [0o/1)KHa 6blTb BOCCTAaHOBJIEHA.

CueHapun scripts/restore.pl (cMm. CueHapuii HMXKeE), KOTOPBLIA ynpowiaeT npouecc
BOCCTaHOBJIEHNS U MOCTaBASeTCA C Kakaon install-eepcuen OTRS. Moanep>xkmeatoTcs
CYBA MySQL n PostgreSQL.

linux:/opt/otrs/scripts# ./restore.pl --help

restore.pl - restore script

Copyright (C) 2001-2014 OTRS AG, http://otrs.com/
usage: restore.pl -b /data backup/<TIME>/ -d /opt/otrs/
linux:/opt/otrs/scripts#

CUEHapMﬁ:nOﬂyHEHMeCnpaBKM()MeXaHMﬂWEBOCCTaHOBﬂeHMﬁ

[aHHble, KOTOpPbIE XPaHATCA B Anpektopunm /backup/2010-09-07 14-28/, moryT 6biTb
BOCCTa@HOBJIEHbI C MOMOLLbIO KOMaHAbI, NpBEAEHHON B NpnBeaeHHOM Huxe CueHapum
npwu ycnosun 41o OTRS ycTaHoBneH B /opt/otrs.
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linux:/opt/otrs/scripts# ./restore.pl -b /backup/2010-09-07 14-28 -d /opt/otrs/
Restore /backup/2010-09-07 14-28//Config.tar.gz ...

Restore /backup/2010-09-07 14-28//Application.tar.gz ...

create MySQL

decompresses SQL-file ...

cat SQL-file into MySQL database

compress SQL-file...

linux:/opt/otrs/scripts#

CueHapuni: BocctaHoBsieHne gaHHbIX OTRS.

4. HacTPOUKM 3J1IeKTPOHHOM NMOYUThI

4.1. OTnpaBKa / noJsiy4yeHue 3J1IeKTPOHHOM
nouThl

4.1.1. OTnpaBKa No4Thl

4.1.1.1. yepe3s Sendmail (no ymonuyaHuio)

OTRS MOXeT oTnpaBnATb COOBLLIEHNS 3/IEKTPOHHOM Mo4YThbl Yepe3 Sendmail, Postfix,
Qmail or Exim). Mo ymMonyaHuto ucnonb3syetcs Sendmail, oH gomkeH paboTaTb npwu
YCTAHOBKU CUCTEMBI "N3 KOPOOKK".

MapameTpbl sendmail MOXXHO HacTpouTb 4Yepe3 rpaduyecknn Beb-uHTepdenc nns
KoHgurypauun (Framework::Core::Sendmail)

4.1.1.2. Yepe3 SMTP-cepBep unu smarthost

OTRS Mo)eT nocbiaTb NMcbMa Yepe3 SMTP (Simple Mail Transfer Protocol / RFC 821)
nnn Secure SMTP.

MapameTpbl HACTponkn SMTP-cepBepa MOryT BbITb CKOH(PUIYPUPOBaHHLI Yepes3 SysCon-
fig (Framework::Core::Sendmail). Echn y Bac HeTy SMTPS B KayecTBe onuum, 3Ha4YUT Bbl
NponyCcTUAN YCTaHOBKY COOTBETCTBYOLWUX Perl-moaynen. B Takom cny4dae, obpatuTech
noxanymcra kK sTon "YcTaHoBka Perl-moaynen Heobxoaumbix ansa pabotel OTRS"
WHCTPYKLUWN.

4.1.2. NMNony4yeHne cooOLLLEeHUN DNNEKTPOHHOM NOUTDI

4.1.2.1. YyeTHble 3anucu 3JIEKTPOHHOW NO4YTbI HACTpanBaeMble
yepes rpacpmyeckumn nonb3oBaTesibCKum uHtepdenc OTRS

OTRS no3BoaseT noJsly4aTb COOOLLLEHNS 31EKTPOHHON MOYThI YEPE3 NOYTOBbIE aKKaYyHThI
POP3, POP3S, IMAP, n IMAPS.

[ONs HAaCTPOMKM MOYTOBbIX aKKayHTOB BOCMOJ/Ib3YyNTECb CCbINIKON "MoYTOBbIE AKKAYHTbI
PostMaster" Ha cTpaHuLe aoMUHUCTPUPOBAHUS.

Ecnun co3gaH HOBbIM MOYTOBbLIN aKKAYHT/AWWK (CM. HUXKENPUBEOEHHbLIA CLEeHapuin), TO
HY>KHO eLle YKa3aTb MMs ero No4YToOBOro CepBepa, JIOrMH 1 Naposb. Takxe, Heob6xoaAnMo
BblOpaTb TuM mno4ToBoro cepsepa: POP3, POP3S, IMAP mnn IMAPS. Ecnu B onuumsax
He BMAOHO TUMa CepBepa, KOTOPbIA HYXXHO MCMOAb30BaTb, 3HAYUT Bbl HE YCTaHOBUJIN
B cucteme Bce Heobxoaumble Perl-mogynu. B Takom cny4vae, 3a 6osnee noapobHomn
MHdopMaunen obpaTnuTech K MHCTPYKUUN "YcTaHoBKa Perl-moaynen, Heobxoanmelix ons
paboTbl OTRS".

97


http://www.sendmail.org/
http://www.postfix.org/
http://www.qmail.org
http://www.exim.org
http://www.ietf.org/rfc/rfc821.txt

OTRS

Real Services

Mail Account Management

Actions Add Mail Account

1 Go to overview

* Type: | IMAP o
# Username: = marco.buchholz
* Password; | "

* Host: | mail.mycompany.com

Example: mail.example.corm

INBOX

On 0d this if you need to fetcl ail from a different folder than INBO
* Trusted: | No [

+ Dispatching: Dispatching by email To: field. |7}

* Validity: | valid [°]

Submit  of

PucyHok [JobaBseHne y4eTHOW 3armncum 3J1eKTPOHHOM MOYThI.

Ecnu gna onuun "Trusted" BbiBbpaHo 3HaveHne "Oa", 6yayT oLeHUBATLCSA U BbINOJIHATCA
nobble X-OTRS-3aronioBkn, NpucoeanHeHHble K BxoasuleMy coobuieHunto. MocKonbky
X-OTRS-3arofIoBOK MOXXET BbINOJIHATL HEKOTOopble AeNCTBUS B cucteme 06paboTkum
3a5BOK, TO A1 M3BECHbIX OTnpaBuTenen onumio Trusted HY>KHO yCTaHOBUTbL TOJILKO B
3HayveHune a. X-OTRS-3aronoBku ucnosibsytocs 8 OTRS mopnynem punsTpaunm . bonee
noapobHo X-OTRS 3arosioBKM paccMaTpuBaloTCA B 3Ton Tabnuue. Jliobble co3gaHHble U
BbINOJIHEHHbIE NpaBuia GUabTPaLMN HE3AaBUCMMbI OT NapaMeTpPoB HAaCTpokKM Trusted.

MOXXHO KOHTPOJIMPOBaTb pacnpefeneHneM BXOAAWUX CcoobLuieHnn, ecam oHu
LOJIKHbI COPTUPOBATLCA MO o4vepensM wau copepxumomy nonsa “"Komy". Ecnn pnsa
OncneTyepmsaymm BoibpaHa onuuns "dncnetyepursaums no BeibpaHHOM o4epean"”, To BCe
BXxoAswme coobweHnsa byayT oTCOPTMPOBaHbI B YKa3aHHOM odyepenn. B TakoMm cny4ae
ajpec, C KOTOPOro 0TrnpaBman coobLeHne He y4nThiBaeTCcsa. Ecnn ang aucnetyepmsaymu
BbibpaHa onuusa "Oucnetvyepusaumsa nuceMm no noswo Komy", cnctema ans BXOOALLUX
nMceM NpPoBepSET, CBSA3aHa M 3Ta o4epesb C aApecoM INEKTPOHHON NOYThI B Mone Komy.
Mepenps no ccobinke YnpasneHue E-mail-agpecamu B MaHenu AQMUHUCTPUPOBAHUS,
MOXXHO CBfi3aTb OnpefefieHHbIN aapec ¢ ovyepenblo. ECam He HanaeHO HUKAKOM CBSA3U
Mexnay agpecoMm B none "Komy" To cooblieHne byaeT coxpaHATCS B CUCTEME B 04epean
"Raw" , koTopasa 3agaHa B PostmasterDefaultQueue no ymon4aHuio Nocsie yCTaHOBKM
CUCTeMbI.

Bce paHHble ANs y4YeTHbIX 3anMCcen 3IEKTPOHHOM MOYThl COXPaHATCS B Ba3e AaHHbIX
OTRS. Ckpunt otrs.PostMasterMailbox.pl, KoTopbIn HaxoAUTCA B AMpPEKTopuUM bin
Bawen cuctembl OTRS, ucnonb3lyeT HacTpomku B 6a3e AaHHbIX M MNoJyv4aeT MNouTy.
Bbl MoxeTe BbINOAHUTL pann ./bin/otrs.PostMasterMailbox.pl Bpy4YHyl 4TOObI
MPoBepuTb 4TO BCE BalUM HAaCTPOMKM NOYThLlI paboTaloT NpaBuibLHO.

Mpn 06bIYHOM yCTaHOBKe, MoYTa bymeT mosiyyaTbCa KaxkAble 10 MUHYT C MOMOLLbIO
3apjaHusa cron - postmaster mailbox. [Ona 6onee noapobHonm uHpopMauun o6
M3MeHeHUN 3afaHuii cron obpaTuTecb K pa3feny [OoKyMmeHTauunm "HacTpolka
nJaHMpoBLLMKa 3adad cron jobs gna OTRS".

Note

Mpw nonyyvyeHun no4tbl OTRS yaansaeT noyTty ¢ POP unun IMAP cepBepa. HeTy Takon
onumun, KotTopasa 6bl N03BONANA XPaHUTL KoNuio coobLeHna Ha cepeepe. Ecnm Bbl
BCE XKe XOTUTE 4TOObl TaKasi BOSMOXXHOCTb MPUCYTCTBOBAJa, CKOPEN BCEr0 HYXHO
BOCMOJ/1b30BaThbCA NpaBuiaMn nepeagpecaln Ha NoYToBbIN cepBep. OpaTuTech
noXxanyncrta K 4OKYMeHTaumMn no BalleMy no4ToOBOMY CepBepy.
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4.1.2.2. Yepe3 KOMaHAHYIO CTPOKY NporpaMMbl U HanpuMmep, proc-
mail (otrs.PostMaster.pl)

Ecnn gong nonydyeHus 3nekKTpPoHHOM no4vTbl B OTRS HeTy BO3MOXXHOCTK UCMOb30BaTb
y4YeTHbIe 3anucun, To 3Ty NpobnemMy MOXXHO peLnTb C MOMOLLbIO MPOrpaMMbl KOMaHOHOW
CTpokn bin/otrs.PostMaster.plOHa npuHMMaeT coobLieHna 3/1EeKTPOHHOW MOYThI
yepe3 STDIN n HanpasBnsaeT nx HenocpencTeeHHo B OTRS. 3TO 3HA4YUT 4TO emennbl ByoyT
poctynHbl B OTRS korga MDA (Mail Delivery Agent - AreHT AOCTaBKM NOYThl) BbINOJIHAET
3Ty Mporpammy.

Ona TectmpoBaHusa bin/otrs.PostMaster.pl 6e3 MDA, BbINOJHMTE KOMaHAy
NpUBEAEHHYIO B JINCTUHIE HMXKENPUBEOEHHOIO CLLEHapUS.

linux:/opt/otrs# cd bin
linux:/opt/otrs/bin# cat ../doc/sample mails/test-email-1.box | ./otrs.PostMaster.pl
linux:/opt/otrs/bin#

CueHapuii: TecTtupoBaHune PostMaster 6e3 MDA.

Ecnn coobuweHns sneKTPoHHOW Mo4YThbl oTobpaxkatoTcs B QueueView, 3HA4YUT Ballbl
HacTpoliku paboTatoT.

Procmail - 3To 04eHb pacnocTpaHeHHbIN PUAbLTP /IEKTPOHHOM Mo4YThl B cpene Linux. OH
yCTaHaB/AMBaeTCs Ha 6onbWMHCTBE cucTeM. Ecnm HeT, nepenauTe No ccblike procmail
homepage.

Onsa HacTporkn procmail gna OTRS (TpebyeTca CKOHPUIYPUPOBAHHbLIN TPAHCMOPTHbIN
areHT MTA, Hanpumep sendmail, postfix, exim or gmail), wncnonesynte ddann
~otrs/.procmailrc.dist, ckonupynTte eroB .procmailrc a 3aTem gobaBbTe CTPOKN U3
HU>XXenpueeLeHHOro cLueHapus.

SYS HOME=$HOME
PATH=/bin:/usr/bin:/usr/local/bin

o

# Pipe all email into the PostMaster process.
o

H)
I

CueHapwii: HacTtpovika procmail gi5a OTRS.

$SYS HOME/bin/otrs.PostMaster.pl

Bce emennbl oTchinaemMble niokanbHoMy OTRS-nonb3oBaTento 6ynyTt obpabaTbiBaTbCA
bin/otrs.PostMaster.pl n notom oTobparkaTtbcs B QueueView.

4.1.2.3. Nony4yeHue 371eKTPOHHOM NOUThbI NO npoTtokony POP3 unu
IMAP u obpaboTtka pnsa otrs.PostMaster.pl

Ona Toro 4Tobbl MOMY4YNTb SNEKTPOHHYIO MOYTY C Ballero no4YToBOro cepBepa yepes
POP3 wnn IMAP 1 coxpaHUTb ee Ha KoMMbilTepe Ha KOTopoM ycTaHosneH OTRS, gnga
JIOKaNbHOro akkayHTa uamn B procmail, nepenante no ccoiike fetchmail.

Note

PaboTatowwmin n ckoHburypmpoBaHHbin SMTP Heobxoaum gna paboTtel OTRS.

MoxxHo wucnonb3oBaTb (ann .fetchmailrc.dist B pgomawHen aupektopum OTRS
n ckonupoBaTb ero B .fetchmailrc. M3mMeHUTbL ero B COOTBETCTBUM C BalIUMWU
TpeboBaHMaMN (CM. HUXe Mpumep 7-1).

Example 4.2. .fetchmaiirc
|
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poll (mailserver) protocol POP3 user (user) password (password) is (localuser)
poll mail.example.com protocol POP3 user joe password mama is otrs

He 3abynbTe yctaHoBuTb.fetchmailrc to 710 ("chmod 710 .fetchmailrc")!

N3 JNuctmHra 7-1 Bbiwe, .fetchmailrc , Bce emennbl byayT nepeHanpaBsieHbl B
nokanbHbIn OTRS-akKayHT, ecnu BbinosiHeHa KomaHaa fetchmail -a. YcTaHoBuTe 3TY
KOMaHAy B NJIaHNPOBLLMKE 3a4a4 cronjob ecnm xoTuTe n3BnekaTb eMensibl MOCTOSAHHO.

4.1.2.4. dunbTpauunsn/paccoinka mopnynamum OTRS/PostMaster (ansa
Oonee CNOXXKHOM gucneTyepusaumm)

Ecnm Bbl ucnonbsyete meton bin/otrs.PostMaster.pl nnan bin/otrs.PostMasterMailbox.pl,
TO C Moaynem gunbTpaunmm PostMaster MOXXHO BCTaBUTb MM MognduumnpoBaTb X-
OTRS 3aronoBok. C nomoubto X-OTRS-3arosioBkoB, cnctema 06paboTkn 3asiBOK MOXET
Bbi3blBaTb HEKOTOpble AOENCTBUA 4SS BXOAAWMX coobuweHnn, copTupoBaTb UX B
onpepesieHHble o4epenun, niau, Harnpumep, U3MeHATb npuopuTeT nnun ID-knneHTa. bonee
noapobHyo nHgpopmaumio o X-OTRS-3aronoBKax MOXHO HanTu B rnaBe pgobasneHne
AKKaYHTOB 3/1€KTPOHHOW NOYThl B MaHenn AGQMUHNCTPUPOBAHMS.

EcTb HEKOTOpbIe NpeayCcTaHOBIEHHbIE MOAYIN (UNbTPALNN:

Note

Ha3BaHue 3apaHuda (Hanpumep $Self->{'PostMaster::PreFilterModule'}->{'Job-
Name'}) 0o KHO 6bITb YHUKasbHbIM!

Kernel::System::PostMaster::Filter::Match Mogynb no ymon4YaHuio AN MNPOBEPKU
coBMNageHus 3aroJIoBKOB orpeaeneHHbix emennos (Hanpumep "OT", "Komy", "Tema", ...).
OH MO)XeT yCTaHaB/IMBaTb HOBbIE 3arosioBkKn email (Hanpumep X-OTRS-Ignore: ga nnn X-
OTRS-Queue: spam) ecsn coBnagatloT npaBuia coBnageHnsa. 3agaHusa us MNpumepa 7-2
MoryT 6bITb NponucaHbl B Kernel/Config.pm

Example 4.3. Mpumep 3apaHua Aana wMoayna dQuabTpauum
Kernel::System::PostMaster::Filter::Match

# Job Name: 1-Match
# (block/ignore all spam email with From: noreply@)
$Self->{'PostMaster::PreFilterModule'}->{'1-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
From => 'noreply@',

+
Set => {

'X-0TRS-Ignore' => 'yes',
}

}i
# Job Name: 2-Match
# (sort emails with From: sales@example.com and Subject: **QRDER**
# into queue 'Order')
$Self->{'PostMaster::PreFilterModule'}->{'2-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
To => 'sales@example.com',
Subject => '**QRDER**',

}
Set => {

'X-0TRS-Queue' => 'Order',
}

1

Kernel::System::PostMaster::Filter::CMD Mogynb rno ymos4aHuto as4 noJy4eHns eMennoB
ONA BHEWHMX KoMaHA. BeiBog nepepaetca B STDOUT n ecnn pesynbTaT UCTUHHA, TO
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yCTaHaB/IMBaeTCs HOBbIN 3arofsioBok (Hanpmumep X-OTRS-Ignore: ga unm X-OTRS-Queue:
spam). NMpumep 7-3 moxeT 6bITb cnosb3oBaH B Kernel/Config.pm

Example 4.4. MNpuMmep 3apaHuMa pna wMmoayna uabTpauum
Kernel::System::PostMaster::Filter::CMD

# Job Name: 5-SpamAssassin
# (SpamAssassin example setup, ignore spam emails)
$Self->{'PostMaster::PreFilterModule'}->{'5-SpamAssassin'} = {
Module => 'Kernel::System::PostMaster::Filter::CMD',
CMD => '/usr/bin/spamassassin | grep -i "X-Spam-Status: yes"',
Set => {
'X-0TRS-Ignore' => 'yes',
Vs

1

Kernel::System::PostMaster::Filter::ExternalTicketNumberRecognition 310 mMogynb no
yMO4aHuIo, KOTOpbI naet BO3MOXXHOCTb pa3bopa/napcuHra BHELUHUX
MOeHTUMUKaTOpPOB B TeMe nucbMa, B ero Tene mam B obouMx MNonsx C MOMOLLbIO
perynsipHbolX BblpakeHU. 3aTeM pe3yabTaT pa3bopa coxpaHaeTcs B 3afaHHOM
OVHaMmunyeckoM none. [pm noctynneHunm nmcbMa, OTRS CHavana oOTbICKMBaeT
BHELUHMA wnaeHTUMUKaATOP W, NpU HaxoxneHun, 3anpawmBaeT OTRS o 3apaHee
3afjaHHOM 3Ha4YeHUN AMHaMUYeCcKoro nons. Ecam HangeHa CyLlwecTByoWas 3asaBKa, OHa
obHoBNAETCHA, B NPOTUBHOM CJlydae CO3[aeTca HOBas 3asBKa CO CCbIJIKOM Ha BHELLUHUN
HOMep B OTAENbLHOM MoJe.

OTRS SysConfig npegnaraet 4 pas3HbiX BapuvaHTa HACTPOMKM BHELIHUX HOMEpPOB
3aaBku. Ecnn TpebytoTca apyrue BapuaHTbl, OHWM AOJKHbI 6bITb A06aBAEHBI BPYYHYIO.
Cnepyowmin npuMep MoXXeT BbITb MCNOJIb30BaH AJ18 pacCLUMPEHNS UMEIOLLNXCA HaCTPoeK
B Kernel/Config. pm.

Example 4.5. MpuMmep 3apaHua pna Mmoayna unbTpauum
Kernel::System::PostMaster::Filter::ExternalTicketNumberRecognition

# Job Name: ExternalNumber

# External Ticket Number Reconition, check for Incident-<number> in incoming mails
subject and

# body from the addeesses <sender>@externalticket.com, if number is found it will be
stored in

# the dynamic field 'ExternalNumber' (that need to be setup in the Admin Panel).

$Self->{'PostMaster::PreFilterModule'}->{'000-ExternalTicketNumberRecognition5'} = {

'FromAddressRegExp' => '\\s*@externalticket.com',

'NumberRegExp' => 'Incident-(\\d.*)"',
'SearchInSubject!' = '1l"',
'SearchInBody' = '1',
'TicketStateTypes' => 'new;open'
'DynamicFieldName' => 'ExternalNumber',
'Module' =>
'Kernel::System: :PostMaster::Filter::ExternalTicketNumberRecognition',
'Name' => 'Test External Ticket Number',
'SenderType' => 'system',

};

lNapameTpbl KOHpUrypaumm
* FromAddressRegExp

3T0 HacTporka HeobazaTenbHa. TONbLKO NUCMa C 3adaHHbIM 3Ha4YeHmMeM nosas "From:"
OyayT paccCMOTpeEHbl 3TUM (hnAbTPOM. Bbl MOXXKeTe U3MEeHUTb 3TY HaCTPOMKY Ha aapec
oTnpaBuTeNs BalweWn BHELIHEN CUCTEeMbl, UCMOJb3YEMON OJ18 UCXOAsAWen no4Thl. B
cnlyyqae, ecam agpeca pa3/inyHbl, Bbl MOXXKeTe OCTaBUTb 3TOT NapameTp NycTbiM. Toraa
OTRS He byneT npoBepsATb agpec oTnpaBuTens.
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* NumberRegExp

IToT napameTp obazaTeneH. OH COAEPXXUT pPeryaspHoe BbipakKeHne, KoTopoe
OTRS 6yneT ucnosb3oBaTbh A1 U3BJIEYEHUS HOMEpPA 3asiBKNU U3 TeMbl W/unn Tena
nnucbma. Bbipa)keHne nNo yMmondaHutio byaeTt NnpoBepsiTb COOTBETCTBUE, Hanpumep, 'In-
cident-12354' n noMelwaTb YacTb 3HAYEHUSA MexOy CKobkamn B AMHaMUYeCcKoe noJe,
B LAHHOM cnyyae '12354'.

* SearchInSubject

Ecnn yctaHoBneHo B '1', B mosie TeMa nucbMa ByaeT oCcywecTBAATLCA NONCK HOMepa
3a8BKW.

* SearchinBody

Ecnn yctaHoBneHo B 'l', mouck HoMepa 3asBKW OyOeT OCYLIeCTBASTbCA B TEKCTe
nncoma.

* TicketStateTypes

970 Heobs3aTeNbHbIN NapaMeTp. Ecnn 3apaH, OTRS 6yoeT NCKaTb OTEPbITbIE BHELLHNE
3a8BKW C 3a4aHHbLIMN TUMaMU COCTOSHUA. TUMbl COCTOAHMM B CNNCKE pa3aensTcs
TOYKOWM C 3ansaTOn.

* DynamicField

Ob6sa3aTenbHbIN NapaMeTp. 3agaeT AMHaAMUYECKOe NoJie, UCMOoJb3yeMoe A1 XPaHEHNS
BHELLUHEro HoMepa 3asaBKM (MMS MO OOJ/HKHO CYLLECTBOBaTb B CUCTEME U ObITb
OEeNCTBUTENIbHbIM).

* SenderType

ITOT NapaMeTp 3a4aeT TUM OTNPaBMUTENS N UCMNOJIb3YETCA MPK Co3aaHumM coobuieHwnin/
3ameTok B OTRS.

KoHe4yHO, TakXe eCTb BO3MOXHOCTb pa3paboTkm cBoux cobcTBEHHbIX PostMas-
ter-monynen punbTpaLuu.

4.2. be3onacHOCTb 3JIEKTPOHHOM no4Thbl ¢ PGP

OTRS emeeT BO3MOXHOCTb MOAMUCHLIBAaTb WUAM wWKUPpPOBaTbh UcCxoaswme cooblieHus
c nomowbio PGP. Takxe, mMoryT 6biTb paclmdppoBaHbl BXoAsUiMe 3allNpPOBaAHHLbIE
coobueHunsa. WundgpoBaHne n pgewngpoBaHme ocyulecTBaseTca ¢ nomouwbio GPL-
MHCTpyMeHTa GnuPG. YT106bl ycTaHoBMTb GnuPG pna OTRS, Hy)XHO npoaenaTb
cnepyowine oencTBus:

1. YcTaHoBKa GnuPG c NoOMOLLbIO MeHea)Kepa NakeToB Ballen onepauMoHHON CUCTEMBI.

2. HacTtponte GnuPG gna ucnonb3oBaHums ¢ OTRS. Ona GnuPG n npuBaTHOro Kikw4a
HY>KHO CO3[aTb HeobXxoaMMbIe OUPEKTOPUX. B KOMaHOHOWM CTPOKKN OJ19 NOJib30BaTeNs
'otrs' HY>KHO BbINOJIHNTb KOMaHAy U3 HUXKeNpPUBeLEeHHOr o CLLIeHNPUS.

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --gen-key

gpg (GnuPG) 1.4.2; Copyright (C) 2005 Free Software Foundation, Inc.
This program comes with ABSOLUTELY NO WARRANTY.

This is free software, and you are welcome to redistribute it

under certain conditions. See the file COPYING for details.

gpg: directory "/opt/otrs/.gnupg' created
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gpg: new configuration file "/opt/otrs/.gnupg/gpg.conf' created
gpg: WARNING: options in "/opt/otrs/.gnupg/gpg.conf' are not yet active during t
his run
gpg: keyring "/opt/otrs/.gnupg/secring.gpg' created
gpg: keyring "/opt/otrs/.gnupg/pubring.gpg' created
Please select what kind of key you want:
(1) DSA and Elgamal (default)
(2) DSA (sign only)
(5) RSA (sign only)
Your selection? 1
DSA keypair will have 1024 bits.
ELG-E keys may be between 1024 and 4096 bits long.
What keysize do you want? (2048)
Requested keysize is 2048 bits
Please specify how long the key should be valid.

0 = key does not expire
<n> = key expires in n days
<n>w = key expires in n weeks
<n>m = key expires in n months
<n>y = key expires in n years

Key is valid for? (0)
Key does not expire at all
Is this correct? (y/N) y

You need a user ID to identify your key; the software constructs the user ID
from the Real Name, Comment and Email Address in this form:
"Heinrich Heine (Der Dichter) <heinrichh@duesseldorf.de>"

Real name: Ticket System

Email address: support@example.com

Comment: Private PGP Key for the ticket system with address support@example.com
You selected this USER-ID:

"Ticket System (Private PGP Key for the ticket system with address support@examp
le.com) <support@example.com>"

Change (N)ame, (C)omment, (E)mail or (0)kay/(Q)uit? O
You need a Passphrase to protect your secret key.

Passphrase: secret
Repeat passphrase: secret

We need to generate a lot of random bytes. It is a good idea to perform
some other action (type on the keyboard, move the mouse, utilize the
disks) during the prime generation; this gives the random number
generator a better chance to gain enough entropy.

o B S
L
....... e ainta

Not enough random bytes available. Please do some other work to give
the 0S a chance to collect more entropy! (Need 280 more bytes)

B e R N o o P N o a  am aa  a E E
B B o o
0 0 AR L PR S o o g S P D D D0 00 0000000000000 C00C00C000000C0C00C00C00003000C000000000aa0a
............. +++++7

gpg: /opt/otrs/.gnupg/trustdb.gpg: trustdb created
gpg: key 7245A970 marked as ultimately trusted
public and secret key created and signed.

gpg: checking the trustdb
gpg: 3 marginal(s) needed, 1 complete(s) needed, PGP trust model
gpg: depth: 0 valid: 1 signed: 0 trust: 0-, 0g, O6n, Om, 0f, 1lu

pub  1024D/7245A970 2006-02-03

Key fingerprint = 2ED5 BC36 D2B6 BO55 7EE1 5833 1D7B F967 7245 A970

uid Ticket System (Private pgp key for ticket system with addre
ss support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$
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CueHapwii: HacTtpovika GnuPG.

Kak nokasaHo B HM)XernpuBe4eHHOM CLLEeHapMK, HACTPONKM MO YMOJTHAHWIO MOTYT 6bITb
npUMeHeHbl Ass 60NbLIMHCTBA N3 HEe0BXOANMbIX MapamMeTpoB. MpPaBUIbHO LOJIKHbI
6bITb YKa3aHbl TO/IbKO MapoJib U 3HAaYeHUs A4 BafesblLa KioYa.

. Ha cTpaHuue ¢ PGP-HacTponkamn PGP, PGP gosmxkeH 6biTb akTuBmpoBaH gna OTRS
(nepBasg onuunsa). Takxe HY>KHO 3a4aTb M NPOBEPUTb NYTb K gpg-nporpamMmme.

CnenywowmMm HY>XHO WU3MEHWUTb KOH(UrypaumoHHbin napameTp (PGP::Options).
Ncnonb3ya 3TU KOH(UrypaLUWOHHbIe HAaCTPOWMKM MOXKHO onpefesinTb napameTpsbl,
KoTopble ByAyT MCNOJSIb30BaTbCA ANA KaXAOoro Bbl30Ba gpg nosib3oBaTenem 'otrs'.
KaTanor ¢ KoHdurypaumoHHbiMn dannamm onad GnuPG aBASeTCA O0Y4eHb Ba>KHbIM.
B npumepe mncnonbsyetca /opt/otrs/.gnupg. 3Ta gupekTompsa Obinla co3faHa Ha
rnepsoM Lare KoHgurypauumm PGP.

Ncnonb3ya cneayowmin KoHQUrypaunoHHbin napameTp (PGP::Key::Password), MO>XHO
yKasaTb napbl gnsa kawo4den ID 1 nx naponn Anas cobCTBEHHbIX 3aKPbITbIX KJOYen.
MocKobKY MapTHepbl N3BHE NULLYT 3allndpoBaHHble CO0bLLEeHNS B CUCTEMY 3aABOK
ncnosb3ysa Baw nybanyHein kaw4d, OTRS moxeT pacwmngpoBaTb 3TU coobuieHnsa ¢
nomoLwbto ID/naposen ykasaHbixX 34€Cb.

Kak nmony4nTb naeHTugmnkKaTop Ballero cobCTBeHHOro 3aKpbIToro ka4a? ID Bawero
COBCTBEHHOr0 3akpbITOro naeHTUdUKaTopa oTobpakaeTcs BO BpeMs reHepauuu
(cm. Bbiwe war 1). Takke ecTb BO3MOXXHOCTb Moay4nTb ID, yka3aB KoOMaHAy W3
HV>XKernpuBeoeHHOro CLeHapmna Bbi3BaHHYIO C NpaBamu noJjib3osaTtens 'otrs':

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --list-keys

/opt/otrs/.gnupg/pubring.gpg

pub  1024D/7245A970 2006-02-03

uid Ticket System (Private pgp key for ticket system with
address support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$

CueHapwii: MonyveHune ID Balero cobCcTBEHHOO NPUBaTHOMO KJOYa.

NpeHTudunkaTop (ID) 3aKpbITOro Kjo4a MOXKHO HaWTK B CTPOKe, KOTopas HavynHaeTcs
c "sub". 3To wecTHaguaTepuyHoOe npencTaB/ieHNEe CTPOKWU, LJIMHOMW B BOCEMb
CMMBOI0B, HarnpumMep "52B97069". Naposb, KOTOPbLIN HY>XXHO yKa3aTb 415 3TOro KJto4va
B cncteMe 06paboTKM 3a9BOK TaKOW e Kak AaHHble Npu reHepauunm Kayen.

Mocne TOro, Kak 3TW JaHHble 6biNM BBeAeHbl, HaXMuTe KHonky "O6HoBUTL"
4TObOblI COXpaHUTbL HacTponku. Tenepb OTRS roToB NMpUHUMaTb U paclLNgpPoBLIBaTb
3awmncpoBaHHble coobLyeHuns.

. M HaKoHeL, HY>XHO MMMOPTUPOBATb OTKPbIThINA KJHOY KAWEHTa. DTO rapaHTUpyeT, 4To
3aWwngpoBaHHble coobuieHnss MoryT ObiTb OTMNpaBfieHbl 3TOMY KAMEHTY. EcTb ABa
cnocoba MMNOPTUPOBATb OTKPLIThIN KJIKOY KAMEHTa.

MepBbin cnocob - yka3aTb OTKPLITLIN KJOY KINEHTa B Beb-MHTepgdence ynpaBneHms
KJINEHTaMMU.
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BTopas BO3MOXXHOCTb 3aKJ/1l04aeTCs B onpefesieHnmn Ka4den nocpescTBOM HaCTPOMKHN
PGP, koTopasa poctynHa 4epe3 [MaHenb AQMUHUCTPMPOBaHUA. B npaBon cTopoHe
3TOWN CTpaHuLbl 0TOBparkaloTCsa BCE MMNOPTUPOBAHHBLIE OTKPbIThIE KJHOYN KIINEHTOB.
Mocne Toro kak PGP aKkTmBMpOBaH W CKOHMUIrypupoBaH, 34eCb TakKXe OO0JIXKEH
oTobparkaTcs Bal COBCTBEHHbLIN OTKPbLITLIN K104, B 1€BO YacTu CTpaHuLbl HacTpoekK
PGP MO>XHO Mpon3BOANTb MOUCK MO KJoYaM. Tak>Ke, HOBbIN OTKPbITbIN KKOY MOXET
ObITb 3arpy>xeH B cuctemy us ganna.

dansbl C OTKPbITbIM KJ/OYEM, KOTOPbIE HY)XXHO mMnopTupoBaTb B OTRS AOSKHbI
COOTBETCTBOBATbL pannam knwoven GnuPGP. B 6onblUMHCTBE CiyvaeB, KJoM
coxpaHsieTcs B danne kak "ASCIl armored key". OTRS no3sonsieT paboTaTb C 3TUM
opmMaToOM.

4.3. be3onacHOCTb 3JIEKTPOHHOM NOYThbI C S/
MIME

Ha nepBbii B3rnsag, S/IMIME-lundpoBaHne Kaxetca 6onee cnoxxHbiM 4yem PGP. Mpexae
Bcero ana OTRS HyxHO co3paTb LleHTp Ceptudmkaumn - Certification Authority (CA).
Mocnepyowre npouenypbl 0O4eHb MOXOXXW Ha Te, KOTOpble Bbl BbiNOAHANAM Ona PGP:
HacTpouTb OTRS, ycTaHOBUTb COBCTBEHHbIE CcepTUdMKaTbl, UMOOPTUPOBATL Apyrue
OTKpbITblE CepTUdMKaTLI, €can Heobxoanmo, N T. A.

B 6osblKWHCTBE Cny4aeB HacTpoka S/MIME npowu3BoauTCA 3a npenenamm Beb-
nHTepdenca OTRS, n goskaHa OCyLWEeCTBAATCA B 060/104Ke OnepaLoOHHOW CUCTEMBbI
C npaBamMu nonb3oBaTens 'otrs'. MIME koHdurypauusa nog Linux ocHoBaHa ya SSL
(OpenSSL). MNosToMy, CHa4Yasa NpoBepbTe YCTAHOBJ/IEH JIN B Ballen CUCTEME MakeT
OpenSSL. OpenSSL-nakeT coaep>XMT CKPUNT, KOTOopbIN Ha3biBaeTcsa CA.pl, ona cozgaHus
cepTugukaTa, BCe Hambosiee Ba)kHbIe LWarn, Hy>XHO MNpoAenaTb UMEHHO C HuM. [ns
YNpPOLLEHNA Npoueanypbl y3HanTe, roe B anioBOM CUCTEME HaxXOAUTCHA cueHapui
CA.pl n BBeauTe NyTb K €ro MECTOMOJIOXKEHUIO B NEPEMEHHYO NnyTen 060104KkM (CMm.
HUXenpuBeaeHHbIN CLueHapui).

otrs@linux:~> rpm -ql openssl | grep CA
/usr/share/ssl/misc/CA.pl

otrs@linux:~> export PATH=$PATH:/usr/share/ssl/misc
otrs@linux:~> which CA.pl

/usr/share/ssl/misc/CA.pl

otrs@linux:~> mkdir tmp; cd tmp

otrs@linux:~/tmp>

CueHapuii: HacTtpovika S/MIME.

CueHapwuin Bbille NokasbiBaeT, Y4To bbisla co34aHa HOBa BpeMeHHas AupeKkTopus ~/tmp,
B KOTOPOW XPaHATCS CreHeprMpoBaHHbIe CepTUUNKATHI.

Ona cozpaHna cepTudmrkaTa, npogenante cnegylowme onepaumm B KOMaHOHOW CTpoKe
(npeanonoxxunm, 4To OTRS-agMUHNCTPATOP AOJIKEH co3aaTb SSL-cepTuduMKaT C LEeNblo
TecTnpoBaHua n obyyeHus. B cnydae, ecnm y Bac yxe ecTb SSL-ceptudmkaTt aons
WnpoBaHMA, NCNONb3YNTE ero N NponycTuTe cnegyowine waru):

1. CozpaHne cobctBeHHoro LeHTpa CepTtudunkauymm (Certification Authority) nns
SSL. Bbl goO/>KHbI MOATBEPAUTb 3amMpoc Ha COBCTBEHHbIN SSL-cepTudumkaT (CMm.
HUWXenpuBeaeHHbLIN cCLueHapui).

otrs@linux:~/tmp> CA.pl -newca
CA certificate filename (or enter to create)

Making CA certificate ...
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Generating a 1024 bit RSA private key
oo oArrararar s
...... ArAFAFA AR
riting new private key to './demoCA/private/cakey.pem'
Enter PEM pass phrase:
Verifying - Enter PEM pass phrase:
You are about to be asked to enter information that will be incorporated
into your certificate request.
What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank
For some fields there will be a default value,
If you enter '.', the field will be left blank.
Country Name (2 letter code) [AU]:DE
State or Province Name (full name) [Some-State]:0TRS-state
Locality Name (eg, city) []1:0TRS-town
Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:
Common Name (eg, YOUR name) []:0TRS Admin
Email Address []:otrs@your-domain.tld
otrs@linux:~/tmp> ls -1la demoCA/

total 8
SrwW-r--r-- otrs otrs 1330 2006-01-08 17:54 cacert.pem
drwxr-xr-x otrs otrs 48 2006-01-08 17:53 certs

1
2
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 crl

-rw-r--r-- 1 otrs otrs 0 2006-01-08 17:53 index.txt
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 newcerts
drwxr-xr-x 2 otrs otrs 80 2006-01-08 17:54 private
-rw-r--r-- 1 otrs otrs 17 2006-01-08 17:54 serial
otrs@linux:~/tmp>

CueHapuii: CozgaHue LleHTpa CepTugukaumm (Certification Authority) ans SSL.

. Co3gaHmne 3anpoca cepTudmnkaTa (cM. CueHapum HUXe).

otrs@linux:~/tmp> CA.pl -newreq
Generating a 1024 bit RSA private key
.......................................... ++++++
0 oo oA
riting new private key to 'newreq.pem'
Enter PEM pass phrase:
Verifying - Enter PEM pass phrase:
You are about to be asked to enter information that will be incorporated
into your certificate request.
What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank
For some fields there will be a default value,
If you enter '.', the field will be left blank.
Country Name (2 letter code) [AU]:DE\keyreturn
State or Province Name (full name) [Some-State]:0TRS-state
Locality Name (eg, city) []1:0TRS-town
Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:
Common Name (eg, YOUR name) []:0TRS admin
Email Address []:otrs@your-domain.tld

Please enter the following 'extra' attributes

to be sent with your certificate request

A challenge password []:

An optional company name []:

Request (and private key) is in newreq.pem
otrs@linux:~/tmp> ls -la

total 4

drwxr-xr-x 6 otrs otrs 232 2006-01-08 17:54 demoCA
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>
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CueHapwii: Co3gaHue 3anpoca ceptungunkaaTa.

3.Mognucb 3anpoca cepTudukaTa. 3anpoc cepTudurkaTa MOXKET ObiTb MoanucaH, u
TakuMm obpa3om cepTUdUUMPOBaAH BalIMM COBCTBEHHbLIM LIEHTPOM CepTUMKaLmm
(CA), yTto 6bonee npasgononobHO, YEM KCMNOSb30BaHMe Apyrux, BHewHux CA (cMm.
HUWXenpuBeaeHHbIN cueHapui).

otrs@linux:~/tmp> CA.pl -signreq
Using configuration from /etc/ssl/openssl.cnf
Enter pass phrase for ./demoCA/private/cakey.pem:
Check that the request matches the signature
Signature ok
Certificate Details:
Serial Number:
fd:85:16:97:14:07:16:c8
Validity
Not Before: Jan 8 17:04:37 2006 GMT
Not After : Jan 8 17:04:37 2007 GMT

Subject:
countryName = DE
stateOrProvinceName = O0TRS-state
localityName = OTRS-town
organizationName = Your Company
commonName = OTRS administrator
emailAddress = otrs@your-domain.tld

X509v3 extensions:

X509v3 Basic Constraints:
CA:FALSE

Netscape Comment:
OpenSSL Generated Certificate

X509v3 Subject Key Identifier:
01:D9:1E:58:C0:6D:BF:27:ED:37:34:14:D6:04:AC:C4:64:98:7A:22

X509v3 Authority Key Identifier:
keyid:10:4D:8D:4C:93:FD:2C:AA:9A:B3:26:80:6B:F5:D5:31:E2:8E:DB: A8
DirName:/C=DE/ST=0TRS-state/L=0TRS-town/0=Your Company/
CN=0TRS admin/emailAddress=otrs@your-domain.tld
serial:FD:85:F6:9F:14:07:16:C7

Certificate is to be certified until Jan 8 17:04:37 2007 GMT (365 days)
Sign the certificate? [y/n]:y

1 out of 1 certificate requests certified, commit? [y/n]y
Write out database with 1 new entries

Data Base Updated

Signed certificate is in newcert.pem

otrs@linux:~/tmp>

CueHapwii: Mognuck 3anpoca cepTngukaTa.

4. Co3paHne cBoero cobCcTBeEHHOro cepTudmkaTa, U BCe AaHHble cOBMPalOTCAa C HUM,
nCcnonb3ysa 3anpoc ceptudukaTta (cM. CueHapuin H1XXe).

otrs@linux:~/tmp> CA.pl -pkcsl2 "OTRS Certificate"

Enter pass phrase for newreq.pem:

Enter Export Password:

Verifying - Enter Export Password:

otrs@linux:~/tmp> ls -la

total 12

drwxr-xr-x 6 otrs otrs 328 2006-01-08 18:04 demoCA
-rw-r--r-- 1 otrs otrs 3090 2006-01-08 18:13 newcert.pl2
-rw-r--r-- 1 otrs otrs 3791 2006-01-08 18:04 newcert.pem
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>

CueHapwii: Co3gaHne HOBOro ceptTugpumkara.
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Tenepb 3TKW onepauun BbINOJIHEHbI, yCcTaHoBKa S/MIME B OTRS posmkeHa 6biTb
3aBepLueHa.

dTa 4acTb YCTAHOBKMU ocyLlecTBAsfeTca B NaHenn AQMUHUCTPUPOBaHUSA, BbIbpaB CCbINIKY
"SMIME". B cny4ae, ecam B OTRS HeTy nopaepxkm S/MIME, Macka yka3biBaeT
agMUHUCTPaATOPY YA0OHbIE CChINIKM YTOObI aKTUBMPOBaTb NoAaep Ky S/MIME.

C nomowbio rpynnel napameTtpoB SysConfig "Crypt::SMIME", Bbl MoXXeTe Takxe
BKJIIOYNTb U HAaCTpouTb 06LLYI0 NoaaepXKy NpoTokonos S/MIME.

340ecb MOXXHO aKTMBUpOBaTb nogaepxky S/MIME, onpegenntb nNyTu ONsS KOMaHA
OpenSSL, n pupektopun ansa ceptudumnkato. Pann KAKHEN [OO/DKEH XPaHUTCA
B OWPEKTOpUM, YyKasaHHoW 3pecb. B npoTtmBHoM cnyyae OpenSSL He 6ymeT ux
NCnosib30BaThb.

Cnepywwmm Wwarom, KOTopbI ciieayeT BbINOJHUTL - MEepPen Ty No ccbiike HacTpoinka S/
MIME B lMaHenn AQMUHNCTPUPOBAHNA. 30eCb MOXKHO MMMNOPTUPOBATL 3aKPbITble K4
OTRS-cuctemMbl U OTKPbITbIE KJKOYM OPYrMxX NapTHepoB. BeeponTte nybAnyYHbLIN KIitOM,
KoTopbI 6611 co3naH n nobasneH B OTRS B Havyasle 3Toro pasaena.

MNepenpgs no ccbinke WHCTPYMEHTbl aAMUHUCTPUPOBAHUSA  KJIMEHTOB  MOXXHO
MMMOPTUPOBaTh BCe OTKPbITble S/MIME knto4m napTHepoB no obLLeHNno.

5. AIcnonb30BaHUue BHEeLWHUX
XPaHUAULL, OaHHbIX

5.1. laHHbIEe KJIUEHTOB

OTRS paboTaeT C pas3nuMyHbIMU aTpmbyTaMm [OaHHbIX KJWEHTOB, TaKMMK KaK MMSA
nosib3oBaTens, aApec 3/IEKTPOHHOM MOYTbl, HOMep TenedoHa 1 T.4. 3TN aTpubyThl
oTobpaxkaoTca B o06eux ¢poHTOIHAAX, ANa AreHToB U KnmeHToB. OHM Takxe
MCNONIb3YIOTCA OJ19 NPOBEPKU MOAJIMHHOCTU KJINEHTOB.

[aHHble KNMEeHTOB, KOTOpble UCMOAb3YTCA U oTobpaxatoTca B OTRS 04eHb Nerko
HacTpaunBaloTCAa. HecMoTpsa Ha 3To cnepytowas nHpopMaumsa byneT Bcerga Heobxoamma
018 NpoBepKN NOSJIMHHOCTU KNneHTa:

e Bxon nonb3oBaTenen
* AOpecc 3/IeKTPOHHOM MOYThI
* |ID KnneHTta

Wcnonb3ynTe cnepyowmne mnapameTpbl SysConfig, ecnn xenaete oTobpa3nTb
MHMOPMaLNIO 0 KNIMeHTe B UHTepdeNce areHTa.

# Ticket::Frontend::CustomerInfo*

# (show customer info on Compose (Phone and Email), Zoom and
# Queue view)
$Self->{'Ticket::Frontend::CustomerInfoCompose'} = 1;
$Self->{'Ticket::Frontend: :CustomerInfoZoom'} = 1;

Ckpunt: NMapameTpbl KOHpurypauumn SysConfig.

5.2. Monb3oBaTeNbCKUn 63K-eH A,

Bbl MOXXeTe ncnosib3oBab ABa TuUMNa XpaHUanwWa nHpopMaunm kaneHToB: basy [JaHHbIX
DB n LDAP. Ecnn y Bac y)Xe ecTb Apyron 63k-eHa AN XpaHeHUs NoJib30BaTesIbCKOWN
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nHdopmaunm (Hanpumep SAP), Takxe eCTb BO3MOXHOCTb HamMcaTb MoAyJb ANA
NCMOJIb30BaHUA 3TON PYHKLUWN.

5.2.1. ba3a [ aHHbIX (Mo yMonyaHuio)

B NMpumepe 11-1 npuBeneHa KoHGUrypaumns 6asbl faHHbIX, KOTOpas NCMNOJb3yeT AaHHble
KNveHTa, XpaHsawumecsa B 6ase gaHHbIX OTRS.

Example 4.6. HacTpoMka KJIMEHTCKOro xpaHuauuwa 6a3bl AaHHbIX
(DB)

# CustomerUser (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Datasource',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost’,
User => '"',
Password => '',
Table => 'customer user',

HFHEHEHHF

# CaseSensitive will control if the SQL statements need LOWER()
#  function calls to work case insensitively. Setting this to
# 1 will improve performance dramatically on large databases.
CaseSensitive => 0,
1
# customer unique id
CustomerKey => 'login',

# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',

CustomerUserSearchSuffix => '*',

CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,

# cache time to live in sec. - cache any database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-

link, readonly, http-link-target

E R EEREEREEREEEREEEES

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0],
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'last _name', 1, 1, 'var', '', 0],
[ 'UserLogin', 'Username’, 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0 ],
# [ 'UserEmail', '"Email', 'email’', 1, 1, 'var', '$Env{"CGIHandle"}?

Action=AgentTicketCompose&ResponseID=1&TicketID=$Data{"TicketID"}&ArticleID=
$Data{"ArticleID"}', 0 1,
[ 'UserCustomerID', 'CustomerID', 'customer id',6 0, 1,

var', '', 0],
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# [ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 6, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street’, 1, 6, 'var', '', 0 1],
[ 'UserzZip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',

b

};

Ecim HY>XHO HacTpouTb [AaHHbIE KJIMEHTOB, W3MEHUTE 3aroJIoBKM CcTonbuoB waun
nobaBbTe HoBble K Tabnuue customer_user 6a3bl gaHHbIXx OTRS. B KayecTBe npumepa
NCNOJIb3yNTe HUXKEeNpUBEAEHHbIN CLLEHAPUIA, B KOTOPOM MOKa3aHO Kak AobaBuUTb HOBOE
nose ofas HoMepa KOMHaThI.

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 116 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD room VARCHAR (250);
Query OK, 1 rows affected (0.01 sec)

Records: 1 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

CueHapwnii: [lJobasseHue rosia "komHaTa" B Tabsvly customer_user table.

Tenepb fobaBbTe HOBLIN cToN6el, B MAP-macuB B Kernel/Config.pm, Kak 3ToO NOKa3aHo
B HV>KENpUBEAEHHOM CLEeHapun.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserRoom', ‘Room"', ‘room', 0, 1,

var', '', 01,

CueHapuii: JobaBaeHune nonsa "komHaTa" B ¢pavin Kernel/Config.pm file.

Bcio 3Ty nHpopMaLmio 0 KJIMEHTE MOXKHO TakXXe 0TpedakTMpoBaTbk BOCMOJIb30BaBLUNCH
CCbIIKOM KnneHThbl B HTepdence areHTa.

5.2.1.1. KnmeHT ¢ HecKoNbKuMu npeHtudpmkatopamu (3asaBku
KoMnaHum)

OOHOMY KJIMEHTY MO>XHO Ha3Ha4nTb 6osiblie OLHOr0 KJAMEHTCKOro naeHTudumkaTopa
(Customer ID). 2To MOXXeT 6bITb N0JIE3HO, €CNN KINEHTY Heo6XoOMMO MONYYNTb OOCTYM K
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3asBKaM ApYrux KJineHTOB, Hanpumep, pyKkoBoauTe b Xo4eT NOCMOTPeTb 3adBKM CBOUX
MOMOLLHUKOB. ECN KAMEHT MOXeT MoJy4YnuTb AOCTYN K 3asiBKaM Apyroro KAmeHTa, To
ncnosb3yeTtcsa ocobeHHoCcTb OTRS "3a8BKM KOMMNaAHUKN". 3a9BKN KOMMOAHUN MOryT BbITb
OOCTYnNHbl Nepenasa no ccoliike "3aaskm KomnaHum" B KIIMEHTCKOW NaHeNn ynpassieHuns.

Ona ncnonb30oBaHA 3asBOK KOMMaHWUW, HOBbIA cTonbey c upeHTugukatopom (IDs),
KOTOpbIN Ao/KeH bbiTb OOCTYNeH ONa KAneHTa, goskeH bbiTb gobasneH B Tabnanuy
customer_user 6a3bl faHHbIX OTRS (cM. CueHapun HUXe).

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 124 to server version: 5.0.18-Debian_7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD customer ids VARCHAR (250);
Query OK, 1 rows affected (0.02 sec)

Records: 1 Duplicates: 0 Warnings: 0

mysql> quit
Bye
linux:~#

CueHapui: [lobaBneHune nons customer _ids B Tabaviy customer _user.

Tenepb HOBbIN cToNbGel Oo/KeH 6bITb oobaeneH B MAP-maccuB B Kernel/Config.pm,
KaK 3TO MoKa3aHo B HMXenpuBeaeHHoM CLeHapuu.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1],

CueHapuii: flobasneHue nonsa UserCustomeriDs B Kernel/Config.pm

Tenepb, HOBbIN cTonbel ANA MynbTU-UAeHTUPUKaTOpa ( IDS) KAMEHTa MOXHO
pelakTupoBaTb C TMOMOULbIO Beb-uHTepeinica AreHTa, B pa3fesne yrnpabJieHus
KJMEeHTaMMU.

IOnga Toro, 4Tobbl y6eanTCcs 4TO OOUNH KIMEHT UMEET AOCTYN K 3asBKaM APYrnX KJINEHTOB
HY>XHO pobaBuTb maoeHTudukaTopbl (IDS) 3Tux MNosb3oBaTeNen B HOBOE MoJsie AN
HECKOJIbKNX MAEHTUMUKATOPOB KaneHTa. Kaxkabih ngeHtundgunkaTtop (ID) nonxeH 6biTb
oTAesIeH TOYKOW ¢ 3anaTon (CM. HMxXe Mpumep 11-2).

Example 4.7. XpaHeHue 3aaBok KomnaHum B 6a3se paHHbix DB

KnueHTobl A, b 1 L, co3gaHbl B Bawen cncteme n A xo4eT nMeTb AOCTYN K 3asBKaM b un
Ll ncnonb3ys KINEHTCKY naHesb. b n L, He 0oJKHbI MMeTb A0CTYrMa K 3asBKaM gpyrunx
noJib3oBaTesnen.

Ona peanusaumm 3TON CTPYKTYpbl, M3MeHuTe Tabnuuy customer user m MannuHr
(npeobpasoBaHme) B Kernel/Config.pm Kak 3To noka3aHo Bbilwe. C nomMoLbio MaHenn
AOMUHUCTPUPOBAHNA WIN WUCNONb3yS CCbIIKY KnueHTbl B Beb-uHTepdence AreHTa
3arpy3mTe HacCTpoOMKK nosib3oBaTena A. Ecim HacTponku oTobparkatTcsa, nobaBbTe
3HaveHusa "b;U;" B none pna CustomerlDs.
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5.2.2. LDAP

Ecnn y Bac ecTb LDAP--kaTanor, B KOTOPOM XPaHATCH AaHHbIE O KJIMEHTaX, ero MoXXHo
ncrnonb3oBaTb B OTRS, B KayecTBe XpaHuUAuLWa JaHHbIX O KJIMEHTaX, Kak 3TO NOKa3aHo
B Mpumepe 11-3.

Example 4.8. Hactponka LDAP B Ka4yecTBe KJIMEHTCKOro 63k-eHpa

# CustomerUser
# (customer ldap backend and settings)
$Self->{CustomerUser} = {
Name => 'LDAP Data Source',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas,o=csuh',
# search scope (one|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP tree
UserDN => '',
UserPw => '"',
# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
'(objectclass=user)"
AlwaysFilter => '',
# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso-8859-1',

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

port => 389,
timeout => 120,
async => 0,

version => 3,
)
I
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’',
CustomerUserListFields => ['cn', 'mail'l],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'l],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,
# add an ldap filter for valid users (expert setting)
# CustomerUserValidFilter => '(!(description=locked))",
# administrator can't change customer preferences
AdminSetPreferences => 0,

# # cache time to live in sec. - cache any database queries
# CacheTTL => 0,
Map => [

# note: Login, Email and CustomerID are mandatory!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'sn', 1, 1, 'var', '', 0 1],
[ 'UserLogin', 'Username’, ‘uid', 1, 1, 'var', '', 01,
[ 'UserEmail', "Email’, 'mail', 1, 1, 'var', '', 0 1],
[ 'UserCustomerID', 'CustomerID', 'mail’, 0, 1, 'var', '', 01,
# [ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var', '', 0 ],
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[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, ‘'var', '', 0 1,
[ 'UserAddress', 'Address', 'postaladdress', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'description', 1, 0, 'var', '', 01,

1,
};

Ecnu pononHuTenbHble aTpubyThl KNNMeHTa xpaHATCca B LDAP-kaTanore, HanpuMmep, nms
pykoBoauTensa, Homep MobunbHoOro tenedoHa, A oTaena, U ecam 3Ty nHhopmaLmio
HY>XHO oT06pa3unTb B OTRS, npocTo pacwmnpbTe MAP-maccus B hanne Kernel/Config.pm
3anmcaMm ong 3Tux atpubyToB, Kak rMoka3aHo B HUXXenpuBeLeHHOM CLieHapun.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, 'var', '', 0 1,

CueHapuii: [lobasneHue HoBoro noJss B ¢avin Kernel/Config.pm.

5.2.2.1. KfiMeHT € HECKOJIbKUMU uageHTudpukaTopamm (3asaBkKmu
KoMnaHum)

Mpn wucnonb3oBaHum LDAP-63K3HAa KANEHTY MOXHO nNpucBouTb 60nblue 0[HOro
knmeHTckoro aman (Customer ID). Ons uMcnosib3oBaHUA 3asiBOK KoMnaHwuu, B LDAP-
ONPEKTOPUID HY>XHO A000aBUTbL HOBOE MOJIEe, KOTOPOE COAEPXKUT LOCTYMHbIE areHTy
naoeHTngukaTopsl (IDs).

Ecnu B LDAP-kaTanore 6b110 Co03a4HO HOBOE MNoOJie, ero TakXxe Hy>XHO fobaBuTb B MAP-
maccuB B Kernel/Config.pm, Kak 3TO NOKa3aHO B HMXXENPUBEAEHHOM CLIEHAPUMN.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1],

CueHapwii: NMoactaHoBKa HoBbIx rosievi B Kernel/Config.pm file.

KnneHtckue wnpeHtudgunkaTopbl (IDS) MOXHO pepakTupoBaTb Hanpsmyt B LDAP-
onpektopun. OTRS MOXXeT TOJIbKO cHUTaTb UHpopmMauunio s LDAP, HO He 3anucbiBaTb.

YT06bl Y6EeaTUCS 4TO KJAMEHT UMeeT AOCTYM K 3asBKaM APYrux KANWeHToB, AobaBbTe
noeHTUgUKaTopsbl (IDS) KIMEHTOB, K 3asBKaM KOTOPbIX HY)XeH O0CTYrM, K HOBOMY MOJI0
Bawen LDAP-gupekTopun. Kaxkabin naeHTugukaTop ID nomkeH 6biTb 0TAeNEeH TOYHKON
C 3anaTon (CM. HUXe PucyHok 11-4).

Example 4.9. Ucnonb3oBaHue 3aaBoK KomnaHum c LDAP-63Kk3Ha0OM

KnueHTsbl A, B n Ll co3aaHHbI B Ballen cucteMe n A Xo4eT MMeTb OOCTYM K 3asiBKaM b un
Ll 4yepes3 naHenb KNMeHTa. b 1 Ll He 4OJHKHbI UMEeTb A0CTYyMNa K APYr1uM rnoJjib3oBaTesNaM.

Onsa peanusayum 3TON YCTaHOBKM uU3MeHuTe LDAP-gunpekTopuio v MannuHr (map-
ping) B Kernel/Config.pm, Kak 3TO noka3aHo Bbilwe. 3aTeM gobasbTe B Bawwen LDAP-
anpekTopun 3HadveHus "b;L;" B none gna CustomerlDs, gna knunenta "A".

5.2.3. Ucnonb3oBaHue bonbLue YeM OO HOro
NoJib30BaTeJIbCKOro xpaHunauuwa gaHHbix ¢ OTRS

Ecnm B OTRS HY)XHO MCMosib30BaTb 60AblLIE O0OHOMO UCTOYHUKA AaHHbIX O KJIMEHTaX
(Hanpumep LDAP un 6a3y g[aHHbIX), KOHMUrypauWoHHbIW napameTp CustomerUser
nosmKeH bbiTb pacwmpeH 4ucnom, Hanpumep "CustomerUserl”, "CustomerUser2" (cm.
Huxe Mpumep 11-5).
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Example 4.10. Ucnonb3oBaHue bonbLie yeMm oAoHOro
Nosib30BaTeJIbCKOro XxpaHuauwa paaHHbix ¢ OTRS

B cnepyrouwem npmMepe rnokasaHo rnpuMeHeHmne KoHpurypaumm kak gna LDAP Tak u gns
0a3bl AaHHbIX KAneHTcKoro 6akaHaa ¢ OTRS.

# 1. Customer user backend: DB
# (customer database backend and settings)
$Self->{CustomerUserl} = {
Name => 'Customer Database',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the
# required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost',
User => "'
Password =>
Table => 'customer user',

HFHEHEHHF

I
# customer unique id

CustomerKey => 'login',
# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',

CustomerUserSearchSuffix => '*',

CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,

# cache time to live in sec. - cache any database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

E R EEREEREEREEEREEEES

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly, http-link-target

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'last_name', 1, 1, 'var', '', 0 1,
[ 'UserLogin', 'Username’, 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0 ],
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, 'var', '', 0],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 6, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street', 1, 6, 'var', '', 0 1],
[ 'Userzip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City’', ‘city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments’', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,

# default selections

Selections => {
UserTitle => {
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‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',

Vo
};

# 2. Customer user backend: LDAP
# (customer ldap backend and settings)
$Self->{CustomerUser2} = {
Name => 'LDAP Datasource',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas,o=csuh',
# search scope (one|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP tree
UserDN => '',
UserPw => '',
# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
'(objectclass=user)"
AlwaysFilter => '',
# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso0-8859-1',

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

port => 389,
timeout => 120,
async => 0,

version => 3,

Iy
)i
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’,
CustomerUserListFields => ['cn', 'mail'l],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,
# add a ldap filter for valid users (expert setting)

# CustomerUserValidFilter => '(!(description=locked))",

# admin can't change customer preferences
AdminSetPreferences => 0,
Map => [

# note: Login, Email and CustomerID needed!

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-

link, readonly

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'sn', 1, 1, 'var', '', 0 1],
[ 'UserLogin', 'Username’, 'uid', 1, 1, 'var', '', 01,
[ 'UserEmail', '"Email’, 'mail’, 1, 1, 'var', '', 0 1],
[ 'UserCustomerID', 'CustomerID', 'mail’, 0, 1, 'var', '', 01,
# [ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone', 'telephonenumber', 1, 0, ‘'var', '', 0 1,
[ 'UserAddress', 'Address', 'postaladdress', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'description', 1, 0, 'var', '', 01,
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EcTb BO3MOXXHOCTb MHTerpupoBaTb A0 10 pa3sinyHbIX MOSb30BaTENbCKUX 63K-3HAOB.
Ncnonb3ynTte mnHTepdenc ynpasaeHusa kaneHtamm B OTRS, 4Tobbl mpocMaTpuBaTh U
pefakTMpoBaTh AaHHbIE O HUX (MNPUX YyC0BUM HaNMYMs NpaB AJ1a 3anucu).

5.2.4. CoxpaHeHue uHcpopmMauum o KIMeHTe B
AWHaAMMU4YeCKUX nonax

MHorga 6biBaeT MoOJIe3HbIM  TaKXe COXPaHWTb  [aHHble KJMeHTa  3asBKu
HernocpeaCcTBEHHO B ANHAMUYECKUX MONSX 3a8BKU, A5 CO3AaHUS HEKOTOPbIX OTHETOB
no 3TUM JaHHbIM. Hanpumep, Mo 3asiBKaM KOMMaHWW, KOrfAa KAWEHT B TeyeHue
OTYETHOro nepvofa rnepellen B APYryld KOMMaHWIO TOro >Ke rnpoBaigepa ycnyr
TexnoanepxKu.

OnHaMnyeckme Nons 3arnoJIHATCA NPU CO34aHUMN 3asBKM WIN KOrga KJNEHT 3asBKMU
n3MeHsieTcs. 3HaYeHUs nosien 6epyTca U3 OaHHbIX KAMeHTa. OTo paboTaeT ona Bcex
6skeHpo0B, HO Hanbonee nonesHo ansa LDAP-6akeHO0B.

Ons BKJIIOYEHUSA 3TON onuumn OTRS, aKTUBUpymnTe napameTp
"Ticket::EventModulePost# ##930-DynamicFieldFromCustomerUser" "
"DynamicFieldFromCustomerUser::Mapping". MocnegHwuin napameTp cooepXxuT

HacTPOWKY, KakKme nossd [aHHbIX KJAWEeHTa [LOJ/KHbl COXPaHATbCA B Ka)KgoM U3
OVHaMnyeckmx nonen. Nons AoskHbl 6bITb 3apaHee CO3h4aHbl B CUCTEME U BKJIIOYEHbI
B AgentTicketFreeText, Tak 4TOb6bl OHW ObIAM OOCTYMHbI OJ1S PYYHOro 3aMoOJIHEHMUS.
OHM Oo/MKHbI B6bITb HeQOCTYNHbI AN BBoda B AgentTicketPhone, AgentTicketEmail n
AgentTicketCustomer, Bo nibexxaHune nepekpbiTUS aBTOMAaTUYECKUMN YCTaHOBJIEHHbIX
3Ha4YeHUN.

5.3. Xpauunuwa (b63k-eHabl) ana
ayTeHTudpukauuum AreHtoB U KnmeHTtoB

OTRS npennaraeT onuuio AN MPOBEPKU MNOAJIMHHOCTM areHTOB U KJINEHTOB C
NCMOJIb30BaHMEM Pa3NYHbIX XPaHWNLL, AaHHbIX (63KeHO0B).

5.3.1. XpaHunuwa paHHbIX (03Kk-eHabl) ona
ayTeHTUu(pukauum AreHToB

5.3.1.1. basa AaHHbiX (DB, no ymaon4yaHuio)

B kayectBe 63K-a3HOa aOnsa ayTeHTUukauum areHtoB B OTRS, no ymondaHwuio,
ncnonb3yetcs 6asa gaHHbIX. YTo6bl [O06aBNATL areHTOB, PefakKTUPOBaTb AaHHbIE O HUX,
nepengnTe Ha cTpaHuuy NaHesnb AGQMUHUCTPUPOBAHNSA N HAXXMUTE CCbINKy NHTepdenc
ONs ynpaBseHusa areHtamm (cm. Huxe Mpumep 11.6).

Example 4.11. [MpoBepka nNOAJIMHHOCTU areHToB nyTeMm
ucnonb3oBaHua ba3bl [JaHHbIX (DB) B KadyecTBe XpaHuauuia
mHdopMaumm.

$Self->{'AuthModule'} = 'Kernel::System::Auth::DB"';

5.3.1.2. LDAP

Ecnn paHHble BCex BalMX areHToB xpaHAaTca B LDAP-gupekTopun, TO Ans
ayTeHTudukaumm nonb3osaTtesien B OTRS MoXXHO ncnonb3oBaTb LDAP-Moaynb (CM. HUXe
Mpumep 11-7). 2TOT MOAy/lb UMEET NpaBa TOJIbKO Ha YTeHue gepeBa LDAP-kaTanoros,
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4YTO O3HayaeT 4YTO HEeTy BO3MOXHOCTVW pPefaKTUPOBaTb AaHHble MOJib30OBaTesen
NCMONb3ys CCbIIKY Be6-MHTepdenc ans ynpassieHns rnoib3oBaTensimMm

Example 4.12. NMpoBepka NOAJIMHHOCTHM areHToB npu
ucnosnb3oBaHuu LDAP B KauecTBe XpaHuUauLWia AaHHbIX

# This is an example configuration for an LDAP auth. backend.
# (Make sure Net::LDAP is installed!)

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

# Check if the user is allowed to auth in a posixGroup

# (e. g. user needs to be in a group xyz to use otrs)
$Self->{"'AuthModule: :LDAP: :GroupDN'} = 'cn=otrsallow,ou=posixGroups,dc=example,dc=com';
$Self->{'AuthModule: :LDAP: :AccessAttr'} = 'memberUid';

# for ldap posixGroups objectclass (just uid)

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

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

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

# The following is valid but would only be necessary if the
# anonymous user do NOT have permission to read from the LDAP tree
$Self->{'AuthModule: :LDAP: :SearchUserDN'} 'y

$Self->{'AuthModule: :LDAP: :SearchUserPw'} ;

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
$Self->{'AuthModule: :LDAP: :AlwaysFilter'} = '';

(objectclass=user)’

# in case you want to add a suffix to each login name, then

# you can use this option. e. g. user just want to use user but
# in your ldap directory exists user@domain.

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

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

port => 389,

timeout => 120,

async => 0,

version => 3,

s

[MapameTpbl KOHUrypauun npuBepeHHbIe B CLEeHapuu MnpuBeLEeHHOM HUXKe MOryT
ObITb NCMNONb30BaHbI 419 CUHXPOHM3ALMN NOSIb30BaTENbCKUX AaHHbIX U3 LDAP-kaTanora
B JIOKanbHy 6a3y faHHbix OTRS. 3TOo yMeHblLUaeT KOJMYeCTBO 3anpocoB K LDAP-
cepBepy UK yckopsaeT npoBepky nogiuHHocTu B OTRS. CuMHXpOHU3auUMA [aHHbIX
3aBeplleHa, Korga areHT ayTeHTUuumnpyeTcsa srnepsble. HecMoTpsa Ha TO, YTO OaHHbIe
MOFyT OblITb CUHXPOHU3MPOBaHHbI B JloKasnbHOMW 6a3e paHHbiXx OTRS, LDAP-kaTanor
ABNSAETCSA NOCNefHEN MHCTaHLUWEN AN NPOBEPKM MOSAJIMHHOCTU NOSb30BaTeNEN, TaKUM
obpa3oM nMonb3oBaTeNN, HE aKTUBHbLIE O/ AepeBa kKaTanoros LDAP He moryT nponTwu
ayTeHTudukaumio B OTRS, gake B TOM Cjiy4ae, KOrga fAaHHble O MNoJjib3oBaTesie yxKe
xpaHaTca B 6a3e pgaHHbix OTRS. [laHHble areHToB B LDAP-gnpekTopuun He MoryT ObiTb
oTpenakTMpOoBaHbl C NoMoLlbio Beb-nHTepdenca OTRS, Tak 4To ynpaBneHue AaHHbIMU
OOJIKHO OCYLLLeCTBIATCA HEeNnoCpeACTBEHHO B AepeBe KaTanoros LDAP.

# defines AuthSyncBackend (AuthSyncModule) for AuthModule
# if this key exists and is empty, there won't be a sync.
# example values: AuthSyncBackend, AuthSyncBackend2

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

# agent data sync against ldap

$Self->{'AuthSyncModule'} = 'Kernel::System::Auth::Sync::LDAP';
$Self->{'AuthSyncModule: :LDAP: :Host'} = 'ldap://ldap.example.com/"';
$Self->{"'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=otrs, dc=org';

117




OTRS

Real Services

$Self->{'AuthSyncModule: :LDAP::UID'} = 'uid';
$Self->{"'AuthSyncModule: :LDAP: :SearchUserDN"'}
$Self->{"'AuthSyncModule: :LDAP: :SearchUserPw"'}
$Self->{'AuthSyncModule: :LDAP: :UserSyncMap'} = {

# DB -> LDAP

UserFirstname => 'givenName',

UserLastname => 'sn',

UserEmail => 'mail’,

'uid=sys, ou=user, dc=otrs, dc=org';
'some pass';

+;
[...]

# AuthSyncModule: :LDAP: :UserSyncInitialGroups
# (sync following group with rw permission after initial create of first agent
# login)
$Self->{'AuthSyncModule: :LDAP: :UserSyncInitialGroups'} = [
‘users',

1;

CueHapunii: CUHXPOHMU3aUNS MOJIb30BaTE/IbCKUX AaHHbIX 13 LDAP-anpekTopuns 6a3y
naHHbix OTRS.

Kpome Toro Bbl MOXeTe ucnosib3oBaTb rpynnel LDAP agna onpeneneHuns
MpUHagNexHocTn K rpynnam n ponam B OTRS. [Ona [ONOAHUTENbHOW UHGOpMaUUnN r
npumepos cMmoTpuTe hann Kernel/Config/Defaults.pm. BoT npumep cnHxpoHusaumun LDAP
¢ rpynnammn OTRS.

# Attributes needed for group syncs

# (attribute name for group value key)
$Self->{"'AuthSyncModule: :LDAP: :AccessAttr'} = 'memberUid';

# (select the attribute for type of group content UID/DN for full ldap name)
# $Self->{'AuthSyncModule: :LDAP: :UserAttr'} 'UID';

# $Self->{'AuthSyncModule: :LDAP: :UserAttr'} 'DN';

AuthSyncModule: : LDAP: :UserSyncGroupsDefinition
# (If "LDAP" was selected for AuthModule and you want to sync LDAP
# groups to otrs groups, define the following.)
$Self->{"'AuthSyncModule: :LDAP: :UserSyncGroupsDefinition'} = {
# your ldap group
'cn=agent,o=o0trs' => {
# otrs group(s)
‘admin' => {
# permission
rw => 1,
ro => 1,

'faq' => {
rw => 0,
ro=>1,

'cn=agent2,0=0trs' => {
‘users' => {
rw => 1,
ro => 1,

Vs
i

5.3.1.3. HTTPBasicAuth-ayteHTucdukauusa ana AreHToB
Ecnu Bbl X0TUTE peann3oBaTh pelleHune "single sign on" ons BCex areHTOB, Bbl MOXeETEe

ncnosb3oBaThb 6a30BYyI0 ayHeHTUMMKauuo (gna Bcex cuctem) n HTTPBasicAuth-mogynb
ansa OTRS (cM. Huxe Mpumep 11-8).

Example 4.13. AyteHTudpukaumsa AreHtoB ¢ nomowibio HTTPBasic
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# This is an example configuration for an apache ($ENV{REMOTE USER})
# auth. backend. Use it if you want to have a singe login through

# apache http-basic-auth

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

# Note:
#
# If you use this module, you should use as fallback

# the following configuration settings if the user is not authorized

# apache ($ENV{REMOTE USER})

$Self->{LoginURL} = 'http://host.example.com/not-authorised-for-otrs.html';
$Self->{LogoutURL} = 'http://host.example.com/thanks-for-using-otrs.html"';

5.3.1.4. Radius

MapameTpbl KOHDUTrypauun npmBeaeHHble B NMpuMepe 11-9 MoryT 6bITb MCMNOJIb30BaHbI
0Na ayTeHTUUKaumm areHToB € ucnosib3osaHneM Radius-cepsepa.

Example 4.14. AyteHTudukauusa (npoBepka MNOAJINMHHOCTH)
areHToB ¢ wucnonb3oBaHuem Radius-cepBepa B KaudecTBe
XpaHunuwa uHpopMauum

# This is example configuration to auth. agents against a radius server
$Self->{"'AuthModule'} = 'Kernel::System: :Auth::Radius"';
$Self->{'AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'AuthModule: :Radius: :Password'} = 'radiussecret';

5.3.2. XpaHunnuw,a uHpopMaumm ana ayrTeHTuPuKaumm
(npoBepKM NOAJIMHHOCTU) KJINEHTOB

5.3.2.1. basza AaHHbIX (Mo ymonyaHumio)
,D,J'Iﬂ ayTeHTI/I(pI/IKaLI,I/II/I KJINEHTOB B OTRS, no ymMmoJi4aHWNKO, NCMNoJib3yeTCA b6a3za AaHHbIX.

Ncnonb3ya 6a3y AaHHbIX B KAYeCTBE XpPaHUAMLWLE, BCE AaHHble KJIMEHTOB MOX>XHO
penakTupoBaTb 4Yepe3 Beb-uHTepdenc OTRS (cm. Huxxe Mpumep 11-10).

Example 4.15. AyteHntudpmukauua Knumenrta B base [laHHbIX

# This is the auth. module against the otrs db
$Self->{'Customer: :AuthModule'} = 'Kernel::System::CustomerAuth::DB";
$Self->{'Customer::AuthModule::DB::Table'} = 'customer user';
$Self->{'Customer: :AuthModule: :DB: :CustomerKey'} = 'login';
$Self->{'Customer: :AuthModule: :DB: :CustomerPassword'} = 'pw';
#$Self->{'Customer: :AuthModule: :DB::DSN'} =
"DBI:mysql:database=customerdb;host=customerdbhost";
#$Self->{'Customer: :AuthModule: :DB: :User'} = "some user";
#$Self->{'Customer: :AuthModule: :DB: :Password'} = "some password";

5.3.2.2. LDAP

Ecnu y Bac ectb LDAP-kaTanor co scemMm JaHHbIMU O KJIMEHTaX, MOXXHO UCMOoJIb30BaTb
moaysnb LDAP pgna ayteHTugumkaumm knmeHtos B OTRS (cMm. Mpumep 11-11 Hwuxe).
MocKoNbKY 3TOT MOAYyJ/lb MMeeT rpaBa TOJIbKO A1 YTeHus ONs JaHHbiX U3 LDAP-
63KeHAa, TO HETY BO3MOXXHOCTU M3MEHUTb AaHHble KJIMeHTa 4yepes Beb.

Example 4.16. AyTteHTudMKauua noJsib3oBaTesIiel C MNOMOLUbIO
LDAP-63k3HAa

This is an example configuration for an LDAP auth. backend.
(make sure Net::LDAP is installed!)
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$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::LDAP';
$Self->{'Customer: :AuthModule: :LDAP: :Host'} = 'ldap.example.com';
$Self->{'Customer: :AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
$Self->{'Customer: :AuthModule: :LDAP::UID'} = 'uid';

# Check if the user is allowed to auth in a posixGroup

# (e. g. user needs to be in a group xyz to use otrs)

$Self->{'Customer: :AuthModule: :LDAP: :GroupDN'} =
'cn=otrsallow,ou=posixGroups,dc=example,dc=com';

$Self->{'Customer: :AuthModule: :LDAP: :AccessAttr'} = 'memberUid"';

# for ldap posixGroups objectclass (just uid)

$Self->{'Customer: :AuthModule: :LDAP: :UserAttr'} = 'UID';

# for non ldap posixGroups objectclass (full user dn)

#$Self->{'Customer: :AuthModule: :LDAP: :UserAttr'} = 'DN';

# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP tree
$Self->{'Customer: :AuthModule: :LDAP: :SearchUserDN"'} 00¢g

$Self->{'Customer: :AuthModule: :LDAP: :SearchUserPw"'} g

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter => '(objectclass=user)'
$Self->{'Customer: :AuthModule: :LDAP: :AlwaysFilter'} = '';

# in case you want to add a suffix to each customer login name, then
# you can use this option. e. g. user just want to use user but

# in your ldap directory exists user@domain.
#$Self->{'Customer: :AuthModule: :LDAP: :UserSuffix'} = '@domain.com';

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

port => 389,

timeout => 120,

async => 0,

version => 3,

};

5.3.2.3. HTTPBasicAuth ayteHnTucpukauma opnsa KJIMEeHToB

Ecnn pns nonb3oBaTenenm HyXHO BHeapuTb "single sign on"-peweHue, MOXXHO
ncnonb3oBaTb 6as3oBylo, HTTPBasic ayTeHTudukauuo (ONsa BCEX CUCTEM) WU
ncnonb3oBaTbh Moaysb HTTPBasicAuth ¢ OTRS (6onblie He HY)XHO noruHuTca B OTRS).
CM. Hmxe lMpumep 11-12.

Example 4.17. AyteHTU(PUKauusa KJameHToB ¢ noMmowibio HTTPBasic

# This is an example configuration for an apache ($ENV{REMOTE USER})

# auth. backend. Use it if you want to have a singe login through

# apache http-basic-auth

$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::HTTPBasicAuth';

# Note:

# If you use this module, you should use the following

# config settings as fallback, if user isn't login through

# apache ($ENV{REMOTE USER})

$Self->{CustomerPanelLoginURL} = 'http://host.example.com/not-authorised-for-otrs.html';
$Self->{CustomerPanelLogoutURL} = 'http://host.example.com/thanks-for-using-otrs.html';

5.3.2.4. Radius

HacTpolikm npuBedeHHble B npumepe 11-13 ™moryT ObITb WUCMONb30BaHbl AN
ayTeHTuUhnKaumm Bainx KAMeHToOB C nomMoLbio Radius-cepsepa.

Example 4.18. AyTeHTU(dUKALUA KJIMEHTOB C MCMNOJZIb30OBaHUEM
Radius
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This is a example configuration to auth. customer against a radius server
$Self->{'Customer: :AuthModule'} = 'Kernel::System::Auth::Radius"';
$Self->{'Customer::AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'Customer: :AuthModule: :Radius: :Password'} = 'radiussecret';

5.4. HacTpouKa CaMOCTOATEJIbHOM
perncrpauumm KJiMeHTa

ECTb BO3MOXHOCTb HACTPOUTb CAaMOCTOSATESNIbHYI0 PerucTpauuto HOBbIX KJMEHTOB,
NOCTYMHYIO Yyepes naHesnb customer.pl. Mo)KHO 006aBUTbL HOBbIE AOMOJIHUTE/IbHbIE U
oba3aTeNbHbIE NONS, TAaKNe Kak HOMep KOMHaThl, afpec Un COCTOSIHME.

B crnepnytoulemM npumepe nokasaHo Kakum obpa3oM MOXXHO yKa3aTb obsizaTesbHble Ons
3anosiHeHUs nons B 6a3e AaHHbIX KJIMEHTOB, B IAHHOM CJlyvyae, A XpaHeHWs Homepa
KJINeHTa.

5.4.1. HacTpouka Beb-uHtepdeunca

Ona oTobpakeHus HOBOro nmnona Ans HoMepa KOMHaTbl B Beb-uHTepdpence
nonb3osaTtensa (customer.pl), Hy>XHO BHeCcTU wu3MeHeHna B .dtl-cpanin, KoOTOpbIN
oTBe4yaeT 3a wWwabnoH 3Toro wuHTepdenca. OTpepakTupynTe Gann Kernel/Out-
put/HTML/Standard/CustomerLogin.dtl po6aBuB HOBble nons nocse cTpoku 80 (cMm.
HU>XeNnpuBeLeHHbIN cLueHapun).

[...]
<div class="NewlLine">
<label for="Room">$Text{"Room{CustomerUser}"}</label>
<input title="$Text{"Room Number"}" name="Room" type="text" id="UserRoom"
maxlength="50" />
</div>

[...]

CueHapuii: OTobpa>keHne HOBbIX MoJIeVi B BEG-UHTEpPelice.

5.4.2. OToOpa>keHusA KJIMEHTOB

Ha cnegylowem sTtane, Hy>XHO BHECTU M3MEHEeHUsA B ManmnuHr (mapping), paccwmpums
€ro HOBbIM 3JIEMEHTOM - HOMEPOM KOMHaTbl. YT0bbl ybeamTca 4TO U3MEHEeHUa He
noTepsatTcA nocne obHoBIEHNSA, yCTaHOBUTE HacTpownkbl "CustomerUser" us cpaiina Ker -
nel/Config/Defaults.pm B ¢ain Kernel/Config.pm. Tenepb nameHnte MAP-Maccus,
nobaBnB HOBOE MoJsie - HOMEP KOMHaTbl, Kak 3TO MOKa3aHO B HWXenpueeLeHHOM
cueHapuu.

# CustomerUser
# (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Backend',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the
# required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost',
User => "'
Password => '',
Table => 'customer user',

HFHEHEHHF

}I

# customer unique id
CustomerKey => 'login',
# customer #
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CustomerID => 'customer id',
CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', ‘'email'],
# CustomerUserListFields => ['login', 'first name', 'last name', 'customer id', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],

CustomerUserSearchPrefix => 5

CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title', 'first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences
AdminSetPreferences => 1,

# cache time to live in sec. - cache database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

E R EEREEREEREEEREEEES

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly, http-link-target

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0],
[ 'UserFirstname', 'Firstname', 'first pame', 1, 1, ‘'var', '', 0 1,
[ 'UserLastname', 'Lastname’, ‘last name', 1, 1, 'var', '', 0 1,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0],
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, ‘'var', '', 0 1,
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 0, 'var', '', 0 ],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 0, 'var', '', 0 ],
[ 'UserRoom', 'Room' , 'room', 1, 0, 'var', '', 0],
[ 'UserStreet', 'Street', 'street', 1, 0, 'var', '', 0],
[ 'Userzip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City’', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments’', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'‘Mrs.' => 'Mrs.',

b

};

CueHapwii: BHeceHne n3MeHeHu B map-Maccums.

5.4.3. HacTtpo#ka Tabnuubl customer_user B base
HNaHHbIX OTRS DB

MocnegHum warom sBnsieTcs nobaBneHMe HOBOro ctonbua Cc HOMEPOM KOMHaTbl B
Tabnnuy customer_user 6a3bl gaHHbIX OTRS (CcM. HMXXenpUBeAEHHbIN cLueHapuii). B aTon
KoJIOHKe ByaeT XxpaHUTCSA MHoPMaLUUs AN HOMEPA KOMHAThI.

linux:~# mysql -p
Enter password:
elcome to the MySQL monitor. Commands end with ; or \g.
Your MySQL connection id is 6 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.
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mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD room VARCHAR (200);
Query OK, 3 rows affected (0.01 sec)

Records: 3 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

CueHapuii: [lobaBseHne HOBOV KOJIOHKM B Tabauuy customer_user.

Tenepb HOBOE NOJIE A1 HOMEPA KOMHaThl A0JIXKHO 0ToOBparkaTcsa B maHenn nHpopMaLuum
0 KJIMEHTE W 3KpaHax YMpaBAeHUs KAneHTaMu. Korga HOBble KAWEHTbl 6yayT
PErncTpupoBaThb aKKayHT, UM HY>XKHO ByAeT BnncaTb HOMEpP KOMHaTbl. Ecnn ansa paboThl
OTRS uncnonb3yeTcsa Microsoft 1IS, To 4Tobbl HOBble M3MEHEHWSA BCTYNWAM B CUNy B
Config.pm HY>XHO Nepe3anycTuTb Beb-cepBep.

6. HacTpoukmn 3asaBKu

6.1. CocTOossHMA 3aABOK

6.1.1. NpeponpepneneHHbie COCTOAHUA

OTRS no3BosseT U3MEHATbL NpeaonpeaeneHHbIE COCTOSHUS 3a89BOK U UX TUMbI, @ TaKXe
no6aBnATb HOBbIe. [1N1A COCTOSIHMSA BaXkKHbl ABa aTpubyTa: ums (state-name) n Tun (state-

type).

MpepycTtaHoBneHHble cocToAHUA B OTRS: "3akpbITO ycrnewHo", "3aKpblTO Heyaa4Ho",
"obbeneHeHo", "HoBad", "oTKpbITaga", "B 0XXnAgaHUM C aBTO3aKpbiTueM+", "B OXXuUgaHNN
C aBTO3aKpbITUEM-", "B OXKNOaHUN C HAarNMoMmnHaHnemM", "yoaneHHasa".

6.1.1.1. HoBasn

3asBKM HaAxXoAATCA B 3TOM COCTOSIHMW, KOrga OHM CO34alTCA Ha OCHOBE BXOASLLUX
CoOobLEHNIN DNEKTPOHHOWN NOYTHI.

6.1.1.2. OTKpbITasn

3TO COCTOSIHME MO YMOJIYaHUIO OS89 3asBOK, KOTOPble MPUCBOEHbLI o4yepensMm wuaun
areHTaM.

6.1.1.3. OxupaHme ¢ HaNOMUMHaAHUeM

Mocne TOro Kak BpPEeMS OXWAaHUA WCTEKNOo, BRageney 3asBkM OyneT nosyvaTb
HanoMWHaHMWe Ha 3/JIeKTPOHHYK No4Ty. Ecnnm 3asBKa He 3akpbiTa, TO HaNoMMHaHWE O
3asBKe OyneT oTnpaB/iieHO BCEM areHTam B odyepenun. HanoMmuHaHue o 3asBKax bypeT
OTNpaBJIEHO TONLKO B pabovee BpeMs 1 OyeT NOBTOPATCA KaXkAble 24-4aca, NOKa areHT
HE N3MEHUT COCTOSIHME 3asBKU. Bpems, KOTOpoe 3asBKa NpoBefeT C TakKuUM CTaTyCoOM
bynet nobaBseHO K BpEMEHU dCKanaunm.

6.1.1.4. OXxupaHuve aBTO-3aKpbiTHUe -
Ecnn BpeMsa oXupgaHus BbIWJIO, 3as8BKW C 3TUM cTaTycoM OyayT yCTaHOBJIEHbI B

"3akpbITble HeycnewHo". Bpems, npoBeneHHoe 3asiBKOW B 3TOM cTaTyce 6yaert
0o6aBneHo K BpEMEHN 3CKaNaunn.
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6.1.1.5. OXxXnpaHue aBTO-3aKpbiTHEe+

Ecnu BbILLNO BpeMS 0XKUOAHUSA, 3a9BKU C 3TUM CTaTyCcoM ByayT yCTaHOBJIEHbI B "3aKpbITO
YcnewHo". Bpems, npoBefeHHOE 3a8BKOM B 3TOM cTaTyce byneT nobaBieHO K BpeMeHun
3CKaslaunu.

6.1.1.6. ObbepeHeHHble
3TO cocToAHUE N5 3as8BOK, KOTopble 6binn obbefeHeHbl C ApYrnMin 3asBKaMu.
6.1.1.7. 3akpbiTa YCnewHo

DT0 KOHEYHOE COCTOsIHNE AJ15l 3asiBOK, KOTOpPble Obl/iv peLleHbl ycnewHo. B 3aBucnmocTy
OT KOHGMrypaumu, y Bac byneTt nam He byneT BO3MOXHOCTU 3aHOBO OTKPbITb paHee
3aKpbITble 3as1BKMU.

6.1.1.8. 3akpbiTa HeypnadHo

ITO KOHeYyHoe COCTosiHMe pANna 3asBOK KoTopble HE 6biin ycnewHo pelweHbl. B
3aBUCMMOCTU OT KOHcurypaumm, y Bac bynetr wam He OGyaeT BO3MOXKHOCTU 3aHOBO
OTKpPbITb paHee 3aKpbiTble 3a8BKMU.

6.1.2. HacTpanBaeMbl COCTOSAHUA

Ka)xgoe cocTtosHue nMeeT Ha3BaHue (state-name) u Tun (state-type). YTobbl co3pmaTh
HOBOE COCTOAHME NepengnTe No ccbiike CocToAHMA Ha MaHenn AQMUHUCTPUPOBAHUSA
N Ha)xMuTe KHomky "[NobaBuTb cocTosHue". MoxxHO cBo6oAHO BbiIGMpaTb MMsSi HOBOIO
COCTOAHUA. TUMbl COCTOAHWUA HE MOryT W3MEHSATCA MOCPencTBOM Beb-mHTepdelnca.
Ecnm Hy>XHO fo6aBUTb HOBblE TUMbl NN U3MEHUTb CYLLECTBYHOLLNE, - BCE N3MEHEHUSA
npunaeTcs Aenatb Hanpsamyk B 6a3e OaHHbIX. [pefyCTaHOB/IEHHbIE TUMbI COCTOAHUN
He MOoryT ObiTb W3MEHEHbl, MOCKO/bKY 3TO MOXXET MPUBECTU K HenpenckasyeMmblM
pe3ynbTaTaM. Hanpumep, pacyeT ackanaumm n gyHumsa pa3bnokmpoBaHNUs OCHOBaHbI Ha
KOHKPETHbIX TUNax COCTOSHUNA.

NMs/Ha3BaHME y>XXe CyLlecTBYHOLLero CoCToAHUA MOXeT OblTb U3MEHEeHO WA HOBble
cocTosAHMA gobaBneHbl Ha 3TOM 3KpaHe. Ecan cocTosHme "new" 6bia1I0 M3MeHeHOo B Beb-
nHTEepgence, 3To COCTOSHNE TakXe JOJIKHO 6biTb HacTpoeHo B Kernel/Config.pm nan
yepes SysConfig. MapameTpbl 3ajaHHbIE B CLLEHapUX NMPUBEAEHHOM HXKE A0/KHbI ObITh
n3MeHeHbl, 4Tobbl ybeantbca B ToM, 4To OTRS paboTaeT C nM3MEHEHHbIM COCTOSIHUEM
onsa 6eiBwero "new".

[...]

# PostmasterDefaultState

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

# CustomerDefaultState

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

CueHapwii: I3ameHeHne napameTpoB HacTpoviku B Kernel/Config.pm.

Ecnn  HyXHO p[006aBUTb HOBbIM TWUM COCTOSIHMA, TO 3TO MOXHO caenatb C
MOMOLLbIO KJINEHTCKOW MporpaMmbl ynpaBieHns 6asaMu OaHHbIX, N3MeHUB Tabnnuy
ticket state type 6a3bl AaHHbIX OTRS, Kak 3TO MOKa3aHO B HMXXeNpuUBe4eHHOM CLieHapumn

linux:~# mysql -p
Enter password:
elcome to the MySQL monitor. Commands end with ; or \g.
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Your MySQL connection id is 23 to server version: 5.0.16-Debian 1-log
Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> insert into ticket state type (name,comments) values ('own', 'Own
state type');

Query OK, 1 row affected (0.00 sec)

mysql> quit
Bye
linux:~#

Script: I3meHeHne 6a3bi gaHHbIX OTRS.

Ha maHHbIA MOMEHT MOXXHO MCMOJIb30BaTb HOBbIA TUM COCTOSHUSA, KOTOPbIA Bbl TOJIbKO
4YTO co3fanun. Kak TOJIbKO COCTOsiHME ByaeT CBA3aHO C 3TMM HOBbIM TUMOM COCTOSHMS,
TO 4TObOLI Y6eanTcs 4To HOBOE COCTOSIHME MCNoJsib3yeTca U paboTaeT KOPEKTHO HY>XKHO
TakXe Wu3MeHUTb HacTpounkm OTRS. Wcnonb3ys SysConfig BHecMTe uM3MeHeHUs B
cnepyouine onuuu:

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone# ##StateDefault
- 3ajaeT caepyioulee COCTOAHME MO YMOJYaHUIO OJ19 HOBbIX 3afBOK CO3[4aHHbIX Ha
OCHOBe Tene(OoHHOro 3BOHKa.

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone## #StateType -
3ajaeT CNUCOK NnocaeayLmnx AOCTYMHbIX COCTOAHUN AJ1 HOBbIX 3a5BOK, CO3[aHHbIX Ha
OCHOBe Tele(pOHHOro 3BOHKaA.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail # # # StateDefault -
3ajaeT cneayouiee CoOCTOAHME MO YMOYaHMIO OJ19 HOBbIX 3a59BOK CO34aHHbIX Ha OCHOBEe
COOBOLLEHNI 2/IEKTPOHHOM MOYTHI.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail###StateType -
3aaeT CNUCOK NoC/enyLWnX AOCTYAHbIX COCTOSHUIA A1 HOBbIX 3@9BOK CO34aHHbIX Ha
6a3e coobLWEeHNIN SNEKTPOHHOW MOYTHI.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound## #State - 3agaeT 3Ha4YeHMeE MO YMOJIHAHUIO CeayLero
COCTOSIHUA 3a8BKW MNPU perucTpaLum HOBbIX COODOLLEHWA B 3asiBKE, MOJIYYEHHbIX OT
KJIMeHTa no Tenedony.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound## #StateType - 3apaeT AOCTYMNHbIE 3HAYEHUS CeayLero
COCTOAHUA 3asBKN MPU PErncTpaumm HoBbIX COOOLIEHUIA B 3asiBKE, MOJIyYEHHbIX OT
KJIMeHTa rno Tenedony.

Ticket -> Frontend::Agent::Ticket::ViewMove > AgentTicketMove###State - 3agaet
cnepyroulee COCTOSHUE MO YMOJTHaHUIO MPU NEPEMELLLEHNN 3aABKW B APYrYyO ovepenb.

Ticket -> Frontend::Agent::Ticket::ViewMove > AgentTicketMove# # #StateType - 3apaeT
CMNMCOK nocsieayloWwmnx OOCTYMHbIX COCTOAHWIA MPU MEPEMELLEHUN 3asBKM B APYrylo
oyepenb.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateDefault - 3agaeT cnegytwouiee
COCTOSAHME 3a8BKN MO YMOJTHaHUIO MOCsIe ee BO3BpaTa.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateType - 3amaeT cnegyiwouwime
OOCTYMHble COCTOSAHMSA 3asBKW MOCJSIe ee BO3BpaTa.
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Ticket -> Frontend::Agent::Ticket::ViewBulk > StateDefault - gna ykasaHuna cnegytouwero
COCTOSAHMUA MO YMOJYaHWUIO MPY MacCOBOM AENCTBUMN.

Ticket -> Frontend::Agent::Ticket::ViewBulk > StateType - 3agaeT cnncok nocaenytowmx
OOCTYMNHbIX COCTOSHUIA NP MacCOBOM AENCTBUN.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateDefault - ANna  yKasaHwus
cnefyoulero CoCTOAHUSA Mo YMOJSTHaHUIO NMOCe 3aKPbITUSA 3a5BKU.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateType - 3afaeT Chnucok
nocnenywmx AOCTYMHbIX COCTOAHUIA NMOC/E 3aKPbITUSA 3a9BKW.

Ticket -> Frontend::Agent::Ticket::ViewCompose > StateDefault - 3apaeT 3HayeHume no
YMOJTHaHUIO CNEOYIOLLErO COCTOAHNA 3a89BKUW Ha CTPaHULLEe/sKpaHe co34aHuns coobLleHmns
(oTBeTa) areHToM.

Ticket -> Frontend::Agent::Ticket::ViewCompose > StateType - 3apjaeT cnucok
OOCTYMHbIX C/IeAyLNX COCTOSAHUIA 3a9BKU Ha CTpaHuLe/aKpaHe co3faHusa coobuieHns
(oTBeTa) areHTOM.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - gna 3apaHus
cnepyoLllero CoOCTOSHMNSA Nocae NepecbisIKK 3asBKN.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - onsa 3agaHusa cnucka
OOCTYMHbIX C/ieayLWmnX COCTOSAHNI oNa skpaHa lMepecnaTtb/Forward.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - 3agaeT cnepytoulee
COCTOSAHME MO YMOMYaHUIO MOCse pefaKTUpoBaHNa CBOBGOAHLIX MNOJIEN 3a8BKN

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - 3apaeT cCnMCOK AOCTYMHbIX
COCTOAHWUI NOCNe pefaKTUPoBaHNA CBOBOAHLIX MNOMEN 3as89BKU

Ticket -> Core::PostMaster > PostmasterDefaultState - 3apaeT cocTosiHMe 3asaBKU
CO3/[1aHHOW U3 3JIEKTPOHHOIr0 NMMcbMa.

Ticket -> Core::PostMaster > PostmasterFollowUpState - 3apaeT cocTosiHMe 3asBKU
nocrne nonyyvyeHunsa OoTKJInKa KJINeHTa.

Ticket -> Core::PostMaster > PostmasterFollowUpStateClosed - 3apgaeT cocTosiHue
3a5BOK MOCJIE NOJIYHYEHUS OTK/IMKA KJIMEHTA Ha y>Ke 3aKpbITYlO 3a8BKY.

Ticket -> Core::Ticket > ViewableStateType - 3apaeT TuUnbl COCTOAHNI 3a59BOK, KOTOPbIE
oTobparkaroTca B pa3ndHbiX 0630pax cuctemol, Hanpumep, B O63ope oyepeqei.

Ticket -> Core::Ticket > UnlockStateType - 3agaeT CnNMCOK TUMOB COCTOSAHWUN AN
pa36/710KMPOBAHHbIX 3aABOK.

Ticket -> Core::Ticket > PendingReminderStateType - 3agaeT Tun COCTOAHUSA A5 3a9BOK
C HanoMMHaHMeM.

Ticket -> Core::Ticket > PendingAutoStateType - 3agaeT Tun cocToAHUA [NS
OTJIOXKEHHbIX 3aABOK.

Ticket -> Core::Ticket > StateAfterPending - 3agaeT TN COCTOAHUSA ONS 3a8BOK C
aBTOOXXMAAHMEM MOCIE NTEYEHNSA CPOKA OXKNAAHUSA.

6.2. NMpuopuTteTsbl 3aABOK

OTRS nocTaBnseTcsa € NATbIO NMpegyCcTaHOBJ/IEHLIMU YPOBHAMU MPUOPUTETOB, KOTOPbIE
MO>XHO U3MEHUTb Nepenasa no ccoiike "MprnopnteThl" Ha MNaHenn AQMUHUCTPUPOBAHUA.
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Mpwn co3pgaHnM HacTpanBaeMoro CNMcKa NpuMopuTeTOB, NOXKaJNlyncTa NOMHUTE, YTO OHMU
copTupytoTca B andaButHoM nopsanke. Takxe OTRS copTupyeT 3a8Bku B QueueView no
nX BHyTpeHHeMy Homepy (ID).

Note

Kak n B ciy4yae c gpyrumm cywHoctamu OTRS, npuopuTeTbl He MOryTt
OblTb YyAaseHbl, a TOJIbKO [OeaKTUBUPOBaAHbI MyTeM YCTaAaHOBKW MNapaMeTpa
HencTBUTENbHbLIA B 3HAYeHUE HEe AEeVNCTBUTEJ/IbHbIN WIWN HE AeNCTBUTE/IbHbIV-
BPEMEHHO.

Important

Ecnn 6bin co3pnaH HOBbINM NpUopuTeT, Uan Bblsl U3MEHEH y)Xe CYLW,eCcTBYOWMNI, TO
MO>XHO TaK>Xe MpPOU3BEeCTM N3MEHEHNS HEKOTOPbIX NapaMeTpoB B SysConfig:

* Ticket:Core::Postmaster::PostmasterDefaultPriority - 3ajaeT
npenyCTaHOBJIEHHbLIA  MPUOPUTET  OJAa  BCEeX BXOAAWMX  COOOLLEeHni
3/IEKTPOHHOM MOYThI.

» Ticket:Frontend::Agent:Ticket::ViewPhoneNew:Priority - 3agaeT npuoputeT no
YMOJTHaHUIO AJ19 HOBbIX 3asBOK CO34aHHbIX Ha OCHOBe Tesnile(hOHHbIX 3BOHKOB.

 Ticket:Frontend::Agent:Ticket::ViewEmailNew:Priority - 3apaeT npuopuTteT no
YMOJIHaHUIO Ha CTpaHuLe co3gaHnsa HoBor Email-3asBku B MHTepdence areHTa.

» Ticket:Frontend::Customer:Ticket::ViewNew:PriorityDefault - 3agaeT npmnoputeTt
No YMOJIHaHUIO NMPX CO34aHNN 3as9BKN KJIMEHTOM B MHTEpPdeNnce KneHTa.

6.3. OTBEeTCTBEHHOCTb 3a 3aABKYy &
HabniopeHue 3a 3aABKOM

Ha4dumHaa ¢ OTRS 2.1 u Bbilwe, B AOMNOJIHEHME K BJa4esibLy 3as8BKN MOXHO onpenesnTb
OTBETCTBEHHOrO 3a Hee areHTa. KpoMe Toro, Bce MeponpusaTus, CBA3aHHbIE C 3aABKOW
MOryT MpoCMaTpuBaTbCA He TONbKO BJafesbLeM HO APYyruMu nwogbMu. 3TN LBe
BO3MO>XHOCTWN CUCTEMbI peasin3oBaHbl C NnomoLlbio pyHkunn TicketResponsible u Ticket-
Watcher n Tak)xe no3eonsioT paboTaTb B paMKax NEPAPXNYECKON CTPYKTYPbl KOMaHAbl.

6.3.1. OTBETCTBEHHOCTb 3a 3afABKY

DYHKUNS OTBETCTBEHHOCTW 3a 3asBKY CcnocobcTByeT ee nosiHon 06paboTkn eareHTOM,
KOTOpbI He sABAsieTCs BRagesbueM 3asBKW. Takum o06pa3omM areHT, KOTOpbIN
3ab0kMpoBan 3afBKy MOXeT nepefaTb €e APYrOMy areHTy, KOTOpblIA He fABAsSeTCH
BJlafeNbLEeM 3a8BKUW, OJ1s1 TOro, 4Tobbl BTOPOI NPOCTO AaJl OTBET Ha Bornpoc. MNocne Toro
Kak 3anpoc 6bl/1 pacCMOTPEH, MepPBbIA areHT MOXET CHATb OTBETCTBEHHOCTb 3@ 3aABKY
C BTOPOr0 areHTa.

C nomowbio napamMeTpoB KoHdpurypauunuTicket::Responsible, MoXxHO akTuBMpOBaTbH
PYHKLNIO OTBETCTBEHHOCTM 3a 3asBKY. DTO NpmBedeT K MNOSABJEHUID B BEPXHEN 4acTu
3KpaHa 3-X A0MNOJIHUTENIbHbIX NKOHOK/3Ha4yKOB.

OTBETCTBEHHOCTb 3a 3asBKYy MoOXeT OblTb Ha3HayeHa Mnocse OTKpbITUA ee
COAEPXKUMOro, HaXKaB CCbiJIKY "OTBETCTBEHHOCTbL", COOTBETCBYIOLLENO MeHI0 B LLabnoHe
npocMoTpa noapobHOM MHGOPMaUUM O 3asBKe areHTCcKoro Beb-mHTepdenca (cm.
HUXenpuBeaeHHbIN CueHapuni).
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Ticket#2010080210123456 — Welcome to OTRS!

Back | Lock | History | Print  Priority = Free Fields = Link | Owner | Responsible = Customer | Mote = Phone Call Qutbound | Phone Call Inbound | E-Mail Outbound + Ticket Information

Merge Pending = Close - Move - 5] 1582d17 h
08/02/2010 14:00

w Article Overview - 1 Article(s) = = new
NO. TYPE =  FROM SUBJECT CREATED LY Linkok
1 customer — emall-external Ca OTRS Feedback Welcome to OTRS! 08/02/2010 14:00 3 normal
Raw
 Article #1 - Welcome to OTRS! Created: 08/02/2010 14:00
0
Print = Split = Bounce = Forward - Reply - | Z]
Admin OTRS
OTRS Feedback Admin GTRS
Your OTRS System
 Customer Information
Welcome to OTRS!
none
Walcomal w Linked Objects

Thank you for installing OTRS. none

PucyHok: N3meHeHne OTBETCTBEHHOIrO 3a 3asBKy B LabsioHe npocMoTpa rnoApobHov
MH@. O 3a5BKe.

Mocne HaaTna Ha KHOMKY "OTBETCTBEHHOCTb", OTKPOETCs BCrJibiBaloLWee OKHO A
N3MEHEHNS OTBETCTBEHHOCTU 3TOW 3asABKWU (CM. HMXXenpuBEAEHHbIN PUCYHOK). ITOT
wabnoH/gnanor Takxxe MoXeT OblTb UCMNOJIb30BaH OJ19 OTMpPaBKK COObLWEHNS HOBOMY
areHTy, KOTOpbIN ByAeT HECTN OTBETCTBEHHOCTbL 3a 3TY 3asABKY.

Change Responsible of Ticket: 2010080210123456 - Welcome to OTRS!

 Ticket Settings

*Title:  Welcome to OTRS!

Mare Bonsels | C]

¥ Add Article

=Subject:  Responsible Update!

* Text: . sz = ==

BIUS = tEE=EE = = « Q

Format - Font - skze - A-DB- T, @source Q9 ¥

Please take care of this ticket.

Greetings,

Browse... Mo file selected.

PucyHok: BcrinibiBatoLmii Anasaor A5 U3MEHEHUS OTBETCTBEHHOI O 3a 3as1BKY.

Ecnm akTuBmpoBaHa (pyHKUMA OTBETCTBEHHOCTW 3a 3a8aBKy, To B wabnoHe
OTBEeTCTBEHHOCTb, areHTckoro Beb-nHTepgenca OTRS MOXXHO MPOCMOTPETb CAUCOK
BCEX 3a51BOK, 3@ KOTOPbIE areHT HeceT OTBETCTBEHHOCTb.

6.3.2. NMpocMoOTp 3aABOK

Ha4uHas c OTRS 2.1 1 Bbile ¢ noMollbio pyHKUMK TicketWatcher, BbibpaHHble areHThl,
TaKue Kak, HanpuMep, pykoBoauTe NN MOryT NpocMaTpuBaTh OnpeaeseHHble 3asaBKK 6e3
nx obpaboTku.

OyHkuna TicketWatcher MoxeT 6bITb akTUBMpOBaHa C MNOMOLLLID MapameTpa
Ticket::Watcher, nocne 4yero B naHe M MHCTPYMEHTOB MOSABAATCS HOBbIE CCbIJTKN/MKOHKN,
Ncnonb3ya Ticket::WatcherGroup MOXXHO onpegennTb OAHY WX HECKOJIbKO Fpynn
rnoJib3oBaTeJIeEN C MpaBaMmn NPoCMOTpa/HabnloaeHNS 3a8BOK.
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Ona Toro 4tobbl CMOTpeTb 3asaBKYy, nepengute K wabnoHy npocmoTpa noapobHon
MHOpMaLMM O 3asBKE U HaXMuUTe CcCbiiky "lognucaTca" B MEHI0 3aaBKU (CM.
HN>XenpueeneHHbIn PUCYHOK).

Ticket#2010080210123456 — Welcome to OTRS!

Back | Lock | History | Print Priority = Free Fields = Link | Owner | Responsible = Customer | Note = Phone Call Outbound | Phone Call Inbound | E-Mail Outbound * Ticket Information

Merge Pending Watch = Close - Move - ﬂ 1582d17h
08/02/2010 14.00
w Article Overview - 1 Article(s) = = new
NO. TYPE = | FROM SUBJECT CREATED Q Lniock
1 customer - email-external (& OTRS Feedback Welcome to OTRS! 08/02/2010 14:00 3 normal
Raw
 Article #1 - Welcome to OTRS! Created: 08/02/2010 14:00
0
Print | Split | Bounce = Forward - Reply - ]
Admin OTRS
OTRS Feedback Admin OTRS
Your OTRS System

* Customer Information

Welcome to OTRS!
none

Welcome! w Linked Objects

Thank you for installing OTRS. none

Figure: Moanucka Ha npocMoTp noApobHou nHpopMaLmm o 3asBKe.

Ecnm Bbl Gosiblle He XOTUTe MpoCMaTpMBaTb ONpenesieHHyl 3asiBKy, nepengute K
wabnoHy npocMoTpa NoapobHON MHMOPMALMN 3a8BKM U HaXXMUTE KHOMKY "OTMEeHUTb
NOAMUCKY" B MEHIO 3asiBKU (CM. HUXKENPUBEAEHHbIA PUCYHOK).

Ticket#2010080210123456 — Welcome to OTRS!

Back | Lock | History | Print Priority = Free Fields = Link | Owner | Responsible = Customer | Note = Phone Call Outbound | Phone Call Inbound | E-Mail Outbound * Ticket Information

Merge Pending Unwatch @ Close - Move - u 1582d17h
08/02/2010 14.00
 Article Overview - 1 Article(s) = = new
NO. TYPE = | FROM SUBJECT CREATED Q Lniock
1 customer - email-external (& OTRS Feedback Welcome to OTRS! 08/02/2010 14:00 3 normal
Raw
 Article #1 - Welcome to OTRS! Created: 08/02/2010 14:00
0
Print | Split | Bounce = Forward - Reply - ]
Admin OTRS
OTRS Feedback Admin OTRS

Your OTRS System
* Customer Information

Welcome to OTRS!
none

Welcome! w Linked Objects

Thank you for installing OTRS. none

PucyHok: OTKa3 oT noAnucu Ha 3asBKy B LWabJslIoHe MpocMoTpa rnoapobHou nHgopmMaLumn
0 3asBKe.

Kak TO/IbKO akKTuBuUpoBaHa QyHKUMUA "MPOCMOTP 3a8BOK", TO CMUCOK BCeX
npocMaTpMBaeMbiXx 3asBoK OypeT pocTtyrneH B wabnoHe Watched View (cm.
HM>XenpueeneHHbIn PUCYHOK).

My Watched Tickets: All

m New Article 0 Pending 0 Reminder Reached 0 -]
ot M L
TICKET# AAGE FROM / SUBJECT STATE Lock QUEUE OWNER CUSTOMERID
OTRS Feedback
2010080210123456 1582d 17 h edbac new uniocle Raw Admin OTRS

Welcome to OTRS!

PucyHok: LLIabs1oH A151 MpOCMaTPUBAEMbIX 3a51BOK.
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7. PYHKU UM CBA3aHHbIE@ C BpeMeHeM

7.1. HacTpouka nepuopa padoyero spemMeHsm,
NPa3HUKOB U YaCOBbIX NOSACOB

HekoTopble dyHKumm B OTRS, HanpuMmep, KakK 3CKajaums U aBToOMaTU4yeckas
pa3b/oKMpoBKa 3asiBOK 3aBUCAT OT MPaBWbLHOM HACTPOWKM MNapameTpa "paboyee
BpeMs", 4acoBbIX MOACOB W MpasgHUKOB. Bce 3TM HaACTPOMKU MOXKHO OnpenennTb
nepenas no ccolsike UHTepdenc SysConfig B Framework > Core:: Time. lNepengsa no
ccolnkeFramework > Core::Time::Calendarl 4yepe3 Framework > Core::Time::Calendar9
MOXHO TaKXe YyKa3aTb pa3/inyHble, 3apaHee yCTaHoBJeHHble "Habopbl pabouyero
BpeMeHun", NMpa3sHUKOB N YacoBbIX MoscoB. lMepenaa Mo CCblIIKE HACTPOUKM ovepenun
MO>XHO onpenennTb KaneHgapwu. 1718 3TOro Tak>XXKe MOXXHO UCNo/ib30BaTb SLA. Hanpumep
MOXXHO CO034aTb pa3nnyHble SLA-cxembl: 5 x 8 paboumx 4acoB AN CTaHOapTHOro SLA,
HO U BMeCTe C TeM cCo3haTb ApYyrom KaneHpapb: 7 x 24 - "3onotonm SLA"; Takxe
MO>XHO MMeTb OTAeJIbHbIN KaneHfapb 411 odepenm 'Support-USA', c HacoBbIMU Nosicamu,
pa3snmyalowmmMnca ¢ odepepdbto 'Support-Japan'. B OTRS MOXHO co3paBaTb Ao 99
pa3fiMdHbIX KaneHaapen.

7.1.1. Pabouyee BpemMn

3apaetr paboyme 4Yackl B Bawenm cucteme B SysConfig Framework >
Core::Time:: TimeWorkingHours, wan Bawu cnevunasbHble KaneHJapu B HacCTpounke
KaneHgapen. OTRS MaHUNyNMpyeT oTpe3KaMn BPpeEMeEHN B 0ANH Yac. NomeTka pabounx
yacos 8, 9, 10 ... 17 cooTBeTCTBYET AMana3oHy BpeMeHu ¢ 8 AM - 6 PM.

3asBKW 3CKaNPYHOTCSH, YBEOOMJIEHMS A8 3CKaJNMPOBAHHbLIX M 0XUAAOLWMX 3aABOK
OTNPaBASTCS N 3as9BKU pa3bnokupyoTcsa Tosibko B paboyee BpeMms.

7.1.2. NMpa3aHUKUN ¢ PUKCUPOBAHHBIMU OaTaMm

Mpa3HMKK, KOTOPbIE C KaXKAbIM F0IOM HE NPUXOAATCSA Ha PUKCUPOBAHHLIN AEHb, TaKue
Kak HoBbll ron nam yetseptoe Miona MoryT 6biTb yKasaHbl B OTNYCKHble AHU, UK B
COOTBETCBTYIOLLEM pa3fene KaneHgaps 1-9.

3a8BKN He BYAT 3CKanMpoBaTbCS, HU pa3bNOKMPOBATLCSA B CPOKU, OMNpenesieHHble Kak
"CneuvanbHoO 3ape3epBuUpoOBaHHbIE gHN".

Note

Mo ymonyaHuto, OTRS paboTaeT no HemeLKNM BbIXOOHbIM.

7.1.3. TimeVacationDaysOneTime

Mpa3HuKKM, Takme Kak lNMacxa, KoTopble eXXerogHo He NMeT PUKCUPOBAHHOW AaTbl MOTYT
6bITb YKa3aHbl B OTnyckHble gHK1/One-Time .

3aaBkM He byayT sckanmpoBaTbCs U He ByayT pa3bnoknpoBaTbCs B NEPUOL BPEMEHMU
onpepnesnieHHbIN Kak TimeVacationDaysOneTime.

Note

OTRS nocTaBnsetcs 6e3 egnHoro npeaycraHoBneHHoro One-Time-npasaHuka.
IT0 03Ha4YaeT, YTO BO BpeMs HacTponku cnctemol OTRS, HY>KHO CaMOCTOATENIbLHO
nob6aBnTb NpasHUKK, Takne Kak Nacxa, [leHb bnarogapeHus.
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7.2. ABTOMaTnyeckue PasbnokmpoBkm

3ab610KMpOBaHHbIE 3a5iBKN MOTFYT ObITb pa3b10KMpoBaHbl CACTEMOW aBTOMaTMUYeCKN. ITa
onuusa MoxXeT 6bITb MOsIe3HONW, eCain, HanpuMep, areHT 3abnoKnposan 3adaBKU, KOTOPbIE
HY>XHO obpaboTaTb, HO He paboTan C HUMK NO onpenesieHHON NpuYnHe, Hanpumep 6bin
B oTnycke. YTobbl ybegntca B TOM, 4TO 3ab/0KMPOBaHHbIE 3as8BKM He ByayT 3abbiThl
n nx obpaboTaloT Apyrme areHTbl, aBToMaTumdeckas pa3bnokmpoBka pasbnokumpyeTt
3a6/10KMpOBaHHbIE 3a9BKN NPUN NCTEYEHUN ONpeaesIeHHOro BPEMEHMN.

Mepenas NO CCblJIKe HACTPOMKM oYepenn LS KaKAOoW 3asBKU MOXHO YCTaHOBUTb
KO/IN4eCTBO BPEMEHN, MpU UCTedeHnn KoToporo oHa byaeT pasbnokuposaHa. Moaynb,
bin/otrs.UnlockTickets.pl, KOTOpbIi NepnoavYecKM BbI3biIBAETCA KakK 3afaHue
nJaHMpOBLLMKa 3a4ay cron job, BeinonHAeT aBToMaTn4ecKyo pa3bnoKnNpoBKy 3a8BOK.

YBenoomseHnsa o pasbiokMpoBaHHbLIX 3asBKax OTCbIIAOTCA TOJIbKO TeM areHTam,
KoTopble nobaBunm o4vyepelb C pa3bnokMpoBaHHbIMK 3asBKamMu B "Mown ovepegun", u
aKTUBMPOBaA/IN B CBOUX HACTPOMKax (PYHKLUMIO yBeOOMJIeHUN O pPa3bioKnMpoBaHHbIX
3asBOKax.

3aaBkyM bynyT 3a6/10KMPOBaHbI B TOM CJlydae, eCau BbINOJHATCS cneayloume yCcloBus:
* [1n5 o4epenmn B KOTOPOW XPaHUTCS 3asiBKa onpeaensieTca Bpems pa3baoKnpoBKY .

* 3asBKe NMPUCBOEH CTaTyC 3ab/10KMpPOBaHa.

* 3asBKe MPUCBOEH CTaTyC OTKpblaTas.

Ecnn areHT pobaBnsieT B 3asBKY HOBYIO CTaTbil - TanuMmep pa3biokupoBku OypeTt
cbpoweH. OH MOXeT 6bITb NOOLIM N3 CreayoWmMX TUMOB: BHELUHUM-email, TeaegoH,
hakc, cMC, UNN BHELLHEE ripuMevaHue.

Kpome >3Toro, ecnm nocnefHAs CcTaTbd B 3asfBKe CO3[aHa areHToM, W KIMEHT
nobasnset ewle ogHy, NMbo vepes Beb-nHTEPenc NMbo No 3IeKTPOHHOM NoYTe, TanMep
pa3bnoknpoBKkK Takxxe byaeTt cbpoLueH.

MocnenHee cobbiTne, KoTopoe OyneT cbpackiBaTb TanMep pa3b/OKUPOBKKW, Koraa
3asBKa nepefaeTcs APYroMy areHTy.

8. HacTpouka BbiBOAa B popmaTte PDF

B aTOM pasgene NnpmBoAUTCHA HAaCTPOMKa ONuuMn ANa aKCcrnopTa AaHHbIX n3 OTRS B PDF.

Mpn wncnonb3oBaHun GyHKUMKU [levaTb B nwbom MecTe umHTepdenca OTRS bypert
co3faBaTbCa hann B popmaTe PDF. Bbl MOXKeTe OTKJII0YMTb 3TO U3MEHEeHNEM NapameTpa
PDF onsa ebiBoga B HTML chopmaTe.

YT06bl M3MEHNTb BHELWHWN BUpA hannos, creHepmpoBaHHbIX cnctemon OTRS, MOXKHO
co3paTb CBOM COBCTBEHHLIN oroTun n nobasuTb ero nepenas no ccoisike PDF::LogoFile.
YT06bl ONpenennTb CTaHAAPTHbLIN pa3Mep CcTpaHuy reHepupyembix pdf-pannos (DIN-
A4 nnn Letter) Bocnonb3ynTech ccobiikon PDF::PageSize. YHTobbl yka3zaTb MakCUMaJsibHOe
KoJain4ecTtBo cTpaHuy pdf-hanna ncnonbsymnte ccoinky PDF::MaxPage. 2Ta HacTpoika
MOXeT b6blITb MonesHa Korga nosib3oBaTenb OWMOOYHO reHepupyeT dann 6osabworo
pa3Mepa.

Ona reHepauun pdf-dbannoB AO0/MKHbI ObiTb MNpoOUHCTanMpoBaHbl Perl-moaynn CPAN:
PDF::API12 n Compress::Zlib. B 6onblMHCTBE ANCTPUOYTUBOB OHU OOCTYMHbI B
BUOE MAaKETOB U MOryT ObiTb JIErKO YyCTaHOBJIEHbl C MOMOLLbK COOTBETCBTYIOLLENO
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MeHedexepa MakeToB. B cnyyae, ecnm 3TO He BO3MOXHO, OHU [OJKHbI ObIThb
yCTaHoBseHbl ¢ noMmouwbio CPAN. 3a gonoaHnTenbHon nHpopmaumnen ob yctaHoske Perl-
Moaynen, obpatuTech K rnaee "YcrtaHoBka Perl-mogynen'.

9. Stats-moaynb

Moaynb otdyetoB OTRS pgaeT BO3MOXHOCTb OMNepaTMBHO OTC/IeXWMBAaTb CTAaTUCTUKY
M co3faBaTb [MOJIb30BaTesIbCKME OT4YeThbl, CBA3aHHble C ucrnosib3oBaHueMm OTRS.
OTRS wncnonb3yeT obueynoTpebnaembin TepmuH "stat" nna obo3HayeHUs OTHETOB C
pasnyHbIMU NOKa3aTensaMu.

MpaBunbHada HacTponka Moaynsa ctatuctTukm OTRS cBsi3aHa C MHOXKECTBOM Pa3/INyHbIX
ycnosmn. K HMM OTHOCATCA pa3nudHble moaynam cuctembl OTRS, nognexawue
OLleHKe, HaCTPOMKK NMpaB AOCTYMa NoJib30BaTeNEN, MPU3HAKK, KOTOPbIE A0/HKHbI ObITb
paccynTaHbl N YPOBEHb WX CJIOXHOCTW, NErkoCTb HaCTPOMKW MOAYNSA CTaTUCTUKMN,
CKOPOCTb 1 3PPEKTUBHOCTb BblHUCNEHU, NOALEP)KKA MHOXXeCTBa BapMaHTOB BbIBOAA
MHpopMaumnu.

CTaTUCTUYECKNE 3NIEMEHTbI, TaKMe KakK Hamnpumep ¢aisibl, KOTOpble OOMOJIHAT
PYHKUMOHaNbHbIE BO3MOXXHOCTWM MOAYNS CTAaTUCTUKU [ONs KOHKPEeTbix TpeboBaHWN,
MOryT O6bITb MHTErpMPOBaHbI AN1 MOACHETA CA0XKHON CTAaTUCTUKN.

9.1. ObpaboTka Mmoayna areHToM

Korga Bbl BOLLIM B CUCTEMY KaK areHT, B MeHI0 nHTepgeinca bynet otobparkaTca NyHKT
"OT4yeTbl". 3TOT pasgen UMeeT MHOXECTBO Pa3J/INYHbIX MOOMEHI0, KaK 3TO NoKa3aHo Ha
PucyHke.

Dashboard ~ Customers  Tickets  Statistics  Admin Q

Dashboard
Reminder Tickets

My locked tickets (0)

TICKET# AGE TITLE
PucyHok: Onuymn meHrw CTaTUCTUKA.
Pa3nn4yHble BapuaHTbl NpeacTaB/ieHHbIE B MEHIO CTAaTUCTUKN:

* Overview. MNpenocTaBnaeT CNNCoK Pa3NYHbIX npeaBapuTesbHO
CKOH(UIYPUPOBaHHbIX OTHETOB.

» HoBas. TpebyloTcs npaBa rw.

* ImnopT. TpebytoTcs rw-npasa.

9.1.1. O6G30p

BbibepuTe ccbinky "OTyeThl" B MeHI0, a 3aTeM noamMeHio "O63o0p". Ha oTKpbIBLUENCSA
CTpaHuue bypeT mpeacTaBsieH CNUCOK BCEX MpeaBapuTesiIbHO HAaCTPOEHbIX OTYETOB,
KOTOpbIE areHT y>Ke MOXKEeT UCMOb30BaTb (CM. PUCYHOK HMXKe).
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Overview: Stats

Actions List
o Add A STAT# | TITLE OBJECT DESCRIPTION
. List of tickets closed, sorted by response time. Ticketlist List of tickets closed last month, sorted by re...
I rt
= —— List of tickets closed, sorted by solution time Ticketlist List of tickets closed last month, sorted by so...
List of tickets created last month Ticketlist List of all tickets created last month. Order b...

Overview about all tickets in the system
List of open tickets, sorted by time left until solution deadline expires

TicketAccumulation
Ticketlist

Current state of all tickets in the system with...
List of open tickets, sorted by time left until...

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

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

List of tickets closed last month Ticketlist List of all tickets closed last month. Order by...
List of the most time-consuming tickets Ticketlist List of tickets closed last month which require...
Changes of status in a monthly overview StateAction Monthly everview, which reports status changes ...

New Tickets

TicketAccumulation

Total number of new tickets per day and queue w...

1-11of 11

PucyHok: lpocMoTp cTaHAapTHbIX 3arpocos.

Ons KaxOoro M3 oT4eTOB, MNepeyncsieHHbix B O630pe npepocTaBsieHa crepyowas
MHpopMauuns:

o Stat#. YHUKanbHbLIN HOMepP oT4YeTa.
* 3aroJ/ioBoK. 3arojloBoK oT4yeTa.

* O6bekT. O6beKT, KOTOPbLIA NCMOMb3YeTCA O/ reHepauun CTaTUCTUKKU. B cnydvae
CTaTNYECKON CTAaTUCTUKM He oTobparkaeTcs HUM OOUNH OOBLEKT, MOCKOJIBKY B ee
reHepauum gMHaMnyeckme ob6bLEKThI He Yy4acTBYHOT.

* OnuncaHme. KpaTkoe onucaHne oT4yeTa.

Korga M™MoAayJlb CTAaTUCTUKW YCTaHOBJIEH, OH T[OCTABAATCA C HECKOJIbKUMU
npeAycTaHOBAEHHbLIMU OTYETaMU, BbIBOPOYHO BCTPOEHHbIMY B CUCTEMY. OHU NpUBELEHbI
B BMAE CNMCKa Ha cTpaHuue "0630p". ECnn CNNCOK CAULLKOM 60/bLLOK 1 HE MoMeLLaeTCcs
Ha OAHY CTpaHWULUy, Y areHTa eCTb BO3MOXXHOCTb MPOCMaTpMBaTb ApYyruve CTpaHuLbI.
Cnncok oT4eTOB MOXET ObiTb OTCOPTUPOBaH MO CBOEMY BKYCY, MyTEM HaKaTus Ha
»XKeflaeMblil 3arofloBOK CTonbua B cnmucke. YTobbl CO30aTbh KOHKPETHLIN OTYET, HaXXMUTe
Ha CcooTBeTCTBylLLIMe stat-HOMep, CBSA3aHHLIN C OoT4eTOM. B pe3synbTaTe OTKpoeTcCs
MHTepdenc NpocMoTpa oT4HeTa.

9.1.2. Co3paHue M NPOCMOTP OTYHETOB

Monb3oBaTeNbCKNUN NHTEPdENC NpedoCTaBAsdeT MapaMeTpbl HACTPONKN OTYETOB (CM.
PncyHoOK Huxe).

View: Stat# 10001

Actions Stat Details
4 Go to overview 10001
= Edit List of tickets closed, sorted by response time.
L] Delete Ticketiist
A Export config List of tickets closed last month, sorted by respense time.
Hint NOTE: Please check the output and configuration of the statistics

With the input and select fields you can carefully 10 make sure that it produces the results you expect. If

influence the format and centents of the
statistic. Exactly what fields and formats you
can influence is defined by the statistic
administrator.

necessary, change the configuration before using the statistics in a

preduction environment.

csv B

valid

PucyHok: lpocMoTp ornpenesieHHOro oTyeTa.
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MapamMeTpbl KOHDUrypauun o1 KOHKPETHOro oT4eTa MOryT ObITb YCTaHOBJIEHbI MyTEM
BbibOpa psda BO3MOXHbIX onuuin. Kak aBTop OoT4YeTa Tak M ApYyrve rnoab3oBaTenn C
COOTBETCBTYIOLWMMIN NMpaBaMn AOCTyMNa MOryT CO34aBaTb HACTPONKW.

Ha cTpaHuue oTobparkaeTcs cneayioulee:

* BO3MOXXHble OeNncTBuUA:

* [lepeviTn K 0630py. Ccbinka, Begywasa obpaTHO K NpocMOTpy CNMCKa OTHETOB.

* PeakTupoBaTb. PefakTpoBaTh MMEILLYOCS CTPYKTYpPY oTyeTa (TpebytoTcs npaBa
LNS1 YTEHMS 1 3amnucu, rw).

e Yaanntb. YAannTb TEKyWMN oTHeT (TpebyloTca npaBa AN YTEHUS U 3annucu, rw).

* 3KCropTUpoBaTb HAaCTPOUKMU. DKCMOPTMPOBATb HACTPOMKM OTYeTa C MOMOLLbIO
3arpy3ku arnna (TpebytoTca npaBa 414 YTEHUA U 3aNnCKn, rw).

TpaAnUMOHHO: PYHKUUKX SKCNopT 1 MMMOpT NO3BOIAIOT CO34aBaTb U TeCTUPOBaTb
OTYeTbl Ta TEeCTOBbIX CUCTEMAxX C WX JIEFKOW fdajibHenwen WHTerpaumen B
MPON3BOACTBEHHYIO CUCTEMY.
* MogpobHoOCTKN OoTHeTa:
* OT4yeT#. Homep oT4eTa.
e 3aro/loBoK. 3aroJIoBoK oT4yeTa.
* ObbekT. O6BEKT, KOTOPLIN NCNOJIb3yeTCa 414 CO34aHUS OT4YeTa.

e OnucaHune. ONNcaHmne Lenmn oTyeTa.

e QopmaT. BbixogHon cdopmaT oT4eTa. B 3aBUCMMOCTM OT KOHGUrypaumm, MOXXHO
BblbpaTb 0AMH N3 cnepyowmx opMaToB BbIBOAA:

* CSV.

* [leyaTb.

* paduyeckme nuHun.

* CtonbuoBasa gnarpamma.

* lnarpamma.

* ToyeyHas guarpamma.

* Toye4yHo-NMHenHaa gnarpamMmma.

* lnarpamma

* KpyroBas "nmpoxxok"-guarpamma.

* Paszmep B nukcesisix. Pasmep rpadmkos/guarpamm B nukcesax. 3ta onuma JoCcTynHa
TOJIbKO B TOM CJly4ae, eC/in B HaCTporKax oT4yeTa pa3pelleHbl rpagpuku. Bce 4acTo
ncnonb3yemble rpaduydyeckme pasmepbl HacTpamatTca OTRS-agMuHUCTpaToOpoOM
B SysConfig. 3aTtem, BO BpeMsA HACTPOMKM OTYeTa, areHT MoxXeT BbibpaTb

HeobxoauMbI hopMaT N3 BCEX AOCTYMHbIX.

* Ko/in4ecTtBo CTPOK. YKa3blBaeT KOrjAa OTYEeT 3aMeHAeTCH KOJIOHKOW, YbU SAYENKU

copep)XaT CYMMY COOTBETCTBYHOLLMX TBROK.
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KonnyecTBo KO/IOHOK. YKa3biBaeT KOrfAa OTYET 3aMeHseTCsl CTPOKOW, YbU SiYENKUN
copep)XaT CYMMY COOTBETCTBYHOLLMX KOJIOHOK.

K>3w. YKa3biBaeT Korga CreHeprMpoBaHHbIA OTHET K3LWnMpyeTcs B haniioBOn cucteme.

HevictButenbHbivi. Mo)XeT 6biTb YCTAaHOBJIEH B 3HA4Ye€HME "HE[ENCTBUTENbHbBIN" ecnn
MO Kakown TO NpUYMHE OTHET BPEMEHHO He O0J/IKEeH 3anyckaTbca. KHonka "CtapT" B
HW>XXHEN YacTn npason naHenn 6onblue He oTobparkaeTcd. Takmm obpa3om OTHET He
MO>XeT ObITb COo34aH.

Co3gaH. BpemMsa co3paHuna oTyeTa.

Co3paH (kem). Mg areHTa, KOTOpPbI CO34aj1 OTYeT.

N3meHeH. BpeMsa nocnegHen mogndukaunm otyeTa.

N3meHeH keM. IMa areHTa, KOTOpbIN Noc/aeaHUM BHEC U3MEHEHWNS B OTYET.

X-axis. lcnonb3ysa 3Ty PYHKLUMIO, areHT MOXET MepektodaTb X N Y axes (TOJIbKO B
TOM C/y4ae, ecqim 3Ta onunsa aktueuposaHa OTRS-agMUHMCTPATOPOM).

Obuwas nHhopmaumsa conpoBoXxgaeTcsa nHhpopmaumen o camom otyeTte. EcTb ABa
pasnnyHbix wWabnoHa npocMoTpa oTveTa (MK CTaTUCTUKN):

* 0630p cTaTMyYecKnx OTYETOB. FeHepaTopbl CTAaTUYECKUX OTHETOB MOryT ObiTb
WHTErprvpoBaHbl B MOAYJIb OTHETOB (CMOTPU PUCYHOK HIXKE).

Stat Details

10002
List of tickets closed, sorted by solution time
Ticketlist

List of tickets closed last month, sorted by solution time.

NOTE: Please check the output and configuration of the statistics
carefully to make sure that it produces the results you expect. If
necessary, change the configuration before using the statistics in a
production environment.

csv B

No

valid

11/27/2014 19:05:06
Admin OTRS
11/27/2014 19:05:06

Admin OTRS
X-axis
Number

Ticket#
Age

PucyHok: [pocMOTp CTaTn4eckKoro oTyeTa.

* [IpocMOTp AMHaMU4Yeckoro ot4deta (CMOTPU PUCYHOK Bbiwe). OHW  MOryT
oTobpaXkaTbCa ABYMS pa3nyHbIMK cnocobamu:

» HensmeHsemble HacTpoviku. Co3paTeNb OTHYETa He UMeeT NpaB AJ19 N3MEHEeHMNs
3TUX Monen.
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* IameHsemMble HacTpoviku. MNMapamMeTpbl KOHpUrypaumm TakuMx OTHETOB MOryT
ObITb U3MEHEHbI areHTOoM.

HaxxaTne kHonku "Myck" (B HMXXHEN 4HacCTu 3KpaHa) ABASAETCA MOCAedHUM Luarom
npyv co3faHnn oT4HeTa. ECTb ABe BO3MOXKHble MPUYMHbLI, KOFAa 3Ta KHOMKa He byaeT
oTobparkaTbCs:

1. OT4eT 6blN YCTaHOB/IEH HEAEWNCTBUTESIbHBLIM U, TaKuM 06pa3oM OTKJIIOYEH.

2. OT4eT 6bI1 HACTPOEH HEe aKKYPaTHO 1, C/ief0oBaTeslbHO, HE MOXKET BbIMOJIHATCS. B 3TOM
cnyyvyae HeobxoguMyto MHGOPMaLMIO MOXXHO HanTu B pasgese ysegomneHun OTRS
(BHM3y, No4 HAaBMIFALMOHHOW NaHEeNbio).

Ecnn HacTponkn Ha cTpaHuue NMpocMOTp HEBEPHbI, 3Ta CTpaHMLa oTobparkaeTcs onsaThb,

rnocsie Ha)KaTus KHonky "Myck" n nHhpopmMmaunsa o BBeAeHbIX HEBEPHbLIX AaHHbIX byaeT
BblBeZleHa B pa3jesie yBeOMIeHUN.

9.1.3. PepakTupoBaTtb / Co3paTb HOBbIX

AreHTbl, KOTOpble MMEIT MpaBa Ha 3anMcb, MOryT penakTUpoBaTb HaCTPOWMKMU
CylwlecTByloWero oT4eTa, 3anyCTUB MNOJIb30OBaTeNbCKUN BeB-nHTepdenc moayna
CTaTUCTMKN. B KayecTBe afibTepHaTMBbBI OHM MOryT CO34aTb HOBbIA OTYeT.
CooTBeTCTBYIOLWME CTPaHNLbl MOTYT BbITb 3anyLleHbl ciegyowmm obpasom:

1. PepakTupoBaTh: WMcnonb3ys kHomky "PemakTupoBaTb" B wabnoHe npocMoTpa
CTaTUCTUKN.

2. HoBbin: Ucnonb3ys ccbiiky "HoBbIn" B MeHI0 CTaTUCTMKA HaBUTaLMOHHOW MaHenn, nam
KHOMKy "[o6aBnTb" Ha cTpaHuLe MNMpocMoTp.

CTaTncTunka pefakTupyeTcs C MOMOLLbIO MacTepa B YeTbipe 3Tana:
1. O6bwime TexHNYecKmne ycaosms.

2. OnpepeneHne aneMeHToB A4 X-axis.

3. Cneundukaums sHa4eHun psaaa.

4. Bboibop orpaHu4eHnin a4 otyeTa.

LWaru c 2-4 HeobxoaAUMbI TOJILKO AJ1 CO30aHNSA OTYETOB C AMHAMNYECKOWN CTaTUCTUKON.
Ons cTaTuyeckom CTaTUCTUKK TpebyeTcs ToNbKo 06wwas nHpopMaumns (MyHKT 1).

NHdopmauma o ToM, Kak obpabaTbiBaTb CTpaHULy MPUBOANTCA Ha Ka)KOOM W3 3TUX
3KpaHOoB, HWXe naHenn "[encTema" naHenn MNoacKkasok.

Ecnn BBeOeHbl HeMpaBW/bHbIE OaHHbIE, NPEeAbIAYWMNA MNONb30BaTENbCKNA UHTEPdENC
oTobpa)kaTecs 3aHOBO, Ha 3TOT pa3 y>Xe C UHhopMaumen o HenpaBUJIbHbIX BXOOHbIX
OaHHbIX. OTa MHGopMauns oTobparkaetca B OTRS B pazgene ysegomseHni. Cnegytowmn
nonb3oBaTeNbCKUN Beb-nHTepdenc gna seofga otobparkaTtecs TONbKO B TOM Cliyyae,
ecnum Bce Noss GopMbl 3aM0JIHEHbI MPaBUJIbHO.

1. O6bwme cneuympukauymm. DTO MepBas CTpaHMUa MacTepa PepakTupoBaHusa (CM.
PUCyHOK HuXe).
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Edit: Stat# 10001

Step 1 Step 2 Step 3 Step 4
General Specifications

Actions General Specifications (1/4)

4 Go to overview * Title:  List of tickets closed, sorted by response time.

# Description: List of tickets closed last month,

sorted by response time.

NOTE: Please check the output and
configuration of the statistics

* Dynamic-Object: Ticketlist

* Permissions:  ,qmiq

stats
users

* Result format: | ggy

PucyHok: PegakTmnpoBaHue obLumx cneunpuKkaumm oT4HeTa.

Ha cTpaHuue npuBegeHHoOM Ha PucyHke AOCTynHO 60Jiblioe KOAMYecTBO 06umx
cneunguKaLuuni N HaCTPOEK, KOTOPbIE MOXXHO PedaKTMPOBATh:

* 3aros10Bo0K. [1oJ>XHbI B C>KaTon hopMe OoTparkaTb Ha3HavyeHune (uenb).

» OnucaHne. bonee nogpobHas nHgopmaumsa ob oTyeTe, TUNAX KOHPUTYPaLMOHHbIX
napamMeTpoB 1 T.04.

» InHamnydeckmi obbekT. Ecnn ycTaHoBneHHasa cuctema OTRS npepocTaBnasieT
passinyHble ANHAMUYecknue 06 bLEKTbI, OAUH U3 HUX MOXET BbITb BbibpaH. O6bEKTHI
oTBeYaloT TpeboBaHUAM OTAENbHbIX MOOYJIEN.

e Static file. ObbIMHO 3Ta BO3MOXHOCTb He oTobpa)kaeTcAa OO0 Tex Mnop, rMoka
oTobpa)kaloTcst cTaTudeckue (ansbl, Ha3sHaveHble oTyeTy. Ecnm "CtaTmyeckuin
hann" otobparkaeTcs, NO3>Ke, 04EHb BaXXKHO NOCTaBUTb rajlouKy B MnoJsie 1 BbibpaTb
peXuMm reHepaunm (AUHAMNYECKUN C ANHAMUYECKUA OO BEKTOM MM CTaTUYECKUNNA
c pannom). Ecnm BbibpaH cTaTmndeckuin dans, Nosb3oBaTeENbCKUA Beb-nHTepdenc
2-4 He oTobparkaeTcsi KaK cTaTuyeckuin cdann cogepxawmnm Bce Heobxogumble
HaCTPOWKMN.

* Hactpovikn npas goctyra. CooencTBme orpaHMYeHunto rpynn (u, cnegoBaTesibHO,
areHToOB), KOTOpble MO3)Xe€  MOryT npocMaTpuBaTb W  TFEeHEPUpPOBaTb
npenBapuTeNibHble OTYETbl. TakuMM 06pa3oM, pa3sinyHbie OTYETbl MOryT ObiTb
BblAeNeHa OJ19 Pa3iMyHbIX OTAEI0B U paboymx rpynn, KOTOpble B HUX HY>XOAKTCA.
MO>XHO BbIAENTb OANHY CTAaTUCTUKY A5 Pas3/IMYHbIX Fpynm.

Mpumep 1: BbibpaHa "stats" rpynna. OTyeT OOCTYyMeH Ans NMPOCMOTpa ANs BCeX
nosib30BaTeNeNn MMEKLWNX NO KpanHen Mmepe npasa Ha rpynny "stats . 3ToT gocTtyn
OOCTyrMeH rno yMosi4aHuio.

Mpumep 2: Bbina BbibpaHa rpynna noa Ha3BaHMEM "npoaaxkn". Bce nonb3oBaTenu,
nmewme npasa ro (read only) K 3Ton rpynne MOryT BblOeTb CTAaTUCTUKY B pexunme
MpPoOCMOTpa 3 reHepmnpoBaTh ee. OQHAKO OTYET He ByneT AOCTyneH Ans NpocMoTpa
OPYrvM Nonb3oBaTeNsAM.

* QopmaT. dopMaT oTOBpParkKeHNa CTAaTUCTUKU. B 3aBUCUMOCTU OT KOHGUrypauum,
MoOryT 6bITb BbiOpaHbl Criegytouwme oAnH MK HECKOJIbKO (DOPMaTOB:

* CSV.
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* [eyaTs.

e graph-lines.

* graph-bars.

» graph-hbars.

e graph-points.

e graph-lines-points.
* graph-area.

* graph-pie.

* Pazmep rpagpuka. BbibepuTe pasmep OuarpamMmbl B MNuKcenax. IToT Bbibop
HeobxoQMM TONIBKO B TOM Ciyyae, ecam rpadunyeckmn dopmaT BbiBoga 6bin
BbibpaH B "®opmaT". Bce rpadmyeckme pasMepbl, KOTOPble MOXHO MCMNOJIb30BaTb
onpegensoTca B OTRS B SysConfig. lNMpu HacTporike oOT4eTa, areHT MOXeT
npenBapuTesibHO BblbpaTb BCe COOTBETCTBYOLLUME hOpMaThI.

* Ko/im4ecTBO CTPOK. YKa3blBaeT KOrAa OTYET 3aMeHAeTCs KOJIOHKOW, YbU SYenKku
copep)XaT CYMMY COOTBETCTBYHOLMX CTPOK.

 CyMMa CT0/16L10B. YKa3blBaeT KOraa OTYeT 3aMeHsIeTCs CTPOKOW, Ybe SA4YenKu
colep>xaT CyMMYy COOTBETCTBYHOLLNX CTPOK.

* Kow. YKa3biBaeT Ha TO, YTO CO34aHHbIA OTHET OO0JIKEH K3LWKNPOBaTbLCA B haliioBOW
cucTeme. ITO NMO3BOJISET CYLLECTBEHHO 3KOHOMUTb BbIYUC/INTESIbHbIE MOLLHOCTU 1
BPEMS, HO 4OJI>)KHO MCMOJIb30BaTbCA TOJIbKO B TOM CJly4ae eCiv CoOAeprKaHue oT4yeTa
f6onblue He ByaeT N3MeHATCS.

KawuvpoBaHue aBTOMaTM4YeCKU MpeKpallaeTcs, €eCc/n OT4YeT He COLAEepXUT
BpeMeHHbIX 0603Ha4vYeHunin, Nan Korga BpeMeHHble 0603Ha4YeHMsA yKa3biBalOT Ha

bynyuiee.

B cnyvae pedakTUpPOBaHUA  3aK3LWMPOBAHHONO OTYeTa yAanswTca  Bce
3aK3LWMPOBaHHbIE JaHHbIE.

» [levicTBUTE/IbHbLIV. YCTaHaBNMBAETCA B 3HAa4YE€HMe "HefenCTBMUTENbHbLIN" ecnin paHee
CKOH(UrypMPOBaHHbLIA OTYET MO KAKOW TO MPUYUHE He [OJ/IKEH BbIMOJHATCS.
KHomka "CTaTucTumka" Takxe He oTobpa)kaTecd B NMpaBOM HWKHeM yray 6s0ka.
OT4veT 6onblUE HE FeHepUupyeTcs.

2. OnpegesieHne 371IeEMEHTOB A4J11 X-axis. 9TO KOHpUrypauma ons 3/1eMeHTOB, KOTopble
NCNONb3YIOTCA 418 onncaHusa X-axis naum, ecnm ncrnonb3ytoTcsa Tabnvubl, nMa ctonbua
npumeHseTca gna X-axis (CM. PUCYHOK HMXXe).
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Edit: Stat# 10001

Step 1 Step 2 Step 3 Step 4
‘General Specifications Select the element that will be used at the
X-axis
Actions Select the element that will be used at the X-axis (2/4)
4 Go to overview ° ol
Ticket#
Hint Age
Title
Here you can define the x-axis. You can select Croated
one element via the radio button. If you don't
select any attribute all attributes of the element

will be used if you generate a stat, as well as
new attributes which were added since the last
configuration.

If you remove the hook in the "Fixed"
checkbox, the agent generating the stat can
change the attributes of the corresponding
element.

.Back = Next..

PucyHok: OnipeneseHne 31eMeHTOB A1 X-axis.

Bo-nepBbix, 3/1eMeHT BbIbUpaeTCcs C NOMOLLbLIO OMLUMOHANbLHOro nons. NoToM Hy>XHO
BbibpaTb ABa uau H6onee aTpubyToB anemeHTa. Ecnu BbibpaHbIX aTpnbyToB HeETy,
NCNONb3YyTCA BCe aTpubyThl, B TOM 4YnuCne U Te, KoTopble 6biin fobaBneHbl nocne
KoH(Urypauum oTyeTa.

Ecnn oTkNto4eHa HacTpoka "®PUKCUPOBaHHbLIN", areHT, FEHEPUPYIOLLIWUIA OTHET, MOXET
N3MEeHNTb aTpUbyTbl COOTBETCTBYIOLLLErO 3/1IEMEHTA B MeHI0 "Bua" Nnosb30BaTeIbCKOro
Beb-nHTepdenca.

2NeMeHTbl BpPeMeHU OTJ/INYaTCA OT MepuonoB BpeMeHWU. Tun U 4YUCNo 3/1IeMEeHTOB
3aBUCUT OT NCNOJIb3YKROLNXCA ONHaMNYeCKNX 06bEeKTOB N CUIbHO 3aBUCUT OT 3TOrO.

Ecnn Bce BXxoOHble OaHHble BBEAEHbI MPaBW/IbHO, Ha)kaTue KHonku "Cnepytowmnn
war" oTkpbiBaeT opmy "Cepus 3HayeHUn". KpoMe 3Toro, eCTb BO3MOXXHOCTb 3aHOBO
BEPHYTbLCA K pefaKTUPOBaHMIO NpeablayLnX pasnesnos.

. Cneungukaumnsa cepmn 3Ha4eHnN.
Ha TpeTbeM Wware HacTPOMKW OTYETa HY>XHO OnpenesinTb CEPUd 3HAYeHUn (Cm.

PucyHoK Huxxe). Mo3>xe oHn 6yayT NCMOJIb30BaHbl A1 POPMMPOBAHUS FpadnKoB UIn
pa3NNYHbIX cepuin B Tabnn4yHoMm BuAe.

Edit: Stat# 10001

Step 1 Step 2 Step 3 Step 4
General Specifications Salact the elemeant that will be used at the Selact the elements for the value series
X-axis
Actions Select the elements for the value series (3/4)
4 Go to overview

EscalationTimeWorkingTime
EscalationTime

Hint FirstResponse
FirstResponselnMin

Here you can define the value series. You have FirstRespenseDiffinMin

the possibility to select one or two elements.

Then you can select the attributes of elements.

Each attribute will be shown as single value

series. If you don't select any attribute all ascending

attributes of the element will be uﬁgd if you descending

generate a stat, as well as new attributes which

were added since the last configuration.

If you remove the hook in the "Fixed®

checkbox, the agent generating the stat can

change the attributes of the corresponding o

element. L]
...Back Next...

PucyHok: OnpenesneHne 3Ha4YeHU cepun.
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Ecnn BbibpaH onpefesieHHbIA 371eMeHT, KaXAabih BblbpaHHbIn aTpubyT OypeT
COOTBETCTBOBATb 3HA4YeHO cepun (CM. Huxe Mpumep 19-1).

Example 4.19. OnpepeneHuve 3HA4YeHUss CepMM - OAOMUH M3
3J1IEMEHTOB

dnemeHT Ovepenb:
* Cepus 3HavyeHnn 1 = Raw

* 3Ha4vyeHune cepmu 2 = Junk

Ecnim pona ¢dopMmpoBaHMSA 3HaveHUs paga, BblOpaHO ABa 3JieMeHTa, KaXAbli
BblibpaHbIn aTpubyT nepBOoro snemMeHTa KomMbuHupyeTcsas c aTpubyTom BTOpPOro
anemMeHTa (CM. HUXKe PncyHok 19-2).

Example 4.20. OnpepeneHuve 3HaA4YeHUss CepMM - OAOMUH M3
3J1IEMEHTOB

dneMeHT 1 ovepenb, DN1eMeHT 2 cTaTyc:

* 3HaYeHue co3gaHna 1 = Raw - OTKPbITb

» Cepuns 3Ha4YeHM 2 = Raw - yCrnewHo 3aKpbiTa

* Cepus 3Ha4YeHUn 3 = Junk - OTKPbLITO

* Cepuns 3Ha4YeHNn 4 = Junk - yCrnewHo 3aKpbITO

Bbibop 13 Tpex nan 6osee aNeMEHTOB HE AOMYCKaeTCA.

KpoMe 3TOro 3Tm ycnoBusi pacnoCTpPaHATCA U Ha Bblibop aTpubyToB M arkok
"OcHoBHbIE" KaK onsa "X-axis":

* Echm pna snemeHTa He BbIOpaHO HUMKaKuX aTpubyToB, TO WCMOJb3YIOTCA BCE
aTpunbyTbl, BKJOYas U Te, KoTopble 6binn AobaBsieHbl Mocsie HAaCTPONKKM OTYeTa.

* Ecim napameTp "®OUKCMPOBAHHbLIA" OTK/OYEH, areHT, KOTOpbIn CO3haeT OoT4veT
MOXXeT N3MeHSATb aTpubyThbl COOTBETCTBYIOLLNX 3JIEMEHTOB.

. YcTaHoBKa orpaHnyYeHuyi ot4eTa. OTO YeTBEPTbIM N NOCAeAHU 3Tan KoOHpUrypaumm
(cM. PucyHOK Huxe). OrpaHu4eHus cayXxaT QLS9 OrpaHWYeHus pes3ysbTaToB
BbIOpaHHbIX KpuTepueB. B paae criyyaeB He [OHKHO BbITb HUKAKUX OFrpaHUYeHni.
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Edit: Stat# 10001

Step 1 Step 2 Step 3 Step 4
General Specifications Select the element that will be used at the Select the elements for the value series Select the restrictions to characterize the
X-axis stat

Actions Select the restrictions to characterize the stat (4/4)
1 Go to overview 5

10

20

50

Here you can make restrictions to your stat. 100

If you remove the hook in the "Fixed”

checkbox, the agent generating the stat can Please select only one element or turn off the button 'Fixed

change the attributes of the corresponding

element.

Hint

Junk
Misc
Postmaster
Raw

closed successful

PucyHok: OnpenesneHne orpaHn4deHuni.

Mocne yCTaHOBKM BCEX OrpaHuYen, KOHpUrypaumsa oT4yeTa 3aBepLlaeTcs HaXkaTueMm
KHonku "lotoBo".

9.1.4. UmnopT

Ons pocTtyna K MoJib3oBaTesbCKOMY WHTepdency Wmnopta (CM. PUCYHOK HUXe)
nepengnTte no ccolnke "Ctatuctuka', a 3atem Bbibepute "IMnopT". ANbTEepHATUBHbIN
cnocob - Ha cTpaHuue "0630p" HakaTb KHOMKY WMmMopT, 3TO nMpuBenoeT K TOMY XXe
pe3ynbTaTy, HO 4S9 3TOro AeNcTBMUA TpebyloTcsa npaBa Anas YTeHus n 3anucu "RW",

Import Stat

Browse. Mo file selected.

Import  OF

PucyHok: lNMonb3oBaTenbCKui Beb-nHTepgevic aaa Vimropra.

OyeHb ynobHasi (yHKLMS, 3HAYUTEsIbHO obneryaeT MMMOPT CTAaTUCTUKKU, 0COBEHHO
B COYETAHMM C BO3MOXHOCTAMU MoAyns 3kcrnopTa. CTaTUCTMKY MOXXHO €O34aTb WU
NPOTECTMPOBATb Ha TECTOBLIX CUCTEMAX, a@ 3aTEM UMMNOPTMPOBAThL B peasibHYl0 CUCTEMY.

MIMNoOpT oCyLecTBAAETCSA NyTEM NPOCTOn 3arpy3ku cdanna. lNocne atoro, 4aa nmnopra
CTAaTUCTUKW, aBTOMaATUYECKN OTKPbLIBAETCS MOJSIb30BaTENLCKNN NHTepdenc "Bug".

9.2. AODMUHUCTPUpPOBaAHUE MOAYJIA CTaTUCTUKMU
OTRS agMUHUCTpPaATOpPOM.

ITOT pa3fen npenoctaBnsdeT UHGOPMaUMIO 0 3af4adax U PYHKUMAX agMUHUCTpaTOpa
OTRS, KoTopbI paboTaeT Cc MoAysieM CTaTUCTUKN.

9.2.1. HacTpouku nosiHoMmouuu, 'pynn n Ponen

HeT HOBbIX oyepenen u/unm rpynn, Co3fgaHbiX Npy yCTaHOBKE MOAYA CTaTUCTUKN.

B KOHGUrypauum no yMosi4aHuioO MOAOY/lb PErucTpauun gaeT BCEM areHTam rpynnbi
"CTaTUCTMKA" NpaBa AOCTyNa K MOAYJIl0 CTaTUCTUKMN.
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[oCcTyn B COOTBETCTBUN C Pa3peLLleHHbIMU HAaCTPONKaMM:
* rw. PaspellaeT HacTPOWKY CTaTUCTUKM N OTHETOB.

* ro. Pa3pelwaeT reHepauuio npenBapuTesbHO CKOHMOUIYPUPOBAHHOW CTATUCTUKU W
OTYETOB.

OTRS-agMMHUCTPaATOpP CaMOCTOATENbHO onpefenseT Korga areHTbl C npasamMum Ans
reHepauun npenBapuTesibHO HaCTPOEHHbIX OTYETOB BbLIAENATCA B ro-npasa AON4
rpynnel "cTaTUCTMKA", WX €CQIN UX COOTBETCTBYOLWME rpynnbl 406aBNAOTCA B MOAY b
pernctpauunn B SysConfig.

9.2.2. SysConfig

Fpynnbl  SysConfig  Framework:Core::Stats, = Framework:Core::Stats::Graph  and
Framework:Frontend::Agent::Stats conep>kaT Bce napameTpbl KoHpUrypaumm 6a3oBoro
Habopa M3 mMoayna CTaTUCTUKU. bonblie TOro, KOHMUrypaumoHHbln napameTp $Self-
>{'Frontend::Module'}->{'AgentStats'} ynpaBnseT opraHmsaunmem un perncrTpaymen
MoOyfleln N MKOHKaMu B MOoAyJie CTaTUCTUKN

9.3. ADMUHUCTPUPOBaAHUE MOAOYNIA CTaTUCTUKHU
CUCTEMHbIM aAMUHUCTPATOPOM

Kak npaBufiio, CUCTEMHOro agMUHUCTPaTopa He TpebyeTcsa AONAs 3KChayaTauum,
HACTPONKN ©N 0B6CAYyXUBAHUA MoAynss CTAaTUCTUKW. OAHAKO, HEMHOro CrpaBO4YHOW
NHGOopMaL MM OaHO A8 CUCTEMHOIO aAMUHUCTAPTOPa B 3TON TOYKE.

Note

MyTn K harinam cM. B nogKaTasorax gomaluHero Katasora OTRS (B 601bLINHCTBE
cny4aes /opt/otrs).

9.3.1. Tabnuua 6a3bl AAaHHbIX

BkntodyeHbl BCce KOH(PUrypauMOHHbIe MapaMeTpbl OoT4eTa W ynpasngwTca B XML n,
cnepoBaTesibHO, XpaHATCA B Tabnuue 6a3bl gaHHbIX "xml_storage". Opyrue moaynwm,
KOHKEHT KOTOpPbIX XpaHUTCA B Xml-hbopMaTe TakXe UCNOJb3YIoT 3Ty Tabnunuy.

9.3.2. Cnucok ¢annos
Cnepytowme dannbl HeobxoanMbl 418 KOPEKTHOM paboTbl MOAYNSA CTAaTUCTUKKA:
* Kernel/System/Stats.pm
* Kernel/Modules/AgentStats.pm
* Kernel/System/CSV.pm
* Kernel/Output/HTML/Standard/AgentStatsOverview.dtl
* Kernel/Output/HTML/Standard/AgentStatsDelete.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditSpecification.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditRestrictions.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditXaxis.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditValueSeries.dtl
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* Kernel/Output/HTML/Standard/AgentStatsImport.dtl
* Kernel/Output/HTML/Standard/AgentStatsPrint.dtl

* Kernel/Output/HTML/Standard/AgentStatsView.dtl

Kernel/System/Stats/Dynamic/Ticket.pm

bin/otrs.GenerateStats.pl

9.3.3. KaumpoBaHue

Pe3ynbTaTbl CTaTUCTUKU [O0JKHbl OblTb COXpPaHeHbl B K3We uanM He MoryT ObiTb
YCTaHOBJIEHbI B KOHQUIypauun. KawmpoBaHble pe3ysbTaTbl OTYETOB XPaHATCSA B (haniax
B KaTasiore var/tmp yctaHoBneHHon cucteMmbl OTRS (B 6osblUMHCTBE cnyyaeB /opt/
otrs/var/tmp).

KawurpoBaHHaa CTaTUCTUKa MOXKET ObiTb pacno3HaHa C noMoLlbio npedukca "Stats".

B cnyyae noTepu OaHHbIX cUCcTeMe He ByneT MpuHeceHo cepbesHoro yuiepba. Mpwu
BbI30BE MOAY/A CTAaTUCTUKN B CNeAyoWmin pas, B Cllyvae ecsiv OH He 06HapyXuUT gaiin,
OTYEeT CreHepmpyeTcs 3aHOBO. KOHEYHO, 3TO MOXXET 3aHSATb HEMHOI0 60JiblLEe BPEMEHN.

9.3.4. otrs.GenerateStats.pl

3TOoT hann XpaHuTca B gupekTopum bin. OH Mo3BosfeT reHepupoBaTb CTAaTUCTUKY
MPSMO N3 KOMaHAPHOWN CTPOKMN.

B KayecTBe npumMepa CMOTpUTE BbI3OB Cu,eHapvm N3 KOMaHOHOW CTOpPKMN, KOTOprI7I
npmeeneH HNXe.

bin> perl otrs.GenerateStats.pl -n 10004 -o /output/dir

CueHapun: Co3fgaHue oT4eTa N3 KOMaHAHOW CTPOKU.

OT4eT 3 KoHpUrypauum ctatuctukn "Stat# 10004" reHepmupyeTcs M XpaHUTCHA B CSV-
dopmaTe B gnpekTopumn /output/dir.

CreHepupoBaHHbIN OTYET Takxe ObiTb OTMpPaBJieH MO 3/JIeKTPOHHOW no4yTe. Bonee
noapobHyl MHMOPMALNIO MOXHO TMOJIYYUTb BbIMOJHUB KoMaHAy u3 CueHapus
NPUBEAEHHOT HIXE.

bin> perl otrs.GenerateStats.pl --help

CueHapwi: MonydeHne nHepopmMmaumm o ¢pavine otrs.GenerateStats.pl.

9.3.5. ABTOMaTM4YecKoe co3aaHue CTaTUCTUKMU C
NOMOLLLIO NJIAHUPOBLUMKA 3aaaHum - Cronjob

O4yeBnOHbLIM ABNSETCA TOT (PaKT, YTO B OENCTBUTENILHOCTW, HETYy HeobxogmmocTwu
reHepupoBaTb OTYETHbI BPYYHYIO, N3 KOMaHAHOW CTPOKU, TaK Kak MoayAb CTaTUCTUKMK
nMmeeT yaobHbIn rpaduyecknin Beb-nHTepdenc nonb3oBaTend. OOHako, co3fdaHue
OTYETOB BPYYHYIO MMeeT CMbIC/1 B codeTaHun ¢ Cronjob.

MpenctaBbTe cebe cnepyowyo cuTyaumio: KaXkabli nepBbIi  OeHb  MecsAua,
pyKoOBOOMTENN OTAENIOB XOTAT MOJlydaTb OTYET 3a nocnepgHun mecsu. O6beaunHus
cronjob ¢ KoMaHAOW 3anycka CLUeHapusa B KOMaHAHOW CTPOKE, CTaTUCTUKa MOXXEeT
OTMPaBAATLCSA UM MO 3JIEKTPOHHONM MOYTE aBTOMATUYECKMN.
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9.3.6. CtatTMueckue ot4yeTbl

Moaynb CTaTUCTUKWK obnervaert FeHepaHMK)CTaTMHeCKOM CTaTUCTUKKN. ONa Kaxaon
CTaTUYECKOWN CTAaTUCTUKK CO3daeTcsA OTﬂeﬂbHHﬁt$aﬁﬂ,B KOTOPOM TO4YTO ornpeaesieHo
ero coaepxaHue.

TakuMm 0bpa3oM MoXeT ObiTb CreHepupoBaHa O0YeHb CJI0OXKHAsh CTAaTUCTMKA. [NaBHbIM
HEeLOoCTAaTKOM SIBJISETCS TO, YTO 3TOT Crocob ecTb HEe 04YEeHb FMHKUM.

dannbl XxpaHaTcA B gupektopumn Kernel/System/Stats/Static/.

9.3.7. Acnonb3oBaHUe yCTapeBLUUX AaHHbIX
CTaTU4YECKOMU CTaTUCTUKH

MpexxHue Bepcum OTRS 1.3 1 2.0 y>Xe NO3BOASANN reHepunpoBaTb O0TYeThbl. Pa3nnyHble
otyeTbl ona OTRS Bepcum 1.3 n 2.0 KoTopble 6BbIIM cneunanbHo paspaboTaHbl ONs
yOoBJIETBOPEHNSA NOTPEOHOCTEN KINEHTOB MOIrYT BbITb MCMOJIb30BaHblI B 601ee NO3HUX
Bepcuax OTRS.

®annbl AoMKHbI 66T NPOCTO NepemelleHbl U3 Kernel/System/Stats/ B Kernel/Sys-
tem/Stats/Static/. Kpome 3TOro nmsa naketa COOTBETCTBYIOWEro CLeHapna OOJIXKEH
ObITb 3aMeHeH Ha "::Static".

B cnepytowemM npumepe nokasaHo Kak U3MEHSIeTCs NepBbI NyThb.

package Kernel::System::Stats::AccountedTime;

package Kernel::System::Stats::Static::AccountedTime;

9.3.8. CtaTucTuka no ymoJsi4yaHuio

"He Bcerga Hy>xHO nsobpertatb Benocuneg..."

Moaynb CTAaTUCTUKN NpenocTaBfsieT pas3/inyHble npenycTaHOBJIEHHbIE OTYeThl.
MNpenyCcTaHOBNEHHbIE OT4YeTbl, KOTOpble MOryT 3aumHTepecoBaTb Bcex OTRS
nonb3oBaTenen MoxXHo B byayuwem pobaButb B MOAYJSIb  CTAaTUCTUKW.
MpenyCcTaHOBNEHHbIE OTYEeTbl XPaAHUTCS B MoAyJle CTaTUCTUKUM B Xml-hbopmaTe B
anpekTopumn scripts/test/sample/.

10. AvHaMmumyeckue lNMonsa
10.1. BBepeHue

OvHamMunyeckmne nons - 3TO cneuvanbHbin Bugnonem B OTRS, co3pgaBaeMbix O
palvpeHns nepeyHsa MHOpMauun, XpaHUMOW B 3asBKe nan coobllieHunun/3ameTKe.
3TN NONSA He ABNAATCA PUKCUPOBAHHBIMU B CUCTEME U OHU MOSABAAIOTCS MOJIbKO Ha
onpefesieHHbIX 3KpaHaxX, OHM MOryT 6bITb 06513aTeNIbHLIMU UK HET, N UX NMpeacTaBsieHne
Ha 3KpaHe 3aBUCUT OT Tuna noJsd, 3a4aHHOro npu ux cosgaHun. Hanpumep, Noas MoryT
coaepXaTb TEKCT, AaTbl, HA6Op N3 HECKONIbKNX BbIOpPaHHbIX 3HAYeHU U T.A4.

OnHamMmnyeckme nons aBnsoTCa pa3sutuem cBoboaHbix ronen TicketFreeText Ticket-
FreeKey TicketFreeTime, ArticleFreeText n ArticleFreeKey, paHee MCnosb30BaBLUNXCS B
OTRS 3.0 n npeabiaywmnx sepcnax. OrpaHnvyeHnem stmx "CesoboaHbIX nonen" cocTtossio B
TOM, YTO MO>XHO ObIJ10 3a4aTb 40 16 (TEKCTOBbIX NN BbIBMPaeMbIX N3 CMIUCKA) NMonen n 6
rnonemn, cogep)xalmx 3Ha4YeHne BpeMeHn AN 3as8BKN U 3 (TEKCTOBbLIX NN BbibUpaeMbix
M3 CMMCKa) NnoJsien OJa Kaxkgoro coobuieHns/3ameTku, He bonee.
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Tenepb, C NOSABNEHNEM OMHAMUYECKUX MOJIEN, 3TU OrPaHMYEHMS CHATbI, Bbl MOXETE
co3naBaTh Joboe KONMMYECTBO AMHAMUYECKUX NoJsen Ansa 3asiBoK U coobueHuin. U,
KpOMe TOoro, MHTepdenc Onas ynpaBiaeHUs MMM, FOTOB K PacCLUMPEHUIO dasibHenLWero
NCMNOJIb30BaHMA TaKUX MOJIEM He TOJNIbKO AJ19 3a8BOK W COOOLWEHWR, HO KU ApYrux
06BbEKTOB CMCTEMbI, HaNpuMep, A5 ynpaBJeHNsa N3MEHEHUSMK 1 Np.

ITOT HOBbIN MHTEPDENC ONMUCAHUSA N YNPaBJIEHUS OANHAMUYECKUMWN NONISAMUN, NCNOJIb3yeT
MOAYJIbHYIO CTPYKTYPY, B KOTOPOM KaXXAblA TUM AWHAMUYECKUX TOJIEN MOXET
pacCcMaTpMBaTbCA KaK AOMOJIHUTENbHbLIN MOAYJb ONA UHTepdenca. 3TO 03HAYaEeT, 4YTO
BCE MHOXXECTBO ANHAMNYECKNX NoJsier MOXKeT BbliTb NMPOCTO paclUIMPEHO ANA NyB6ANYHbIX
moaynen OTRS, OTRS Feature Add-ons, nonb3oBaTenbCKNX pa3paboTok u np.

B aTOM penunse focTynHbl cnegyowimne Tunbl GUHaAMUYECKNX Nosen:
» Text (ogHa CTpOKa TekcTa)

» Textarea (HECKOJIbKO CTPOK TEKCTa)

Checkbox

* BbinagatoLwmnin CNMcok (e4UHCTBEHHbIN BbIBOP, HECKOJIbLKO 3HAYeHWNI)

Multiselect (MHOXeCTBEHHbIN BbI6OP, HECKOJIbKO 3HAYEHU)
* Date

* Date / Time

10.2. HacTpouka Cucrtemsl

Mo ymonyaHuto, NepBOHaYasbHO yCTaHOBNAEeHHasa cucteMa OTRS He coOoep>XUT HUKaKnX
OVHaMmnyeckux nonen. Ecan Bbl naHupyeTe WX WCMOJIb30BaHUE [N 3as8BOK W
coobuleHunin/3ameToK, BaM HeobxoomMo KX co3paTbh. llocse yCTaHOBKU HEKOTOpPbIX
OOMOJIHMTENbHBIX MakeToB, Hampumep, ITSM, B cucTeme MOSABATCHA CTaHAApPTHbIE
OVHaMunyeckune nons, Heobxoammele gas nx paboTbl.

HacTporka AMHaMM4eckux noJsien pasfesieHa Ha ABe 4acTu. [1na co3haHusa HOBbIX NN
ynpaBJQieHNSA paHee Co34aHHbIMU NOAAMM NepengnTe no ccolike "OuHammyeckune nonsg"
B NaHenun AgMuHncTpaTopa. [N ynpaBneHnUs Noka3om, 0683aTeNbHOCTbIO MoKa3a nam
CKpPbITMEM MOJIEN Ha KOHKPETHLIX 3KPaHaX MCMOoJsb3ynTe HacTponku KoHdurypauyunm
cuctembl/SysConfig onsa sTMx sKpaHoOB.

10.2.1. JobaBneHue AMmHaMmuuyeckoro MNMonsa

OTkponTe lMaHenb, AQMUHMUCTPATOpPa, HaXXMUTe Ha CCbIKy "IOuHammnyeckne nons" B
pa3snene "HacTponkm 3as8BOK", pacnosIoXKEHHOM B HUXXHEN NOSIOBUHE 3KPaHa, Mo LEeHTpy.
Crnncok AnHaMmnyeckKmnx Nonemn BuirNagnT ciegyowmm obpasom:

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article

Process 1 ProcessiD Ticket valid

Activity 2 ActivitylD Ticket valid
Ticket

%)

Hint
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PucyHok: CTpaHuua npocMoTpa [uHaMmu4ecknx nonev, nycras

ObpaTnTe BHMMaHME, YTO BUA 3dKPaHa M3IMEHUTCA Npu OobaB/eHMN OUMHAMUYECKUX
nonen. OH TakXXe MOXXET Y>Ke UMeTb HECKOJIbKO MOJIe, eC/in Bbl NpoBesin 06HOBIEHNE
co cTapbix Bepcuin OTRS, B KOTOPbIX ANHAMUYECKMNE MO eLle He NCMN0JIb30BaanCb. OHM
Tenepb 3aMeHUNN noHaTne CeoboaHble/fononHuTenbHble Nons/FreeText fields.

Pazpen "[ldehcTtBma" B N1eBOM YacTW 3KpaHa Mo3BoNseT BbiOpaTb [Ba BapuaHTa
obbekTa ona nons: Article/3ameTka un Ticket/3asBka, Ka)ablh U3 KOTOPbIX MMeEET CBOW
cobCcTBEHHbIN HAabop 3Ha4YeHUN TUMOB MOJIEN B BbiMaAatowmx CriNCKax.

Note

YCTaHOBKa HEKOTOpPbIX AOMONAHUTENbHbIX MakeToB OTRS MoXeT npuBecTn K
nobasneHunto Tnnos o6bLEKTOB B pasgene "Oencteusa".

O6bwas npouenypa onaa co3faHnus ANHAMNYECKOro nons:

* KNnKHUTe Ha 06beKT BbIOpaHOro BaMn AMHAMMUYECKOro Mo B BbiMadalolWeEM CNUCKe
Ha BokoBOW NaHenn oencTBun.

* BblbepnTe B CNMUCKE M Ha>KMUTE Ha TUMN OUNHAMMYECKOro Mosisi, KOTOpoe Bbl XOTUTE
nobaBuTh.

* HacTpownka
* COXpPaHUTb.

Ouanor HaCTpOIZKI/I ONHAMUNYECKNX Mosien pa3neneH Ha OBe 4acCTu, BepXHAA 4HacCTb
aBnsieTcs obwen ona Bcex nosien, a HAXKHAS 4YaCTb MOXET pPa3nindaTbCA B 3aBNCMMOCTN
OT ThNna ANHaMWN4YeCKOoro rnoJj4d.

ObLLMe HAaCTPOMKN ANHAMUYECKOro MNoJis:

* Ha3BaHue: ObsizaTenbHoe rnose, YHUKaJIbHOE, TOJIbKO 6yKBbI N 4Yncia B Ka4decTBe
OonyCctnMbliX CMMBOJIOB.

DTO BHYTPEHHEE MMS MOAs, UCMOSb3yEMOE, HanpuMmep, AA8 nokas3a WU CKpbITUS
NMoJsisi Ha OTAEsIbHbIX 3KpaHax. Jlloboe U3MeHeHne NMeHN nonsa (He pekoMeHayeTcs)
notpebyeT py4yHOro namMeHeHus B nNapaMeTpax "SysConfig", koTopble ccblfaldTCa Ha
37O none.

* MeTka: Obs3aTesnbHoe.

3TO uMs, Nod KOTOpbIM Mnojie 6yaeT MokKa3aHOo Ha Tex 3KpaHax, Ha KOTOPbIX OHO
aKTMBHO. OHO MOXET BbITb NepeBeneHOo Ha APryune A3biku.

Note

MepeBon MeTKM Ao0JXKeH 6bITb fobaBneH B hall nepeBoaa BPYyYHYIO.
* Mopsagok Monen: O6sa3aTensHO.

OnpenensieT OTHOCUTESIbHBLIA MOPSAAOK, B KOTOpOM noss 6yayT oTobparkaTbCs Ha
3KpaHe, MO YMONYaHUIO Kak[oe HOBOE roJie 3aHMMaeT MOoCNefHI MNo3ULKnto,
n3MeHeHWe 3TOoro napameTpa OyneT BAMATbL Ha MNOPSAOK OTOOGparkeHus Apyrux
ANHAMUNYECKMX Nonen.

* Cpok gencteusa: ObA3aTenbHbIN.

He pencremTenbHOe AnHaMn4yeckoe nose He bygeT otobpaxkaTbCs Ha /tloboM aKpaHe,
HEe3aBUCUMO OT TOr0 Kakoe 3Ha4YeHne yCTaHOBJIEHO B KOH(MUIypaLun.
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e Tun nonsa: Oba3aTenbHoe, TONLKO AN YTEHUS.
Moka3biBaeT TeKyLWmnn BbIBpaHHbIA TN Nos.
e Tun ObbekTa: ObA3aTeNbHbIN, TONBLKO AN YTEHUS.

OT1obpakaeT obnacTb 4ENCTBUSA A4 MONS.

Note

Ona wnniocTpaumum Kakgoro KOHKpPEeTHOro rnapaMeTpa HaCTPOMKU B HalleM
npumepe bypnet pobaeneHo Heckonbko nonen. CCbIIKM Ha 3Twu nons OynyT
yMOMUHaTLCA B NOC/eAyOLNX pa3fenax.

B cnenyowmx npuMepax Bce AMHaMmyeckue nons 6yayT co3aaHbl Ans obbekTa

3asBKa, ecnm HeobxooMMo co3maTh AMHaMmMyeckoe nose onsa obbekTta CTaThs,
NpoCTO BbibepuTe nosie U3 BbiNagaloLlero Crnucka.

Table 4.6. B cuctemy 6yayrt npo6asneHbl cnepyiouime nons:

Ha3BaHue MeTka Type

Monel Moe lMNMone 1 Text

Mone2 Moe lMNone 2 Textarea/OdNVNHHbIA TEKCT

Mone3 Moe MNone 3 Checkbox

Mone4 Moe lNone 4 Dropdown

Mone5 Moe lNone 5 Multiselect
(MHO>XeCcTBeHHbI BbIOOP)

Mone6 Moe lNone 5 Date

Mone7 Moe lNMosne 6 Date / Time

10.2.2. HacTtpouka [iluHaMmnuyeckoro lNMonsa tuna Text

OnHaMmnyeckme TeKCToBbIe Mo UCMOJIb3YIOTCA 019 XPaHEeHUs MPOCTON CTPOKMU.

HacTponku AnHaMmu4eckoro nonsa tuna Text:

* 3HavyeHne No ymonyaHuio: HeobazaTensbHoe.
9To 3Ha4veHme, KoTopoe OypeT oTobpaxkaTbCA MO YMOMYAHUKD Ha 3JKpaHax
penakTtuposaHusa (Hanpumep, New Phone Ticket/HoBas TenedoHHas 3aaBka nnn Ticket
Compose/Co3gaTb OTBET).

* [loKa3aTb CCbIIKY: HeobsizaTenbHoe.

Ecnm ycTaHoBneHo, TO 3HaveHue rnons 6ynet npeobpa3oBaHo B KJMKabenbHyto
CCblNIKY, KOTopasa byaeT oTobparkaTbCa Ha 3KpaHe.

Hanpumep, ecnum "lMokasaTb CCbIKY" yCTaHOBAEHHO B "http://www.otrs.com", HaxxaTue
Ha 3amMoJIHEHHOE 3HaYeHne NpmBedeT K OTKpbITUIO BeB6-cTpaHuubl OTRS.

Note

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.
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Dynamic Fields - Ticket: Add Text Field

Actions General

4 Gio back to overview * Name: Fieldl

Must be unique and only accept alphabetic and

umeric characters

= Label:

My Field 1

* Field order:

Text Field Settings

My Text

This is the default value for this field

WWW.otrs.com

[0-9)5
*RegEx:  ~[0-9]%
*Error Message:  Ermor message

Submit  or

valid o

Text

Ticket

with the modifiers

PucyHok: [lnanoroBoe 0KHO HaCTpPoViku [inHamudeckoro noJss Text.

10.2.3. HacTtpouka iluHaMmuueckoro Nonsa Textarea

OuHamunyeckoe none Textarea MCNosb3yeTcsa LN XPaHEHUS CTPOK, COCTOALWMUX W3

HEeCKOJIbKUX JINHWUIA.
HacTponku avHamuyeckoro nons Textarea:

* KonnyecTtBo cTpok: HeobszaTensHoe, Llenoe.

Ncnonb3yeTcsa onda onpenesieHns BbiCOThI MO Ha CTpaHuLEe pefaKTUupoBaHUA.

» Konnyectso ctonbuos: HeobsasaTenbHoe, Llenoe.

3TO0 3HaYyeHune NCMNoNb3yeTCda 014 3aA4aHNA WWAPWNHBI No4a NMpu pegakTupoBaHUN.

* 3HaYeHUe no YMOJTHaHWNIO: HeobsizaTenbHoe.

9TOo 3HaveHne 6ypeT oTobparkaTbCA MO YMOMYAHMIO
COCTOSALLNM U3 HECKOJIbKNX CTPOK).

(MoXeT OblITb TEeKCToM,
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Dynamic Fields - Ticket: Add Textarea Field

Actions

General
] Go back to overview * Name: Field2 valid |}
only accept alphabetic and
Textarea
* Label:
Ticket
1 the screens where
* Field order: 4 | 2
n w his field will be shown on
Textarea Field Settings
10
Specify the height (in lines) for this field in the edit mode.
50
Specify the width (in characters) for this field in the edit mode.
Any
value
his | alue for this field.
ecify a regular expression to check the value. The regex will be

Submit or
PucyHok: OkHO HacTpoviku [luHamudeckoro Nons Textarea.

10.2.4. KoHpurypauusa AuHamuyeckoro NMona Checkbox

OnHamunyeckoe none Checkbox ncnonbsyercsa onsa xpaHeHus 3HadveHun true nnm false,
n3o06pa>keHo Kak BblIbpaHHbIM NN He BbIBPaHHbIN haXKoK.

HacTporkun guHamunydeckoro nona Checkbox:

* 3HaYeHUe no YMOJTHaHWNIO: Ob6s3aTenbHoe.

9TO 3HayeHue, KoTopoe OyaeT MOKa3aHO MO YMOJYaHUIO Ha CTpaHuuax
pefakTUpoBaHMS (HanpuMmep 3asBKa, CO3haHHas Ha OCHOBE TenedOHHOro 3BOHKA),
3Ha4YeHUe NOo YMOJYaHWIO AJ1A 3TOro nons HepocTynHO AN Bbibopa U MOXeT
NpUHMMaTb 3HaYeHns BoibpaHo/Checked nan Unchecked/He BbibpaHo.
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Dynamic Fields - Ticket: Add Checkbox Field
Actions General

4 Go back to overview * Name:; Field3 valid | <}

Checkbox

# Label: My Field 3
Thie 5 name i be shown Ticket

* Field order: | 5 | 2

Checkbox Field Settings

Unchecked |5

Submit | of

PucyHok: OKHO HacTpoviku [iuHamu4deckoro lMosa Checkbox.

10.2.5. HacTtpouka luHaMmuueckoro Nonsa Dropdown
(Boinapawowmn Cnmcok)

OnHamnyeckoe none Boinagatowmn Cnncok (Dropdown) ncnonb3yeTca A8 XpaHeHus
0OHOro 3HAa4YeHUs, KOTOPOoE BbIBMPaeTCs U3 3aKPbITOro CNMCKa.

HacTponkn anHammnyeckoro rnosst Dropdown:
* Bo3MOXHble 3Ha4YeHUs: ObsizaTenbHoe.

Cnunckok 3HadeHun ansa Bblbopa. Mpu nobaBneHMM HOBOrO 3HayeHs Heobxoanmmo
ykasaTb Knwo4 (BHYTpeHHee 3HadyeHume) u 3HavdeHume (3Ha4vyeHue, KOTOpoe
oTobparkaeTcs).

* 3HaYyeHue no YMOJTHaHWNIO: HeobsizaTenbHoe.

9T0 3HayeHume bypeT oTobpa>keHO MO YMOMYaHMIO Ha CTpaHMUaX pedakTUpoBaHUSA
(Hapnmep, Ha cTpaHuue HoBasa TenedoHHasa 3as89BKa, WK CTPaHMLEe CO34aHUsS OTBETa),
3HAYeHMEe MO YyMOJIHaHWIO A9 3TOro MNoJs - ornpefenseTca napaMeTpom "3HayeHue
Mo yMOJI4aHWUID" C BO3MOXXHOCTbIO BblbOpa BCEX BO3MOXHbIX 3HA4YeHU B CMNUCKe
"3HavyeHuns".

» NobaBuTb NycToe 3HayeHn: Obs3aTensHoe, (Aa / HeT).

Ecnnm 3Ta onuma BKAKYEHa, QLOMNOJHUTEesIbHAad CTOMMOCTb onpegenserca  nns
oTobparkeHus "-" B CMUCKEe BO3MOXKHbIX 3HAYEHUN, 3TO CNeLnasbHO 3Ha4YeHNE NMYCTOHE
BHYTpW.

* [MepeBoanMble 3HavyeHnsa: ObsasaTenbHoe, (Oa / HeT).

3TOoT napamMeTp 3afaeT BO3MOXHOCTb MepeBoAa Ha fA3bIK CUCTEMbl 3HAYeHui
3TOoro nons. MNepeBoaAaTca TONbKO oToOBpakaeMble 3HAYEHUSA, BHYTPEHHNE 3HaYeHus
He noanexaT nepesoay. lepeson nonen poskeH 6bITb 3aHECEH BpPYYHYlO B
COOTBETCTBYIOLWMNIN MNOSb30BaTENbCKMI haln fokanusaunn. Ona pycckoro sA3sbika -
ru_custom.pm.

* [Moka3aTb CcCbINKy: Heobsa3zaTenbHoe.
Ecnn ycTaHoBneHO, To 3Ha4yeHue nons byaeT yCTaHOBMEHO B KJIMKabenbHble CCbINKN.

Hanpumep, ecnu ccoisika MNMokasaTb ycTaHOBMEHa B 3Ha4veHue "http://www.otrs.com",
Ha)kaThe Ha 3Ha4YeHne Nons NpueeneT K OTKPbITUIO BeB-cTpaHuubl OTRS.
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Note

Ncnonb3oBaHue KOHCTpyKkuum $LQData{"NameX"} B none Set link/Moka3biBaTb
ccbliky, roe NameX - uma nonsd, nobapnseT 3Ha4YeHME MO Kak YaCTb CCbITKN.

Dynamic Fields - Ticket: Add Dropdown Field
Actions General

4 Go back to overview # Name: Fieldd valid | 7]

only accept alphabetic and

Dropdown

* Label:
Ticket

 Field order: | -
be shown on
Dropdown Field Settings
*Key: 1 #* Value: Option 1 (=]
*Key: 2 *Value: Option 2 =]
*Key: 3 *Value: Option 3 (=]
=

This is the default value for this field

MNo <]
Activate this option to create an empty selectable value

Mo <]
Activate this option to display values as a tree.

MNo | -]

if you acf

Note: Your

wWwWw.otrs.com

Submit | or

PucyHok: OKHO HacTpoviku AuHaMud4eckoro noss Dropdown.

10.2.6. KoHdurypaumna AmHamuuyeckoro NMona Multise-
lect (MHO>XKecTBeHHbIN BbIOOP)

OunHammnyeckoe none Multiselect ncnonb3syeTcsa Ana XxpaHEHNA HECKOJIbKMX 3HAYE€HNN U3
3a[aHHOro Cnmcka.

HacTponka OuHamunyeckoro Monsa Multiselect (MHo>XecTBeHHbIN BbIGOP):

* Bo3MoXXHble 3Ha4yeHus: ObsazaTenbHoe.
Cnucok 3HaveHnn pansa Bbibopa. lMpu pobaBneHWM HOBOrO 3HAYEHUS B CMMUCOK,
HeobxoanMo yKa3zaTb Koy (BHyTpeHHee 3HavyeHue) n 3HavyeHune (3HavYeHne, KoTopoe
oTobparkaeTcs).

* 3Ha4YeHue no YMOJTHaHWNIO: HeobsizaTenbHoe.

ITO 3HayeHue bygeT oTobparkeHO MO YMOJHAHMIO Ha CTpaHULAX penakTUPOBaAHMSA
(HanpumMep, Ha cTpaHuue 3asaBKW, CO34AaHHOW Ha OCHOBe Tesie(pOHHOro 3BOHKa WU
CTpaHuue co3gaHua 3asBKK), 3Ha4YeHne no yMoa4aHUIo 459 3TOro nosas - 3ajaeTcs
napamMeTpoM "3HayeHne rno ymosa4yaHu" n3 3agaHHoOro cnmcka 3Ha4eHun.
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» Nob6aBuTb nycToe 3HavyeHn: Ob6A3aTenbHoe, (fa / HeT).

Ecnn a3Ta onumsa BKJKOYEHa, 3a4aeTCa BO3MOXKHOCTb As9 oTobpakeHua "-" B cnmcke
BO3MOXHbIX 3HA4YeHWUW, 3TO CneumasbHoe 3Ha4YeHMe AN9 YKa3aHuA Ha nycToe
3HaYeHune.

* [MlepeBognMble 3HavYeHnsa: ObsasaTenbHoe, (Oa / HeT).

ITOT nNapamMeTp 3ajaeT BO3MOXXHOCTb MNepeBOfa Ha fA3blK CUCTEMbl 3HAYeHWUN
3TOro nong. MepeBoasaATCA TONbLKO OTOBpa>kaeMble 3Ha4YeHUs, BHYTPEHHUE 3HA4YeHMNS
He nopnexaTtT nepesody. [epeBon nonen p[osKeH ObITb 3aHEeCEH BPYYHYHO B
COOTBETCTBYIOLLNIA MONb30BaTENbCKUA hann nokanusauun. Ona pycckoro fA3blka -
ru_custom.pm.

Dynamic Fields - Ticket: Add Multiselect Field
Actions General

L] Go back to overview * Name: FieldS valid [ <)

Must be unique and only accept alphabetic and
umeric characters Multiselect

« Label: My Field 5
Ticket

e to be shown on the screens where

* Field order: | 7 [ <]

which this field will be shown on

Multiselect Field Settings

*Key: a *Value: Option A =]
*Key: b *Value: Option B =]
Option B
This is the default value for this field
No [ 7]
Activate this option to create an empty selectable value.
Yes ]

Activate this option to display values as a tree

Submit or

PucyHok: OKHO HacTpoukn gnHaMmy4eckoro rnoss Multiselect.

10.2.7. HacTtpouka imHamunuyeckoro lNMonsa Date

OunHamunyeckoe nosie Date ncnonb3lyertcsa ong xpaHeHus 3HadveHus (deHb, Mecaub nlFoa).
HacTtponkun anHamu4eckoro nosd Date (OaTa):
* Pa3zHnua gat no ymosndaHuo: OnumoHansHo, Lenoe.

KonnyecTBo cekyHA (NOSIOXKUTENbHOE WM OTpuuaTesibHOe 3HavYeHue) Mexnay
Tekywen gaton n BbibpaHon gaHTOW, KOoTOopoe ByneT oTobparkaTbCAa Ha CTpaHMLaX
pefaKTupoBaHMA Mo yMon4aHuio (HanpuMep Ha cTpaHuue HoBas 3asiBKa Ha OCHOBe
TenedoHHOro 3BoHKa nam Co3naTb 3aaBKY).

* OnpepennTtb nepuog net: Oba3zaTtensHo (Oa / HeT).
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Ncnonb3yeTca pAas yCTaHOBKM OnpeneneHHoro KoJim4ecTtBa JieT B MPOLWOM U
byaoywem OTHOCUTENbHO TeKylen AaTbl, YCTAaHOBJIEHHOW AJsa 3Toro nonsd. Ecawm
yCTaHOBJIEHO B 3Ha4eHue "[a", cnegyowme onunm 6yoyT OOCTYMNHbI:

e JleT B npoLwsioMm: OnumoHanbHO, NONIOXKUTESIbHOE LLesioe YMUCo.

3ajaeT KoJIM4eCcTBO NeT B MPOLJIOM OTHOCUNTEJIbHO TEKYLUEro AgHA Ons 0T06pa)KeHI/|ﬂ
npm Bbl60pe M3 Crnncka ansa 3HavdeHunsa B none roa.

 JleT B 6yayuiem: OnumoHasnbHo, MNonoXxuTenbHoe Lesoe.

3aflaeT KOJINYeCTBO neT B OyayLieM,0THOCUTENIbHO TeKyLlero AHs, npu Bbibope
3HaYeHMs 13 CnucKa OJisa oTobparkeHus B rnosie Foa.

* [Moka3aTb ccbiNKy: HeobsizaTenbHoe.
Ecnn ycTaHoBneHO, To 3Ha4yeHue nons byaeT yCTaHOB/IEHO B KJIMKabenbHble CChINKN,

Hanpumep, ecnu ccoisika MNMoka3aTb yCTaHOBMEHa B 3HaveHue "http://www.otrs.com",
Ha)kaTue Ha 3Ha4YeHne Nons NpueBedeT K OTKPbITUIO Beb-cTpaHuubl OTRS.

Note

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.

Dynamic Fields - Ticket: Add Date Field

Actions General
4 Go back to overview % Name: Fields valid o
Must be unique and only accept alphabetic and
numeric: characters. Date
% Label: MyField &
be shown on the screens where Lo
# Field order: | 8 | <)

Date Field Settings

360

The difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60).

H
©

s feature to define a fixed range of years (In the future and in the past) to be displayed on the year

Years in the past to display (default: § years)

5

Years In the future to display (default: 5 years).

nQ
a.Field1 | u

Here you can restrict the entering of dates of tickets

Submit or

PucyHok: OKHO HaCcTpOViKy AnHaMmn4eckKoro rnoJis Date.

10.2.8. HacTtpouka AmHamudeckoro Nonsa Date / Time

OnHamnyeckoe none Date / Time wucnonb3yeTca AN XpaHEeHUs 3HA4YeHUA daTbl U
BpemeHun (MunyTa, Yac, deHb, Mecauy n Fog).
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HacTponkun guHamunydeckoro nonsa Date / Time:

* PasHnuya pat no ymonyaHuio: OnumoHansHo, Llenoe.
KonmnyectBo ceKkyHh (MOsIOXXUTENbHOE WANM OTpuuaTesibHOe 3HaydyeHue) Mexay
Tekywen gaton n BbibpaHoW OaHToOW, KOTopoe byaeT oTobparkaTbCA Ha CTpaHMUaX
pefakTUpOBaHUA MO YyMOJYaHMIO (HanpuMmep Ha cTpaHuue HoBas 3asBKa Ha OCHOBe
TenedoHHOro 3BoHKa nam CosgaTb OTBET).

* OnpepennTtb nepuog net: ObaszaTtensHo (Oa / HeT).
Ncnonb3yeTcsa Ona yCTaHOBKU onpefesieHHOro KoJaun4ectsa JieT B MPOLWIOM W
byaoywem OTHOCMTEesNbHO TeKywen paTbl, BblibpaHHOW An9 3HayYeHuMsa nond. Ecam
yCTaHOBJIEHO B 3Ha4eHue Yes, cnegytouwme onumm 6yoyT 4OCTYMHbI:

e JleT B npownoM: OnuymoHanbLHO, NOJIOXKUTENBHOE Liefioe YNCo.

3aZlaeT KONMYECTBO JIET B MPOLLUIOM OTHOCUMTE/NIbHO TEKYLLLEro AHS AJ15 0TObparkeHus
npu Bbibope 13 cnucka Ans 3HavyeHus B none Mog.

+ JleT B 6yayuiem: OnumoHanbHo, MNono)xuTesbHoe Lesoe.

3ajaeT KOJIMYecTBO JieT B 6y,D,yLLI,eM,OTHOCI/ITeJ'IbH0 TeKyllero gHa, npu Bbl60pe
3Ha4eHnda n3 Cnmncka gns OTO6pa)KeHI/Iﬂ B none lroa.

* [okasaTb cCblNKy: HeobsA3aTenbHoe.
Ecnu ycTaHoBNEHO, TO 3HayYeHne noss byaeT yCTaHOBAEHO B KIMKabenbHbIe CChIIKMW.

Hanpumep, ecnun ccoinika okasaTb yCTaHOBMEHa B 3HadeHune "http://www.otrs.com”,
Ha)kaTue Ha 3Ha4YeHune Nnons NpueBedeT K OTKPbITUIO BeB-cTpaHuLbl OTRS.

Note

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.

Dynamic Fields - Ticket: Add Date / Time Field
Actions General

1 Go back to overview * Name: Field7 valid |5 )

nique and only accept alphabetic and

Date / Time

« Label: | My Field 7
Ticket

to be shown on the screens where

* Field order: 9 [ C]
t n which this field will be shown on

s active

Date / Time Field Settings

0

value (e.g. 3600 or -60)

and in the past) to be displayed on the year

Creens.

Mo [T]

Here you can restrict the entering of dates of tickets

Submit | or

154



OTRS

Real Services

PucyHok: OKHO HacTpoviku anHammd4eckoro noss Date / Time.

10.2.9. PepakTupoBaHue imHaMmun4yeckoro lNMons

CTpaHMLU@ NpPoOCMOTPaA 3aMoJIHEHOrO AMHAMUYeckoro nosns (C  npeablayLumm
nprvMepaMn) AoJKHA BbIFNAOETh TaK:

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article L9019
B NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE

Process ProcessID Ticket valid

Activity ActivitylD Ticket valid

My Field 1 Text Ticket wvalid
1} My Field 2
My Field 3
My Field 4
My Field 5
My Field 6
My Field 7

Ticket

Textarea Ticket valid
Checkbox Ticket valid
Dropdown Ticket valid
Multiselect Ticket valid
Date Ticket valid
Date / Time Ticket valid

Hint

[

PucyHok: OKHO ripocMoTpa AnHaMm4eckoro roJsisi 3arnoJ/IHeEHHOro TeCTOBbIMU AaHHbIMU.

YT10o6bl U3MEHUTb WAN pPenakTUPoBaTb AWHAMMYECKOE MoJie, HYXHO UMeTb
onpefeneHHbIM XoTs Obl 0QHO OWHAMWUYECKOEe MoJie, KOTOPOEe HaxoAuTCA B CrUCKe
BbibOpa AMHAMMYECKMX MOoJIel Ha CTpaHULLEe NpPocMoTpa.

Note

He BCe HacTpoONKM AMHAMUYECKOrO NOJIS MOFyT BbITb M3MEHeHbI, TUM Monas n Tmn
Ob6bekTa He MOryT ObiTb U3MEHEHHBI.

He pekoMeHOyeTCA U3MEHSATb BHYTPEHHEE UMS MONsA, HO BHELLHEEe Ha3BaHue/
MeTKa, MOXEeT ObiTb M3MeHHO B Nitoboe BpeMs. ECnn Bbl BCe-TakKM WU3MEHWUIN
BHyTpeHHee umMs, Heobxoommo wu3MeHUTb B "SysConfig" Bce HaCTponKu
CCblNlaloWwmecs Ha 3TO MMS, a TakKXXe B JIMYHbIX HAaCTPOMKax areHTa (ecim Tam
3afaHo).

10.2.10. OTtobpa>xeHue AmHaMmuuyeckoro Monsa Ha
JKpaHe

EcTb oBa 0653aTeNbHbIX YCIOBUSA, KOTOPble HEO6X0AMMO BbINOJIHUTL, YTOOLI 0TOBPa3nTL
OMHaMMYeCKoe MnoJie Ha onpeaefieHHbIX CTpaHuLax:

1. JuHamMmnyeckoe noJsie AO/HKHO OblTb AeCTBUTESIbHbIM

2. DnHamMmmnyeckoe nosie AO0JIKHO ObiTb yCTaHOBAEHO B 1 wmam 2 Ha CTpaHuue C
HacTponkamum.

CnepyinTe 3TUM Wwaram 4y1obbl 0TO6Pa3MTb AMHAMMYECKOE NoJIe Ha SKpaHe
e Y6eOouTecb 4TO 3HAYEHME OANHAMUYECKOro MoJsisi YCTaHOBJIEHO MpaBubHO. YbeaunTcs
B MPaBWUJIbHOCTM 3HAYEHUSA MOXKHO NMOCMOTPEB Ha CTPaHMLY NpocMoTpa. HemeaneHHo

OTpenaKTUpynTe 3HavYeHne, 4Tobbl caenaTb ero NpaBubHbLIM.

* OTkponTe pasgen "SysConfig"/KoHdunrypaumsa cnctemsl Boibepute nogpasgen "Ticket"
13 BbiMa4aloLEero Cnmcka B JIEBOW BEPXHEN YacTu 3KpaHa - hpenm "Oencteuna".
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Note

Bbl Takxe MoXeTe WCKaTb MNapaMeTpbl, WCMOJb3YyOLWNE KOHKPETHoe
OVHAMMYecKoe MnoJie Yepe3 OKHO MOWUCKa WU, HernocpeacTBEHHO MNapaMeTp
"sysconfig", ecnn 3HaeTe ero Ha3sBaHue.

Hangute nogrpynny napamMeTpoB A1 dKpaHa, KOTOPbLIN ULETe U HaXMUTe Ha ero
Ha3BaHue. Hanpumep, "Frontend::Agent::Ticket::ViewPhoneNew".

Monck napameTpa, HaMMeHOBaHME KOTOPOro 3akaH4YmBaeTcs Ha "###DynamicField".
Hanpumep, "Ticket::Frontend::AgentTicketPhone###DynamicField".

Ecnn napameTp nNyCcTon Unm He COAePXUT TpebyeMoro MMeHn AMHAaMUYEeCKOro rnons,
HaXXMnTe KHomky "+" n gobaBbTe HeobxoanMyto Napy 3HavyeHUn. Hanpumep, Knwou:
Monel, CopgepxxaHue: 1.

Ecnn napamMeTp yXXe CcOoOepXUT OnunCaHue HYXHOro AWHaMM4eckoro mnossd, TO
ybenuntech, 4To "ComepxxaHue" yctaHoBneHo B "1" gna ero otobpakeHus, nam "2",
4yT0bbl CoenaTb ero obs3aTenbHbIM OS5 BBOAA.

CoxpaHuTe M3MeHeHUs napamMeTpa, Ha)kaB KHOMKy "OBGHOBMTL"' B HUMXXHEN YacTu
3KpaHa 1 NnepenagnTe K onMcaHuo 3KpaHa, rae 3To noje A0/HKHO 0TobparkaTbCs.

10.2.10.1. NokasaTb NMpumMmepsl

[anee nokasaHbl MpuMepbl HacTPorkKn B "sysconfig" ons oTobpakeHns Nan CKPbITUS
rnokasa AMHaMNYeCKUX rnosie Ha pasHbIX SKpaHax.

Example 4.21. AktuBupoBaTtb Field1l Ha cTpaHuue HoBasa 3asBKa Ha
OCHoOBe TeJsiIe(pOHHOro 3BOHKa.

FpynupoBaThb: 3as8BKY
lMoarpynna: Frontend::Agent::Ticket::ViewPhoneNew
Hactpovika: Ticket::Frontend::AgentTicketPhone## #DynamicField

3HayeHue:
Kniou Content
Monel 1

Browse...  No file selected.

open e

12 Byos BYoois B-2s B3 B
3 normal | ]

I My Text I

[ Create

PucyHOK:. 9KpaH rnpuBeTCTBUS.

Example 4.22. Cpenatb Fieldl Ha cTpaHuMue npocMoTpa 3asBKMU
co3paHHOM Ha Oase TenecgoHHoro 3soHka New Phone Ticket Screen
as mandatory.

* [pynupoBaThb: 3asBKY
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* MMoarpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 2

Browse. No file selected.

agen B

12 Bo Beos G- 23 P13 B

3 normal |}

I * My Field 1: My Text I

& Create

PucyHok: none Fieldl Ha cTpaHunue HoBas 3asiBka Ha OCHOBE TeJsIe(hOHHOIro 3BOHKA
obbsizaTesibHoe

Example 4.23. AKTUBMPOBaTb HECKOJIbKO MNOJIEW Ha CTpaHuue
npocMoMpa HoBbix TenedoHHbIX 3aaBKO.

* [pynupoBaThk: 3asBKY
* [Togrpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel
Mone2
Mone3
Mone4d
Mone5
Mone6
Mone7

N e e
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Browse...  Nofile selected.
open d
12 o Bens Bes- 23 Bl B

3 normal | <)
—

My Text

Any

Value

Option 1 |54

Option A
Option B

12 B ooz By 2012 B
12 [ os B o4 B B B

& Create

PucyHok: HeckonbKo nonevi Ha cTpaHuue 3asiBKu Co34aHHOW Ha OCHOBE Tes1e(hOHHOIro
3BOHKa obsizaTesibHbI

Example 4.24. OTKNI0O4YUTbL HEKOTOpbIe NoJIA Ha cTpaHuue HoBow
3aaBKM, CO30aHHOMU HA OCHOBe Tenie(POHHOro 3BOHKa.

* [pynupoBaTh: 3a8BKY
* MMloarpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactpovika: Ticket::Frontend::AgentTicketPhone# ##DynamicField

e 3Ha4yeHune:

Kniou Content
Monel 1
Mone2 0
Mone3 1
Mone4d 0
Mone5 1
Mone6 0
Mone7 1
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Browse No file selected
open l
12 Bos Bens Pea- 2 B o3 B

3 normal <]

My Text

Option A
Option B

&

12 [ o3 By 201 B - 00 B2 B

[ Create

PucyHok: HeckosibKO HeakTUBHbIX MoJ1en Ha s3kpaHe Co3aaTb HOBYHO 3asiBKy Ha OCHOBE
TesneoHHOro 3BOHKa caesiatb 06513aTe/1bHbIMM

Example 4.25. AktuBupoBaTtb none Fieldl Ha cTpaHuMue npocMoTpa
noapob6Hon uHpopmauum o 3anBKe.

* [pynupoBaThb: 3asBKY
* [loarpynna: Frontend::Agent::Ticket::ViewZoom
» YcTaHoBka: Ticket::Frontend::AgentTicketZoom###DynamicField

e 3Ha4YeHune:

Knioy Content
Monel 1
Link | Owner | Responsible | Customer | Mote | Phone Call Qutbound | Phone Call Inbound | E-Mail Outbound = Merge ¥ Ticket Information
am
12/03/2014 00:33
= = Carlos Garcia
= | FAOM SUBJECT CREATED i) Open
(3 Thor Cdinson Test ticket 12/03/2014 00:33 unlock

3 normal

Created: 12/03/2014 00:33 by Carios Garsia I

a
Carlos Garcia

Carlos Garcia

* Gustomer Information

Mr.
PucyHok: none Field1/lonel Ha Ticket Zoom 3kpaHe.

Example 4.26. AktuBupoBaTtb nosne Fieldl Ha cTpaHuMue npocMoTpa
0606w eHHOn nHhopMmauum o 3anBKe.

* [pynupoBaThk: 3asBKY
* Moarpynna: Frontend::Agent::TicketOverview

* Hactpovika: Ticket::Frontend::OverviewSmall###DynamicField

159



OTRS

Real Services

e 3Ha4YeHune:

Kniou Content
Monel 1

QueueView: Junk

Raw (1)

Al tickets 1 Awailable tickets 1

&

iot1 M L

TICKET# A AGE FROM / SUBJECT STATE LOCK QUEUE MY FIELD 1 OWNER GUSTOMERUSERID GUSTOMERID

Thor Od ) '
201412033051000017  6m Te::l Ck‘enlson open unlock Junk Carlos Garcla  thorodinson THAVS
I

PucyHok: lNMonel Ha 3kpaHe npocMoTpa o0bobiyeHHovi/small nHgpopmaumnm o 3asiBKe.

3T0oT NnapameTp BaAmMAeT Ha: Escalation View, Locked View, Queue View, Responsible View,
Status View, Service View n Watch View 0630pbl.

10.2.11. YcTaHOBKA 3Ha4YeHus No YMOJIYaHUIO C
noMmouwibio Mmopyna Ticket Event

CobbiTne 3asasku (Hanpumep TicketCreate) Mo)KeT Bbi3biBaTb MHOXXECTBO 3HAYE€HUA 4NA
ornpenesieHHOro NnoJis, ecsin ero 3Ha4eHue eLle 40 CMX Nop He YCTaHOBJIEHO.

Note

Mpn wucnonb3oBaHMM 3TOro cnocoba, 3TO 3HaAYEHME MO YMOJIHaHUIKD He
oTobpakaeTcsa Ha 3KpaHe (Hanpumep, HoBasa 3asdBKa mo TenedoHy) u bypet
NMPUCBOEHO MOCJIe CO34aHNSA 3aABKN.

Ona  akTuBauum  3TOM  BO3MOXXHOCTM  HeobxoAMMO  BK/IWYUTL  MNapameTp:
"Ticket::EventModulePost# # #TicketDynamicFieldDefault".

Example 4.27. AktuBupoBaTthb Fieldl B cobbiTum TicketCreate.
* [pynupoBaThb: 3asBKY
* [Togrpynna: Core::TicketDynamicFieldDefault

* Hactporika: Ticket::TicketDynamicFieldDefault###Elementl

Note

DTa HacTpoMka MOXeT ObITb ycTaHoBneHa B Jwbyiwo un3 16
Ticket::TicketDynamicFieldDefault###Element.

Ecnn Heobxooumo 3apaTh 6onee 16 nonen, nonb3oBaTenbCckuit XML dhain
pomxkeH 6biTb nomeweH B manky $OTRS_HOME/Kernel/Config/files pns
pacLUMPEHNS 3TOM BO3MOXXHOCTN.

e 3Ha4yeHune:

Kniou Content
CobbiTne TicketCreate
HaseaHue Monel
3HaveHne HOBOE 3Ha4vyeHune
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10.2.12. YCTAHOBUTb 3HaA4YeHUe NOo yMOJIYaHMIO Ana
Monb3oBaTenbckux Hacrtpoek

3Ha4yeHVe Mno YMOMYaHUI0 LS9 AWHAMUYECKOro rosas MoxeT ObiTb nepesanncaHo
3Ha4YeHueM, onpenenieHHbIM MoJib30BaTesIeM, KOTOPOE XPaHUTCHA B MOJIb30BaTEIbCKUX
HacTpounKax.

Mpu wucnonb3oBaHUM 3Toro crocoba, 3HayeHWe noas Mo ymonyaHuio 6GyneTt
MOKa3blBaTbCA Ha BCEX 3KPaHax, AJ19 KOTOPbIX OHO aKTVMBUPOBAHO (€C/IM OHO Yy)XXe He
MOJly4YnI0 APYroro 3Ha4YeHus).

MapameTp '"sysconfig" - "PreferencesGroups###DynamicField" pacnonoxeH B
noarpynne "Frontend::Agent::Preferences". B 3TOM napameTpe 3agaH npuMmep TOro,
KaK co34aTbh 3anucb A1 3KpaHa JIMY4HbIX HACTPONKEK areHTa crneunasibHOro 3Ha4yeHus
no yMoJsiMaHUIO ANA AWHAMWYEKCKOro nonsa, ons mibpaHHoro nosb3oBaTens. 3TOT
napaMeTp uUMeeT oOrpaHuevyeHMe - OH pa3pelwlaeT 3ajaTb 3Ha4YeHue TOJIbKO ANA
ofHOro AmHamm4yeckoro nons. Ecnm sT1o TpebyeTca coenaTb Ana AByx u 6onee
nonewn, Heobxoanmo cospaTb cobcTBEHHbIN XML chann KoHdurypaunm ona gobasneHns
OOMNOSIHUTESIbHbLIX HAaCTPOEK, aHaNOrNYHbIX 3TON.

Note

Heobxognumo MOMHUTL, 4TO ecanm pobasnaiTca 3TM HacTpomkm B XML
hann, Kaxpoe uMaA npameTpa [JO/HKHO ObiTb YHUKasbHbIM B CUCTEME
n oTamyaTbca oT "PreferencesGroups###DynamicField". Hanpumep, Prefer-
encesGroups###101-DynamicField-NMonel, PreferencesGroups###102-Dynam-
icField-Mone2, PreferencesGroups###Moe-lNonel, PreferencesGroups###Moe-
Mone2, n 1.4..

Example 4.28. AktuBupoBatb none Fieldl Ha cTpaHuue
Monb3oBaTenbckue HacTpoukm.

* [pynupoBaThb: 3asBKY
* [Moarpyna: Frontend::Agent::Preferences
* Hactporika: PreferencesGroups###101-DynamicField-Fieldl

e 3Ha4YeHune:

Kniou Content

CobbiTHne TicketCreate

AKTUBHbIN 1

Block Input

Mone LOpyrrne HacTponkun

Data: $SEnv{"UserDynamicField Field1"}

Knou: Moe lNone 1

MeTka: 3Ha4veHne No ymonyaHuio gnsa: My Field 1
Module: Kernel::Output::HTML::PreferencesGeneric
PrefKey: UserDynamicField_Field1

Prio: 7000
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Ticket watch notification
Sen ame notification Screen after new ticket

noftifications fo y watched

CreateTicket |5 Update
No j4 Update

My Field 1

Update

PucyHok: Fieldl B okHe ¢ no/sib30BaTe/IbCKNX HAaCTPOEK areHToB.

11. Generic Interface

OTRS Generic Interface cocToMT M3MHOMOYPOBHEBOro WMHTepdenca, MNO3BOJAAKOLLENO
OTRS B3aumMopencTtBoBaTb C APYrMMU CUCTEMaMu C MNoMoOLlblo Beb-cepBMCOB. 3TO
B3aMMOOENCTBNE MOXET OblTb ABYHarNpaBJIeHHON:

* OTRS kak Provider: OTRS 3acTaBnseT CepBep OTC/EXNBaATb 3arnpocChbl OT BHELIHEN
cuctembl, obpabaTbiBaTb WHMOPMaLMIO, BbIMNOJIHAA 3arMpoleHHOe [OeNCTBue, U
0TBEYaTb Ha 3anpoc.

* OTRS kak Requester: OTRS paboTaeT Kak KAneHT, cobupatowmin nHhopmaumio,
nocblNlas 3anpoc K BHelHen cncteme, n oXXnoaeT oTBETa.

11.1. Cnom nHtepdenca Generic Interface

Generic Interface is build based on a layer model, to be flexible and easy to customize.
A layer is a set of files, which control how the Generic Interface performs different parts

of a web service. Using the right configuration, one can build different web services for
different External Systems without creating new modules.

Note

If the Remote System does not support the current bundled modules of the Generic
Interface, special modules need to be developed for that specific web service.

MNepeyeHb Moaynen npepnoctasnsemblx Generic Interface noctaBnseTca BmecTe
c OTRS n 6yneT obHOBNEH UK YBEIMYEH C TEYEHMEM BPEMEHMN.
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OTRS

| Generic Interface
Provider

v

Network Transport

SOAP REST

: (Data Mapping

| "'Datalntema\
- [PrionitylD == 5
: | |servicelD => 2 |

| (Operation ) ( Invoker )
. | (Ticket Controller [Ticketsaman Ticket Controller| [ TicketSolMan

Controller Controller
CreateTicket |

Teraag 5
Controller i
Event ArticleSend

e 0 [®---1 Handler |-

f [opsatrted
| GeTicket
M User Cunimller} M‘ User Controller ‘ HistoryAdd

1 N N
T
— Controller
‘GetTicket

- __J

=
S|l m
T
g‘a‘
I
&

Core Modules

.

‘T\ckﬂl H User H Group |‘SerwﬁeH SLA H Priority H Type

PucyHok: Crion rpagpmy4eckoro nHTepghevica

11.1.1. TpaHcnopTHasa CeTb

This layer is responsible for the correct communication with the Remote System. It re-
ceives requests and generates responses when acting as provider, and generates re-
quests and receives responses when acting as requester.

Provider communication is handled by a new web server handle called "nph-
genericinterface.pl".

Requester communication could be initiated during an event triggered by a Generic In-
terface module or any other OTRS module. This event is catched by the event handler
and depending on the configuration the event will be processed directly by the requester
object or delegated to the Scheduler (a separated daemon designed to process tasks
asynchronously).

11.1.2. OTtobOpa>keHue JlaHHbIX

This layer is responsible for translating data structures between OTRS and the Remote
System (data internal and data external layers). Usually Remote Systems have different
data structures than OTRS (including different values and names for those values), and
here resides the importance of the layer to change the received information into some-
thing that OTRS can understand and on the opposite way send the information to each
Remote System using their data dictionaries.

Example: "Priority" (OTRS) might be called "Prio" in a remote system and it could be that
value "1 Low" (OTRS) should be mapped to "Information" on the remote system.
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11.1.3. KoHTponnep

Controllers are collections of similar Operations or Invokers. For example, a Ticket con-
troller might contain several standard ticket operations. Custom controllers can be im-
plemented, for example a "TicketExternalCompany" controller which may contain similar
functions as the standard Ticket controller, but with a different data interface, or function
names (to adapt to the Remote System function names) or complete different code.

One application for Generic Interface could be to synchronize information with one Re-
mote System that only can talk with another Remote System of the same kind. In this case
new controllers needs to be developed and the Operations and Invokers has to emulate
the Remote System behavior in such way that the interface that OTRS exposes is similar
to the Remote System's interface.

11.1.4. Onepaumna (OTRS Kak noCTaBLUMUK YyCayr)

An Operation is a single action that can be performed within OTRS. All operations have
the same programming interface, they receive the data into one specific parameter, and
return a data structure with a success status, potential error message and returning data.

Normally operations uses the already mapped data (internal) to call core modules and
perform actions in OTRS like: Create a Ticket, Update a User, Invalidate a Queue, Send a
Notification, etc. An operation has full access to the OTRS API to perform the action.

11.1.5. Invoker - 3anpawuBaouwias cropoHa (OTRS kak
3anpaluvBaloLlias CTOPOHA, KJIMHET)

An Invoker is an action that OTRS performs against a Remote System. Invokers use the
OTRS Core modules to process and collect the needed information to create the request.
When the information is ready it has to be mapped to the Remote System format in order
to be sent to the Remote System, that will process the information execute the action and
send the response back, to either process the success or handle errors.

11.2. NMNoTtok cBA3mM Generic Interface

The Generic Interface has a defined flow to perform actions as a provider and as a re-
quester.

3TN NOTOKW OMUCAHbI HNXKE:

11.2.1. OTRS kak lNocTaBLUK

11.2.1.1. YpaneHHbIn 3anpoc:
1. HTTP-3anpoc
* OTRS nony4aeTt HTTP-3anpoc u nepenaeT ero 4yepes C/ion.
* Moaynb npoBanfepa OTBEYAET 3a BbIMOJIHEHNE U yNpaBieHNe 3STUMN OeNCTBUSAMUN.
2. TpaHcnopTHada CeTb

» CeTeBOW TPAHCMOPTHbLIA MoAy/b AEKOAUPYET HOaHHble 3anpoca W otaenseTt Mmsa
ornepaunmn oT oCTasibHbIX AaHHbIX.

* HaseaHue onepaunnm n gaHHbIE onepaunn 6YD,YT BO3BpallleHbl MOCTaBLWUKY.

3. BHelwHne gaHHble
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* [laHHble OTMpaBJieHHbIE U3 yOa/leHHON CUCTEMbI (3TO He csion Ba3npyrLLMACA Ha
Mopayne).

4. Mapping

» [laHHble Npeobpa3ytoTca ns popmata BHewHen Cnctembl BO BHYyTPEHHUIA hopMmaT
daHHbix OTRS Tak, Kak 3TO yKa3aHO B KOHGurypauum otobpakeHms Oss 3Tomn
onepauunn (Mapping gna BXOAAWMNX OaHHbIX 3anpoca).

* [peobpa3zoBaHHbIE AaHHbIe BO3BpaLLatloTCsa 0bpaTHO MOCTaBLLUMKY.

5. BHyTpeHHue [laHHble

» Data as transformed and prepared to be passed to the operation (This is not a module
based layer).

6. Onepaums

* MpUHUMaET 1 NpoBepSsieT AAHHbIE.
* OCyLLeCTB/ISIET KOHTPOJIb 4OCTYyNa MNoJib30BaTeseNn.

e BbinonHAET aencreue.

11.2.1.2. OTRS OTBeT:

1.

Onepauwns

» Bo3BpallaeT pe3y/ibTUPYOLINE AaHHblE NOCTABLUMKY.

. BHyTpeHHune [aHHbie

» [laHHble BO3BpalllaeMbie 13 onepaLuu.

. Mapping

* The data is transformed back to the Remote system format as specified in the map-
ping configuration (Mapping for outgoing response data).

* [peobpa3zoBaHHbIE AaHHbIe BO3BpaLLatloTCa 0bpaTHO MOCTaBLLUMKY.

. BHelIHne naHHbie

 [laHHble npeobpa3oBaHbl U MOAFOTOBJIEHbI AJ1A NpuemMa TPaHCMOPTHON CeTbio Kak
oTBeT.

. TpaHcnopTHasda CeTb

* [ony4aeT gaHHbIe y>XXe B hopmaTe YaasneHHon Cnuctemsl.

» Co3paeT NpaBUJIbHbIA OTBET AJ1F 3TOro TMMna TPAaHCMOPTHONM CeTH.

.HTTP oTBEeT

* OTBeT oTnpasaseTca obpaTHO KNMeHTY Beb-cepBuca.

* B cnydae owmnbkn, coobuieHne o6 owmnbke oTnpaBnifeTca yOaLeHHON cucteme
(Hanpumep SOAP-owmnbka, HTTP-owmnbka n 1.4.).
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11.2.2. OTRS Kak 3anpawuMBaeMas CTOPOHa

11.2.2.1. OTRS 3anpoc:
1. O6bpaboTykn Event Trigger

* B 3aBMCMMOCTW OT HacTponmku Beb-cepBuc onpegensetr 6yger naum 3anpoc
CUHXPOHHBLIM NN @aCUHXPOHHbBIM.

* CUHXPOHHbIN

* A direct call to the Requester is made in order to create a new request and to
pass it through the layers.

* ACMHXPOHHbIN
* Create a new Generic Interface (Requester) task for the OTRS Scheduler (by del-
egating the request execution to the Scheduler, the user experience could be
highly improved, otherwise all the time needed to prepare the request and the
remote execution will be added to the OTRS Events that trigger those requests).

* Inits next cycle the Scheduler process reads the new task and creates a call to the
Requester that will create a new request and then passes it through the layers.

2. 3anpalumvBatoLlas CTopoHa
* [Mony4aeT gaHHbIe OT COOLITUN.
* [lpoBepseT Nosy4eHHble AaHHble (Mpu HeobxognmocTn).
* Bbi3BaTb MOAY/N A4pa ANS OOMOJHEHUSA AaHHbIX (Mpy HeobxognumocTn).
* Bo3BpalwlaeT CTPYKTYpYy QLOaHHbIX 3arnpoca wuan oTnpasadeT curHan "OcTaHOBKa
cBAsn" onga 3anpawmsatowen CTOpoHbl (requester), 4Tobbl KOPPEKTHO OTMEHUTb
3anpoc.

3. BHyTpeHHne [aHHble

* [laHHble MepefalnTCsa OT 3anpallnBaloLLLEN CTOPOHbLI (3TO He CNoN, OCHOBAHHbLIN Ha
Mopyne).

4. Mapping

* The data is transformed to the Remote system format as specified in the mapping
configuration (Mapping for outgoing response data).

* Y>xe npeobpa3zoBaHHbIe faHHblIe BO3BpaLlatloTcs 3anpawmsatowen CTopoHe.
5. BHelwIHne AaHHbIe

» [NaHHble Nnpeobpa3oBaHbl U NOAFOTOBJIEHbI A1 OTNPAaBKU yAaleHHON cucTeme.
6. TpaHcnopTHasda CeTb

» Receives the remote operation name and the data already transformed to the Remote
System format from the requester.

» Co3paeT AenNCTBUTESbHbIN 3anpoc AJ19 TPaHCMNOPTHON CeTU.

d OIIIdeJIHEI 3dlTpocC y}_l,dJIEHHU;I LVILIlEéE M OMRVOaeTlT O1BECl O HET
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11.2.2.2. YpaneHHbin OTBeT
1. TpaHcnopTHas ceTb
* [MonyyaeT OTBET U AEeKOAUPYET AaHHble 3anpoca.
* Bo3BpallaeT faHHble 3anpallnBaloLLeN CTOPOHeE.
2. BHewHne pnaHHbIE
e [laHHble NoJsly4YeHHble OT YaaneHHon Cuctemsbl
3. Mapping

» [laHHble npeobpa3ytoTcsa N3 hopMaTa BHELIHEN CUCTEMbI BO BHYTPEHHUIN opmaT
OaHHbix OTRS Tak, Kak 3TO ykKa3aHO B KOHQUrypauunm otobpakeHus nOas 3Town
onepauun (Mapping ansa BXoaswWwmx gaHHbIX OTKAKKA).

* Y>xe npeobpa3oBaHHble AaHHble BO3BpallatloTCs 3anpalmBatowen CTopoHe.
4. BHyTpeHHue [laHHble

* Data as transformed and ready to be passed back to the requester.
5. 3anpalmBatoLias CTOpPOHa

* Mony4aeT BO3BpaLLAEMbIE AAHHbIE.

* Handles the data as needed specifically by each Invoker (included error handling if
any).

* Bo3BpaT pe3ynbTaTa 3anpoca U AaHHbIX 3anpaluMBaloLLlen CTOPOoHe.
6. O6bpaboTynk nnu NnaHnposLLNK OencTBuin

* Receives the data from the Requester, in the case of the Scheduler this data might
contain information to Re-Schedule the task immediately or in the future.

11.3. Beb-cepBuchbi

Beb-cepBuchbl 3TO MeTOA B3aMMOOENCTBUSA MEXAY ABYMS CUCTEMaMU, B HalleM ciy4ae,
OTRS n ynaneHHon cuctemon/Remote System.

OcHoBon Web Service saBnseTcsa ero KoHUrypauus, B KOTOPOW onpenensaeTcs, Kakue
0EeVCTBUSA OH MOXET BbIMOJIHUTL CaM BHYTpu (Operation), Kakne pencTBUs 3anpoca
OTRS Mo)eT BbINONAHUTbL BHewHsaa cuctema (Invokers), kakmm obpa3om p[aHHble
npeobpasyoTCca M3 OoOHOM cucTembl B Apyryt (Mapping), m C MNOMOLLbIO KaKoro
npoToKosia byaeT ocylecTBAATbCA B3anmoaencTeme (Transport)

Generic Interface - 3TO WMHCTPYMEHT, KOTOpbIN Mno3BofseT co3paBaTb Web-cepBucel
ona OTRS npeponpeneneHHbiMm 06pa3oM, MCNOJIb3ys y)Xe roToBble 6J10KN, KOTOpble
He3aBUCUMbI APYr OT Apyra 1 B3auMO3aMeHSAEMbI.

11.4. N'padpmyeckun nurepdenc Bedb-cepsuca

padmyecknin nonb3oBaTensCknnm uHTepdenc (GUI) aBnaeTtca TeM WHCTPYMEHTOM,
KOTOpPbI NO3BOISIET CO34aBaTb CJIOXKHbIE HACTPOMKN Beb-cepBuMca B APYy>KECTBEHHON U
npuaTHOM cpene nHtepdgenca. OH NO3BONSAET:

» Co3pnaHune n YoanuHen seb-cepsncoB
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* iIMnopTupoBaTb U 3KCOOPTUPOBATb HacTpomkm (B cdopmaTe YAML) anga
cyuwecTBytowmnx seb-cepemcos.

* MpocMaTpuBaTb, Bo3BpallaTbCs 1 IKCNOPTMPOBATL YCTapeBLINe KOH(MUIypauMoHHbIe
napameTpbl 415 CYLLEeCTBYOLNX BEO-CEPBUCOB Ha CTPaHULLE NCTOPUU KOHUIYypaLUn.

* OTCcnexuBaTb BCe coobLleHNs XXypHaia ANs KaXXAoro u3 Beb-cepBMCcoOB Ha CTpaHuLe
OTnapgyuka.

11.4.1. O630p Beb-untepdenca

Ccbinka  "Beb-Cepsuchl/Web  Services" Ha rnaBHOM  3KpaHe  uHTepdelica
agMuHucTpaTopa (MaHenn AQMUHUCTPATOpPa) OCYLLECTBAAET Nepexon K aKpaHy ob3opa
Beb6-CcepBMCOB, C MOMOLLbID KOTOPOro, Bbl MOXeTe ynpaBiATb UX HacTpoMKaMu. Bbl
MoxxeTe 006aBsATb HOBbIE UM N3MEHSATb HAaCTPOMKIN CYLLLECTBYIOLLNX Ha 3TOM 3KpaHe.

Every web service configuration screen has in the upper part of the screen a "bread
crumbs" style navigation path. This navigation path is useful to know exactly in which
part of the web service configuration we are, and also enables the user to jump back to
any part of the configuration process at any time (this action will not save any changes).

Note

YT106blI CO30aTb HOBbIN Beb-cepBUC, Ha)XMUTe KHoMKky "[Hob6baBunTb Beb-cepsuc”,
BBEOMTe BCe Heob6xoOanMbl AaHHbIE.

Genericlnterface Web Service Management - Overview

"

Actions Web Service List

(+] Add web service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
First web service Any remote system - - valid
valid

PucyHok: Ob630op Beb-cepBucoB

11.4.2. NobaButb Beb CepBuc

EOVMHCTBEHHOE noJjie B 3TOM 4YacTu - 3To "Uma" Beb-cepBuca, KOTopoe A0/IKHO ObiTb
YHUKasIbHbIM B CUCTEME N He MOXET BbITb NyCTbIM. OCTasibHble NONA TakKXe HeobXoANUMbI
019 HACTPONKKN, Takne Kak "YpoBeHb oTnagku/Debug Threshold" v "OencTButensHocTb",
HO 3TN NOJIA Y>Ke 3anoJIHEeHbl 3HAYEHNAMN N0 YMOJIHaHWIO, A1 KaXXK40ro Crmncka.

3HavyeHmneM No ymondaHuio gasa nonsa "YposeHb otnagkn/Debug Threshold" asnsaeTtca "de-
bug". Kaxgoe nocnepytolee 3HadyeHue "YposeHb oTnagkun/Debug Threshold" ssnseTcsa
6onee cTpormm n oTbpacbiBaeT XypHabl CBA3N 60nee HMU3KOro nopsaka, 4em To, 4TO
YCTaHOBJIEHO B CUCTEME paHee.

OTnapka ypoBHe# (OT HUOKHUX K BEPXHUM)
e OTnanka

* NHhopmaumsa

* YBegomsieHue

* Owwnbka

Tak>Xe eCTb BO3MOXXHOCTb OMpeaennTb NPOTOKOA TpaHcrnopTHon ceTu ansa "OTRS kak
MocTaswmka" n "OTRS kKak 3anpawmnBaemyto CTOpoOHY".
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Haxxmute kHoMnKy "CoxHaHuUTb", 4Tobbl 3aperncTtpmpoBaTb HOBbIN Beb-cepBuc B Hase
OaHHbIX NN KHOMKY "OTMeHUTL" 4T06bl OTMEHUTL 3TY Onepauuio.

Ecnm y Bac yxe umeeTtcsa dann KoHdpurypauum seb-cepsmncos B opmaTte YAML, Bbl
MOXXeTe MMMNOoPTMPOBaTb €ro, HakaB Ha KHoMky "MMnopTupoBaTb Beb-cepBuc" cnesa
Ha 3KpaHe. [na panbHenwen mnHdopmaumm o6 nmnopTte Beb-cepBncoB obpaTmTech K
cnepytouwen cekumn "MameHeHne Beb-cepsuncos/Web Service Change".

Note

HaxmnTe Ha MMs Beb-cepBuCca Ha CTpaHMLE NMPOCMOTPa 4TOObl N3MEHUTHL MK
nobaBnTb 6oNnblle 3n1eMeHTOB Beb-cepBuUCy.

Genericlnterface Web Service Management - Add

" » New Webservice
Actions General

L] Go to overview * Name: Debug &)

X Import web service valid B
Hint

w OTRS as provider

In provider mode, OTRS offers web services which are used by remote systems.
Settings
-]
Operations
Operations are individual system functions which remote systems can request
NAME DESCRIPTION GCONTROLLER INBOUND MAPPING OUTBOUND MAPPING
No data found.

w OTRS as requester

In requester mode, OTRS uses web services of remote systems.
Settings
- |

Invokers
Invokers prepare data for a request to a remote web service, and process its response data

NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING

No data found.
Save

Save or

PucyHok: [lobaBneHne HoBOro Beb-cepsuca

11.4.3. N3MmeHeHMAa Beb-cepBuUca:

Ha >ToM 3KpaHe wuMeeTcs MOJHbIA Habop Mo ynpaB/ieHU KaXAoW YacTbio Beb-
cepsuca. CneBa, B KoJIoHKe "[lencTtema" Bbl HaNAEeTEe HECKOJIbKO KHOMOK, NO3BOASIOLLNX
BbIMOJIHUTb BCE AOCTYMHbIE AEACTBUA Hal Beb-cepBMCOM:

* KnoHupoBaHune Beb-cepsuca.
* JKCNOPTMPOBaTbL BeO-CepBUC.
* iImnopTupoBaThk Beb-cepauC.

* icTopuna KoHUrypauuu.
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e Ypanutb Beb-cepBUC.

e OTNnag4uk.

Note

Mepexon K "WcTopua KoHgpurypauum" mn "OTnagymk" npuBeneT K OTKPbITUIO
passinyHbIX CTPaHWULL.

11.4.3.1. KnoumpoBaHue Beb-cepBuca:

Ons KnoHupoBaHUs Beb6-cepBMCa HeOOXOO4MMO Ha)kaTb KHOMKY "KNOHMpOBaTb BeO-
cepBuUC", MOSIBUTCS AMAJIOrOBOE OKHO, B KOTOPOM MOXHO WCMOJIb30BaTb WUMSA MO
YMOJIHAHMIO UM XKe YCTaHOBUTbL HOBOE NMS O (KJIOHUpYyeMoro) Beb-cepBuca.

Note

3anomHuTeE Ha3BaHWNe Be6-cepBV|ca OOJIKHO ObITb YHUKaNbHbIM A7 BCENn
CNCTEMBbI.

HaxmMuTe KHOMKy "KroHMpoBaTb" 4TobOblI co3paTb konuio Beb-cepBmca UM KHOMKY
"OTMeHunTbI", 4TOBbI 3aKpbITh AMANOrOBOE OKHO.

Clone webservice

*Name: |WebserviceOne-1417627010089

The name must be unique.

Clone Cancel

PucyHok: KioHupoBaHue Beb-cepBuca.
11.4.3.2. 3kcnopT Beb-cepBUca

KHonka "3KcnopT Beb-cepBuca/Export web service" naeT BO3MOXHOCTb BbIFpPY3nUTb
KoH(urypauuio Tekyulero Beb-cepsuca B pann cdopmata YAML, ana 3arpysku ero
N coxpaHeHus B (hallNoBON CUCTEME. DTO MOXeT 6biTb 0COBGeHHO MOoNe3Ho, ecan Bbl
XesaeTe nepeHecTun Beb cepBmMC C 0QHOIO cepeepa Ha APYrown, K NpuMepy, U3 TeCTopown
cpenbl B pabouyio.

Warning

Bce coxpaHeHHble Maposiv B HacTpokax Beb-cepBrca 6yayT sKCMOPTUPOBAHbLI B
BuAe obbIYHOro TeKcTa.

Cpa3y e nocne Ha)kaTus KHOMKK "IkcnopT Beb-cepBuca" NossBUTCA ANANIOrOBOE OKHO
coxpaHeHus, Ha nopobe Toro, KOTOpoe MOSBASETCS KOrga Bbl Ha)kKMMaeTe B bpay3epe
CCbIIKY COXPaHUTb.

Note

Kaxabln 6pay3ep B KaXk[40M onepaLnoHHON cncteme MMeeT CBOM COBCTBEHHbIE
3KpaHbl gnasnora npu CoXpaHeHun n nx sua. B 3aBucnmocTun ot 6paysepa u ero
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HaCTpPOEK, BO3MOXKEH BapuaHT, Korga AWJ1or Npu coxpaHeHun He oTobparkaeTcs
1 hans CoXpaHAeTCsa B KaTasiore no yMosa4aHuio gnsa sawien pansioBon CUCTEMbI.
ObpaTnTech K K AOKMeHTauun Ha bpaysep 019 YTOYHEHUS 3TUX MOMEHTOB.

| Genericlnterface Web Service Management - Change
[ ] Opening WebserviceOne.yml|

» Web Services » WebserviceOne |
You have chosen to open:

; Actions General ® WebserviceOne.yml
P e o WebservE which is: Text File (185 bytes)
: = from: http:/vo1017.virtual.otrs.com
Clone web service cription: )
| L& Descrption: FIStWED St ot should Firefox do with this fila? —
I £ Export web service I Remote system: | Any remote
g | Openwith  Choose...
3 Import web service °
2 Save File
@ Configuration history N ED A
- In providar mode, OTRS offers watg) Do this automatically for files like this from now on.
Tl Delate web service
Settings
i Debugger
Cancel | (O
Network
i Operations —

PucyHok: 3kcropT Beb-cepBuca.
11.4.3.3. UmnopT Beb-cepBuUca:

Ona 3arpy3ku umMmerowerocsas YAML danna koHdurypaumm Beb-cepBuca Tpebyetcs
ncnosb3oBaHme pyHKLMM nMnopTa. Haxxmute kHonky "MnopT Beb-cepsuca", HangnuTe
HY>XHbIA han K yKakKmTe nosiHblil NyTb K HEMY B OKHe BBOJa

Haxxmute KHoMKy "MmnopT" 4Tobbl cO34aTb HOBLIA Beb-cepBUC C haliia WU KHOMKY
"OTMeHNTL" 4TOObI 3aKPbITh AMA/IOrOBOE OKHO.

Note

Nmsa Beb-cepBnca byaoeT B3ATO U3 MMEHM KOH(UIypaLUNoHHOro cania (HanpMmep,
ecnn uma danna MyWebservice.yml, To nma Beb-cepsuca bypnet - MyWebser-
vice). Ecnam B cuceMe yxXe 3apeructpupoBaH Beb-CepBUC C TaKMM WMEHEM,
CUCTEeMa OTKPOET 3KpaH n3MeHeHuns Beb-cepBuca, 4Tobbl Bbl MO/ MOMEHATb UMS
nMnopTupyemoro Beb-cepeuca.

Import webservice

* Configuration File: ~ Browse...  No file selected

The file must be a valid web service configuration

YAML file.

Import Cancel

PucyHok: imriopT Beb-cepBuca.
11.4.3.4. AUctopuna Beb-cepBuca

Ka>kpoe nsmMeHeHne HacTpoek Beb-cepBuCa NOPOXKAAET HOBYH 3annCb B UCTOpUM BED-
cepBuca (Tuna xxypHana). O9kpaH nctopumn seb-cepsuca otobparkaeT CNUCOK BCEX BEPCUN
KoHurypauum gns seb-cepsuca. Kaxgasa ctpoka (Bepcus) B "ictopun KoHpurypauymm"
npeacTaBssieT O4HO N3MEHEHME B UCTOpMK BeD-CepBUCa.
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HaxaTne Ha KOHKPEeTHYI CTPOKY MNpMBOAUT K MOKasy BCel KoHdurypauum Ha
KOHKpeTHYl0 gaTy/Bpemsa. KoHdurypauma otobpaxkaetca B cekumm "LeTann ncropmn"
Ha 3TOM 3KpaHe. Ha 3TOM 3KpaHe Bbl TakXXe MMeeTe BO3MOXXHOCTb 3KCMOPTUPOBaTb
BblIbpaHHYlO Bepcuio KoHGUurypauum Beb-cepBuMca WM BOCCTAHOBUTb 3Ty BeEpCUIO,
CcAesfiaB ee TeKyLlen.

"9kcnopTupoBaTb HacTponku Beb-cepBuca" BeneT cebs TOYHO TakK »XKe Kak
"9kcnopTupoBaThb Beb-cepsuc". Ona 6onee nogpobHon mMHbopmauum obpaTuTecb K
3TOMYy pasgeny.

Ecnun coenaHHble N3MeHeHUs B KOHGUrypauum Beb-cepBnca NpmMBOASAT K HENPABUIIbHBIM
pesynbTaTtaM U UCNPaBUTb BPYYHYIO CAeflaHHble U3MEHEeHUS 3aTPYyLAHUTEsNIbHO, Bbl
MOXKETE Ha)kaTb Ha KHOMKY "BepHyTb KoHGUrypauuto Beb-cepsuca". Haxxatue npuBeaeTt
K OTKPbITUO ANaNIoroBOro OKHa € BONPOCOM, AeNCTBUTEIbHO /1N Bbl XKeslaeTe BEPHYThCA
K npeablayuwen sepcmn. HaxxmuTe Ha KHoOMKy "BepHyTb KOHGUrypauuto seb-cepsuca"
B 9TOM OKHe A9 3aMeHbl TeKYLeNn KOHPUrypauum BoiIbpaHHOM BEPCUEN NN HAXKMNUTE
"OTMeHUTb" OJ19 3aKPbITUSA OKHa.

Warning

MOMHMTE, YTO BCE MApOJIN COXPaHEHHble B KOHpUrypauun seb-cepsuca byayt
3KCMOPTUPOBATHLCA B BUAE 0OLIYHOIrO TEKCTA.

Moxanyincta, OyabTe BHUMaTENbHblI MPU BOCCTAHOBAEHWE MapaMeTpoB
KOHUrypauumn, sTa onepaumsi He MoXXeT BblITb OTMeHeHa.

Genericlnterface Configuration History for Web Service WebserviceOne
» » » History

Actions Configuration History List

1 Go back to Web Service

History Details: Version 6, 2014-12-03 18:33:43
Export web service configuration = Restore web service configuration

Debugger:
DebugThresheld: debug
TestMode: '0°
Description: First web service
Frovider:
Operation:
TicketGet:
Description: Testing
MappingInbound:
Type: Simple
MappingOutbound:
Type: Simple
Type: Ticket::TicketGet
Transport:
config:
Authentication: {}
MaxLength: '2048°
NameSpace: Provider Transport
Type: HTTP::SOAP
RemoteSystem: Any remote system
Requester:
Transport:
Config:
Authentication: {}
Encoding: ''
Endpoint: http://local.otrs.com:8000/Webservice/Example
NameSpace: http://www.otrs.com/GenericInterface/actions
SOAPAction: Yes
SOAPActionSeparator: '#'
Type: HTTP::SOAP

PucyHok: Wictopus Beb-cepBuca
11.4.3.5. YpaneHue Beb-cepBuca

WNHor oa Bo3HMKaeT HE0OOX0AMMOCTb yAaanuTb BEB-CEPBUC MOTHOCTLIO. 1151 3TOF0 MOXXHO
HaXkaTb KHOMKY "YpoannTb Beb-cepBuc", NOSBUTCS OMAJSIOrOBOE OKHO C BOMPOCOM O
NOATBEPXXAEHUM onepauunn.
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KnukHuTe Ha kKHOMKy "YpanuTe" 4Tobbl MOATBEpAMTb yAaseHue Beb-cepBuca wau
KHOMKY "OTMeHUTbL" 4To6bl 3aKpbITh ANaIOrOBOE OKHO.

Warning

Onepaunsa ypaneHnsa Beb-cepBnca He MoXXeT OblTb OTMEHEeHa, MNoXKanymncTa,
6yaobTe BHMMaTENbHbI NpY yaaneHun Beb-cepBurCoB.

Delete webservice

/N Do you really want to delete this web service?

Cancel = Delete

PucyHok: YnaneHue Beb-cepBuca
11.4.3.6. OThnapuyuk Beb-cepBuca:

OTnafunk XpaHuT >XypHas Beb-cepBuca. Ha cTpaHuue oTNagynMka MOXKHO C/eauTb 3a
BCEMU CBA3AMU Beb-cepBepa, Korga oH paboTaeT B posiv NOCTaBLIMKA M NoyYaTens.

Korna oTobparkaeTcs 3Ta CTpaHuLa HaYMHAET 3arpy>KaTbCsl CMUCOK 3anpocos. Mocne
TOro Kak CnMcok 6yAeT MOJIHOCTb 3arpy>XeH, MOXHO BblbpaTb OAHY W3 CTPOK (4TO
O3Ha4aeT NnocnefoBaTeIbHOCTb CBSI3ei) U NPOCMOTPETL NOAPOOHI0 MHOopMaunto. ITa
NHpopMaumsa byaeT oTobparkaTbCs BO BCMJILIBAIOLLEM OKHE HUXKE.

MOXXHO CY3UTb CMMCOK MCMNOAb3ys (PUALTP B MPABOA 4acTW CTpaHULbl. PunbTpaLnio
MO>XHO MPOW3BOAUTL MO:

* Tun cBA3K (MOCTaBLLMK MK 3anpallMBaeMas CTOPOHaA)
e JlaTa: 4o n / nam nocne onpenesieHHoOn gaThbl

* YpaneHHbin IP-agpec

* Co4yeTaHue BCeX.

Mocne Toro Kak HaCTPOMKM hubTpPa 3aBepLUeHbl, HaXXMUTe KHoMKY "OBHOBUTL" 1 HOBLIN
CMNCOK, OTBEYaloWmMi Bawmnm Kputepumsam bynet otobparkeH.

Note

B 3aBMCMMOCTM OT KPUTEPMEB MOMNCKA YCTAHOBJIEHbLIX B (hUJIbTPE, HOBbIA MOUCK
MO>XET BEPHYTb MyCTOW CMNCOK.

B neBon 4acTw 3KpaHa, nog (PpenmMoMm AeNCTBUN, Bbl MOXXeTe BblbpaTb "BepHyTbCS
K Beb-cepBMCY" UM OYUCTUTb >XYypPHas OTNaAKW, Ha)KaTUeM Ha KHonKy "Ounctutb".
Mpn 3TOM OTKpPOETCHA AManoroBoe OKHO, rge Bac MOMpPoOCAT NOATBEPAUTb OYUCTKY
XKypHana. Haxxmute "O4nctntb" B 4NasIOrOBOM OKHE AJ18 BbIMOJIHEHUSA 3TOM0 AENCTBUA
nnanm "OTMEeHNTL" ONS 3aKpbITUA guanora.

B pa3znene "MogpobHocTy 3anpoca" MOXKHO NpocMaTpmBaTb NOAPOOHYI0 MHOopMaL Mo O
KOMYHUKaunKn. 3aeCb MOXXHO C/IeNTb 3a NOJIHbIM MOTOKOM M NPOBEPSATb BCEBO3MOXHbIE
owmnbknM nam noaTeBep>KaTb yCneLlHble OTBEThI.
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Genericlnterface Debugger for Web Service GenericTicketConnectorSOAP

» » » Debugger
Actions Request List
L] Go back to web service TYPE TIME REMOTE IP R B
] Clear 12 B2 Beos P
12 B/os BV eo1s B
Select a single request 1o see its

& Refresh

Request Details

» Communication sequence started (2014-12-03 18:54:35, debug)

* Received data by provider from remote system (2014-12-03 18:54:35, debug)

<soapenv:Envelope xmlns:scapenv="http://schemas.xmlsoap.org/scap/envelope/" xmlns:tic="http://www.otrs.org/TicketConnec
<soapenv:Header/>
<scapenv:Body>
<TicketGet>
<l==Y¥ou have a CHOICE of the next 3 items at this level-->
<|--Optional:-->
<tic:UserLogin>stefan.bedorf</tic:UserLogin>
<l==0Optional:==>
<tic:Password>MyPwd</tic:Password>
<l--1 or more repetitions:-->
<tic:TicketID>1</tic:TicketID>
<|--Optional:-->
<tic:DynamicFields></tic:DynamicFields>
<l==0Optional:==>
<tic:Extended>1</tic:Extended>
<!--Optional:-->
<tic:AllArticles>l</tic:AllArticles>
<tic:Attachments>l</tic:Attachments>
</TicketGet>
</soapenv:Body>
</soapenv:Envelope>

* Detected operation 'TicketGet' (2014-12-03 18:54:35, debug)

No data provided

* Incoming data before mapping (2014-12-03 18:54:35, debug)

SVAR]L = {
"AllArticles' => '1',
"Attachments' => '1',
"DynamicFields' => '",
"Extended' => '1°,
"pPassword' => 'MyPwd’,
‘TicketID' => '1',
"UserLogin’ => 'stefan.bedorf’'

b
» Outgoing data before mapping (2014-12-03 18:54:35, debug)

» Returning provider data to remote system (HTTP Code: 200) (2014-12-03 18:54:35, debug)

PucyHok: OTnaaymk Beb-cepsuca.
11.4.3.7. N3MeHeHMe HacTpoeK Beb-cny>Xxobl

Bo3BpaTuMBLUUCL Ha 3KpaH N3MEeHeHUs, nepenaem kK 063opy NpaBon ero 4YacTu. 34eCh Bbl
nMeeTe BO3MOXXHOCTb U3MEHUTb BCE OCHOBHbIE AaHHble Beb-cepBuCa, Takue Kak ums,
ypoBeHb OTNaAKu U T.4. TakXXe, 34ecCb, HNXKe, UMeloTCA elle ABe CeKLnn nossonsatoLine
M3MEHUTb CheumnanbHble NnapameTpbl ona Tuna cea3m "OTRS kak nposangep" n "OTRS
Kak nonyyartenb".

The web service configuration needs to be saved on each level. This means that if a setting
is changed, links to other, deeper parts of the configuration will be disabled forcing you
to save the current configuration level. After saving the disabled links will be re-enabled
again allowing you to continue with the configuration.

On the "OTRS as provider" section it is possible to set or configure the network transport
protocol. Only network transport back-ends that are registered are shown on the list. To
configure the network transport click on the "Configure" button. It is also possible to add
new operations in this box. To do this select one of the available operations from the "Add
Operation" list. This will lead you to the operation configuration screen. After saving the
new operation it will be listed in the table above.
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"OTRS Kak 3anpalimBatollas CTOPOHA" O4YeHb MOXO0XK Ha npeablayuwui, HO BMECTO
"onepaunn" 3gecb MoxxHo fobaeuTb invokers

Ha>xmMuTe KHOMKy "CoXpaHuTb" [N COXPaHEHUS M MNPOLOJIKEHUA HACTPONKK Beb-
cepBuca. "CoxpaHnTb U NPOAO/IKUTL" - OJ19 COXPAaHEHWSA N BO3BPaTa B OKHO 0630pa Beb-
cepBncoB, Man "OTMeHUTb" ONA OTMEHbI, CAeSlaHHbIX Ha 3TOM YPOBHE, U3MEHEHUN n
BO3BpaTa K OKHY 0630pa Beb-cepBMCOB.

Genericlnterface Web Service Management - Change

» » GenericTicketConnectorSOAP
Actions General
1 Go to overview * Name: GenericTicketConnectorSQ Debug 5
2] Clone web service Ticket Connector SOAP Sa vaiid <)
X Export web service
52 Import web service
OTRS il
@ Configuration history h as provider
W Delote wab sarvica In provider mode, OTRS offers web services which are used by remote systems
Settings
W Debugger
HTTP:SOAP o) Configure
Hint Operations
Operations are individual system functions which remote systems can request
NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING
Creates a Session Session::SessionCreate
Greates a Ticket Ticket::TicketCreate
Retrieve Ticket data Ticket: TicketGet
Search for Tickets Ticket::TicketSearch
Updates a Ticket Ticket::TicketUpdate
=

w OTRS as requester

In requester mode, OTRS uses web services of remote systems.
Settings
- |
Invokers.
Invokers prepare data for a request to a remote web service, and process its response data.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING

No data found.

Save

Save oOf Saveandfinish or

PucyHok: VI3meHeHus1 Beb-C/1yx6bl.

Note

Like the other Generic Interface configuration screens such as Network Transport,
Operation, Invoker and Mapping, the initial configuration (add) screen will only
present two options: "Save" and "Cancel". If the configuration is re-visited, a new
option "Save and Finish" will appear. The behavior of this feature is defined below.

"CoxpaHUTb N 3aKOH4YUTbL" COXPaHUT HACTPOMKM TeKyLlero ypoBeHs B 6ase
OaHHbIX N BEPHET K Npeablayuien cTpaHuue B Mepapxmm KoHpuUrypawumu.

"Save and Finish" coxHaHWT TeKyLWM ypoBeHb HacTpoek B 6a3e JaHHbIX U
BepHeTCsa K npeAbliayLien CTpaHULe B nepapxumn KoHpurypaumn.

"OTMeHNTL" ByaeT oTMeHATb Nilobble U3MeHeHNs KOHpUrypauum n Bo3BpallaTh
MX K TeKylweMmy YPOBHIO KOH(Urypauum, rnocse 4ero BO3BpaLlaTbCA Ha K
npegbioyLemy 3KpaHy B uepapxmn HacTpoeK.
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11.4.3.7.1. TpaHcnopTaHA ceTb Beb-cepBuca

In future the list of available network transports will be increased. Currently only
"HTTP::SOAP" and "HTTP::REST" transports are available. Each transport has different
configuration options to setup and they might use different frontend modules to config-
ure them,

It is quite simple to configure the "HTTP::SOAP" protocol as provider. There are only two
settings: "Namespace" and "Maximum message length". These fields are required. The
first one is a URI to give SOAP methods a context, reducing ambiguities, and the second
one is a field where you can specify the maximum size (in bytes) for SOAP messages that
OTRS will process.

Genericlnterface Transport HTTP::SOAP for Web Service GenericTicketConnectorSOAP

» " »

Actions Metwork transport
. Go back to web service Properties
HTTP::SOAP

«Namespace:  hittp//www.otrs.com/TicketGonnector/

*Maximum message length: | 100000000

Here you can specify the maximum size {in bytes) of SOAP messages that OTRS will pi

Save or Saveand finish or

Figure: Web service provider network transport HTTP::SOAP.
For "HTTP::REST" the configuration might be a bit more complicated, as it grows dynam-
ically for each configured operation by adding: "Route mapping for Operation '<Opera-
tionName>"" and "Valid request methods for Operation '<OperationName=>'":" settings to
the default transport settings "Maximum message length:" and "Send Keep-Alive:"
* KapTa MapLupyTa A14 BbiNosHEHUA onepaunun '<OperationName>":
In this setting a resource path is set. This path must be defined according to the needs of
the web service considering that the path in conjunction with the HTTP request method
determines the Generic Interface operation to be executed.
MyTb MOXXeT coaep)XaTb NepeMeHHblie B Buae ':<lmallepemeHHON>' Kakgasa CTpoKa
yacTu nNyTW 3anosiHgemas BMeCcTO nepeMeHHon 6OypeT pobasneHa K 3ampocy,
MNCNoJib3ya NMs NepeMeHHOoN 3aaHHON B 3TOM NapamMeTpe.
Mpumepsl:
KapTa MmapuwpyTa: /Resource
» lonycTuMble 3anpochbl:

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource?Paraml1=0ne

* HeponycCTuMble 3anpochl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource
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http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource?Paraml1=0ne

KapTa mapwpyTa: /Resource/:ID
e [lonyCcTuMble 3anpochl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/1?Paraml=0One

In both cases ID = 1 will be sent to the operation as part of the payload. In the second
case also Paraml = One will be added, depending on the HTTP request method other
parameters will be added if they come as a JSON string in the request header.

* HeponycTuMmeble 3anpochbl:

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource?Paraml=0ne

KapTta mapuwpyTa: /Resource/OtherResource/:ID/:Color
e [lonyCcTuMble 3anpocChl:

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1/Red

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherReosurce/123/Blue?Param1=0ne

B nepsom npumepe ID = 1 and LiBeT = KpacHbIn, Torga Kak Bo BTopoMm ID = 123 and
LiBeT = CuHu.

* HeponycTuMble 3anpochbl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1?Paraml=0ne

In the first example the part of the path '/OtherResource' is missing as well as the :Col-
or variable, on the second example just :Color variable is missing.

* lonycTumblie MeToabl 3anpoca ana Onepauunn '<maOnepaynn=>":

The HTTP request methods to determine the operation to use together with the route
mapping, possible options: CONNECT, DELETE, GET, HEAD, OPTIONS, PATCH, POST, PUT
and TRACE.

Totally different operations can share exactly the same mapping path, but the request
method must be unique for each operation, in order to determine correctly the operation
to use on each request.
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Genericlnterface Transport HTTP::REST for Web Service WebserviceOne

» » "

Actions Network transport

Go back to web sanvica Properties
HTTP::REST

+ Route mapping for Operation 'TicketGet; | /Resource/:Identifier

GONNECT
DELETE
GET

mit this Operation to specific request methods. If no method is selected all requests will be accepted.

*Maximum message length: | 10000000

Here you can specify the maximum size (in bytes) of REST messages that OTRS will process
*Send Keep-Alive: | No o

This configuration defines if incoming connections should get closed or kept alive.

Save or

Figure: Web service provider network transport HTTP::REST.
11.4.3.7.2. Onepauumn Beb-cepBuca

The actions that can be performed when you are using OTRS as a provider are called "Op-
erations". Each operation belongs to a controller. Controllers are collections of operations
or invokers, normally operations from the same controller need similar settings and share
the same configuration dialog. But each operation can have independent configuration
dialogs if needed.

Name, Description, Backend, and Mappings are fields that normally appear on every op-
eration, other special fields can appear in non default configuration dialogs to fulfill spe-
cific needs of the operation.

Normally there are two mapping configuration sections on each operation, one for the
incoming data and another one for the outgoing data. You can choose different mapping
types (backends) for each mapping direction, since their configuration is independent
from each other and also independent from the operation backend. The normal and most
common practice is that the operation uses the same mapping type in both cases (with
inverted configuration). The complete mapping configuration is done in a separate screen
which depends on the mapping type.

The operation backend is pre-populated and is not editable. You will see this parameter
when you choose the operation on the web service edit screen. The field is only informa-
tive.

In the left part of the screen on the action column you have the options: "Go back to web
service" (discarding all changes since the last save) and "Delete". If you click on the last
one, a dialog will open and ask you if you like to remove the operation. Click on "Delete"
button to confirm the removal of the operation and it configuration or "Cancel" to close
the delete dialog.
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Change Operation TicketGet of Web Service WebserviceOne
» Change operation TicketGet

Actions Operation Details
4 Go back to web service * Name: TicketGet
] Delete The name Is typically used to call up this web service operation from a remote system
Testing

Simple |4 Configure
The req

Simple & Configure

The response data will be processed by this mapping, to transform it to the kind of data the remote syster

expects.

Save or Saveand finish or

PucyHok: Onepaunn Beb-cepBuca
11.4.3.7.3. Web Service Requester Network Transport

The network transport configuration for the requester is similar to the configuration for
the provider. For the Requester "HTTP::SOAP" network transport there are more fields to
be set.

Apart from the "Endpoint" (URI of the Remote System web service interface to accept
requests) and "Namespace" which are required fields, you can also specify:

* Koguposka (Takasa Kak utf-8, latinl, iso-8859-1, cp1250, u T.4.) ana SOAP-coobLeHuni.

* SOAPAction Header: you can use this to send an empty or filled SOAPAction header. Set
to "No" and the SOAPAction header on the SOAP message will be an empty string, or set
to "Yes" to send the soap action in Namespace#Action format and define the separator
(typically "/" for .Net web services and "#" for the rest).

* AyTeHTUdMKaLNA: YCTAHOBUTb MEXAHU3M ayTeHTUPMKaL NN, YCTaHOBJIEHO B "-" 4TOObI
He MCcnonb3oBaTh NOOYI0 NPOBEPKY MOAJIMHHOCTU uUaKn BbibpaTb ee U3 cnmcka, noce
yero NoABMTCA nose ¢ nogpobHon nHopmaumnen.

Note

Currently only the "BasicAuth" (HTTP) authentication mechanism is implemented.
You can decide whether or not to use it depending on the Remote System config-
uration. If used, you must provide the User Name and the Password to access the
remote system.

Warning

Ecnn Bbl ucnosb3yeTe NapoJsib Ana ayTeHTUdUKaLumm, To Mpu 3KCNopTe HacTpoeK
Beb-cepnca B YAML-pann 3TOT naposib OypoeT packpbiT M 3anMcaH B Buae
MPOCTON TEKCTOBOW CTPOKW BHYTpu thanna YAML. 3HanTe o6 3TOM 1 npmmMmnTte
Mepbl NPeAoCTOPOXKHOCTY B C/ly4ae HeobXxoaMMoCTu.
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Genericlnterface Transport HTTP::SOAP for Web Service WebserviceOne

" » »

Actions MNetwork transport
] Go back to web sarvice Properties
HTTP::S0AP

+ Endpoint;  http://local.otrs.com:8000/\Webservice/Example

URI to ervice,
al.otrs.c nple

e.g. ht

*Namespace:  http://www.otrs.com/Genericinterface/actions

terface/actions

Yes &)

Setto "N

n name space and SOAP method
s separator.

No &

Show or hide SSL options to connect to the remote system.

Save or Saveandfinish or

Figure: Web service requester network transport (HTTP::SOAP).

In the case of HTTP::Rest, this configuration also grows dynamically depending on the
configured invokers by adding "Controller mapping for Invoker '<InvokerName=>'":" and
"Valid request command for Invoker '<lnvokerName>":" for each invoke. Authentication
and SSL options are similar to the ones in HTTP::SOAP

* CepBep

Nma xocTa/cepBepa naum IP agpec n NopT yoaneHHOW CUCTEMbI, €C/IN NOPT He 3adaH,
Mo ymon4aHuio ncrnonbsyetcsa nopt 80.

» Controller mapping for Invoker '<InvokerName>":

In this setting a resource path is set. This path must be defined according to the needs
of the remote web service and following its definition.

Path can contain variables in the form of ':<VariableName>"' for each variable name
that matches the current data (to be sent), will be replaced by the corresponding data
value. This matched variable names and values will be remove from the current data.
Depending on the HTTP request command the remaining data could be sent as a JSON
string in the request body or as query parameters within the URI.

Mpumepsl:
Ona paHHbIX: Varl = One, Var2 = Two, Var3 = Three and Var4 = Four.
Controller mapping: /Resource
* [locne 3ameH:
/Resource
e OcTaBLWMECH OAHHbIE:

Varl = One, Var2 = Two, Var3 = Three and Var4 = Four
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Controller mapping: /Resource/:Varl
* [locne 3ameH:
/Resource/One
e OCTaBLINECA OaHHbIE:
Var2 = Two, Var3 = Three and Var4 = Four
Controller mapping: /Resource/:Varl?Paraml=:Var2&Var3=:Var3
* [locne 3ameH:
/Resource/One?Paraml=Two&Var3=Three
e OcTaBlIMeCs OaHHble:
Var4 = Four
* [lonycTuMasa KoMaHOa 3anpoca ansa BeizoBa '<imaBbizoBa>":
This determine the HTTP request method to use, possible options: CONNECT, DELETE,
GET, HEAD, OPTIONS, PATCH, POST, PUT and TRACE. If no command is selected, Default
command is used.

* KoMaHOa no ymoJsi4aHuio

Used as a fall-back for all Invokers with out a defined request command

Genericlnterface Transport HTTP::REST for Web Service WebserviceOne

Actions Network transport
Go back to web service Properties
HTTP::REST

*Host:  Nmps/www.otrs.com: 10745/apl/v1.0

0 (without trailing backslash)

GET B

The default HTTP command to use for the requests.

BasicAuth o)

* User:

Figure: Web service provider network transport HTTP::REST.

11.4.3.7.4. Bbi3oB Beb-cepBuca:

The actions that can be performed when you are using OTRS as a requester are called
"Invokers". Each invoker belongs to a controller (controllers are collections of operations
or invokers). Usually invokers from the same controller need similar settings and share

the same configuration dialogs. Each invoker can have independent configuration dialogs
if needed.
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Name, Description, Backend, and Mappings are fields that normally appear on every in-
voker. Additionally the list of event triggers and other special fields can appear on non
default configuration dialogs to fulfill special needs of the invoker.

Normally there are two mapping configuration sections for each invoker, one for the in-
coming data and another one for the outgoing data. You can choose different mapping
types (backends) for each mapping direction, since their configuration is independent
from each other and also independent from the invoker backend. The normal and most
common practice is that the invoker uses the same mapping type in both cases, with
inverted configuration. The complete mapping configuration is done in a separate screen,
which depends on the mapping type.

The invoker backend is pre-populated and can not be edited. You will see this parameter
when you choose the invoker on the web service edit screen. The field is only informative.

Event triggers are events within OTRS such as "TicketCreate", "ArticleSend", etc. These
can act as triggers to execute the invoker. Each invoker needs to have at least one event
trigger registered, or the invoker will be useless, because it will never be called. The
asynchronous property of the event triggers define if the OTRS process will handle the
invoker or if it will be delegated to the OTRS Scheduler.

Note

The OTRS Scheduler is a separate process that executes tasks in the background.
Using this the OTRS process itself will not be affected if the Remote System takes
a long time to respond, if it is not available or if there are network problems. If you
don't use the scheduler using web services can make OTRS slow or non-responsive.
Therefore it is highly recommend to use asynchronous event triggers as often as
possible.

To add an Event trigger, first select the event family from the first list, then the event
name from the second list, then set the asynchronous property (if unchecked means that
the event trigger will not be asynchronous) and finally click on the plus button. A new
event trigger will be created and it will be listed on the invoker "Event Triggers" list.

To delete an Event trigger, simply locate the event trigger to be deleted in the "Event
Triggers" list and click on the trash icon at the end of the row. This will open a dialog that
asks you if you are sure to delete the event trigger. Click "Delete" to remove the event
trigger from the list, or "Cancel" to close the dialog.

In the left part of the screen on the action column you have the options: "Go back to
web service" (discarding all changes since the last save) and "Delete". If you click on the
last one, a dialog will emerge and ask you if you like to remove the invoker. Click on the
"Delete" button to confirm the removal of the invoker and its configuration or "Cancel"
to close the delete dialog.
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Change Invoker InvokerOne of Web Service GenericTicketConnectorSOAP
» » » Change invoker InvokerOne
Actions Invoker Details
L] Go back to web service * Name:  InvokerOne

T Delete The name is typically used to call up an operation of a remote web service

A short description

Test::TestSimple

proces

S response data

Simple & Configure

Simple & Configure

EVENT ASYNCHRONOUS DELETE
TicketCreate Yes

TicketMerge Yes

Ticket |7} EscalationResponse TimeNotifyBefore | 7] ]

Save oOf Saveandfinish or

PucyHok: Web service invoker.
11.4.3.7.5. Be6 CepBuc

There are cases where you need to transform the data from one format to another (map
or change data structure), because normally a web service is used to interact with a
Remote System, that is highly probable that is not another OTRS system and / or could not
understand the OTRS data structures and values. In these cases some or all values have
to be changed, and sometimes even the names of the values (keys) or even the complete
structure, in order to match with the expected data on the other end. To accomplish this
task the Generic Interface Mapping Layer exists.

Each Remote System has it own data structures and it is possible to create new mapping
modules for each case (e.g. there is a customized mapping module for SAP Solution Man-
ager shipped with OTRS), but it is not always necessary. The module Mapping::Simple
should cover most of the mapping needs.

Note

When Mapping::Simple does not cover all mapping needs for a web service, a
new mapping module should be created. To learn more about how to create new
mapping modules please consult the OTRS Development Manual.

oT0T MoAoyJsib AdaeT BO3MOXHOCTb YCTaHOBUTb 3Ha4deHune Aand 0T06pa)KeHI/|$| no
YMOJTHaHUIO ONA KaXXO0ro Kja4a Uin 3Ha4eHna gna Bcex nepegaBaeMbiX daHHbIX.

At the beginning of the screen you will see a general section where you can set the de-
fault rules that will apply for all the unmapped keys and values. There are three options
available, these options are listed below:

* He n3mMeHATb: He KacaeTCsa KYen U 3Ha4YeHuin B Ntobom cny4ae.

* Ignore (drop key/value pair): when this is applied to the key it deletes the key and value,
because when a key is deleted then in consequence its associated value is deleted too.

vill be processed by this mapping, to transform it to the kind of data
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When this is applied to the value, only the value is deleted, keeping the key, that now
will be associated to an empty value.

* MapTo (use provided key or value as default): all keys and / or values without a defined
map rule, will use this as default, when you select this option a new text field will appear
to set this default.

Clicking on the "+" button for new key map, will display a new box for a single mapping
configuration. You can add as many key mappings as needed. Just click on the "+" button
again and a new mapping box will appear below the existing one. From this mapping
boxes you can define a map for a single key, with the next options:

* ToyHOe 3Ha4YeHne(s): CTpoKa Co CTapbiM 3Ha4YeHNEM ByneT 3aMmeHeHa HOBOW B Cllyyae
MOJIHOIrO coBnageHus "ctaporo" KJwya.

* PerynsapHoe BblpaXkeHue: CTpoknm OyAyT UW3MeHeHbl C TMOMOLbI0O MpaBuia
npeobpasoBaHuS.

Pressing the new value map "+" button will display a new row for a value map. Here it
is also possible to define rules for each value to be mapped with the same options as for
the key map (Exact value and Regular expression). You can add as many values to map
as needed, and if you want to delete one of them, just click on the "-" button for each
mapping value row.

YpaneHue uenoro pasfena knaw4den oTobpakeHuUs BO3MOXHO, MPOCTO HaXMUTe Ha
KHOMKy "-", pacnoslio)KeHy0 B BepXHEeM MpaBoOM YIrJjy KaXK4oro oKHa, 419 KOTOPOro Bbl
XO0TUTE YAANUTb.

If you need to delete a complete mapping configuration: go back to the corresponding
operation or invoker screen, look for the mapping direction that you select before and set
its value to "-", and save the configuration to apply changes.

Genericlnterface Mapping Simple for Web Service WebserviceOne
" » » » Simple Mapping for Incoming Data

Actions Mapping Simple

Ll Go back to operation
Keep (leave unchanged)

This rule will apply for all keys with n

Keep (leave unchanged) | 7]

This rule will apply for all values with no mapping rule.
¥ Mapping for Key KeyNew
*Mapkey:  KeyOne Exact value(s) El*tonewkey:  KeyNew

#Map value: | MapCne Exact value{s) K to new value: | MapNewOne

#Map value: | MapTwo Exact value{s) K to new value:  |NewValue

Save Save and finish  or

PucyHok: Web service mapping.
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11.5. NHTepdenc KoOMaHOAHOU CTPOKMU Beb-
CepBuca

NHTepdenc komaHaHon cTpoku (CLI) 3To bbicTpbii NyTb ANnsa paboTel ¢ Beb-cepBucamu.
OH cocTouT 13 Habopa MHCTPYMEHTOB, KOTOPbIE MOXXHO UCMOJIb30BaTb AJ19 BbINOJIHEHUSA
OCHOBHbIX OMepaunii, TakKux Kak:

e Co3pgaTtb, O6bHOBUTL, YuTaTb, MpocMaTpuBaTb U YaanuTb Beb-cepBUCbI OCHOBaHbIe
OCHOBaHble Ha YAML-pannax.

* YTeHune xypHana OTnag4vymka c onumsmMmn puabTpaumun.

Note

HeT Hy>XAbl B UCMOIb30BaHUN MHTEP(ENCa KOMaHAHOM CTPOKKN N1 paboThl ¢ Be6-
cepBucaMn.MHTeppenc agMuUHNCTPaTopa COOEPXXUT MOJNHbIN Habop 3KpaHoB/
pa3fenoB ON8 B3aMMOOENCTBMSA C KakAOW M3 CoCTaBAasloWUX Beb-CepBMCOB.
YuTanTte pasgen onucaHusa no paboTe storo nHtepdenca/GUIl, BKIOYEHHbIN B 3TO
PYyKOBOACTBO.

11.5.1. KoHdwurypauuns Beb-cepBuca

dann "WebserviceConfig.pl" 6bin pa3paboTaH ans Toro 4Tobbl CO34aTb MPOCTONW, HO B TO
Ke BpPeMS ObICTPbIA U MOLLHbBIA MHCTPYMEHT a5 paboTbl C HacTporkaMu Beb-cepBuca.
OH npenocTaBiseT BO3MOXHOCTb BbIMOJIHATL C/llefyoline enCcTBUS:

* Add: pns co3paHus Beb-cepBMCOB C ucCnonb3oBaHueM YAML-pannoB B KadecTse
NCTOYHMKa KOHUrypaumu.

» Update: wu3MeHUTb cyllecTBywOLWNN Beb-cepBUC, KOHDUrypauus MoOXeT ObiTb
M3MEHEHa C UCMOJIb30BaHUEM APYrUX Ui nameHeHHbix YAML-channos.

* Read: nnqa BbIBOAA Ha 3KpaH TEKYLLMX HAaCTPOeK Beb-cepBuca.

e List: 4TOObI MONYYMTb MOMHBLIA CMUCOK BCEX Be6-CepBMCOB, 3aperncTpUpoBaHHbIX B
cucTeme.

* Delete: ons ynaneHus seb-cepBuca N3 cucTembl. by ibTe 0CTOPOXKHbI NP BbIMOJIHEHUN
3TOW onepaunmn, ee HEBO3MOXKHO OTMEHUTb.

Warning
Onepauns Beb-cepBuca READ byneT oTtobpa)kaTb Ha 3KpaHe BCe HACTPOWKU B
BUZE MPOCTOro TeKCTa, BKJ0Yass COXpaHeHHble naposn. NMoMHuTe 06 3ToM U

cobnogante HeobxognMble Mepbl NPEOCTOPOIXKHOCTK!

Mpumep: Co3paHne HOBOW KOH(pUrypauum seb-cepBuca:

shell> OTRS HOME/bin/otrs.WebserviceConfig.pl -a write -n <webservice name> -f /path/to/
yaml/file

Tak>xe MO>XHO ncnonb3oBaTb pann 'otrs.WebserviceConfig.pl' co cheayowmmm onymnsamu:
» -a read -i <webservice_id> - [1ng 4yTeHns coxpaHeHHON KOHUrypauuu.

* -a write -n <webservice_name> -f /path/to/yaml/file - 1nsa co3paHns HoBoro Beb6-
cepBuca.
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* -a write -i <webservice_id> -f /path/to/yaml/file - Ins obHoBNeHna Beb-cepBUca.
» -a list - [1ns npocMoTpa cnucka AoCTYMHbIX Be6-cepBnCOB.

* -a delete -i <webservice_id> - [1nq ynaneHuns seb-cepsuca.

11.5.2. OThap4uk Beb-cepBuca:

Ewe oaHUM [AOCTYMHbIM WHCTPYMEHTOM KOMaHAHOW CTPOKU ABASETCA CKpUNT
"otrs.GenericlnterfaceDebugRead.pl", KoTopbin NpefocTaBAseT MHTepdenc Ana Ans
MoncKa 3anucen B XXypHane oTnag4mka seb-cepsuca.

Mpumep: MNonck 3anncen B XXypHase oTnagyvka:

shell> bin/otrs.GenericInterfaceDebugRead.pl

[JononHuTenbHble NapamMeTpbl MOryT ObITb  MCNOJIL30BaHbl  AONA  CLEHapus
"otrs.GenericlnterfaceDebugRead.pl":

* -C - gna unbTpaymm no Communication ID (md5sum dopmaT).

e -t - gna dounnbTpaumm no CommunicationType ('Provider' unm 'Requester’).

* -a - ons hunbTpauum no gate (Ha Tekywyto naty nau Mocne Hee).

* -b - onA dunbTpaumn No faTte (Ha TekyLlyo gaTy unn o Hee).

e -i - onsA punbTpauum no IP-aagpecy (oomxkeH 6bITb NpaBubHbIA IPv4 nnn IPv6 agpec).
e -w - ons punbTpaunm no ID Beb-cepBuca.

* -d - BKJIIOYUTb NOAPOOHLIE NepefaBaeMble faHHbIE.

Mpumep: Mounck 3anncen xypHana oTNafuynka co BCEMU NapaMeTpaMu:

shell> ./otrs.GenericInterfaceDebugRead.pl -c a7cc4d9f5c70387a9bfbel351bc88966 -t Provider -
a '2011-07-22 00:00:00' -b '2011-07-26 00:00:00' -i 127.0.0.1 -w 123 -d 1

Note

HacToaTenbHO pekoMeHOyeM BKOYaTb, KaKk MUHMMYM OAWH W3 MapaMeTpoB
unbTpaunun, NepedncieHHbIX Bbille, Uan gake 6osbLue, ecnbl BbibpaH Koy "-d",
T.K. 60/1bLLIOE KONMMYECTBO UHPOPMaLMN MOXeT BbITb MoJsly4eHo 1 oTobpaxkaTbCs
Ha 3KpaHe, 4YTo npuBeAeT B 6O0NbLWIOMY BpPEMEHW OXWUAAHWUSA WU MOJIYyHEHUIO
n36bITOYHON NHGDOPMaLUN.

11.6. KoHdurypauumsa Beb-cepBuca

From its design the web services were conceived to be portable from one OTRS system to
another, e.g. from a test or development environment to a production system. Therefore
it was needed to have an easy way to extract the web service configuration from the
database, and import it to another. To accomplish this task the Generic Interface uses
YAML files as the web services configuration basis.

Moyemy YAML? YAML 5>3To 43blKk pa3MeTKu, pa3paboTaHHbIA  creunanbHo
YyesloBeEKOYMTaeMbIM 1 ya0bHbIM Ans HanncaHus (oH 6onee noHsaTeH Yem J[SON), He umeeT
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HEKOTOpPbIX OrpaHnyeHnin XML, Takux Kak YNCOBbIE T3rW, OH OTKPbIT, CTaHAAPTU30BaH
N NMOSIHOCTbIO YA OBJIETBOPSET 3a4a4€ XpPaHEeHUsI BCeX HacTpoek Beb-cepBnCOoB.

Note

Y1o6bl Yy3HaTh OGonbwe o YAML noxanyincta noceTute ccbinky http://
www.yaml.org/.

Huxxe npueoanTcsa KoHduUrypauus Beb-cepBepa Ha OcCHoOBe anna KoHdurypauum s
opmaTeYAML:

Debugger:
DebugThreshold: debug
Description: This an example of a web service configuration
Provider:
Operation:
CloseIncident:
Description: This is a test operation
MappingInbound: {}
MappingOutbound: {}
RemoteSystemGuid: ‘'
Type: Test::Test
Test:
Description: This is a test operation
MappingInbound:
Config:
KeyMapDefault:
MapTo: ‘'
MapType: Keep
KeyMapExact:
Prio: Priority
ValueMap:
Priority:
ValueMapExact:
Critical: 5 Very High
Information: 1 Very Low
Warning: 3 Normal
ValueMapDefault:
MapTo: 3 Normal
MapType: MapTo
Type: Simple
MappingOutbound:
Config:
KeyMapDefault:
MapTo: ‘'
MapType: Ignore
KeyMapExact:
Priority: Prio
ValueMap:
Prio:
ValueMapExact:
1 Very Low: Information
3 Normal: Warning
5 Very High: Critical
ValueMapDefault:
MapTo: ‘'
MapType: Ignore
Type: Simple
Type: Test::Test
Transport:
Config:
MaxLength: 10000000
NameSpace: http://www.example.com/actions
Type: HTTP::SOAP
RemoteSystem: remote.system.description.example.com
Requester:
Invoker:
Test:
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Description: This is a test invoker

Events:

- Asynchronous: 1
Event: TicketCreate

- Asynchronous: 0
Event: ArticleUpdate

MappingInbound:

Type: Simple

MappingOutbound:

Type: Simple

Type: Test::Test

Transport:
Config:

Authentication:
Password: !'*ikkkiok!
Type: BasicAuth
User: otrs

Encoding: utf-8

Endpoint: http://www.example.com:8080/endpoint

NameSpace: http://www.example.com/actions

SOAPAction: Yes
SOAPActionSeparator: '#'
Type: HTTP::SOAP

11.6.1. OnucaHune KoHdurypauum

11.6.1.1. O6bwun

* OnucaHmne: KpaTKUN TEKCT, oNnUcCbiBatoLL i Beb-cepBuUC.

» DebugThreshold: ypoBeHb oTnag4umka

RemoteSystem: kpaTkoe onncaHne YaganeHHon Cncremsl.

Debugger: XpaHununuwe ona XpaHeHna HaCTpoeK OTJlag4vYnKa.

Provider: XpaHunnuie ona XxpaHeHna HaCTpoeK MocCTaBLUMKa.

Requester: xpaHuavLle AN XpaHEeHUs HAaCTPOEK O 3anpallnBaloLLLE CTOPOHE.

11.6.1.2. OTnap4uk

Bo3MO>XXHble 3Ha4YeHus

¢ debug: Bce XypHasbl XpaHsaTcsa B 6a3e AaHHbIX.

* info: nHOpMauUKns, yBeooMAEeHNS N XKypHan oWNOKOK XxpaHATCS B 6a3e faHHbIX.

* notice: ownbkn ypoBHa yBegomneHune (notice) n owmnbka (error) xpaHaTcsa B baze

DaHHbIX.

* error: TOJIbKO OLWNBKN YPOBHSA error XpaHATCA B 6a3e gaHHbIX.

11.6.1.3. NocTaBWMUK

* Operation: xpaHunuuie anas8 HaCTPOEK Ka>kaown onepauun.

* Transport: XxpaHunuuie Ana HacTpoeK NMocTaBLUVKa TpchnopT0|7| ceTn.

11.6.1.3.1. Onepauus

<OperationName>: YHuKanbHOe Ha3BaHMe onepauunu,
CcobCcTBEHHLIX HacTpoek (oT 0..n, HO 6e3 NoBTOPEHU).

XpaHunnuwie pana cBoOUX
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11.6.1.3.1.1. <OperationName>

DTOT pas3fesn OCHOBaH Ha orepaums ¢ Tunom "Test::Test" ppyrue onepaumm MoryT
copep xaTb 60sbLUe UK Apyrve HaCTPOMKW.

11.

OnucaHune: KpaTKUIN TEKCT, ONMUCbIBAIOLWL M onepauunto.

Mappinginbound: xpaHunuue oNns HacTpoek 0TobparkaeMblX AAHHLIX ONA OAHHbIX U3
BXOASILLEro 3anpoca.

MappingOutbound: xpaHuanwe pna oTobparkaloLWUXCAa HACTPOeK AN UCXOOALMX
OaHHbIX.

Tun 63k3HA onepauunsa B opmaTe Controller::Operation.

6.1.3.1.1.1. Mappinginbound

OTOT pa3fen oCHOBaH Ha oTobpakaeMbiX 3HayeHuax ¢ Tunom "Simple". Opyrue
oTobparkaeMble 3Ha4YeHNs MOryT cogep>xaTb 6onbLUe nan gpyrmne HaCTPOMKN.

11.

11.

Config: xpaHunuiLe HaCTPOEK AN 3TUX oTobparkaeMblx 3HAYEHUNA.

Twn: mapping backend.

6.1.3.1.1.1.1. Config

KeyMapDefault: xpaHunuue onsa Bcex He oTobparkaeMbixX 3HA4YEHUN KJoYen.
ValueMapDefault: xpaHunuiie ons Bcex He oTobparkaeMbix 3HAYEHUIN HACTPOEK.

KeyMapExact: xpaHuauile ans Bcex KJo4ein ToYHbIX 0TobpaXkaeMbix 3Ha4YeHuin(oT 0 ..
1).

KeyMapRegEx: xpaHunuuwie pnns otobpa’kaeMbiXx 3HAYEHU BCEX PerynspHbIX
Bblpa>keHUn.

ValueMap: xpaHunuuie ana Bcex 3Ha4eHnn otobpakeHuin (mapping-a).

.6.1.3.1.1.1.1.1. KeyMapDefault

MapTo: HOBOe 3Ha4YeHne, KoTopoe ByaeT UCMNosb30BaThLCA (MPUMEHUMA TONILKO eCcn
napameTp MapType yCcTaHOBJIEH B 3Ha4yeHne MapTo).

MapType: npaBuao gna otobpa>keHus.

BO3MO)>XHblIe 3HaA4YeHuUsA

* Keep: ocTaBuUTb 6e€3 M3MEHEeHUN.

* Ignore: NOHN3UTBL.

* MapTo: 3aMeHnTbL Ha 3HadeHne MapTo.

6.1.3.1.1.1.1.2. ValueMapDefault

Toxxe 4To n KeyMapDefault.

11.6.1.3.1.1.1.1.3. KeyMapExact

<oldkey>: <newkey> (o1 0 .. n Ho 6e3 noBTOpeHNN).
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11.6.1.3.1.1.1.1.4. KeyMapRegEXx
» <oldkey(RegEx)>: <newkey> ( 0T 0 .. n Ho 6&3 NnoBTOpEHUA).
11.6.1.3.1.1.1.1.5. ValueMap

* <newkey>: KoHTenHep Ana oTobparkaembiX 3HAYEHWI LN 3TOr0 HOBOrO KJoYa
(3aBMCKUT OT HOBbIX KJtoYen oT KeyMapExact n KeyMapRegEXx).

11.6.1.3.1.1.1.1.5.1. <newkey>
* ValueMapExact: xpaHnnmue onsa Bcex To4HbIX 0TobparkaeMbix 3Ha4eHun (ot 0 .. 1).

* ValueMapRegEx: xpaHunuwe pgasa oTobpa>kaembiX 3HAYEHUN BCEX pPerynsapHbix
BblpakeHun (ot 0 .. 1).

11.6.1.3.1.1.1.1.5.1.1. valueMapExact

» <oldvalue>: <newvalue> ( cardinality 0 .. n 6e3 noBTopeHui).
11.6.1.3.1.1.1.1.5.1.2. ValueMapRegEx

» <oldvalue(RegEx)>: <newvalue> ( ot 0 .. n 6e3 noBTOPEHUN).
11.6.1.3.1.1.2. MappingOutbound

Toxxe 410 1 Mappinglnbound.
11.6.1.3.1.1.3. Nepenaua

OTOT pa3fesi OCHOBaHa Ha ceTeBoM nocTasuwmke HTTP::SOAP, apyrme nocTaBLUUKWK
MOryT coaep>xaTb 6onblue nnam gpyrmne HacTPONKN.

* Config: xpaHunuwe AOJ8 KOHKPETHbIX MapaMeTpoOB KOHMUrypauuum TPaHCNOPTHOMN
ceTwu.

* Tun: 63K3HA TPAHCMOPTHOM CeTU MOCTaBLYMKaA.
11.6.1.3.1.1.3.1. Config

* MaxLength: MmakcnManbHas oanHa B 6anTax ona 4yteHus SOAP-coobLleHnn cucteMmon
OTRS.

* NameSpace: URI , KOTOpbIl gaeT KOHTEKCT AJd BCeX onepauunn, npuHapiexalimx
aTOMY Beb-cepBUCy.

11.6.1.4. 3anpawuMBaeMas CTOpPOHa

* Invoker: xpaHunuue ons HACTPOEK KaXKA0N METKMU.

* Transport: xpaHunuvLLie Ana HaCTPOEK TPAHCMOPTHOW CETW 3anpaLlnBatoLLLEN CTOPOHBI.
11.6.1.4.1. 3anpawuMBalowlas CTOPOHa

* <InvokerName>: YHUKalbHOE UMS OJ15 Bbl3blBalOLLLEN CTOPOHbI, XpaHUINLWLE ANS CBOMX
cobcTBeHbIX HacTpoek (oT 0..n, 6e3 NoBTOPOB).

11.6.1.4.1.1. <InvokerName>

ITOT pa3fen ocHoBaH Ha Tune "Test::Test", apyrue invoker-pbl MoryT umeTb 6onbLIe nn
Apyrune HaCTponKu.

e OnucaHne: KOPOTKNIA TEKCT OJI ONNCAHWA Bbi3bIBAOLLEA CTOPOHbI
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* CobbITUA: XpaHUAULLE HAaCTPOEK HE UMEHOBAHHOIO CNMUCKa AENCTBUMN.

* Mappinglnbound: xpaHunnuwe Ana HacTpoek oTobparkaeMblX 3HAYEHUN ANA OaHHbIX
NOCTyNalLWmMX OT OTBETOB.

* MappingOutbound: xpaHunnuwe pOnNA HacTpoek oOTobpa>kaeMbiX 3HAYeHUN a1
NCXOOALLMX OaHHbIX 3anpoca.

* Tun: invoker backend, B dpopmaTe Controller::Invoker.
11.6.1.4.1.1.1. CobbiTHuA
e List Element: (oT 0 .. n)

¢ Asynchronous: yCTaHOBUTb €C/11 BbI30B Bbi3bIBAlOLLLEN CTOPOHLI By AeT BO3/10)KEH Ha
MnaHnposLLMKa

Bo3MO)XXHble 3HaYeHuUs
* 0: He obpabaTbiBaeTcs MnaHupoBLKOM (Scheduler).
* 1. O6bpabaTbiBaeTcsa MNnaHuposwmnkom (Scheduler).

» Event: uma cobbiTus Tpurrepa.

Bo3Mo>)XHble 3HauyeHua (pnA coObITUNA 3a9BKM)
* TicketCreate

* TicketDelete

* TicketTitleUpdate

* TicketUnlockTimeoutUpdate
* TicketQueueUpdate

* TicketTypeUpdate

* TicketServiceUpdate

* TicketSLAUpdate

* TicketCustomerUpdate

* TicketFreeTextUpdate

* TicketFreeTimeUpdate

* TicketPendingTimeUpdate

» TicketLockUpdate

* TicketArchiveFlagUpdate

* TicketStateUpdate

* TicketOwnerUpdate

» TicketResponsibleUpdate

* TicketPriorityUpdate
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HistoryAdd

HistoryDelete

¢ TicketAccountTime

TicketMerge

TicketSubscribe

e TicketUnsubscribe

TicketFlagSet

» TicketFlagDelete

» TicketSlaveLinkAdd

* TicketSlaveLinkDelete

* TicketMasterLinkDelete

Bo3Mo>XXHblie 3HauyeHus (oA [enCTBUMUA Ha CTaTbAMM)
e [1ecTBUSA HaQ CTAaTbAMU
* ArticleCreate
* ArticleFreeTextUpdate
e ArticleUpdate
* ArticleSend
* ArticleBounce
* ArticleAgentNotification
 ArticleCustomerNotification
* ArticleAutoResponse
* ArticleFlagSet
* ArticleFlagDelete
* ArticleAgentNotification
* ArticleCustomerNotification
11.6.1.4.1.1.2. Mappinginbound
To ke 4To n fencrteme Mappinglnbound
11.6.1.4.1.1.3. MappingOutbound
Toxxe 4To n Oencreue Mappinglnbound.
11.6.1.4.1.1.4. Nepepnaua

ITOT pa3fes OCHOBaH Ha TPAHCMOPTHOW CeTun 3anpawmBatolen ctopoHbl HTTP::SOAP,
TPaHCNOPTHbIE CETU MOTYT COAEpXaTb 6oNblUe MK APYrMe HAaCTPONKW.
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* Config: xpaHunuwe [Na KOHKPETHbIX MapamMeTpoB KOHUrypauum TPaHCMOPTHOW
ceTu.

* Tun: 63K3HA TPAHCMOPTHOW CETU 3anpallnBatoLen CTOPOHbI.
11.6.1.4.1.1.4.1. Config

* AyTeHTUmnKaumsa: XxpaHuauwe o8 HaCTpoek ayTeHTUPnKaumn.,

* Encoding: koaupoBaHue coobueHnsa SOAP-3anpoca

* Endpoint: URI YagenHHoro CepBepa Beb-cnyxbbl ansa npmema 3anpocos OTRS.

* NameSpace: URI kKoTopbil MpenocTaBAsaAT CBA3b A9 BCex invoker-os, KoTopble
npuHagnexxat 3Tomy Beb-cepsepy.

* SOAPAction: gna oTnpaBkuM nycTtoro wuam 3anosHeHoro SOAPAction-3zaronoeka B
hopmaTe SOAP coobuieHuns (in "<NameSpace> <Separator> <Action>" format).

Bo3MoO>XXHble 3HaYeHus
* YES: onsa oTnpaBkuK 3anosiHeHoro 3arososka SOAPAction.
* No: ans otnpaBku nyctoro obpaboTynka SOAP-gencTems.

* SOAPActionSeparator: gna yctaHoBkuM <Separator> wn3 3anonHeHbix SOAPAction
3aroJ/10BKOB.

Bo3MoO>XHbIe 3HaYeHus

e '/": ncnonb3yeTca gnsa .net Beb-cepBMCoB.

e '#': ncnonb3lyeTcsa gna Bcex Beb-cepsmncos Ha 6a3e npoTtokona REST.
11.6.1.4.1.1.4.1.1. Authentication

* User: nMs NpMBUNErMPOBAHONO MOJIb30BaTEIS, KOTOPbIA MMeeT AOCTYM K YAaJleHHOMY
Beb-cepBucy.

e Maponb: Mapofib AN MPUBEJIUFMPOBAHOrO TMoJib30oBaTens B dopmaTe 0b6blYHOro
TekcTa.

e Tun: TMN ayTeHTUUKaLnn.

11.7. KoHHeKTOpbI (Connectors)

A Connector is in essence a set of actions that are either called Operations if OTRS acts
as a web service provider or Invokers if OTRS acts as a web service requester. But it can
also include special Mappings or Transports.

One Connector can either have only Operations, Only Invokers or both. A connector can
even use parts of other connectors like the Mappings or Transports if they are not to
specific for the Connector that is trying to implement them.

In other words a Connector is not limited to just the Controller layer but it can be extended
to Data Mapping or Network Transport layers if needed.

Due to the modular design of the Generic Interface a Connector can be seen as a plug-
in; this means that by adding Connectors the capabilities of the generic interface can be
extended using: OTRS Feature add ons, OTRS Custom modules, 3rd Party modules, and
SO on.
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11.7.1. Komnnekt KoHHekTOopoB (Connectors)
B komnnekTe c 3Tom Bepcuen OTRS cnepytoume KOHHEKTOPbI FOTOBbLI K MCMOJ/Ib30BaHMIO.
* Session

* 3asBK
11.7.1.1. KOHHeKTOp ceccum

ITOT KOHHEKTOP MOXET Co34aTb OENCTBUTENbHLIN SessionID, KOTopbIn B AaJibHENLLEM
Mo)xeT BbITb NCNOJsIb30BaH B Ntoboi gpyron onepauunm.

lMocTaBLUMKK:
* Onepauunu:
* SessionCreate
11.7.1.1.1. Onepauum
11.7.1.1.1.1. SessionCreate

Creates a new new valid SessionID to be used in other operations from other connectors
like TicketCreate.

Note

To use the SessionID in other operations from other connectors it is necessary
that the operation implements authentication by SessionID. All the rest of the bun-
dled operations are capable of accepting a valid SessionID as an authentication
method.

Bo3MoXxHble ATpubyThl:

<SessionCreate>
<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<Password>?</Password>
</SessionCreate>

11.7.1.2. KOHHeKTOp 3afaBKH

oT0T KOHHEKTOP WCMNONb3yeT 6a3osyw PYHKLUMOHaNbLHOCTL AN B3aMMoOOEeNCTBUS C
3adBKaMun

[MocTaBLUKN:

* Onepauuu:
* TicketCreate
* TicketUpdate
* TicketGet

194



OTRS

Real Services

¢ TicketSearch
11.7.1.2.1. Onepauum
11.7.1.2.1.1. TicketCreate

MpepnocTaBnseT MHTepdenc ana co3gaHusa 3asesku B OTRS. 3asBKa O0/KHa colep>KaTb
cooblLLeHMe 1 MOXKET Collep>KaTb HECKOJIbKO BJIOXXEHUN, BCE 3aflaHHble AUHaMuyeckme
Nnossi, Tak)XXe MOryT MNoslyYnTb 3Ha4YeHns npu onepauumn "Co3naTk 3aaBKy/TicketCreate"

Bo3MoXxHble ATpnbyThl:

<TicketCreate>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<Ticket>
<Title>?</Title>
<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<QueuelID>?</QueuelD>
<!--Optional:-->
<Queue>?</Queue>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<TypeID>?</TypeID>
<!--Optional:-->
<Type>?</Type>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ServicelD>?</ServicelD>
<!--Optional:-->
<Service>?</Service>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<SLAID>?</SLAID>
<!--Optional:-->
<SLA>?</SLA>

<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->

<StatelID>?</StatelD>

<!--Optional:-->

<State>?</State>

<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->

<PriorityID>?</PriorityID>

<!--Optional:-->

<Priority>?</Priority>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<OwnerID>?</0wnerID>

<!--Optional:-->

<Owner>?</0wner>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ResponsibleID>?</ResponsibleID>

<!--Optional:-->

<Responsible>?</Responsible>
<CustomerUser>?</CustomerUser>

<!--Optional:-->

<CustomerlID>?</CustomerID>

<!--Optional:-->
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<PendingTime>
<Year>?</Year>
<Month>?</Month>
<Day>7?</Day>
<Hour>7?</Hour>
<Minute>?</Minute>

</PendingTime>

</Ticket>
<Article>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ArticleTypelID>?</ArticleTypelID>

<!--Optional:-->

<ArticleType>?</ArticleType>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<SenderTypelID>?</SenderTypeID>

<!--Optional:-->

<SenderType>?</SenderType>

<!--Optional:-->

<From>?</From>

<Subject>?</Subject>

<Body>?</Body>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ContentType>?</ContentType>

<Charset>?</Charset>

<MimeType>?</MimeType>

<!--Optional:-->

<HistoryType>?</HistoryType>

<!--Optional:-->

<HistoryComment>?</HistoryComment>

<!--Optional:-->

<AutoResponseType>?</AutoResponseType>

<!--Optional:-->

<TimeUnit>?</TimeUnit>

<!--Optional:-->

<NoAgentNotify>?</NoAgentNotify>

<!--Zero or more repetitions:-->
<ForceNotificationToUserID>?</ForceNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeNotificationToUserID>?</ExcludeNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeMuteNotificationToUserID>?</ExcludeMuteNotificationToUserID>

</Article>
<!--Zero or more repetitions:-->
<DynamicField>
<Name>?</Name>
<!--1 or more repetitions:-->
<Value>?</Value>
</DynamicField>
<!l--Zero or more repetitions:-->
<Attachment>

<Content>cid:61886944659</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>

</Attachment>
</TicketCreate>

11.7.1.2.1.2. TicketUpdate

Onepaunsa "N3meHeHune 3aasku/TicketUpdate" pobasnseT BO3MOXKHOCTb W3MeHeHUSA
aTpubyTOB CyLLEeCTBYIOLLEN 3a89BKN N 0obaBuTb HoBoe coobuleHne/3aMeTKy, BK4Yas
BJIOXKEHMS 1 BCe onpeesieHHble AMHaMYecKue noas A8 3as8BKU U HOBOI0 COOBLLEHMS.

Note

HeT HeobxogumocTun co3gaBaTb HOBOe cooblleHne/3aMeTKy OS89 M3MEeHEeHUs
aTpubyTOB 3a8BKMU.
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Bo3mMo)XHble ATpnbyThI:

<TicketUpdate>

<!--You have a MANDATORY CHOICE of the next 3 items at this level-->

<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->

<CustomerUserLogin>?</CustomerUserLogin>

<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>

<!--You have a CHOICE of the next 2 items at

<TicketID>?</TicketID>
<TicketNumber>?</TicketNumber>
<!--Optional:-->

<Ticket>
<!--Optional:-->
<Title>?</Title>

<!--You have a CHOICE of the next 2
<!--Optional:-->
<QueuelID>?</QueuelD>
<!--Optional:-->

<Queue>?</Queue>

<!--You have a CHOICE of the next 2
<!--Optional:-->

<TypeID>?</TypeID>

<!--Optional:-->

<Type>?</Type>

<!--You have a CHOICE of the next 2
<!--Optional:-->
<ServicelD>?</ServicelD>
<!--Optional:-->
<Service>?</Service>

<!--You have a CHOICE of the next 2
<!--Optional:-->

<SLAID>?</SLAID>
<!--Optional:-->
<SLA>?</SLA>

<!--You have a CHOICE of the next 2
<!--Optional:-->
<StatelID>7?</StatelD>
<!--Optional:-->
<State>?</State>
<!--You have a CHOICE of the next 2
<!--Optional:-->
<PriorityID>?</PriorityID>
<!--Optional:-->
<Priority>?</Priority>
<!--You have a CHOICE of the next 2
<!--Optional:-->
<OwnerID>?</0wnerID>
<!--Optional:-->
<Owner>?</0wner>
<!--You have a CHOICE of the next 2
<!--Optional:-->
<ResponsibleID>?</ResponsibleID>
<!--Optional:-->
<Responsible>?</Responsible>
<!--Optional:-->
<CustomerUser>?</CustomerUser>
<!--Optional:-->
<CustomerlID>?</CustomerID>
<!--Optional:-->
<PendingTime>

<Year>?</Year>

<Month>?</Month>

<Day>7?</Day>

<Hour>7?</Hour>

<Minute>?</Minute>

items

items

items

items

items

items

items

items

this level-->

at

at

at

at

at

at

at

at

this

this

this

this

this

this

this

this

level-->
level-->
level-->
level-->
level-->
level-->
level-->
level-->
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</PendingTime>
</Ticket>
<!--Optional:-->
<Article>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ArticleTypelID>?</ArticleTypelID>

<!--Optional:-->

<ArticleType>?</ArticleType>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<SenderTypelID>?</SenderTypeID>

<!--Optional:-->

<SenderType>?</SenderType>

<!--Optional:-->

<From>?</From>

<Subject>?</Subject>

<Body>?</Body>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ContentType>?</ContentType>

<Charset>?</Charset>

<MimeType>?</MimeType>

<!--Optional:-->

<HistoryType>?</HistoryType>

<!--Optional:-->

<HistoryComment>?</HistoryComment>

<!--Optional:-->

<AutoResponseType>?</AutoResponseType>

<!--Optional:-->

<TimeUnit>?</TimeUnit>

<!--Optional:-->

<NoAgentNotify>?</NoAgentNotify>

<!--Zero or more repetitions:-->
<ForceNotificationToUserID>?</ForceNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeNotificationToUserID>?</ExcludeNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeMuteNotificationToUserID>?</ExcludeMuteNotificationToUserID>

</Article>
<!l--Zero or more repetitions:-->
<DynamicField>
<Name>?</Name>
<!--1 or more repetitions:-->
<Value>?</Value>
</DynamicField>
<!l--Zero or more repetitions:-->
<Attachment>

<Content>cid:166861569966</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>
</Attachment>
</TicketUpdate>

11.7.1.2.1.3. TicketGet

DTa onepaunss WUCMosb3yeTcs AN MNoJlydYeHUss BCeX aTpubyTOB 3asBKW, BKJO4Yas
ONHaMUYecKune noss, Bce coobLLEHNA U BCe BNOXKEHUS NpUHaAJeXallne 3asBKe.

Bo3MO)XHble ATpnbYThI:

<TicketGet>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
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<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--1 or more repetitions:-->
<TicketID>?</TicketID>
<!--Optional:-->
<DynamicFields>?</DynamicFields>
<!--Optional:-->
<Extended>?</Extended>
<!--Optional:-->
<AllArticles>?</AllArticles>
<!--Optional:-->
<ArticleSenderType>?</ArticleSenderType>
<!--Optional:-->
<ArticleOrder>?</ArticleOrder>
<!--Optional:-->
<ArticleLimit>?</ArticleLimit>
<!--Optional:-->
<Attachments>?</Attachments>
</TicketGet>

11.7.1.2.1.4. TicketSearch

Onepaunsa "MNouck3asaBku/TicketSearch" Bo3Bpawaetr cnucok Bcex Ticket IDs/
NpoeHTNPUKaTOPOB 3as8BOK, YAOB/IETBOPSAOLLNX 3aJaHHOMY KpUTEpUIo.

Bo3Mo)XHble ATpnbYThI:

<TicketSearch>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--Optional:-->
<Limit>?</Limit>
<!--Zero or more repetitions:-->
<TicketNumber>?</TicketNumber>
<!l--Zero or more repetitions:-->
<Title>?</Title>
<!--Zero or more repetitions:-->
<Queues>?</Queues>
<l--Zero or more repetitions:-->
<QueueIDs>?</QueueIDs>
<!--Optional:-->
<UseSubQueues>?</UseSubQueues>
<!l--Zero or more repetitions:-->

<Types>?</Types>

<l--Zero or more repetitions:-->
<TypeIDs>?</TypeIDs>

<!--Zero or more repetitions:-->
<States>?</States>

<!--Zero or more repetitions:-->
<StateIDs>7?</StatelDs>

<!l--Zero or more repetitions:-->
<StateType>?</StateType>
<!--Zero or more repetitions:-->
<StateTypeIDs>?</StateTypelIDs>
<l--Zero or more repetitions:-->
<Priorities>?</Priorities>
<!l--Zero or more repetitions:-->
<PriorityIDs>?</PriorityIDs>
<!--Zero or more repetitions:-->
<Services>?</Services>
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<!--Zero or more repetitions:-->
<ServiceIDs>?</ServiceIDs>
<!--Zero or more repetitions:-->
<SLAs>?</SLAs>
<!--Zero or more repetitions:-->
<SLAIDs>?</SLAIDs>
<!--Zero or more repetitions:-->
<Locks>?</Locks>
<!--Zero or more repetitions:-->
<LockIDs>?</LockIDs>
<!--Zero or more repetitions:-->
<OwnerIDs>?</0OwnerIDs>
<!--Zero or more repetitions:-->
<ResponsibleIDs>?</ResponsibleIDs>
<!l--Zero or more repetitions:-->
<WatchUserIDs>?</WatchUserIDs>
<!--Zero or more repetitions:-->
<CustomerID>?</CustomerID>
<!--Zero or more repetitions:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Zero or more repetitions:-->
<CreatedUserIDs>?</CreatedUserIDs>
<!--Zero or more repetitions:-->
<CreatedTypes>?</CreatedTypes>
<!l--Zero or more repetitions:-->
<CreatedTypelIDs>?</CreatedTypeIDs>
<!--Zero or more repetitions:-->
<CreatedPriorities>?</CreatedPriorities>
<!--Zero or more repetitions:-->
<CreatedPriorityIDs>?</CreatedPriorityIDs>
<!l--Zero or more repetitions:-->
<CreatedStates>?</CreatedStates>
<!--Zero or more repetitions:-->
<CreatedStateIDs>?</CreatedStateIDs>
<!--Zero or more repetitions:-->
<CreatedQueues>?</CreatedQueues>
<!--Zero or more repetitions:-->
<CreatedQueuelIDs>?</CreatedQueueIDs>
<!--Zero or more repetitions:-->
<DynamicFields>
<!--You have a MANDATORY CHOICE of the next 6 items at this level-->
<!--Optional:-->
<Equals>?</Equals>
<!--Optional:-->
<Like>?</Like>
<!--Optional:-->
<GreaterThan>?</GreaterThan>
<!--Optional:-->
<GreaterThanEquals>?</GreaterThanEquals>
<!--Optional:-->
<SmallerThan>?</SmallerThan>
<!--Optional:-->
<SmallerThanEquals>?</SmallerThanEquals>

</DynamicFields>
<!--Optional:-->
<Ticketflag>
<!--Optional:-->
<Seen>?</Seen>
</Ticketflag>
<!--Optional:-->
<From>?</From>
<!--Optional:-->
<To>?</To>
<!--Optional:-->
<Cc>?</Cc>
<!--Optional:-->
<Subject>?</Subject>
<!--Optional:-->
<Body>?</Body>

<!--Optional:-->
<FullTextIndex>?</FullTextIndex>
<!--Optional:-->
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<ContentSearch>?</ContentSearch>
<!--Optional:-->
<ConditionInline>?</ConditionInline>
<!--Optional:-->
<ArticleCreateTimeOlderMinutes>?</ArticleCreateTimeOlderMinutes>
<!--Optional:-->
<ArticleCreateTimeNewerMinutes>?</ArticleCreateTimeNewerMinutes>
<!--Optional:-->
<ArticleCreateTimeNewerDate>?</ArticleCreateTimeNewerDate>
<!--Optional:-->
<ArticleCreateTimeOlderDate>?</ArticleCreateTimeOlderDate>
<!--Optional:-->
<TicketCreateTimeOlderMinutes>?</TicketCreateTimeOlderMinutes>
<!--Optional:-->
<ATicketCreateTimeNewerMinutes>?</ATicketCreateTimeNewerMinutes>
<!--Optional:-->
<TicketCreateTimeNewerDate>?</TicketCreateTimeNewerDate>
<!--Optional:-->
<TicketCreateTimeOlderDate>?</TicketCreateTimeOlderDate>
<!--Optional:-->
<TicketLastChangeTimeOlderMinutes>?</TicketLastChangeTimeOlderMinutes>
<!--Optional:-->
<TicketLastChangeTimeNewerMinutes>?</TicketLastChangeTimeNewerMinutes>
<!--Optional:-->
<TicketLastChangeTimeNewerDate>?</TicketLastChangeTimeNewerDate>
<!--Optional:-->
<TicketLastChangeTimeOlderDate>?</TicketLastChangeTimeOlderDate>
<!--Optional:-->
<TicketChangeTimeOlderMinutes>?</TicketChangeTimeOlderMinutes>
<!--Optional:-->
<TicketChangeTimeNewerMinutes>?</TicketChangeTimeNewerMinutes>
<!--Optional:-->
<TicketChangeTimeNewerDate>?</TicketChangeTimeNewerDate>
<!--Optional:-->
<TicketChangeTimeOlderDate>?</TicketChangeTimeOlderDate>
<!--Optional:-->
<TicketCloseTimeOlderMinutes>?</TicketCloseTimeOlderMinutes>
<!--Optional:-->
<TicketCloseTimeNewerMinutes>?</TicketCloseTimeNewerMinutes>
<!--Optional:-->
<TicketCloseTimeNewerDate>?</TicketCloseTimeNewerDate>
<!--Optional:-->
<TicketCloseTimeOlderDate>?</TicketCloseTimeOlderDate>
<!--Optional:-->
<TicketPendingTimeOlderMinutes>?</TicketPendingTimeOlderMinutes>
<!--Optional:-->
<TicketPendingTimeNewerMinutes>?</TicketPendingTimeNewerMinutes>
<!--Optional:-->
<TicketPendingTimeNewerDate>?</TicketPendingTimeNewerDate>
<!--Optional:-->
<TicketPendingTimeOlderDate>?</TicketPendingTimeOlderDate>
<!--Optional:-->
<TicketEscalationTimeOlderMinutes>?</TicketEscalationTimeOlderMinutes>
<!--Optional:-->
<TTicketEscalationTimeNewerMinutes>?</TTicketEscalationTimeNewerMinutes>
<!--Optional:-->
<TicketEscalationTimeNewerDate>?</TicketEscalationTimeNewerDate>
<!--Optional:-->
<TicketEscalationTimeOlderDate>?</TicketEscalationTimeOlderDate>
<!--Optional:-->
<ArchiveFlags>?</ArchiveFlags>
<!--Zero or more repetitions:-->
<0rderBy>?</0rderBy>
<!--Zero or more repetitions:-->
<SortBy>?</SortBy>
<!--Zero or more repetitions:-->
<CustomerUserID>?</CustomerUserID>

</TicketSearch>
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11.7.2. NMpumMepsbl:

11.7.2.1. Koncdurypauusa Beb-cepBuca

The following is a basic but complete web service configuration file in YAML format
to use all the Ticket Connector operations with the SOAP network transport. In or-
der to use it in OTRS you need to copy the content, save it into a file and call it
GenericTicketConnectorSOAP.yml, and import it into OTRS in the Web Services screen in
the Admin panel by clicking in the "Add web service" action from the overview screen and
then clicking in the "Import web service" action in the add screen.

Debugger:
DebugThreshold: debug
TestMode: 0
Description: Ticket Connector SOAP Sample
FrameworkVersion: 3.4.x git
Provider:
Operation:
SessionCreate:
Description: Creates a Session
MappingInbound: {}
MappingOutbound: {}
Type: Session::SessionCreate
TicketCreate:
Description: Creates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketCreate
TicketUpdate:
Description: Updates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketUpdate
TicketGet:
Description: Retrieve Ticket data
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
TicketSearch:
Description: Search for Tickets
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
Transport:
Config:
MaxLength: 100000000
NameSpace: http://www.otrs.org/TicketConnector/
Type: HTTP::SOAP
RemoteSystem: "'
Requester:
Transport:
Type: "'

Similar example can be done for the REST network transport, REST web services uses
HTTP operations such as "POST", "GET", "PUT", "PATCH" etc. This operations in conjunction
with a URI path called resource defines a OTRS Generic Interface Operation or Invoker
(depending on the communication way).

The following example uses /Session resource for SessionCreate, /Ticket resource for
TicketSearch and TicketCreate and resource /Ticket/{TicketlID} for TicketGet and Ticke-
tUpdate (Where {TicketID} is the actual TicketlD value of a ticket e.g. [Ticket/123). In
order to use it in OTRS you need to copy the content, save it into a file and call it
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GenericTicketConnectorREST.yml, and import it into OTRS in the Web Services screen in
the Admin panel by clicking in the "Add web service" action from the overview screen and
then clicking in the "Import web service" action in the add screen.

Debugger:
DebugThreshold: debug
TestMode: '0'

Description: Ticket Connector REST Sample
FrameworkVersion: 3.4.x git
Provider:
Operation:
SessionCreate:
Description: Creates a Session
MappingInbound: {}
MappingOutbound: {}
Type: Session::SessionCreate
TicketCreate:
Description: Creates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketCreate
TicketGet:
Description: Retrieves Ticket data
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
TicketSearch:
Description: Search for Tickets
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
TicketUpdate:
Description: Updates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketUpdate
Transport:
Config:
KeepAlive: ''
MaxLength: '100000000'
RouteOperationMapping:
SessionCreate:
RequestMethod:
- POST
Route: /Session
TicketCreate:
RequestMethod:
- POST
Route: /Ticket
TicketGet:
RequestMethod:
- GET
Route: /Ticket/:TicketID
TicketSearch:
RequestMethod:
- GET
Route: /Ticket
TicketUpdate:
RequestMethod:
- PATCH
Route: /Ticket/:TicketID
Type: HTTP::REST
RemoteSystem: "'
Requester:
Transport:
Type: "'
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11.7.2.2. 3anpawuBaiow,an ctopoHa Perl SOAP

The following code is a Perl script that can connect to OTRS via the generic interface.
In order to perform the operations provided by the Ticket Connector, it uses two Perl
CPAN modules SOAP::Lite and Data::Dumper. Please make sure that your environment is
capable to use these modules before you try to run the script.

#!/usr/bin/perl -w

- -

# otrs.SOAPRequest.pl - sample to send a SOAP request to OTRS Generic Interface Ticket
Connector

# Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

- -

# This program is free software; you can redistribute it and/or modify

# it under the terms of the GNU AFFERO General Public License as published by
# the Free Software Foundation; either version 3 of the License, or

# any later version.

#

# This program is distributed in the hope that it will be useful,

# but WITHOUT ANY WARRANTY; without even the implied warranty of

# MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE. See the

# GNU General Public License for more details.

#

# You should have received a copy of the GNU Affero General Public License
# along with this program; if not, write to the Free Software

# Foundation, Inc., 59 Temple Place, Suite 330, Boston, MA 02111-1307 USA
# or see http://www.gnu.org/licenses/agpl.txt.

- -

use strict;

use warnings;

# use ../ as lib location
use File::Basename;

use FindBin qw($RealBin);
use lib dirname($RealBin);

use SOAP::Lite;
use Data::Dumper;

Variables to be defined.

* #

this is the URL for the web service

the format is
<HTTP_TYPE>:://<OTRS_FQDN>/nph-genericinterface.pl/Webservice/<WEB SERVICE NAME>

or

<HTTP_TYPE>:://<OTRS_FQDN>/nph-genericinterface.pl/WebserviceID/<WEB SERVICE ID>

my $URL = 'http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnector"';

HFHEHEHHF

# this name space should match the specified name space in the SOAP transport for the web
service.
my $NameSpace = 'http://www.otrs.org/TicketConnector/"';

# this is operation to execute, it could be TicketCreate, TicketUpdate, TicketGet,
TicketSearch

# or SessionCreate. and they must to be defined in the web service.

my $Operation = 'TicketCreate';

# this variable is used to store all the parameters to be included on a request in XML
format. Each
# operation has a determined set of mandatory and non mandatory parameters to work
correctly. Please
# check the OTRS Admin Manual in order to get a complete list of parameters.
my $XMLData = '
<UserLogin>some user login</UserLogin>
<Password>some password</Password>
<Ticket>
<Title>some title</Title>
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<CustomerUser>some customer user login</CustomerUser>
<Queue>some queue</Queue>
<State>some state</State>
<Priority>some priority</Priority>
</Ticket>
<Article>
<Subject>some subject</Subject>
<Body>some body</Body>
<ContentType>text/plain; charset=utf8</ContentType>
</Article>

’

7 S

# create a SOAP::Lite data structure from the provided XML data structure.
my $SOAPData = SOAP::Data
->type( 'xml' => $XMLData );

my $SOAPObject = SOAP::Lite
->uri($NameSpace)
->proxy ($URL)
->$0peration($SOAPData) ;

# check for a fault in the soap code.
if ( $SOAPObject->fault ) {

print $SOAPObject->faultcode, " ", $SOAPObject->faultstring, "\n";
}

# otherwise print the results.
else {

# get the XML response part from the SOAP message.
my $XMLResponse = $SOAPObject->context()->transport()->proxy()->http response()-
>content();

# deserialize response (convert it into a perl structure).
my $Deserialized = eval {
SOAP: :Deserializer->deserialize($XMLResponse);

};

# remove all the headers and other not needed parts of the SOAP message.
my $Body = $Deserialized->body();

# just output relevant data and no the operation name key (like TicketCreateResponse).
for my $ResponseKey ( keys %{$Body} ) {

print Dumper( $Body->{$ResponseKey} );
}

11.7.2.3. Perl REST Requester

The following code is a Perl script that can connect to OTRS via the generic interface. In
order to perform the operations provided by the Ticket Connector, it uses three Perl CPAN
modules JSON, REST::Client and Data::Dumper. Please make sure that your environment
is capable to use these modules before you try to run the script.

#!/usr/bin/perl
- S
# otrs.RESTRequest.pl - sample to send a REST request to OTRS Generic Interface Ticket
Connector

Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This program is free software; you can redistribute it and/or modify

it under the terms of the GNU AFFERO General Public License as published by

the Free Software Foundation; either version 3 of the License, or

any later version.

HFHEHEHFHFEHEHR
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# This program is distributed in the hope that it will be useful,

# but WITHOUT ANY WARRANTY; without even the implied warranty of

# MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE. See the

# GNU General Public License for more details.

#

# You should have received a copy of the GNU Affero General Public License
# along with this program; if not, write to the Free Software

# Foundation, Inc., 51 Franklin St, Fifth Floor, Boston, MA 02110-1301 USA
# or see http://www.gnu.org/licenses/agpl.txt.

#Ho- -

use strict;

use warnings;
## nofilter(TidyAll::Plugin::0TRS: :Perl: :Dumper)

# use ../ as lib location
use File::Basename;

use FindBin qw($RealBin);
use lib dirname($RealBin);

use JSON;
use REST::Client;

7 S
# Variables to be defined

# This is the HOST for the web service the format is:
# <HTTP_TYPE>:://<0TRS FQDN>/nph-genericinterface.pl
my $Host = 'http://localhost/otrs/nph-genericinterface.pl’;

my $RestClient = REST::Client->new(
{
host => $Host,
);

# This is the Controller and Request the format is:

# /Webservice/<WEB SERVICE NAME>/<RESOURCE>/<REQUEST VALUE>

# or

# /WebserviceID/<WEB SERVICE ID>/<RESOURCE>/<REQUEST VALUE>

# This example will retrieve the Ticket with the TicketID = 1 (<REQUEST VALUE>)
my $ControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket/1';

my $Params = {
UserLogin => "some user login",
Password => "some user password",
DynamicFields => 1,

to be filled with valid agent login

to be filled with valid agent password
optional, if set to 1,

ticket dynamic fields included in response
optional, if set to 1,

all ticket articles are included in response
more options to be found in

# /Kernel/GenericInterface/Operation/Ticket/TicketGet.pm's

# Run() subroutine documentation.

AllArticles = 1,

3+ oH H R K HH

I

my @RequestParam;

# As sample web service configuration for TicketGet uses HTTP method GET all other
parameters needs

# to be sent as URI query parameters

7 S

# For GET method

my $QueryParams = $RestClient->buildQuery( %{ $Params } );

$ControllerAndRequest .= $QueryParams;

# The @RequestParam array on position 0 holds controller and request
@RequestParam = ($ControllerAndRequest);

$RestClient->GET (@RequestParam);
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Bo----

#H#----

# # For POST method

# my $JSONParams = encode json $Params;

# # The @RequestParam array on position © holds controller and request
# # on position 1 it holds the JSON data string that gets posted
# @RequestParam = (

# $ControllerAndRequest,

# $JSONParams

#);

# $RestClient->POST(@RequestParam);

#H#----

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $ResponseCode = $RestClient->responseCode();
if ( $ResponseCode ne '200' ) {

print "Request failed, response code was: $ResponseCode\n";

exit;

}

# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();

my $Data = decode json $ResponseContent;

# Just to print out the returned Data structure:
use Data::Dumper;

print "Response was:\n";

print Dumper($Data);

11.7.2.4. cURL Npumepsbl gna REST 3anpocos

B npuBegeHHoM Bbile npuMmepe HacTporikn REST gna Generic Ticket Connector nmeem
cnepyroulee:

IO na Ticket Create: ncnonb3synte POST meTop B /Ticket path.
Ona Ticket Search: ncnonb3synte GET meTtog B /Ticket path.

O na Ticket Update: ncnonbsynte meton PATCH B /Ticket/{TicketlID} nyTun (roe {Tick-
etID} asnsaeTcsa wabnoHom npeacTaBneHHbIM :TicketlD B HacTponke TpaHcnopTa)

Ona Ticket Get: wncnonb3ynte meton Get B [Ticket/{TicketID} nytun (roe {TicketlD}
apnseTcsa wabsoHom npeacTaBneHHbIM TicketlD B HacTponke TpaHcnopTa)

11.7.2.4.1. Co3paTb HOBYIO 3afiBKYy

cURL Command:

shell> curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/
GenericTicketConnectorREST/Ticket?UserLogin=agent&Password=123" -H "Content-Type:
application/json" -d "{\"Ticket\":{\"Title\":\"REST Create Test\", \"Type\": \"Unclassified
\", \"Queue\":\"Raw\",\"State\":\"open\",\"Priority\":\"3 normal\",\"CustomerUser\":
\"customer\"},\"Article\":{\"Subject\":\"Rest Create Test\",\"Body\":\"This is only a test
\",\"ContentType\":\"text/plain; charset=utf8\"}}" -X POST

OTBeT:
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"ArticleID":5484,
"Homep 3asBku":"1001936",
"TicketID":"1686"

}

11.7.2.4.2. Nony4uutb NnoapobHOCTU 3aABKMU

cURL Command:

Ticket/1686?UserLogin=agent&Password=123"

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/

OTBeT:

"Ticket": [
{

"Age": 777,
"PriorityID": 3,
"ServiceID": "",
"Type": "Unclassified",
"Responsible": "root@localhost",
"StateID": 4,
"ResponsibleID": 1,
"ChangeBy": 2,
"EscalationTime": 0,
"Changed": "2014-06-30 19:08:14",
"OwnerID": 2,
"RealTillTimeNotUsed": 0,
"GroupID": 1,
"Owner": "agent",
"CustomerID": "OTRS",
"TypeID": 1,
"Created": "2014-06-30 19:08:12",
"Priority": "3 normal",
"UntilTime": 0O,
"EscalationUpdateTime": 0,
"QueuelID": 2,
"Queue": "Raw",
"State": "open",
"Title": "REST Create Test",
"CreateBy": 2,
"TicketID": 1686,
"StateType": "open",
"EscalationResponseTime": 0,
"UnlockTimeout": O,
"EscalationSolutionTime": 0O,
"LockID": 1,
"TicketNumber": "1001936",
"ArchiveFlag": "n",
"Lock": "unlock",
"CreateTimeUnix": 1404173292,
"SLAID": "",
"CustomerUserID": "customer"

11.7.2.4.3. OGHOBUTb 3aABKY

cURL Command:
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curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket/1686?UserLogin=agent&Password=123" -H "Content-Type: application/json" -d "{\"Ticket
\":{\"Queues\":\"Postmaster\"}}" -X PATCH

OTBeT:

{
"TicketNumber":"1001936",
"TicketID":"1686"

}

11.7.2.4.4. Nounck 3aABOK

cURL Command:

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket?UserLogin=agent&Password=123&Queue=Postmaster"

OTBeT:

"TicketID": [
"1686",
"102",
"100",
nyw

—

12. MnaunpoBwuk OTRS

Mnannposwnk OTRS/Scheduler 3To He3aBUCUMbIA CUCTEMHbIA MNpPOLLECC, KOTPbIN
BbIMOJIHAET 3af4aHna B POHOBOM peXXmme. DTOT TUM NpoL.eccoB U3BecTeH Kak daemons
B Unix / Linux cnctemax. OH He3aBUCUM, HO 3TO He O3Ha4vaeT, 4TO MNaHUPOBLLUMK MOXET
CyLLeCTBOBaTb OTAEJIbHO, OH MOJIHOCTbIO MHTerpnposaH B OTRS 1 MOXXeT UCNob30BaTb
moaysm OTRS Heobxoammbie ansa ero paboThl.

Mo coobpakeHnsaMm 34paBoOro CMmbicna, [IaHMPOBLUMK [O0J/KEH 3amnyCcKaTbCAa Bpems
OT BPEMeHW. ITO BbINOJIHAETCS aBTOMAaTUYeCKM pa3 B [AeHb, HO MOXeT
OblITb HacTpoeHO npu HeoxoammocTun B SysConfig penakTupoBaHMeEM nNapaMeTpa
"Scheduler::RestartAfterSeconds".

MnaHupoBwnK OTRS sABASeTCA MOJIHOCTbIO ABTOMATUYECKMM  MPOLIeCCOM, W
B3aMMOAENCTBNE C YEJIOBEKOM COCTOUT TOJNIKO B TOM, YTODbI Nepuoanyeckn npoBepsThb
€ro COCTOsIHME, 3arnyckaTb UM OCTaHaBAMBATbL N0 Mepe HeobXoAUMOCTH.

Note

Ecnn MnaHUpOBLMK OCTAaHOBAEH MO KakoW nnbo MpuynHe, BCE OTJIOXKEHHbIE
3aaHus 3apermcTpupoBaHHble BO BPEMS ero npoctos OyayT BbIMNOJHEHbI Kak
TONIbKO OH ByaeT 3anylleH BHOBb (eC/M TOJIbKO MX 3anyck He npegycMoTpeH
nosgHee B byayuiem).
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12.1. 'pacdpmueckun nurepdenc
NJaHUPOBLUMUKA

MnaHnpoBLWMK He BuAeH B Npacdu4eckom MNMonb3oBatenbckoM NHTepdence OTRS go Toro
BPEMEHMU MoKa OH ocTaeTcs paboTaTs.

12.1.1. NMnaHupoBwuK He 3anyckaeT YBeaoMJieHUA

EcTb OBa Tuna yBeAOMJIEHWN, ec/qin cuctema OOHapyxumBaeT, 4TOo [NaHMPOBLUUK
He 3anyuweH. OHu 6asupyloTcs Ha 4YacToTe OOHOBMEHUS COCTOSHUS MpoLecca
MnaHupoBLKKa. Ecnm pasHuLa MexXxay TeKyLUM BPEMEHEM W BpeMeHeM MNOoCNeaHEero
obHOBNEHUS COCTOSIHMA B 2 pa3a Obonblie YacToThl o0OHOBNEHUS nMpolecca,
npenynpexaatuiee coobuieHne byaet otobpakatbcss B OTRS obnacTtn yBegomaeHun.
Ecnn oHa 6onbwe B 4 pasa, TO, BMeCTo npeaynpexaeHus, byoet otobpakaTbCs
TPEeBOXXHOEe coobLeHue.

MNapameTp MNnaHMpoBLWMKa OBHOB/IEHME BpEMEHM MOXeT BbiTb HacTPOEeH C MOMOLLbIO
napameTpa "Scheduler::PIDUpdateTime" B thanne SysConfig.

Echm  Bbl  BMAUTE npeaynpexpatuiee coobuieHne, Heobsi3aTesbHO  cpasy
npeanpuHNUMaTb Kakne-To AeCTBUS, HO HACTOSITENIbHO PEKOMEHAYETCS MPOBEPUTb, YTO
npouecc 3anyuleH. Ecnm oTobparkeHTCsi TpeBOXKHOe coobLieHne, BeNnKa BEepPOSITHOCTb,
47O MNAHUPOBLLMK AEACTBUTENbHO He paboTaeT 1 ero cnefyeT 3anyCTUTb.

Mo ymonyaHuto MnaHMPOBLLWK He 3anyCcKaeT yBe4OMJIeHU, eC/IN eCTb AeNCTBUTE/bHbIN
Beb-CcepBUC, 3aperncTpmpoBaHHbIA B 6a3e fgaHHbIX U OH OoTobparkaeTcsA TONbKO ANA
nofib3oBaTenen n3 rpynnsl "admin".

YTobbl OTKJIOYMTL  YyBEeAOMAEHUS (He peKkoMeHOyeTCs) WIn Xe U3MEeHUTb
nnn pobaBuUTb rpynnbl yBeAOMJIEHWN, MNOXXaJlyncTa, OTpefaKTUpYyWTe HACTPONKy
"Frontend::NotifyModule# ##800-Scheduler-Check" B carine SysConfig.

# O

Dashboard ~ Customers  Tickets  Statistics = Admin Q
—

Figure: YBegoMieHVs1 NaaHNpoOBLUNKA.

12.1.2. 3anycK NnaHupoBLUKa

Mpn HaxaTUM Ha yBeOOMJeHMEe O TOM, 4To [IINHMPOBLWIMWK He 3anylleH
(Npepynpexpatollee uUnmM TPEBOXKHOE) OTKPOETCs AMaJIoroBoe OKHO, Mo3Bosisiollee
cTapToBaThb M1aHMPOBLIMK 3aHOBO. M1AaHNPOBLLMK MOXET ObITb 3anyLLEeH B HOPMaslbHOM
NN PoOpPCMPOBAHHOM PEXMME, aKTMBMPOBAHMEM COOTBETCTBYLLErro NoJis Bbibopa B 3TOM
OKHe.

Note

dopcnpoBaHHbIN  CcTapT [MnaHWpoBLWMKa HeobxogmM TONMBKO B Clyvae
HEeHOPMaJIbHOro 3aBeplleHus npeabiayliero npouecca lMnaHWpoBLUMKa U ero
Process ID y>xe 3aHeceH B 6a3y OaHHbIX.

Ncnonb3ynTe MHCTPYMEHTbI KOMaHAHOW CTPOKU, ONMUCAHHbIE HMXe, YTOObl UMETb
MOJIHLIN KOHTPOJIb Hag rnpoueccaMmy [MNaHUPOBLUMKA M UMETb BO3MOXHOCTb
NMPOBEPUTL €ro peasibHoe COCTOsIHME.
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Start Scheduler Information

General Information

Scheduler is an OTRS separated process that perform asynchronous tasks

{e.g. Generic Interface asynchronous invoker tasks)

It Is necessary to have the Scheduler running to make the system work correctly!
Starting Scheduler

« Make sure that /ws/otrs_d/varicron/scheduler_watchdeg exists (without .dist extension)
« Check that cron deamon is running in the system
« Confirm that OTRS cron jobs are running, execute /ws/otrs_4/bin/Cron.sh start

PucyHok: 3anyck lNi1aHupoBLUNKa.

12.2. NHTepdpenc KOMaHOHON CTPOKHM
MnaHupoBLLUKa

KomaHaHaa cTpoka [MnaHMpOBLLUMKa MO3BOASET ynpaBnaTb npoueccamm (3anyck /
OcTaHoOBKa) waM 3anpawmBaTb WX COCTOSAHME. TakXe eCcTb WHCTPYMeHTbl Ans
permvcTpaummn npolecca, KoTopbii byneT ynpaBsisiTb ONepauoOHHON CUCTEMON.

B komnnekT nocTtaBku OTRS BkAO4YeH UHTepdenc komaHgHowm cTpokm (CLI) pnsa
NJaHNPOBLLNKA.

12.2.1. ®aunsl Init.d NnaHmpoBLIMKa

Init.d dannel 3TO cneumanbHble CKPUMTbl, KOTOPble BbI3bIBAOTCA OMepaLVoOHHON
CUCTEMON Npu CTapTe 1 3aBeplieHnn paboThl.

OTRS npepnaraet init.d ckpunTbl AN aBTOMaTU4ecKoro npouecca lMnaHMposLLMKa
cTapTa/3asepweHns OTRS onpeuvoHHOW CUCTEMOW. DTW CKPUNTbl PacrosioXeHbl B
OTRS_HOME/scripts.

CkpunTbl init.d posxHbI 6bITb CKOMMPOBaHbI B COOTBETCTBYKLLEE MECTO Ballewn
onepaumoHHon cuctembl. WM OO/MKHbI ObITb JaHbl COOTBETCTBYHOLWME MpaBa U
YCTaHOBJIEHbI 3HAYEHNSA HEKOTOPbIX BHYTPEHHNX MEPEMEHHbIX A5 NPaBuIbHON paboThl.
Ecnn Bbl ucnonb3zosanm OTRS RPMs pna ycTaHOBKW cucTembl, 3TO byaeT caenaHo
aBTOMaTUYECKMU.

Init.d CkpunT BHyTpeHHux lNepeMeHHbIX
* OTRS_HOME - nyTb ycTtaHoBkn OTRS.
* User - MA nosb3oBaTesns npouecca apache.

¢ Group - apache obpabaTbiBaeT rpynny nosib3oBaTeNeN C TaKUM MMEHEM.
Note

B HacTosdwee Bpemsa OTRS npepocTaBnseT cueHapuu init.d Tonbko ang Lin-
ux-nsaaTgopm.
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Table 4.7. Cnucok init cueHapueB M noaaep>XXuBaeMbiX
OnepaumnoHHbIX CUCTEM

CueHapv¥ MHULMANM3aLUN Moppep>xuBaemsl onepauuMoHHble
CUCTEMBI
otrs-scheduler-linux Red Hat, Fedora, CentOS, SUSE, openSUSE,

Debian, Ubuntu

otrs-scheduler-gentoo-init.d, otrs-sched-|Gentoo
uler-gentoo-conf.d

Example 4.29. Npumep ansa 3anycka OTRS-MnaHmnpoBwuka B linux

shell> /etc/init.d/otrs-scheduler-linux start

Bo3MO>XXHble B encTBus

* start 3anyck npouyecca OTRS-lNnaHVpOBLUMKA.

* stop ocTtaHoBKa npouecca OTRS-MnaHnpoBLLMKa.

* restart nepesanyck npouecca OTRS-IMnaHupoBLLMKa.

» status 3anpocuTb cTaTyc npouecca OTRS-MnaHupoBLWMKa.

Ons koppekTHon paboTbl MnaHupoBLIMKa Heobxoamma 6a3a AaHHbIX, MOCKOJIbKY OH
peructpupyetT cBon ID npouecca, MMeHHO Mo 3TON NpUYNHe Heobxoanmo:

e BoinosHUTE cKpunT init.d ana 3anycka npouecca MnaHMPOBLUMKA, MOC/Ee TOro Kak
3anyueH npouec 6a3bl AaHHbIX.

* BoinonHute ckpunt init.d ona octaHoBky npouecca lMnaHUpPOBLUMKAE, OO0 TOro Kak
npowec 6a3sbl AaHHbIX OCTAHOBJIEH.

Note

Ecnn Bbl kenaeTe, 4TO6bI MNaHMPOBLLMK CTapTOBas MpU 3arpy3ke CUCTEMBbI,
obpaTnTeCh K AOKYMEHTALNM Ha OMepPaLIMOHHYI0 cMCTeMy. TaM Bbl HalgeTe Kyaa
MOMECTUTb CKPUNTHI init.d 1 KakK X HaCTPOUTb AJI9 aBTOMaTUYeCKOro cTapTa, a
TaK)Xe yKa3aTb MopsaaoK NX BbIMOJIHEHUS.

byl [1] 1]
12.2.2. ®aun " eMmoHa" NnaHmpoBLUUKA
9T0 YacTb MnaHMpoBLLVKA, KOTOPLIA ocTaeTcs paboTaTb B HOHOBOM pexxmnme, npoBepas
3a[aHunS, KOTOPbIE HY>KHO BbINOJIHUTL. OHa Tak)Xe obecneyrBaeT OCHOBHbIE YHKLMN
018 ynpaBaeHus npoLeccom.

Bce Unix / Linux cuctembl ncnone3syoT dann OTRS_HOME/bin/otrs.Scheduler.pl.

Example 4.30. NMpumep ana 3anycka OTRS-MnaHuupoBLUMKa

shell> OTRS HOME/bin/otrs.Scheduler.pl -a start

JocTtynHblie Onuun

e -a jJeuncteue.
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Bo3MO>XXHble 3HaYeHus

e start- ctapT npouecca lNnaHnpoBLUMKA.

* stop- ocTaHOBKa npouecca lNnaHnpoBLLUKa.

* status- ong 3anpoca cTaTyca npouecca lNnaHupoBLWMKa.

o -f NPUHYANTENbHBIN CTAPT UK OCTAHOBKA Npouecca MNnaHMpoBLMKa.

Example 4.31. Mpumep NPUHYAUTEJNIbHON OCTaHOBKHM
Mnanuposwuka OTRS

shell> OTRS HOME/bin/otrs.Scheduler.pl -a stop -f 1

Note

MpuHyanTenbHas ocTaHoBKa [MnaHMpoOBLUMKA MUCMOSb3yeTca ans ygnaneHusa ID
npouecca m3 6a3bl AaHHbIX KOrga rMJaHUPOBLUMK He paboTaeT M npouecc
OCTaeTCsa 3aperncTpupoBaHHbIM.

MpUHYAUTENbHBLIN 3anyck [1aHMPOBLUMKA WCMOJIb3yeTCA A8 CTapTa ero
rpoLecca, Korga niaHnUpoBLLKK He paboTaeT 1 NpoLecc 3aperncTpupoBaH.

MpuHyanTenbHble CTapT U OCTaHOBKA HEOOX0AMMbI TOJSIbKO €CK CTapT npoLecca
HeobXxoANMO BbINOJIHUTL A0 TOro Kak BpeMsi 0OHOBJIEHUS nMpoLecca UcTekno. B
MPOTMBHOM C/ly4ae, UCTEeK 3anncb an expired entry in the database is discarded
by normal start.
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Chapter 5. HacTtpouka
1. Cnucku KoHTtponsa floctyna (ACLs)

1.1. BBegeHue

Ha4unHas c OTRS 2.0, Access Control Lists (ACLs) MoryT ncnosib3oBaTbCA 419 yNpaB/ieHns
0OCTYNoOM K 3asiBKaM, MOAY/NSM, o4epensam v np., WaM Ans BAWAHUA Ha LEWNCTBMSA Mo
3asBKaM (3aKpblTne, nepemelleHme n 7.4 4.) B onpeaesieHHbiXx cutyaumax. ACL moryT
6bITb NCMONb30BaHbl B AOMNOJIHEHNE K CYLLIECTBYIOLEN CUCTEME pa3pelleHnin/npas Ponn
n Fpynnbl. C ncnonb3osaHnem ACL MoryT 6biTb MOCTPOEHbI 37iIeMeHTapHble work-flows,
OCHOBaHHble Ha aTpubyTax 3aaBKW.

B ocHoBHOM, ACL Mcnonb3yrTCca 419 OrpaHNYeHNA BO3SMOXKHbIX AENCTBUIN Ha 3ad9BKaMu,
OCHOBaHHbLIE Ha 3afjaHHOM Habope npasun.

ACL MoryT BbITb HENOCpPeACTBEHHO BCTaBseHbl B hain Kernel/Config.pm file, ogHako,
Ternepb, Mbl He pekoMeHAyeM 3TOT cnocob, Tak kak B OTRS Tenepb cywiecTByeT
cneumnanbHbin GUI Cnuckn ynpasneHus pgoctyrnom ACL B naHennm agMmHUCTpaTopa,
nossonsawowmn coxpaHaTe ACL B 6a3e faHHbIX Ha MEpBOM LUare co3gaHua 1, 3aTem,
CUHXPOHN3NPOBATb UX B (hal, NO FOTOBHOCTN.

ITOT pa3snen cogepxut pag npumepoB ACL, KOTOpbIM NOKa3bliBaeT MpPoOLECcC 3agaHus
napameTpoB ACL u KpaTKoe CNpaBOYHOE pPYKOBOACTBO MO Hambosiee Ba’kHbIM
napameTtpam ACL.

Warning

Monb3oBaTenb No ymoavaHuto 'root@localhost' He obpabaThiBaeTcs B Ticket ACls

1.2. OnucaHue

Tekct ACL coctouT mn3 gByx 6onbwux pasgenos, 'Matching/Ycnosua' mn 'Change/
Dencteusa'. B pa3sgene YcnoBus ykKasbiBaloTCA aTpubyTbl KOTOpble MPOBEPSAOTCA Ha
COOTBETCTBME 3aJaHHbIM 06pa3uaM 1 Nnpu HecoBnageHun, ACL He npuMmeHsaeTcs. Pasaen
[encTeuin, cooepXXuUT npaBunaa, OrpaHMYUBalOLLME BO3MOXXHbLIE OMUMW 3a8BKU MNpu
BbINOJSIHEHUY 3a4aHHbIX YCNOBUIA.

Paspenbl Ycnosuni
* Properties

3TOT pas3fen conoepXuT Onuun, KoTopble MOryT MeHATbCA "Ha neTy", Hanpumep,
npu co3faHWW 3asiBKW, ee [OaHHble W3MEHATCA AWHAMUYeCKW Mo Mepe BBoOAa
nHpopmaumn, ecnm ACL cooepXuT NnpoBepKy 3HavYeHus aTpmubyTa 3asaBKU, TO TOJILKO
npu coBnageHnn BBeneHHOro/BbibpaHHOro 3Ha4YeHusa ¢ obpasyom B ACL, OH MOXeT
OblITb aKTUBMPOBAH M, BO3MOXXHO, MOBJINATb Ha 3HaYeHUa ApYrux aTpubyToB 3asBKU,
B MPOTUBHOM C/ly4ae, 3TOro He Npon3onaeT.

* PropertiesDatabase

DTOT pa3aen noxox Ha 'Properties', HO He MOXET WM3MEHSTb OaHHble 3asiBKU, He
COXpaHeHHble B 6a3e AaHHbIX, 3TO 03HaYyaeT, YTO u3MeHeHue aTpubyToB H6e3 BBOAA
3aABKU B 6a3y He byyT MMeTb MecTa. He ncnosib3yeTcs A1 9KPaHOB CO3AaHNS 3asBKN
(T.K. 3asBKW eule HeT B B[1). To ecTb onepupyeT C AaHHLIMU paHee CO34aHHON 3asBKMU.

Paszpen Dencteun
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* Possible

Cekumsa Possible cy»aeT cnMCOK JOCTYMHbIX AENCTBUN UM 3HAYEHUA 00 YKa3aHHbIX
B 3TON CEKUUN.

e PossibleAdd

dnemeHThl B cekumm PossibleAdd nobaBnseT nponyLleHHbIE 31IeMEeHTbI, KOTOpble Bbinn
orpaHunydeHsl apyrumu ACL. PossibleAdd ncnonb3yeTtcs Tosibko BMecTe ¢ apyrumm ACL,
B KOTOpPbIX ecTb cekuuu Possible nnn PossibleNot .

* PossibleNot

ITa cekumsa NCrnosib3yeTcsa ANa yaaneHns oTAeNbHbIX 3JIEMEHTOB/3HAa4YeHU N3 CrUCKa
OOCTYMHbIX B TEKYLIMA MOMeHT. OHa MOXXET MUCMOJIb30BaTbCA CaMOCTOATENIbHO NN
BMecTe ¢ apyrmmmn ACL ¢ cekumamm Possible nnm PossibleAdd.

Y1ob6bl coenaTb pa3paboTky ACL npouie n bonee pas3suton, nmeetcs Habop, Tak
Ha3blBaeMbIX MOANMUKATOPOB ANA aTPpUbYTOB B KarKAOM CEKUMU. DTN MoaNDUKaTOPbI
06bACHEHbI HMXeE:

MoaoundunkaTopbl
* [Not]

OH wucnonb3yeTcs AN8 WUCKIYeHUa 3HadeHusd, Hanpumep: '[Not]2 low' B gaHHOM
c/ly4yae peydb MAET O NMpuopuTeTax 3asaBKN N ByaeT MMeTb TOT »Xe pe3ysbTaT, Y4To U
nepe4yncneHuve: 'l very low', '3 normal’, '4 high', '5 very high'.

* [RegExp]

Cny>XuUT Ong 3ajaHunsa peryJsispHoro BblipaXKeHUs [ MPOBEPKU COOTBETCTBUA
HECKONIbKUM  3HaydeHusaM, Hanpumep ‘'[RegExpllow' pna npuoputetoB 6OyaeTt
aHanormyHo cnuncky 'l very low', '2 low'.

* [regexp]
AHanormnyHo no gencreuto c [RegExp] HO HeYYBCTBUTENEH K PEMNCTPY CMMBOJIOB.
* [NotRegExp]

OTpuuaTenbHoOe perynspHoe Bbipa>keHue, Hanpumep, '[NotRegExpllow' ansa cnmncka
npuopmTeToB aHanornyHo '3 normal’, '4 high', '5 very high'.

* [Notregexp]

AHanorunyHo [NotRegExp], HO HEYYBCTBUTENBHO K PEerncTpy.

1.3. Mpumepsbl

Cnepnytouwme npuMmepbl nokasbiBatoT 0ba cnocoba npenctasneHus ACL - B rpadpnyeckom
N TEKCTOBOM BUAe.

Example 5.1. Cnucku npaB poctyna (ACL) no3BONSAIOT NnepeMeLwsaTtb
B o4yepenm ToJIbKO 3afABKU C NpMopuTeToM 5.

ITOT NpumMmep nokasbiBaeT 6a3oBylo CTpykTypy ACL. Bo-nepBbix, HeobxoonMo ykasaTb
mma. B paHHoMm cnydae 370 "ACL-Name-2". MNMomHuTe, 410 ACL OyaoyT YMCNeHHOo
OTCOPTUPOBaHbLI Nepen BbiNOJIHEHNEM, T.€. UCN0JIb3YNTe MMEHa aKKypaTHO.

3aTeMm, cnepnyeT cekumsa "Properties”, KoTopas oThpuUNbLTPOBbIBAET BawKn 3asBKU. Bce
KpuTepumn, 3ajaHHble 30eCb, MPUMEHSAITCS K 3as8BKe 15 onpenesieHna nosxeH num ACL
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NPUMeHATbLCA AN Hee. B HaweM npuMepe, 3asBKa NpoBepsaeTcs Ha NPUHaANEeXHOCTb K
o4vyepenun "Raw" u Hann4ymm nprnoputeTa "5 very high". 3T0 Tak>Xxe 3aBUCUT OT N3MEHEHWIA
B hopme BBOAa (T.e. ecnin 3a8BKa B o4epeam "raw" n nmeet npmoputeT "3 normal" - B 3TOT
MOMEHT COOTBETCTBUSA HET, HO, 3aTeM, npu Boibope nons MpruopuTeT 1 U3 BbiNajatoLlero
cnucka BblbupaeTtca "5 very high", To cooTBeTCcTBME HacTynaeT).

HakoHeu, pa3gen "Bo3MoxHble" onpenenseT naMeHeHUsA 3KpaHa. B HaweMm cnyvyae un3
MMELWNXCA odyepenen Tonbko o4vepedb "Alert" mMoxeT 6bITb BbibpaHa Ha CTpaHuue
3asBKMN.

w Edit ACL structure
Match settings
¥ (5 Properties
¥ (=) Ticket
= Queue:
Raw Standard = ®
= Priority:

5 very high Standard 3 ‘:‘E‘

Change settings
¥ (5 Possible
¥ (2 Ticket
= Queue:

Alert Standard $ @

Save oOr Saveand finish or

# ticket acl
$Self->{TicketAcl}->{'100-Example-ACL'} = {
# match properties
Properties => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],
}
}l
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
}I
}l
}i

Example 5.2. ACL no3BonsioT nepeMewiatb B Apyrue ovepenm
TOJIbKO 3afBKM C NPUOPUTETOM 5, y)Xe uMmeroLwimecs B base aaHHbIX.

OTOT NpUuMep OYeHb MOXOX Ha NpeabiAyuwmn, HO B 3TOM CJlydae TOJIbKO 3asBKU B
oyepeanm "Raw" m c npuoputeTom "5 very high", yxe umewwmnecs B 6aze paHHbIX
OynyT COOTBETCTBOBATbL KpuTeputo. Takor Tun ACL He y4nTbiBaeT n3MeHeHus B hopMax
M3MeHeHNsa 3asBKW, A0 TOro Kak 3aaBka Oyaet pencteuTesnibHO obHoBreHa B 6ase
OaHHbIX.
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w Edit ACL structure
Match settings
¥ (5 PropertiesDatabase
¥ (=) Ticket
= Queue:
Raw Standard = ®
= Priority:

5 very high Standard 3 ‘:‘E‘

Change settings
¥ (© Possible
¥ (2 Ticket
= Queue:

Alert Standard $ @

Save oOr Saveand finish or

# ticket acl
$Self->{TicketAcl}->{'102-Example-ACL'} = {
# match properties
PropertiesDatabase => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],
}
}I
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
Y
}I
+

Example 5.3. Cnucku npaB poctyna (ACL) nenaiot HeBO3MO>XXHbIM
3aKpbiTUe 3aABOK B o4Yepeam raw u CKpbiBaloT KHOMKY "3aKpbITb".

30ecbk Bbl MOXeTe yBUOETb KakK MNoJjie 3asiBKM (COCTOSHWE), MOXKEeT MPOoBEPSATLCSA Ha
6onee 4em BO3MOXXHOE OJi19 BBOZA 3HayeHMe. MOXKHO TakXXe OrpaHuynTb BO3MOXKHbIE
0encTBUS, BbINOJIHAEMbIE Ha[, KOHKPETHOM 3as8BKOW. B 3TOM cnyyae, 3asaBKa He MOXXeT
ObITb 3aKpbITa.
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w Edit ACL structure
Match settings
¥ (5 Properties
¥ (2 Ticket
= Queue:

Raw Standard = @

Change settings
¥ (5 Possible
¥ (2 Ticket
= State:
new open pending reminder

Standard 0 (&)

@ [-
¥ () PossibleNot
¥ (=) Action

AgenTicketClose Standard = (-E.

Save or | Save and finish | or

$Self->{TicketAcl}->{'102-Second-Example-ACL'} = {
# match properties
Properties => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
}

}l
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
State => ['new', 'open', 'pending reminder'],
}I
}l
3 return also not possible options (black list)
PossibleNot => {
# not possible action options
Action => [ 'AgentTicketClose' 1,
}l
}i

Example 5.4. ACL ypansetr HaBcerga BO3MOXXHOCTb YCTAaHOBMUTb
coctosHue "closed successful".

OTOT npuMep nMNoOKa3blBaeT KaK MOXHO WCMoJib30BaTb "HeraTuBHbIe" QUALTPLI
(cocTosHme "closed successful" byneT yaaneHo n3 cnnckos Bbibopa). Bbl Takke MoxeTe
BUOETb, YTO He 3afaHHble yCoBuA ang "properties" ona 3aa8kn 6yaeT 03HayYaTb, 4TO OHO
BEepHO N4 BCeX 3asBOK, T.e. ACL npumMeHsaeTcs Bcerga. 31o MoxXeT bbITb N0sIe3HO, ecnun
Bbl )KeJlaeTe CKPbITb onpejesieHHble 3Ha4YeHNA No YMOJITHaHUIO U ONYCTUTb BBOA APYINX
3HaYeHN TONbKO B 3afaHHbIX 06cToATeNnbCTBaxX (HanpuMep, ecaur areHT NpuHagnexxuT
onpegpesieHHON rpynne).
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w Edit ACL structure

Match settings

Change settings
¥ (5 PossibleNot
¥ ) Ticket
(5 State:

closed successful Standard + @

Save or Saveand finish or

$Self->{TicketAcl}->{'103-Third-ACL-Example'} = {
# match properties
Properties => {
# current ticket match properties (match always)
)i
# return possible options
PossibleNot => {
# possible ticket options
Ticket => {
State => ['closed successful'l,
Iy
+
}

Example 5.5. ACL Tonbko otoOpaxaet Hardware-cepBucbl pns
3aABOK, KOTOpble Oblzin co3aaHbl B oYepensax, Ha4MHaOLWMNXCA C
"HW".

aT0T npnMep TaK>Xe MOKa3biBaeT KaK MOXHO UNCMNOJIb30BaTb pPerynsapHble€ BblpaXXeHn4d
019 COMOCTaBJ/IEHNSA 3a89BOK U PUAbTPaALUU JOCTYMHbIX onuun.

w Edit ACL structure
Match settings
¥ (5 Properties
¥ (5 Queue
(=) Name:

[RegExp]HW Regex = ®

Change settings
¥ (=) Possible
¥ (2 Ticket
(2 Service:

[RegExp]~(Hardware) Regex . ®

Save oOf Save and finish or

$Self->{TicketAcl}->{'104-0Only-Hardware-Services-for-HW-Queues-ACL'} = {
# match properties
# note we don't have "Ticket => {" because there's no ticket yet
Properties => {
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Queue => {
Name => ['[RegExp]HW'],
}

)i

# return possible options

Possible => {
# possible ticket options
Ticket => {

Service => ['[RegExp]~(Hardware)'l,

Iy

)i

I

Example 5.6. ACL pana orpaHumdeHusa poctyna K [Mpoueccy B
nHtepdence knueHta no CustomeriD.

v Edit ACL structure
Match settings
¥ B Properties
v B CustomerUser
B UserCustomerlD:
TheCustomeriD
R
¥ B PropertiesDatabase

-

Change settings
¥ B Possible
-
¥ B PossibleNot
v B Process

P14

$Self->{TicketAcl}->{"105-Disallow-Process-For-CustomerID"} = {
'Possible' => {},
'PossibleNot' => {
'Process' => [
'P14'
1
}l
'Properties' => {
'CustomerUser' => {
'UserCustomerID' => [
'CustomerID'
1
b
}l
'PropertiesDatabase' => {},
'StopAfterMatch' => 0
+

1.4. Cccbinika

B HmxenpueBeneHHoM CuLeHapuu npencTaBfieH CMUCOK BCeX MapaMeTpoB, KOTopble
MOryT 6bITb MCNONb30BaHbl ANs CNMCKa NpaB goctyna (ACLs).

CmoTpute cekuma ACL B ProcessManagement pokymeHTauum pnna pgeTanbHOro
paccMoTpeHusa ncnosbiosaHna ACL ons npoueccHbIX 3asBOK.
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Example 5.7. Ccbinka oToOpa)kaeT Bce BO3MOXHblie BaXXHble
HacTpouku ACL

# ticket acl
$Self->{TicketAcl}->{'200-ACL-Reference'} = {
# match properties (current values from the form)
Properties => {

# the used frontend module
Frontend => {

Action => ['AgentTicketPhone', 'AgentTicketEmail'l],
i

# the logged in agent
User => {
UserLogin => ['some login'],
Group rw => [
"hotline',
15
Role => [
'admin’',
15
3 noa
1,

# the logged in customer
CustomerUser => {
UserLogin => ['some login'],
UserCustomerID => ['some customer id'],
Group rw => [
'"hotline',
s
Role => [
'admin',
s
# ...
i

# process properties
Process => {

ProcessEntityID => ['Process-9c378d7cc59f0fced4cee7bb9995ee3eb'],
# the Process that the current ticket is part of
ActivityEntityID => ['Activity-f8b2fdebe54eeb7b147a5f8elda5e35c'],

# the current Activity of the ticket

ActivityDialogEntityID => ['ActivityDialog-aff0ae05fe6803f38de8fff6cf33b7ce'],
# the current ActivityDialog that the Agent/Customer is using

Iy
# ticket properties
Queue => {

Name => ['Raw'],

QueueID => ['some id'],
GroupID => ['some id'l],

Email => ['some email'],
RealName => ['OTRS System'],
# ...

},
Service => {
ServiceID => ['some id'],

Name => ['some name'],
ParentID => ['some id'],
# ...
},
Type => {
ID => ['some id'],
Name => ['some name'],
# ...
},
Priority = {
ID => ['some id'],
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Name => ['some name'],

€3 oo
I
SLA = {
SLAID => ['some id'],
Name => ['some name'],
Calendar => ['some calendar'],
€3 oo
I
State = {
ID => ['some id'],
Name => ['some name'],
TypeName => ['some state type name'],,
TypeID => ['some state type id'l],
€3 oo
I
Owner => {
UserLogin => ['some login'],
Group rw => [
'some group',
I
Role => [
'admin',
I
€3 oo
I

Responsible => {
UserLogin => ['some login'],
Group rw => [
'some group',
15
Role => [
'admin’',
15
€3 oo
I
DynamicField => {
# Names must be in DynamicField <field name> format.
# Values in [ ... ] must always be the untranslated internal data keys
# specified in the dynamic field definition and
# not the data values shown to the user.

DynamicField Fieldl => ['some value'],
DynamicField OtherField => ['some value'],
DynamicField TicketFreeText2 => ['some value'],
€3 oo
1,
# alternatively, ticket properties can be specified in the ticket hash
Ticket => {
Queue => ['Raw'],
State => ['new', 'open'l,
Priority => ['some priority'],
Lock => ['lock'],
CustomerID => ['some id'],
CustomerUserID => ['some id'],
Owner => ['some owner'],
DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
€3 oo
1

b

# match properties (existing values from the database)
PropertiesDatabase => {
# See section "Properties", the same config can be used here.
€3 oo

}

# reset possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Hotline', 'Coordination'],
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State => ['some state'l,
Priority => ['5 very high'],
DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
€3 oo
NewOwner => ['some owner'],
0ldOwner => ['some owner'],
€3 oo

Iy

# Limit the number of possible ActivityDialogs the Agent/Customer
# can use in a process ticket.
ActivityDialog => ['AD1', 'AD3'],

# Limit the number of possible Processes that can be started
Process => ['Process-9c378d7cc59f0fced4cee7bb9995ee3eb’,
'"Process-12345678901234567890123456789012"'],

# possible action options (white list)

Action => [
'AgentTicketBounce',
'AgentTicketPhone'. # only used to show/hide the Split action
'AgentLinkObject', # only used to show/hide the Link action
€3 oo

1,
I
# add options (white list)
PossibleAdd => {
# See section "Possible"
# ...
I
# remove options (black list)
PossibleNot => {
# See section "Possible"
# ...

b

Note

lMpwn npoBepke ACLs, ecnu CustomerUserID napameTp oTnpasieH, mexaHnsm ACL
CpaBHMBaeT 3afaHHbIN ACL ncnonb3dysa npenctaBneHHbin CustomerUserlD gns
cbopa paHHbIX CustomerUser ans 3anonHeHus CustomerUser hash, a Takxe
rnepekpbiBaeT MHGOPMaLNIO 0 KIneHTe B hash 3as8BkM gng nposepku B Properties.
C ApYyrown CTOpoOHbI 3TN BbIYNCNEHNS TaKXe UCNONb3YyoTcA B PropertiesDatabase
pas3fesie, Ho C UCMoJIb30BaHMEM KJINEHTa 3as8BKM KakK OCHOBY A1 cbopa AaHHbIX.

ObpaTnuTe BHMUMaHUe, 410 B lMonb3oBaTenbckoM NHTepgence, CustomerUseriD
BCerga oTrnpaBisfeTcs C 3aJJorMHeHbIM KnneHToM.

MoMHUTe, 4TO Ha 3KpaHax noucka (AgentTicketSearch n CustomerTicketSearch)
- eNHCTBEHHO AOoCTynHble aTpubyTbl gna ACL 3To AMHaMu4deckme nonas. 37O
O3Ha4YaeT, 4TO AJi9 3TUX 3KPAHOB Bbl HE MO)XXETe OrpaHun4nTb nbble apyrue
aTpnbyTbl, Takme Kak Tun 3aaBku, CoctossHue, O4epenb 1 T.4.

From OTRS 4 the 'Action' parameter is not longer a hash but an array reference
and it can be used in any of the Change sections using any of the Modifiers.

2. YnpaBneHue lNpoueccamm

2.1. BBepeHue

dTa dyHkumsa B OTRS [llo3sonseT nogenmpoBaTb MNpouecchl (MoToku paboT/3apad) B
cncTeme yrnpassieHUs 3asBkamu. TOCHOBHasA naes 3akJ4yaeTcs B TOM, 4Tobbl 3a4aTh
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NOBTOPSIOLMECS MPOLECCH U AenernpoBaTb YacTu paboTbl pa3INyHbIM COTPYLHUKAM,
a TakXe ynpaBaaTb npoaos/mkeHnmeM paboTbl MO mpoueccy, B 3aBUCMMOCTU OT
onpenesieHHbIX YyCI0BUNA.

2.2. NpumMmep npouecca

[JaBanTe pacCMOTpPUM HeKknn npmmep 41obbl BCe BbiN0 Bonee HarNAaAHO N NOHATHO. Mbl
bynem paccMaTpmBaTb NPOLLECC MOKYMNKU KHUTU:

2.2.1. 3anucb cnpoca

Mpexpne 4eM 3aka3 byneT pa3melleH, 3anpoC Ha nuTepaTypy paboTHukom 6yaeTt
3anucaH. Cneayowan KHAra Hy><KHa B HalleM npuMepe:

Title: Prozessmanagement fir Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

2.2.2. YTBEp)XOeHue MeHea >kepoM

HavanbHUK oTtaena roe pa60TaeT paGOTHI/IK LOJKEeH pelnTb 4YTO AeflaTb C 3aka3oMm. B
cqlyHae OTKa3a, Npun4nHa O0TKa3a AO0JIXKHa ObiTb 3anMcaHa CTapwmm no LOoJIKHOCTU. B
cny4dae op.oﬁpeva 3aKa3 nepenaeTcd B oTAe)1 3aKYlOoK.

2.2.3. ObpabarTbiBaeTCca OTAEJIOM 3aKYyNOK

3aKynka, B JaHHOM Cjlydae, COCTOUT B TOM, 4TOObl HAWTWU, rOoe KHUra MoXeT ObiTb
3aKa3aHa Ha JyudlInX YyCioBUusX. ECnm ee HeET Ha pbIHKE, 3TO A0JKHO ObiTh 3anMMcaHo B
3aKa3se. B clyyae ycrnewHoro pasMellieHns 3akasa, 3aKyrnuyK 3anucbiBaeT NOCTaBLIMKA,
LeHy 1 OaTy NOCTaBKWU.

2.2.4. ObpabaTbiBaeTCa NOYMTOBbLIM OTAEJIOM

Mocbinka 6yneT gocTaBieHa B KoMmmnaHuio. OTaen npuemku, rnpoBepsieT MOCbUIKY ”
3anucbiBaeT gaTy npremMa. Tenepb paboTHUK - 3aaBUTeNb OyaeT N3BELLEH, YTO €ro 3aka3s
NpuobbIN 1 FOTOB K Bblgaye.

2.3. BbinosiHeHue npuMepa

Ecnv npeanonoxuTb 4TO 3asBKa AencTtByeT B 3ToM paboyeM nMoToke Kak
COMPOBOANTENbHbLIA  [OKYMEHT, KOTOPbIA MOXEeT TMpuHUMaTb coobuieHnss 06
N3MEeHEeHUsX, Mbl MNOJly4aeM MoJIHoe NpeacTaB/ieHNe O NPOLECCHbIX 3asiBKax.
MpoaHanM3npoBaB NpeabIayLLInA NPUMeEpP Mbl MOXKEM BblAENUTL cliegyloLline MyHKThI:

* BO3MOXXHOCTU peructpaumn [aHHbIX, Ha3oBeM ux Activity Dialogs/Auanoru
AKTUBHOCTH,

* [lpoBepku, KOTOpble MOryT aBTOMATU4YeCKW pearnpoBaTb Ha W3MEHeHWe [aHHbIX,
Ha3oBeM [lepexosl,

* N3MEHEeHUs, KOoTopble MoryT ObiTb MpuMeHeHbl s o06paboTku 3aaBKM nocne
ycnewHoro nepexona obpaboTkm 3aaBkuM, HazoBeM ux Transition Actions.

Tak)xe HaM HeobxoaAnUM OONONHUTENbHbLIA 3/IEMEHT, KOTOprVI He TaK o4yeBunaeH:
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* BO3MOXHOCTb NpeasoXunTb, 4Tobbl bonee yem oauH Auanor AKTuBHOCTW/Activity Di-
alog 6bin gocTyneH. B HaweMm npumMepe 370 Heob6Xo0AMMO, KOraa MeHen)Xep LOJIKEH
nmeTb Bbibop Mexay "Approve/YTBepanTb" and "Deny/3anpeTtuTb". Hasosem 370 Ac-
tivity/AKTUBHOCTb.

Tenepb, BBeAsA noHATUA Activities/AkTnBHOCTbL, Activity Dialogs/Ananorn AKTUBHOCTN,

Transitions/Mepexoabl M Transition Actions/OencTBna nepexopa, Mbl UMeeM BCe

HeobXxoAnMble MHCTPYMEHTbI ANS MOCTPOEHMSA OTAEJIbHbIX 3TamnoB Hallero npuMmepa.

YTOo Mbl elle He onpepenunn, Tak 3To o06n1aCTb B KOTOPOW AN KaKAOro MnoToKa

paboT/ work-flow 6b1n 6bl 3agaH NopsaaoK WwaroB. HazoBeMm 310 Process/lMpouecc. YTobbl

MMeTb BO3MOXXHOCTb CCbIJIaTbCA Ha BCE 3TU CYLLHOCTU/MOHATUA MO3Xe, AaAUM UM

KpaTkne nmeHa/abbpeBunaTypbl B CKOOKax. 3TN 0603HaYE€HNS OCHOBaHbl Ha BHYTPEHHEM

MexaHu3Me naeHTudunkaumm, HasslBaemoM EntitylDs.

EntitylDs cornacosbiBaloTCS C ogHOM nnu aBymMs BykBamum (B 3aBUCUMMOCTM OT 4YacTwu
rnpouecca), a 3aTeM NMOpsAAKOBbLIA HOMEpP, HanpuMep:

* Mpouecc: 'P1', 'P2' ... 'Pn'.

e lesTenbHocTb: 'Al', 'A2' ... 'An".

e Nunanor AktuBHocTu: '‘AD1', 'AD2' ... 'ADNn".

* Mepexon: 'T1', 'T2'... 'Tn".

* Mepexopn pencteun: 'TAL', 'TA2' ... 'TAn'.

Mepen co3paHMEM Mpouecca U ero 4acten HeobxoAMMO NOArOTOBUTH CUCTEMY.
Hy>XHO onpenennTb HekoTopble O4yepenn, KnneHtoB n uHamumnyeckume lMNons, a Takxe
YyCTaHOBUTb HEKOTOpPbLIe onuumn B hanne SysConfig.

CospaTb cnepywouwme Oyepenu:

* YnpaBJrieHue

e COTpYyOHUKN

* [okynka

* [MoyTOBOE OTHAENEHUE

Co3paet cnepywowmnx Nonb3oBaTtenen:

* MeHepxep

* COTpYAHUK

Co3paTb cneayouwme AnuHamuydecku MNMons:

* Ha3BaHue

MeTKa Ha3BaHue
Type Text
ObbekT 3a8BK

* ABTOp
MeTKa ABTOp
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Type Text
ObbekT 3aBK

* ISBN
MeTKa ISBN
Type Text
ObbeKkT 3asBK

e CocTosiHUE
MeTka CocTosiHMe
Type Dropdown
ObbekT 3asBK

BO3MO>XHble 3Ha4yeHus

* YTBepxaeHune

e OTKa3aHo B YTBEPXAEHUN
e YTBEPXOAEHHbIN

* 3aKa3 OTMeHeH

* 3aKas pa3MeLleH

* [locblsika noay4vyeHa

MpumeyvaHue: |/|CI'IOJ'Ib3yI7ITe MMEHHO 3TWU BO3MOX>XHble 3Ha4deHUAa Aand

"3Ha4vyeHue" Npun co3gaHNN AUHAMUNYECKUX MONEN.

* [locTaBLKUK

"Knioy"

n

MeTka MocTaBWMK
Type Text
ObbeKkT 3aABK

* lleHa
MeTKa LleHa
Type Text
ObbekT 3aBK

» DeliveryDate

MeTKa HaTa nocTtaBku
Type Date
Ob6beKkT 3asBK

» DateOfReceipt

MeTka DaTa nony4vyeHus
Type Date
O6bekT 3anBK

YcTaHaBAmMBaeT cieayouwmne napameTpbl SysConfig:
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* 'Ticket::Responsible': Yes

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicFieldGroups':

Knrou: Conep>xxaHue:

KHura HasBaHue, AsTop, ISBN

O6wmn CocToslHMe

3aKas LleHa, MocTaBwukK, aga ooCcTaBKU
OTrpy3ka DateOfReceipt

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicField":

Knrouy:

Comep>xaHue:

ABTOp

DateOfReceipt

DeliveryDate

ISBN

LeHa

CocTosHMe

MocTaBLWMK

Ha3BaHue

[ [ IR U ) P -

Tenepb faBanTe Nepengem K onncaHuo peanbHoro npowecca. Ha chegyowem ware Mol
onpenennM KOHKpeTHbIe 06BbEKTbI, KOTOPble HaM HEOOX0AVMBbI.

2.3.1. Npouecc (B KayecTBe KOHTEeUHepa)

Ona co3maHuUs HOBOro npouecca Heobxoammo nepernTn K MNYHKTY YnpasieHue
npoueccaMmn Ha MaHenn AQMUHUCTPATOpPa, NOC/AE Ha)KaTus Ha KOTOPbIA Mbl MNOMagem
Ha 3kKpaH O63o0pa npoueccos. Mocne co3gaHMa nNpouecca Mbl MOJYHYUM BO3MOXXHOCTb
Cco34aHus BCcex ero o6bLekToB (BCeX COCTABMSAOLLIMX NpoLecca).

Note

HeatenbHocTn, Ouanorn AKTUBHOCTH,

Mepexogbl M [LencTBua nepexonos

onpefeneHHble B OOHOM npouecce 6yayT HOOCTYNHbI AN BCEX MPOLIEeCCOB

CnNcTeMmbl.

System Administration Orline Admin Manual &

1age event based Manage tasks triggered by event

ed execution

Manage system registration.

manage ACLS. Manage OTRS Group services.

"age ticket

Send notifications to

users Manage existing sessions.

1age dynamic Schedule a maintenance period. View performance benchmark

results.

View system log messages. Execute SQL statements.

Configure Processes Edit the system configuration

seftings.

eb

and extend your system

Create and manage w
sel fiware packages

Upd:
rvices witk
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PucyHok: CtpaHuya AamuHucTpaTopa OTRS - AAMUHUCTPpUPOBaHUE CUCTEMBI.

HaxxmuTte Ha gencteue "Co3gaTtb HoBbin Mpouecc” B okHe [encTBuUNA.

Actions
[-+] Create New Process

« Deploy All Processes

Figure: Co3aatb kKHornKy HoBnbivi [Npouecc.

3anosiHAeM nHgopMaLmio o npouecce, ykasbiBaeM HaseaHue lNpouecca n ero OnncaHuve,
a CTaTyC OCTaBMM CO 3Ha4vyeHueM "inactive", Nnoka He 3aKOH4YMM BCe 3adadn. CoxpaHaeM
npouecc.

Create New Process
Actions Create New Process

4 Go to overview * Process Name: Book ordering

« Description; The process to order a book

Description

Active | 7]

Save Of

PucyHok [JobaBUTb HOBbIV MpoLieCC.

2.3.2. Amanorn lencrBmmn

KNnkHMUTE No nMeHn npouecca B okHe O63opa npoLeccos, 3aTeM B cnucke "[ocTynHble
3/IeMeHThbI mpoLuecca" HaxMuTe Ha "Ouanorn AKTUBHOCTM" (3TO OencTBME pacrnaxHeT
CMUCOK ONuuin ONa OMaNoroB akKTUBHOCTUM U COXMET ApYrne Cruckn, K Hemy He
OTHOCSALMECSH, HaNnOMUHaeT 3PPEKT rapMoLLKK), 3aTeM HaxMuTe Ha "Co3aaTb HOBbLIN
Ownanor AKTnBHocTK".

Available Process Elements

w Activities

Ne data found.

(+] Create Mew Activity

PucyHok: Co3gaTk KHornky HoBbivi Quasor [JesTtesbHOCTH.

Bo BHOBb OTKpbIBLIEMCS OKHe, 3anosHuTe none "“Wma [duanora AKTUBHOCTU", a
Takxe "OnucaHue (kpaTkoe)", oJas 3TOro NpuMepa Mbl OCTaBMM OCTallbHble MOAA CO
3HAYEeHMAMKN MO YMOJsIYaHMI. [na Ha3HayveHumsa nonen Auanory AKTMBHOCTU MNpPOCTO
3aXBaTUTE MbILLKOW HY)XHOe nosie u3 cnucka "[ocTynHble nons" u nepeHecute B
cnmncok "Ha3HaveHHble nond". VX nmopsafnok B cnmcka "Ha3HaveHHble nonsa" 6yneTt
COOTBETCTBOBATb UX NOPALKY Ha 3KpaHe. N9 naMeHeHnsa nopsagka npocTo 3axeaTuTe
MbILLKOW HY>XHOE NoJie N NnepeMecTnTe ero B Hy>KHOe MecCTo.

228



OTRS

Real Services

w Activity Dialog

* Activity dialog Name:  Recording the demand

Available in: | Agent Interface

<2

# Description (short): | Recording the demand

Description

* Fields

You can assign Fields to this Activity Dialog by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also possible by
drag 'n’ drop.

Filter available fields... ASSIGNED FIELDS

AVAILABLE FIELDS
Article

Figure: JobaBuTb HOBbIV [uanor [eaTesibHOCTH.

lMocne Toro kak nomMelleHbl B CNUCOK "Ha3HavyeHHble nona", gopyroe BCrJbliBlOLEe OKHO
MOKa>keT HeKoTopble AaHHble 0 nosie. Mbl OCTaBMM MM BCEM yMasliMBaeMble 3Ha4YeHns
M ToNbKOo s nonen tuna CoobueHne/3amMmeTKa Mbl AOJIHbI MPOBEPUTL, YTO OHU UMEKT
Tnn "note-internal®.

Edit Field Details
Edit Details for Field "Article"
Description (short): ||

Description (long):

Default value:

nate-internal [

Save = Cancel

Figure: Edit field details (Article).

Ecnn BCe nosnis npmBsisaHbl, HAXKMUTE Ha KHOMKY OTMPaBUTb B M1aBHOM BCMJbIBAOLLEM
OKHe 4TODObl U3MEeHEHUA BCTYNWAN B CUNY.

B 3ToM npumepe mMbl byaem ncnonb3oBaTh Noas Tuna Article ons KommeHTapueBs, Apyrown
cnocob cocTouT B TOM, 4TOBbI CO3A4aTh AUHaMMyeckoe none Tuna TextArea. OcTaBLunecs
M3 YNOMSAHYTbIX NOJIEN B CTPOKaX HMXXE 3TO OMHAMUYeCKMe Nosis KOTopble Mbl 3a4anu
paHee.

ObpaTuTe BHUMaHMYe 4YTO Ha 3TON cTpaHuue Bce AnHamnyeckme Mons nmeoT npedukc
"DynamicField_" kak B "DynamicField_Title", He nyTanTe c nonem "Ha3BaHue", KoTopoe
apngeTcsa HassaHnem 3asfBKU.

CospaTb cnegytowme Ouanorn AKTUBHOCTU:
» "3anunck cnpoca" (AD1)

Onanor AKTUBHOCTUW, KOTOPbLIN COAEPXXUT BCe TpebyeMble N0 ONS XPaHEHUA AaHHbIX
0 3aka3e (Ha3eaHue, ABTop 1 ISBN) 1 none CoctoaHune/Status c BO3MOXXHOCTbIO BbibOpa
"YTBepxxoeHune".
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e "OTka3aTb" (AD2)
Onanor AKTUBHOCTU C MoJieM KOMMeEHTapus 1 nNoJsiem ctaTyca c onyunen "OTkasaTb".

* "YTBepxnaeH" (AD3)
34ecb HaM MPOCTO HY>XHO MoJsie cTaTyca ¢ onuunen "Approved/YTBepxaeHo".

» "3aka3 oTmeHeH" (AD4)
Onanor AKTUBHOCTW KOTOPbLIA MO3BOMSIET OTKa3aTbCH OT MOKYMNKU (KHUIMM HET Ha
cknage). 34ecb HaM Tak)Xe notpebyeTcsa rnose C KOMMeHTapMeM W roJsie CcTaTyC Co
3HayeHneM "3aka3 oTMeHeH".

* "3aka3 pa3meLleH" (AD5)

Ouanor AKTUBHOCTU € nonamun lNMocTtaswuk, LleHa v [laTa OOCTaBKM A4 MOKYNKU Y
rnoJsie cTaTyca Co 3HayeHneM "3akas pasMeLueH".

* "MocTaBKa nosay4deHa" (AD6)

Onanor AKTUBHOCTW A1 MOYTOBOro OTAEIeHMA € nonem an4a AaTel Mosyd4eHns n nonem
CTaTyCa COo 3HayeHueM "[locTaBKa nony4veHa".

YTobbl OrpaHM4nTb MNOJie COCTOSHME A1 KakAOoro M3 ANasioroB aKTMBHOCTU HaMm
Heobxoaumo nobaBuTb HekoTopble ACL-npaa B ¢ann Kernel/Config.pm unn B HOBbIN
perl-cpann B Kernel/Config/Files.

$Self->{TicketAcl}->{'P1-AD1-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD1'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Approval'],
b
I

};

$Self->{TicketAcl}->{'P1-AD2-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD2'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Approval denied'],
b
I

};

$Self->{TicketAcl}->{'P1-AD3-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD3'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Approved'],
b
I
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$Self->{TicketAcl}->{'P1-AD4-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD4'],

I
IT
Possible => {
Ticket => {
DynamicField Status => ['Order denied'],
I
+

};

$Self->{TicketAcl}->{'P1-AD5-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD5'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Order placed'],
b
Iy

};

$Self->{TicketAcl}->{'P1-AD6-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD6'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Shipment received'l],
b
Iy

2.3.3. lNepexonbl

B "JocTynHble 2neMeHTobl lMpouecca” wenkHuUTe "lMepexonbl”, a 3aTeM KJUKHUTE Ha
"Co3paTb HOBbIM Nepexoa.

Available Process Elements

« Transitions

No data found.

[+] Create New Transition

Figure: Co3natb KHoMKy Hosbivi [lepexoa.

B oTKpblBWEMCS BCMJblBaloWeM OKHe 3anonHuTe "Transition Name/Imsa Mepexona",
3aTeM, B YCJ10BUSAX, 419 3TOr0 npumMepa Mbl byaeM ncnosib3oBaTbh TONLKO 0HO YC/I0BUE
N TONbLKO OAHO none, ansa obonx mel octasuMm Type of Linking/Tun cesa3biBaHMs "and/WN",
a Takxe bynemM ncnonb3oBaTbh TUM 3HAYEHUS NONA AN cpaBHeHUs - "String".
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 Transition

* Transition Name: | Approval

 Conditions

and |T]

and | -]
DynamicField_Status Transition Validation Module |5 Approval [S)]

Add New Condition

PucyHok: [lobaBuTb HoBbIVi lNepexogAdd new Transition.

Korga Bce yCJIOBMSI YCTaAHOBJIEHbI, HAa)XXMUTe KHOMKY OTnpaBuTb, 4TOObl COXHAHUTb
N3MeHeHus.

Co3paTb cnepyouwme lNepexoabl:
* "YTBepxaeHue" (T1)

Mepexond, KOTOPLIN NpOBepseT, yCTaHOBJIEH N1 cTaTyc nona B "Approval”.
» "OTKasaHo B yTBepxxaeHumn" (T2)

Mepexon NpoBepsAOWMNIA YCTaHOBKY CTaTyca rnoJsis B 3HaveHune "Approval denied".
* "YTBepxaeH" (T3)

Mepexon, NpoBEPSAOLLMNA YCTAaHOBKY CTaTyca noJjsa B 3HaveHue "Approved".
* "3aKka3 oTMmeHeH" (T4)

Mepexon NpoBepPAOLWNA YCTAaHOBKY CTaTyCa noss B 3Ha4vyeHue "Order denied".
* "3aka3 pa3meweH" (T5)

Mepexon NpoBepsAOWMNIA YCTaHOBKY CTaTyca noas B 3HaveHme "Order denied".
* "MocTaBka nosay4veHa" (T6)

Mepexon, KOTOPbIN MPOBEPAET YCTAaHOBIEHO NI NOJiIe CTaTycCa B 3Ha4YeHue "Shipment
received".

2.3.4. lencrteuna NMNepexopa

KnukHuTe Ha "[OencTteuda lMNMepexonoB " B MeH "[OCTyMHbie 3/71eMeHThLlI npouecca”, a
3aTem kankHUTe "CospaTb HoBoe [lencTBue MNepexona".

Available Process Elements

 Transition Actions

No data found.

[ +] Create New Transition Action

PucyHok: KHornka co3aaHusi HOBOIro rnepexoga .
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B oTKpbIBLLUEMCSA BCMJIbIBAOLLLEM OKHe 3anoJsiHuTe none "Ha3saHue Nepexona" n "Moaynb
DeaTtenbHocTu MNMepexoaa", a 3atem gobasbTe Tpebyemble 1 onumMoHasibHbie NapaMeTpbl,
Ha3BaHWSA N 3HAYEHUS.

Bce Mopynn Tlepexonos [HenctBunn Haxopsatca B Kernel/System/ProcessManage-
ment/TransitionAction n HM>xe npuBoANTCA CNUCOK lMepexonos OenCTBUN BKIIIOYEHHbIX
B OTOT penus

* DynamicFieldSet

TicketArticleCreate

TicketCreate

TicketCustomerSet

TicketLockSet

TicketOwnerSet

TicketQueueSet

TicketResponsibleSet

TicketServiceSet

TicketSLASet

TicketStateSet

TicketTitleSet

TicketTypeSet

Ka>kablll mMopysib MMeeT CBOM COOCTBEHHblE N Apyrue napaMeTpbl, MNoXKasyncTa
MPOCMOTPUTE OOKYMeHTauuto K 3ToMy Moyt module documentation, 4Tobbl y3HaTb
BCe ob6s3aTesibHbIE 1 OMUMOHAJIbHbIE MApPaMETPbI.

Note

HauynHas ¢ OTRS 4.0.1, napaMeTpbl Tenepb HeobszaTenbHO uUMeT
PUKCMPOBaHHbIE 3Ha4YeHUs, HO, BMECTO 3TOro, OHM MOryT HacnenoBaTb MX U3
OpPUrMHasIbHOWM 3a8BKN NCNonb3ya popmaT: <OTRS Ticket property>.

Ha4yunHas C Bepcumn OTRS 4.0.6, nofLep)xuBaeTcs dopmaT
<OTRS_TICKET property>, cTapbli pOpMaT TOXE MOXXET UCMOb30BaTbCS, HO He
pekoMeHAyeTcCs, Tak Kak byaeT oTMmeHeH B Byayuimnx Bepcusx.

w Transition Action

* Transition Action Name: Move the process ticket into the "Superior” queue

* Transition Action Module: | TicketQueueSet |0}

Queue Superior

PucyHok: [JobaBuTb HOBbIVI Nepexon AeSTE/bHOCTH.

Kak TonbKo BCe napamMeTpbl N 3Ha4YeHNA YCTaHOBJIEHbl, HAXXMUNTE KHOMKY OTMPaBUTb
4yTObObI N3MEHEHUS BCTYynunan B cnay.

Co3paTth cnepytowme Mepexonb:

* "MepemecTnTtb 06paboTky 3asaBku B o4epenb 'MeHemxmeHT' " (TAL)
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MpepnonaraeTcs, YTO 3TO AencTBme OyneT BbINOJHEHO Korga npumeHeH lMepexon
"YTBepxaeHune" (T1).

* "I3aMeHsieT OTBETCTBEHHOI O 3a 3asBKY Ha 'manager'™ (TA2)
ByneT BbiNnoNHEHO KOr 4 NnpuMeHeH MNepexon "Approval" (T1).
* "MepemelwaeT npouecc obpaboTku 3asaBKK B odepeab 'Employees' "" (TA3)
ByneT BbINONIHEHO KOraa:
* MpumeHeHue lMepexoaa "OTKasaHo B yTBepxxaeHun" (T2)
* NMpumeHeHue MNepexopa "Order denied" (T4)
* MNpumeHeHwue lMNMepexona "MocTtaBka nosy4veHa" (T6)
* "/I3MeHUTb OTBETCTBEHHOr O 3a 3asBKY Ha 'Employee' (TA4)
ByneT BbINO/HEHO Koraa:
* MpnMeHeH nepexopn "OTKa3aHo B yTBepxaeHun" (T2)
* [lpumeHeH nepexof "3aka3 oTMmeHeH" (T4)
» [puMeHeH nepexop "locTaBka nojsy4eHa" (T6)
* "MepemelyaeT 0bpaboTky 3asasku B o4epenb 'Purchasing' " (TA5)
ByneT BbINOJIHEHO Korga npuMeHeH lMepexop "YTBepxaeHo" (T3).
* "[lepemecnTb NPOLECCHYIO 3a8BKY B o4epenb "Post office" " (TAG)
ByneT BbINOMIHEHO KOrAa npuMeHeH Mepexon "3aka3 pa3Melien" (T5).
* "3aKpbiTb 3aABKYy CO CTaTycoM ycnewHo" (TA7)
ByneT BbINO/HEHO Koraa:
* lpnmMeHeH nepexop "locTaBka noay4eHa" (T6)
* "3aKpbITb 3asBKY CO CTATyCOM He ycrnewHo" (TA8)
ByneT BbINOSIHEHO KOraa:
* MpumeHeH nepexof "OTKasaHo B yTBepXaeHun" (T2)
* MpnMmeHeH nepexog "3aka3 oTMeHeH" (T4)

Kak MO)XHO BWUAETb, eCTb MecTa, rae oaumHakoBble Transition Actions/OencTteus
Mepexona 6yayT BbINOAHATLCA. Takum 06pa3oM 661710 Bkl IOrMYHO cAeNaTbh BO3MOXHbIM
cBsA3bIBaTb Transition Actions cBoboaHo ¢ Transitions/Mepexonamu, anas nx NOBTOPHOIo
MCMNOJ1Ib30BaHUS.

2.3.5. leATenbHOCTb

Mbl BbIbpanu Takon noaxon 4Tobbl paccMaTpuBaTh [eATeNbHOCTU B KAYECTBE KOP3MHHbI,
KOTOpast MOXKET XpPaHUTb OAHMH Unu 6onbwe Aunanoros [eaTensHOCTU. HaM HY>KHbI 3TK
0enCTBUSA B HalLEM NpuMepe:

KnukHuTe Ha "[eaTenbHocTU" B MeHo "IoCTynHble DneMeHThl [lpouecca”, a 3aTem
KJIMKHUTe Ha "Co3aaTh HOBYHO [leaTenbHOCTh".
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Available Process Elements

w Activities

No data found.

[ +] Create New Activity

PucyHok: Co3zgaHue kHoriku New Activity/HoBasi AKTUBHOCTb.

B oTKpblBWEMCSA BCMablBalOWeM oKHe 3anosHuTe "Activity Name/Mima AkTmeHOCTW",
3aTeM 3axBaTuTe MbiwKon Tpebyemble Activity Dialogs/Ounanorn AKTUBHOCTM M3 CMUCKA
"Available Activity Dialogs/0ocTynHble Ouanorn AKTUBHOCTN" 1 NepeTaLlinTe UX B CMNCOK
"Assigned Activity Dialogs/Ha3Ha4yeHHble Ouanorn AKTUBHOCTW". DTu Awnanorn bynyTt
oTobpakaTbcs (Ha akpaHe NoApobHOro NPoCMOTpPa 3adaBKM) C TAKOM XKe NopsaKe Kak 3To
Ob1s10 3a4aHO Ha 3TOM 3KpaHe - IeKCUKorpaduiecku, T.e. CBepxy BHU3, C/ieBa Hanpaso.

Takon nopsaok ocobeHHO Ba)keH B nepBon [esTenbHOCTW, TakK Kak nepBbin duanor
[eaTtenbHoCcTn ansg 3Ton JeaTeNbHOCTUN ABASETCA €AMHCTBEHHbIM, KOTOPbIA HAaX0aANTCS
npw 3anycke npouecca

Co3paTb cnepywowme JeaTenbHOCTH:
» "Recording the demand/3anucb 3anpoca" (Al)

Copepxut Activity Dialog/Ouanor AkTuBHOCTM "Recording the demand3anucb
3anpoca" (AD1)

» "Approval/YTBepxaeHune" (A2)

Copepxut [Ouanorn AkTuBHOCTM "OTkasaHo B opobpeHun" (AD2) a Takxe
"YTBepxaeH" (AD3)

e "3aka3" (A3)

Copoepxunt [LOuanorn AKTUBHOCTM "3aka3 oTk/oHeH" (AD4) a Takxe "3akas
pa3sMeuweH" (AD5)

e "Bxogsawme" (A4)

Copepxunt Activity Dialog/Onanor AkTmBHOCTM "Shipment received/lochkifika
nosy4veHa" (AD6)

» "Process complete/lpouecc 3aBeplueH" (A5): 310 Activity/Oenctene 6€3 BO3MOXHbIX
Activity Dialogs/Ounanoros AKTUBHOCTU. OHO AOJIKHO ObITb BCTaBseHO nocne "Ap-
proval denied/He yTBepxneHo", "Order denied/3aka3 oTBeprHyT" uam "Shipment re-
ceived/lMocbinkKa nonyy4eHa" n ykasbiBaeT Ha OKOHYaHMe npoLecca.

Tenepb Mbl MOXXeM BUAETb, 4TO [eATesIbHOCTb TOYHO onpepenseT COCOTOSHME
npouecca 3asaBKu. lNMocne ycnewHoro lNepexoaa 3asaBKa nepeMeltaeTcs N3 ogHOro suaa
0eAaTenbHOCTN B APYrOmn.

2.3.6. CxeMa npouecca 3aKa3a KHUIM

[laBainTe 3aKOH4YMM Hall MpUMMep C MocsiefHein HedoCTalLlWen YacTblo rOJI0BOSIOMKMU
- MpoueccoMm, Kak onucaHMeM noToka paboT. B Hawem cnyyvae 3To Becb pabouumin
npouecc 3akasa. [pyrve npoueccbl MOryT 6biTb MOXOXMMK, TWMNA 3aKa3a OMUCHbLIX
NPUHAANIE)XXHOCTEN, NI COBEPLLUEHHO MHbIMMU.

lMpouecc MMeeT HavajlbHYK TOYKYy, COCTOSAWYK K3 cTapToBoro Activity/Oencrtemus u
ctaptoBoro Activity Dialog/Ounanora aktmBHocTu. Ons noboro HOBOro 3aka3a KHUrW,
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Ha4vanbHbIN Activity Dialog/Ounanor akTUBHOCTM (MepBbI guanor gas nepsoro encremsa)
ABNISIETCSA NepBbIM O0TOoOpa)kaemMbiM 3KpaHoOM. Ecnum oH 3aBeplleH u coxpaHeH, bypeT
Cco3daBaTbCs HOBas MpoLlEeCcCHast 3asBKa, KoTopas gdasee OyneT BbIMNOJHATHCA B
COOTBETCTBUN C 3a4aHHbIM NOTOKOM paboT/work-flow.

Mpouecc TakXXe COOEPXWUT yKasaHus, Kak NMpoueccHas 3asBKa OyaeT npoaBuraTbCs
BHyTpu [Mpouecca. Haszosem 3710 "Path/Cxema". OHa cocTtouT M3 HadvanbHoro Activi-
ty/OencTtena, ogHoro mnam 6onee Transitions/MepexonoB (Bo3MoXHoO, ¢ Transition Ac-
tions/[encTBnamn nepexonos) n apyrux Activities/Oencteni.

Mpeanonaras, 4to 3T AKTUBHOCTU/Activities y>ke Ha3Ha4veHbl nx Ounanoram/Activity Di-
alogs, nepeTawmTe AKTUBHOCTb U3 "rapMoLllKn" (B N€BON YaCTu 3KpaHa) u nomecTuTe
Ha o6nacTb CXeMbl (HUXKE MHopMaL MK 0 Npouecce). 3aMeTbTe, YTO CTPesIKa OT Havana
rnpouecca (3eseHbll KPYy>KOK) K AKTUBHOCTU ByaeT nMpoJsioKeHa aBTOMaTuyecku. (3To
nepeas AKTMBHOCTb U ee nepBbii [duanor 6yaeT nepBbiM 3KpaHOM, KOTOpLIA byneTt
nokasaH npwu ctapTe lMpouecca).

Available Process Elements

« Activities
Aclive <]
Approval @ .. . . e
w Add and Edit Activities, Activity Dialogs and Transitions

Incoming &

Order s

Process complete g Qi

Recording the demand s

[ +] Create New Activity

’ Recording the
demand

Description

PucyHok: lNomeLlyeHne nepBovi AKTUBHOCTU Ha rMoJIOTHO CXEMbI.

3aTeM, nepeTawmTe cnenylyo AKTUBHOCTbL Ha CXeMy, TakuM Xe obpa3om. Teneps,
Mbl MMeeM nBe AKTUBHOCTU Ha CXeMe, NepBas UMeeT coeduHEeHWe C TOYKOWN Havana
Mpouecca, a BTopas Noka He MMeeT CoeANHEHNIN. Bbl MOXXKeTe HaBeCTU KYpPCop MbILLN Ha
KaXkayto AKTUBHOCTb, YTObObl 0TOOPa3nTb UX COBCTBEHHbLIN Onanor AKTUBHOCTW.

Available Process Elements

« Activities
Active <]
Approval a2 ” . . -
* Add and Edit Activities, Activity Dialogs and Transitions
Incoming a2
Order a &
Process complete a2 Qi
Recording the demand a2
[ +] Create New Activity
_’_ Recording the
demand
Description -

Approval

The El ed above in this sideba
e canvas area on the

5, @
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PucyHok: lNomeLyeHne BTopovi AKTUBHOCTU Ha MOJIOTHO CXEMbI.

Tenepb, faBante co3gagmm "Path" (coegnHeHne) mexay OBymMa AKTUBHOCTAMW, ANA
yero wucnonb3yem [lepexopbl/Transitions. KnnkHute no [epexoany Ha "rapmowke",
nepeTawmTe €ro Ha CXemMy W OTNyCcTUTE BHYTpU nepBon AKTMBHOCTWU, obpaTuTe
BHUMaHMWE 4YTO 3HA4Y0K AKTUBHOCTW W3MEHW/ LBET, NOKa3biBad 3TuM, 4TO [llepexon
npucoeanHeH. Kak TONbKO Bbl OTAYCTUTE MbllWb KOHel, cTpefikun MNepexopa 6byaert
rnoMeLleH pagoM C To4kon Hadana lMpouecca. MepeTawmTte KoHel cTpesiku Mepexoaa

M ONYyCTUTE ero BHYTPWU 3HaYKa APYyron AKTUBHOCTMK OJ19 CO30aHNA COeQUHEHNS MeXay
AKTUBHOCTAMM.

w Activities
Active <]
Approval a2 ” . . -
* Add and Edit Activities, Activity Dialogs and Transitions

Incoming a
Order TiES
Process completa a O
Recording the demand a2
[ +] Create New Activity

Approval

Description -
& q Approval
4’_ Recerding the
demand

PucyHok: lNepeTailynTte Transition/llepexos Ha rNoJI0THO CXEMbI.

Tenepsb, korga "Path/MocnepgoBaTensHoCTh" [leNCTBMN 3a4aHa - HE06X0AMMO Ha3HAYNTb
Oencteusa NMepexogos/Transition Actions ang Mepexogos/Transition. IBONHONM WENYOK MO
nmeHun MNMepexoda (Ha cxeme) OTKPOET HOBOE AOMOJIHNTEJSIbHOE OKHO.

« Activities
Active |T]
Mpproval 2 ) ) -
* Add and Edit Activities, Activity Dialogs and Transitions
Inceming f &
Order 2
Process completa a2
Recording the demand a2
[+] Create New Activity
&
Recording the r
demand \>—|

Approval

Description F-3
. Approval
vas the right by

Activity Dialogs:

to an Activity dmn the: A
PucyHok: CBsi3aTb AKTUBHOCTU UCo/1b3ys [Nepexoasbl.

3axBaTuTe Mbllbo Tpebyemble AKTUBHOCTU [lepexoda W3 cnucka [HOCTYMHbIX

AkTunBHOCTeN lNMepexona 1 NepeTawmTe B CMNCOK Ha3Ha4vyeHHbIX AKTMBHOCTEN MNMepexoaa
M 3aTeM Ha)xMnTe KHOoNKy OTnpasuTb.
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* Path

Recording the demand Approval e Approval

* Transition Actions

You can assign Transition Actions to this Transition by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also
possible by drag 'n' drop.

ASSIGNED TRANSITION ACTIONS

Change ticket responsible to "manager” (TransitionAction-aad8...
AVAILABLE TRANSITION ACTIONS

Move the process ticket into the "Management” queue (Transiti...
Close ticket successiully (TransitionAction-2641db3cd53e31417 ..

Close ticket unsuccessiully (TransitionAction-4de7ad2670f40c. ..
Move the process ticket into the "Employees” queue (Transition...
Change ticket responsible to "Employee” (TransitionAction-7bc...
Move process ticket into the "Post office” queue (TransitionAct...

Move process ticket into the "Purchasing” queue (TransitionAct...

Create Mew Transition Action

PucyHok: Ha3zHavyeHune LevictBuni lNepexoga.

3aTemMm, BEPHUTECb K raBHOMY OKHY pefaKTupoBaHusa llpouecca N Ha>KMUTe KHOMKY
COXpaHI/ITb rnoa cxemom u COoXpaHnTE BCe CAeJlaHHbleé N3MEHEHNA.

3aBepwuTte "nyTb" pobasnsas cnepywowme AKTUBHOCTW, [lepexoabl u [dencTteBus
[Mepexonos:

3annck cnpoca Ao 3HadeHus "Approval”
* HavyanbHasa To4ka: Activity: 3anmnce 3anpoca (Al)
* Bo3MoXxxHbIN Mepexon: YTBepxaeHune (T1)

* Ecin ycnoeme 3To AKTMBHOCTW BLIMOJHSAETCSA, 3asBKa OydeT nepeMelleHa K
AKTUBHOCTb: YTBepxaeHune (A2)

e Kpome TOro BbIMOJHUTCA crefytoulee gencreme TransitionActions:
* "MepemecTuTb 3a8BKYy B odepenb 'MeHegxmeHT' " (TAL)
¢ "Ha3Ha4ynTb OTBETCTBEHHbIM 3a 3asBKY 'manager'" (TA2)

AKTMBHOCTbL: "3anucb 3anpoca" (Al) >To onpenesieHHbIn 3Tamnm  MPOLECCHON
3a8BKW, KOTOpPbIN uMeeT BO3MOXHble [lepexogbl: "Approval/YTBepxaeHnune" (T1).
Mocne BbIMOMHEHUS, 3asdBKa nepexoauT K chepywwen AKTuBHoCcTU: "Ap-
proval/YTBepxaeHune" (A2), n dencteus Nepexoaa: "Moving the ticket into the 'Manage-
ment' Queue/MNepemelleHne 3aaBkM B odepedb 'Management' " (TALl) n "Set ticket re-
sponsible to 'manager'/Ha3Ha4vyeHne oTBeTCTBEHHbIM 'manager'” (TA2) BbiNoAHAKTCA. B
AkTumBHocTU: "Approval" (A2), poctynHbl Ouanorun: "Approval denied/OTka3zaHo" (AD2)

and "Approved/CornacoBaHo" (AD3).

YTBepxxaeHune

* HavanbHasa To4ka: Activity/AKTnesHoCTb "Approval/YTeepxaeHue" (A2)
* Bo3MOXXHble TpaH3akKumnu:

e "OTKa3aHo B yTBepxaeHun" (T2)

* Ecnn BepHO, npoueccHasa 3asBKa nepengeT K Activity/Odencteuio:"Process com-
plete/lMpouecc 3aBepweH" (A5).
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* Kpome Toro BbinonHUTCA cnegytowlee TransitionActions/Oencteusa MNMepexoaa:
* "[lepemMecTnTb NPOLECCHYIO 3a8BKY B o4epenb 'Employees'" (TA3)
* "YCTaHOBUTb OTBETCTBEHHOrO 3a 3aaBKy B 'Employee' (TA4)
* "3aKpbITb 3a8BKY CO CTaTyCcoM He ycnewHo" (TA8)
e "YTBEepxaeH" (T3)

* Ecin BepHO, rnpoueccHas 3asBKa nepenper K Activity/Oencteuio:  "Or-
der/3akas" (A3).

e JononHutenbHo, cnepytowmne Transition Action/Oencteua [lNepexona 6ynyTt
BbIMOJIHEHbI:

* "[lepemMecTUTb NPOLLECCHYIO 3as8BKY B o4epenb 'Purchasing' (TA5)

Mo)XHO BuaeTb, 4YTO Tekywaa Activity/AKTUBHOCTb, KOTOpas onpegenseT war
MPOLECCHON 3asBKU MMeeT oaHy unm 6onee Bo3mMoxxHocTen ans Transition/MNepexona,
KOTOpbIN, B CBOIO o4epenb, UMeeT 04HY eANHCTBEHHYI0 LeneByto Activity/AKTUBHOCTb (1,
BO3MOXXHO, ogHo nnn 6onee Transition Actions/OencTteue Mepexona).

3akas
* HavanbHasa To4ka: Activity/AkTnBHoCTb "Order/3aka3" (A3)
* Bo3MOXXHble TpaH3akuuu:

e "3aKa3 oTMeHeH" (T4)

e Ecnn BepHO, mpoueccHas 3asBKa nepengeT K Activity/Oencteuio:"Process com-
plete/lMpouecc 3aBepLueH" (A5).

* Kpome Toro BbINOAHUTCA cnepytowee TransitionActions/OencTeus MNMepexona:
* "[lepeMecTnTb NMPOLECCHYIO 3a8BKY B o4epenb 'Employees' (TA3)
* "YCTaHOBUTb OTBETCTBEHHOIO 3a 3aaBKy B 'Employee' (TA4)
* "3aKpbiTb 3a8BKY CO CTaTyCcOM He ycnewuHo" (TA8)
* "3akas pa3mewleH" (T5)

* ECin BepHO, npoueccHas 3aaBka nepenpget K Activity/Oencteuio: "Incom-
ing/MocTtynneHune" (A5).

e JononHutenbHo, cneaytowme Transition Action/Oencteua [lNepexona 6ynyTt
BbIMOJIHEHbI:

* "[lepemMecTUTb NPOLIECCHYIO 3as8BKY B ovepenb 'Post office' " (TAG)
Bxopsawve
* HavyanbHasa To4ka: Activity/Oencteue: "Incoming/Moctynnenne" (A4).
* Bo3MoOXXHble TpaH3aKuuu:
* "TocTaBKa nonay4deHa" (T6)

e Ecnn BepHoO, nmpoueccHasa 3asBKa nepengeT K Activity/Oencteuio:"Process com-
plete/lpouecc 3agepieH" (A5).
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* Kpome Toro BbinonHUTCA cnegytowlee TransitionActions/Oencteusa MNMepexoaa:
* "[lepemMeCcTUTb NMPOLIECCHYIO 3a58BKY B o4epedb 'Employees' (TA3)
* "YCTaHOBUTb OTBETCTBEHHOIO 3a 3aaBKy B 'Employee' (TA4)
* "3aKpbiTb 3aABKYy CO CTaTycoM ycnewHo" (TA7)

MonHbIN NyTh K Mpoueccy NOKynKnu KHUrv 6yaeT uMeTb Cleayowmnin BUa:

w Add and Edit Activities, Activity Dialogs and Transitions

&

Recording 1

demand Approval

&
<

Approval denied

Approva  Approved

Order [
—<: \>_ Order placed

Order denied 4

&
& » ‘ h| Incoming

Process complete Shipment received
¥

PucyHok: lNonHas cxemMa rpouecca 3aka3a KHUry.

MNcone okoH4YaHUSA MPOpPUCOBKK lpouecca HaXMuUTe KHOMKy "COXpaHuUTb", B HUXXHEN
4aCcTu CxXeMbl N 3aTeM, HaxxMmuTe "CUHXPOHU3MPOBaTb BCe npouecchl”. MNpn 3ToOM BCA
nHpopMauma no npoueccam byper cobpaHa 13 6a3bl AaHHbIX U ByaeT co3gaH KILW-
dann (Ha a3bike Perl). 3ToT hann coaep>XUT KOHPUIypaLKno NpoLeccos, kKoTopasa byneT
MCMoJIb30BaTbCA A8 CO34aHNA 1 06paboTKU NPOLECCHbIX 3a5BOK.

Bce wu3mMeHeHuma cpenaHHble B [pouecce (B wuHTepdence apgmmHa) noTpebytoT
nepecnHxXpoHmn3aumn anna Kawa, 4Tobbl NU3MeHeHUS BblNN OTParKeHbl B CUCTEME.

Tak>Xe, BO3MOXXHO MMNOPTMPOBaTh Npouecc uenmkom ns YAML cdanna, Ho o6sa3aTenbHO
00 3Toro co3jaTbh BCe AMHaMMYecKue MoJis, MnoJib3oBaTesien, oyepeam u np.
HeobxoAuMble 0J11 KaXKO0ro rnpowecca.

ObpaTuTe BHUMaHMe, 4TO ecau npouecc TpebyeT mcnonb3oBaHUs ACL, OHM Takxe
[OJDKHbI ObITh CO34aHbI BPYYHYIO.

Hun>xe npuBeaeH nosHbIn TeKCT YAML danna ansa npouecca 3akasa KHUMM U3 npyMepa:

Activities:
Al:

ActivityDialogs:

- AD1
ChangeTime: 2012-11-23 14:49:22
Config:

ActivityDialog:

1: AD1

CreateTime: 2012-11-23 11:49:38
EntityID: Al
ID: 151
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Name: Recording the demand

A2:

ActivityDialogs:
- AD2
- AD3
ChangeTime: 2012-12-13
Config:
ActivityDialog:
1: AD2
2: AD3
CreateTime: 2012-11-23
EntityID: A2
ID: 152
Name: Approval

A3:

ActivityDialogs:
- AD4
- AD5
ChangeTime: 2012-11-23
Config:
ActivityDialog:
1: AD4
2: AD5
CreateTime: 2012-11-23
EntityID: A3
ID: 153
Name: Order

A4:

ActivityDialogs:
- AD6
ChangeTime: 2012-11-23
Config:
ActivityDialog:
1: AD6
CreateTime: 2012-11-23
EntityID: A4
ID: 154
Name: Incoming

A5:

Acti
AD

ActivityDialogs: []
ChangeTime: 2012-11-23
Config: {}

CreateTime: 2012-11-23
EntityID: A5

ID: 155

Name: Process complete
vityDialogs:

1:

ChangeTime: 2012-12-06 02:16:

Config:
DescriptionLong:

00:

11:

18:

11:

18:

11:

11:

11:

55:

50:

12:

50:

12:

51:

51:

51:

DescriptionShort: Recoding

FieldOrder:

- DynamicField Author

- DynamicField ISBN

- DynamicField Title
- DynamicField Status

Fields:

DynamicField Author:

DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1
DynamicField ISBN:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:

DefaultValue: "'
DescriptionLong:
DescriptionShort:

12

11

14

35

35

00

33

33

21

the demand
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Display: 1

DynamicField Title:

DefaultValue: "'

DescriptionLong:

DescriptionShort:

Display: 1
Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: "'

CreateTime: 2012-11-23 14:34:43
EntityID: AD1

ID: 154
Name: Recording the demand
AD2:
ChangeTime: 2012-11-23 14:57:41
Config:

DescriptionLong:
DescriptionShort: Approval denied
FieldOrder:

- Article

- DynamicField Status
Fields:

Article:

Config:

ArticleType: note-internal
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Deny Request

CreateTime: 2012-11-23 14:36:39

EntityID: AD2

ID: 155

Name: Approval denied

AD3:

ChangeTime: 2012-12-14 03:14:23

Config:
DescriptionLong:
DescriptionShort: Approved
FieldOrder:

- DynamicField Status
Fields:

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Approve Request

CreateTime: 2012-11-23 14:37:35
EntityID: AD3

ID: 156
Name: Approved
AD4:

ChangeTime: 2012-11-23 14:58:52
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Config:
DescriptionLong:
DescriptionShort: Order rejected
FieldOrder:

- Article

- DynamicField Status
Fields:

Article:

Config:

ArticleType: note-internal
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: ''
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Reject Order

CreateTime: 2012-11-23 14:38:48

EntityID: AD4

ID: 157

Name: Order rejected

AD5:

ChangeTime: 2012-12-06 02:20:12

Config:
DescriptionLong:
DescriptionShort: Order placed
FieldOrder:

- DynamicField DeliveryDate

- DynamicField Price

- DynamicField Supplier

- DynamicField Status
Fields:

DynamicField DeliveryDate:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Price:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Supplier:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Place Order

CreateTime: 2012-11-23 14:41:28

EntityID: AD5

ID: 158
Name: Order placed
AD6:

ChangeTime: 2012-11-23 14:42:43
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Config:
DescriptionLong:
DescriptionShort: Shipment received
FieldOrder:

- DynamicField DateOfReceipt

- DynamicField Status
Fields:

DynamicField DateOfReceipt:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: "'

CreateTime: 2012-11-23 14:42:43

EntityID: AD6

ID: 159

Name: Shipment received

Process:
Activities:

- Al

- A2

- A4
- A5
ChangeTime: 2012-12-06 02:31:59
Config:
Description: The process to order a book
Path:
Al:
T1:
ActivityEntityID: A2
TransitionAction:
- TA2
- TAl
A2:
T2:
ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- TA8
T3:
ActivityEntityID: A3
TransitionAction:
- TAS
A3:
T4:
ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- TA8
T5:
ActivityEntityID: A4
TransitionAction:
- TA6
A4:
T6:
ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
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- TA7
A5: {}
StartActivity: Al
StartActivityDialog: AD1
CreateTime: 2012-11-23 11:45:12
EntityID: P1
ID: 94
Layout:
Al:
left: 172
top: 63
A2:
left: 402
top: 156
A3:
left: 649
top: 255
A4:
left: 774
top: 391
A5:
left: 194
top: 410
Name: Book ordering
State: Active
StateEntityID: S1
TransitionActions:
- TAl
- TA2
- TA3
- TA4
- TA8
- TAS
- TA3
- TA4
- TA8
- TA6
- TA3
- TA4
- TA7
Transitions:

TransitionActions:
TAl:
ChangeTime: 2012-11-23 16:01:37
Config:
Config:
Queue: Management
Module: Kernel::System::ProcessManagement::TransitionAction
CreateTime: 2012-11-23 15:50:59
EntityID: TAl
ID: 61
Name: Move the process ticket into the "Management" queue
TA2:
ChangeTime: 2012-11-23 16:02:12
Config:
Config:
Responsible: manager
Module: Kernel::System::ProcessManagement::TransitionAction
CreateTime: 2012-11-23 15:58:22
EntityID: TA2
ID: 62
Name: Change ticket responsible to "manager"
TA3:
ChangeTime: 2012-11-24 14:27:02
Config:
Config:

::TicketQueueSet

::TicketResponsibleSet
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Queue: Employees
Module: Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet
CreateTime: 2012-11-23 16:02:54
EntityID: TA3
ID: 63
Name: Move the process ticket into the "Employees" queue
TA4:
ChangeTime: 2012-11-23 16:04:06
Config:
Config:
Responsible: Employee
Module: Kernel::System::ProcessManagement::TransitionAction::TicketResponsibleSet
CreateTime: 2012-11-23 16:04:06
EntityID: TA4

ID: 64
Name: Change ticket responsible to "Employee"
TA5:
ChangeTime: 2012-12-06 02:18:34
Config:
Config:

Queue: Purchasing
Module: Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet
CreateTime: 2012-11-23 16:04:54
EntityID: TA5

ID: 65
Name: Move process ticket into the "Purchasing" queue
TAG6:
ChangeTime: 2012-12-06 02:18:48
Config:
Config:

Queue: Post office
Module: Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet
CreateTime: 2012-11-23 16:06:20
EntityID: TA6

ID: 66
Name: Move process ticket into the "Post office" queue
TA7:
ChangeTime: 2012-12-06 02:29:55
Config:
Config:

State: closed successful
Module: Kernel::System::ProcessManagement::TransitionAction::TicketStateSet

CreateTime: 2012-12-06 02:29:27

EntityID: TA7

ID: 67

Name: Close ticket successfully

TAS8:
ChangeTime: 2012-12-06 02:31:12
Config:
Config:
State: closed unsuccessful
Module: Kernel::System::ProcessManagement::TransitionAction::TicketStateSet

CreateTime: 2012-12-06 02:31:12

EntityID: TA8

ID: 68

Name: Close ticket unsuccessfully

Transitions:
T1:
ChangeTime: 2012-11-23 15:12:20
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Approval
Type: String

Type: and

ConditionLinking: and

CreateTime: 2012-11-23 11:53:52
EntityID: T1

ID: 94

Name: Approval
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T2:
ChangeTime: 2012-11-23 15:12:50
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Approval denied
Type: String

Type: and
ConditionLinking: and

CreateTime: 2012-11-23 11:54:26

EntityID: T2

ID: 95

Name: Approval denied

T3:
ChangeTime: 2012-11-23 15:13:29
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Approved
Type: String

Type: and
ConditionLinking: and

CreateTime: 2012-11-23 11:54:54

EntityID: T3

ID: 96

Name: Approved

T4:
ChangeTime: 2012-11-23 15:14:08
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Order denied
Type: String

Type: and
ConditionLinking: and

CreateTime: 2012-11-23 11:55:25

EntityID: T4

ID: 97

Name: Order denied

T5:
ChangeTime: 2012-11-23 18:30:33
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Order placed
Type: String

Type: and
ConditionLinking: and

CreateTime: 2012-11-23 11:56:15

EntityID: T5

ID: 98

Name: Order placed

T6:
ChangeTime: 2012-11-23 15:15:30
Config:
Condition:
1:
Fields:

DynamicField Status:
Match: Shipment received
Type: String

Type: and

ConditionLinking: and

CreateTime: 2012-11-23 11:56:48
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EntityID: T6
ID: 99
Name: Shipment received

2.4. OTaNOHHaA nocJieaoBaTeNIbHOCTb
HaCTPOMKM npouecca

2.4.1. Npouecc

Mpouecc MoaenmpyeT NyTb NPOX0OXXAEHUA 3a4ay npouecca. MyTeBbIMM TOYKAMUN Ha 3TOM
NyTW MOryT 6bITb AKTUBHOCTU UK MNepexonbl, Mbl pacckaxkem 06 3ToM no3xe.

2.4.1.1. HacTtpowuka lNMpouecca

KoHdurypaumsa npouecca MoxeT 6biTb BbinosnHeHa B ¢anne Kernel/Config.pm,
HO Mbl HaCTOSAATENbHO pPEeKoMeHAyeMm co3gaTb HoBbIM (hann Kernel/Config/Files/
MyProcess.pm. 3aMeTbTe, 4TO reHepaTop npoueccos B GUI coznaeT cdann Kernel/Con-
fig/File/ZZZProcessManagement , noaToMy nsberamrte MCrosb30BaHMNE 3TOM0 MMEHMN,
nHavye oH ByneT mepesanucaH Npu CUMHXPOHM3auUWKM npoueccos. PaccMmoTpuM npumep
KOH(purypaumm npouecca (U3 kKaw canna):

$Self->{'Process'} = {
'P1' = {
Name => 'Book order',
CreateTime => '16-02-2012 13:37:00',
CreateBy = '1l',
ChangeTime => '17-02-2012 13:37:00"',
ChangeBy = '1',
State => 'Active',
StartActivity = 'Al"',
StartActivityDialog => 'AD1',
Path => {
Al = {
'T1' = {
ActivityEntityID => 'A2',
}I
}I
A2 = {
'T2' = {
ActivityEntityID => 'A3',
}I
}I
Y
}I
'P2' = {
Name => 'IT order',
CreateTime => '26-02-2012 13:37:00°',
CreateBy = '1',
ChangeTime => '27-02-2012 13:37:00"',
ChangeBy = '1',
State => 'Active',
StartActivity = 'A2',
StartActivityDialog => 'AD2',
Path => {
A2 = {
'T3' => {
ActivityEntityID => 'A4',
}I
}I
Y
)
+
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2.4.1.2. HazBaHue

Nms Mpouecca, OHO MOXET ObITh BbIOPAHO areHTOM Mpu CO34aHUN HOBOW MPOLIECCHOWN
3a9BKM.

2.4.1.3. CreateTime
Bpewms, korga npouecc 6bin co3aaH.
2.4.1.4. CreateBy
UID nonb3oBaTensd, cospasLuero 3ToT lpouecc
2.4.1.5. ChangeTime
Bpems, korga npouecc 6bi1 U3MeHeH.
2.4.1.6. ChangeBy
UID nonb3oBaTtend, KOTOprI7| BHOCW nociegHne naMmeHeHmnsa B rnpouecc.
2.4.1.7. State

3ajaeT cocTosiHMe npouecca. Bo3aMo)KHble 3HaYeHUs:

» 'Active' / AKTMBHbIN - BCE MPOLLEeCChl, KOTOPblIe MOryT ObiTb UCMONb30BaHbl B HOBbIX
MPOLLeCCHbIX 3aaBKax.

* 'FadeAway' / icye3atoLme - 3TO NpoLEeCChl, KOTOpble Hesb34 BbiIbpaTb 6o1ee 019 HOBbIX
3a8BOK, HO CYLLLECTBYIOLLME 3a8BKMN MOTYT NPOAO0JIXXaTb UX MCMOJIb30BaTb.

* 'Inactive' / HeakTuBHbIe - A€aKTUBMPOBAHHbLIE NpoLecchl. OHM He MoryT 6bITh Bonee
NCMOJIb30BaHbl HM B HOBbIX, HW B CYLLECTBYIOLLNX 3asBKax.

2.4.1.8. StartActivity

Mpu co3paHun HOBOW npoueccHon 3asaBku, StartActivity / HadanbHas AKTUBHOCTb
Oo/KHa 6biIThb 3agaHa.Kak ToNbkO 3adBkKa OyneT co3faHa, 3Ta AKTUBHOCTL bypeT
VHMLMMPOBAHa W WCMOJIb30BaHa KakK HayvaJlbHas To4kKa A1 NepBblX MPOBEPOK
nepexonos.

2.4.1.9. StartActivityDialog

[Ona HOBOW MpoueccHOn 3asaBKW OoJKeH ObiTb 3agaH StartActivityDialog/HavanbHbin
Onanor AkTmBHoCcTW. OH 6yaeT nokasaH Mpu CO34aHMXM HOBOW MPOLLECCHON 3asiBKU
(nocne Bbibopa npouecc). B 3TOT MOMEHT 3asBKa elje He CcylecTByeT, OHa bygeT
co3paHa nocse BbinosiHeHMA StartActivityDialog.

2.4.1.10. NyTb

CxeMa oTobparkaeT CTPYKTYpPY AKTUBHOCTEN N BO3MOXXHbIX [epexonoB Mexay HAMK Ans
TekyLwero npouecca. A Takxe [encteua Nepexonos/Transition Actions BO3MOXXHbIe npu
nepexonax. OHa rnokasblBaeT NyTU BbIMOJHEHUS MPOLECCHON 3adaBKN. Hanpumep:

'Al' => {
'T1' => {
ActivityEntityID => 'A2',
}

1 2I => {
ActivityEntityID => 'A3',

b
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'T3' = {
ActivityEntityID => 'A4',
TransitionAction => ['TAl', 'TA2'],
I
+

Ecnn npoueccHasn 3asBKa B cocTosHMKM Activity 'Al', oHa nMmeeT TpX BO3MOXKHbIX MyTH
nepexoda K apyron AkTmBHOCTW. Ona Mepexopmos oT 'T1l' pgo 'T3' 3a4aHbl yCnoBus,
KOTOpble npoLueccHas 3asBka 0J1>KHa BbINOJIHUTL ANg nepexopa (transit) k cnenytowen
AKTUBHOCTW.

Ecnun, B 3TOM cniyy4ae, BCe 3Ha4YeHMs MPOLLeCCHON 3asBKWU N ee AUHaMUYeCKUX MNosen,
KoTopble Heobxoanmbl ans Mepexona 'T2' BepHbI, 3as89BKa nepengeTt oT AKTUBHOCTK 'Al' K
'A3'. Mocne BbINoNAHeHUS Ouanora AKTUBHOCTU WK APYrNX N3MEHEHWUI B 3a8BKe, byayT
npoBepeHbl BO3MOXKHbIe Mepexobl 0T TekyLen AKTUBHOCTU. ECV LOCTYMHbI HECKOLKO
MepexofoB - Ha4YHET BbIMOJHATCA NepBbId U3 HUX (Mopsaok lMepexonoB OCHOBAH Ha
ungposoM 3Ha4veHmm TransitionlDs, no Bo3pacTaHuio).

OonoNHNTEeNbHO, WMEeeTCAa BO3MOXHOCTb Ha3HauuTb [Hencteus [llepexonos npu
KoHGurypauwum Npouecca. 9To Moayn, KoTopble OyayT BbIMOJIHATLCA NOC/E YCNELWHOro
Mepexoga. OHM [O0JKHbI ObITb 3adaHbl B BUOoe maccuma/Tabnuubl, Kak B npumepe,
noapobHOCTM 3TOro Mbl 06CYAMM NO3XKe.

2.4.2. AKTUBHOCTb

AKTUBHOCTb COAEPXUT oAMH wunu 6onee [HOunanor AKTUBHOCTU W npencTaBnseT
cobon >sTan [pouecca. Bce [Ouanorn AKTUBHOCTM OTOBparkaldTCsd Ha 3KpaHe
noapobHoro npocMoTpa 3anBku TicketZoom n ncnonb3ytoTcs, noka ycnoBus Mepexoaa
BbIMOJIHALOTCS.

2.4.2.1. HacTtpouka AKTUBHOCTM

JaBante pacCMOTPMUM NpUMEpP KOHPUrypaunm akTUBHOCTHU:

$Self->{'Process::Activity'} =
{
‘Al => {
Name => 'Activity 1 optional’,
CreateTime => '16-02-2012 13:37:00',
CreateBy => '1',
ChangeTime => '17-02-2012 13:37:00',
ChangeBy => '1'
ActivityDialog => {
1 => 'AD1"',
i
}
1 2I =>{
Name => 'Activity 2 optional’,
CreateTime => '16-02-2012 13:37:00',
CreateBy => '1',
ChangeTime => '17-02-2012 13:37:00',
ChangeBy => '1'
ActivityDialog => {
1 => 'AD5"',
2 => 'AD6',
3 => 'AD1’,
i
}
i

2.4.2.2. HazBaHue

Ha3BaHMe akTUBHOCTMW.
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2.4.2.3. CreateTime
Bpems cospaHus.

2.4.2.4. CreateBy
UID nonb3oBaTend, co3gaBllero 3Ty AKTUBHOCTb.

2.4.2.5. ChangeTime
Bpemsa nocnenHero n3aMeHeHus.

2.4.2.6. ChangeBy
UID nonb3oBaTens, NociegHNM U3MeHsABLUIEro 3Ty AKTUBHOCTb.

2.4.2.7. ActivityDialog
Paspen [Odwanor AKTMBHOCTU COAEPXUT CAUCOK [ManoroB AOCTYMHbIX A8 3TON
AKTMBHOCTWN. Bce [duanorun Tekywen AKTUBHOCTM oTobpakatTcsa B TicketZoom. Ux
MopsanoK 3afaeTcs Npu HacTporke, B AaHHOM cny4ae, 'AD5' otobparkaeTtcsa no 'AD6' n
'AD1'.

2.4.3. ActivityDialog

Onanor AKTUBHOCTW 3TO OObIYHbIA 3KPaH N MOXXeT ObiTb WUCMOJIb30BaH B Pas3/INYHbIX
AKTUBHOCTSAX.

2.4.3.1. HacTtpouka ActivityDialog/fanora AKTUBHOCTHU

[aBainTe paccMOTPMM NMpUMep KOHGUrypaumnm

$Self->{'Process::ActivityDialog'} = {
'AD1' => {
Name => 'ActivityDialog 1 optional',
DescriptionShort => 'Basic info',
DescriptionLong => 'Please insert the necessesary basic information for IT orders',

CreateTime => '28-02-2012 13:37:00',
CreateBy = '1l"',

ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l"',

Fields => {

PriorityID => {
DescriptionShort => 'Priority ID',
DescriptionLong => 'Enter the priority here',
Display = 2,
}I
s

FieldOrder => [ 'PriorityID' ],
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
}I
'AD2' => {
Name => 'ActivityDialog 2 optional',
DescriptionShort => 'Basic info',
DescriptionLong => 'Please insert the necessesary basic information for Book
orders',

CreateTime => '28-02-2012 13:37:00',
CreateBy = '1l"',
ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l',
Fields => {

StateID => {

DescriptionShort => 'State ID',
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DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',
3,
Queue => {
DescriptionShort => 'Queue ID',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',
},
Title => {
DescriptionShort => 'Title',
DescriptionLong => 'Enter the title here',
Display =1,
DefaultValue => 'Default Title',
},
DynamicField Anzahl => {
DescriptionShort => 'Amount',
DescriptionLong => 'Enter the amount here',
Display = 2,
DefaultValue => '4',
3,
1,
FieldOrder => [ 'DynamicField Anzahl', 'StateID', 'Queue’,
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
}
I

'Title' ],

2.4.3.2. Ha3BaHue
Nma Ouanora AKTUBHOCTMU.
2.4.3.3. CreateTime
Bpems, koraa oH 6bl1 co3aaH.
2.4.3.4. CreateBy
UID nonb3oBaTensd, co3gaswiero 3t7oT dunanor AKTUBHOCTW.
2.4.3.5. ChangeTime
Bpemsi nocnenHero nsmeHeHus.

2.4.3.6. ChangeBy

UID nosb3oBaTens, nocjiegHUM n3MeHsBLlero 3ToT [unanor AKTUBHOCTW.

2.4.3.7. Nonsa

CO)J,ep)KI/IT BCe MnoJjid, KoOTopble MOIyT ObITb 0T06pa)KeHbI B 3TOM [lnanore AKTUBHOCTW.

Cnep,yrou_u/le nona mMoryT ObITb NCMO/Ib30BaHbl B aHHbIA MOMEHT:

Title
State
StatelD
Priority
PriorityID
Lock
LockID
Queue
QueueID
Customer
CustomerID
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CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
PendingTime
DynamicField $FieldName # for all dynamic fields

MprMep HACTPOWNKN OTAEbHOIro Nons:

StateID => {
DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',

}I

Mone "Article/CoobweHne" 3To OTAENbHbIN CnyyYanh. Ecnm OHO npucyTCTBYeT B
KoHdurypauum "Fields/Mona", Ounanor AKTMBHOCTM ByneT copep»XaTb MOJSIHOLLEHHbIN
Richtext pepakTop, ¢ nonemMm TemMa U BO3MOXHOCTbI YMpaBJIeHUS BJIOXKEHUSMN.
BeeneHHbIn TekcT bymeT pobaBneH K 3asBKe B KadyecTBe cCoobOLleHWns/3aMeTKn wu
OTMpaBaeH No4YTon. laBante pacCMOTPMM NpuMep KoHpurypaumm nons CoobuweHune:

Article => {
DescriptionShort => 'Please insert your comment here.',
DescriptionLong => '',
Display = 1,
Config = {
ArticleType => 'note-internal',
LabelSubject => '',
LabelBody = '',
I
)

PaccMoTpumM onummn KOHGUrypauum nonen:
2.4.3.7.1. KpaTKkoe onucaHue

HeobssaTenbHoe KpaTKoe OlfnuncaHune, KOTOopoe MOXET OTO6pa)KaTbCF| BMeCTe C
3aroJIOBKOM r1on4.

2.4.3.7.2. MNonHoe onucaHue

HeobsizaTenbHOe MNoJIHOE onucaHue nonﬂ,0T06paMaeMoe npn HaBeageHMM MbILLN Ha
nosae, HanpmMmep, ykasaHmsa no 3anoJIHEHUIO 3TOro noJd.

2.4.3.7.3. OToGpasurtb
3ajaeT, AO/HKHO N1 nosie oTobpaxkaTbCsa n/mnmn o0b6s3atesibHO. BO3MOXKHbIE 3HaYeHUs:

* "0": none He oTobpakaeTcA. DTO MOXeT ObiTb MOJIE3HO, €C/N 3Ha4YeHus nonen
3aHOCATCSA aBTOMaTM4YeCKU. B aTom cnyyae bygeT ncnosb3oBaHO 3Ha4YeHMe, 3a4aHHOe
MO YMOJTHAHMUIO .

* "1": none oTobparkaeTcs, HO 3arnosiHeHne ero HeobszaTenbHoO.
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» "2": mone otobparkaeTca u obsas3aTenbHO ANA 3anonHeHus. Cnegyowme noas MoryT
ObITb TONIbKO HeoTobparkaeMbiMn N 06A3aTeNbHBIMU:

QueuelID
Queue
State
StatelID
Lock
LockID
Priority
PriorityID
Type
TypeID

Ecnn nonsd 3afaHbl Kak HeobsA3aTesibHble, U HUKaKMe 3Ha4YeHuss He BBOOATCH
rnosb3oBaTeslIeM, yMasliMBaeMoe 3HadyeHue OyaeT MNpuUCBOEHO 3TOMY MOJIO, Korjaa
nosib3oBaTesib HaXXnmaeT OTnpaBnTb A 3Toro Ananora AKTUBHOCTW.

2.4.3.7.4. 3Ha4yeHue Nno yMoJIYaHuIo

Ona nonen ¢ cypdpukcom "ID" (Takmux kKak QueuelD, OwnerlD), cuctema mcnonb3lyet
noeHTudunkaTop B 6ase [aHHbIX B KayecTBe 3HayeHusa. Ona ppyrux nonem 6es
"ID" (Takux kKak Queue, Owner), 3Ha4YeHWE NO YMOJIYAHUIO [OOJDKHO cogep>xaTb
cobCcTBEHHO 3Ha4YeHMe. Hanpumep:

Queue => {
DescriptionShort => 'Queue',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',

}!

2.4.3.8. NMNopsapok nonen
340ecb 3apjaeTca nopsanok otobpaxkeHuma nonen. BAXHO: HeoTobparkaemble mnons
TakK)Xe O0/KHbl ObITb 3afaHbl 34eCb, T.K. TOJIbKO OMMWCaHHbIE MOJSA YYMUTbIBAOTCSA Npun
COXpaHeHMN. 3HAYEHMNSA MOJIEN HE YKa3aHHbIX 30eCb, HE COXPaHATCS.

2.4.3.9. TeKCT NOACKAa3KMU AJIA KHOMNKW

Heobsa3aTesnbHbIA TEKCT, 0ToOBparkaeMbili MOBEPX yKa3aTensa MbIlW NMpU HaBedeHUN Ha
KHOMKY, COAEPXUT AOMOJIHUTENbHYIO NOACKA3KY WU MOSICHAIOLWNA TEKCT.

2.4.3.10. TeKCT HAANUCM Ha KHOMNKe

Heobs3aTenbHbIN/anbTePHATUBHbLIA MONb30BaTEIbCKUA TEKCT/Ha3BaHMe OJ19 KHOMKWU
OTnpaBunTb.

2.4.4. Nepexop,

PesynbTaT [lMepexoda - OCHOBAHHbIM Ha 3adaHHbIX YCNOBUSAX - OaJibHENMWWUA NyTb
Mpouecca, T.e. K KaKo AKTUBHOCTU O0JI>KHA NEPENTM NpoLecCHas 3asaBKa.

2.4.4.1. KondurypuposaHue lNepexopna

[laBaliTe pacCMOTpPMM NpuMep:

$Self->{'Process::Transition'} = {
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'T1' => {
Name => 'Transition 1',
CreateTime => '14-03-2012 13:37:00', # optional
CreateBy => '1', # optional
ChangeTime => '15-03-2012 13:37:00', # optional
ChangeBy => '15-03-2012 13:37:00', # optional
Condition => {
Condl => {
Fields => {
StateID => {
Type => 'String',
Match => '1',
I
}
3,
1,
},
1 2I =>{
Name => 'Transition 2 optional',
CreateTime => 'DATE', # optional
CreateBy => 'USERID', # optional
ChangeTime => 'DATE', # optional
ChangeBy => 'USERID', # optional
Condition => {
Condl => {
Queue => 'Raw’',
DynamicField Farbe => '2',
DynamicField Anzahl => '1',
3,
1
}
I

2.4.4.2. Ha3BaHue
msa MNMepexopa
2.4.4.3. CreateTime
Bpems, koraa oH 6bi1 co3aaH.
2.4.4.4. CreateBy
UID nonb3oBaTend, cospasLwlero 3ToT lepexon
2.4.4.5. ChangeTime
Bpemsi nocnenHero nsMmeHeHus.
2.4.4.6. ChangeBy
UID nosnb3oBaTend, nocsiegHUM n3MeHaBLwero s3ToT lNepexon.

2.4.4.7. YcnoBue

Conep>XuT Bce ycoBus, HeobxoamMmble ANs ocyLlecTBAeHns 3Toro Transition/MNepexoaa.

Mpumep:

Condition => {
Type => 'and',
Condl => {
Type => 'and',
Fields => {
StateID => {
Type => 'String’',
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Match => '1',
}
DynamicField Marke => {
Type => 'String’',
Match => 'VW',
i
I
Cond2 => {
Type => 'and',
Fields => {
Queue => {
Type => 'String’',
Match => 'Raw',
}
i
I
+

OaBanTe paccMoTpum NogpobHO KoHhUrypruposaHume Yciosun.
2.4.4.7.1. Tun (YcnoBusa)
3agaeT onepaTopbl ANa coegUHEHUS 21IEMEHTOB YC10BUS. BO3MOXXHbIE 3HAYEeHUNS:

* "and": YManymBaeMoe 3HaveHune. Bce ycnoBuma 0os>KHbl 6bITb BEPHbI 419 BbIMOJAHEHNS
Mepexopna.

e "or"'/"nnan": xotTabbl 04HO U3 YCNOBUI AOJIXKHO ObITb BEPHO.
* "xor": po/mKHO 6bITb BEpHbIM He 6osiee 04HOIr0 YC/I0BUA.
2.4.4.7.2. Condl

3T0O UMS OAHOro w3 yCﬂOBMﬁ npumepa. Uma BuﬁmpaeTcn MPOu3BOJIbHO. YcnoBuA
BbIHNCNAKTCA B NopdaaKe o4epenaHOCTHN.

2.4.4.7.3. Tun (YcnoBusa)

3anaeT crnocob, KoTopbIM OTAE/IbHbIE MOJIS, NMPOBEPSIOLINE 3TO YC/IOBME, COedUHEHbI
OpYyr C ApYyrom. Bo3MOXXHble 3Ha4YeHUs:

* 'and': no ymon4aHuio. Bce npoBepsieMble MOAS AOJ/IKHbI YOOBAETBOPATL YCJ/IOBUIO,
4yTobbI pe3ynbTaT Obia - "BEPHO".

* 'or': xoTs 6bl 0Q4HO N3 MOSIEN AONIXKHO YA0BJIETBOPSATL YCI0BMIO.
* 'Xor': He 6bosiee 0AHOr0 NONSA AOJIXKHO COOTBETCTBOBATb YC/0BUIO.
2.4.4.7.4. Nonsa

YKa3blBaeT oTAesIbHble MO, 3HAaYEHWSI KOTOPbIX AO0JKHbI ObITb NpoBepeHbl. B Hawwem
npumepe:

Fields => {
StateID => {
Type => 'String',
Match => '1',
}I

2.4.4.7.5. StatelD

MpuMep nmeHn nons. Cnegyolme MMeHa nosen 3asaBKN MOryT UCMNOJIb30BaThCS:
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Title

State

StatelD
Priority
PriorityID
Lock

LockID

Queue

QueuelID
Customer
CustomerlID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
DynamicField $FieldName # for all DynamicFields

Korpa nposepstoTcs rnons ¢ ID B umeHu (Takme kKak SLAID), ucnonbsyetca ID nons us
6a3bl AaHHbIX, 419 4PYruX none (Taknx Kak SLA), nCnosb3yeTcs ero TekyLlee 3Ha4YeHue.

2.4.4.7.6. Type
OI'IpE}J,eJ'IFIET TWnn nposepdaemMoro rnos4d. Bo3MO>XHble 3Ha4YeHuns:

* 'String/CTpoka': CpaBHMBaeT 3Ha4YeHUe nona co CTPOKOM 3agaHHon B 'Match'. BepHo,
€CJIN X 3Ha4YeHNd MOJIHOCTLIO COBMadatoT.

* 'Hash': CpaBHuBaeT 3HaveHune nond (hash) co 3HavyeHmem hash 3agaHHbIM B 'Match'.
Bce 3HayeHns [oMKHbI COBNadaTh.

* 'Array/Crnuncok': CpaBHMBaeT 3Ha4YeHMe Noasa (array) Co CNMCKOM, 3agaHHbIM B 'Match'.
Ob6a cnucka Oo/1XKHbl 6biTb OAMHAKOBHI.

* 'Regex': 3Ha4yeHMe NONSA NPOBEPSAETCA C MOMOLLLIO PErYNSAPHOro Bblpa>KeHUs. Ba>kHbIM
aBnaeTcd, 4To 'Match' conepxxut gr{}xms kKak 6a3oBoe ycnosue. Mexay ckobkamu
MOXXeT BbITb 3anMMCaHo peasibHOE perynsipHOe BbipaXkeHune.

* 'Module': To3Bonser wucnonb3oBaTb perl mMoaynb And nposepku ycnosus. OH
BO3BpallaeT, B KayecTBe pe3ynbTaTa 1, pe3ynbTaT MPOBEPKU BepeH. [pumep
Moay”ns MoxHo HanTtu B Kernel/System/ProcessManagement/TransitionValida-
tion/ValidateDemo.pm.

2.4.5. lencTeusa Nepexopa

Dencteusa Nepexona 370 4ENCTBMSA KOTOPbIE MOTYT 6bITb BbIMOJ/IHEHbI MOC/E YCMewHoro
Mepexoaa (korga npoueccHas 3asBKa NepexoanT OT 04HOM AKTUBHOCTU K ApYyron). 9Tu
DectBuns Mepexona MoryT 6bITb MCNOJIb30BaHbI AJ19 BbINOJIHEHMS Pa3JINYHbLIX U3MEHEHNN
B 3asBKe, Hanpumep, maMeHuTb O4vepeab wan Bnagenbua 3asBKW, U Bbl MOXeTe
co3paTb cBOM cobcTBEHHbIE [lencTBUA NepexonoB A5 OCyLWEeCTBIEHNS OPYTUX COXHbIX
N3MEeHEeHUN.

2.4.5.1. HacTtpouka [encteBuu Nepexoaa

PaccmoTpum npumep:
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$Self->{'Process::TransitionAction'} = {

'TA1' => {
Name => 'Queue Move',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {

Queue => 'Junk',
UserID => 123,

2.4.5.2. Ha3zBaHue

ma Oencteunsa MNepexopa
2.4.5.3. Moaynb

3agaeT ncnosb3lyemolin Perl mogynb.
2.4.5.4. Config

ITOT nMapamMeTp COAEPXUT BCe HACTPONKK, Tpebyemble ana moayns. Nx cooepxaHune
3aBUCUT OT KOHKPETHOro ucnosibyemoro moaynsa LenctBua lMepexopa. OeTanu no
KOHKPEHTHbIM MOAYNSM CMOTPUTE B [HOOKYMeHTauun. B Hawem npumepe, TOJIbKO
Oyepenb ooxHa 6bITh 3a4aHa. TemM He MeHee Mbl Takxke nepenaem UserlD. Mcnonb3ys
napameTp UserlD pencTtBue nepexona 6yneT BbIMOMHATLCS OT MMEHU MOJIb30BaTENS C
3Tunm UserlD.

Mcnonb3osaHue UserlD BHYTpu napameTpa "Config" ana Oencteus MNepexona npemaema
ons scex Oencteum Nepexona (HadmHaa ¢ OTRS 3.2.4), B 35TOM MPUMEPEITO MOXKET BbITb
B HaCTHOCTW Ba>XHbIM, €CJI1 NOJIb30BaTe b, BbINOJAHAOLWMUN [Nepexon, He nMeeT npas 414
nepega4yun 3asaBknM B o4vepenb "Junk", Torga Kak nosb3oBaTenb ¢ UserlD = 123, moxeT
NX UMETb.

2.4.5.5. NoBTOpHOE UCNOJNIb30BaHUe Moayneun lenCTBUMN
NMepexopnos.

Ons MHOrFOKpaTHOro WCNosb30BaHUa mMoaynen Henctemn [lepexonoB, OOCTAaTOYHO
3a4aTb HeCcKobKo [lencTBui Nepexonos B Baluux HacTporKkax. MNpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Queue Move Junk',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {
Queue => 'Junk',

Name => 'Queue Move Raw',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',

Queue => 'Raw',

}I
};

30ecb, OAUH M TOT >Ke MOAYJlb UCMOJb3yeTCcsa ANA nepefadn MpoLEeCCHON 3asiBKU
B o4yepedb "Raw", m B gpyron pas ajas nepeMmewleHns B odvepenb "junk". Oencteune
Mepexoda, nucronb3lyeMmoe ANA KOHKpPeTHOro lepexofa onpenenseTcs B napaMeTpe
"Path" HacTpoek Mpouecca.
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2.4.5.6. flocTtynHble flencTtBuna Nepexopa

OTRS cTaHOapTHO MMeeT B COCTaBe HecKoNbKo encteun MNMepexona, KoTopbie MOryT
ObiTb MCMNOJIb30BaHbl B BalUMX Mpoueccax. 34eCb Bbl MOXXEeTe HaWTu UX ONMCaHne u
cnocob HacTpOMKM.

2.4.5.6.1. DynamicFieldSet

3a4aeT 04HO WM HECKOJIbKO ANHAMUYECKUX NOJIEN B NPOLLECCHON 3asBKe. MNMpumep:

$Self->{'Process::TransitionAction'} = {

'TA1' => {
Name => 'Set DynamicField Master to Master and Approved to 1',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :DynamicFieldSet',
Config => {
MasterSlave => 'Master’,
Approved = '1"',
B

"Nma" 3apaeT uma KoHpurypmpyemoro fencteusa Nepexona.

'TnaBHbIN/MIOAYUHEHHBIN' N 'YTBEpXAEHME' AaHbl Kak NpuMep UMeH AUHAMUYECKUX
nonen. 3HayveHusa nonen ("MnasHbin" n "1") 6yayT ycTaHOBMEHbI 3TUM [enCcTBMEM
lMepexona.

2.4.5.6.2. TicketArticleCreate

Co3paeT cooblleHne/3aMeTKy U MOXXET ObiTb MCNOMb30BaH AJ1S CO3A4aHNS 3aMETOK UK
No4YTOBbIX OTBETOB. [Mpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Article Create Note Internal',
Module =>
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketArticleCreate',
Config => {
ArticleType => 'note-internal’, #
note-external|phone|fax|sms]|...
#
excluding any email type
SenderType => 'agent', #
agent|system|customer
ContentType => 'text/plain; charset=IS0-8859-15', # or
optional Charset & MimeType
Subject => 'some short description', #
required
Body => 'the message text', #
required
HistoryType => 'OwnerUpdate’, #
EmailCustomer|Move|AddNote|PriorityUpdate|WebRequestCustomer|...
HistoryComment => 'Some free text!',
From => 'Some Agent <email@example.com>', #
not required but useful
To => 'Some Customer A <customer-a@example.com>', #
not required but useful
Cc => 'Some Customer B <customer-b@example.com>', #
not required but useful
ReplyTo => 'Some Customer B <customer-b@example.com>', #
not required
InReplyTo => '<asdasdasd.l2@example.com>', #
not required but useful
References => '<asdasdasd.l@example.com> <asdasdasd.l2@example.com>"', #
not required but useful
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NoAgentNotify = 0, # if
you don't want to send agent notifications
AutoResponseType => 'auto reply', #

auto reject|auto follow up|auto reply/new ticket|auto remove

ForceNotificationToUserID => [ 1, 43, 56 1, # if
you want to force somebody
ExcludeNotificationToUserID => [ 43, 56 1],
# if you want full exclude somebody from notfications,
# will also be removed in To: line of article,
# higher prio as ForceNotificationToUserID
ExcludeMuteNotificationToUserID => [ 43, 56 1,
# the same as ExcludeNotificationToUserID but only the
# sending gets muted, agent will still shown in To:
# line of article

"Mma" 3apaeT mMA HacTpauBaemoro [Hewncteus [lMepexona. Ero Mo)xHo BbibpaTb
MPOM3BOJIbHO, HO XKeslaTesibHO, YTOObl OHO OTpaXkaslo Lefb LENCTBUS.

"Tun 3ameTKn/cooblieHnsa" 3agaeT TUn co3gaBaeMon 3aMeTKN. Bo3Mo)KHble 3Ha4YeHus:
phone, fax, sms, webrequest, note-internal, note-external and note-report.

Tnn oTnpasuTensa 3agaeT TUN OTNpaBuUTensa AN 3aMeTku/coobuieHns. Bo3MoOXXHble
3Ha4YeHnaA: areHT, CUCtemMa, KJIINeHT.

"ContentType"/"Tnun copep)xaHus" 3agaeT TUM COOEPXXUMOro 3aMeTKu/cooblieHuns.
Bo3MoOXHbIe 3Ha4veHus: 'text/plain; charset=IS0O-8859-15' wnn nwbon ppyras
nonycTMMas KogupoBKa uam mime Tun.

TeMa - 3afaeT 3arojloBoK cooblleHuns/3ameTkn. ObsasaTesbHa.
"Teno" - 3apaeT coaepxmumoe cooblieHns/3ameTKN. YKasbiBaTb 0683aTesbHO.

HistoryType - 3apaeT Tvn 3anucu uctopun. BodmoxkHble 3HaveHusa: AddNote, Archive-
FlagUpdate, Bounce, CustomerUpdate, EmailAgent, EmailCustomer, EscalationRespon-
seTimeNotifyBefore, EscalationResponseTimeStart, EscalationResponseTimeStop, Esca-
lationSolutionTimeNotifyBefore, EscalationSolutionTimeStart, EscalationSolutionTimeS-
top, EscalationUpdateTimeNotifyBefore, EscalationUpdateTimeStart, EscalationUpdate-
TimeStop, FollowUp, Forward, Lock, LoopProtection, Merged, Misc, Move, NewTicket,
OwnerUpdate, PhoneCallAgent, PhoneCallCustomer, PriorityUpdate, Remove, Respon-
sibleUpdate, SendAgentNotification, SendAnswer, SendAutoFollowUp, SendAutoReject,
SendAutoReply, SendCustomerNotification, ServiceUpdate, SetPendingTime, SLAUpdate,
StateUpdate, Subscribe, SystemRequest, TicketDynamicFieldUpdate, TicketLinkAdd, Tick-
etLinkDelete, TimeAccounting, TypeUpdate, Unlock, Unsubscribe, WebRequestCustomer.

"HistoryComment" onncbiBaeT cogep>xmmMoe 3anncu NCTopun.

"OT", "Komy", "Konua" n "OTBeTUTb" 3adaeT ajpeca 3JIeKTPOHHOW MOYTbl C y4EeTOM
MpaBwWJl, YKa3aHHbIX BbilLe.

'InReplyTo' n 'References' nonyvaeT noeHTudmnkaTopsl/IDs coobuweHnn.

"NoAgentNotify"/He ucdopmMuposaTb areHTa - ecsinm ycTaHoBsieHO B "1", yBefoMaeHue
areHTy MocbiaThCA He bypeT.

"AutoResponseType"/"Tnn aBTooTBETA" - MOXXET MPUHMMaTb ChefyloLline 3Ha4YeHns: au-
to follow up/aBTOOTKAMK, auto reject/aBTooTKas, auto remove/asToynaneHue, auto re-
ply/aBTooTBeT, auto reply/new ticket/aBTooTBeT-HOBasA 3asBKa.

'ForceNotificationToUserID', 'ExcludeNotificationToUserID', 'ExcludeMuteNotification-
ToUserID' moxeT copep»xaTb cnuncok UserlDs, koTopble nnbo Bcerga orosellatoTcs,
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He onoBellaTcsa, b0 MoMeyvalTCs KaK OMoBELeHHble, HO Ha CaMOM [Jefie UM He
OTrMpaB/ieHO YBEAOMJIEHNE MO 3/IEKTPOHHOW MoYTe.

2.4.5.6.3. TicketCreate

Co3paeT 3aaBKy c coobuieHneM, HOBas 3asBKa MoxeT bblTb CBA3aHa C MPOLECCHOMN
3asaskon. MNpumep:

$Self->{'Process::TransitionAction'} = {

'TAL' => {
Name => 'Ticket Create',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketCreate',
Config => {
# ticket required:
Title => 'Some Ticket Title',
Queue => 'Raw', # or QueueID => 123,
Lock => 'unlock"',
Priority => '3 normal', # or PriorityID => 2,
State => 'new', # or StateID => 5,
CustomerID => '123465",
CustomerUser => 'customer@example.com',
OwnerID => 123,
# ticket optional:
TN => $TicketObject->TicketCreateNumber(), # optional
Type => 'Incident’', # or TypeID => 1, not required
Service => 'Service A', # or ServiceID => 1, not required
SLA => 'SLA A', # or SLAID => 1, not required
ResponsibleID => 123, # not required
ArchiveFlag = 'y', # (y|n) not required
PendingTime => '2011-12-23 23:05:00', # optional (for pending states)
PendingTimeDiff => 123 , # optional (for pending states)

# article required:
ArticleType => 'note-internal’, # note-external|
phone| fax|sms]|...
# excluding any

email type

SenderType => 'agent', # agent|system|
customer

ContentType => 'text/plain; charset=IS0-8859-15"', # or optional
Charset & MimeType

Subject => 'some short description', # required

Body => 'the message text', # required

HistoryType => 'OwnerUpdate’, #

EmailCustomer|Move|AddNote|PriorityUpdate|WebRequestCustomer]...

HistoryComment => 'Some free text!',

# article optional:

From => 'Some Agent <email@example.com>', # not required but
useful

To => 'Some Customer A <customer-a@example.com>', # not required
but useful

Cc => 'Some Customer B <customer-b@example.com>', # not required
but useful

ReplyTo => 'Some Customer B <customer-b@example.com>', # not required

MessageID => '<asdasdasd.l123@example.com>', # not required but
useful

InReplyTo => '<asdasdasd.l2@example.com>"', # not required but
useful

References => '<asdasdasd.l@example.com> <asdasdasd.l2@example.com>"', #
not required but useful

NoAgentNotify = 0, # if you don't want
to send agent notifications

AutoResponseType => 'auto reply' # auto reject|auto
follow up|auto reply/new ticket|auto remove

ForceNotificationToUserID => [ 1, 43, 56 ], # if you want to

force somebody
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ExcludeNotificationToUserID => [ 43,56 ], # if you want full
exclude somebody from notifications,
# will also be
removed in To: line of article,
# higher prio as
ForceNotificationToUserID
ExcludeMuteNotificationToUserID => [ 43,56 1, # the same as
ExcludeNotificationToUserID but only the
# sending gets
muted, agent will still shown in To:
# line of article

TimeUnit => 123

# other:

DynamicField NameX => $Value,

LinkAs => $LinkType, # Normal, Parent,
Child, etc. (respective original ticket)

UserID => 123, # optional, to
override the UserID from the logged user

}

"Mma" 3apaeT mMA HacTpauBaemoro [HewnctBus [lMepexona. Ero Mo)xHo BbibpaTb
MPOM3BOJIbHO, HO XKeslaTesibHO, YTOoObl OHO OTpaXkaslo Leb OENCTBUS.

'Ha3BaHne' Ha3BaHMe 3asBKWN.

'‘Queue’ nnu 'QueuelD’ 3apaeT nMA UK NAeHTUMUKATOP oYepeamn AN NCNOJIb30BaHUA
B HOBOM 3asiBKe.

'Lock' nnm 'LockID' 3apaeT cTaTyc 6/10KMPOBKK O 3aA9BKU.

'Priority' vnu 'PrioritylD' 3agaeT npuopuTeT UM €ro naeHTUMnUKaTop, ecnam oHn bynyTt
NCMoJIb30BaTbCsl B HOBOW 3asiBKe.

'‘State' nnm 'StatelD' 3apaeT cocToaHUE UKW ero NOeHTUMUKaTop 414 UCMOIb30BaHUS B
HOBOW 3asBKe.

'CustomerlD', ngeHTndnkaTop KANEHTA/KOMNAHUN KAWEHTa AN YKa3aHus B HOBOW
3asBKe.

‘CustomerUser’, nma exona/login KaveHTa, Ha3Ha4YaeMblll HOBOW 3asBKe.
'OwnerlD', ID areHTa, KOTOpbIN ByAEeT HOBbLIM BafeNbLEM 3a9BKU.
'TN', nonb30BaTEIbCKMA HOMEP HOBOW 3asABKMW.

"Type' nnun "TypelD' 3agaeT Ha3BaHMe nau id Tuna 3asaBKU Oas NCMOJIb30BaHNSA B HOBOM
3asBKe.

Service' nnu 'ServicelD' 3apaeT Ha3BaHue unu id CepBuca Ass UCMOJIb30BaHUS B HOBOWN
3asBKe.

'SLA' or 'SLalD' 3apaeT Ha3BaHMe wan id SLA ons ncnosib3oBaHMS B HOBOW 3asiBKeE.
'ResponsiblelD’, ID areHTa, Ha3Ha4YaeMoOro oTBeTCTBEHHbIM 3a HOBYIO 3a5BKY.

'PendingTime/Bpemsa HanoMuHaHus', npeponpeneneHHas pgata nna Ticket Pending
Times, ecqin COCTOSIHME 3aABKN OTHOCUTCA K TUMNY COCTOAHUSA - OTJIOXKUTb

'PendingTimeDiff', anHaMmun4eckasa gata (pa3Huua, Bbipa)kaemMas B CEKYHOaX OT TeKyLlen
haTbl/BpeMeHn) onsa yctaHoskm Ticket Pending Times, ecnim COCTosHUE 3a89BKU OTHOCUTCS
K TUNY COCTOSAHUSA - OTNOXUTb

"Tun 3ameTKK/coobleHna" 3agaeT TN co3gaBaeMon 3aMeTKU. Bo3Mo)KHble 3HaYeHus:
phone, fax, sms, webrequest, note-internal, note-external and note-report.
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Tun oTnpaBuTensa 3adaeT Tun OTNpaBMTens A1a 3aMeTku/coobuieHns. BO3MOXKHbIe
3HAYEeHUSN: areHT, CUCTEMA, KJINEHT.

"ContentType"/"Tun copep)xaHus" 3agaeT TUM COOEPXXUMOro 3aMeTKu/cooblieHuns.
Bo3mMoO)XHble 3HaudeHus: ‘'text/plain; charset=IS0-8859-15' wnn nwbon apyras
LonyCcTuMasa KogmpoBKa nanm mime Tun.

TeMma - 3afaeT 3arojloBok coobueHuns/3ameTkn. ObasaTesnbHa.
"Teno" - 3apaeT cogepxumoe cooblieHns/3ameTKN. YKa3biBaTb 06a3aTesbHO.

'HistoryType/Tun 3anuncn Uctopuun' 3agaeT Tunbl/Ha3BaHUS 3anncenm UCTOPUKN 3asiBKW.
Bo3MoxxHble 3Ha4yeHunsa: AddNote, ArchiveFlagUpdate, Bounce, CustomerUpdate, EmailA-
gent, EmailCustomer, EscalationResponseTimeNotifyBefore, EscalationResponseTimeS-
tart, EscalationResponseTimeStop, EscalationSolutionTimeNotifyBefore, EscalationSolu-
tionTimeStart, EscalationSolutionTimeStop, EscalationUpdateTimeNotifyBefore, Escala-
tionUpdateTimeStart, EscalationUpdateTimeStop, FollowUp, Forward, Lock, LoopProtec-
tion, Merged, Misc, Move, NewTicket, OwnerUpdate, PhoneCallAgent, PhoneCallCustomer,
PriorityUpdate, Remove, ResponsibleUpdate, SendAgentNotification, SendAnswer, Sen-
dAutoFollowUp, SendAutoReject, SendAutoReply, SendCustomerNotification, ServiceUp-
date, SetPendingTime, SLAUpdate, StateUpdate, Subscribe, SystemRequest, TicketDy-
namicFieldUpdate, TicketLinkAdd, TicketLinkDelete, TimeAccounting, TypeUpdate, Un-
lock, Unsubscribe, WebRequestCustomer.

"HistoryComment" onncbiBaeT cogep>xmMMoe 3anncu NCTopun.

"OoT", "Komy", "Konusa" n "OTBeTUTL" 3adaeT ajpeca 3JIEKTPOHHOW MOYThbl C Yy4E€TOM
MpaBwWJl, YKa3aHHbIX BbilLe.

'InReplyTo' n 'References' nonyvaet naeHtTudukatTopsl/IDs coobLieHnn.

"NoAgentNotify"/He ngopmupoBaTb areHTa - ecaim ycTaHoOBsieHO B "1", yBegomieHmne
areHTy Mocbi1aTbCA He ByaeT.

"AutoResponseType"/"Tun aBToOTBETA" - MOXKET MPUHMMATb Cleaylolime 3Ha4YeHns: au-
to follow up/aBTOOTKNAMK, auto reject/aBTooTKa3, auto remove/aBToygasneHune, auto re-
ply/aBTooTBeT, auto reply/new ticket/aBTooTBeT-HOBasA 3asBKa.

'ForceNotificationToUserID', 'ExcludeNotificationToUserID', 'ExcludeMuteNotification-
ToUserID' moxeT copep»xaTb cnuncok UserlDs, KoTopble nnbo Bcerga ornosellatoTcs,
He onoBewatoTcs, MO0 MOMEYarTCHs Kak OMOBELLEHHble, HO Ha CaMOM [eJjle UM He
OTNpPaBJ/IEHO YBEAOMJIEHME MO 3/IEKTPOHHOW MNoYyTe.

"TimeUnit/EQUHNLLI BpeMeHW' - BpeMs, MOTPayYeHHOEe Ha TeKyllee OenCcTBUeE NOo 3asBKe,
Bblpa>keHHoOe CeKyHOax, MUHyTax, Yyacax, n T. 4.

DynamicField NameX' roe DynamicField o6s3aTtenbHbin npedmkc m NameX ums
OVHaMnyeckoro nonas 3afaHHOro A1 HOBOW 3asBKU (TONIbKO Ha YPOBHE 3asBKW, He
coobLleHnn/3aMeTKOK)

'LinkAs/CBsi3aTb Kak' ana onpefeneHns OTHOLUEHUS K OPUrMHasIbHOMN 3asBKe, C TOYKMU
3peHuns HoBoM 3aaBKK, Hanpumep, Normal/O6bi4Has, Parent/PoauTens, Child/lToToMok n
T. O.

2.4.5.6.4. TicketCustomerSet

3agaeT KJMeHTa nNpoueccHon 3aaBku. MNMpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Customer Set Customer to test',
Module => 'Kernel::System::Process::TransitionAction::TicketCustomerSet',
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Config => {
No => 'test',
User => 'client-user-123"',
# or in other words
# CustomerID => 'client123',
# CustomerUserID => 'client-user-123"',

"Nma" 3apaeT uma KoHpuUrypmpyemoro lencteus Nepexoaa.
MycTto nnu CustomerlD, 3agatowmn Customer ID kKnmeHTa.
User/Monb3oBaTesnb nan CustomerUserlD/ID y4yeTHOM 3anuncu - 3agaeT Nima knneHTa.

2.4.5.6.5. TicketLockSet

YCTaHaBﬂMBaeTCOCTOﬂHMG6ﬂOKMpOBaHMﬂﬂpoueCCHOﬁ3aﬂBKM.anMep

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set Lock to lock',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketLockSet"',

Config => {
Lock => 'lock',
# or
LockID => 2,

}

"Nma" 3apaeT uma KoHpuUrypupyemoro fencteusa Nepexona.
'‘Lock/BnokunpoBKa' - 3a4aeT HOBbIN CTAaTyC BJOKMPOBKU A1 MPOLLECCHON 3asiBKU.
'‘LockID' 3apgaeT BHYTpeHHM ID HOBOro ctatyca 6J10KMpPOBKM.

2.4.5.6.6. TicketOwnerSet

N3meHsieT BNagesnbLa 3TOoM NpoLeccHOn 3aaBku. MNpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Owner Set root@localhost',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketOwnerSet',

Config => {
Owner => 'root@localhost',
# or
OwnerID => 1,

b

"Mma" 3agaeT uma KoHdurypmupyemoro flencreus lNepexoaa.
"Owner"/"Bnageney" - 3agaeT JIOFTMH HOBOro BAaAenbLa.
"OwnerlD" 3agaeT BHyTpeHHUI ID HOBOro Bnagesnbla.

2.4.5.6.7. TicketQueueSet

MepemMellaeT 3a8BKY B YKa3aHHYyo odepenb. [Mpumep:
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$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Queue Move Raw',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {

Queue => 'Raw',

# or

# QueuelID => '2°',

"Mma" 3agaeT uma KoHdurypmpyemoro lencreus lNepexoaa.

"Queue" 3agaeT nMA ovepenn ON4 nepeMeLleHuns.

"QueuelD" 3apaeT BHYTpeHHUN ID ons oyepeanmn ansa nepemMelleHuns.

2.4.5.6.8. TicketResponsibleSet

M3meHseT Bnagesnblia NpoueccHon 3asaBku. Npumep:

$Self->{'Process::TransitionAction'} = {
'TAL' = {
Name => 'Responsible Set root@localhost',
Module =>
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketResponsibleSet"',

Config => {
Responsible => 'root@localhost',
# or
ResponsiblelID => 1,

"Nma" 3apaeT nMA KoHpurypmpyemoro Oencteusa MNepexopa.
"Responsible" 3agaeT N10rMH HOBOro OTBETCTBEHHOIO.
"ResponsiblelD" 3apaeT BHyTpeHHU ID HOBOro OTBETCTBEHHOrO.

2.4.5.6.9. TicketServiceSet

Ha3HavyaeT cepBMC MPOLLECCHOW 3asBKe. 3asiBKa OOJ/DKHA WUMETb KJIMEeHTa U CepBUC
[osKeH ObITb Ha3HaYeH 3TOMY KANEHTY. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Set MyService service',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketServiceSet',
Config => {

Service => 'MyService',

# or

ServicelD => 123,

"Nma" 3apaeT uma KoHpuUrypmpyemoro fencteusa Nepexoaa.

"'Service" 3aaeT HOBbI CEPBUC A5 MPOLECCHON 3as8BKN. TpebyeTcsa 3agaTb MNOSHOE UMS
cepsBuca (Hanpumep, GrandFatherService::FatherService::SonService ).
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"ServicelD" 3apaeT BHyTpeHHMN ID HOBOro cepsuca.
2.4.5.6.10. TicketSLASet

3apaeT SLA ona npoueccHom 3as8BKU. 3asBKe A0JXKeH BbIThb y>Ke Ha3Ha4veH cepsuc n SLA
JoJskeH 6bITb NpPMBA3aH K 3TOMY cepsucy. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set MySLA SLA',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketSLASet',

Config => {
SLA => 'MyService',
# or
SLAID => 123,

}I

"Nma" 3apaeT nMa KoHpurypmpyemoro Oencteusa MNepexopa.
"SLA" 3apaeT HoBOe cornaweHmne o6 ypoBHe cepBuca a5 npoLecCHON 3asBKN.
"SLAID" 3apaeT BHyTpeHHU ID HOBOroSLA.

2.4.5.6.11. TicketStateSet

M3MeHseT COCTOAHME NpoLEeccHOn 3aaBKu. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {

Name => 'Set State to open',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketStateSet',

Config => {
State => 'open’,
# or
StatelID => 4,

PendingTimeDiff => 123,

"Nma" 3apaeT nMA KoHpuUrypupyemoro Oencteus Nepexona.
"State" 3apaeT HoBOe COCTOAHUE NPOLLECCHOM 3aABKMU.
"StatelD" 3apaeT BHyTpeHHUIN |ID HOBOro COCTOSAHUA.

"PendingTimeDiff" wncnonb3yeTca TONbKO ANA COCTOAHUA C OXWUAaHWEM, 3apaeT
OTHOCUTENbHYIO Pa3HOCTb B CEKYHAaX (OTHOCUTENIbHO 3a4aHHOIMr0 BPeMEHU BbINOJIHEHNSA
Oencteua lNepexona) AN YCTaHOBKU BpeMeHU OXUAaHWa AN 3a8BKM (Hanpumep,
3600 o3Ha4aeT 4TO yCTaHaB/AMBaeTCA OXuAaHue B 1 4ac nocne 3aJaHHOro BpeMeHwu
BblinonHeHnsa Oencteusa MNMepexona).

2.4.5.6.12. TicketTitleSet

3agaeT TeMy npoueccHon 3asaBku. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Set Ticket Title to Ticket-title',
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Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketTitleSet',
Config => {
Title => 'Ticket-title',

"ma" 3agaeT uma KoHdurypmpyemoro flencreus lNepexoaa.
"Title" 3apaeT HOBYIO TeMY 3asBKU.
2.4.5.6.13. TicketTypeSet

3agaeTt Tun npoueccHon 3asaBku. MNMpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {

Name => 'Set Ticket Type to default',

Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketTypeSet"',

Config => {
Type => 'default',
# or
# TypelID => '1"',

"Nma" 3apaeT nMA KoHpUrypumpyemoro Oencteus Nepexona.
"Type"/"Tun" - 3afaeT Ha3BaHWe TUNa 3asaBKU.

"TypelD" 3apaeT BHyTpeHHUR ID ona Tuna 3asasKu.

2.4.6. Cnucku Kontponsa floctyna (ACLs)

C nomowibto ACL, Bbl MOXXeTe OrpaHu4YnTb BbIOOP 3HAYEHUI B MPOLLECCHON 3asiBKe.
CmoTpuTe Takxe ACL reference gnsi 063opa nosHoro cuHTakcuca ACL ons 3asiBoK.

2.4.6.1. HacTtpouka ACL

ACL moryT 6biTb 3apaHbl Tonbko B Kernel/Config.pm. /[paBusbHee C MOMOLLbIO
penakTopa ACL B SysConfig/. Mpumep:

$Self->{TicketAcl}->{'001-ACL-ProcessProperties'} = {
Properties => {
Process => {
ProcessEntityID = ['P1'],
ActivityEntityID = ['Al'],
ActivityDialogEntityID => ['AD1'],
}
}I
Possible => {
ActivityDialog => ['AD1', 'AD3'],
}I
PossibleNot => {
ActivityDialog => ['AD3'],
}I
+

2.4.6.2. 001-ACL-ProcessProperties

Nmsa npasuna ACL. Ona 6onee nonHon nHhpopmaumm obpatutech Kk the ACL manual.
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2.4.6.3. NMpouecc

DTa cekuus NpefHasHavyeHa 4NA NPOBEPKM MOXET /v npasusio ACL 6bITb NpUMeHeHO.
Ecnnm napameTp uMMeeT 3afaHHOE 3HaYeHue, NpaBusio MNpuMeHsieTcs. MoryT 6biTb
NCMNOJIb30BaHbl ClefyoLWmne 3HaYeHNS:

2.4.6.3.1. ProcessEntitylD

ID npouecca gna Tekyuwero npouecca. CoenagaeT, ec/in 3asiBKa Ha3HadeHa 3TOMYy
npoueccy.

2.4.6.3.2. ActivityEntityIlD
ID AKTMBHOCTMK, KOTOPOW Ha3Ha4YeHa NpoueccHas 3asBKa B TEKYLLUWUA MOMEHT.
2.4.6.3.3. ActivityDialogEntitylD

ID ﬂ,manora AKTUBHOCTMU OTKPbLITOro B HaCTOﬂU.lMIZ MOMEeHT Onsd I'IpOLI,eCCHOIZ 3aA9BKN.
2.4.6.4. Possible/PossibleNot Activity Dialog/Ananor AKTUBHOCTH

30ecb Bbl MoOXeTe 3agaTb cnucok I[ID'oB [OuanoroB AKTUBHOCTU. IDTOT CMUCOK
orpaHu4mBaeT Onanorn AKTUBHOCTU, KOTOPbIE MOryT ObITb MPenJIoXKeHbl MNoJb30BaTESO
npwv NPOCMoTpe 3aABKWU.

"Possible" noka3biBaeT CMMCOK AOMNYCTUMbIX Ouanoros AKTUBHOCTU. YCTaHOBKA Bbille,
pornyckaeT Tonbko 'AD1' 1 'AD3' U3 cnucka 3agaHHbIX Jnanoros AKTUBHOCTMU.

'PossibleNot' oTobpakaeT cnncok Hepo3BoIeHHbIX dnanoroB AKTUBHOCTU. B npumepe
BblLLe, HacTponka yganseT 'AD3' n3 cnucka 3agaHHbiX Ananoros AKTUBHOCTW.

Ecnn oba 'Possible' n 'PossibleNot' 3apaHbl, cCNMUCOK 3aAaHHbIX OuanoroB AKTUBHOCTU
CHavana punbTpyeTca ucnonb3ysa 'Possible’, octagnaa 'AD1' n 'AD3' B HawweM npumepe.
3aTem npumMmeHseTca punbTp 'PossibleNot', koTopbin yananseT 'AD3', ocTaBnsasa Takum
obpasoMm Tonbko 'AD1', Kak AOCTYMHbIA MONb30BATENO AN UCMONb30BaHUA [Ouanor
AKTUBHOCTW.

Ecnn MmHo)xecTBo npasun ACL ynoBneTBOPSAOTCH, UX nepecedeHne byneT BblYMCIEHO
Onsa onpegeneHns AoCTynHbiX Ananoros AKTUBHOCTW. Mpumep:

3apaHHble Ounanorn AktnsHocTu: 'AD1', 'AD2', 'AD3', 'AD4', 'AD5', 'AD6', 'AD7".

$Self->{TicketAcl}->{'001-ACL-Status'} = {
Properties => {
Ticket => {
Status =>
}

new ,

+
Possible => {
ActivityDialog => ['AD1', 'AD2', 'AD3', 'AD6', 'AD7'],
+
+i
$Self->{TicketAcl}->{'002-ACL-Queue'} = {
Properties => {
Ticket => {
Queue => ['Raw']
}

+
Possible => {
ActivityDialog => ['AD2', 'AD3', 'AD4', 'AD7'l],
+
+i

$Self->{TicketAcl}->{'003-ACL-Priority'} = {
Properties => {
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Ticket => {
Priority => ['3 normal']
}
},

PossibleNot => {
ActivityDialog => ['AD3', 'AD4'l],
I
+

Ecnn 3asiBKa nmMeeT cocTosiHMe 'new', HaxoauTcs B odyepenn '‘Raw' n nmeet npunopuTeT
'3 normal’, To Bce Tpu nNpaBuna ACL byayT ynoBieTBOPSATLCS.

lMepBoe npasunao cokpawiaeT cnncok Auanoros AKTueHocTtu ¢ '‘AD1', 'AD2', 'AD3', 'AD4',
'AD5', 'AD6', 'AD7' po 'AD1', 'AD2', 'AD3', 'AD6', 'AD7' 1 3anpewaeT 'AD4' and 'AD5'.

BTopoe npaBusio elle cokpawaeT CAMCOK oCTaBWmMXcs Auanoros AKTUBHOCTU. B Hawem
npumepe, octatoTcsa '‘AD2', 'AD3', 'AD7".

TpeTbe npaBuio euwe 6onee cokpawaeT cCnNMcoK C nomouwbtlo 'PossibleNot'. 'AD3!
yhanseTcsa n3 cnucka. 'AD4' He 6yaeT yaaneH, T.K. OH HE Ha NepBOM MecTe B crnucke. U,
HakoHel, 'AD2' n 'AD7' 0CTaHyTCS, KaK AOCTyMNHble ANAa Bbibopa nonb3oBatenemM uanoru
AKTUBHOCTMW.

Takxe, MOXHO OrpaHmYnMTb Cnucok [lpoueccosB, KoTopble ByayT oTobpakaTbCA Ha
JKpaHe "HoBas npoueccHasa 3asBka", crnocob aHanorm4eH OrpaHWYeHuIo Crucka
OnanoroB AKTUBHOCTM, 3@ 04HUM NcktoyYeHneM: ACL fo/mkHbl 6a3rMpoBaTbhCA Ha AaHHbIX
rnosib3oBaTens. T.e. CMNCOK MPUBSA3bLIBAETCA K MOJIb30BaTest0, CO3L4A0LLIEMY 3a5BKY.

CMOoTpuUTe NpUMepsbl HUXXe:

$Self->{TicketAcl}->{'200-ACL-Process'} = {

# match properties
Properties => {

User => {

UserID => [2, 3],

I
I
Possible => {

Process => ['P1', 'P2', 'P3'],
I
PossibleNot => {

Process => ['P4'],

b

$Self->{TicketAcl}->{'201-ACL-Process'} = {
# match properties
Properties => {
User => {
Group _rw => [ 'MyGroup' 1,
i
Yo
Possible => {
Process => ['P1', 'P2', 'P3'],
Yo
PossibleNot => {
Process => ['P4'],

b

$Self->{TicketAcl}->{'202-ACL-Process'} = {
# match properties
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Properties => {

User => {

Role => [ 'MyRole' ],

}
},
Possible => {

Process => ['P1', 'P2', 'P3'],
},
PossibleNot => {

Process => ['P4'],
},

};

3. Co3paHue CBOUX COOCTBEHHbIX TeM
(uadbnoHoB)

Ona OTRS MO)XHO co3gaBaTb CBOWM COBCTBEHHbIE TeMbl M MCMNOJIb30BaTb B Ka4decTBe
Beb-nHTepgerca ToT wWabsoH, KOTopbIn BaM HpaBuTCca Bonble Bcero. [nsa co3gaHus
COBCTBEHHOW TEMbI HY>XHO HAaCTPOUTb WabnoHbI BbiIBOAA NO4 CBOM HYXAbI.

Bonee nopgpobHyo MHOPMALUIO O CUHTAKCUCE U CTPYKTYpe WabnoHOB BbIBOAA MOXHO
HanTn B PykoBoacTBe PaspaboTumka no cceiike http://otrs.github.io/doc, ocobeHHO B
pa3nene LLabsioHbl.

B KayecTBe npumepa, BbIMOJAHUTE caegyouwme warmn gna co3gaHns HoBOW TeMbl, KOTOpas
Ha3bliBaeTca "KomMmnaHua":

1. Co3panTe aupekTopuio n HasoBuTe ee Kernel/Output/HTML/Company n ckonupymTe

BCe (palsibl, KOTOPbIE XOTUTE U3MeHNTb, U3 Kernel/Output/HTML/Standard B HOBYIO
OnpeKkToputo.

Important

Konupyinte Tonbko Te alibl, KOTOpble Bbl AEACTBMTENbHO MJaHupyeTe
n3meHsaTb. OTRS aBTOMaTUYeCKM MOJYYUT HepocTawowme daniibl  ©3
CTaHOapTHoON TeMbl. Ha 6onee mMo3HMX 3Tamnax TakKoW Moaxon MO3BOSMT
chenaTb MofepHM3auuio 6osee NPocTon.

2. HacTtponte dannbl B aupektopun Kernel/Output/HTML/Company © un3MeHTUTE
WwabsIoOHbI MO CBOEMY BKYCY.

3. Ana akTueaumm HoBoM Tembl, fobaBbTe ee B SysConfig B napameTp Frontend::Themes.

Tenepb HOBas TeMa AOJ/KHA BbITb AOCTynHa. Bbl MoxxeTe BbiOpaTb 3Ty TeMy nepenas
Mo CCbiIKE MPeanoyTeHMS.

Warning
He nameHanTe cannbl Tembl, noctasnsemon ¢ OTRS, NOCKOJSIbKY 3TU U3MEHEHUS

6yﬂ,yT yTepsaHbl nocne obHoBneHunsA. Co3zngaBanTe cBON COBCTBEHHbIE TEMbI TOJILKO
nyTeM BbIMNOJIHEHWA WaroB, OnMMCaHHbIX BbiLUE.

4. Jlokanu3sauusa uHtepdeunca OTRS

OTRS npensaraeT MHOIOS3bIYHYIO MOAAEPXKKY 0151 CBOero Beb-nHtepdenca.

WHpopMaumio 0 ToM, Kak nokanusmpoaTb OTRS-thpenMBOpPK, Kakme Larm HyXHO
BbINOSMIHUTL 4TO6bI CO34aTb MepeBof OJ19 HOBOrO f3blka, WM KakK MOXHO C034aTb
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HaCTPOWKK A NepeBoda MOXXeTe HanTun, nepenasa no ccoisike "Jlokanmsauma"pasnen s
pykoBoacTBe pa3paboTymka Ha http://otrs.github.io/doc.
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Chapter 6. HacTpouka
MponsBoANTEJILHOCTH

Hwxe npencrtassieH nepeyeHb pas/iNyHbIX TEXHUK, KOTOPble MOXXHO MCMOJIb30BaTb AJiA
MoJsly4eHns MakCMasibHO BO3MOXXHOW nMpoun3sBoanTesnbHOCTU cuctemMbl OTRS: HacTpolka,
KoOWpPOBaHWe, NCNOJIb30BaHMe NMaMAaT U MHOIroe gpyroe.

1. OTRS

ECTb HECKOJIbKO BO3MOXXHbIX BapUaHTOB YJly4LUEeHNS NPON3BOAUTENbHOCTH OTRS.

1.1. TicketindexModule

EcTb ABa TMNa XpaHUMWa MHDOPMALIUKN A9 XPAaHEHUS MHOEKCOB 3asBOK:

* Kernel::System::Ticket::IndexAccelerator::RuntimeDB (no ymon4aHuio), "Ha neTy"
reHepupyeT 13 Tabauubl 3a8BOK WabnoH NMpocMoTpa ANA Kakaowm ovyepenu. MNMoka B
cucteme He 6osblue 60, 000 OoTKPbIThIX 3a9BOK, NpobsieM C NPON3BOAUTENILHOCTbIO HE
oynert.

» Kernel::System::Ticket::IndexAccelerator::StaticDB - 0aVH 13 CaMbIX MOLLHbIX MOOYJIEN,
ero csiegyeT MUCNoJIb30BaTb, Korga y Bac eTb 6onblie 80.000 OTKPbITbIX 3asBOK.
OH wncnonb3lyeT gonosHUTeNbHyl Tabnauuy ticket index, koTopas paboTaeT Kak
06bI4HbIN WabnoH. Ncnonb3ynte bin/otrs.RebuildTicketIndex.pl gna nonyvyeHus
Ha4asIbHOro MHAEKCa Nocjie Co34aHna XpaHuamwa nHpopmMauun,

Bbl moxxeTe nameHuTb IndexAccelerator yepe3 SysConfig.

1.2. TicketStorageModule

CyLLl,eCTByeT ABa Pa3/INdHbIX XpaHunnnla Ana XpaHeHUA 3as8BOK/CTaTen:

* 3apanTte Kernel::System::Ticket::ArticleStorageDB (no ymon4aHuio) pna XpaHeHus
BNIOXKEHUN, N T.4. B 6a3e gaHHbIX. MpnMedaHue: He ncnonb3synTe ero oas CUCTeEM C
601blWIMM 06 BEMOM OaHHbIX.

Pro: Ecnv nosb3oBaTesnb Ballero Beb-cepBepa He sBNSETCS MNoJsib3oBaTenem 'otrs',
NCMONb3yNTEe 3TOT MOAYJIb, YTOObI N36eXXaTb NpPobsieM C NpaBamMu AOCTynNa.

MpoTmBonokasaHua: He coBceM uUenecoobpa3Ho XpaHUTb BroXeHUs B bOase
JaHHbIX. ByabTe OCTOPOXHbI, Mpu XpaHeHeHUU 6Gonblinx obbekToB. HacTponmTe
KOH(UrypauUnoHHbIN napameTp MySQL "set-variable=max_allowed packet=8M" pns
XpaHeHns obbekToB pazmepoM 8 MB (no ymonyaHuio 3To 2M).

» Configure Kernel::System::Ticket::ArticleStorageFS ana xpaHeHUs B/IOXEHWA U T.4.
B JI0KaJibHOM cpannoBon cucteme. [NpmMmedvaHue: PekoMeHAOBaHO npu 60AbLUNX
yCTaHOBKaX.

Pro: 3To 6biCcTpO!

MpoTmBonoka3saHus: NMonb3oBaTenb Beb-cepBepa O0JKeH ObITb Nosib30BaTesIeM 'otrs'.
Kpome Toro, ecsim y BacC eCTb HECKOJIbKO CEPBEPOB, HY>KHO ybeanmTbCA B TOM, 4TO
hannioBas cucteMa pasgensaerca Mexny 3TUMKM cepBepaMu. Tak 4TO pasMecTuTte
ero Ha obwenoctynHbin NFS-pecypc nnm npegnoytutesnbHee SAN, nan aHanornyHole
pelueHuns.
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MpumeYvaHmne: MOXKHO NepekYaTbCcsa ¢ ogHoro 63k-eHAa Ha apyron "Ha nety". bak-
3HObI MOXHO nepeknt4nTb B SysConfig nm 3aTem 3anyCTUTb B KOMaHOHOW CTpPOKe
yTuanTty otrs.ArticleStorageSwitch.pl, 4T0o6bbl BHecTM cTaTbn K3 Basbl AaHHbIX
B (hannoByto cuctemy u HaobopoT. MOXHO wucnosnb3oBaTb onuumn -s U -d [N«
YKa3aHus NCTOYHUKA U KOHeYHoro 63k-3eHga. ObpaTuTe BHMMaHMe, 4TO BeCb npoLecc
MOXXET 3aHSATb MHOM0 BpPEeMeHW, B 3aBMCMMOCTWU OT KOJn4YecTBa cTaTen/coobuieHnin/
3aMeTOoK, KOTopble Y BaC eCTb U AOCTYMHOWN MOLLHOCTU npoLieccopa U/uam nponycKHon
cnocobHoCTU ceTw.

shell> bin/otrs.ArticleStorageSwitch.pl -s ArticleStorageDB -d ArticleStorageFS

CueHapuii [lepekayeHne xpaHnanila AaHHblx ¢ 6a3bl JaHHbIX Ha (hariJIoByO CUCTEMY.

1.3. ApxuBupoBaHue 3afaBOK

Mockonbky OTRS MOXXeT UCMoJIb30BaTbCA B Ka4eCTBe CUCTEMbI ayanTa A0Ka3aTesbCTs,
TO yhaJjieHUe 3aKpbiTbiX 3asBKO He O4YeHb Xopolwas uaes. VMIMeHHO no 3TOMy Mbl
peann3oBann PyHKLMNIO apXMBUPOBaHNS 3a51BOK.

3as8BKN, KOTOpble YAOBAETBOPAT ONpefesieHHbIM KpUTepusam, MoryT ObiTb OTMeYeHbl
Kak "apxuBumpoBaHHbIe". Mpu 0ObLIMHOM MOUCKE 3a8BOK MAM MPXM MNOMUCKE 3a8BOK C
nomollblo 3ajaHua Generic Agent, oHu ByayT HepocTynHbl. Cama cobonm cuctema
He 6yneT uMeTb Aesla C OFPOMHbLIM KOJIMYECTBOM 3asBOK, A0 Tex Mop, MokKa He
noHapobutca obpaTmTbCca K "O4YeHb CTapon" 3asiBKe. 3TO MNPUBOAUT K OrPOMHOMY
NPUPOCTY MPOU3BOAUTENIBHOCTU Ha 6onbLLUNX CUCTEMaX.

Ons ncnonb3oBaHNa (PyHKUUM apXyUBaL MM BbINOJHUTE chepylowme 4encTems:
1. BKaoyeHne apxmuBupoBaHue cuctemsl B SysConfig

B MaHenn ApmuHucTpupoBaHus nepengmute B SysConfig m Bbibepute rpynny
3anBka. B Core::Ticket HanguTe onuuto Ticket::ArchiveSystem, no ymondaHuio
YCTAHOBJIEHHYIO B 3Ha4eHue "HeT". I3MeHnTe 3Ha4yeHne 3TON HaACTPOMKKM Ha "pa" wu
COXpaHNTE U3MEHEHUS.

2. OnpepeneHne pabotbl GenericAgent

B MaHenn AamuHuctpaTopa BblibepuTe GenericAgent n nobaBbTe HOBOE 3afaHue
(paboTy).

a. HacTpownkn 3agaHuns

Beeonte numa ana paboTbl apxmBmMpoBaHUs, N BbibepuTe Haanexallime onuum ans
NJaHNPOBaHNSA 3ToN paboThl.

b. Ticket Filter

®dunbTp 3as8BOK MNPOU3BOAUT TMOMCK 3asiBOK, KOTOpble OTBe4YalT BblOpaHbIM
KputepusiM. Xopowei naeen 6ynet 3aapxMBMpoBaTh 3aKpbiTble 3as8BKU, KOTOpPbIE
6bI1 3aKPbITbl 3@ HECKONIbKO MecsiLeB A0 3TOro.

c. JencTtBunsa Hapg 3asBKaMu

B 3Tol 4YacTm ycTaHoBUTEe noJsie "ApxMBUpPoOBaTb BbibpaHHbIE 3asBKWU" B "apxuB
3aaBOK".

d. CoxpaHunTb paboTy

B KOHLEe cTpaHunubl y Bac 6yaeT BO3MOXXHOCTb COXpPaHUTb paboTy (3anaHmne).
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e. ObpaboTaHHbIe 3a9BKU

Cuctema oT06pa3nT BCe 3as8BKW, KoOTopble OyAyT 3aapXMBUPOBaHbI MpwU
BbIMOJSIHEHUN 3a8aHKA Generic Agent-oMm.

3. Monck 3asaBokK

Mpn noucke 3asBOK, CUCTEMa MO YMOJIYAHUIO TMPOU3BOAUT TMOUCK Cpeaun He
apPXMBMPOBAHHbLIX 3aABOK. YCTAHOBUTE KPUTEPUIM MOMCKa "MOUCK B apxuBax", ecan
HY>KHO 4TOObI MONCK MPOUCXOANS TaKXKE N B apXMBUPOBAHbLIX 3aABKaXx.

1.4. Kowi

OTRS kawwupyeT 60nbLIOE KOJIMYECTBO BPEMEHHbLIX OaHHbIX B /opt/otrs/var/tmp.
Ybeautecb, 4TO [OJ19 3TOr0 WCMNONb3yeTCA BbICOKONPOM3BOAUTENbHAasA ansoBas
cucrteMa/xpaHmnuwie. Ecnu Bbl pacnoflaraete A0OCTaTOYHbIM KoamnyectsoM RAM, Bbl
TakK)Xe Mo)XeTe nonpoboBaTb MOMECTUTbL 3TY NarnKy B NamMaTb, HanpuMep:

shell> /opt/otrs/bin/otrs.CleanUp.pl
shell> /opt/otrs/bin/otrs.DeleteCache.pl
shell> sudo mount -o size=16G -t tmpfs none /opt/otrs/var/tmp

# add persistent mount point in /etc/fstab

Note

He 3abbiBaiTe, YTO 3TO HEe MOCTOSAHHOE XpaHWIULLE, AaHHbleE B KOTOPOM byayT
noTepsHbI NoCse nepe3arpy3kn cepeepa. Bce Bawm ceaHchl (€Cnu Bbl X XpaHUTe
B haliNOBON CMCTEME) U AaHHble B K3We 6yayT yTpayeHsbl.

There is also a centralized memcached based Cache backend available for purchase from
OTRS Group.

2. ba3a paHHBbIX

PeweHna 3aBucAT oT VICI'IO)'Ib3yeMOI7I 6a3bl OaHHbIX. I/I3yqa|7|Te OOKYMEHTaUn K
VICI'IOJ'IbByEMOVI 6ase gaHHbIX NN Xe 06paTVITer 3a NOMOLWbIO K agMUHNCTPaATOpPY.

2.1. MySQL

Ecnn pona MySQL-tabnunu ucnonb3syetca MyISAM (a no ymMOnYaHUIO TakK U €eCcTb)
n u3 Tabauubl 6bina ypaneHa 6onbwas 4acTb AaHHbIX, WM >XE MPOU3BOAWUIIOCH
MHO>XeCTBO AeNCTBUIN Hag Tabnuuen, KoTopas COAEPXKXUT CTPOKU NEPEMEHHON OJINHbI
(Tabnuubl, KoTopble comepxaT nonsa TunoB VARCHAR, BLOB wnun TEXT), TO Hy>XHO
negparmeHTupoBaTe hann (tabnuuy), nam ApyrmMmm CioBamMu BbIMOJIHUTb KOMaHAy
"onTnmMnsnposaTb".

Hy>XHO nonbiITaTbCA cAenaTb 3TO, ecanm cepBep mysqgld wncnonb3yetr MHOrO
npoweccopHoro spemeHu. OntuMmusauma Tabnuy ticket history n article (cm CueHapun
HUXe).

shell> mysql -u user -p database
mysql> optimize table ticket;

mysql> optimize table ticket history;
mysql> optimize table article;
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CueHapwii: OnTummnzaumnsa Tabany 6a3bl JaHHbIX.

2.2. PostgreSQL

PostgreSQL ny4iwe HacTpanBaeTCa NyTeM naMeHeHnn B hanse postgresql.conf KoTopbii
Haxo4MTCs B QUPEKTOPUN C yCTaHoBMIEHHbIM PostgreSQL. 3a coBeTOM, Kak 3TO caenaThb,
obpaTuTech K C/ieAyloLWMM CTaTbAM:

* http://www.revsys.com/writings/postgresql-performance.html
* http://varlena.com/GeneralBits/Tidbits/perf.html
* http://varlena.com/GeneralBits/Tidbits/annotated_conf_e.html

Ecnm npousBOAUTENBHOCTb OCTaeTCqd Ha HeyOoBJIETBOPUTENIbHOM YPOBHE, Mbl
npegjlaraeM BaM MNpPUCOEOMHUTCHA K CnuUCKam paccbiiku "PostgreSQL Performance" (
http://www.postgresql.org/community/lists/ ) n 3agaBaTb BONPOCbl MMEHHO TaM. Jlloaun B
3TOM CMMCKE paccCblsIKe O4eHb Opy>xentobHbl a BCeraga nocTtapatoTcsa BaM NMOMOYb.

3. Beb-cepBep

KoHe4HO »xe Hy>xHO ncnosb3oBaTb mod_perl 2.0 ( http://perl.apache.org/ ). OH BbiCTpee
(~ *100) yem "ynctoin" cgi. Ho oH TpebyeT bosnblLue onepaTmMBHOW NamMaTh (RAM).

3.1. MNpepycraHOBNEeHHOe coeauHeHue ¢ basoun
DaHHbIX

Mpwn 3anycke Beb-cepBepa MOXXHO MMETL 3apaHee yCTaHOBJIEHHOe coeanHeHne ¢ 6azomn
OaHHbIX. Takon noaxopn CyLLeCcTBEHHO CIKOHOMUT Bpems (cm. README.webserver).

3.2. NpepBapuTenibHO 3arpy>xeHHblie MOAYJIM -
startup.pl

YT06bl BCce paboTano bGbicTpee M 3aHMMasNo MeHbLUe NaMsATU UCMOJb3yNTe CUeHapui
3anycka scripts/apache2-perl-startup.pl [on8 npeaBapuTeNbHOM 3arpy3ku/
koMmnunauum Perl mogynen Ha cepsepe ¢ mod_perl (cm. README.webserver).

3.3. Nepes3arpy3ka Perl-moanyneun Bo BpeMs
OOHOBJIeHMsA C B UCKa

Mo ymondaHuio Apachee::Reload ncnonb3syetca B scripts/apache2-httpd.include.conf.
OTkno4mMB ero Bbl nonyuynte 6Gonbwe 8% npupocTta ckopocTn. He 3abynbTte
nepesanycTuTb Beb-cepBep, ecnn ycTaHaBnmBaeTe moaynm yepes OTRS Package Manag-
er, uan yctaHaBsanBaeTe ntobble 3HaveHUs B SysConfig nunm B Kernel/Config.pm. Ba>kHo:
3TO TakXe byneT o3HayaTb, 4TO Yy Bac He ByeT BO3MOXXHOCTU ncnosb3oBaTb OTRS Pack-
age Manager 4yepe3 noJsib3oBaTeNbCKNI BeD-MHTepdenc. B Takom cnyyae Heobxoammo
BOCMOJ1b30BaTbCA KOMaHAHOW CTpokown - bin/otrs.PackageManager.pl.

3.4. Buibop NMpaBsunbHoU CTpaTerum

Ecnn y Bac penctButenbHo 6onblias cuctema, 6onee 1 000 HOBbIX 3asBOK B J€Hb
n 6onbuwe 40 areHToOB, TO COBETyeM rMo4YuTaTb cTaTbio "llpon3BoAMTENbHOCTL" B
PykoBacTBe nosb3osBaTesnsa no mod_perl (http://perl.apache.org/docs/2.0/user/index.html

).
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3.5. mod _gzip/mod_deflate

Ncnone3ynte mod_deflate nna Apache2, ecnm y Bac "cnabasa" nonoca nponyckaHus .
Mpun 3arpy3ske html-ctpaHunubl pa3mepom B 45k, mod_gzip/mod_deflate coxmeT ee
n cTtpaHnua 6ypeT 3aHMMaTb OKOMO 7K. HepocTaTKOM Takoro moaxoda sBaseTcs
LononHUTeNbHasa Harpyska Ha cepBep.
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Appendix A. lonoJsiIHUTeNibHbIE

pecypchl

Mbl cTapaemMcsa cHabxaTb Bac camMol nocnegHen wHdopmaunen o6 OTRS n
npenocTaBsiseM BaM BO3MOXXHOCTb OCTaBUTb HaM CBOW OT3bIB.

otrs.com

Cant OTRS C ucxoOHbIMM KOAAMWN, OOKYMEHTaUWen M HOBOCTAMU AOCTYMNEH Mo
ccblike http://www.otrs.com/. 30eCb Bbl TakXXe MOXXeTe HaWTu MHdopMauuni o
KOMMepYeCKNX CeEPBUCAX U TPEHMHrax, npenoctaBnasemMblx padpabotynkom OTRS -

OTRS Group.

3a ycnyramu (No nopnep)xke, KOHCYJbTUPOBaHMUIO, pa3paboTke n obyyeHunio) Bbl
MoxeTe obpallaTbCa He TONbLKO B UeHTpanbHbin opuc OTRS AG. Hawm oduchl
pacnosioxeHbl B [epmaHun, CLUA, Mekcuke, HupepnaHpax v APYyrux cTpaHax.
MoceTnTe Haw canT KOHTaKThI.

MouToBbLIE pacCbIIKMN

Table A.1. CNUCKKN pacCbIJIKMU

Ha3BaHue

OnucaHue

JdoMaLlLHAA CTpaHMUa

announce@otrs.org

Husknn Tpaduk, Ha
AHIJIMACKOM  si3blKe, O
obbsaBAeHNN o] HOBbIX
penunsax OTRS u pewieHnsax
o 6e3onacHocTN.

http://lists.otrs.org/cgi-bin/
listinfo/announce

otrs@otrs.org

OT cpegHero o BbICOKOro
obbema  TpaduKa, Ha
AHIJINNCKOM A3blKe, FAe Bbl
MOXXeTe HaWTu BCe BUAbI
BOMpPOCOB, Kacatowmxcs
noanepXKu n npoaykTa.

http://lists.otrs.org/cgi-bin/
listinfo/otrs

otrs-de@otrs.org

OT cpenHero A0 BbICOKOro
obbema  Tpadumka, Ha
HEMELKKOM s3blke, rae Bbl
MO>XeTe HalTu BCe BUAbI
BOMpPOCOB, KacatLmxcs
Nnoofaep>XKn 1 NpoayKTa.

http://lists.otrs.org/cgi-bin/
listinfo/otrs-de

dev@otrs.org

CpegHun Tpaduk Ha
QHIINNCKOM  S3blke, rpae
OTRS-pa3paboTymku

http://lists.otrs.org/cgi-bin/
listinfo/dev

VHTEepHauuoHanmsaunum u
nokanusauun. Ecnm  Bbl
€CTb WM TOJIbKO XOTuUTe
CTaThb nepeBoa4YnNKOM
npoekta OTRS nnm nmeete

obcyxpawT passinyHble
MaaHbl " BOMPOCHI
peannsauynm.
il8n@otrs.org Hebonbwoe  konu4decTBo |http://lists.otrs.org/cgi-bin/
nonb3oBaTenen Ha|listinfo/i18n
AHI JIMNCKOM A3blKe C
BOMpPOCaMm
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Ha3BaHue OnucaHue JdOMaLLHAA CTpaHMUa

npobnemsl C OOHUM U3
HaWunx MPUI0XKEHUN, 3TO
MMEHHO TO MeCTOo, KyQha
BaM HY>XHO.

TpekuHr owimbok

Onsa coobuweHnn o6 owmnbkax B MO, obpawantecs B http://bugs.otrs.org/ (cmoTpu
PUCYHOK Huxe). OTnnmyamte owmnbknm OT BOMPOCOB KOHUrypauun. Bonpochl
KOH(UIrypauun/HacTponkn 3To npobsiemMbl BO3HMKAKOLWME MNpU MNPU  YCTaHOBKE
cucteMbl mnm obwmne Bonpocbl ucnosib3oBaHMa OTRS. OTyeTbl 06 owwmnbkax
ncnosb3yroTca npu npobnemax ncxogHoro koga camon OTRS nnm cBA3aHHbIX C HUM
Moaynen open source. [1a8 BONPOCOB KOHPUIypauum NCronb3ynte KoMMepyeckas
noagep)kka, goctynHaa ot OTRS.com, nnm nybanyHble NOYTOBbIE PACCHIJIKM.

Notice: This is the community bug tracker. If you
need commercial assistance for setup or
configuration please see here:
http:/iwww.otrs.com/en/solutions/subscriptions/

Most common actions:

Search existing bug reports
Enter a new bug report
Summary reports and charts

Login:
Password:

| agree with the OTRS Contributor Agreement!
Login [ Forgot my Password ]

Open a new Bugzilla account

Enter a bug # or some search terms:
Find [Help]

Bbl o4eHb NMoMoraeTe HaM ON1A YJayyleHUs npoaykTta, coobuwan o6 owmbkax. Mebl
BbICOKO LUEeHWM Ball BKJ'Ia,EI,!
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Appendix B. Configuration
Options Reference

1. DynamicFields

1.1. DynamicFields::Driver::Registration
1.1.1. DynamicFields::Driver###Text

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'Text'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Text',
'Module' => 'Kernel::System::DynamicField::Driver::Text'

1

1.1.2. DynamicFields::Driver###TextArea

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'TextArea'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Textarea',
'Module' => 'Kernel::System::DynamicField::Driver::TextArea'

1

1.1.3. DynamicFields::Driver###Checkbox

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'Checkbox'} = {
'ConfigDialog' => 'AdminDynamicFieldCheckbox',
'DisplayName' => 'Checkbox',
'Module' => 'Kernel::System::DynamicField::Driver: :Checkbox"

};

1.1.4. DynamicFields::Driver###Dropdown

Description:

DynamicField backend registration.

Group:

DynamicFields
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SubGroup: DynamicFields::Driver::Registration
Valid: 1
Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'Dropdown'} = {
‘ConfigDialog' => 'AdminDynamicFieldDropdown',
'DisplayName' => 'Dropdown',
'Module' => 'Kernel::System::DynamicField::Driver::Dropdown'

1

1.1.5. DynamicFields::Driver###DateTime

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'DateTime'} = {
'ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date / Time',
'Module' => 'Kernel::System::DynamicField::Driver::DateTime'

};

1.1.6. DynamicFields::Driver###Date

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'Date'} = {
'ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date’,
'Module' => 'Kernel::System::DynamicField::Driver::Date'

}i

1.1.7. DynamicFields::Driver###Multiselect

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Driver::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Driver'}->{'Multiselect'} = {
'ConfigDialog' => 'AdminDynamicFieldMultiselect',
'DisplayName' => 'Multiselect’,
'ItemSeparator' => ', ',
'Module' => 'Kernel::System::DynamicField::Driver::Multiselect'

}.

1.2. DynamicFields::ObjectType::Registration
1.2.1. DynamicFields::ObjectType###Article

‘Description:

‘ DynamicField object registration.
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Group: DynamicFields

SubGroup: DynamicFields::ObjectType::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::ObjectType'}->{'Article'} = {
'DisplayName' => 'Article’,
'Module' => 'Kernel::System::DynamicField::0bjectType::Article',
'Prio' => '110'

1

1.2.2. DynamicFields::ObjectType###Ticket

Description: DynamicField object registration.

Group: DynamicFields

SubGroup: DynamicFields::ObjectType::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::0ObjectType'}->{'Ticket'} = {
'DisplayName' => 'Ticket',
'Module' => 'Kernel::System::DynamicField::0bjectType::Ticket',
'Prio' => '100'

1

1.3. Frontend::Admin::ModuleRegistration

1.3.1. Frontend::Module###AdminDynamicField

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminDynamicField'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' = [
'Core.Agent.Admin.DynamicField.css'
]I
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js'
1
}I
'NavBarModule' => {
'Block' => 'Ticket',
'Description' => 'Create and manage dynamic fields.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'Dynamic Fields',
'Prio' => '1000'
}I
'NavBarName' => 'Admin',
'Title' => 'Dynamic Fields GUI'
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1.3.2. Frontend::Module###AdminDynamicFieldText

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminDynamicFieldText'} = {
'Description' => 'Admin',
'Group' => [
'admin’
15
'Loader' => {

'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldText.js'

]

)i
'Title' => 'Dynamic Fields Text Backend GUI'

3

1.3.3. Frontend::Module###AdminDynamicFieldCheckbox

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldCheckbox'} =
'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js"'
]
}I
'Title' => 'Dynamic Fields Checkbox Backend GUI'

}

{

1.3.4. Frontend::Module###AdminDynamicFieldDropdown

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldDropdown'} =
'Description' => 'Admin',
'Group' => [
'admin'
1,
'Loader' => {
'CSS' = [
'Core.Agent.Admin.DynamicField.css'
1

'JavaScript' => [

'Core.Agent.Admin.DynamicField.js"',

{
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'Core.Agent.Admin.DynamicFieldDropdown.js'
]

},
'Title' => 'Dynamic Fields Drop-down Backend GUI'

3

1.3.5. Frontend::Module###AdminDynamicFieldDateTime

Description: Frontend module registration for the agent interface.

Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting: $Self->{'Frontend: :Module'}->{'AdminDynamicFieldDateTime'} = {

'Description' => 'Admin',
'Group' => [
'admin'
1,
'Loader' => {
'CSS' = [
'Core.Agent.Admin.DynamicField.css'
1,
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldDateTime.js'
]
}
'Title' => 'Dynamic Fields Date Time Backend GUI'

3

1.3.6. Frontend::Module###AdminDynamicFieldMultiselect

Description: Frontend module registration for the agent interface.

Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting: $Self->{'Frontend: :Module'}->{'AdminDynamicFieldMultiselect'} = {

'Description' => 'Admin',
'Group' => [
'admin’
1,
'Loader' => {
'CSS' = [
'Core.Agent.Admin.DynamicField.css'
1,
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldMultiselect.js'
]
}
'Title' => 'Dynamic Fields Multiselect Backend GUI'

b

1.4. Frontend::Agent::Preferences

1.4.1. PreferencesGroups###DynamicField

Description: Defines the config parameters of this item, to be shown in the
preferences view.
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Group: DynamicFields

SubGroup: Frontend::Agent::Preferences
Valid: 0

Required: 0

Config-Setting:

$Self->{'PreferencesGroups'}->{'DynamicField'} = {

'Active' => '1',
'Block' => 'Input',
'Column' => 'Other Settings',
'Data'’ => '[% Env("UserDynamicField NameX") %]',
'Key' => 'Default value for NameX',
'Label' => 'NameX',
'Module' => 'Kernel::Output::HTML::PreferencesGeneric',
'PrefKey' => 'UserDynamicField NameX',
'Prio' => '7000'

1

1.4.2. PreferencesGroups###DynamicFieldsOverviewPageShow!

Description:

Parameters for the pages (in which the dynamic fields are shown)
of the dynamic fields overview.

Group:

DynamicFields

SubGroup:

Frontend::Agent::Preferences

Valid:

1

Required:

0

Config-Setting:

$Self->{'PreferencesGroups'}->{'DynamicFieldsOverviewPageShown'} =
{
'Active' => '0',
'Column' => 'Other Settings',
'Data' => {
'10' => '10',
'15' => '15"',
'20" => '20°',
'25' => '25"',
'30' => '30°',
'35' => '35
)i
'DataSelected' => '25°',
'Key' => 'Dynamic fields limit per page for Dynamic Fields
Overview',
'Label' => 'Dynamic Fields Overview Limit',
'Module' => 'Kernel::Output::HTML::PreferencesGeneric',
'PrefKey' => 'AdminDynamicFieldsOverviewPageShown',
'Prio' => '8000'
)i

2. Framework

2.1. Core

2.1.1. SecureMode

Description:

Disables the web installer (http://yourhost.example.com/otrs/
installer.pl), to prevent the system from being hijacked. If set to
"No", the system can be reinstalled and the current basic config-
uration will be used to pre-populate the questions within the in-
staller script. If not active, it also disables the GenericAgent, Pack-
ageManager and SQL Box.
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Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SecureMode'} = '0';

2.1.2. Frontend::DebugMode

Description: Enables or disables the debug mode over frontend interface.
Group: Framework

SubGroup: Core

Valid: 1

Required: 0

Config-Setting: [ $Self->{'Frontend::DebugMode'} = '0°;

2.1.3. Frontend::TemplateCache

Description: Enables or disables the caching for templates. WARNING: Do NOT
disable template caching for production environments for it will
cause a massive performance drop! This setting should only be
disabled for debugging reasons!

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | §$Self->{'Frontend: :TemplateCache'} = '1';

2.1.4. ConfigLevel

Description: Sets the configuration level of the administrator. Depending on the
config level, some sysconfig options will be not shown. The config
levels are in in ascending order: Expert, Advanced, Beginner. The
higher the config level is (e.g. Beginner is the highest), the less
likely is it that the user can accidentally configure the system in a
way that it is not usable any more.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{ ConfigLevel'} = '100';

2.1.5. ConfigimportAllowed

Description: Controls if the admin is allowed to import a saved system config-
uration in SysConfig.

Group: Framework

SubGroup: Core
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Valid:

Required:

Config-Setting:

| $Self->{'ConfigImportAllowed'} = '1';

2.1.6. ProductName

Description: Defines the name of the application, shown in the web interface,
tabs and title bar of the web browser.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'ProductName'} = 'OTRS 4';

2.1.7. SystemiID

Description: Defines the system identifier. Every ticket number and http ses-
sion string contains this ID. This ensures that only tickets which
belong to your system will be processed as follow-ups (useful when
communicating between two instances of OTRS).

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'SystemID'} = '10';

2.1.8. FQDN

Description: Defines the fully qualified domain name of the system. This setting
is used as a variable, OTRS_CONFIG_FQDN which is found in all
forms of messaging used by the application, to build links to the
tickets within your system.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'FQDN'} = ‘yourhost.example.com';

2.1.9. SupportDataCollector::HTTPHosthame

Description: Defines the HTTP hostname for the support data collection with
the public module '‘PublicSupportDataCollector' (e.g. used from the
OTRS Daemon).

Group: Framework

SubGroup: Core

Valid: 0

Required: 0
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‘Config—Setting:

“ $Self->{'SupportDataCollector::HTTPHostname'} = '';

2.1.10. NodelD

Description: Defines the cluster node identifier. This is only used in cluster con-
figurations where there is more than one OTRS frontend system.
Note: only values from 1 to 99 are allowed.

Group: Framework

SubGroup: Core

Valid: 0

Required: 0

Config-Setting: [ $Self->{'NodeID'} = 'I';

2.1.11. HttpType

Description: Defines the type of protocol, used by the web server, to serve the
application. If https protocol will be used instead of plain http, it
must be specified here. Since this has no affect on the web server's
settings or behavior, it will not change the method of access to
the application and, if it is wrong, it will not prevent you from log-
ging into the application. This setting is only used as a variable,
OTRS_CONFIG_HttpType which is found in all forms of messaging
used by the application, to build links to the tickets within your
system.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $self->{"HttpType'} = ‘http';

2.1.12. ScriptAlias

Description: Sets the prefix to the scripts folder on the server, as config-
ured on the web server. This setting is used as a variable,
OTRS_CONFIG_ScriptAlias which is found in all forms of messag-
ing used by the application, to build links to the tickets within the
system.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'ScriptAlias'} = ‘otrs/’';

2.1.13. AdminEmail

Description: Defines the system administrator's email address. It will be dis-
played in the error screens of the application.
Group: Framework
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SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'AdminEmail'} = ‘admin@example.com';

2.1.14. Organization

Description: Company name which will be included in outgoing emails as an
X-Header.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'0Organization'} = 'Example Company';

2.1.15. DefaultLanguage

Description: Defines the default front-end language. All the possible values are
determined by the available language files on the system (see the
next setting).

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'DefaultLanguage'} = ‘'en’;

2.1.16. DefaultUsedLanguages

Description: Defines all the languages that are available to the application. The
Key/Content pair links the front-end display name to the appropri-
ate language PM file. The "Key" value should be the base-name
of the PM file (i.e. de.pm is the file, then de is the "Key" value).
The "Content" value should be the display nhame for the front-end.
Specify any own-defined language here (see the developer doc-
umentation http://doc.otrs.org/ for more infomation). Please re-
member to use the HTML equivalents for non-ASCII characters (i.e.
for the German oe = o umlaut, it is necessary to use the &ouml;
symbol).

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: $Self->{'DefaultUsedLanguages'} = {

'ar SA' => 'Arabic (Saudi Arabia)',
'bg' => 'Bulgarian
(6#x0411;&#x044a; §#x043b ; &#x0433 ; &#x0430; &#x0440 ; &#x0441; &#x043a; &#,
'ca' => 'Catal&agrave;',
'cs' => 'Czech (&#x010c;esky)',
'da' => 'Dansk',
'de' => 'Deutsch',
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'el' => 'Greek
(&#x0395; &#x03bb ; &#x03bb ; &#x03b7 ; &#x03bd ; &#x03b9; &#x03ba ; &#x03ac; ) '
'en' => 'English (United States)',

'en CA' => 'English (Canada)',

'en GB' => 'English (United Kingdom)',

'es' => 'Espa&ntilde;ol’,

'es C0' => 'Espa&ntilde;ol (Colombia)',

'es MX' => 'Espa&ntilde;ol (M&eacute;xico)’,

'et' => 'Eesti',

'fa' => 'Persian (&#x0641;&#x0627;6&#x0631;8&#x0633;&#x0649;)",
'fi' => 'Suomi',

'fr' => 'Fran&ccedil;ais',

'fr CA' => 'Fran&ccedil;ais (Canada)',

'gl' => 'Galego',

'he' => 'Hebrew (########) ",

'hi' => 'Hindi',

'hr' => 'Hrvatski',

'hu' => 'Magyar',

'it' => 'Italiano’,

'ja' => 'Japanese (&#x65e5;&#x672c;&#x8a%;) ",

'lt' => 'Lietuviy kalba',

'"lv' => 'Latvijas',

'ms' => 'Malay’,

‘'nb NO' => 'Norsk bokm&aring;l',

‘'nl' => 'Nederlands',

'pl' => 'Polski',

'pt' => 'Portugué&ecirc;s',

'pt BR' => 'Portugu&ecirc;s Brasileiro',

'ru' => 'Russian
(&#x0420; &#x0443; §#x0441 ; &#x0441 ; &#x043a; &#x0438; &#x0439; ) ',
'sk SK' => 'Slovak (Sloven&#x016d;ina)"’,

'sl' => 'Slovenian (Slovenscina)',

'sr Cyrl' => 'Serbian Cyrillic (cpncku)',

'sr Latn' => 'Serbian Latin (Srpski)',

'sv' => 'Svenska',

'sw' => 'Swahili',

'tr' => 'T&uuml;rk&ccedil;e’,

'uk' => 'Ukrainian
(&#x0423; &#x043a; §#x0440 ; &#x0430; &#x0457 ; &#x043d ; &#x0441 ; &#x044C ; &
'vi VN' => 'Vietnam (Vi&#x0246;t Nam)',

'zh CN' => 'Chinese (Sim.) (&#x7b80;&#x4f53;&#x4e2d;&#x6587;)",
'zh TW' => 'Chinese (Tradi.) (&#x6b63;&#x9ad4;&#x4e2d;&#x6587;)"

3

2.1.17. DefaultTheme

Description: Defines the default front-end (HTML) theme to be used by
the agents and customers. If you like, you can add your own
theme. Please refer the administrator manual located at http://
doc.otrs.org/.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'DefaultTheme'} = 'Standard'

2.1.18. DefaultTheme::HostBased

Description:

It is possible to configure different themes, for example to distin-
guish between agents and customers, to be used on a per-domain
basis within the application. Using a regular expression (regex),
you can configure a Key/Content pair to match a domain. The val-
ue in "Key" should match the domain, and the value in "Content"
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should be a valid theme on your system. Please see the example
entries for the proper form of the regex.

Group: Framework
SubGroup: Core

Valid: 0
Required: 0

Config-Setting:

$Self->{'DefaultTheme: :HostBased'} = {
"host1l\\.example\\.com' => 'SomeThemel',
"host2\\.example\\.com' => 'SomeTheme2'

1

2.1.19. CheckMXRecord

Description: Makes the application check the MX record of email addresses be-
fore sending an email or submitting a telephone or email ticket.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'CheckMXRecord'} = '1';

2.1.20. CheckMXRecord::Nameserver

Description: Defines the address of a dedicated DNS server, if necessary, for
the "CheckMXRecord" look-ups.

Group: Framework

SubGroup: Core

Valid: 0

Required: 0

Config-Setting: [ $Self->{'CheckMXRecord: :Nameserver'} = ‘'ns.example.com';

2.1.21. CheckEmailAddresses

Description: Makes the application check the syntax of email addresses.
Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CheckEmailAddresses'} = '1°

2.1.22. CheckEmailValidAddress

Description:

Defines a regular expression that excludes some addresses from
the syntax check (if "CheckEmailAddresses" is set to "Yes").
Please enter a regex in this field for email addresses, that
aren't syntactically valid, but are necessary for the system (i.e.
"root@localhost").
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Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: $Self->{'CheckEmailValidAddress'} = ‘~(root@localhost]|
admin@localhost)$';

2.1.23. CheckEmaillnvalidAddress

Description: Defines a regular expression that filters all email addresses that
should not be used in the application.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'CheckEmailInvalidAddress'} = ‘@(example)\\.(..[...)$'; |

2.1.24. CGIlLogPrefix

Description: Specifies the text that should appear in the log file to denote a
CGil script entry.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CGILogPrefix'} = 'OTRS-CGI';

2.1.25. DemoSystem

Description: Runs the system in "Demo" mode. If set to "Yes", agents can
change preferences, such as selection of language and theme via
the agent web interface. These changes are only valid for the cur-
rent session. It will not be possible for agents to change their pass-
words.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'DemoSystem'} = '0';

2.1.26. SwitchToUser

Description: Allows the administrators to login as other users, via the users
administration panel.

Group: Framework

SubGroup: Core
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Valid:

Required:

Config-Setting:

| $Self->{'SwitchToUser'} = '0';

2.1.27. SwitchToCustomer

Description: Allows the administrators to login as other customers, via the cus-
tomer user administration panel.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'SwitchToCustomer'} = '0';

2.1.28. SwitchToCustomer::PermissionGroup

Description: Specifies the group where the user needs rw permissions so that
he can access the "SwitchToCustomer" feature.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SwitchToCustomer::PermissionGroup'} = ‘admin';

2.1.29. NotificationSenderName

Description: Specifies the name that should be used by the application when
sending notifications. The sender name is used to build the com-
plete display name for the notification master (i.e. "OTRS Notifica-
tion Master" otrs@your.example.com). Notifications are messages
such as en::Customer::QueueUpdate or en::Agent::Move.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: | $Self->{'NotificationSenderName'} = 'OTRS Notification Master';

2.1.30. NotificationSenderEmail

Description:

Specifies the email address that should be used by the appli-
cation when sending notifications. The email address is used to
build the complete display name for the notification master (i.e.
"OTRS Notification Master" otrs@your.example.com). You can use
the OTRS_CONFIG_FQDN variable as set in your configuation, or
choose another email address. Notifications are messages such as
en::Customer::QueueUpdate or en::Agent::Move.

Group:

Framework
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SubGroup: Core

Valid: 1

Required: 1

Config-Setting: [ $Self->{'NotificationSenderEmail'} = ‘otrs@<OTRS_CONFIG_FQDN>';

2.1.31. System::Customer::Permission

Description: Defines the standard permissions available for customers within
the application. If more permissions are needed, you can enter
them here. Permissions must be hard coded to be effective. Please
ensure, when adding any of the afore mentioned permissions, that
the "rw" permission remains the last entry.

Group: Framework

SubGroup: Core

Valid: 1

Required: 1

Config-Setting: $Self->{'System: :Customer: :Permission'} = [

‘ro',
D
IE;

2.1.32. LanguageDebug

Description: Debugs the translation set. If this is set to "Yes" all strings (text)
without translations are written to STDERR. This can be helpful
when you are creating a new translation file. Otherwise, this option
should remain set to "No".

Group: Framework

SubGroup: Core

Valid: 0

Required: 0

Config-Setting: [ $Self->{'LanguageDebug'} = '0°;

2.1.33. Secure::DisableBanner

Description: If enabled, the OTRS version tag will be removed from the Webin-
terface, the HTTP headers and the X-Headers of outgoing mails.

Group: Framework

SubGroup: Core

Valid: 0

Required: 0

Config-Setting: [ $Self->{'Secure::DisableBanner't = '0';

2.1.34. StandardTemplate2QueueByCreating

Description: List of default Standard Templates which are assigned automati-
cally to new Queues upon creation.
Group: Framework
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SubGroup: Core
Valid: 0
Required: 0

Config-Setting:

$Self->{'StandardTemplate2QueueByCreating'} = [

1;

2.2. Core::Cache
2.2.1. Cache::Module

Description: Selects the cache backend to use.
Group: Framework

SubGroup: Core::Cache

Valid: 1

Required: 1

Config-Setting:

\ $Self->{'Cache::Module'} = ‘'Kernel::System::Cache::FileStorable';

2.2.2. Cache::InMemory

Description: Should the cache data be help in memory?
Group: Framework

SubGroup: Core::Cache

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Cache::InMemory'} = '1°;

2.2.3. Cache::InBackend

Description: Should the cache data be stored in the selected cache backend?
Group: Framework
SubGroup: Core::Cache
Valid: 1
Required: 1
Config-Setting: [ $Self->{'Cache::InBackend'} = '1';
2.2.4. Cache::SubdirLevels

Description: Specify how many sub directory levels to use when creating cache
files. This should prevent too many cache files being in one direc-
tory.

Group: Framework

SubGroup: Core::Cache

Valid: 1

Required: 1
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‘Config—Setting:

“ §Self->{ ' Cache::SubdirLevels'} = '2'; ”

2.3. Core::CustomerCompany

2.3.1. CustomerCompany::EventModulePost###100-
UpdateCustomerUsers

Description: Event module that updates customer users after an update of the
Customer.

Group: Framework

SubGroup: Core::CustomerCompany

Valid: 1

Required: 0

Config-Setting:

$Self->{'CustomerCompany: :EventModulePost'}->{"'100-
UpdateCustomerUsers'} = {
'Event' => 'CustomerCompanyUpdate',
'Module' =>
'Kernel: :System: :CustomerCompany: :Event::CustomerUserUpdate',
'Transaction' => '0'

1

2.4. Core::CustomerUser

2.4.1. CustomerUser::EventModulePost###100-Up-
dateServiceMembership

Description: Event module that updates customer user service membership if
login changes.

Group: Framework

SubGroup: Core::CustomerUser

Valid: 1

Required: 0

Config-Setting:

$Self->{"'CustomerUser: :EventModulePost'}->{'100-
UpdateServiceMembership'} = {
'Event' => 'CustomerUserUpdate',
'Module' =>
'Kernel: :System: :CustomerUser: :Event: :ServiceMemberUpdate',
'Transaction' => '0'

};

2.5. Core::LinkObject
2.5.1. LinkObject::ViewMode

Description: Determines the way the linked objects are displayed in each zoom
mask.

Group: Framework

SubGroup: Core::LinkObject

Valid: 1

Required: 1
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‘Config—Setting:

“ $Self->{'LinkObject::ViewMode'} = 'Simple';

2.5.2. LinkObject::Type###Normal

Description: Defines the link type 'Normal'. If the source name and the target
name contain the same value, the resulting link is a non-directional
one; otherwise, the result is a directional link.

Group: Framework

SubGroup: Core::LinkObject

Valid: 1

Required: 1

Config-Setting: $Self->{'LinkObject::Type'}->{'Normal'} = {

'SourceName' => 'Normal',
'TargetName' => 'Normal'
}i

2.5.3. LinkObject::Type###ParentChild

Description: Defines the link type 'ParentChild'. If the source name and the tar-
get name contain the same value, the resulting link is a non-direc-
tional one; otherwise, the result is a directional link.

Group: Framework

SubGroup: Core::LinkObject

Valid: 1

Required: 1

Config-Setting: $Self->{'LinkObject::Type'}->{'ParentChild'} = {

'SourceName' => 'Parent’,
'TargetName' => 'Child'
}i

2.5.4. LinkObject::TypeGroup###0001

Description: Defines the link type groups. The link types of the same group
cancel one another. Example: If ticket A is linked per a 'Normal' link
with ticket B, then these tickets could not be additionally linked
with link of a 'ParentChild' relationship.

Group: Framework

SubGroup: Core::LinkObject

Valid: 1

Required: 0

Config-Setting: $Self->{'LinkObject::TypeGroup'}->{'0001'} = [

'Normal',
'ParentChild’
IE;

2.6. Core::Log
2.6.1. LogModule

Description:

Defines the log module for the system. "File" writes all messages
in a given logfile, "SysLog" uses the syslog daemon of the system,
e.g. syslogd.
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Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: | $Self->{'LogModule'} = ‘'Kernel::System::Log::SysLog";

2.6.2. LogModule::SysLog::Facility

Description: If "SysLog" was selected for LogModule, a special log facility can
be specified.

Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: | $Self->{'LogModule::SysLog::Facility'} = ‘user';

2.6.3. LogModule::SysLog::LogSock

Description: If "SysLog" was selected for LogModule, a special log sock can be
specified (on solaris you may need to use 'stream').

Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: | $Self->{'LogModule::SysLog::LogSock'} = ‘unix';

2.6.4. LogModule::SysLog::Charset

Description: If "SysLog" was selected for LogModule, the charset that should
be used for logging can be specified.

Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: [ $Self->{'LogModule::SysLog: :Charset'} = 'utf-8";

2.6.5. LogModule::LogFile

Description: If "file" was selected for LogModule, a logfile must be specified. If
the file doesn't exist, it will be created by the system.

Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: [ $Self->{'LogModule::LogFile'} = ‘'/tmp/otrs.log";
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2.6.6. LogModule::LogFile::Date

Description: Adds a suffix with the actual year and month to the OTRS log file.
A logfile for every month will be created.

Group: Framework

SubGroup: Core::Log

Valid: 1

Required: 1

Config-Setting: | $Self->{"'LogModule::LogFile::Date'} = '0';

2.7. Core::MIME-Viewer
2.7.1. MIME-Viewer###application/excel

Description: Specifies the path to the converter that allows the view of Microsoft
Excel files, in the web interface.

Group: Framework

SubGroup: Core::MIME-Viewer

Valid: 0

Required: 0

Config-Setting: [ $Self->{'MIME-Viewer'}->{"'application/excel'} = 'xlhtml';

2.7.2. MIME-Viewer###application/msword

Description: Specifies the path to the converter that allows the view of Microsoft
Word files, in the web interface.

Group: Framework

SubGroup: Core::MIME-Viewer

Valid: 0

Required: 0

Config-Setting: \ $Self->{"'MIME-Viewer'}->{'application/msword'} = ‘wvWare';

2.7.3. MIME-Viewer###application/pdf

Description: Specifies the path to the converter that allows the view of PDF
documents, in the web interface.

Group: Framework

SubGroup: Core::MIME-Viewer

Valid: 0

Required: 0

Config-Setting: .$Self->{'MIME-Viewer'}->{'application/pdf'} = 'pdftohtml -stdout -
i';

2.7.4. MIME-Viewer###text/xml

Description:

Specifies the path to the converter that allows the view of XML
files, in the web interface.
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Group: Framework

SubGroup: Core::MIME-Viewer

Valid: 0

Required: 0

Config-Setting: $Self->{'MIME-Viewer'}->{ text/xml'} = <OTRS_CONFIG_Home>/
scripts/tools/xml2html.pl"';

2.8. Cor

::MirrorDB

2.8.1. Core::MirrorDB::DSN

Description: If you want to use a mirror database for agent ticket fulltext search
or to generate stats, specify the DSN to this database.

Group: Framework

SubGroup: Core::MirrorDB

Valid: 0

Required: 0

Config-Setting: $Self->{'Core::MirrorDB::DSN'} =

'DBI:mysql:database=mirrordb;host=mirrordbhost’;

2.8.2. Core::MirrorDB::User

Description: If you want to use a mirror database for agent ticket fulltext search
or to generate stats, the user to authenticate to this database can
be specified.

Group: Framework

SubGroup: Core::MirrorDB

Valid: 0

Required: 0

Config-Setting: [ $Self->{"Core::MirrorDB::User'} = 'some_user’;

2.8.3. Core::MirrorDB::Password

Description: If you want to use a mirror database for agent ticket fulltext search
or to generate stats, the password to authenticate to this database
can be specified.

Group: Framework

SubGroup: Core::MirrorDB

Valid: 0

Required: 0

Config-Setting: | $Self->{'Core::MirrorDB::Password'} = ‘'some password';

2.9. Core::OTRSBusiness
2.9.1. OTRSBusiness::ReleaseChannel

Description:

Specify the channel to be used to fetch OTRS Business Solution™
updates. Warning: Development releases might not be complete,
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your system might experience unrecoverable errors and on ex-
treme cases could become unresponsive!

Group: Framework

SubGroup: Core::0OTRSBusiness

Valid: 0

Required: 0

Config-Setting: | $Self->{'0TRSBusiness: :ReleaseChannel'} = '1';

2.10. Core::PDF

2.10.1. PDF

Description: Enables PDF output. The CPAN module PDF::API2 is required, if not
installed, PDF output will be disabled.

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: | $Self->{'PDF'} = '1';

2.10.2. PDF::LogoFile

Description: Specifies the path of the file for the logo in the page header (gif|
jpglpng, 700 x 100 pixel).

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: [ §Self->{ PDF::LogoFile'} = '<OTRS CONFIG Home>/var/logo-otrs.png" ;]

2.10.3. PDF::PageSize

Description: Defines the standard size of PDF pages.
Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: | $Self->{'PDF::PageSize'} = 'ad’;

2.10.4. PDF::MaxPages

Description: Defines the maximum number of pages per PDF file.
Group: Framework
SubGroup: Core::PDF
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Valid:

Required:

Config-Setting:

\ $Self->{'PDF::MaxPages'} = '100';

2.10.5. PDF::TTFontFile###Proportional

Description: Defines the path and TTF-File to handle proportional font in PDF
documents.

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: [ $Self->{'PDF::TTFontFile'}->{'Proportional'} = ‘'DejaVuSans.ttf'; |

2.10.6. PDF::TTFontFile###ProportionalBold

Description: Defines the path and TTF-File to handle bold proportional font in
PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: $Self->{ PDF::TTFontFile'}->{ ProportionalBold'} = 'DejavuSans-
Bold.ttf"';

2.10.7. PDF::TTFontFile###Proportionalltalic

Description: Defines the path and TTF-File to handle italic proportional font in
PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 0

Required: 0

Config-Setting: $Self->{ 'PDF::TTFontFile'}->{ Proportionalltalic'} = 'DejaVuSans-
Oblique.ttf';

2.10.8. PDF::TTFontFile###ProportionalBoldltalic

Description: Defines the path and TTF-File to handle bold italic proportional font
in PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: $Self->{'PDF: :TTFontFile'}->{ ProportionalBoldItalic'} =

'DejaVuSans-BoldOblique.ttf';
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2.10.9. PDF::TTFontFile###Monospaced

Description: Defines the path and TTF-File to handle monospaced font in PDF
documents.

Group: Framework

SubGroup: Core::PDF

Valid: 1

Required: 1

Config-Setting: [ $Self->{'PDF::TTFontFile'}->{"'Monospaced'} = 'DejaVuSansMono.ttf';]

2.10.10. PDF::TTFontFile###MonospacedBold

Description: Defines the path and TTF-File to handle bold monospaced font in
PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 0

Required: 0

Config-Setting: B$%31I£;{'PDF::TTFontFile'}->{'MonospacedBold'} = 'DejaVuSansMono-
old. 'y

2.10.11. PDF::TTFontFile###Monospacedltalic

Description: Defines the path and TTF-File to handle italic monospaced font in
PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 0

Required: 0

Config-Setting: $Self->{'PDF: :TTFontFile'}->{"'MonospacedItalic'} =

'DejaVuSansMono-0blique.ttf';

2.10.12. PDF::TTFontFile###MonospacedBoldItalic

Description: Defines the path and TTF-File to handle bold italic monospaced
font in PDF documents.

Group: Framework

SubGroup: Core::PDF

Valid: 0

Required: 0

Config-Setting: $Self->{'PDF::TTFontFile'}->{'MonospacedBoldItalic'} =

'DejaVuSansMono-BoldOblique.ttf';

2.11. Core::Package
2.11.1. Package::FileUpload

‘Description:

‘Enables file upload in the package manager frontend.
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Group: Framework

SubGroup: Core::Package

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Package: :FileUpload'} = '1°

2.11.2. Package::RepositoryRoot

Description: Defines the location to get online repository list for additional pack-
ages. The first available result will be used.

Group: Framework

SubGroup: Core::Package

Valid: 1

Required: 0

Config-Setting: $Self->{'Package: :RepositoryRoot'} = [

'"http://ftp.otrs.org/pub/otrs/misc/packages/repository.xml’'

IE;

2.11.3. Package::RepositorylList

Description: Defines the list of online repositories. Another installations can be
used as repository, for example: Key="http://example.com/otrs/
public.pl?Action=PublicRepository;File=" and Content="Some
Name".

Group: Framework

SubGroup: Core::Package

Valid: 0

Required: 0

Config-Setting: $Self->{'Package: :RepositoryList'} = {

'ftp://ftp.example.com/pub/otrs/misc/packages/' => '[Example]
ftp://ftp.example.com/'

2.11.4. Package::RepositoryAccessRegExp

Description: Defines the IP regular expression for accessing the local repository.
You need to enable this to have access to your local repository and
the package::RepositoryList is required on the remote host.

Group: Framework

SubGroup: Core::Package

Valid: 0

Required: 0

Config-Setting: | $Self->{'Package: :RepositoryAccessRegExp'} = '127\\.0\\.0\\.1'; \

2.11.5. Package::Timeout

Description:

Sets the timeout (in seconds) for package downloads. Overwrites
"WebUserAgent::Timeout".
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Group: Framework

SubGroup: Core::Package

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Package::Timeout'} = '120'

2.11.6. Package::Proxy

Description: Fetches packages via proxy. Overwrites "WebUserAgent::Proxy".
Group: Framework

SubGroup: Core::Package

Valid: 0

Required: 0

Config-Setting: | $Self->{'Package::Proxy'} = ‘'http://proxy.sn.no:8001/"';

2.11.7. Package::ShowFeatureAddons

Description: Toggles display of OTRS FeatureAddons list in PackageManager.
Group: Framework

SubGroup: Core::Package

Valid: 1

Required: 0

Config-Setting: | $Self->{'Package::ShowFeatureAddons'} = '1';

2.11.8. Package::EventModulePost###99-Support-

DataSend
Description: Package event module file a scheduler task for update registration.
Group: Framework
SubGroup: Core::Package
Valid: 1
Required: 0

Config-Setting:

$Self->{'Package: :EventModulePost'}->{"'99-SupportDataSend'} = {
'Event' => '(PackageInstall|PackageReinstall|PackageUpgrade|
PackageUninstall)',
'Module' => 'Kernel::System::Package: :Event: :SupportDataSend',
'Transaction' => '1'

};

2.12. Core::Performancelog

2.12.1. Performancelog

Description: Enables  performance log (to log the page re-
sponse time). It will affect the system performance.
Frontend::Module###AdminPerformancelLog must be enabled.

Group: Framework
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SubGroup: Core::Performancelog

Valid: 1

Required: 0

Config-Setting: [ $Self->{'PerformanceLog'} = '0';

2.12.2. PerformancelLog::File

Description: Specifies the path of the file for the performance log.

Group: Framework

SubGroup: Core::PerformancelLog

Valid: 1

Required: 1

Config-Setting: $Self->{'PerformancelLog::File'} = '<OTRS_CONFIG Home>/var/log/
Performance.log';

2.12.3. Performancelog::FileMax

Description: Defines the maximum size (in MB) of the log file.
Group: Framework

SubGroup: Core::Performancelog

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Performancelog: :FileMax'} = '25';

2.13. Core::ReferenceData

2.13.1. ReferenceData::OwnCountrylList

Description: This setting allows you to override the built-in country list with your
own list of countries. This is particularly handy if you just want to
use a small select group of countries.

Group: Framework

SubGroup: Core::ReferenceData

Valid: 0

Required: 0

Config-Setting: $Self->{'ReferenceData: :OwnCountrylList'} = {

'AT' => 'Austria’,
'CH' => 'Switzerland',
'DE' => 'Germany'

i

2.14. Cor

:SOAP

2.14.1. SOAP::User

Description:

Defines the username to access the SOAP handle (bin/cgi-bin/
rpc.pl).
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Group: Framework

SubGroup: Core::SOAP

Valid: 0

Required: 0

Config-Setting: | $Self->{'SOAP::User'} = ‘'some user';

2.14.2. SOAP::Password

Description: Defines the password to access the SOAP handle (bin/cgi-bin/
rpc.pl).

Group: Framework

SubGroup: Core::SOAP

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SOAP::Password'} = ‘'some pass';

2.14.3. SOAP::Keep-Alive

Description: Enable keep-alive connection header for SOAP responses.
Group: Framework

SubGroup: Core::SOAP

Valid: 1

Required: 1

Config-Setting: | $Self->{'SOAP::Keep-Alive'} = '0';

2.15. Core::Sendmail

2.15.1. SendmailModule

Description: Defines the module to send emails. "Sendmail" directly uses the
sendmail binary of your operating system. Any of the "SMTP"
mechanisms use a specified (external) mailserver. "DoNotSendE-
mail" doesn't send emails and it is useful for test systems.

Group: Framework

SubGroup: Core::Sendmail

Valid: 1

Required: 1

Config-Setting: | $Self->{'SendmailModule'} = 'Kernel::System::Email::Sendmail'’;

2.15.2. SendmailModule::CMD

Description: If "Sendmail" was selected as SendmailModule, the location of the
sendmail binary and the needed options must be specified.

Group: Framework

SubGroup: Core::Sendmail
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Valid:

Required:

Config-Setting:

\ $Self->{'SendmailModule::CMD'} = '/usr/sbin/sendmail -i -f';

2.15.3. SendmailModule::Host

Description: If any of the "SMTP" mechanisms was selected as SendmailMod-
ule, the mailhost that sends out the mails must be specified.

Group: Framework

SubGroup: Core::Sendmail

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SendmailModule::Host'} = 'mail.example.com'

2.15.4. SendmailModule::Port

Description: If any of the "SMTP" mechanisms was selected as SendmailMod-
ule, the port where your mailserver is listening for incoming con-
nections must be specified.

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: | $Self->{'SendmailModule::Port'} = '25';

2.15.5. SendmailModule::AuthUser

Description: If any of the "SMTP" mechanisms was selected as SendmailMod-
ule, and authentication to the mail server is needed, an username
must be specified.

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SendmailModule::AuthUser'} = 'MailserverLogin';

2.15.6. SendmailModule::AuthPassword

Description: If any of the "SMTP" mechanisms was selected as SendmailMod-
ule, and authentication to the mail server is needed, a password
must be specified.

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SendmailModule: :AuthPassword'} = ‘MailserverPassword'; |
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2.15.7. SendmailBcc

Description: Sends all outgoing email via bcc to the specified address. Please
use this only for backup reasons.

Group: Framework

SubGroup: Core::Sendmail

Valid: 1

Required: 0

Config-Setting: [ $Self->{'SendmailBcc'} = '';

2.15.8. SendmailEnvelopeFrom

Description: If set, this address is used as envelope sender in outgoing mes-
sages (not notifications - see below). If no address is specified, the
envelope sender is equal to queue e-mail address.

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SendmailEnvelopeFrom'} = '';

2.15.9. SendmailNotificationEnvelopeFrom

Description: If set, this address is used as envelope sender header in outgoing
notifications. If no address is specified, the envelope sender head-
er is empty.

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SendmailNotificationEnvelopeFrom'} = '';

2.15.10. SendmailEncodingForce

Description: Forces encoding of outgoing emails (7bit|8bit|quoted-print-
able|base64).

Group: Framework

SubGroup: Core::Sendmail

Valid: 0

Required: 0

Config-Setting: [ $Self->{'SendmailEncodingForce'} = ‘'base64’;

2.16. Core::Session
2.16.1. SessionModule

Description:

Defines the module used to store the session data. With "DB" the
frontend server can be splitted from the db server. "FS" is faster.
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Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionModule'} = 'Kernel::System::AuthSession::DB';

2.16.2. SessionName

Description: Defines the name of the session key. E.g. Session, SessionID or
OTRS.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting; \ $Self->{'SessionName'} = 'OTRSAgentInterface';

2.16.3. CustomerPanelSessionName

Description: Defines the name of the key for customer sessions.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'CustomerPanelSessionName'} = 'OTRSCustomerInterface';

2.16.4. SessionCheckRemotelP

Description: Turns on the remote ip address check. It should be set to "No" if
the application is used, for example, via a proxy farm or a dialup
connection, because the remote ip address is mostly different for
the requests.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SessionCheckRemoteIP'} = '1';

2.16.5. SessionDeletelfNotRemotelD

Description: Deletes a session if the session id is used with an invalid remote
IP address.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1
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‘Config—Setting:

“ $Self->{'SessionDeleteIfNotRemoteID'} = '1°'; ”

2.16.6. SessionMaxTime

Description: Defines the maximal valid time (in seconds) for a session id.
Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: \ $Self->{'SessionMaxTime'} = '57600';

2.16.7. SessionMaxldleTime

Description: Sets the inactivity time (in seconds) to pass before a session is
killed and a user is loged out.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionMaxIdleTime'} = '21600';

2.16.8. SessionActiveTime

Description: Sets the time (in seconds) a user is marked as active (minimum
active time is 300 seconds).

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionActiveTime'} = '600';

2.16.9. SessionDeletelfTimeToOIld

Description: Deletes requested sessions if they have timed out.
Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SessionDeleteIfTimeTo0ld'} = '1';

2.16.10. SessionUseCookie

Description:

Makes the session management use html cookies. If html cookies
are disabled or if the client browser disabled html cookies, then the
system will work as usual and append the session id to the links.
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Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionUseCookie'} = 'I';

2.16.11. SessionUseCookieAfterBrowserClose

Description: Stores cookies after the browser has been closed.
Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting; \ $Self->{'SessionUseCookieAfterBrowserClose'} = '0';

2.16.12. SessionCSRFProtection

Description: Protection against CSRF (Cross Site Request Forgery) ex-
ploits (for more info see http://en.wikipedia.org/wiki/Cross-
site_request_forgery).

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionCSRFProtection'} = '1';

2.16.13. AgentSessionLimitPriorWarning

Description: Sets the maximum number of active agents within the timespan
defined in SessionActiveTime before a prior warning will be visible
for the logged in agents.

Group: Framework

SubGroup: Core::Session

Valid: 0

Required: 0

Config-Setting: [ $Self->{'AgentSessionLimitPriorWarning'} = '90°;

2.16.14. AgentSessionLimit

Description: Sets the maximum number of active agents within the timespan
defined in SessionActiveTime.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 0
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‘Config—Setting:

“ $Self->{'AgentSessionLimit'} = '100'; ”

2.16.15. AgentSessionPerUserLimit

Description: Sets the maximum number of active sessions per agent within the
timespan defined in SessionActiveTime.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 0

Config-Setting: | $Self->{'AgentSessionPerUserLimit'} = '20';

2.16.16. CustomerSessionLimit

Description: Sets the maximum number of active customers within the times-
pan defined in SessionActiveTime.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 0

Config-Setting: [ $Self->{'CustomerSessionLimit'} = "100';

2.16.17. CustomerSessionPerUserLimit

Description: Sets the maximum number of active sessions per customers within
the timespan defined in SessionActiveTime.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 0

Config-Setting: | $Self->{"'CustomerSessionPerUserLimit'} = '20°';

2.16.18. SessionDir

Description: If "FS" was selected for SessionModule, a directory where the ses-
sion data will be stored must be specified.

Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionDir'} = '<OTRS_CONFIG_Home>/var/sessions’;

2.16.19. SessionTable

Description:

If "DB" was selected for SessionModule, a table in database where
session data will be stored must be specified.
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Group: Framework

SubGroup: Core::Session

Valid: 1

Required: 1

Config-Setting: | $Self->{'SessionTable'} = ‘'sessions';

2.17. Core::SpellChecker
2.17.1. SpellChecker

Description: Enables spell checker support.
Group: Framework

SubGroup: Core::SpellChecker

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SpellChecker'} = '0°';

2.17.2. SpellCheckerBin

Description: Install ispell or aspell on the system, if you want to use a spell
checker. Please specify the path to the aspell or ispell binary on
your operating system.

Group: Framework

SubGroup: Core::SpellChecker

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SpellCheckerBin'} = "/usr/bin/ispell’;

2.17.3. SpellCheckerDictDefault

Description: Defines the default spell checker dictionary.
Group: Framework

SubGroup: Core::SpellChecker

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SpellCheckerDictDefault'} = ‘english’;

2.17.4. SpellCheckerignore

Description: Defines a default list of words, that are ignored by the spell check-
er.

Group: Framework

SubGroup: Core::SpellChecker

Valid: 1

Required: 1
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Config-Setting:

$Self->{'SpellCheckerIgnore'} = [
"www ',
'webmail',
'https"',
'http',
"html',
'rfc'
1;

2.18. Core::Stats
2.18.1. Stats::StatsHook

Description: Sets the stats hook.

Group: Framework

SubGroup: Core::Stats

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::StatsHook'} = 'Stat#';

2.18.2. Stats::StatsStartNumber

Description: Start number for statistics counting. Every new stat increments
this number.

Group: Framework

SubGroup: Core::Stats

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::StatsStartNumber'} = '10000';

2.18.3. Stats::MaxXaxisAttributes

Description: Defines the default maximum number of X-axis attributes for the
time scale.

Group: Framework

SubGroup: Core::Stats

Valid: 0

Required: 0

Config-Setting: [ $Self->{ 'Stats::MaxXaxisAttributes'} = '1000';

2.19. Core::Stats::Graph
2.19.1. Stats::Graph::t_margin

Description: Specifies the top margin of the chart.
Group: Framework
SubGroup: Core::Stats::Graph
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Valid:

Required:

Config-Setting:

| $Self->{'Stats::Graph::t margin'} = '10';

2.19.2. Stats::Graph::l_margin

Description: Specifies the left margin of the chart.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::1 margin'} = '10";

2.19.3. Stats::Graph::b_margin

Description: Specifies the bottom margin of the chart.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::b _margin'} = '10';

2.19.4. Stats::Graph::ir_margin

Description: Specifies the right margin of the chart.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::r_margin'} = '20';

2.19.5. Stats::Graph::bgclir

Description: Specifies the background color of the picture.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::bgclr'} = ‘white';

2.19.6. Stats::Graph::transparent

Description:

Makes the picture transparent.

Group:

Framework
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SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::transparent'} = '0';

2.19.7. Stats::Graph::fgclir

Description: Specifies the border color of the chart.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::fgclr'} = ‘black’;

2.19.8. Stats::Graph::boxclr

Description: Specifies the background color of the chart.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::boxclr'} = ‘'white';

2.19.9. Stats::Graph::accentcir

Description: Specifies the border color of the legend.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::accentclr'} = ‘black’;

2.19.10. Stats::Graph::legendcir

Description: Specifies the text color of the legend.

Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::legendclr'} = ‘'black';

2.19.11. Stats::Graph::textclr

‘Description:

‘Specifies the text color of the chart (e. g. caption).
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Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::textclr'} = 'black’;

2.19.12. Stats::Graph::dclirs

Description: Defines the colors for the graphs.

Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: $Self->{'Stats::Graph::dclrs'} = [
'red',
‘green’,
'blue’,
'yellow',
'purple’,
‘orange’,
'pink"',
'marine’,
‘cyan',
'lgray',
'lblue’,
'lyellow',
'lgreen',
'lred’,
'Lpurple',
'lorange',
'lbrown'

1;

2.19.13. Stats::Graph::TitleFont

Description: Defines the title font in graphs (place custom fonts in var/fonts).
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::TitleFont'} = 'DejaVuSans-Bold.ttf"';

2.19.14. Stats::Graph::LegendFont

Description: Defines the legend font in graphs (place custom fonts in var/fonts).
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::LegendFont'} = 'DejaVuSans.ttf';
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2.19.15. Stats::Graph::line_width

Description: Defines the boldness of the line drawed by the graph.
Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::line_width'} = '1°;

2.19.16. Stats::Graph::legend placement

Description: Defines the placement of the legend. This should be a two let-
ter key of the form: 'B[LCR]|R[TCB]'. The first letter indicates the
placement (Bottom or Right), and the second letter the alignment
(Left, Right, Center, Top, or Bottom).

Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: | $Self->{'Stats::Graph::legend placement'} = 'BC';

2.19.17. Stats::Graph::legend spacing

Description: Defines the spacing of the legends.

Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::legend_spacing'} = '4';

2.19.18. Stats::Graph::legend marker_width

Description: Defines the width of the legend.

Group: Framework

SubGroup: Core::Stats::Graph

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Stats::Graph::legend marker width'} = '12°;

2.19.19. Stats::Graph::legend_marker_height

Description: Defines the height of the legend.
Group: Framework
SubGroup: Core::Stats::Graph

318




OTRS

Real Services

Valid:

Required:

Config-Setting:

| $Self->{'Stats::Graph::legend_marker_height'} = '8';

2.20. Core::Time
2.20.1. TimelnputFormat

Description: Defines the date input format used in forms (option or input fields).
Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeInputFormat'} = ‘'Option';

2.20.2. TimeShowAlwaysLong

Description: Shows time in long format (days, hours, minutes), if set to "Yes";
or in short format (days, hours), if set to "No".

Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeShowAlwaysLong'} = '0';

2.20.3. TimeZone

Description: Sets the system time zone (required a system with UTC as system
time). Otherwise this is a diff time to the local time.

Group: Framework

SubGroup: Core::Time

Valid: 0

Required: 0

Config-Setting: [ $Self->{'TimeZone'} = '+0°;

2.20.4. TimeZoneUser

Description: Sets the user time zone per user (required a system with UTC as
system time and UTC under TimeZone). Otherwise this is a diff
time to the local time.

Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 0
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‘Config—Setting:

“ $Self->{'TimeZonelUser'} = '0'; ”

2.20.5. TimeZoneUserBrowserAutoOffset

Description: Sets the user time zone per user based on java script / browser
time zone offset feature at login time.

Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 0

Config-Setting: [ $Self->{'TimeZoneUserBrowserAutoOffset'} = '1°';

2.20.6. MaximumCalendarNumber

Description: Maximum Number of a calendar shown in a dropdown.
Group: Framework

SubGroup: Core::Time

Valid: 0

Required: 0

Config-Setting: | $Self->{'MaximumCalendarNumber'} = '50';

2.20.7. CalendarWeekDayStart

Description: Define the start day of the week for the date picker.
Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart'} = '1';

2.20.8. TimeVacationDays

Description: Adds the permanent vacation days. Please use single digit pattern
for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
12" = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
‘31" => 'New Year\'s Eve'
}I
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I5I => {
'1l' => 'International Workers\' Day'
h

};

2.20.9. TimeVacationDaysOneTime

Description: Adds the one time vacation days. Please use single digit pattern
for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime'} = {
'2004' => {
o= |
‘1" => 'test'
}
}
i

2.20.10. TimeWorkingHours

Description:

Defines the hours and week days to count the working time.

Group:

Framework

SubGroup:

Core::Time

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours'} = {
"Fri' => [
'8,

Mon' => [
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Tue' => [

'Wed' = |

]
};

2.20.11. TimeShowCompleteDescription

Description: Shows time use complete description (days, hours, minutes), if set
to "Yes"; or just first letter (d, h, m), if set to "No".

Group: Framework

SubGroup: Core::Time

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeShowCompleteDescription'} = '0';

2.21. Core::Time::Calendarl

2.21.1. TimeZone::CalendarlName

‘Description:

‘Defines the name of the indicated calendar.
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Group: Framework

SubGroup: Core::Time::Calendarl

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::CalendarIName'} = ‘'Calendar Name 1';

2.21.2. TimeZone::Calendarl

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendarl

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendarl'} = '0'

2.21.3. CalendarWeekDayStart::Calendarl

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendarl

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendarl'} = '1';

2.21.4. TimeVacationDays::Calendarl

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendarl
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendarl'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
|12| = {
'24' => 'Christmas Eve',
‘25" => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'l' => 'International Workers\' Day'
}
}i
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2.21.5. TimeVacationDaysOneTime::Calendarl

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendarl
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime::Calendarl'} = {
'2004' => {
"1 = {
'1' => 'test'’
}
}
i

2.21.6. TimeWorkingHours::Calendarl

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendarl

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendarl'} = {
'Fri' => [
'8,

Mon' => [

'Sat’ = [],
'Sun' => [],
'"Thu' => [
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Tue' => [

'Wed' = |

]
};

2.22. Core::Time::Calendar2

2.22.1. TimeZone::Calendar2Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar2

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar2Name'} = 'Calendar Name 2';

2.22.2. TimeZone::Calendar2

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar2

Valid: 1
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Required:

1

Config-Setting:

| $Self->{'TimeZone::Calendar2'} = '0';

2.22.3. CalendarWeekDayStart::Calendar2

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar2

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendar2'} = '1';

2.22.4. TimeVacationDays::Calendar2

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar2
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays: :Calendar2'} = {
I1I => {
'l' => 'New Year\'s Day'
I
12" = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
I
|5| = {
'l' => 'International Workers\' Day'
}
i

2.22.5. TimeVacationDaysOneTime::Calendar2

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar2
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime::Calendar2'} = {
'2004' => {
= |
‘1' => 'test'
}
}
}i
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2.22.6. TimeWorkingHours::Calendar2

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar2

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar2'} = {

"Fri' => [
'8,
g,
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
9"

1,

'Mon' => [
'8,
9",
10"
11
12
13"
14"
‘15
16"
17
118"
19
9"

]

'Sat'
'Sun'
'"Thu'

=[],
= [],
=>[

‘g
gt
10"
11
12
113"
‘14"
‘15"
‘16"
117
18"
‘19"
120"

1,

'Tue' => [
'8,
9",
‘10",
‘11°,
'12°,
'13',
'14',
‘15",
‘16",
'17',
‘18",

327




OTRS

Real Services

'\/'\Ied' = |

]
};

2.23. Core::Time::Calendar3

2.23.1. TimeZone::Calendar3Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar3

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar3Name'} = 'Calendar Name 3';

2.23.2. TimeZone::Calendar3

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar3

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar3'} = '0';

2.23.3. CalendarWeekDayStart::Calendar3

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar3

Valid: 1

Required: 1

Config-Setting: | $Self->{'CalendarWeekDayStart::Calendar3'} = '1';

2.23.4. TimeVacationDays::Calendar3

Description:

Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
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Group: Framework
SubGroup: Core::Time::Calendar3
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendar3'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'l' => 'International Workers\' Day'
}
i

2.23.5. TimeVacationDaysOneTime::Calendar3

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar3
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime: :Calendar3'} = {
'2004' => {
l1l => {
'l' => 'test'
}
}
}i

2.23.6. TimeWorkingHours::Calendar3

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar3

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar3'} = {
"Fri' => [
'8,
g,

=
(6]
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'Sat' = [],
'Sun' => [],
'"Thu' => [

Tue' => [

'Wed' = |

]
};

2.24. Core::Time::Calendar4

2.24.1. TimeZone::Calendar4dName

‘Description: ‘Defines the name of the indicated calendar.
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Group: Framework

SubGroup: Core::Time::Calendar4

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::CalendardName'} = ‘Calendar Name 4';

2.24.2. TimeZone::Calendar4d

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar4

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar4'} = '0'

2.24.3. CalendarWeekDayStart::Calendar4

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar4

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendar4'} = '1';

2.24.4. TimeVacationDays::Calendar4

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar4
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendar4'} = {
I1I => {
'l => 'New Year\'s Day'
}I
12" = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'1'" => 'International Workers\' Day'
}
}i
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2.24.5. TimeVacationDaysOneTime::Calendar4

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar4
Valid: 1
Required: 1
Config-Setting: $Self->{ 'TimeVacationDaysOneTime::Calendard'} = {
'2004' => {
"1 = {
'1' => 'test'’
)
)
}

2.24.6. TimeWorkingHours::Calendar4

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar4

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours: :Calendar4'} = {
'Fri' = [
'8,

Mon' => [

'Sat’ = [],
'Sun' => [],
'"Thu' => [
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Tue' => [

'Wed' = |

]
};

2.25. Core::Time::Calendarb5

2.25.1. TimeZone::Calendar5Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar5

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar5Name'} = 'Calendar Name 5';

2.25.2. TimeZone::Calendarb5

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar5

Valid: 1
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Required:

1

Config-Setting:

| $Self->{'TimeZone::Calendar5'} = '0';

2.25.3. CalendarWeekDayStart::Calendar5

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar5

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendar5'} = '1';

2.25.4. TimeVacationDays::Calendar5

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar5
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays: :Calendar5'} = {
I1I => {
'l' => 'New Year\'s Day'
I
12" = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
I
|5| = {
'l' => 'International Workers\' Day'
}
i

2.25.5. TimeVacationDaysOneTime::Calendar5

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar5
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime::Calendar5'} = {
'2004' => {
= |
‘1' => 'test'
}
}
}i
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2.25.6. TimeWorkingHours::Calendar5

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar5

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar5'} = {

"Fri' => [
'8,
g,
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
9"

1,

'Mon' => [
'8,
9",
10"
11
12
13"
14"
‘15
16"
17
118"
19
9"

]

'Sat'
'Sun'
'"Thu'

=[],
= [],
=>[

‘g
gt
10"
11
12
113"
‘14"
‘15"
‘16"
117
18"
‘19"
120"

1,

'Tue' => [
'8,
9",
‘10",
‘11°,
'12°,
'13',
'14',
‘15",
‘16",
'17',
‘18",
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'\/'\Ied' = |

]
};

2.26. Core::Time::Calendar6

2.26.1. TimeZone::Calendar6Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar6

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar6Name'} = 'Calendar Name 6';

2.26.2. TimeZone::Calendar6

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar6

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar6'} = '0';

2.26.3. CalendarWeekDayStart::Calendar6

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar6

Valid: 1

Required: 1

Config-Setting: | $Self->{'CalendarWeekDayStart::Calendar6'} = '1';

2.26.4. TimeVacationDays::Calendar6

Description:

Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
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Group: Framework
SubGroup: Core::Time::Calendar6
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendar6'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'l' => 'International Workers\' Day'
}
i

2.26.5. TimeVacationDaysOneTime::Calendar6

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar6
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime: :Calendar6'} = {
'2004' => {
l1l => {
'l' => 'test'
}
}
}i

2.26.6. TimeWorkingHours::Calendar6

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar6

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar6'} = {
"Fri' => [
'8,
g,

=
(6]
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'Sat' = [],
'Sun' => [],
'"Thu' => [

Tue' => [

'Wed' = |

]
};

2.27. Core::Time::Calendar?

2.27.1. TimeZone::Calendar7Name

‘Description: ‘Defines the name of the indicated calendar.
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Group: Framework

SubGroup: Core::Time::Calendar?7

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar7Name'} = ‘Calendar Name 7';

2.27.2. TimeZone::Calendar?7

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar7

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar7'} = '0'

2.27.3. CalendarWeekDayStart::Calendar?7

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar?

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendar7'} = '1';

2.27.4. TimeVacationDays::Calendar?7

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar?
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendar7'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
|12| = {
'24' => 'Christmas Eve',
‘25" => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'l' => 'International Workers\' Day'
}
}i
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2.27.5. TimeVacationDaysOneTime::Calendar?7

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar7
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime::Calendar7'} = {
'2004' => {
"1 = {
'1' => 'test'’
}
}
i

2.27.6. TimeWorkingHours::Calendar?7

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar7

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar7'} = {
'Fri' => [
'8,

Mon' => [

'Sat’ = [],
'Sun' => [],
'"Thu' => [
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Tue' => [

'Wed' = |

]
};

2.28. Core::Time::Calendar8

2.28.1. TimeZone::Calendar8Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar8

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar8Name'} = 'Calendar Name 8';

2.28.2. TimeZone::Calendar8

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar8

Valid: 1
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Required:

1

Config-Setting:

| $Self->{'TimeZone::Calendar8'} = '0';

2.28.3. CalendarWeekDayStart::Calendar8

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar8

Valid: 1

Required: 1

Config-Setting: [ $Self->{'CalendarWeekDayStart::Calendar8'} = '1';

2.28.4. TimeVacationDays::Calendar8

Description: Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar8
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays: :Calendar8'} = {
I1I => {
'l' => 'New Year\'s Day'
I
12" = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
I
|5| = {
'l' => 'International Workers\' Day'
}
i

2.28.5. TimeVacationDaysOneTime::Calendar8

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar8
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime::Calendar8'} = {
'2004' => {
= |
‘1' => 'test'
}
}
}i
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2.28.6. TimeWorkingHours::Calendar8

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar8

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar8'} = {

"Fri' => [
'8,
g,
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
9"

1,

'Mon' => [
'8,
9",
10"
11
12
13"
14"
‘15
16"
17
118"
19
9"

]

'Sat'
'Sun'
'"Thu'

=[],
= [],
=>[

‘g
gt
10"
11
12
113"
‘14"
‘15"
‘16"
117
18"
‘19"
120"

1,

'Tue' => [
'8,
9",
‘10",
‘11°,
'12°,
'13',
'14',
‘15",
‘16",
'17',
‘18",
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'\/'\Ied' = |

]
};

2.29. Core::Time::Calendar9

2.29.1. TimeZone::Calendar9Name

Description: Defines the name of the indicated calendar.

Group: Framework

SubGroup: Core::Time::Calendar9

Valid: 1

Required: 1

Config-Setting: [ $Self->{'TimeZone::Calendar9Name'} = 'Calendar Name 9';

2.29.2. TimeZone::Calendar9

Description: Defines the time zone of the indicated calendar, which can be as-
signed later to a specific queue.

Group: Framework

SubGroup: Core::Time::Calendar9

Valid: 1

Required: 1

Config-Setting: | $Self->{'TimeZone::Calendar9'} = '0';

2.29.3. CalendarWeekDayStart::Calendar9

Description: Define the start day of the week for the date picker for the indi-
cated calendar.

Group: Framework

SubGroup: Core::Time::Calendar9

Valid: 1

Required: 1

Config-Setting: | $Self->{'CalendarWeekDayStart::Calendar9'} = '1';

2.29.4. TimeVacationDays::Calendar9

Description:

Adds the permanent vacation days for the indicated calendar.
Please use single digit pattern for numbers from 1 to 9 (instead
of 01 - 09).

344




OTRS

Real Services

Group: Framework
SubGroup: Core::Time::Calendar9
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDays::Calendar9'} = {
I1I => {
'l' => 'New Year\'s Day'
}I
'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I => {
'l' => 'International Workers\' Day'
}
i

2.29.5. TimeVacationDaysOneTime::Calendar9

Description: Adds the one time vacation days for the indicated calendar. Please
use single digit pattern for numbers from 1 to 9 (instead of 01 - 09).
Group: Framework
SubGroup: Core::Time::Calendar9
Valid: 1
Required: 1
Config-Setting: $Self->{'TimeVacationDaysOneTime: :Calendar9'} = {
'2004' => {
l1l => {
'l' => 'test'
}
}
}i

2.29.6. TimeWorkingHours::Calendar9

Description:

Defines the hours and week days of the indicated calendar, to
count the working time.

Group:

Framework

SubGroup:

Core::Time::Calendar9

Valid:

1

Required:

1

Config-Setting:

$Self->{'TimeWorkingHours::Calendar9'} = {
"Fri' => [
'8,
g,

=
(6]
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'Sat' = [],
'Sun' => [],
'"Thu' => [

Tue' => [

'Wed' = |

]
};

2.30. Core::Web
2.30.1. Frontend::WebPath

‘Description: ‘Defines the URL base path of icons, CSS and Java Script.
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Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'Frontend::WebPath'} = '/otrs-web/";

2.30.2. Frontend::ImagePath

Description: Defines the URL image path of icons for navigation.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1
Config-Setting: $Self->{'Frontend::ImagePath'} =
'<OTRS_CONFIG Frontend::WebPath>skins/Agent/default/img/"';

2.30.3. Frontend::CSSPath

Description: Defines the URL CSS path.
Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting:

$Self->{'Frontend: :CSSPath'} =
'<OTRS_CONFIG Frontend::WebPath>css/';

2.30.4. Frontend::JavaScriptPath

Description: Defines the URL java script path.
Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting:

$Self->{'Frontend::JavaScriptPath'} =
'<OTRS_CONFIG Frontend::WebPath>js/';

2.30.5. Frontend::RichText

Description: Uses richtext for viewing and editing: articles, salutations, signa-
tures, standard templates, auto responses and notifications.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Frontend::RichText'} = '1';

2.30.6. Frontend::RichTextPath

‘Description:

‘Defines the URL rich text editor path.
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Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1
Config-Setting: $Self->{"Frontend: :RichTextPath'} =
'<OTRS_CONFIG Frontend::WebPath>js/thirdparty/ckeditor-4.4.8/";

2.30.7. Frontend::RichTextWidth

Description: Defines the width for the rich text editor component. Enter number
(pixels) or percent value (relative).

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'Frontend::RichTextWidth'} = '620';

2.30.8. Frontend::RichTextHeight

Description: Defines the height for the rich text editor component. Enter num-
ber (pixels) or percent value (relative).

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'Frontend::RichTextHeight'} = '320';

2.30.9. Frontend::RichText::DefaultCSS

Description: Defines the default CSS used in rich text editors.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: $Self->{'Frontend: :RichText: :DefaultCSS'} = 'font-
family:Geneva,Helvetica,Arial,sans-serif; font-size: 12px;';

2.30.10. Frontend::RichText::EnhancedMode

Description: Defines if the enhanced mode should be used (enables use of ta-
ble, replace, subscript, superscript, paste from word, etc.).

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Frontend::RichText: :EnhancedMode'} = '0°;
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2.30.11. DisableMSIFrameSecurityRestricted

Description: Disable restricted security for IFrames in IE. May be required for
SSO to work in IE.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 0

Config-Setting: [ $Self->{'DisableMSIFrameSecurityRestricted'} = '0';

2.30.12. DisablelFrameOriginRestricted

Description: Disable HTTP header "X-Frame-Options: SAMEORIGIN" to allow
OTRS to be included as an IFrame in other websites. Disabling this
HTTP header can be a security issue! Only disable it, if you know
what you are doing!

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 0

Config-Setting: [ $Self->{'DisableIFrameOriginRestricted'} = '0';

2.30.13. DisableContentSecurityPolicy

Description: Disable HTTP header "Content-Security-Policy" to allow loading of
external script contents. Disabling this HTTP header can be a se-
curity issue! Only disable it, if you know what you are doing!

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 0

Config-Setting: [ $Self->{'DisableContentSecurityPolicy'} = '0';

2.30.14. DefaultViewNewline

Description: Automated line break in text messages after x number of chars.
Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'DefaultViewNewLine'} = '90';

2.30.15. DefaultViewlLines

Description:

Sets the number of lines that are displayed in text messages (e.g.
ticket lines in the QueueZoom).
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Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: [ $Self->{'DefaultViewLines'} = '6000';

2.30.16. Frontend::AnimationEnabled

Description: Turns on the animations used in the GUI. If you have problems with
these animations (e.g. performance issues), you can turn them off
here.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'Frontend::AnimationEnabled'} = '1';

2.30.17. Frontend::MenuDragDropEnabled

Description: Turns on drag and drop for the main navigation.
Group: Framework

SubGroup: Core::Web

Valid: il

Required: 1

Config-Setting: [ $Self->{'Frontend: :MenuDragDropEnabled'} = '1°;

2.30.18. AttachmentDownloadType

Description: Allows choosing between showing the attachments of a ticket
in the browser (inline) or just make them downloadable (attach-
ment).

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{'AttachmentDownloadType'} = ‘'attachment';

2.30.19. WebMaxFileUpload

Description: Defines the maximal size (in bytes) for file uploads via the browser.
Warning: Setting this option to a value which is too low could cause
many masks in your OTRS instance to stop working (probably any
mask which takes input from the user).

Group: Framework

SubGroup: Core::Web

Valid: 1
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Required:

1

Config-Setting:

\ $Self->{'WebMaxFileUpload'} = '24000000';

2.30.20. WebUploadCacheModule

Description: Selects the module to handle uploads via the web interface. "DB"
stores all uploads in the database, "FS" uses the file system.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1
Config-Setting: $Self->{'WebUploadCacheModule'} =
'Kernel: :System: :Web: :UploadCache: :DB';

2.30.21. Frontend::Output::FilterText###AAAURL

Description: Defines the filter that processes the text in the articles, in order
to highlight URLSs.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend::Output::FilterText'}->{'AAAURL'} = {
'Module' => 'Kernel::Output::HTML::OutputFilterTextURL',
'Templates' => {
'AgentTicketZoom' => '1'
}
)i

2.30.22. Frontend::Themes

Description: Activates the available themes on the system. Value 1 means ac-
tive, 0 means inactive.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 0
Config-Setting: $Self->{'Frontend::Themes'} = {
"Lite' => '0',
‘Standard' => '1'
i

2.30.23. Frontend::Output::FilterText###OutputFilterTextAutoLi

Description: Defines a filter to process the text in the articles, in order to high-
light predefined keywords.

Group: Framework

SubGroup: Core::Web

Valid: 0
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Required:

0

Config-Setting:

$Self->{'Frontend: :Output::FilterText'}-
>{'OutputFilterTextAutoLink'} = {
'Module' => 'Kernel::Output::HTML::OutputFilterTextAutoLink',
'Templates' => {
'AgentTicketZoom' => '1'
h

};

2.30.24. Frontend::Output::OutputFilterTextAutoLink###CVE

Description: Defines a filter for html output to add links behind CVE numbers.
The element Image allows two input kinds. At once the name of
an image (e.g. fag.png). In this case the OTRS image path will be
used. The second possiblity is to insert the link to the image.

Group: Framework

SubGroup: Core::Web

Valid: 0

Required: 0

Config-Setting: $Self->{'Frontend: :OQutput::OutputFilterTextAutoLink'}->{'CVE'} = {

'RegExp' => [

' (CVE|CAN)\\- (\\d{3,4})\\- (\\d{2,})"
5
'Templates' => {

'AgentTicketZoom' => '1'
}

'"URL1' => {

'Description' => 'Mitre’,

'Image' => 'http://cve.mitre.org/favicon.ico',

'Target' => ' blank',

'"URL' => 'http://cve.mitre.org/cgi-bin/cvename.cgi?
name=<MATCH1>-<MATCH2>-<MATCH3>"

}
'"URL2' => {

'Description' => 'Google',

'Image' => 'http://www.google.de/favicon.ico',

'Target' => ' blank',

"URL' => 'http://google.com/search?q=<MATCH1>-<MATCH2>-<MATCH3>"
}
'"URL3"' => {

'Description' => 'US-CERT NVD',

'Image' => 'http://nvd.nist.gov/favicon.ico',

'Target' => ' blank',

"URL' => 'http://nvd.nist.gov/nvd.cfm?cvename=<MATCH1>-<MATCH2>-
<MATCH3>'

}

}i

2.30.25. Frontend::Output::OutputFilterTextAutoLink###Bugtra

Description: Defines a filter for html output to add links behind bugtrag num-
bers. The element Image allows two input kinds. At once the name
of an image (e.g. fag.png). In this case the OTRS image path will
be used. The second possiblity is to insert the link to the image.

Group: Framework

SubGroup: Core::Web

Valid: 0

Required: 0

Config-Setting:

$Self->{'Frontend: :Output: :OutputFilterTextAutoLink'}->{'Bugtraq'}
= {
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'RegExp' => [
'Bugtrag[\\s\\w\\t]*?ID[\\s\\w\\t]*?: [\\s\\w\\t]1*?(\\d{2,8})",
'Bugtraq[\\s\\w\\t]*?ID[\\s\\w\\t]*?(\\d{2,8}) ",
'Bugtrag[\\s\\w\\t]*7: [\\s\\w\\t]*?(\\d{2,8})",
'Bugtraq[\\s\\w\\t]1*?(\\d{2,8})",
"BID[\\S\\WA\NTI*?: [\\s\\w\\t]*?(\\d{2,8})",
"BID[\\s\\w\\t]*?(\\d{2,8})"

5

'Templates' => {
'AgentTicketZoom' => '1'

I
'"URL1' => {
'Description' => 'Security Focus',
'Image' => 'http://www.securityfocus.com/favicon.ico"',
'Target' => ' blank',
'"URL' => 'http://www.securityfocus.com/bid/<MATCH1>/info'
},
'"URL2' => {
'Description' => 'Google',
'Image' => 'http://www.google.de/favicon.ico',
'Target' => ' blank',
'"URL' => 'http://google.com/search?q=<MATCH>"
}

};

2.30.26. Frontend::Output::OutputFilterTextAutoLink###MSBull

Description: Defines a filter for html output to add links behind MSBulletin num-
bers. The element Image allows two input kinds. At once the name
of an image (e.g. fag.png). In this case the OTRS image path will
be used. The second possiblity is to insert the link to the image.

Group: Framework
SubGroup: Core::Web
Valid: 0
Required: 0
Config-Setting: $Self->{ 'Frontend::Output::OutputFilterTextAutoLink'}-
>{'MSBulletins'} = {
'RegExp' => [

'MS["A-Za-z]{0,5} (\\d\\d) .?(\\d{2,4})"'
]l
'Templates' => {
'AgentTicketZoom' => '1'
}l
'"URL1' => {
'Description' => 'Microsoft Technet',
'Image' => 'http://www.microsoft.com/favicon.ico',
'Target' => ' blank',
'"URL' => 'http://www.microsoft.com/technet/security/bulletin/
MS<MATCH1>-<MATCH2>.mspx"'
}l
'"URL2' => {
'Description' => 'Google',
'Image' => 'http://www.google.de/favicon.ico',
'Target' => ' blank',
"URL' => 'http://google.com/search?q=MS<MATCH1>-<MATCH2>"'
}
}i

2.30.27. Frontend::Output::OutputFilterTextAutoLink###Setting

Description: Define a filter for html output to add links behind a defined string.
The element Image allows two input kinds. At once the name of
an image (e.g. faq.png). In this case the OTRS image path will be
used. The second possiblity is to insert the link to the image.
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Group: Framework
SubGroup: Core::Web
Valid: 0
Required: 0
Config-Setting: $Self->{ Frontend: :Output::OutputFilterTextAutoLink'}->{ Settingl'}
'RegExp' => [
'RegExp"
]I
'Templates' => {
'AgentTicketZoom' => '1'
}I
"URL1' => {
'Description' => 'Description’,
'Image' => 'right-small.png',
'Target' => ' blank',
'"URL' => 'URL'
}I
'"URL2' => {
'Description' => 'Description’,
'Image' => 'Image’,
'Target' => ' blank',
'"URL' => 'URL'
}
i

2.30.28. Frontend::Output::OutputFilterTextAutoLink###Setting

Description: Defines a filter for html output to add links behind a defined string.
The element Image allows two input kinds. At once the name of
an image (e.g. fag.png). In this case the OTRS image path will be
used. The second possiblity is to insert the link to the image.

Group: Framework
SubGroup: Core::Web
Valid: 0
Required: 0
Config-Setting: $Self->{ Frontend: :Output: :OutputFilterTextAutoLink'}->{ Setting2'}
'RegExp' => [
'RegExp"
]I
'Templates' => {
'AgentTicketZoom' => '1'
}I
"URL1' => {
'Description' => 'Description’,
'Image' => 'right-small.png',
'Target' => ' blank',
'"URL" => 'URL'
}I
'"URL2' => {
'Description' => 'Description’,
'Image' => 'Image’,
'Target' => ' blank',
'"URL" => 'URL'
}I
'"URL3"' => {
'Description' => 'Description’,
'Image' => 'Image’,
'Target' => ' blank',
'"URL" => 'URL'
}
i
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2.30.29. Loader::Enabled::CSS

Description: If enabled, OTRS will deliver all CSS files in minified form.
WARNING: If you turn this off, there will likely be problems in IE 7,
because it cannot load more than 32 CSS files.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{"'Loader::Enabled::CSS'} = '1';

2.30.30. Loader::Enabled::]JS

Description: If enabled, OTRS will deliver all JavaScript files in minified form.
Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: [ $Self->{'Loader::Enabled::JS'} = '1°; \

2.30.31. Loader::Agent::CommonCSS###000-Frame-

work
Description: List of CSS files to always be loaded for the agent interface.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1

Config-Setting:

$Self->{'Loader::Agent::CommonCSS'}->{'000-Framework'} = [
'Core.Reset.css',
'Core.Default.css',
'Core.Header.css',
'Core.OverviewControl.css',
'Core.OverviewSmall.css',
'Core.OverviewMedium.css',
'Core.OverviewlLarge.css',
'Core.Footer.css',
'Core.PagelLayout.css',
'Core.Form.css',
'Core.Table.css',
'Core.Widget.css',
'Core.WidgetMenu.css',
'Core.TicketDetail.css',
'Core.Tooltip.css',
'Core.Dialog.css',
'Core.Print.css',
'thirdparty/fontawesome/font-awesome.css'
1;

2.30.32. Loader::Agent::CommonCSS::IE8###000-

Framework

Description:

List of IE8-specific CSS files to always be loaded for the agent in-
terface.
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Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1

Config-Setting:

$Self->{'Loader::Agent::CommonCSS: :IE8'}->{'000-Framework'} = [
'Core.OverviewSmall.IE8.css'
1;

2.30.33. Loader::Agent::Common)S###000-Framework

Description: List of JS files to always be loaded for the agent interface.
Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting:

$Self->{'Loader::Agent::Common]S'}->{'000-Framework'} = [
'thirdparty/jquery-1.11.1/jquery.js"',
'thirdparty/jquery-browser-detection/jquery-browser-detection.js',
'thirdparty/jquery-ui-1.11.1/jquery-ui.js',
'thirdparty/jquery-validate-1.13.0/jquery.validate.js',
'thirdparty/stacktrace-0.6.2/stacktrace.js',
'thirdparty/jquery-pubsub/pubsub.js',
'thirdparty/jquery-jstree-v.prel.0/jquery.jstree.js',
'thirdparty/jquery-jstree-v.prel.0/ lib/jquery.hotkeys.js',
'Core.JavaScriptEnhancements.js',
'Core.Debug.js',
'Core.Data.js',
'Core.Config.js',
'Core.Exception.js',
'Core.JSON. js',
'Core.App.js',
'Core.AJAX.js',
'Core.UI.js"',
'Core.UI.Accordion.js"',
'Core.UI.Datepicker.js',
'Core.UI.DnD.js',
'Core.UI.Resizable.js"',
'Core.UI.Table.js"',
'Core.UI.Accessibility.js',
'Core.UI.RichTextEditor.js"',
'Core.UI.Dialog.js"',
'Core.UI.ActionRow.js"',
'Core.UI.Popup.js',
'Core.UI.TreeSelection.js"',
'Core.UI.Autocomplete.js',
'Core.Form.js',
'Core.Form.ErrorTooltips.js"',
'Core.Form.Validate.js"',
'Core.Agent.js',
'Core.Agent.Search.js"',
'Core.Agent.CustomerInformationCenterSearch.js'

IE;

2.30.34. Loader::Agent::Common)S###001-JQueryMi-

grate
Description: List of JS files to always be loaded for the agent interface.
Group: Framework
SubGroup: Core::Web
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Valid:

0

Required:

0

Config-Setting:

$Self->{"'Loader: :Agent::CommonJS'}->{"'001-JQueryMigrate'} = [
'thirdparty/jquery-migrate-1.2.1/jquery-migrate.js'

1;

2.30.35. Loader::Customer::CommonCSS###000-

Framework
Description: List of CSS files to always be loaded for the customer interface.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1

Config-Setting:

$Self->{'Loader: :Customer::CommonCSS'}->{'000-Framework'} = [
'Core.Reset.css',
'Core.Default.css',
'Core.Form.css',
'Core.Dialog.css',
'Core.Tooltip.css',
'Core.Login.css',
'Core.Control.css',
'Core.Table.css',
'Core.TicketZoom.css',
'Core.Print.css',
'thirdparty/fontawesome/font-awesome.css'

1;

2.30.36. Loader::Customer::CommonCSS::IE8###000-

Framework
Description: List of IE8-specific CSS files to always be loaded for the customer
interface.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1

Config-Setting:

$Self->{'Loader: :Customer::CommonCSS::IE8'}->{'000-Framework'} =
[1;

2.30.37. Loader::Customer::Common)S###000-Frame-

work
Description: List of JS files to always be loaded for the customer interface.
Group: Framework
SubGroup: Core::Web
Valid: 1
Required: 1

Config-Setting:

$Self->{'Loader::Customer::Common]S'}->{'000-Framework'} = [
'thirdparty/jquery-1.11.1/jquery.js"',
'thirdparty/jquery-browser-detection/jquery-browser-detection.js',
'thirdparty/jquery-validate-1.13.0/jquery.validate.js',
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'thirdparty/jquery-ui-1.11.1/jquery-ui.js',
'thirdparty/stacktrace-0.6.2/stacktrace.js"',
'thirdparty/jquery-pubsub/pubsub.js"',
'thirdparty/jquery-jstree-v.prel.0/jquery.jstree.js"',
'thirdparty/jquery-jstree-v.prel.0/ lib/jquery.hotkeys.js',
'Core.Debug.js',
'Core.Data.js',
'Core.Exception.js',
'Core.JSON.js',
'Core.JavaScriptEnhancements.js',
'Core.Config.js',
'Core.App.js',
'Core.AJAX.js',
'Core.UI.js"',
'Core.UI.Accessibility.js',
'Core.UI.Dialog.js"',
'Core.UI.RichTextEditor.js"',
'Core.UI.Datepicker.js',
'Core.UI.Popup.js',
'Core.UI.TreeSelection.js',
'Core.UI.Autocomplete.js',
'Core.Form.js',
'Core.Form.ErrorTooltips.js"',
'Core.Form.Validate.js',
'Core.Customer.js'

15

2.30.38. Loader::Customer::Common)S###001-

JQueryMigrate
Description: List of JS files to always be loaded for the agent interface.
Group: Framework
SubGroup: Core::Web
Valid: 0
Required: 0
Config-Setting: $Self->{'Loader: :Customer::CommonJS'}->{'001-JQueryMigrate'} = |
].'thirdparty/jquery-migrate-l.z.1/jquery-migrate.js'

2.30.39. Loader::Agent::DefaultSelectedSkin

Description: The agent skin's InternalName which should be used in
the agent interface. Please check the available skins in
Frontend::Agent::Skins.

Group: Framework

SubGroup: Core::Web

Valid: 1

Required: 1

Config-Setting: | $Self->{"'Loader: :Agent::DefaultSelectedSkin'} = ‘default’; \

2.30.40. Loader::Customer::SelectedSkin::HostBased

Description:

Itis possible to configure different skins, for example to distinguish
between diferent customers, to be used on a per-domain basis
within the application. Using a regular expression (regex), you can
configure a Key/Content pair to match a domain. The value in "Key"
should match the domain, and the value in "Content" should be a
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valid skin on your system. Please see the example entries for the
proper form of the regex.

Group: Framework
SubGroup: Core::Web
Valid: 0
Required: 0

Config-Setting:

$Self->{'Loader::Customer::SelectedSkin: :HostBased'} = {
"host1l\\.example\\.com' => 'Someskinl',
"host2\\.example\\.com' => 'Someskin2'

1

2.31. Core::WebUserAgent
2.31.1. WebUserAgent::Timeout

Description: Sets the timeout (in seconds) for http/ftp downloads.
Group: Framework

SubGroup: Core::WebUserAgent

Valid: 1

Required: 1

Config-Setting: | $Self->{'WebUserAgent::Timeout'} = '15';

2.31.2. WebUserAgent::Proxy

Description: Defines the connections for http/ftp, via a proxy.

Group: Framework

SubGroup: Core::WebUserAgent

Valid: 0

Required: 0

Config-Setting: | $Self->{'WebUserAgent::Proxy'} = ‘'http://proxy.sn.no:8001/';

2.31.3. WebUserAgent::DisableSSLVerification

Description: Turns off SSL certificate validation, for example if you use a trans-
parent HTTPS proxy. Use at your own risk!

Group: Framework

SubGroup: Core::WebUserAgent

Valid: 0

Required: 0

Config-Setting: | $Self->{'WebUserAgent::DisableSSLVerification'} = '0';

2.32. Crypt::PGP

2.32.1. PGP

Description:

Enables PGP support. When PGP support is enabled for signing and
encrypting mail, it is HIGHLY recommended that the web server
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runs as the OTRS user. Otherwise, there will be problems with the
privileges when accessing .gnupg folder.

Group: Framework
SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting: [$Self->{'PGP'} = '0';

2.32.2. PGP::Bin

Description: Defines the path to PGP binary.
Group: Framework

SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting: | $Self->{'PGP::Bin'} = '/usr/bin/gpg’;

2.32.3. PGP::Options

Description: Sets the options for PGP binary.

Group: Framework

SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting: $Self->{'PGP::0Options'} = '--homedir /opt/otrs/.gnupg/ --batch --
no-tty --yes';

2.32.4. PGP::Key::Password

Description: Sets the password for private PGP key.
Group: Framework

SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting:

$Self->{'PGP: :Key::Password'} = {
'488A0B8F' => 'SomePassword',
'D2DF79FA' => 'SomePassword'

};

2.32.5. PGP::TrustedNetwork

Description: Set this to yes if you trust in all your public and private pgp keys,
even if they are not certified with a trusted signature.

Group: Framework

SubGroup: Crypt::PGP
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Valid:

Required:

Config-Setting:

| $Self->{'PGP::TrustedNetwork'} = '0';

2.32.6. PGP::Log

Description: Configure your own log text for PGP.
Group: Framework

SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting:

$Self->{'PGP::Log'} = {

'BADSIG' => 'The PGP signature with the keyid has not been
verified successfully.',

'"ERRSIG' => 'It was not possible to check the PGP signature,
this may be caused by a missing public key or an unsupported
algorithm.',

'EXPKEYSIG' => 'The PGP signature was made by an expired key.',

'GOODSIG' => 'Good PGP signature.',

'KEYREVOKED' => 'The PGP signature was made by a revoked key, this
could mean that the signature is forged.',

'NODATA' => 'No valid OpenPGP data found.',

'NO_PUBKEY' => 'No public key found.',

'REVKEYSIG' => 'The PGP signature was made by a revoked key, this
could mean that the signature is forged.',

'SIGEXPIRED' => 'The PGP signature is expired.',

'SIG ID' => 'Signature data.',

'TRUST _UNDEFINED' => 'This key is not certified with a trusted
signature!."',

'"VALIDSIG' => 'The PGP signature with the keyid is good.'

};

2.32.7. PGP::StoreDecryptedData

Description: If this option is enabled, then the decrypted data will be stored in
the database if they are displayed in AgentTicketZoom.

Group: Framework

SubGroup: Crypt::PGP

Valid: 1

Required: 1

Config-Setting: \$Self->{'PGP::StoreDecryptedData'} = '1l';

2.33. Crypt::

2.33.1. SMIME

SMIME

Description: Enables S/MIME support.
Group: Framework

SubGroup: Crypt::SMIME

Valid: 1

Required: 1
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‘Config—Setting:

“ $Self->{'SMIME'} = '0';

2.33.2. SMIME::Bin

Description: Defines the path to open ssl binary. It may need a HOME env
($ENV{HOME?} = '/var/lib/wwwrun';).

Group: Framework

SubGroup: Crypt::SMIME

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SMIME::Bin'} = '/usr/bin/openssl’;

2.33.3. SMIME::CertPath

Description: Specifies the directory where SSL certificates are stored.
Group: Framework

SubGroup: Crypt::SMIME

Valid: 1

Required: 1

Config-Setting: | $Self->{'SMIME::CertPath'} = '/etc/ssl/certs’;

2.33.4. SMIME::PrivatePath

Description: Specifies the directory where private SSL certificates are stored.
Group: Framework

SubGroup: Crypt::SMIME

Valid: 1

Required: 1

Config-Setting: | $Self->{'SMIME: :PrivatePath'} = '/etc/ssl/private’;

2.33.5. SMIME::CacheTTL

Description: Cache time in seconds for the SSL certificate attributes.
Group: Framework

SubGroup: Crypt::SMIME

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SMIME::CacheTTL'} = '86400';

2.33.6. SMIME::StoreDecryptedData

Description: If this option is enabled, then the decrypted data will be stored in
the database if they are displayed in AgentTicketZoom.
Group: Framework
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SubGroup: Crypt::SMIME

Valid: 1

Required: 1

Config-Setting: [ $Self->{'SMIME::StoreDecryptedData'} = '1';

2.34. CustomerinformationCenter

2.34.1. AgentCustomerinformationCenter::MainMenu###010-

EditCustomeriD
Description: Main menu registration.
Group: Framework
SubGroup: CustomerinformationCenter
Valid: 0
Required: 0

Config-Setting:

$Self->{'AgentCustomerInformationCenter::MainMenu'}->{'010-
EditCustomerID'} = {

'Link' => '[% Env("Baselink")
%]Action=AdminCustomerCompany;Subaction=Change;CustomerID=[%
Data.CustomerID | uri %];Nav=0',

'Name' => 'Edit customer company'

};

2.35. Frontend::Admin
2.35.1. Events###Package

Description: List of all Package events to be displayed in the GUI.

Group: Framework

SubGroup: Frontend::Admin

Valid: 1

Required: 1

Config-Setting: $Self->{'Events'}->{'Package'} = [
'PackageInstall’,
'PackageReinstall’,
'PackageUpgrade’,
'PackageUninstall’

15

2.35.2. Events###DynamicField

Description: List of all DynamicField events to be displayed in the GUI.
Group: Framework
SubGroup: Frontend::Admin
Valid: 1
Required: 1
Config-Setting: $Self->{'Events'}->{'DynamicField'} = [
'DynamicFieldAdd"',
'DynamicFieldUpdate’,
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H 'DynamicFieldDelete’ H
] .

2.35.3. Events###CustomerUser

Description: List of all CustomerUser events to be displayed in the GUI.
Group: Framework
SubGroup: Frontend::Admin
Valid: 1
Required: 1
Config-Setting: $Self->{ Events'}->{ 'CustomerUser'} = [

'CustomerUserAdd',

'CustomerUserUpdate'

I3

2.35.4. Events###CustomerCompany

Description: List of all CustomerCompany events to be displayed in the GUI.
Group: Framework
SubGroup: Frontend::Admin
Valid: 1
Required: 1
Config-Setting: $Self->{'Events'}->{'CustomerCompany'} = [
'CustomerCompanyAdd',

'CustomerCompanyUpdate'
15

2.36. Frontend::Admin::AdminCustomerCompany

2.36.1. AdminCustomerCompany::RuninitialWildcardSearch

Description: Runs an initial wildcard search of the existing customer company
when accessing the AdminCustomerCompany module.

Group: Framework

SubGroup: Frontend::Admin::AdminCustomerCompany

Valid: 1

Required: 1

Config-Setting: | $Self->{'AdminCustomerCompany: :RunInitialWildcardSearch'} = '1'; |

2.37. Frontend::Admin::AdminCustomerUser

2.37.1. AdminCustomerUser::RuninitialWildcardSearch

Description: Runs an initial wildcard search of the existing customer users when
accessing the AdminCustomerUser module.

Group: Framework

SubGroup: Frontend::Admin::AdminCustomerUser
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Valid:
Required:
Config-Setting: | $Self->{'AdminCustomerUser::RunInitialWildcardSearch'} = '1°;

2.38. Frontend::Admin::AdminSelectBox
2.38.1. AdminSelectBox::AllowDatabaseModification

Description: Controls if the admin is allowed to make changes to the database
via AdminSelectBox.

Group: Framework

SubGroup: Frontend::Admin::AdminSelectBox

Valid: 1

Required: 1

Config-Setting: | $Self->{'AdminSelectBox: :AllowDatabaseModification'} = '0'; \

2.39. Frontend::Admin::ModuleRegistration
2.39.1. Frontend::Module###Admin

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting: $Self->{'Frontend: :Module'}->{'Admin'} = {

'Description' => 'Admin-Area',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' = [
'Core.Agent.Admin.css'
]I
'JavaScript' => [
'Core.Agent.Admin.SysConfig.js'
1
}I
'NavBar' => [
{
'AccessKey' => 'a',
'Block' => 'ItemArea',
'Description' => '',
'Link' => 'Action=Admin',
'LinkOption' => '',
'Name' => 'Admin',
'NavBar' => 'Admin',
'Prio' => '10000',
'Type' => 'Menu’
}
]I
'NavBarModule' => {
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin'
}I
'NavBarName' => 'Admin',
'Title' => "'
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};

2.39.2. Frontend::Module###Adminlnit

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminInit'} = {
'Description' => 'Admin',
'Group' => [
'admin'
1,
'NavBarName' => '',

'Title' => 'Init'
};

2.39.3. Frontend::Module###AdminUser

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminUser'} = {
'Description' => 'Create and manage agents.',
'Group' => [
'admin’
1,
'NavBarModule' => {
'Block' => 'Agent',
'Description' => 'Create and manage agents.',

‘Name' => 'Agents’',
'Prio' => '100'
T
'NavBarName' => 'Admin',
'Title' => 'Agents'

b

'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',

2.39.4. Frontend::Module###AdminGroup

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminGroup'} = {
'Description' => 'Admin',
'Group' => [
'admin'
5
'NavBarModule' => {
'Block' => 'Agent',
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'Description' => 'Create and manage groups.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'Groups',
'Prio' => '150'
}
'NavBarName' => 'Admin',
'Title' => 'Groups'
)i

2.39.5. Frontend::Module###AdminUserGroup

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminUserGroup'} = {
'Description' => 'Admin',

'Group' => [

'admin’

1,
'NavBarModule' => {

'Block' => 'Agent',

'Description' => 'Link agents to groups.',

'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',

‘Name' => 'Agents <-> Groups',

'Prio' => '200'
+
'NavBarName' => 'Admin',
'Title' => 'Agents <-> Groups'

3

2.39.6. Frontend::Module###AdminCustomerUser

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminCustomerUser'} = {
'Description' => 'Edit Customer Users',
'Group' => [
'admin',
‘users'
1

roupRo' => [

1,
'Loader' => {
'JavaScript' => [
'Core.Agent.TicketAction.js'
]
}

‘NavBar' => [

'AccessKey' => '',

'‘Block' => 'ItemArea’,

'Description' => "',

'Link' => 'Action=AdminCustomerUser;Nav=Agent',

'LinkOption' => ,

'Name' => 'Customer User Administration',
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'‘NavBar' => 'Customers',
'Prio' => '9000',
‘Type' => "'
)
1,
'NavBarModule' => {
'Block' => 'Customer',
'Description' => 'Create and manage customer users.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'Customer User',
'Prio' => '300'
Y
'NavBarName' => 'Customers',
'Title' => 'Customer Users'

3

2.39.7. Frontend::Module###AdminCustomerCompany

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting: $Self->{'Frontend: :Module'}->{'AdminCustomerCompany'} = {

'Description' => 'Admin',
'Group' => [

‘admin',

'users'
]

'GroupRo' => [

15
‘NavBar' => [
{
'AccessKey' => '',
'Block' => 'ItemArea’,
'Description' => "',
'Link' => 'Action=AdminCustomerCompany;Nav=Agent',
'LinkOption' => '',
'Name' => 'Customer Administration',
‘NavBar' => 'Customers’,
'Prio' => '9100',
‘Type' => "'
}
15
'NavBarModule' => {
'Block' => 'Customer',
'Description' => 'Create and manage customers.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'Customers',
'Prio' => '310'
I
'NavBarName' => 'Admin',
'Title' => 'Customer Companies'

3

2.39.8. Frontend::Module###AdminCustomerUserGroup

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1
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Required:

0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminCustomerUserGroup'} = {
'Description' => 'Admin',
'Group' => [
'admin’
]l
'NavBarModule' => {
'Block' => 'Customer',
'Description' => 'Link customer user to groups.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'Customer User <-> Groups',
'Prio' => '400'
}l
'NavBarName' => 'Admin',
'Title' => 'Customers <-> Groups'

};

2.39.9. Frontend::Module###AdminCustomerUserService

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminCustomerUserService'} =
'Description' => 'Admin',
'Group' => [
'admin’
1,
'NavBarModule' => {
'Block' => 'Customer',
'Description' => 'Link customer user to services.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
'Name' => 'Customer User <-> Services',
'Prio' => '500'
Y
'NavBarName' => 'Admin',
'Title' => 'Customer User <-> Services'

};

{

2.39.10. Frontend::Module###AdminRole

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminRole'} = {

'Description' => 'Admin',

'Group' => [
'admin'

]I

'NavBarModule' => {
'Block' => 'Agent',
'Description' => 'Create and manage roles.',
'Module' => 'Kernel::Qutput::HTML: :NavBarModuleAdmin',
'Name' => 'Roles',
'Prio' => '600'

}I

'NavBarName' => 'Admin',
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'Title' => 'Roles'

};

2.39.11. Frontend::Module###AdminRoleUser

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminRoleUser'} = {

'Description' => 'Admin',

'Group' => [
'admin'

]I

'NavBarModule' => {
'Block' => 'Agent',
'Description' => 'Link agents to roles.',
'Module' => 'Kernel::Qutput::HTML: :NavBarModuleAdmin',
'Name' => 'Agents <-> Roles',
'Prio' => '700'

}I

'NavBarName' => 'Admin',

'Title' => 'Agents <-> Roles'

1

2.39.12. Frontend::Module###AdminRoleGroup

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminRoleGroup'} = {

'Description' => 'Admin',

'Group' => [

'admin'

5
'NavBarModule' => {

'Block' => 'Agent',

'Description' => 'Link roles to groups.',

'Name' => 'Roles <-> Groups',
'Prio' => '800'
},
‘NavBarName' => 'Admin',
'Title' => 'Roles <-> Groups'

s

'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',

2.39.13. Frontend::Module###AdminSMIME

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

370




OTRS

Real Services

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminSMIME'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'Email’',
'Description' => 'Manage S/MIME certificates for email
encryption.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'S/MIME Certificates',
'Prio' => '1100'
}I
'NavBarName' => 'Admin',
'Title' => 'S/MIME Management'
+

2.39.14. Frontend::Module###AdminPGP

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminPGP'} = {

'Description' => 'Admin',

'Group' => [
'admin'

]I

'NavBarModule' => {
'Block' => 'Email',
'Description' => 'Manage PGP keys for email encryption.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'PGP Keys',
'Prio' => '1200'

}I

'NavBarName' => 'Admin’',

'Title' => 'PGP Key Management'

1

2.39.15. Frontend::Module###AdminMailAccount

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminMailAccount'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'Email',
'Description' => 'Manage POP3 or IMAP accounts to fetch email
from."',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'PostMaster Mail Accounts',
'Prio' => '100'
}I

'NavBarName' => 'Admin',
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'Title' => 'Mail Accounts'

};

2.39.16. Frontend::Module###AdminPostMasterFilter

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminPostMasterFilter'} =
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'Email',
'Description' => 'Filter incoming emails.',
'Module' => 'Kernel::Qutput::HTML: :NavBarModuleAdmin',
'Name' => 'PostMaster Filters',
'Prio' => '200'
}I
'NavBarName' => 'Admin',
'Title' => 'PostMaster Filters'

1

{

2.39.17. Frontend::Module###AdminEmail

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminEmail'} = {
'Description' => 'Admin',

'Group' => [

'admin'

5
'NavBarModule' => {

'Block' => 'System',

'Description' => 'Send notifications to users.',

'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',

'Name' => 'Admin Notification',

'Prio' => '400'
+
'NavBarName' => 'Admin',
'Title' => 'Admin Notification'

s

2.39.18. Frontend::Module###AdminSession

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

372




OTRS

Real Services

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminSession'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'System',
'‘Description' => 'Manage existing sessions.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'Session Management',
'Prio' => '500'
}I
'NavBarName' => 'Admin',
'Title' => 'Session Management'
b

2.39.19. Frontend::Module###AdminPerformancelLog

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminPerformanceLog'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' = [
'Core.Agent.Admin.PerformancelLog.css'
1
}I
‘NavBarModule' => {
'Block' => 'System',
'Description' => 'View performance benchmark results.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
'Name' => 'Performance Log',
'Prio' => '550'
}I
'NavBarName' => 'Admin’',
'Title' => 'Performance Log'

1

2.39.20. Frontend::Module###AdminRegistration

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminRegistration'} = {

'Description' => 'Admin',
'Group' => [

'admin'
]I
'Loader' => {

'CSS' = [

'Core.Agent.Admin.Registration.css'

1

}I
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'NavBarModule' => {
'Block' => 'System',
'Description' => 'Manage system registration.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
'Name' => 'System Registration',
'Prio' => '350'

I

'NavBarName' => 'Admin',

'Title' => 'System Registration'

3

2.39.21. Frontend::Module###AdminOTRSBusiness

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'Admin0TRSBusiness'} = {
'Description' => 'Admin',
'Group' => [
'admin'
1

'Loader' => {
'CSS' => [
'Core.Agent.Admin.0TRSBusiness.css'
1
+
'NavBarModule' => {
'Block' => 'System',
'Description' => 'Deploy and manage OTRS Business Solution™.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
'Name' => 'OTRS Business Solution™',
'Prio' => '360'
+
'NavBarName' => 'Admin',
'Title' => 'OTRS Business Solution™'

};

2.39.22. Frontend::Module###AdminServiceCenter

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminServiceCenter'} = {
'Description' => 'Admin',
'Group' => [
'admin'
1

'Loader' => {
'CSS' = [
'Core.Agent.Admin.ServiceCenter.css'
]
}
'NavBarModule' => {
'Block' => 'System',
'Description' => 'Manage OTRS Group services.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'Service Center',
'Prio' => '370'
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},
'NavBarName' => 'Admin',
'Title' => 'Service Center'

3

2.39.23. Frontend::Module###AdminLog

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminLog'} = {

'Description' => 'Admin',

'Group' => [
'admin'

]I

'NavBarModule' => {
'Block' => 'System',
'‘Description' => 'View system log messages.',
'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',
‘Name' => 'System Log',
'Prio' => '600'

}I

'NavBarName' => 'Admin',

'Title' => 'System Log'

1

2.39.24. Frontend::Module###AdminSelectBox

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminSelectBox'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'System',
'Description' => 'Execute SQL statements.',

'Name' => 'SQL Box',
'Prio' => '700'
}I
'NavBarName' => 'Admin',
'Title' => 'SQL Box'

};

'Module' => 'Kernel::Qutput::HTML::NavBarModuleAdmin',

2.39.25. Frontend::Module###AdminPackageManager

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1
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Required:

0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminPackageManager'} = {
'Description' => 'Software Package Manager',
'Group' => [
'admin'
]l
'NavBarModule' => {
'Block' => 'System',
'Description' => 'Update and extend your system with software
packages.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
'Name' => 'Package Manager',
'Prio' => '1000'
}l
'NavBarName' => 'Admin',
'Title' => 'Package Manager'

};

2.39.26. Frontend::Module###AdminSystemMaintenance

Description: Frontend module registration for the agent interface.
Group: Framework

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminSystemMaintenance'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'NavBarModule' => {
'Block' => 'System',
'Description' => 'Schedule a maintenance period.',
'Module' => 'Kernel::Output::HTML::NavBarModuleAdmin',
‘Name' => 'System Maintenance',
'Prio' => '501'
}I
'NavBarName' => 'Admin',
'Title' => 'System Maintenance'

};

2.40. Frontend::Agent
2.40.1. AgentLogo

Description: The logo shown in the header of the agent interface. The URL to
the image can be a relative URL to the skin image directory, or a
full URL to a remote web server.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 0

Config-Setting:

$Self->{'AgentLogo'} = {
'StyleHeight' => '67px',
'StyleRight' => '38px',
'StyleTop' => '4px',
'StyleWidth' => '270px',
'URL' => 'skins/Agent/default/img/logo bg.png'
}i

376



OTRS

Real Services

2.40.2. AgentLogoCustom###default

Description: The logo shown in the header of the agent interface for the skin
"default". See "AgentLogo" for further description.

Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting:

$Self->{'AgentLogoCustom'}->{'default'} = {
'StyleHeight' => '67px',
'StyleRight' => '38px',
'StyleTop' => '4px',
'StyleWidth' => '270px',
"URL' => 'skins/Agent/default/img/logo bg.png'

1

2.40.3. AgentLogoCustom###slim

Description: The logo shown in the header of the agent interface for the skin
"slim". See "AgentLogo" for further description.

Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting:

$Self->{'AgentLogoCustom'}->{"'slim'} = {
'StyleHeight' => '67px',
'StyleRight' => '38px"',
'StyleTop' => '4px',
'StyleWidth' => '270px',
'"URL' => 'skins/Agent/default/img/logo bg.png'
)i

2.40.4. AgentLogoCustom###ivory

Description: The logo shown in the header of the agent interface for the skin
"ivory". See "AgentLogo" for further description.

Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting:

$Self->{'AgentLogoCustom'}->{"'ivory'} = {
'StyleHeight' => '67px',
'StyleRight' => '38px',
'StyleTop' => '4px',
'Stylewidth' => '270px',
'"URL' => 'skins/Agent/default/img/logo bg.png'
}i

2.40.5. AgentLogoCustom###ivory-slim

Description:

The logo shown in the header of the agent interface for the skin
"ivory-slim". See "AgentLogo" for further description.
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Group: Framework
SubGroup: Frontend::Agent
Valid: 0

Required: 0

Config-Setting:

$Self->{"'AgentLogoCustom'}->{"'ivory-slim'} = {
'StyleHeight' => '67px',
'StyleRight' => '38px',
'StyleTop' => '4px',
'StyleWidth' => '270px',
'URL' => 'skins/Agent/default/img/logo bg.png'
i

2.40.6. AgentLoginLogo

Description: The logo shown on top of the login box of the agent interface. The
URL to the image must be relative URL to the skin image directory.
Group: Framework
SubGroup: Frontend::Agent
Valid: 0
Required: 0
Config-Setting: $Self->{'AgentLoginLogo'} = {
'StyleHeight' => '100px',
'"URL' => 'skins/Agent/default/img/loginlogo default.png'
i

2.40.7. LoginURL

Description: Defines an alternate URL, where the login link refers to.
Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting: | $Self->{'LoginURL'} = 'http://host.example.com/login.html"’;

2.40.8. LogoutURL

Description: Defines an alternate URL, where the logout link refers to.

Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting: $Self->{'LogoutURL'} = 'http://host.example.com/thanks-for-using-
otrs.html';

2.40.9. PreApplicationModule# ##Agentinfo

Description:

Defines a useful module to load specific user options or to display
news.

378




OTRS

Real Services

Group: Framework

SubGroup: Frontend::Agent

Valid: 0

Required: 0

Config-Setting: $Self->{'PreApplicationModule'}->{ 'AgentInfo'} =
'Kernel: :Modules: :AgentInfo';

2.40.10. InfoKey

Description: Defines the key to be checked with Kernel::Modules::Agentinfo
module. If this user preferences key is true, the message is ac-
cepted by the system.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: [ $Self->{'InfoKey'} = ‘'wpt22';

2.40.11. InfoFile

Description: File that is displayed in the Kernel::Modules::Agentinfo module, if
located under Kernel/Output/HTML/Standard/Agentinfo.dtl.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: | $Self->{'InfoFile'} = 'AgentInfo’;

2.40.12. LostPassword

Description: Activates lost password feature for agents, in the agent interface.
Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: [ $Self->{'LostPassword'} = '1°;

2.40.13. ShowMotd

Description: Shows the message of the day on login screen of the agent inter-
face.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1
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‘Config—Setting:

“ §Self->{ 'ShowMotd'} = '0'; ”

2.40.14. NotificationSubjectLostPasswordToken

Description: Defines the subject for notification mails sent to agents, with token
about new requested password.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: $Self->{ 'NotificationSubjectLostPasswordToken'} = ‘New OTRS

password request';

2.40.15. NotificationBodyLostPasswordToken

Description: Defines the body text for notification mails sent to agents, with
token about new requested password (after using this link the new
password will be sent).

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: $Self->{'NotificationBodyLostPasswordToken'} = 'Hi

<OTRS_USERFIRSTNAME>,

You or someone impersonating you has requested to change your OTRS
password.

If you want to do this, click on the link below. You will receive
another email containing the password.

<OTRS CONFIG HttpType>://<0TRS CONFIG_FQDN>/
<OTRS_CONFIG ScriptAlias>index.pl?
Action=LostPassword; Token=<0TRS TOKEN>

If you did not request a new password, please ignore this email.

’

2.40.16. NotificationSubjectLostPassword

Description: Defines the subject for notification mails sent to agents, about new
password.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: [ $Self->{'NotificationSubjectLostPassword'} = 'New OTRS password'; |

2.40.17. NotificationBodyLostPassword

Description:

Defines the body text for notification mails sent to agents, about
new password (after using this link the new password will be sent).
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Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: $Self->{'NotificationBodyLostPassword'} = 'Hi

<O0TRS_USERFIRSTNAME>,

Here\'s your new OTRS password.
New password: <OTRS_ NEWPW>
You can log in via the following URL:

<0TRS CONFIG HttpType>://<OTRS CONFIG_FQDN>/
<O0TRS CONFIG ScriptAlias>index.pl

’

2.40.18. OpenMainMenuOnHover

Description: If enabled, the first level of the main menu opens on mouse hover
(instead of click only).

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: [ $Self->{'OpenMainMenuOnHover'} = '0'

2.40.19. FirstnamelLastnameOrder

Description: Specifies the order in which the firstname and the lastname of
agents will be displayed.

Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 1

Config-Setting: [ $Self->{'FirstnameLastnameOrder'} = '0';

2.40.20. Loader::Agent::Skin###000-default

Description: Default skin for the agent interface.
Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 0

Config-Setting:

$Self->{'Loader::Agent::Skin'}->{'000-default'} = {
'Description' => 'This is the default orange - black skin.',
'HomePage' => 'www.otrs.org',
'InternalName' => 'default',
'VisibleName' => 'Default’
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2.40.21. Loader::Agent::Skin###001-slim

Description: Default skin for the agent interface (slim version).
Group: Framework

SubGroup: Frontend::Agent

Valid: 1

Required: 0

Config-Setting:

$Self->{'Loader::Agent::Skin'}->{'001-slim'} = {

'‘Description' => '"Slim" skin which tries to save screen space for
power users.',

'HomePage' => 'www.otrs.org',

'InternalName' => 'slim',

'VisibleName' => 'Default (Slim)'
i

2.40.22. Loader::Agent::Skin###001-ivory

Description: Ba