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& NBIERFHB A,




o BT Web EEE7FMHEE , RifiPawet Bogustawski,
o T BNESERRIBMITE B S EAIMEEE , Bifinoris network/a E]#Moritz Lenz !
2.2.5.4. &&

« TIURBRREARMZFZMISHE berypt EiERcost {8 , RisiPawet Bogustawski,
2.2.5.5. 5EMMAGBETIE

» WEBHRSCRi#H

FERESTHNISOAPIR #72 FFECE H7R NN 7 XS &RIM R AR Sk A9 3235,
AN T AR RRRER 2N RS MR R e,

AN T LEBIRESEWeb RS0 BRI RTREM,
WINT IHRYWebfR S 1B B EEEWB AR,

RINT #riR{ETicketHistoryGet ( SREX T 27 ) FSessionGet (FREXRIE)
EH T BIAMWEBRRSEE.

it T SOAPFIRESTE I B IIE, RIBMISSLALIE,
it T B BRRYRT A,

N7 SOAPActionf & & RiE M,

£t T SOAPH Y & A,

Bh LETER it 72 7 P E A T XA We bR S,
$51ABEWEBHARSS M “webservice £ 28 E 4 7" web service”,
AT BaESHEIRGIE,

oYt 7 XSLTHIBRES ThAE,

o EFHRfFORE

AN T Fo9h & BB FEBE ( Sendmail::DefaultHeaders ) FR B ERIAMTSLHYRTBEME |, BXifiRenée
Backer#

YN T AEMRAE EIRSUL IR B N EM S N an R IMIRAYRT AEME |, BifiRenée Backer#
@O0 T FEMRAE E IR L

VLB PIRE TR AREIRY P aEtE |, RhiffRenée Backer#
MBI RBRREMEEN NI A ATIRERS , BifiRenée Backer#

I

BITIFX-0OTRS-LoopiR & Aano/false , FILAEHT /2 AMBEEIE SULIEZA B NN , RiiPawet
Bogustawski,

FTERE FIMBE IR HIA S TR T ANENTIFEFES LEFMAIE, MRHMER , 5
THEZRER , AERIGRT ),

AT MRS AR T BIFERRMI SR EE R RBRPTEEM | BifiPawet Bogustawski,

2.2.5.6. TRMNEIRE
- BENNAREENS , BEEHOERAF R,
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s RMTHEENABTENZIEEERABTHTEEM,
o JAtwEIRE |, RILHMERERTERNEERMNRE.
o RINTEXEFIREAMERELRBY ] HEME,

o« AT HBIEFIEDSUBRRNEMIEEE (Maint::Config::Dump #
Maint::Config::Rebuild),

o ANTHREERSH RENGFRIMEFIIRET RETATEEM,

o ANINT FanSAdmin::Package::UpgradeAll , ERTF—XEHFIBEELRMWREGE, XeJBAMK
HeaEERFEMA,

s BT RRAERERR.

s BH TP RIFIRERR.

« ANINTSHA-S12FRARS A RZF BH KGR ZHEEE,

s RNTHNZEEFMNEFAP XA,

o AT ERAFEENRFEPERBNTMIEREITE P IDERNA] e,

IR T as$ Maint::Ticket:InvalidUserCleanup, EMEARNER]MBHILTRAFPWIE |, Fe]AE R
B (&) |, MBRENTAS#K M, =it noris networks/ABl#IMoritz Lenz !

o RINT ETFHuhtry e FRRMAIAER{RIPECE ( PostmasterMaxEmailsPerAddress ) , Bki§iMoritz
Lenz,

« ANTIHEERENMIIIEFIGE<S , BifiMartin Burggraf,
o REFHEBEERNT MBS, NERRAETAFEERREEER AT AR BZRNELIE

HFERFRIRIR, MK R AT M E MRLE AR Ik P T RETFAE DA R IR, ¥R ASHE T
EREEREE LB ZRIRFUMFIIRREA LB FHRM

2.2.6. OTRS 589FINAEE

2.2.6.1. &£/~ /]
* OTRSHEH W ARRBEMNARR T BN EHIT T LI,

o BEFZIRMAFEREIMNN , FRESIEREINLTIRINGE (EiFMUhlbauerfyDusan
Vuckovic) ,

o MEaEEE S Hl/MEFMAESM BRI (ERMBEXNRESEPIIRISE , TRMIMEHE ) H/
EREIREIWYSIWYG ( FTILENFRTS ) 4migER.

o WM T ERBEMARLS, MIEAEBRFERECHMASREEFBEAREES TRBEM, EOTRSHI
fi#/RF5% ( OIRS Business Solution™ ) A, & gei@1d X215 H0/3% W 01 & X 18 %00,

s FURT —MNERSRE  BEFERABINTERES S EEBIFHIZAT,
o HBSh , Gtz FFERBOET B B HR =R HFE,

s AEXKTRFERERXENS A, FRMRMIRBTRARFREP , UNHRERERNE
L

« THEMEMEREREFRER , B Renée Backer#

o THRIZHIRRIE TicketCreate (BIBT 8 ) "HERELIELBEHNITE,




2.2.6.2. A[f B EE

» ¥BIOTRS DaemontIBFTEM RS MEHIES , Bk TFRB ZBIRIOTRS cronfEs, EE#EMIRE
R BEMNERFRET =,

s MATUBEZSNRIZRG () REERTAEKNTENRTREER , MEXLELEEF
SECHH,

2.2.6.3. &%
s —MFNNEZSHRIEERIPRINE RT2EE,

s IRWABEMAFBNZBAERRENFNX , GMEEBERA RN ERTREH—IRIER
1§ (RfC6238 , BIBNSMBIUERR) .

s EEATNREARSNRIEE , RSARNEFPEBRN—MHEZAIMNRTFIRES , F6e
ERMITERIFRERZE (FINREFN LNERBMIGIERAPP ) B —RIEZDI AN A
2.2.6.4. 59 e RR AR TIE
o —MMETXSITHEARE ORI IRRAVHER S 20V P E X IERES,
2.2.6.5. TRNEIE

« FBOTRSIEERISEFHLITRFEEREMEE, ENGSHE—BNED, AN , FEH
BANPEREER,

- RAEBRNEEBEERRNBERS , WAL BEEE , BiiRenée Backer#
* AAEBHRRRNEERESREARE , ERRREBNEPEENTE L,
2.2.7. OTRS 43hIjgE

2.2.7.1. &£/ 7]
o KT —MEBMRFEIRT
* REAGMERBEZEDSR - N IREE , RIS ENEXRABERNEEFEIA,
s RSARMEEBEEEARZINFMEFRERRIR,
« THEFER (W& EESF) HERTRITREMARRLCIEREY (FIRE) .

o ET"HHIRS" (RS ARBEBRENRS ) MMM TRMEE, T BFRE T RAERLETIE
REE T HAUPATI". "FBIARS "M EBERECE.

« OTRSHIZRERRZIAMTEHIIER,

o (URIRPHEFAELIIRVEERBEIEAERPOIE
* RS ARMERBE TR KAMERERER,

* REAGNEFIERBELIMFRIERTER,

o FEYNRIRNEH--RITHENRIZL S,

o FTEYIRRIEIN-- T BRI ECR AT A,

« FRBOEMNTERMT NI FERE,



https://tools.ietf.org/html/rfc6238

2.2.7.2. A[f R EE

« OTRS 4EMEERMEHECE FREBLIEESHNHRAF/BERK , BNBERMLEEEE , 153126
AERIENTIE,

2.2.7.3. 5HMtAKEMETIF
« BRABOMELZIFHTTP REST fEHMEEMIDIN,
2.2.7.4. TRWNEIE
 BRMFEERTLIRBENBRGARLEFER , ATUBRETEENFE (BIAR12, &K9).,

o FMVECEEINTicket::MergeDynamicFieldsT] LAEEEEH — N T 83 B — T B ENSFER
wREH,

o AT HFENETRIEENSFRAANXE , IIRALERXMEN EREFTHHRRER.
o RONT FBDETURERFIZN ST ER M AR 20T 09 H HA/ B B R ],
s ERMTEHFABEEREDNAER , ORSEBREB MBI —1 T E,
s REXRBMNBETE (MIINSHNEHIR ) NEEBEL R AR EEFIREER,
o it THIACLAEEN—MEEEZ R,
o AT FBIACLIEI-PossibleAdd ( ATREARAN) , ARNIF BRI ATRERIIIRMAEE.

 ARINT FHIACLIEIECRES , [Not-3El.  [NotRegExp-FEIEMFRIATN], [Notregexp-IFIEMFRIA
], EBATBACL,

s ETHRELEEN-RAEF SR,

* OTRSRIZECEFHIETGUID ( 2HKME—HRRFF ) MEARGRE R , FINKREN—INRELTS
IERE A —RE , MAAEHIERE,

o RINT FBVFLHRIRIEROIZ — N TR,

o BINTEXFTRERIRIFEEYE (BT IRAELRE ) Ke]Ek,
- NERRAENRAEERER AT RIRELEFE T,

o RPHIPEIZIRAIFE DA (ATMEE ) 2ER—FBABE.

s IREZRGEIFRA , ERSARNEFARESER—FENEE , FERERAEERRBE
KERE,

s —AXRFIENRENBRERR | RABERIU—RERAESIEHENMERRIE
« BUEREFIURIESARARE,
* 0T Apache MD5{EA—MIRIRE HE 1B /EiR , ZXi§iNorihiro Tanaka,
« RNTEFEEMOEMEHAZRHELE | RiffRenée Backer#
« RINT FRURIRIERCR 2RIMNBRSHER | Biftib.pl,
2.2.7.5. A%
o EFTemplate:: ToolkitByFrhV3E S11EIRS | ZE,

s — MNP RNREREREFCNENERLENRERS , Bifinoris network/ E#IMoritz
Lenz,




« FERTOPMBRAEMI , BT — P MREBEREHE S —RAEENRE , AITRHEEERER
REFHRAT BEIE R AL IE X MIE .

s BEREPI—IEREFNR , LRITAERENRTET.
o RINTEFEEMIZMA , Biftib.pl,

2.3. BEHFFERAFEX

OTRSEEWBLEREVFSANEIMRIERZ L, ORSEEWIZTITFLinUXFIEERIUNiX53Z (WOpenBSD
8 FreeBSD), ORSERBISHIEHFENR , NELRRIANIEEFFER—EEL3GHZAE RN
CPU. 8GBAFFN256GBIEEZIEM,

BITOTRSEFEFREAwebARS BBMBURERS 2R, MRtz , BFEBEEOTRSEN L& Rperl
PAR BB X BIperltEiR, webfRs528 5Perl ML RAZITOTRSHIEN £, BIERER IR MU&EER
FEARM , e BRT ZRERIMVEN L,

HFwebfR$38E , BiTBiERApache HTTP  Server , EJa] LARIFAmMod_perli#EiRik Kibig 7+
OTRSHE8E, BRIEEZYM , OTRSE]LATE(REI 2351 TPerl i ARIwebiR S 28 EiB1T,

{Re] LA AR BRI EIBESRZOTRS |, B BAEEMYSQL,  PostgreSQLEkOracle, YNR{FEAMYSQL X
PostgreSQL , FiBEEEIWEBRE AR IEFEEMEEMNRELARIZENMLE,

3 FPerl , REE—LLENIIMUIRIR | XLEARRET LB T Perl shellfICPANE R |, th el LB IRIER S
FIERGBEEES (rpm, yast, apt-get) ¥,

HER
2.3.1. Perl¥z#5

* Perl 5.165 BSR4
2.3.2. Webfr5 a2

« Apache2 + mod_perl2sE&Z R4 (1Y)

* ZHCGIFIWebhR S5 2/ (RNEIERCGI)
2.3.3. HIEER

* MySQL 5.0 SREBRA (F2H#FMySQL 8+ )

* MariaDB

* PostgreSQL 9.25{E S R4
Oraclr 10gskE Sk A

IR

OTRS 9B REZHOraclefF AR AR BIRE,
AFRHLREIMIpertEREB S B UL ROTRSHTE PerliRIRAVIEMNE,

MNRERRFIIRFERARFN __HGIZFERRORS , EARESMBEMEPeriERNRGE , B
LRIFFRAZMNRGEEER | IIFE IR PerliRIRIVAREIE,

2.3.4. J|EaeiE
EFERQRS , &BERBRA T)avaScriptZFHIMA LT 2EFMAI AT, ZIFHNEEER



https://bugs.otrs.org/show_bug.cgi?id=13866

* Google Chrome
Firefox 31% M EARA
Safari 6 &ZUA EhRA

Internet Explorer 11

Microsoft Edge
R
OTRS 9 R B x%#FInternet Explorer,

BANEFIRBON ST B RIT R, FARASHN 5328 —EEcii#t)avaScriptilERRIERE, ERAZMRAN
SRR KRB AR L IMIKEIMEAIMERRER, Ff 1R TELLRIER NSRS,

2.4. #fX

OTRSHBE—MAREMAF X, AFNFRARBIAIRITICOTRSHRZRMBEXEIHEESR.
{RE] CAE BB FIRKRITIEOTRSHZ R, ECE. /A, AEFALAEE-, RiLTEdH
#IbugiRIF R R IR EIRHBUG,

OTRS#XFETIE : http://www.otrs.com/open-source/,

2.5. OTRSZ U ARS

HNRMREOTRSEPANRET W 2HF, FIFEAIOTRSL 2, EHAG 25 F 4% A K I SR AR 0/ Al I
AEEE | (RRICARIBARHERE 7R RIGHA S N A E KL TEE,

OTRSEHFANEEREMEWAINZIUIINE, TAMABMNERRITHOTRSRAAEIERF , HE
BRARMNLHRIEF KERIF 2 S RERLEI,
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http://www.otrs.com/open-source/
https://otrs.com/how-to-buy/packages/#feature-add-ons
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ay =z )+

=1

5 2 B Ik

ER TOTRSHRIELEMLZERIMEARLRE |, RS T MNEBS M TG EEMRPMZEZEROTRSHE

o

XERSNEABIEWEBMIEEFERSZRWECE. ORSHMBIEEZEED. MHERIPerliRiREIE
®. REBEMOTRSIEIMRR, IREOTRSHIcrontESZ AR OTRSECE X ) —LLEAKIRE,
R

FEAZRNFMA LS WRLZROTRSENRIIARSS BFH , AR AMEREHNWEBRERERHAEERRLR
TO

1. EETZE - TIMERGERR

MNRIFMEAMRLETLEBOTRSTMEBINEE |, (RN IZMERAEREE , AAXEREE. REE
7%, {REJUEEM T £#Xwww.otrs.comik 2 =] FE T R4,

1.1. £FSUSE LinuxfREZ £ - LERPME
ARER AR T ESUSE LinuxBRE5 88 L 3RPMEL,
1.1.1. E&ZOTRSETENHUIEEINE
{Re] LAMEBAREREIBER I : MySQL, PostgreSQLEXOracle, ZBEBOTRSERITHIEIEER
MySQL, AR T EETFSUSERRSEE ERREMYSQLEEZEMN S B, HANMRMBEHREEHETS
HEE , el S RIEELRE — 8 B MISIEERS S L.
EE
R {FEopenSUSE 12 3ERIRASBABHT R , KR LIRARRERMYSQLMZE
MariaDB , = 1N5MySQLIXEFRAMIMYSQLAY Sz, XFHEBEMI0 , ErILARMTIES
B (ERESFEZEFHFPRL—5=2) .
BArootF PTG L RERMYSQL :

mH\QY

A

wa

linux:~ # zypper install mysql perl-DBD-mysql

EEREHINENLRMYSQLEIR AR, REEEN—EIHKINMREUEFTES0TRSIEIT, AXAYRwE
BTHANE/ete/my . enfHRMTFIITRI[Mysqld]Fs :

max_allowed packet = 64M
query cache size = 32M
innodb log file size = 256M

ES =}
BiER , ORSEEULBIE N IR AE RS,

MENITER S systemctl restart mysql.serviceXRE B HIBERS =M EN A ERAR,
A Riz1Tar < /usr/bin/mysql_secure_installation HiRiIEFF IR TKIZEHIEERNroot &
5. BRERIARIABMtestiiEE, &5 , EiTar<dsystemctl enable mysql.serviceX##
RMySQLTERRS 28 /380 BANiET,

1.1.2. & OTRS

ERzypperiBit G ITRERORS , EXSRA—LiXiiENApache WEBRRS22F1—LEPerli&
R, BIRFELZIEOTRS RPMXEEFHIZI T HRIB R,
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otrs-sles:~ # zypper install otrs*.rpm

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

Additional rpm output:

Check OTRS user ... otrs added.

otrs-sles:~ #

MEERTGSsystemctl restart apache2.serviceE/EApachelAEE A JyOTRSIENHIED
B,

1.1.3. ZREIMIperliRiR

OTRSERBETRHBERRMANLRIASLTRAEZTENER , ReIUEREFNRREN]. BT
I FER/opt/otrs/bin/ FHIBIZA0otrs.CheckModules.pl , BILASIEERLE T WRLE A L 2E M
IR, B[IERIEIRE]AEBIRIETIMAP(S) EMTAB B AR PDFIZ U AV4IE.

FESLESERIER AP FEEZRIINEBRG B EERRIGREMIRIR, NXBREFSBRIERBIRAIVIRGE
€ : http://download.opensuse.org/repositories/devel:/languages:/perl/ , 540 , SLES 11
SP 3R &€ E MIZ A TNAM ¢

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/languages:/perl/
SLE 11 SP3 Perl

ffopenSUSE  12.3fABMail::IMAPClient FEEIMIRGCE , IMERIABHREZMATLS
INEZRIIMAPHR A AR S5 25 URERHRAFAT A BE, NS SITHRIXMET !

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

ERNT MR CEREXERzypperft RRRANENZ A, WEMRI AT MR T EXFR KRR
SRHIRRIR,

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 &lt;devel:languages:perl@build.opensuse.orgé&gt;
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

The following package is not supported by its vendor:
perl-YAML-LibYAML

12
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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]

— S REAWEBZREFREEEORS , HIREAE R BHIAL,
MEIREI AR ENOTRS PR H RS AN A SR IZ L HIZRIcronfES (WA Blotrs AFHIT)

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

FIXHT | FEE
1.2. 7£Red Hat Enterprise LinuxzCentOS& 4
Z#*=O0TRS
AEH A TE—&Red Hat Enterprise Linux (RHEL) B¢ CentOS A% 28 FRPMBREBIHIRE,
1.2.1. & : ZHSELinux
R
IRIFNRREA TSELinUX , (FBEERME , BMOTRSTAERTIE,

TERMNMFEIZERHEL/CentOS/Fedoraf 22 FSELinux :
o IEX {4 /etc/selinux/config R Eg & SELINUX=disabled :

Fﬂ

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

# SELINUX= can take one of these three values:

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

SELINUX=disabled

# SELINUXTYPE= can take one of these two values:

# targeted - Targeted processes are protected,

# mls - Multi Level Security protection.
SELINUXTYPE=targeted

BRI

- ERRY%, EREMWiIATSgetenforceik[@BDisabled :

shell> getenforce
Disabled

1.2.2. E&HOTRSATHRIIBIEEIFR

{REIAERRERIEIEEF IR : MySQL. PostgreSQLZkOracle, EBZEOTRSEHEIRITHIEIBER
MySQL, ATfEidR THEETRHELAIARS 8B ERREMYSQLEZMNZ R, HANRMMERBEHENEER
HWFEER , W] MERIEERRE — & R M BIRERS2E L.

BAroot BB FP#IT R IIEVA SR ERMYSQL ( K MariaDB ) :

shell> yum -y install mariadb-server

SEMFNRZ LFERIANEINZREMYSQL , IRREIEREINZELLEHTORS, ERANXARwRIEREK
ﬁ'JE—A%?S‘dﬁF/etc/my cnf.d/zotrs.cnf , BB8WTAS :
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[mysqld]

max_allowed packet = 64M
query cache size = 32M
innodb log file size = 256M

WEMITsystemctl start mariadbRESHIEERS B HEEN A HHER AR, 9.* Lz_:? me/
usr/bin/mysql_secure_installation , H#ZBEFERE LHIESKIZELIEENrootZE, BIRE
Binin) R ibRtest iR E,

T2
5iEE , ORSEEUtFSIE N IR ETZ(E WL,
1.2.3. &% OTRS

ﬁ%yumLﬂnpvﬁﬂéifé%OFRS EXESRA— LS MApache WEBHRSS 2351 —LEPerli&iR,
HBRIFEL4E0TRS RPMS{#E%JEUTéHUEiO

shell> yum install --nogpgcheck otrs-x.x.*.rpm

Dependencies Resolved

Package Arch  Version Repository Size

Installing:

otrs noarch x.x.x-01 /otrs-x.x.x-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
Installing : otrs-x.x.x-01l.noarch 26/26
Check OTRS user ... otrs added.
shell>

M7EER TS systemctl restart httpd.serviceEEApacheAFH A HOTRSIENMECE,

1.2.4. LREIMIperliEir

FRTEIIRPMBLRRIPerliZiRIh , ORSEFEZ —LHERMPerliZiR |, (RRILAFiHER, BIMITAL
FHBR/opt/otrs FHX#EDbin/otrs.CheckModules . p USRI EFRAMIEIR, —LEfER Q2%
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RIINEEATZE |, LhONSIMAPRRSS 8Bl B £ R PDF, 7ERedHats(CentOS EH A I#FMEPELRFE
BERFRIXLEARIR | EPELEHFedorall BEFHI— MR EE , MRHELRE D TR S RERKG
B, FIEEPELMIL EEBEZER.

MRIREARIRRHEL 73kCent0S 7, fRATLAMZ MUK ISRITAIEPELARIFEL, (RRIBARAIT N E
HER LRMMEPELIRAF B ERIyumi :

shell> yum -y install http://download.fedoraproject.org/pub/epel/7/x86 64/e/epel-
release-7-8.noarch.rpm

Installed:
epel-release.noarch 0:7-8

Complete!

ARG CEREXERyum , SRRFERNENZHN, WERR UG TEXFRZREREHER
®Y,

shell> yum -y install "perl(Text::CSV_XS)"

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

Complete!
shell>

TP REAWEBLKRIREEDRS , EIiE A ERF .
MEIREI AR ENOTRS P IEH RSN A S IZ L HFZRIcronfESS (WA otrs AFHIT)

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

SXMET | REREE

1.2.5. fRedHat3{CentOS %% 0racleUEEIRE)

1B RABEORACLESIEE L ERBORS | (RESHIZHRE DBD::OracleSIBERE, XHZTSEE
THERSERT — &)L ; XEEAOracle2— M AGRIRE , RedHatzkCentOSIT B &R A L 2E it
1HIRPMER (& FE T 53 & XA IR ),

B, BIFEERRgcc. makeFlCPAN |, X3 1A BEHIFMZRIX N, R FEEBERIMEGSE
FATFCent0S , HENMRARIGEE— KRR E,

shell> yum -y install gcc make "perl(CPAN)"

TP RIKNHLRBBEEZ PR, REZE|OracleEMEMR—NREKS , AN : http://
www.oracle.com/technetwork/database/features/instant-client/index-097480.html| =] A
THEFIHIRG, EEFEWME'Linux x86 or x86-64'hRA, {REJLAFH#H<uname -ife&LEH , B4
='x86_64' , E42'i386'E1x86, 1RRM1Z | iR E'Instant Client Package - Basic', 'Instant Client
Package - SQL*Plus'#'Instant Client Package - SDK', ¥ E/MREFEMEN— B R, UERTHE
FIR S RERIXLIREE :

shell> yum install oracle-instantclient*
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e )¢}

B o tmbE RS T 1T

o

;—Eﬁsus{,\g R EMMNIBETEHRIZEDBD::Oraclelfzsl, F2LArootBBFHITIX
B/iE

EES, SR

shell> export ORACLE HOME=/usr/lib/oracle/11.2/client64
shell> export LD LIBRARY PATH=$0RACLE HOME/lib

shell> cpan

cpan[1]> look DBD::0Oracle

Fetching with LWP:
http://www.perl.org/CPAN/authors/id/P/PY/PYTHIAN/CHECKSUMS

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.

Checksum for /root/.cpan/sources/authors/id/P/PY/PYTHIAN/DBD-Oracle-1.62.tar.gz ok

MAEF Z B HKernel/Config. pmﬂ%?zeﬁi\ﬁ HEORACLE HOMET, T—%

HISRIEEORS , Hd2AE 35
JES =]
BEE , ORSBBULTBIF N IR ETF (AR,

1.3. TDebianziUbuntuzZ 4 - Z 3 0OTRS
BE
BMEREEEOTRS , FEFEADebiansiUbuntul2 £ OTRSER £
NRMRERIMRINR G R L EPeriRREES S —LE

2EFAWEBZL

libnet-ldap-perl \

xs-perl \

imapclient-perl \
libtemplate-perl

apt-get install libapache2-mod-perl2 libdbd-mysql-perl libtimedate-perl libnet-dns-perl
libio-socket-ssl-perl libpdf-api2-perl libdbd-mysql-perl libsoap-lite-perl libtext-csv-

libjson-xs-perl libapache-dbi-perl libxml-libxml-perl libxml-libxslt-perl libyaml-perl \
libarchive-zip-perl libcrypt-eksblowfish-perl libencode-hanextra-perl libmail-

2. \WBERBZLZEOIRS (Linux, Unix)
2.1. £ : ZHSELIinux

T2

MBIRHIRGER TSELinux , (REERAT , BMOTRSTAER THE.
THE2UM{MZERHEL/CentOS/Fedoraf 2 FSELinux :
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» IEX{F/etc/selinux/configHEE ESELINUX=disabled :

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

# SELINUX= can take one of these three values:

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

SELINUX=disabled

# SELINUXTYPE= can take one of these two values:

# targeted - Targeted processes are protected,

# mls - Multi Level Security protection.
SELINUXTYPE=targeted

# HH

- BERRY%, EREMWiIATSgetenforceik[@ADisabled :

shell> getenforce
Disabled

2.2. P11 : ¥ .tar.gz

MBEREMNRBLEARS , B Mhttps://www.otrs.com/download-open-source-help-desk-
software-otrs-free/ T #.tar.gz. .tar.bz23k .zipt&XEVIES 4,

fRELXMERM (FlaNfERtar) 2l/optBx , FiFE Fotrs-x.x.x EdsaHotrs (AT ) .

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

2.3. TIB2 . ZRHINIFIPerliEiR

EA T EMMARSEIRE B ZRNNLFHICPANRIREL BT,

shell> perl /opt/otrs/bin/otrs.CheckModules.pl
0 CGIL. ... ittt ittt ok (v3.60)
o Crypt::PasswdMD5................. ok (v1.3)
O CrymiEe 8SSLEEY oo onnnnooonooo0o00aa Not installed! (Optional - Required for Generic Interface
SOAP SSL connections.)
o CSS::Minifier...........ccvuvunn. ok (v0.01)
o Date::Format..................... ok (v2.22)
o Date::Pcalc............ciivinn. ok (v1.2)
——
=\

BEEE  OTRSEE—NERTHEZOER (fversion) . BETIEAIPerl, XLEARRATE
MAMNETTE , ERLERA L (GARHEL ) EKIAJ ﬁﬁ%imﬁuﬁm {REJReEE LR —
Mperl-corei4a,

BRERAHPerliE | (RAT :
2.3.1. a) BEI{RMLinux) TG B B IR RS R 2EE

» WtRedHat. CentOS. FedoraBkEBRMIARL :

§H1

ZHMEGE

shell> yum install "perl(Digest::MD5)"
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 FSUSE Linux Enterprise Server, openSUSETEBMALS : B AMERRNREGE BN, BEF
IERMy::Modulefy3R 4 B0U 8" perl-My-Module”,

shell> zypper search Digest::MD5

RERR

shell> zypper install perl-Digest-MD5

* ¥tDebian, UbuntusiRERIRL : BEMERRNRG BB, BEBERRMy::ModulefiX &0
f8"libmy-module-perl”,

shell> apt-cache search Digest::MD5

RERR

shell> apt-get install libdigest-md5-perl

HER (R RETERBILInUX S STV € B IR I Fr B EURIR SRR AT BRIAR A |, XA IE AL
TR RBEIER BT CPANL X LEAER (W),

2.3.2. b) iBiZCPAN ShellZEFEZERPerlizZiR

IR MREELNUXRSE L |, FERABRAF (root)iz{TCPAN shell , EAXERIRFEZHOTRS
ik FAIWEB AR S5 85z TR E R RIIK = 2 E (0],

shell> perl -MCPAN -e shell;

install Digest::MD5
install Crypt::PasswdMD5

MRAZMF LT IATNREMR I T o IEAIIRIR |, MRS I RIR B2 TR L,

2.4. $I83 : IZOTRSHF

elIZRAF :

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

R FPARMNEIWEBARS 2RFTELE (WNRWEBRRSBEARAOTRSAFIETT)

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

2.5. TR . BUERARECE XM

OTRSH®E T —MCEEXH : $0TRS HOME/Kernel/Config.pm.dist, {fREZEEEHI IR
. disti BB XMHRBEE.

‘shell> cp /opt/otrs/Kernel/Config.pm.dist /opt/otrs/Kernel/Config.pm
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| |
2.6. TS WS ERSNWRAREHERE

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.Console.pl
/opt/otrs/bin/otrs.Console.pl syntax OK

“syntax OK"RRFTEWIRIEREBER R,

2.7. 186 : iIcEApache WEBJR5 28

Bk, R8%KApache2 WEBBRSEEFImod_perlt&iR ; —iER@EId RANRGF B EIERZKEE,
TEREILAZIE R LinuxD T L FKApacheEEN TS,

# RHEL / CentO0S:
shell> yum install httpd mod perl

# SuSE:
shell> zypper install apache2-mod perl

# Debian/Ubuntu:
shell> apt-get install apache2 libapache2-mod-perl2

KEBsTBVApacheZEHRBIE— 1 conf.dB R, ZELINUXRAEPRXNMBER—HRTE/etc/apachedk/
etc/apache2B& T, BrootBFPER , #fAconf.dBx , #EApacheld E B REIE—1EI/
opt/otrs/scripts/apache2-httpd.include.confi9iR§E#Ezzz otrs.conf (FRFRHEAE
EREZEBHAOTRSEE ),

# Debian/Ubuntu:
shell> 1ln -s /opt/otrs/scripts/apache2-httpd.include.conf /etc/apache2/sites-enabled/
zzz_otrs.conf

OTRSTEZMA—LApacheRRIAR REEBITINE, EAXSHTE LR N@ETa2enmod TERK
WIABERUE T IX LR,

shell> a2enmod perl

shell> a2enmod version
shell> a2enmod deflate
shell> a2enmod filter
shell> a2enmod headers

MEMRFIAEEWEBIRZ A RBAFBLEIRE T, EASHRRAIRTUAsystemctl restart
apache2.serviceds $KEFApache,

2.8. T&7 : XXHIR

BLArootAPSHAITU TGS , MIREOTRSHIXHF B RNR. EFSIMMEMIRNERAFHIE
WA FAEIRE,

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

19




1= o K A
2.9. TIR8 : BIEEIRENARAEREKE
E{FEAWEBLR% S http://localhost/otrs/installer.pl ( B{REIOTRS EH Z Bk IPi 1t &
#"localhost” ) RiIZREEIEEN R AEREENBRHIK,
ER
THEHMNEFEEIREZHWMYSQLE, ERMTFIITRIXHE /etc/my.cnf BI[mysqld]ER
o
max_allowed packet = 64M
query cache size = 32M
innodb log file size = 256M

R
iR | ORSBB LB RIBE T R,
2.10. 2RO : BXRES

WE(RRIBATE  http://localhost/otrs/index.plERAAR T , EREWEBLZREFFEEMIAEEE
(FF : root@localhost ),

BAASR , TR T RANEARE,
2.11. 1810 : FaIOTRSSFiFtTZ

HBVOTRSSFIPHIZE A FAIEOTRSHIIFTE R EFMBIMES. ZHIfECronXEHHE XBESI
EEBHOTRSSFIPHTZAIE, XANSTIPHIZE L IEFT BN GenericAgentBIMES 1TSS , BN
Aot rs FHFIE1T.

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

2.12. £911 : OTRSHFHCron{E&

OTRSE® TEMNAEMcronX : /opt/otrs/var/cron/*.dist , Ef BN RHIHFROTRSSTF
PIEEIETT. MEBEERTNEHART. disth BENXEGHBRBEEN.

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

BHEAGHPLHXEcronfFll , {RATEARotrsAFPZITHIA 4FCron. sh,

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

E ] AFIX MR E LEcronfE S ( RGEIPRER )

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

2.13. 2112 : ixEbashBi# 55 (1)

FrEREMOTRSHSIRIEMESEITOTRSIEHIAEDO bin/otrs.Console.pl#ifT, B2t
bashBIB &N FINEE , EEKERNGLIENNER L,
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fREI AR R HEElbash-completionkiFidbashtIBa#hTINEE, EREROt rs AP BENEMRH
FHA{/opt/otrs/.bash_completion,

E/3shelllg , fRRILATEMIAbLIn/otrs.Console. pl/a#kTAB# , MSEREFIETTHANGS., MR
REATHRSHERER , HTABERIHFBELREXLEFHFNGS, HROATENGSE , XRTAB
BRIIHRBTRIERSH,

2.14. -/I)%Bgé13 : i& J/1HIL:\
HABIUMFSEOTRSH AR ET,
WMRLZEIBR TR , RE] AL FAIHIER 45 Rotrs@otrs.org(http://lists.otrs.org/) & iE—NE

1Cro

fRER] ATEROTRSEEFI B ENRAKISKERZOTRS |, BB BT RAIOTRSR K, BHANMTWARSH
£ FRE RS R EOTRSH MOTRS ISR AR IS,

3. FFAWeb%& a3

ERRFZOTRSHREE , fReJLAMEAOTRSHWEBZR R RIFBEFEEOTRSHIERE, WEBLREER
—/NgEimit BU%EEIEIEJE’JWEBDTE WEBZ 25820ttt 2 : http://localhost/otrs/installer.pl

BHIWEBZR:EE , BFRE TENSRRIREMIAL
. MIBOTRSHAZEBEHRE T —F' UL (WTFED,

2.1. MilRFE=

OTRS 6
Business Solution™

Step 1 Step 2 Step 3 Step 4

Welcome to otrs_§

usa

OTRS Inc.

19925 Stevens Creek Blvd.
Cupertino, CA 95014-2358
Phone: +1 408 5491717

Mexico

OTRS S.A. de C.W.

Av. Insurgentes Sur 863, Piso 7 Of 01, Cal. Napoles
03810 Mexico, D.F.

Phone: +52 55 1168 9664

Malaysia
OTRS Solution Shd. Bdn.

No 17-1B, Jalan Puteri 2/7, Bandar Puteri, 47100 Puchong

Selangor
Phone: +603 2725 8088

Web site: www.otrs.com
Email: otrsteam@otrs.com

Germany

OTRS AG
Zimmersmihlenweg 11

61440 Oberursel

Phone: +49 (0) 6172 681988 0

Brazil

OTRS Do Brasil Solugdes Lida.

Av. Paulista, 37 - 4° Andar — Bela Vista
CEP: 01311-802, Sao Paulo / SP
Phone: +55 11 41308205

Hong Kong

OTRS Asia Ltd.

Three Pacific Place, Level 3, 1 Queen's Road East
Admiralty, Hong Kong

Phone: +852 5803 5820

2. [iZGNUBA 2 HFE( TE) , AR GITEEISRNENIZEERE,
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2.2. GNUEA R HIFFRTIE

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 Fublic 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
letting the public access it on a server without ever releasing its
source code to the public.

Don't accept license or Accept license and continue

3. BIRREIEOTRSPERIIRIERE, zzn%1,J\L¢§MySQLﬂzpostgreSQL IRAREEIX B ik R R BT
WEBRERIE—MURE TR ERFINIEESE AL SIRIFNESRIEE,

2.3. BUREER

Step 1 Step 2 Step 3 Step 4
License Database Settings
Database Selection (2/4)
MySaL
Oracle
PosigreSaL

© Create a

Next

4, ﬁﬁ%LhMHﬁF%* , MRfE E— S HRAWEBZREBMEREELRERCHERUEE |
EAREIIAE—ASER. EX N REHAREEAIEE,

22



OTRS

Real Services

2.4. BIEEINE

Step 1 Step 2 Step 3 Step 4
License Database Settings

Configure MySQL (2/4)

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

Check database settings

Back Next

5. BIE—MNBURERP  EF— M BIEERN , ARE T2 (LTE).

8 A=
E_I:I

OTRSEAREM —MNRER , HANMRMEEHLFIUGAMGE CHER, XMEBREAE
BR & f4Kernel/Config.pm , FRLATLEIEEX NI,

2.5. BIREIRE

Step 1 Step 2 Step 3 Step 4
License Database Settings

Configure MySQL (2/4)

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
+ Datat check successful

Database User (New)
User. otrs

A new database user with limited permissions will be created for this OTRS system.

Generated password: K6LdsukBvkUVSi43

Database

Database name: | Otrs

Back Next

6. MIRFECIBIIERE , AEAENLKE , WEMAR. RETFT—SEAT—MFER
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2.6. INMBIEEERE

Create Database (2/4)

Step 3
General Specifications and Mail Settings

Step 4
Finish

' CREATE DATABASE ‘otrs’

+' GRANT ALL PRIVILEGES

+' FLUSH PRIVILEGES

+ Processing otrs-schema

+ Processing otrs-initial_insert

L4 Processing post statements
Database setup successful!

Next

7. RIEFABEVENZRRE AT T—% (WUTE).

B 2.7. REiRE

Systemn Settings (3/4)
SystemiD:
System FQDN:
AdminEmail:
Organization:
Log
LogModule:
LogFile:
Webfrontend

Default language:

CheckMXRecord:

Step 4
Finish

o B

The identifier of the system. Each ticket number and each HTTP session ID contain this number.

otrs.mycompany.local
Fully qualified domain name of your system.

cg@otrs.com

Ernail address of the system administrator.

MyCompany
File

Log backend to use.

Joptfotrs/varflog/otrs.log

English (United States) [

Default language.

Yes B

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

Next

8, BEFRE , MAIURMBENBUBREEW LI , NERTFRRSSELMNZEPTX—2 (W0

TED

o
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2.8. HIFECE

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

Step 4

Mail Configuration (3/4)
Configure Outbound Mail
Sendmail 5

Select outbound mail type

Configure Inbound Mail

User for inbound mai

Password for inbound mail.
9, RE ! WEOTRSHLREEBTTA , ME]ARARXNMRATIET (INTE ) . EXGEIRRHEALD
hthttp://localhost/otrs/index.plENe] & RZIOTRS WEBSRE, {EHAF & root@localhost FIRI4E
I LAOTRSAABRRER , RARMMAIUEEX MR ARBEMHIFRT,
e

B8 FRIERLAY root@localhost ik 2543,

2.9. WEBZRENREF=

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

Finished (4/4)

http:/flocalhost/otrs/index.pl
root@localhost
SnZNWqgEc1Ah0aS0O0

{lenjeyl)
Your OTRS Tearn

4. EWindows E{EFOTRS

OTRSEIUEEMARMNAR AT S LiafT , BFERWEKLINUXFEESIOTRS on  WindowsFISUSE
Linux Enterprise Serverk—&IIEEMLInuxD X,

FAMAEWiIndows & Liz{TOTRSEHANEIR Tk EAYMEEHRA , REMITIFRNAN  BERETH
ANER , FHEAPT AL ERAZS NAENEE, BT EaiR) N RHfMNERN
F=73A , FEItHFE-BREND BINELF LA L WindowsZ&iZFFIOTRS Appliance ( OTRS
— RVl |, SREBEENMVPLEFTLRITERERNOTRSAS) .

EXEERT , FAIAEERIEOTRSAEIFLIZITFWindows S |, FRAZEIFOTRS T2 LHEIR
RELiInuxEE s EAFEITEERNOTRS Business Solution™ ( OTRSEHWEERAR) .
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ATEBZHIZOTRSKAWindowsiEBEILinuxBASK SR EIERE , BANEX B AIRES TIEMAVIR
EHO

4.1. WNAEBMEHWindowsZ2EZ | Linux

4.1.1. iBAFES

MBHRET —APNEFWindowsHJOTRS L H 483 %EULinux%% REELE—S8LinuxiRSE
EINENHEZRAPLEORS (SHRREHPBPED) | J’E‘?EE’JEH\,%%O

4.1.2. E1SOTRSCloneDBZ DA 72 f& £54E =
HAWIndowshRI R AEIBRE | HREBITMRIIOTRSCloneDBIRHFEEIOTRS :

{RET AN G B IR P H EREOTRSCloneDBHRAE, MZEMEY TG RAEFE"OTRS
Extensions"H R ' BEMRECEREE R , ARSE—NIRFPEROTRSCloneDBHREE |, =
T &R0,

{RIEE]AMOTRSHIFTPRRSS 28 EF N FEUX MRS , FFRATEMNAEFIhLRINRY
fl, http://ftp.otrs.org/pub/otrs/packages/

AT HBBRASHRITE

0TRSCloneDB-1.0.13.0pm

2.10. T#OTRSCloneDB - & &

1. Windows Server 2012 [wird ausgefiihrt] - Oracle VM VirtualBox '- -_--:-@'E:h
Maschine Anzeige Gerate Hilfe
- | a -
a@| @ hitp://mirror.otrs.org.cn:6877/pub/otrs/packages/ p~c H @ Index of /pub/otrs/packages ‘ | it ?‘:,? {‘é}
@ FAQ-3.3.92.opm 2014-11-18 04:45 33M o
@ FAQ-4.0.1 opm 2014-11-25 04:45 3 4M
@ FileManager-1.1.7.01 2014-08-05 08:56 33K
@ FileManager-1.2.1.01 2014-08-05 08:36 33K
@ FileManager-1.3.1.opm 2014-08-05 08:36 33K
@ FileManager-1.4.1.¢== ANTA 1101748 33K
Open
[#] EileManager 142.{ | gpeninnew tab 36K
[B] FileManager-1.4.3.{ | Openin new window 36K
. ‘ Save target as... |
[P BileManazer-1 4 44~ Tprint target 37K
[#] FileManager 1.4.5 ¢ 38K
[#] EileManager-1.4.6. 38K
[#] FileManager-1.4.7. | CoPy shorteut 50K
[#| FileManager-1.4.8. 52K
E-mail with Windows Live _
@ P—de\-{maacl L4.9.¢ “‘&’ Translate with Bing 3K
@ MasterSlave-1.0.1.4 All Accelerators r | 31K
[#] MasterSlave-1.0.2 e adER 3K
| [# MesterSlave-1010 [, 30K
| ) MestecSlave-1.12 31K
Properties
I @ OTRSCloneDB-1.0-7opm ZUTH11-21 1597 350K
@ OTRSCodePolicy-1.0.1.opm 2014-08-05 08:56 517K
I @ OTRSCodePolicy-1.0.2.0pm  2014-08-05 08:36 521K
I @ OTRSCodePolicy-1.0.3 opm 2014-08-05 08:56 524K
I @ OTRSCodePolicy-1.0.4.0pm 2014-08-05 08:56 524K
| @ OTRSCodePolicy-1.0.5.0pm  2014-08-05 08:36 2.7M
@ OTRSCodePolicy-1.0.6.opm 2014-08-05 08:56 2.7TM
(V]
| m OTRSCodePolicy-1.0.7.0pm  2014-09-13 14:46 2.8M
] = | o || = " . 1:57 PM
| LR a D [em] e e
| @ ® & @ 0 | @ ®STRG-RECHTS
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ZEBWindowshRFIOTRSH :

2.11. Z30TRSCloneDB - FE#E

ﬁ.ﬂ Windows Sen

Maschine Anzeige Gerdte Hilfe

e@h‘r http://localhost/otrsfindex.pl?Action=AdminPackageManager ~ JO = G” 4 Package Manager - Admin ... | | A ok It

Dashboard | Customers | Tickets | Statistics Q

Package Manager

Actions Online Repository

Browse... HAME VERSION VENDOR DESCRIPTION ACTION
W+ Mo data found.

Install Package

[OTRS Extensions v| Local Repository

Update repository information

MHAME VERSION = VENDOR DESCRIPTICN STATUS = ACTION
1.0.7 The OTRS CloneDB package.  installed

Feature Add-Ons

HAME DESCRIPTION
Required for a smooth deployment of OTRS in a High-Availability Environment
Adds a custom search for Config ltems regardless 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 IDs.

Newly created tickets can automatically be moved into configured queues, depending on
ticket and customer user seftings. V]

uﬂ‘e‘H@‘ ‘F&@(bb[u1m“
B8 ® @@ l| @ Bl sRe-RECHTS

[ &

MRARER T —LEMININEEEITOTRSET T ERIFA R 2 BRI, RRAFBEIEMBERTRNRAGhEE
SUnixEMNZRFREMARNT , HOTRSEHMIRHBIMIB X4,

4.1.3. RIFBERR G PostgreSQLIEERIZTZ 0]

OTRSCloneDBRiiA @S M4 £ HI IEREERVENIE |, FTARMFEZ R IFRIBURERIZIZVIR), ARV
RBEREEA—# , BAEXEEREIR T PostgreSQLEHE B AYIZFZ V],

BISSHEREIBWRASE | thiRZlpostgresqlB X :

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

BRIITRMEBIMHERE

listen addresses = '*'

REXM

shell> vi pg hba.conf
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B RIITRMBIMHERE

host all all 0.0.0.0/0 md5

REXH,

& ZPostgreSQLARS 28 :

shell> service postgresql restart

4.1.4. (£1FOTRSHRS
FIEEIRR GBI TRIRS :

shell> service cron stop

shell> service apache2 stop
shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh stop

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

4.1.5. MREFRARINBHIBEEE , AlEBURBE=HIERE
OTRSCloneDBHIARSBIFE MR R FERIotrs BUIBEERIENIE | FICATRIIZEEZEF ek :
t#kZpostgresql A :

shell> su - postgres

PR E BHYotrs &Rz E

shell> dropdb otrs

HotrsEF eI — N iotrs BB EE :

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

R[EZrootAF :

shell> exit

4.1.6. FKEEUEERPostgreSQLZ RS
HNBFAAMOTRSER -
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shell> cd /opt/otrs

EFERAKWEEH !

shell> less Kernel/Config.pm

{RE T HRI— SR AR R RIS
B 2.12. RENERBIRENERS - FREE
o2 puty

can use

### MARKER ###

EHAIRBIH

I88cm34A1B6xrl3

IBEBEE— KA L,
4.1.7. ZERIREZIBINRR

tNHREIWindowshRRIOTRS |, FTARAEEXREFMNARREE, £
$¥"OTRSCloneDB"4H-"Configuration”¥4H :
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2.13. IEEOTRSCloneDBHR AR EL - REEHE
r%ﬁ Windows Server 2012 [w;d ausgefiihrt] - Oracle VM Vmuammd ﬁ‘

Maschine Anzeige Gerate Hilfe

G@Hf http://localhost/ctrs/index.pl?Action=AdminSysConfig;Subaction= O ~ G||>k OTRSCloneDE - SysConfig ... | | K T

Dashboard | Customers | Tickets | Statistics Q

SysConfig

Actions Result

‘ | Search | SUBGROUP ELEMENTS (iROUP

Navigate by searching in 1310 seitings I 5 OTRSCloneDB I
OTRSCloneDB (5) v

Navigate by selecting config groups
‘ :. Export settings |

‘2. Import settings |

Top of page @)

‘H—iFé a‘ﬂ‘e‘”@‘ ‘[%@ﬂgn[u1m4

Q@@ AU @ BISTRCRECHTS

BIEEZFEATIERRE R AR EIXINOTRSCloneDB:: TargetSettings

TargetDatabaseHost => 192.168.137.20 (Here you need to enter the ip address of your target
system)

TargetDatabase => otrs

TargetDatabaseUser => otrs

TargetDatabasePw => I88cm34A1B6xrl3 (Here you need to set the password of your target
system)

TargetDatabaseType => postgresql
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2.14. IEEO0TRSCloneDBM AR AELE2 - REEE
réﬁ Windows Server 2012 musgeﬁ]hrﬂ - Oracle VM V'muammw

Maschine Anzeige Gerdte Hilfe

e@\a‘f http://localhost/otrs/index.pl?Action=AdminSysConfig:Subaction= O = G” % OTRSCloneDE -> Configur... | | 1Y) ok 1H

Dashboard | Customers | Tickets | Statistics Q

I SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration
| | ‘ Go to overview |
f & CloneDB: TargeiDBSettings
Key Content l
TargetDatabase ofrs =
TargetDatabaseHost 192.168.137.20 =] I
TargetDatabasePw 188cm34A1B6xr3 ] I
TargetDatabaseType postgresgl = ‘
TargetDatabaseUser ofrs = I
@ I
Settings for connecting with the
target database. I
i
CloneDB: SkipTables  Key Content I
otrsclonedb_example_skip_table 1 =
@®
List of tables should be |
skipped, perhaps internal DB
tables. Please use lowercase.
v
v| CloneDB: BlobColumns ey Content
sl y = - m 3:06 PM
‘} = E‘u:—m]‘a‘@‘. = [ G G el DEU g g

2 ®© < @1 | @ BlsTReREGHTS Il

FEin{TOTRSCloneDBHIAHA1F Z R EIWindowshRAIOTRSH S S 1THE , Fi#H AOTRSZH
MBEX:

shell> cd "C:\otrs"

WNRIRERARIZEStrawberryPerl , M{RFEE R EPerl shell :

shell> StrawberryPerl\portableshell.bat
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2.15. iz{TOTRSCloneDBiiA&1 - FEHE

4 Windows Server 2012 [wird ausgefuhrt] - Oracle VM VirtualBo; LE
Maschine Anzeige Gerdte Hilfe
- | O x
e > http://localhost/otrs/index.pl?Action= AdminSysConfig;Subaction= O ~ ¢ % OTRSCloneDB -> Configur... A ‘:::’
mmmSmm—SS
SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration

Go to overview

£ CloneDB: TargetDBSettings
N Administrator: Command Prompt I;‘i-

icrosoft Windows [Uersion 6.3.76881
(c> 20813 Microsoft Corporation. All rights reserved.

iNUserssfidministratorred ..
NUsersled ..

Nreod otrs

otrs>StravherryPerlsportableshell.bat

skipped, perhaps internal DB
tables. Please use lowercase.

CloneDB::BlobColumns key Content
article_aftachment.content 1
article_plain.body 1 [¥]
EFIEE "B D R
= N 11/28/2014

@ ® & @ [ | @ 3]STRG-RECHTS

OTRSCloneDBMIA{ii FOTRSEH RAIbinB &,

shell> cd "OTRS\bin"

1z1TOTRSCloneDBH#Z :

shell> perl otrs.CloneDB.pl

MEMRMIZEBEIRTIMHERES RN —EEE.

=
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& 2.16. iz{TOTRSCloneDB}A2 - FEE

EQ]}I ‘Windows Server 2012 [wird ausgefahrt] - Oracle V! rtualBo

Maschine Anzeige Gerate Hilfe

G 4 http://localhost/otrs/index.pl?Action=AdminSysC
Dashboard | Customers  Tickets | Statistics Q

baction= O ~ & || 5 OTRSCloneDB -» Configur.

“You are logged in a 3 ~

otrs \OTRS~hin>

SysConfig otrs\OTRS\bin>
otrs~0TRE~bin>
otrs\QOTRS\hin>

REIE otrs<OTRS\bin >
otrs~\OIRS\bin>

Go to overview otrs~\OIRS\bhin>

otrs \OTRE~hin>
otrs OTRE~hin>
otrs OTRE\hin>
otrs\OTRS\hin>
otrs\OTRS\hin>
otrs~0TRS\bin> B
otrs \OTRS hin> =
otrs OTRE~hin>
otrs OTRE~hin>

otrs \OTRS\hin> B
otrs OTRE~hin> (=]
otrs~\OTRS\hin> =
otrs“0OTR8~bin>perl otrs.CloneDB.pl
otrs.CloneDB.pl migrate OIRE databases
opyright <C> 2881-2811 OIRS AG, http:/rotrs.org/

his script clones an OTRS database into an empty target databhase. even

on another database platform. It will dynamically get the list of tahles in the
ource DB, and copy the data of each table to the target DB.

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

sage: otrs.CloneDB.pl [-»1 [£f1 [-nl ~
Clone the data into the target database. =
Gontinue even if there are errors while writint the data.

Dry run mode,. only read and verify, but don’'t write to the target databal

DB BlobColumns e Content

. 325 PM
‘ < BBl P,

® & P @ | O B streReCHTS

ER  RNSRETHERBRESHRNBEEEREEEX , NEWEFEZER R,

MRGBHRBIR , RERBITEEDMIN

shell> perl otrs.CloneDB.pl -n
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2.17. iz{TOTRSCloneDBii#A3 - FE&EE

Maschine Anzeige

(€]

% http:

SysConfig

Actions

Go to overview

Gerate Hilfe

localhost/otrs/index. plTAction=AdminSysC

[2814-11-28
[2014-11-28
[2814-11-28 1
[2014-11-28
[2814-11-28
[2014-11-28
[2014-11-28
[2014-11-28
[2B14-11-28
[2814-11-28

Checking
Checking
Checking
Checking
Checking
Checking
Checking
Checking _add. -
GChecking

Checking

»t_relations. ..
andard_attachment...
andard_template

standard_template_attachment...

—28 16:23: Checking

[2814-1

[2814-11-28
[2014-11-28
[2814-11-28
[2014-11-28
[2014-11-28
[2014-11-28

Checking
Checking
Checking
Checking
Checking
Checking
GChecking

ticket_index...
ticket_lock_index
ticket_lock_type.
ticket_loop_protection...

ticket priority...

Checking ticket
Checking i
Checking
Checking ticket_watc -
Checking time_accounting...
Checking references...
Checking -
Checking
GChecking
Checking
Checking
Checking _cache...
Checking xml_storage...

OTRS hin> (=]

OTRS bin>

OTRS~hin>

OTRS“hin>

OTRS\bin>

OTRS bin}>

~OTRS hin>

:\otrs\OTRENhin >
W
CloneDB::BIoBCOIUMNS e Cantent
H 1 == = 423 PM
! i =) Show <
‘ F fg/ ‘ = ‘ @ ‘ (= ‘ - ! Show hidden icons DEW 11/28/2014

R BIEE KX FHEMETSIE

2 ® & & @ 3| @ 3 sTRe-RECHTS

shell> perl otrs.CloneDB.pl -r

— M RLINBNBITRLRIXAE

done.

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)

4.1.8. A\WindowsZRZAE &l NI FRIEIRR S

REZNWindowsRAEEHI—EXHRIBIRARE , (RRIAA— MR ETHERAEWN " WIinSCP” ( BT
M L8R " WIinSCP"#i1T ) o MWindowshRZARIOTRSH & &Il F 513214 :

C:\otrs\0TRS\Kernel\Config\GenericAgent.pm

C:\otrs\0TRS\Kernel\Config\Files\ZZZAuto.pm
C:\otrs\OTRS\var\article\*
C:\otrs\0TRS\var\log\TicketCounter.log
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FNEWRE

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

EBIRRFERITHAXHE /opt/otrs/Kernel/Config/Files/ZZZAuto.pm , FIERTEZEMC/
otrs/OTRS/"#&XAIER 12 B 1% J"/opt/otrs/ 1§ X HIERIZ!

MRRFMERI X HKernel/Config. pm , FEFIXLEAEKRAEE BIrRFKHIKernel/

Config.pm, AEEHIFEEES , BAMMENKIBERERNR , FEAXGHRZEBRASZIER
WindowsZ&HEAR—HE |

4.1.9. EfMRRAMBNHEE
AR OERRERREMERAEE , DRRFEEHNXHE,

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.Console.pl Maint::Cache: :Delete

shell> perl bin/otrs.Console.pl Maint::Loader: :CacheCleanup

shell> perl bin/otrs.Console.pl Admin::Package::ReinstallAll

shell> exit

BRIEEOTRSALRIFIENR :

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

4.1.10. Z2ABIrZ % PostgreSQLEIEERIITTE 0]
HUBTE B RSB BPostgreSQLEUREZIZ A 0BT B £ 18,
th#eElpostgresql B :

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

BIRIZANERERFIIT

listen addresses = '*!'

REXM.

shell> vi pg hba.conf

BIRXANERERFIIT
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host all all 0.0.0.0/0 md5

REXH,
& ZPostgreSQLARSS 28 :

shell> service postgresql restart

4.1.11. Fz1OTRSHRS
RHEIRRAHIIRS

shell> service cron start

shell> service apache2 start
shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh start

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

MAERFBETE N I 28T A S 61 T Windows R A EHERIOTRS R 4.

5. IE7E5EFT1OTRS
B
SR ZUIRINTE — &7 A9 FE N L e T H N,

MOTRS 5Z6HIEIREEITBI BIEERMBIERIT TEREN, BRERE EBHTFMHEZE"R]
AT XLERF (FTREREE R ER XA A S i A S U#HTIER ) .

MOTRS 6/ F HARR A SE

Rl AE A EFIBISERTAR A F R EI SR FFEIHN T KBRS,
MOTRS 5&#

{RE] AMERIBIOTRS 5% T R BIEHFHEIOTRS 6&FHIRI A T RKAlhR A,
MOTRS 4= E RhRAEH

==

{RAEEMOTRS AT ERMAEZEENZIOTRS 6, WAHXIFTE R AR ZRA T
STEEM. B, WWRIRAOTRS 3.07%5 , MEXVITEEHEIOTRS 3.1, ARE
E3.2. 34, 4. 5, RIFEHEOTRS 6,

5.1. ZI&1 : FLEAABEMEXAESFOTRS TIF#HE

BRFRLBEMEITHIRSHCRONTHIESEAEIXESEORS, BURTFREIARSEE , TER—
MF

root> /etc/init.d/cron stop
root> /etc/init.d/postfix stop
root> /etc/init.d/apache stop
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{S1EOTRS cronfESSHISTIFIETE (FRULIRF ) -

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

5.2. TIR2 . & HFFEIEE

* Kernel/Config.pm

e Kernel/Config/Files/ZzZZAuto.pm, 1R MKOTRS 5E
s var/*
HALEBHIRRE

=

MRGERAENTES ) , BABYREL,

5.3. 2183 : LRMRAE (tarB2=xRPME )
5.3.1. £183.1 ;: {FAtars ;

root> cd /opt

root> mv otrs otrs-old

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

5.3.1.1. REREEXH

* Kernel/Config.pm
e Kernel/Config/Files/ZZZAuto.pm, 1R IKOTRS 5F

5.3.1.2. XETBHIE

MRIFEEOTRSFEHBIBFMEEMRE , (A dlkEarticleBxE/opt/otrs/var/sfE
RAAEEPRENE R,

5.3.1.3. REEZRRMIEIAGIT

MBRGBEEMBISEIAGTT , MWNIUEE&EI* . instal ledMZEITxmIXE R E 2] /opt/otrs/
var/stats,

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

5.3.1.4. REXHMR

BLArootAPSMAITUTES , MREOTRSHXHFM B RNR. EFSIMEMIRIERAFHIE
WA FAEIRE,

root> cd /opt/otrs/
root> bin/otrs.SetPermissions.pl
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| |
5.3.2. £¥1%3.2 : EFRPME :

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

FERRME R OB RPMH 2 EX 10 RS S 9 B SO PR,
5.4. $R4 . BITEBHA
=S}

WNRIEEKernel/Config/FilesHBEIEE XBIPerlXMLEEEX 4 , MFEEEIBITIE
BHIA Z g5 X e 45515 OTRS 632 15A9FTHE =,

ERMARIHENRANTIFSNE , ARHEBXNMAZRRDHIPeriBRENEIY (WRIVFN
RIR) . MRABHREMRD , BRITUENIB LR, WARINTRAEH , BBEBITLHZE,

g — -

S,
2=
l 70N

MRFE , IBREBERIFAHOTRSIZENKX, FEIREMEIREIERIETEX (
OTRSTimeZone ) HFRBATIEETEE , BNEHERIMNBIELKIE (T8, E4F) WEERF
B [B4E SIRITNAFEENRIEEE AEMNNKX , E¥mHEA—,

W RS , BiWER UTC , AP ERARENNARXREROTRSHNBER, X
FMEMNBEIBRAS , MREERIERGAREE RN UTC sxOTRSUARIERRT /RS , N M{E
BARE# O0TRSTimeZone ,

BITERHA (HotrsEHF , AR rootHF,) :

otrs> cd /opt/otrs/
otrs> scripts/DBUpdate-to-6.pl

g =
=H

NBUMATAER T , BREREFRITIE, DT EHELERIE,
5.5. 25 : EELRINNRHGE

==}

OTRS SHHR(FESO0TRS 67FHE , UFHTER.,

RE]AMER TENGSREMMBERRNRAE, XERATAELFHEERMNAERMGE, &
HERIETRFBEERREREMRAEE (XFZOTRSSTFFHEEZRIT) .

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

5.6. 2186 : ERRS
FRATBSER , XEE—MAIF :
|
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root> /etc/init.d/postfix start

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

=z
N
IE/%\

OTRSSFFHEIZRIEMIRIFOTRSFILTFER |, FIIIRZB FHRF, FRE T —SHMRERE
EO

5.7. £187 : BiiOTRS=FIFi#HIEFcron|E%

OTRSFIPHIETIHRIBOTRSHEMBREMEEMES, TIPHIERFRBZEFENCronfES WA
otrs AFBHBIN,

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

WBIREIUAEREIRE T,

6. [N I

{Re] AR R FHA RIS T2 7 BRI ROTRSIEZRRIINGE, RAEIETTHMNRMG B EERENELREE
ETHNAEFE  AEERGENKENYE | BT UNAR X GFRRRGE.

6.1. FAQ#0iRJE

FAQANIREE R ANIREAAMF, EXFHAIRANENRENES, MIANEIUIZRI AR, EFAFN
ERAPRREIEERR , Er] AR B RER[ARRNENESES.
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% 3 E OTRSE—¥

AEMENRREM OTRS EREIMLANE web FREMZEH , MBRIERSAR. EFMNREERE
5, &L OTRS REEERRER , ﬁfﬂi’EE’éAﬁHF%F—IFHE’Jﬁﬁ?m%

1. [R5 AIWEBSRE

EE

FEFE—RERZA , BERMEWebARSS 28 LAIHTTPS , BMEOTRSEI SSL/TLSH IR i
TEMNARS BRUARITLERERYIFMULER , BSAWebARS3 28 (WApache2 ) BIX
.

MIEHTTPSE , BEAAREFTISEERIN HttpType 8B M https . XIEHROTRSH
RIFT B RER @SS EAHTTPS,

AR BFIEHTTPREEEEZIHTTPS , BB AREE T AR M 5EE 5B ORS,
XMIZEWebMRS BHEERA LT , USEMEAMR, BR , NRIARETEE , fRE]BA
ERAZEERIE HTTPSForceRedirect RBERR , EEMNBEFRFISIIHTTPS,

BREARWEBREAFHRIAREEEFBER. AFFPRECRSAREBHTTER, CIBEPHHIE
T8 REFAQHMIRERE. MEEFERRESS.

RIZIREYOTRSEMNL o] LAIE T Mt http://www.example.comifia] , =] LAZEWEB X 53 88 Fg A it
Bt : http://www.example.com/otrs/index. pIUEIETJOTRS”‘%):;%

3.1. R AGREERFEE
OTRS 6
Business Solution™

root@localhost

Login

2. EFWEBRHE

EOTRSHEFPE—/NERIMFWEBSE , FJARIEHIK,, EKFiRE. SIZMmETIR. S5
MNelZNTEHRES.

g FEARE | BT ERN TR AR thttp://www.example.com/otrs/customer.pl BN B[ /5(a]
BEFEXRFER.
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3.2. EFREERER

Example Company

Login

Log In

Mot yet registered?

3. 2EXWEBRH

fERMRS ARFEFWEBREAIHIE , ORSER —MAEFAQAINRER A HWEBSRHE, FAQAIIREE
BRFZRMELR, ERETIFAQINRERAM A UIE] , FERIIELTHRAIRNEN T ERFAQ
MIREXE,

EBNBRGIF |, =TB@EE Mithttp://www.example.com/otrs/faq.plsk http://
www.example.com/otrs/public.plifiia] A £ WEBR @,

3.3. AHWEBRE

Example Company

FAQ Explorer

FAQ
Subcategories Search
NAME COMMENT SUBCATEGORIES FAQ ARTICLES El
Bugzilla Reporting bugs 0 1
Wildcards are allowed.
Feature AddOns FAOs (1] 1
OTRS Framework Questions and answers about OTRS 0 1 Q_ Advanced Search
FAQ Articles Latest created FAQ articles
FAQH A TITLE GATEGORY LANGUAGE
Mo FAQ articles found. Feature AddOns - en - public (all) - 12/03/2014 00:54

Bugailla - 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 00:64
Bugzilla - en - public {all) - 12/03/2014 00:53

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

Top 10 FAQ articles

4. BREXK

BRSAGHEE BBRNENHGEBEOTRSERFR  MARAFPBNZERL, AARGNERTERT
BECRBEMARF , BEUOTRSAKEIEARER , R root@localhost'fE AR , BIBR LRI
FRE—TEMMN.,
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=]

MK RBEEES MR RMUOTRSAFH BN, M IZRIRIENZNOTRSAFEER
E’J"‘ﬂ I AJABIT OTRS R A EIR R PRI RITF IR BRIECL D,

MRFEAEAOTRSAAEERE R , AFWAZT BRI ARKFEEERL

MRBIRBIE T IREIEERD |, AIARRFER— L, RFRE&GERRE T AR |, AT
OTRSHFHIAFRE , ARE"ERITZE ZHE= (RWFE).

3.4. {ERHMEW

OTRS 6
Business Solution™

Username

Request New Password

5. WEBZE @i

—BRINERI ARG , §EBNMENERIE (LTE) , EERTHRUENTE , KifEd
KEBEEVIRIATIME, RSMEMARMLE , ERF T IZBRGFERMF TRANER, TREHETARE
FHENTRRELZE,
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3.5. RS ARFEINER

Dashboard Customers Calendar Tickets Survey Reports

OTRS 6
Business Solution™

Reminder Tickets

My locked tickets (0)

TICKET# AGE
none
Escalated Tickets
0) | Al tickets (0)
TICKET# AGE
New Tickets
0) | Al tickets (1)
TICKET# YAGE
7 2015071510123456 14d10h
Open Tickets
0) | Al tickets (0)
TICKET# YAGE
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER
Raw 1 0 0
TOTAL 1 ) )

» Settings
7 Day Stats
TITLE
Created @ Closed
1
TITLE T
-1
Wed Thu Fri  Sat Sun Mon Tue
TITLE
Welcome to OTRS!

Upcoming Events

OTRS News

TITLE o
Damit im IT-Security-Notfall nicht das C...

Release Notes: OTRS 6 Beta3

Release Notes: OTRS::ITSM Module 6 B...
OTRS AG mit deutlicher Steigerung des ...
Security Advisory 2017-04: Security Upd...

TOTAL
Release Notes: OTRS 6 Beta2

ATRESFEWE , BAWEBREZDM T NEHXE, S84MTTHENE —TER—LERESLMELHX
., FEBETRRNEN (FTERDRIBENTE ) . eIERMNEIE/MM TRNiERSSE, 18

LeEARE] LAEABADUAREL, IRZSAREFOTF AR EL,

EXNERTH TERRSME. SMEER—ARE |, IHRSMEIRREPOREXIEER , kit
T—E2FIRMF, RENRRHEAEANRRITE, WIRMFSETERE , 2B —IPFXRE
LRI BEMMRE, SIZ—MERIE/EMF TRRER - MIEN TR, S RitrRilEaEM
—MEBILENEEMOAT B R PERRT, QBT HNATHNEBEXAERS AL, F
FIEBILFHABZFEERR, BIRERAEIRKE , (TEFINACDAENARERRRER , 1
HREIEHRS AR, AIIEE, ER—MERRIMARERTS,

MBELZZBRERRIMFAQIIREIRE |, T2 BRVIEIXEARIRAVIZH,

ESMETAXER , AIUERARNRARRS, WRMAKIANOTRSAKEERERWKSER , M
B NMIemER  BEERTEERZARKS TiE.

RS R X /AR EANE N E , B/ E2FEERFNERNEXERNTXE , 81/ FX

IEE— P BIHNEF .

XEZFRSTEINEFNEENRS , BECE(IERA—IH/LN , BN FEEFSRIFRE
KER , (LAERFE. B #@idEFESE, TBRATENEREXEFAENRENTIEA , Ll
AIN/EF/MFRICR, KERE, BREERESS,

Rja , ENHENER , 2ROZMATIH (LTE) . ERE—MEEUEEZUIROTRSE 77 Mih

S INREI BRI,

—figith , EIFRIT. SHU=FNTIHEWEBRERFT B FREZEER.
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3.6. Tifl

6. IXF&RMR

INRIRZOTRSAZRIETDT , EXBIRAI BRI R T TREMITBHENHNHERRFHEMME, NRIR
B IRSARBEIFNER , MARRSELBEMRELE (&TFHEE. AR FENLEFIRK
SHWIBY)  MREERER,

URMEREZWINENR | ERTEAIEMN, IBRREMFRIUREFTELES — M TRNERER
B, EEEHAYNEZIRARSHMAONME , AFRE TR , ARREERUENR., &
ANTTERUENERE" , OTRSRGE — L AR/ | ERRRCINTHEREINRIRPENE
Hl/NERFRE S

URRFRBAM TRNEENT , TN EERMFEI TRRRTHENER |, MiRE, AL,

EMLER, 8NN EREIATIRER | U RIEEFERIEIMAELIE, REEMNIR, (R
FRERASIFN TEUREETIRFMHNER. INNPEEEERI/NRYE , SBETENE,

3.7. {RRNER

Reminder Tickets

My locked tickets (0)

TICKET# AGE TITLE
none
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
All tickets (1)
TICKET# VYAGE TITLE
W 2015071510123456 14d10h Welcome to OTRS!
Open Tickets
All tickets (0)
TICKET# VAGE TITLE
none
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER TOTAL
Raw 1 0 0 1
TOTAL 1 0 0
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IXRIRZE 1A T B/ VBB
« TERIIR/NERH
ERXNERI TN R Z - RN RKIT 0, SMAMRE, XENEPHERARIRSH TR
®, BNRINASROTREETUE/NBHRE (SHFEBRMBRZNSBGNE LANMEE
) BRE, XN T EETIRES
s BBEMTS
WHAERNRS ARBEN TR,
s XRFWTH
ERIIRS AR/ A REITIRPOTER , FEITHTicket: :WatcheriREABER TR,
s HOBRNIE

BEROBRSARBRERNRZTANTIE , EEFTHTicket: :ResponsibleiR B A BEBEXMNT

s FBIBATIRHIT R
T EFERAFITERRSS A SIE X B FRHIBAG " REY T &,
s ARSI R
TENRMARSERS ARE X HEIMRS"HERS ARERIPELERIENRNTE,
s FMBENIE
MRS AR BEUIRIMIFTE T,
XEENERFR -
- REER T &8
WigEpiEEA HiREREI SR TR,
s AR T E
FRTHTE,
s ETEH

[ive4

RS2 HEMIER,
s REH/FEREMNT R
RERLEF BESLEENNIE,
« EFHRB
HRE— A IREMEX T —MNEREHS (WXNNBEHEMS )  FEERASHEMAINE , #8
EFEETREFRRETAEMNFE , —MRFMHFRME , Z—T2F4ERNE , B
B (8] A SR A E S H RIS 42T A),
XN EETINE - B, BMX, RSARFIEEBELEZRFARERRNBIREA.
RN a0 AR AR /5 A /ANER IR AR GS | EEARI—ET SEY"HE/B " HSFERFIR AP (B

W"AZEE HARNNSFEREE) , AERPCET I NMNBHRENSFER, RREELE
ITERFHERNSTFR  TEETRIEFRFREMECEFFRE (NMEBEXFERFR) HEE



OTRS

Real Services

MK B E/EEME ( BIASAFRMEREE )  MRIFINABVE  EFERENETRIFE
FRERXENEFE,

3.8. EHHK/ERF

Events Ticket Calendar
month  week day December 2014 < N Today

Su Mo Tu We Th Fr Sa

Y Event Information
Ticket fields
Customer ID: OTRS
Customer user: Mr. Bruce Banner
14 15 16 Priority: 3 normal
Queue: Raw
SLA:
Service
State: open
& Title: Test Calendar One
Type: Unclassified
Dynamic fields
Start time: 12/09/2014
28 29 30 End time: 12M4/2014

BIUAERSECEFMIFrontend: : Agent: :Dashboard: :EventsTicketCalendarF4H T2
LENERHF R EAECE

* Calendarwidth ( BAEE )
EXBRNEE (%) , BKiAHK95%,

* DynamicFieldStartTime ( hZASFERFFIART (8] )
TE X FHARY BN S FER B 7o

* DynamicFieldEndTime ( ZIASFERLERETIE] )
TE X 5 RAY BN S FER B,

* BA%I
REEXMREFEENNIIFNIEASERESHRARAF.

* DynamicFieldsForEvents ( SFHIENESFER )
EXBNEHESERETERNDETFER.

* TicketFieldsForEvents ( ST REM )
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EXBhEMHEERFTFERNIREE..
o TEBATIHES

XANEBHRR—MTEIERE |, 1TIOREAT , SIRKRI BRI T |, M BETRERNREERSH
TEEREMTIPISE,

ENNESFEER—NEHTH—NEHT , S TEREMSERBNRIIFELEE , 'S
IR RENAI P EMFRSH T RICEE.

R REIBAGIFLRZS T LB R AR E 12 0Y,

RE/)NEE ENEFA—MEF  BRITA A TRERSRTE , MBEILRS AR THRENEFR
BAE 5T,

BERE— MRV |, FIERIEHIE RREFRER N | ZMRIRENER . [T ERIRE
RAZSAHEEME IR/, EMR, SNESMHFERHEE -8R E. EREXAIN
MR B R RFUFMEENE |, ERLLEEERE SURRF/NERFRIRT I (RIEFEVDEFE
AEER) . BN EFRSLREEN , (AEEERERXAE.
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< I < < I < B <

~ w Settings

Product News
Reminder Tickets
Escalated Tickets

New Tickets

Open Tickets

Running Process Tickets
7 Day Stats

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

Appointments

Save settings

<4~ OTRS
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RN EB I RIA T,
s RIETRGIT

EREEFEANEERERRIOTRN TR ENMEL, —FEAEEREEHN , ARBREIENTR
8, A FREEERREN , AREXRXANITEE,

s B RENSH

XEIHERMEBARHEEARNTE , IMNESBHERNEEREFED , BOREISEIEWN
LTREFEMHIER , MEATURAEETRNEB N LR L, REMELHRAZRENFRRE
=,

« OTRSHiiE
XTFOTRSEHMTEINR , R THTRRATHITHEZEE,
o TE4

REZER—PMXTHAERNRSARLEER  TEEBEELERF |, BEERXNMNBHFEER
fREER) , T R E AR IR E NS FRERE.

7. — 1 BAIIR(T A ?

T SEMFERER |, FIRERRA— DR (FEES0HT ) REL, FuESMMEX K
RGN EE, BTIESERMFERMEE Finiz FZEX N IEFEXEFFIEREEME A,

OTRSHIEIFAFITE R MIZF LRUFLE— P IRAFREST , BhEREFEETFSER , —MAIEE -
B FRITNEE, FRA—POTRSIRS ASEAF, , (REZRICE— DT REFMEEWBAT. R
SAGREB IR RIE— PRI TR |, thEeiF TR —BATIRERB RIS —NBAT, BRM1A T
LEBEBTH?

ZMBFEEXIRE  BBMaxQBHFF (E —PNLRERAFHFF, MaxZERTOTRSKILMHIEIFA
AMEET RERBNNE P REE T,

ERXMER T =M AIIFLEBRIEFBRIERT, B2 , d7—ERftElE , MaxRELEZHEDVDR
B, MEFFPANERTEENNEA , EBEXTH - @EEE, HRES R FEAZIMaxEy
OTRSRZRIME—BATIAR , BRI R ET HAE—NiaiavdEid,

Max REEZRMHISIFRA , FRMT WAFEIPAT, FRCABFERT3MEAZ, ZAT B RGERIH
HEEEFMEEIRERE R raw BIATIH, FNHBIATIR , — N R REN T ARLEREILN
BX, BI— 858N "DVDREHN" W ETHFTDVDFRENASEK,

MaxZE3KSandraxX;Eraw"PA%l , RIFZFFBEIRFHEEDE (D) F"FREN"K"DVDFREHIFA
5 , John R EEifIE)" RGN BRG] , M)oe AEEB B "DVDFREH"BAFIFRITE , MaxBeasdmigFT BT
PR T &,

OTRSZFIWAF, HMAEMAEEE , RESIREREGHFELAFIKAILRIAIAT, Maxif=] A
ERBIM—MTTERFBRDIKEIAREEAT |, FRLIRZEAN, FMINRER T FHADAREFIHR A
it , SandraR BE DX LHRAF RIS EERNGEWR B N5 IKEIBAT,

BEANEE D LB RREBAT B FRIFIFRARNEMEIETT, EARIRSZ ARBRLHER
ERAET , BRERIBATILRINIR , RFEEHE—T M. PATIRTARRE X TIERIZE IR — 2
BIfIZEM, flgNMaxe]CASRE b — N IU"HE RIPAG] , BlE requestsigK”, “offersfifi”. “orders
T8, "billing A R"FFBAT, XHEFE—MBATILEH ] AFEBIMax i LT R E S,

DRI RALEH , FIINEL S ERIBATIIRIT , BT UAHREAE AR BIAOAL A T2, BAGURT LABSBOMAILAR
YNGR P

49



] il — |
8. A SE 2T 4 ?
PASUREKIIR (T —AME B 7 7E T 4 B 2 31 P B RWAR TR AT A S RO,
3.10. PR ARBATIAE ( Bik)

QueueView: My Queues

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

All tickets O Available tickets 0

Order by "Age" (descending) &)
Mo ticket data found.

PASUBESI NOTRSEY R R TAFRH T S A, HRE— R HIIAI, ZERSASRFIRET
SEEIERS AL , ATLEX— QHIZ}J'J KRS ARS EE IXLEBATY, HiAR)TE -> PAFIRE X
B, 5 L 2B S RAEIERANES,

BAZURREIRYSE —/MEINZ — N E T SHE 2 IREIBATIFIFRAS , B TEIIFH T A,
EXFmHIEREG  APEEREEMBEARBE LR (XERMINTIRS ) MIRMNINEE , NERFE
UEEEEAETANTIE, T2 URRNoE TR RIS R O —F, ﬂJuA'ha}R'F,E%
BAER, R, HERE FH5850.

EAAESESA LA,
B 3.11. RS ARBAIIREERESES

QueueView: My Queues

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

ARESES

s REERERK! : AREERBERMENTHEIPAT[IZREUSHHEMIERK (F—5K) .,
W EEERIRIRaWEATY,

s RHBREHK2 : hIREEREEARMEMNTREIBATZEUSHABMMNSNK (F2HK),
W EEERIRPostmasterBAFl,

o [N : BTLAERTicket: :Frontend: : AgentTicketQueue###Blinkig;EB SR AN T EMIFA
FURIIAIENLE , AREFFENREEEE, EXMELT , BAIBMRsULeR R, (N EEERN
Junk BAZ,
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o ABIK . SEIBATIEI0M | a0 EEE R FEIBAT",

9. AP RIFiRE

OTRSAFIIEF. RS ARMOTRSAAEIRG 7] AR INFREEEK RIFIRE. RS AL

PAE = WEBSREINER MG ENS (AT E ) RiIGREERFS , ERMNLAR G RIFIRE" iz
(WHED .

3.12. RSB AR ARIFIRE

“ Personal Preferences

Preferences Preferences

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

Change your password and more.

~ o]

Choose which notifications you'd... Tweak the system as you wish.

— MRS AREIAECE3 M EANRFIRE « BAPRA. BHRENETEIRE, KIANAINT :

RAP&#EM

* (BRI

« BRHIKEE R,

- tIRSREES,

o EREHDAREX,

s BESE" NEDRZE"RIAE,
BANRE

o EERRREEIERIBATIR " FHIBATI R,
o ER(REEEEIARS F"FAIRS"H,
s EEMBERWN T @M (RERHE).
o ERREZIPLEFRL B ENREREE
710

o 3BTRS E R A,

« RESMMEAERNRTEE (XERR. RIIREEFS) .

- EERIEN TR EERMNRME,

s ATEMEEER (T8, SISFRIBERE) EXEIEREIRE.,
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Real Services

E 3.13. BPHAARTFIRE

Example Company

Interface language

Select the main interface language.

Tickets =~ FAQ
Change password
Set a new password by filling in your current password and a new one.
Language | English (United States)
Update

Current password

New password
Verify password
Time Zone
Update
Select your personal time zone. All times will be displayed relative to this time zone.
Time Zone uTC
Update

Ticket overview Number of displayed tickets
Select after which period ticket overviews should refresh automatically. Select how many tickets should be shown in overviews by default.
Refresh interval off Tickets per page 25
Update Update

>owered by OTRS Business Solution

e

RET BMEmRIFHEPIIERERTHNERE , Er]URE

— A EFPAUERWEBREIES.
— N ERD,
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OTRS

Real Services

FA4EEE

1. OTRSRAZEIEX

1.1. EXNAE

B
5

4.1. OTRSZAE

Filter for ltems
Just start typing to filter...
Favorites
‘You can add favorites by moving your cursor

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

Links

& View the admin manual on Github

1.2. fRS A,

1.2.1. [RBAR

AEREAREER
SEIRE A RIS, HONE

=z
N
lI:%\

BEE

B R

Ticket Settings

Q

Create and manage attachments.

-

Link queues to auto responses.

Q

Create and manage SMS templa...

4

Create and manage Service Leve...

&

Create and manage ticket states.

e

Create and manage workflows.

(EFEE

AC

Link attachments to templates.

b—]

Create and manage ticket prioriti...

-
0

Link SMS templates to queues.

,(,

Create and manage services.

Ej

Create and manage templates.

&

Create and manage ticket types.

BITOTRS WEBRMEILRIARAEIENE , FIIMARREEIRETATOTRSAAEIER
1. BEFHRAY , TRMMMAIRE , KERMINRAE B IMFAQINIREFITSMES,

admintBpy GARIPRSS A GARE
AIBRSZ A RANBEA 18X MR,

«

Create and manage responses th...

Create and manage queues.

()

Create and manage salutations.

B

Create and manage signatures.

E

Link templates to queues.

: ANIOARSS A

BEIT SN RAEERBNRRAEEX (NTE) . RERBINR

, IRELOTRSHIRS AREERR (WTE) . RAEERZAIBRM, EX'E
ERSARNRFRESEN RS ARRENESHENIRE,

—/NOTRSHRS AR eI A EBGEEREERER, ‘ZRUE BT IREBRMIRIC MR

TR,
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4.2. RS ARERE

a Agent Management
Actions List (24 total)
IE‘ USERNAME NAME EMAIL LAST LOGIN VALIDITY CHANGED CREATED
Wildcards like *' are allowed. carlos.garcia Carlos Garcia carlos.garcia@mycompany... 10/18/2017 14:41 valid 10/16/2017 16:47 10/16/2017 16:47
stefan.bedorf Stefan Bedorf stefan.bedorf@mycompany.com 10/18/2017 22:06 valid 10/10/2017 16:23 10/10/2017 16:23
Add Agent udo.bretz
Hint

Agents will be needed to handle tickets.

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

FEMBRS AR , BRERMRSS ASURH , WAFRHRIE  ARKFERIKRIIRILH , MER
TNo

4.3. RIM— RS AR

a Agent Management Add Agent
Actions Add Agent
N Go to overview Title or salutation: |Mr.
* 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! assword: | eeee
Will be auto-generated if left empty.
* Email:  carlos.garcia@mycompany.com
Mobile:

Validity valid

Save or Cancel

RS ARKFRIEE | (REIRERSARE —IMHSNMEA/AR, XTANAENEEEESRE
RIBFABEERS,

1.2.2. ¢4

BIMRSAGKFANZELETF—MESAR, E—IEHEERNRAT , E=MMEEXHER]
R, 0R4-1FT7R,

R 4.1. 2L XOTRSFIABIERIALA

H iR
admin ( RAEE) ATFHITRAZHIEIRES,
stats ( 4&it) BEIRIAIBIOTRSHIG I IERH R A TR,

users (FF) RBARNIZBTXMABERIZENR , X
M= geifsiol TR R AR BINEE,

TE
ELHLTEMNOTRSH | IR AR root@localhost'ZRIAE Fadmin’, ‘statsFl'users '4H,

R ERAEEXEY s hASERAEERETTE (LTE).
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4.4. HEIE

k& Group Management
Actions
Add group

Filter for Groups

Just start typing to filter...

Hint

The admin group is to get in the admin area

and the stats group to get stats area.

Create new groups to handle access

permissions for different groups of agent (e. g.
purchasing department, support department,

sales department, ...).

It's useful for ASP solutions.

==
~
III%\

List (6 total)
NAME COMMENT
admin Group of all administrators.
faq faq database users
faq_admin faq admin users
faq_approval faq approval users
stats Group for statistics access.
users Group for default access.

VALIDITY
valid
valid
valid
valid
valid
valid

CHANGED

10/02/2017 16:23
10/17/2017 03:01
10/17/2017 03:01
10/17/2017 03:01
10/02/2017 16:23
10/02/2017 16:23

CREATED

10/02/2017 16:23
10/17/2017 03:01
10/17/2017 03:01
10/17/2017 03:01
10/02/2017 16:23
10/02/2017 16:23

5kRSAR—#F , ORSHVER B FREMAGEMR, ‘FEE BT IREBNIERIC AT
Bk lE A TR ST,

RRM—MRSARE—MER |, HE RIS ARENA , FTUERRREEITE T RS
AR <-> AR (WTFED,

4.5. RS AR <-> HEIE

@ Manage Agent-Group Relations
Actions
Add agent
Add group

Filter for Agents

Just start typing to filter...

Filter for Groups

Just start typing to filter...

Overview

AGENTS

andre.bras (André Bras)
carlos.garcia (Carlos Garcia)
carlos.rodriguez (Carlos Rodriguez)
dennis.schmelter (Dennis Schmelter)
dominik.klein (Dominik Klein)
dusan.vuckovic (Dusan Vuckovic)
florian.liebe (Florian Liebe)
jaroslav.balaz (Jaroslav Balaz)
manuel.hecht (Manuel Hecht)
marc.bonsels (Marc Bonsels)
marc.nilius (Marc Nilius)
marco.buchholz (Marco Buchholz)
martin.gruner (Martin Gruner)
oliver.rottges (Oliver Rottges)
patrick.brischler (Patrick Brischler)
rui.patinha (Rui Patinha)
stefan.bedorf (Stefan Bedorf)
udo.bretz (Udo Bretz)

GROUPS
admin

faq
faq_admin
faq_approval
stats

users

RAPBEENRS AR EEREXNTE L, FERTUMERLRSERER —MIENFRE, MR

{IR48

R, RESTIRERENE (LTE).

BER—TRISAGZFAENAE , RFERIGRS AT (LTFE) . EER—MEAXBKBRSA
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&l 4.6. 2i8— MRS AR FRERIE

Manage Agent-Group Relations

a Manage Agent-Group Relations Change Group Relations for Agent 'Carlos Garcia'

Actions Change Group Relations for Agent Carlos Garcia

‘ Go to overview GROUP CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO
admin
Filter fag
fag_admin
Just start typing to filter... faq_approval
stats
users

Save or Saveand finish or Cancel

Reference
ro

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

Permissions to move tickets into this group/queue.
create

Permissions to create tickets in this group/queue.
note

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

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

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

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

Bl 4.7. (28— MEXEXRIARSS AR

Manage Agent-Group Relations

@« Manage Agent-Group Relations Change Agent Relations for Group 'users'

Actions Change Agent Relations for Group users

< Go to overview AGENT /' CHAT_OBSERVER ¥ CHAT_PARTICIPANT /' CHAT_OWNER /' RO

carlos.garcia
Filter (Carlos
Garcia)
Just start typing to filter... dominik.klein
(Dominik
Klein)

Save or Saveand finish orCancel

Reference
ro

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

Permissions to move tickets into this group/queue.
create

Permissions to create tickets in this group/queue.
note

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

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

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

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

MOVE_INTO

/| MOVE_INTO

CREATE NOTE OWNER

CREATE v NOTE v OWNER

BMABE-ERXIINR , 8MERR (RSAR) FTEEEXEMRNEMES, NRBFRWE

4-2Ff 7R,
< 4.2. OTRSZHEHXAIINR

PR R

BIRMm=E BRS5 AR R] ATE—NEIR 78

FIRINEE) .

7K ( OTRSTE Al i

mMxe5% RSZAREREES S —MEIX (OTRSHE L iR

TIRINEE) .
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0 iR
MXAEE BRSZ AR — NIRRT BN PR EIE R HIRIEK
( OTRSTIMLARIRTFTZRINEE ) .
ro (Rix) SHXAMERI TR, iCRFPATIE RiZiAENER,
move into (¥%#%%|) BT ALERIPA T ER X 15[8) 35 T B L iCRAYAR
PR,
create (BIE) X ANMARIBAG B X I A I T 2 aicRAIR
f&,
note ( &iE) EIZABRIRAF s X I A RYR I T8 sic R & ER
F,
owner (FiE#& ) FERBRIRAGISX P EHR T BNICRAMEE
RO PR,
LRk FEARBRIRAG X R E R T B aicRAA TR
RIAX BR,
rw (125 ) WETFXANARIBAGI S XA T 8, 1gRFRATY
FTEIEE 150X,
==}
AEAT , BASIRERIIERRS A AR rw (25 ) 3B BRAIBAG SR T
g, RS AREEZLIENTE, WMRZERULIT R , FIUE
Ticket::Frontend::AgentTicketQueue# # #ViewAllPossibleTickets 1&8EHE.
HIABA T AR ERFAE T AARER, XL AIAAX PR AT AR AN,
R 4.3. FINAVINPRLE
PR I
stats ( 4&it) 13lB)4E T TR AIAX R,
IR[H] IRE— M EREHESHNIR (EATREFERERS
FEE'TZREHE) .
w5 BN T RREZEMINR,
BF LE— N TENZEFIINR,
Y7 BER—NEBHINR (ER%LEHE)
EiE RE— N LR AERIRSHINR,
i NIN—ANEREEE T 2 AR,
ARA LE- N TEMARANNE,
R =)

BT LAEIE B Sy stem::PermissioniiiliX LA FE,
1.2.3. %@

AER—NEANINE , M—MIEEESR, RENHNEERERS AGNTFINR, EREXER
SAR. BIMAIINAE, EXANZBARAATRINEA. TENOFRET AN ZERRE,

RIZIRHRABLO0NM RS AR , EFEIONFEEILR —MUEREZFFER. Wl“support"#IBA
5, XNMsupport’BAZIEEZ 4 FBAT, HEMNLIOMNRS ARBIARIRZAFTEAIIAINPR, X104
BRSARDIRIE , XiErawBAFIFEEBUIRE B2 junk BAZY,
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NEMAERE T —PMHERLE”@RIVHER ], DACETRERER, (THHIA. AKEEEEH,
BREABHI—EH RS AREROTRSRMZXLESE, NEBIMRS ARFEEEB VIO DI CIZIVFHEA
5,

EAFMEMERIRS AREVLRINREEZREZARENE , SJUCIEAEREXAEBHERS. R
FSARMETARINE =N H BN REdR , ARMIAUERINRMEMENR T, WREIET —MHR
SAGRKF , EEAFX MK FRNE — MBI EE,

J+=z
~
III%\

RABTEAIES HIARNAEIFRANOTRSEENIEEERH, AIEIR, BEEABRSA
REARIRGIFIRS A REI R ERIBRET T LA 8 XA B EHIEHI S R |, XS ARREA 4
P, MREREFEAREHZRARABERRNERES AR <->HEW , FTUBTIENRSKE
EHHY Frontend::Module###AdminUserGroupsREi, EiEE , IR EEEHE
FIARSS A SIZILERY SR !

NERAEENTERTASHERGRAREESS (LTE).,

4.8. AEEHE

a Role Management

Actions List (3 total)

Add Role NAME COMMENT VALIDITY CHANGED CREATED

Development valid 10/19/2017 01:09 10/19/2017 01:09
§ IT Supervisor Supervisor of the IT de... valid 10/18/2017 17:12 10/18/2017 17:12
alisgioio s Service Desk valid 10/19/2017 01:09 10/19/2017 01:09

Just start typing to filter...

Hint

Create a role and put groups in it. Then add
the role to the users.

==
~
=

MRS AR, H—# A BeRMREZMEMAERR. EEXENE  REBRIEER
yakin's E 10 P

ERAZRAERENHE, EREACHRE  BFREAEBNEN, AEMMOTRSTRF , BiAE
ATREEXAE, EIff— A, BERERAeRE , REMFSHRIEHRER (ILTE),

4.9. RN— P HAEE

A Role Management Add Role
Actions Add Role
3 Go to overview * Name: IT Supervisor
alid
Hint

Supervisor of the IT department

Create a role and put groups in it. Then add
the role to the users. Save or Cancel

BRBRAATERBHNRIARER , ERAERENESTRE<->RI AR 6EE, (RiEe]E
AT REE —MHEETR, MREBEL—TRSARKBENAR , AFSEX MRS AR
B(AUTE) . ZER—IMAEXENRSAR , REAERENAERM (LTE) .,
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4.10. 28— PIRS AR KEMAE

Manage Role-Agent Relations

a Manage Role-Agent Relations Change Role Relations for Agent 'Carlos Garcia'
Actions Change Role Relations for Agent Carlos Garcia
‘« Go to overview e ACTIVE
IT Supervisor
Filter

Save or Saveand finish orCancel
Just start typing to filter...

4.11. Zi— MR ER B REKEIARS AR

~

Manage Role-Agent Relations

a Manage Role-Agent Relations Change Agent Relations for Role 'IT Supervisor'
Actions Change Agent Relations for Role IT Supervisor
« Go to overview pEET ACTIVE
carlos.garcia (Carlos Garcia)
Filter udo.bretz (Udo Bretz)

Just start typing to filter... Save or Saveand finish or Cancel

ERERAPAEASHANEN  ERAAEENHRTRE<->H i

MER, RERCAMERTIRERER —MIENFE.

4.12. EEAE-HNXRZR

a Manage Role-Group Relations
Actions Overview
Add role ROLES GROUPS
Development admin
Lt s IT Supervisor faq
Service Desk faq_admin

Filter for Roles faq_approval

stats
Just start typing to filter...

users
Filter for Groups

Just start typing to filter...

B —1PEUTE

EEX—MAENARGREINER , fE— M AEH— MR (5 5ME4.1354.14F7R) .
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a Manage Role-Group Relations
Actions

L] Go to overview
Filter

Just start typing to filter...

Hint

Select the role:group permissions. If nothing is
selected, then there are no permissions in this
group (tickets will not be available for the role).

&l 4.14. {gi8—MEMAEX

a Manage Role-Group Relations
Actions

4 Go to overview
Filter

Just start typing to filter...

Hint

Select the role:group permissions. If nothing is
selected, then there are no permissions in this
group (tickets will not be available for the role).

4.13. Zi— M RENEAXR

Change Group Relations for Role 'Service Desk'

Change Group Relations for Role Service Desk

CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO

GROUP
admin

faq
fagq_admin
faq_approval
stats

users

Save or Saveand finish or Cancel

Reference

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

move_into
Permissions to move tickets into this group/queue.

create
Permissions to create tickets in this group/queue.

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

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

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

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

Change Role Relations for Group 'users'

Change Role Relations for Group users

ROLE CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO
Development
IT Supervisor

Service Desk

Save or Saveand finish or Cancel

Reference
ro

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

Permissions to move tickets into this group/queue.
create

Permissions to create tickets in this group/queue.
note

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

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

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

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

MOVE_INTO CREATE NOTE OWNER

MOVE_INTO CREATE NOTE OWNEF

1.3. EFRAFPHIER

1.3.1. EFAF

OTRSEISTRXMNAR, (EREEEFAF (EISHENEENE) , GANEERP AP
W (ATFE) , BB EP RS RESRAS (custoner.pl)., EIILAE , BHESTR
AR TE , EAINE BRI TR THNES, EBNRBMERFFHIEREIC
REBEFRP,
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4.15. EFAPERE

@ Customer Management
Actions (2 total)
Q CUSTOMER ID NAME COMMENT
Wildcards like ™ are allowed. MyCompany jose.garcia@testcustomer.com
Other Company contact@othercustomer.com

[+] Add Customer

Database Backend

AUEBREMWEFAR, , EETREERBFRMEMINRE,

==

S 1 lﬁ |ﬂﬁ9€9b45r_—lﬁﬁﬂl]§—po

ZEE— I REFAFIKS, ,“‘E,,J\\bﬂﬂFﬁFisz%H (WFED .,
NEZE, ALMREPH—IMEERE , WERIEREETR.

4.16. //J\\}Jl] AQFFHF

A Customer User Management Add Customer User
Actions Add Customer User
« Go to overview Title or salutation: | Mr.
< Back to search results * Firstname:  Han
* Lastname: Solo
Hint

* Username: han.solo

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

Password: | ssesese
% Email: han.solo@testcustomer.com
* CustomerlD:

Phone:

Country:
Comment
* Valid:  valid

gle Authenticator:

VALIDITY CHANGED CREATED
valid 10/18/2017 23:31 10/17/2017 03:09
valid 10/18/2017 23:32 10/18/2017 23:32

R UEREFER , BXES

RLEFERR |G , BE( e

Enter your shared secret to enable two factor authentication.Shared Secret

Interface language:  English (United States)

Select the main interface language.Language

me Zone: utc

Select your personal time zone. All times will be displayed relative to this time zone.Time Zone

icket overview: || off

Select after which period ticket overviews should refresh automatically.Refresh interval

Number of displayed tickets: | 25

Select how many tickets should be shown in overviews by default.Tickets per page

Save or Cancel

EFAPTNBYRHAFBMZRILRRE.  RAFTECustomerlDRIRFIAAFIBAXITE,

TR FibHE iR — M E—RE , FTCAAR{EEFID,

ERSGEERAREFHAImMInCustomerUser::UseAutoCompletelfid B 244 5] A B ETE RN 45

4B P R R S P DR B A T IAE.
JES =

5BRSAR. AMfAE—# , ERPAFPTEARETMG , REBTEERNETRENT

ek A TR EE A
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1.3.2. EFAFPeEFNXA

AIUERRAERNIE LNEFAFRoER#ERERPAPAESSIMER (RZTFR) . BRTES
B (EB) FPZH% , tTFiHRASEEX T XANEMEMER,
XfEMIEBLRRXEEFWEERAPBARNIE,

4.17. EFRAFPoEFPNXAEE

a Manage Customer User-Customer Relations

Actions Search Results:

IE‘ CUSTOMER USERS (2)

CUSTOMERS (2)
Han Solo <han.solo@testcustomer.com> (MyCompany)

Wildcards like "*' are allowed MyCompany jose.garcia@testcustomer.com

Jose Garcia <jose.garcia@testcustomer.com> (MyCompany) Other Company contact@othercustomer.com

1.3.3. EFRAF o 4

MRERIME —MNRAUMNZE PR FP R —NELNAS , eI E ~ ARSI —MER | iXa]gEe
REA. BrtEdAESEERREZEFPAFPAENA, ARRMAT , FRZEATEREITERAE,

TR EEFPAZH, XA NBE A AEIE-RAL B IEMPEESH
CustomerGroupSupport ( EFHAZH ) . FIUAEASE CustomerGroupAlwaysGroupsigEE
ORI EFRAFPREIAE , UWERS/NFKF BliRINE X LA,

Bl EEFAPoHR NEERNMNEFERTAEMNA (LTFE) .

4.18. EF AP «HNXREE
@ Manage Customer User-Group Relations

Actions Search Results:

‘ Q ‘ CUSTOMER USERS (1) GROUPS
Wildcards like '*' are allowed. Han Solo <han.solo@testcustomer.com> (SWVIII) admin
Kylo Ren <kylo.ren@testcustomer.com> (SWVIII) faq
(&  Edit Customer User Default Groups £ .
aq_admin

These groups are automatically assigned to all
custor a

faq_approval
anage these groups

stats

via the g g
"CustomerGroupAlwaysGroups"
Customer User Default Groups:

Filter for Groups GROUPS

users
Just start typing to filter...

No changes can be made to these groups

BR—ANEFPRAPEXARMNASEL MO ERABNEFRRF , aSENNEFBPSERT
(PRENTE4.18704.19) ,
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4.19. ER—1MEFAPREXR

a Manage Customer User-Group Relations Change Group Relations for Customer User 'Han Solo (han.solo)'
Actions Change Group Relations for Customer User Han Solo (han.solo)
L] Go to overview GROUP RO RW
@  Edit Customer User Default Groups admin
faq
These groups are automatically assigned to all faq_admin

customer users. You can manage these groups
via the configuration setting
"CustomerGroupAlwaysGroups" stats

faq_approval

Save or Saveand finish or Cancel
Filter for Groups

Just start typing to filter... Customer User Default Groups:
GROUPS
Hint users

No changes can be made to these groups.
Select the customer user - group permissions.

If nothing is selected, then there are no
permissions in this group (tickets will not be Reference
available for the customer user).
ro
Read only access to the ticket in this group/queue.

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

4.20. EX—NMENEFRAFPXAR

a Manage Customer User-Group Relations Change Customer User Relations for Group 'stats’
Actions Change Customer User Relations for Group stats
5 Soe cuenden CUSTOMER USER (2) RO RW
‘ Q ‘ Han Solo <han.solo@testcustomer.com> (MyCompany)

Jose Garcia <jose.garcia@testcustomer.com> (MyCompany)

Wildcards like '*' are allowed.
Save or Saveand finish or Cancel
Hint

Reference
Select the customer user - group permissions.

If nothing is selected, then there are no
permissions in this group (tickets will not be

AT D T IES Read only access to the ticket in this group/queue.

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

1.3.4. EF o 28

MREANERBNIELAPRNEAXSR , LA LEERRNE —MEF | XeJEREA, BEEIA
BERREBEFERE, ARERMBAG , H iz R BT RO,

T—CRHEEFEZH. XA LB R AEE-RAREENFMEESH
CustomerGroupSupport ( ZF4E32#5 ) 7T, FILAfEASECustomerGroupAlwaysGroupsigiE
ARMNEFREGALE , WMERENREFBRINEIXEE, oTUE R E E k] AR A,

"EEE’J*XFEH?‘ ZEFWERPZEIHRE , BtA A8 EFPAFPSENR (RENRFE |
1}‘5: NE ISE’J ) o

RRSENTEL TR | SEREE P R I SRR,
THIRETFXFIA :
- A-EP

ENPRIGRIZEFIIFRERAFPAR, MR T HELX/NMERIBATIFR |, Me] it Ti5ERE
ZEFPHRBEAPNIE,

- HEEF

ENPRIGRZEFIIREA,PAR, WRMIMITHES1ZENMTIS , FEEMEFtBERZA
BURNER , WRTBAEfRATUG R B At E PRI BRI TR,

,‘
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EIXBRINFR T TR = F AP RBERNES.

B EEFHRUEER N EFPEETARNE (WTFE) .,

a Manage Customer-Group Relations
Actions

: B

Wildcards like "' are allowed

@ Edit Customer Default Groups
These groups are automatically assigned to all
customers. You can manage these groups via

the configuration setting
*CustomerGroupCompanyAlwaysGroups".

Filter for Groups

Just start typing to filter...

4.21. EFoBNXREE

Search Results:

CUSTOMERS (1) GROUPS
MyCompany jose.garcia@mycompany.com admin
faq
fagq_admin

faq_approval
stats

Customer Default Groups:

GROUPS
users

No changes can be made to these groups.

BE—NEPAPEXANRNAREL—MSETRNEFAF , fEENNEF R SERM
(5 AIENTFE4.18%04.19)

a“a Manage Customer-Group Relations

Actions
< Go to overview
@ Edit Customer Default Groups
These groups are automatically assigned to all
customers. You can manage these groups via

the configuration setting
*CustomerGroupCompanyAlwaysGroups”

Filter for Groups

Just start typing to filter...

Hint

Select the customer:group permissions.

If nothing is selected, then there are no
permissions in this group (tickets will not be
available for the customer).

4.22. ER—MEFPRAFHEXR

Change Group Relations for Customer ‘contact@othercustomer.com’

Change Group Relations for Customer contact@othercustomer.com

SAME CUSTOMER
GROUP RO RW
admin
faq
fagq_admin

faq_approval
stats

Save or Saveand finish or Cancel

Customer Default Groups:

GROUPS

users

No changes can be made to these groups.
Reference

Same Customer

Gives customer users group based access to tickets from customer users of the same customer (ticket CustomerlD is a CustomerID of the customer user).

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

w
Full read and write access to the tickets in this group/queue.
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4.23. ER—MENEFAPXR

a Manage Customer-Group Relations Change Customer Relations for Group 'stats’

Actions Change Customer Relations for Group stats

4 Go to overview SAME CUSTOMER

@ CUSTOMER (2) RO RW
MyCompany jose.garcia@testcustomer.com

Other Company contact@othercustomer.com

Hint Save or Saveand finish or Cancel

Reference

ermiss rou
available for the customer) Same Customer
Gives customer users group based access to tickets from customer users of the same customer (ticket CustomerID is a CustomerID of the customer user).
ro
Read only access to the ticket in this group/queue.

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

1.3.5. EPNRINEERERR

AEXFREALDBRATESFHNTREZEBIAHNME (BETFEFHEFAF) FINRASHITIE
i, REBBZMIFRMY , FEEZTFHENIRINER,

MREMWBEARBE v (5) , NEPAPTUSENERTE , MRBERER0 (R
i)  WRESEIES,

SIB TR {NERENIE , —NEFPEFAIURMEEE rw ERAIATICIERTE (bRIESHBIRS ,
fBIaNACLE,, CustomerPanelOwnSelection ),

EBRERR MY (BWRERF—M7EARTFNR) |, FEEATAIEEN
s BERARERENEFAFIINA

- BIEFPAFPoERRAAEEMIRSEALAEFAFPA

s BERAREIRENZFIIAE

s B EFARAEEFIRDICAT A

LERGTENRERSEFAFPEXNAEER., RXEE'ITE'EF (ERAEENREFNEFAFIE
B)  HthEP, (ERAEERRFWEFAFERARM) MEkTEFENEMRER,

MEAXPRIEEFTERRU TR Z— !

s TRENRLASZEFRAFPBEXN—AEF (WLFL)
« TRENRLBEETRNIINARRNES , MEEFAFPEXNEFARRE—ANEMEFN

THEERREMRE — A — Nl :

o THESERRAZ AP Arvid Karlsson” , HHEXHZE 2 Ericsson AB”

o TE{IFPBAF 'Support Sweden'

* BA%I 'Support Sweden'7E4H 'support-se'#

* B 'Ericsson AB'E B4 'support-se'#y 'Same Customer' £ FX 'rw'iXFR
o ZRMZEFAF 'Barry Smith'8 XBt3|Z ~'Farmers Inc.'

* Z'Farmers Inc.' BB 48 'support-se'#y 'Same Customer' 89 ETFX 'ro'#XFR
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o I7E , YNRZEF'Farmers Inc.'¥3 T 2I4H 'support-se'#y 'Other Customers' E 3 'ro'#XfR , Barry
SmithFigEEF T H

e ATitBarryf&lAT & , 'Same Customer' £HF0 'Other Customers'AEFE 'rw' £ T XINFR
1.3.6. BEEFXZREZETRY

FULEREIF , BAFEIR— N BEBEN T ERNZ EE SN, SHRINER , — AN Ex
T2, RETSEEXBRE.

B, BUARRE'RAABE-FFEETIERF
* EFID : de , &F : Graubrot AG

* ZFID : mx, &EF : Hernandez SA

* EFID :se, &F : Ericsson AB

* EFID : us , F : Farmers Inc.

T2, BURRFREHRAEE > EFAFCIRTIEFAR, , AHRMISEZIERENER,. B
F BB ER A AfE A AT B R AV B F B ik,

* & :Arvid, # : Karlsson , P& : ak , ZFID : Ericsson AB
* & : Barry, # : Smith , HF#& : bs , FID : Farmers Inc.

» & : Christian , ¥ : Muller , HF%® : cm , EFID : Graubrot AG
* & : Diego , % : Garcia , HF & : dg , ZFID : Hernandez SA
BTR, BdaiinRE RAERE - B 7RI TIIRIFRAE

» fag-amer

» fag-emea

e support-de

* support-mx

* support-se

* support-us

ERR, BE"RRER > I "RIIEREIATIAER ZBICIZRIA, 3T RStk eT UAEREA ]
FARIEE F Bttt

e &#5 : FAQ Germany , H : fag-emea

o &% : FAQ Mexico , ¢H : fag-amer

o &% : FAQ Sweden , ¢H : fag-emea

o &¥5 : FAQ USA , 4R : fag-amer

* %5 : Support Germany , 8 : support-de

« & : Support Mexico , £H : support-mx

« Z#7 : Support Sweden , 8 : support-se

e &R : Support USA , £H : support-us

BUFIRRE'RAAEIE > BEFAF o« EF "DEEFPRAFIEERR.
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* Arvid Karlsson
de Graubrot AG - active {1}
* Diego Garcia
se Ericsson AB, us Farmers Inc. - active {2}
o, BERIRAE'RAEE > EFAF o H "DRENEFHAFERE L —MENER,
* Diego Garcia
fag-emea - rw {3}

W, BURRAE RARAEE - BEF o A RBTEANERSEEZFIA. MRISMENEF QT
RIS SRR A,

* de Graubrot AG
¢ Same Customer {4}
fag-amer = ro
fag-emea - ro
support-de - rw
support-mx - ro
* mx Hernandex SA
e Same Customer {5}
fag-amer - ro
fag-emea = ro
support-de - ro
support-mx - rw
¢ Other Customers {6}
support-de = rw (X2BENRBRNERIXRAIPES)
support-mx —= rw
* se Ericsson AB
e Same Customer {7}
fag-amer - ro
fag-emea = ro
support-se - rw
* us Farmers Inc.
¢ Same Customer {8}
fag-amer - ro

fag-emea — ro
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support-us = rw
e Other Customers {9}
fag-amer - ro

teE  FERTENEREMENXAMALRE LR

Christian Muller Arvid Karlsson Diego Garcia Barry Smith
, , "
7/ s

‘, - - /
| - y
~e_ TS~y , e
LN  fag-amer et \ e fag-emea ke

-~ {"J}-—u—“' ~

— rw (assigned group) It S

—— default customer —— rw (same customer) — rw (other customers)

---+ assigned customer ---4 ro (same customer) ---+ ro (other customers)
RE, BlEReIZ—L£T8, FIEFERELEARRE , FABINEFPAFPMAISRICIET S
(H324), EiRE—T , IERSAZREIATEEN , BEAEFERFIREEZEFAEER.

ATHRENTBENRE , JAEBIERAREETNE  RIFFETREMRIBIREIZFHA
P, RAERERE RAEE-EFEP | ARSSRENES AP SHESNNREIE P S,

REMEUNZEFAFPENESR , MAlCAARTRE-BUTRES , UEBTRENME, TN
B TEMER. RE—A I8 , SEENINRENIRER RN : [T ro NEEH , (FANIZEER
£ %,

XRBIMNEFAFPWIEER, MC{OVEREENIREELSNMUE (XERT AFAHREFIER
).

EFHREFArvid Karlssonsk 8191104 R

* BAZIFAQ Germany: ro (@iZ{7}) + Christianf9 L& ro (@if{1})

* BAFIFAQ Mexico: ro (BT {7}) + Christianf9T & ro (&I {1})

* BAFIFAQ Sweden: ro ((&it{7}) + Christianf9 T & ro (&iZ{1})

* BABIFAQ USA: ro (i&it{7}) + ChristianfY T & ro (i@t {1})

* BAZSupport Germany: rw (BT {1-6}) + Christianf9 T8 rw (BT {1})
» BAFISupport Mexico: -
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e BAZISupport Sweden: rw (i&Z{7}) + Christianf9 T8 rw (&Z{1})

* BAFISupport USA: -

Z P EPBarry Smithik15H9i/a] iR

 BABIFAQ Germany: ro (& {8})

* BAFIFAQ Mexico: ro (i@T {8}) + Arvid's, Christian's, Diegof9 T & ro (@it {9})
* BAZIFAQ Sweden: ro (i&iT {8})

 BAFIFAQ USA: ro (i@t {8}) + Arvid's, Christian's, Diegof9T & ro ((&d {9})
* BAFISupport Germany: -

 BAZSupport Mexico: -

 BAZISupport Sweden: -

 BAFISupport USA: rw (& {8})

Z AP Christian MillerskS#I14 (8] FR

» BAZIFAQ Germany: ro (@it {4})

* BABIFAQ Mexico: ro (BT {4})

* BAFIFAQ Sweden: ro (i@id {4})

* BAZIFAQ USA: ro (@it {4})

 BAFISupport Germany: rw (i@iZ {4})

* BAFISupport Mexico: ro (@it {4})

 BAZSupport Sweden: -

* BAFISupport USA: -

Z P AFDiego GarciadkSHIifaliX bR

« BAIFAQ Germany: rw (@it {3}) + Arvid's, Barryf9 T & rw (i@T {2})

* BAZIFAQ Mexico: ro (&iL {5}) + Arvid's, Barryf9T & ro (i&iZ {2}) + Christianf9 T ro
(BT {2-9})

e BAZIFAQ Sweden: rw (G&iT {3}) + Arvid's, Barryf9 T & rw (@it {2})

* BAZIFAQ USA: ro (i@t {5}) + Arvid's, Barryf9T & ro (& {2}) + Christianf & ro (i@
i {2-9})

* BAZISupport Germany: ro (i@ {5}) + Arvid's, Barryf9T & ro (i@Z {2}) + Christianfy
T& ro (@ {6})

» BAZISupport Mexico: rw (&t {5}) + Arvid's, Barryf9T& rw (@it {2}) + ChristianfyT
B rw (@i {6})

» BAZISupport Sweden: rw (@it {2-4}) + Arvid's, BarryfJT& rw (G&iT {2})
e BAZISupport USA: rw (@it {2-5}) + Arvid's, Barryf9T& rw (i@iT {2})

1.4. PAZ

ERSEIETAE ST AT , sJLAEBREREAY (W TE) , EHZENOTRSAZEHREIN
ZKIABAZI : Raw ([RE¥A ) . Junk (43K ) . Misc ( ZI0 ) #1Postmaster (MFFEEIER ) . NREEE
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SGLRERAN |, ATE A ABRMEFER G T Raw ([RI8 ) "BAFU. F3"Junk (HI3K ) "BAZITFAERI IR HB
.

4.24. AYIEE

a Manage Queues
Actions List
Add Queue NAME GROUP COMMENT VALIDITY CHANGED CREATED
Junk users All junk tickets. valid 10/02/2017 16:23 10/02/2017 16:23
§ Misc users All misc tickets. valid 10/02/2017 16:23 10/02/2017 16:23
illerjforiiustes Postmaster users Postmaster queue. valid 10/02/2017 16:23 10/02/2017 16:23
Raw users, Al default incoming ti... valid 10/02/2017 16:23 10/02/2017 16:23
Just start typing to filter...
Support admin valid 10/18/2017 17:09 10/18/2017 17:09

fREI CAFERX R ONRASY (ANFE ) FUECKBATY, ReTCAFEREERIXNBAGIRYLE |, BRI LIREAEAT
— M RBPRTIEIFBAT,

4.25. R[0—AHBATY

a Manage Queues Add Queue

Actions Add Queue
< Go to overview * Name: Support
Sub-queue of:
* Group:  admin

Unlock timeout minutes:

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

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

Escalation - first response time (minutes) ( Notify by )
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.
If there is not added a customer contact, either email-external or phone, to a new ticket before the time defined

here expires, the ticket is escalated.

Escalation - update time (minutes) ( Notify by )
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.

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

Escalation - solution time (minutes): ( Notify by )
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If the ticket is not set to closed before the time defined here expires, the ticket is escalated.

* Follow up Option:  possible

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

RETBATE X —NBASURY BIE #BRY A (8] , AR —PARS ARBE T — LT REQBEBE B E A X
Ae , M TREENEBIUERLERS AR ALIE,

5BAFI KA1 R BIE 3 FHRET(E] ©

B R i oz B [8) 2%

c SIETRjE , MRXBEXNNERSEESEFHITEMEMFRRIEDE , T TR
S FAT (8] F 2R

s IR—AEFPBEIHMENEFTFARATR (IERETERNAE)  EFRNEHSEE, IRXE
EXHEREBEEFERR , T TREMREAR,

iR (8] F+ 2R
* MRXBEXHMENRERALE , I TEHBEFR,

ER—MREEUELR , RA]UME — M TREXABHER — N IRESH IR E L E AR
FrE%E , X URR— TR B RREIZLL T Ba9ARS A ARSI,

%éﬁﬂiﬂﬁiﬂlii %ﬁ?EEL MAZUA T MR BB TR AR Fttht, AT PALE —NBAGRIERF 25 & REX—
MREN—1ER, FRERBFSE L, ERIE £3,
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EE
5BRSAG. A, AeNEF,—1#F, RIIRGERR, ReEBETIREBMMEIFC LR IGE
TR ERE.

1.5. p)fxi&, =&, KIHFFIER

1.5.1. [o{xiE
[ERIER — MEREY— D XAIRER, [RIER] CAGEEE]— NS N BAT (S0 BAFIERSY ) o [alRIEIX
RATHEBZRNAIEDNE TRMNRE, EEERETARICHRE , o] MEARAEIETE L]
f&E" 5k (LTFED

4.26. [EREEE

a Salutation Management
Actions List
Add salutation NAME COMMENT VALIDITY CHANGED CREATED
Salutation Example valid 10/18/2017 17:18 10/18/2017 17:18
system standard salutation (en) Standard Salutation. valid 10/02/2017 16:23 10/02/2017 16:23

Filter for Salutations

Just start typing to filter...

E—PNEIAZEMOTRSHE — 7 BIYIE)/{Ri8"system standard salutation (en)-ZR4HrER1EIE
(=iB) ",
EQIB - NENRE | SERERMOEE , BREFAENHEFHER (RTE),

4.27. R0— SRV eMEE

a Salutation Management Add Salutation
Actions Add Salutation
< Go to overview * Name: Salutation Example
Salutation:
B I US = = == = E @ =« Q
Format ~ | Font ~ | Size - A- D I, | @Souce Q 99 99| 32

Hello <OTRS_CUSTOMER_USER_DATA_UserFirstname>

We are working on your ticket <OTRS_TICKET_TicketNumber>

* Validity: ~ valid

Save or Cancel

AIERRIEFEATE, SREE—ILEN , TERRKACINEIMEE R,

B AERR P EANAEN TS ER T UEIHRERREN T AR, A, MRRERTTE
<OTRS_LAST_NAME> , MISEMNZEFEE TR LRGANY,
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J+=z
~
III%\

S50TRSEEFRE—# , EMRIEREEMIR , ReE@TIREBMMEIRC ARG TR E
HiE

1-5-2- §
FEEBR—MRRAI S — PN XAIRIR, [0)FR2 ] AHHER—NBAG (B0 BATIERSY ) . ERNE—MR
IREEER — AT A REMMAERIXE, EEBERATNES , JUERARAEEITEPE
2k (WTE).

4.28. TEEIE

a Signature Management
Actions List
/Add signature NAME COMMENT VALIDITY CHANGED CREATED

Signature example valid 10/18/2017 12:27 (America/Mexico_City) 10/18/2017 12:27 (America/Mexico_City)

system standard signature (en) Standard Signature. valid 10/02/2017 11:23 (America/Mexico_City) 10/02/2017 11:23 (America/Mexico_City)
Filter for Signatures

E— MR EMOTRSHE —MIE X R-“system standard signature (en)-REIMESR (X
B)"

ZREBE—NMNER , fEREANER , BREAEMNHIEHRER (LTE) .

4.29. ZIN—1MHFHER

a Signature Management Add Signature
Actions Add Signature
< Go to overview * Name: Signature example
B I US = = E o2 E EE ERRN Q
Format ~ | Font ~ | Size - A- B T, | @Souce Q 99 99 32

It is our pleasure to serve you.

Receive kind greetings,
<OTRS_RESPONSIBLE_User_FirstName> <OTRS_RESPONSIBLE_User_LastName>

* Validity: ~ valid

Save or Cancel

RIEHRE—1F , ERWAIUBEZINEAE  IEEXINTENBRS ARG, &, XR2E—#F , TE
RARERBNLBREZRPHINFIAT, EEZRBF= UGB ERNTSER, FI1W : (FE—
NEBPFEETLTE<ORS_LAST_ NAME> , MEAZFEXNTTRMRSZ ARMNEREIRE,

E =)

S5egiE—# , £RAEMER , REETIREBRMEIRC ARG TR EEHE,
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1.5.3. i

{RER] AR — D Z DHHF R —MERP, MR (REHSH ) EET —MRIR , XHHFR ST

MEEEREFRm. MRBLBMIE , RSARAITMNEREAEE P ZABRINMMGE (R

MRETBHF ) o

N
=5

W

B R AERTEHHE" % |, (R OEHHF AR R RRREES (LTE)

4.30. fifFEE

@« Attachment Management
Actions List
Add Attachment NAME FILENAME COMMENT VALIDITY CHANGED CREATED DELETE
Test Attachment One image.jpg valid 10/18/2017 22:47 10/18/2017 22:47
Test Attachment Two diagram.jpg valid 10/18/2017 22:48 10/18/2017 22:48

Filter for Attachments

Just start typing to filter...

ZEIE—OMME , BRERERMME , REMFOBEARR (LTE).

4.31. R[0— A FbE

a Attachment Management Add Attachment
Actions Add Attachment
‘4 Go to overview * Name:  Test1
* Attachment: Browse..  No file selected.
* Validity: ~ valid
Comment

Save  or Cancel

NRTFAET — B, WET UG EEHEE — 2 MRIR,
(WTFED .

4.32. EEMHAZIER

a Manage Templates-Attachments Relations

Filter for Templates Overview

Just start typing to filter... TEMPLATES

Answer - A new answer

Answer - empty answer

Filter for Attachments Answer - test answer

Just start typing to filter...

=5
24

i (
4.33. el —MEIRBIFHF

SR T EE4.29F04.30) ,

a Manage Templates-Attachments Relations Change Attachment Relations for Template 'Answer - A new answer'
Actions Change Attachment Relations for Template Answer - A new answer
« Go to overview ARGV AGTIVE
Test Attachment One (image.jpg )
Filter Test Attachment Two ( diagram.jpg )

Just start typing to filter.. Save or Saveand finish or Cancel

R R RERTEMMG<->AER R

ATTACHMENTS
Test Attachment One ( image.jpg )
Test Attachment Two ( diagram.jpg )

MEERRIRREXARIRIFHE | NEF — MR ANERIER , RS ERNMAIERKH &

73



4.34. {208 — P HHFREXBIIRR

@ Manage Templates-Attachments Relations Change Template Relations for Attachment ‘Test Attachment One*
Actions Change Template Relations for Attachment Test Attachment One
L] Go to overview TEMPLATE ACTIVE

Answer - A new answer
Filter Answer - empty answer
Answer - test answer

Just start typing to filter...
Save or Saveand finish or Cancel

1.5.4. {%ik

AT TR RAERAEEHFINEN |, REJCAFEOTRSHE XiEMR, — MRIRA] ATEEE]—1
HZ AT, RZTFA.

AEZEBMRERATFOTRSHAREE S , EfEBEECSHNERN , TEHEF AMRIRERYIFK

« X8 EE¥ETOE T HER

o S : FEFRIERIESME T 2P EA

« Bk EERAE—MEUHLHEHMARNER

o i : ERABIENEHBIEFREPER

EEEIRFIUAmMARNAR , TRFEFRENEHEERE —IMERMNAR | MEFITEEEIFHA
BRUDRSHE S TEME, E— N FHEENOTRSH , “"empty  answer-ZAZE"REIR (5 ) 18
B3 BATIRIERIAER,

—BARMTELBERFEENEZIAY , ELRFERENELRHEMAEST HELAER THIIR
1B, EMERNPELER , B ERE—NMEEER , BHNEAFEREASERERPINEIZRENNX
AFPHE (EMUTFEZERIRM THRIIIRIE ) .

SIE T R BIFLENEREESZSEREPS LI X AER THIIRE , NPIEFE—MERE
SFRERFPI AT EIEH AT RRNFE., 8 | EERERE BRI EFM4E <A
EIRFHNATES.

R RAEENEMN ER HEMEEARIREEFS (LTE) .

4.35. {EIREIE

A Manage Templates
Actions List
o Add template TYPE NAME ATTACHMENTS = COMMENT = VALIDITY = CHANGED CREATED DELETE
A new . 10/18/2017 12:32 10/18/2017 12:32
Answer 0 valid 3 ) y . ) y
§ answer (America/Mexico_City) (America/Mexico_City)
Eilis empty ) 10/02/2017 11:23 10/02/2017 11:23
Answer 0 valid N . " 2 i "
answer (America/Mexico_City) (America/Mexico_City)
Just start typing to filter...
) 10/02/2017 11:23 10/02/2017 11:23
Answer  test answer 0 valid . ) y . ) y
(America/Mexico_City) (America/Mexico_City)

Hint
A template is a default text which helps your
s or

agents to write faster tickets, answer:
forwards.

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

REE—NRIR , BRERNERIZE , BREAMFNSE (RREFESMRRER ) FIER (S
WFED .
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4.36. R[I0—ER

@ Manage Templates Add Template
Actions Add Template
« Go to overview * Type: | Answer
* Name: A new answer
Hint
Template:
A template is a default text which helps your = = e = = = =
agents to write faster tickets, answers or B I US == EE =SS =| & Q
forwards.
Format ~ | Font -~ Size <~ | A~ ~ I, | [ Source I 92 2
Attention: Don't forget to add new templates A-B - Q ‘ R e
to queues.
The text for this answer . . .
Attachments:

* Validity: = valid
Comment:

Save  or Cancel

B RS A NBIRI/BRIER , ERAZIRAES IR <->ABHHE (W TE) . {REsLL
ERTRERER— MEERE,

4.37. RIR-ATI XA EE

@ Manage Template-Queue Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES QUEUES
Answer - A new answer Junk

Answer - empty answer

Misc
Filter for Queues Answer - test answer Postmaster
Raw
Just start typing to filter... Support

AR — M BAIIE X ANEIRIRIR , RZIFA , AR ARMREEATI B (535 0 F ERIES. 3270
533),

4.38. 28— MERBIBATIX R

a Manage Template-Queue Relations Change Queue Relations for Template 'Answer - A new answer'

Actions Change Queue Relations for Template Answer - A new answer

4 Go to overview QUEUE ACTIVE

Junk
Filter Misc
Postmaster
Just start typing to filter... Queue UnitTest-TicketWorkflow-005168_1508262162
Queue UnitTest-TicketWorkflow-315235_1508262145
Raw

Support

Save or Saveand finish or Cancel
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4.39. 2o —MBATIRIIRIR X

a Manage Template-Queue Relations Change Template Relations for Queue 'Junk'
Actions Change Template Relations for Queue Junk
‘« Go to overview TEYELAE ACTIVE

Answer - A new answer
Filter Answer - empty answer
Answer - test answer

Just start typing to filter...
Save or Saveand finish or Cancel

R —/MERET , STEURIIMINAYE SRR A |, XEURFIERER

‘BN REBERAIRNEMAFTIIERIEX T , AMHEMG TRFFES RIS ENZERE
ERFEXH (XNMNERE—TRRBNERERER) .

ERESRREIEXE B ERATRBRIERE , ARRRIREN , BAEBRIRIEXMSIA , &RER
BAZIREXEIZE B,

BRERSEEREREM , EAEEEHRIERD,

1.6. Bz
OTRSAWERERLEEHIRXBHMMMNAZT, , LLAE—MFEIIFLIZT —AT 8, KEIHE
RIBEH—NR#E, RANEL—NTREES, BEEEXLEMY  FRAAEENHE KRG B i
Z(UTFED.,

4.40. Ba)fn EIE

a Auto Response Management
Actions List
[+] Add Auto Response NAME TYPE COMMENT VALIDITY CHANGED CREATED
default follow-up (after a ticket follow-up has been )
dded) auto follow up valid 10/02/2017 16:23 10/02/2017 16:23
adde
Filter for Auto Responses default reject (after follow-up and rejected of a . .
auto reject valid 10/02/2017 16:23 10/02/2017 16:23
closed ticket)
Just start typing to filter...
default reject/new ticket created (after closed . §
) auto reply/new ticket valid 10/02/2017 16:23 10/02/2017 16:23
follow-up with new ticket creation)
default reply (after new ticket has been created) auto reply valid 10/02/2017 16:23 10/02/2017 16:23

ZEIB—/ BN , BRERERINENMA , REMBSHNEEA RS (LTE).
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4.41. RMN—ABaiA

a Auto Response Management Add Auto Response
Actions Add Auto Response
< Go to overview * Name: Autoresponse One
* Subject:  Your ticket is beign processed
B I US| = = ElE & 2 E|@ = |« Q
Format Font v size ~|A- B I, [@souce Q 9 92 52

Hello <OTRS_CUSTOMER_RELNAME>:

This is an automatic response for let you know your request is beign processed.
Your will have news in the next 24 hours.

Thanks you!

Your OTRS Team.

* Type:  auto follow up
* Auto response from:  otrs@localhost

* Validity:  valid

B ERAEXEEI BT B ELER , MERZMERIEBP 1, B9 IRMFEBEALE
<OTRS_CUSTOMER_EMAIL[5]>RIBaIZFEMIEXF , EFEMFIEXMRISITTRAETRSBARI B
ZER, RAIUNEERER T AHRABRZENFARER.

WEANEMA , (REEIEEM A ENENH, MANEREITANAASHERS- TR,

*® 4.4. BENEH

B

iR

auto reply-BziEE

ERXNBATI R EIZE— T8,

BHiEE/#HTIE

EHE-IMEXRANTERN , tE—4E O
ETXNIE,

auto follow up-BEhiR#

R =TS8R,

auto reject BEiELE

R ENEL— TR,

auto remove-Bn#k&

Ry B ER— T8RS,

J+=z
~
/I:%\

5HEOTRSEBE—## ,

R EBE

B th AN eER kR , ReEET IR BB MRS A TREIGE T

ZRM—1 Bz — A, ERAREEITE B <->FAZ" i E (LTFE) . Z/BA
SIRFILFFBEMAREH , PICAETTIREE ZEBER— 1 BATIBI B SR,
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4.42. fA\Y<->BiiN XRAEE

a Manage Queue-Auto Response Relations
Actions Overview
Y Queues without Auto Responses QUEUES AUTO RESPONSES
Junk default reply (after new ticket has been created) (auto reply)
Misc

3 default reject (after follow-up and rejected of a closed ticket) (auto reject)
Filter for Queues

Postmaster default follow-up (after a ticket follow-up has been added) (auto follow up)
Just start typing to filter... Raw default reject/new ticket created (after closed follow-up with new ticket
Support

creation) (auto reply/new ticket)

Filter for Auto Responses

Just start typing to filter...

EEX—BAIARERIBE NN , REAMIPASIEM (WTFE ) . T REEEBMENMA , =
H BN B A GEIE— MR B MmN — HREEEXIRE,

4.43. 28— BATIRIB BN X R

a Manage Queue-Auto Response Relations
Actions Overview
Y Queues without Auto Responses QUEUES AUTO RESPONSES
Junk default reply (after new ticket has been created) (auto reply)
Misc

) default reject (after follow-up and rejected of a closed ticket) (auto reject)
Filter for Queues

Postmaster default follow-up (after a ticket follow-up has been added) (auto follow up)
Just start typing to filter... Raw default reject/new ticket created (after closed follow-up with new ticket
Support

creation) (auto reply/new ticket)

Filter for Auto Responses

Just start typing to filter...

1.7. ReGHBAHLE

Z{LOTRSERIEMHF |, (REE—MNEMIAR LRI, EMTSZHARTEERNLE—
it , OTRSEJCAERR 2 NERfFItE, —NEASIR] PAGEIRR] 2 Rttt | R ZTR9K, — DNBATUSM R ER{F

EARYBR UL aT LAFE BIEZRAIR IR E, (ERRAREETTEY R AU 1 ZREE R RN
BRI (WTFE) .

4.44. ZREHAAFIHUEETR

@ System Email Addresses Management
Actions List
Add System Address EMAIL ADDRESS DISPLAY NAME QUEUE VALIDITY CHANGED CREATED
otrs@localhost OTRS System Postmaster valid 10/02/2017 16:23 10/02/2017 16:23
. postmaster@mycompany.com Postmaster Postmaster valid 10/18/2017 23:50 10/18/2017 23:50
Filter for System Addresses support@mycompany.com Support Support valid 10/18/2017 23:50 10/18/2017 16:37

Just start typing to filter...

Hint

All incoming email with this address in To or
Cc will be dispatched to the selected queue.

MRIREIZ— MR AMBAFUE (WTFE) |, R LERTHHERIATIEFAT, XN EEHER TR
3TN R BARIERB A B UL 4 A - ER Bt 2k 53 2E B IERBAIBATI,
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& 4.45. RIN—NRGHR

o System Email Addresses Management Add System Email Address
Actions Add System Email Address
4 Go to overview * Email address: support@mycompany.com
* Display name: Support
Hint

The display name and email address will be shown on mail you send.

All incoming email with this address in To or
Cc will be dispatched to the selected queue.

* Queue:  Junk
* Validity: ~ valid

Comment

Save  or Cancel

=z
N
II/%\

I% I:,E’JOTRS—J—E *i
ETHERSGE FEE

1.8. T Hi@N

OTRSAWHEREFLEEHIRZT RBHSA

ARt th N eER PR , ReEEL iR BBEMMIRC A TNE R

RS ARMER, RS AP RAOEL BT EE S fth]

T HREAIRE,

BERRERNMAY TRBA" R | (RRl UEEARNTREN (WFE) . ORSEF
SEEZRIA G,

FIE XGEH , RE

E 4.46. THBHEE

—RIIE

@ Ticket Notification Management
Actions List
Add notification NAME COMMENT VALIDITY CHANGED CREATED EXPORT COPY DELETE
Ticket create notification valid 10/02/2017 16:23 10/02/2017 16:23
" =
- e NeiEie Ticket email delivery failure
tificati valid 10/02/2017 16:23 10/02/2017 16:23
notification
Filter for Notifications Ticket escalation notification valid 10/02/2017 16:23 10/02/2017 16:23
Ticket escalation warning
Just start ty 1o filt tificati valid 10/02/2017 16:23 10/02/2017 16:23
ust start typing to filter... notification
Ticket follow-up notification .
(locked) valid 10/02/2017 16:23 10/02/2017 16:23 &
Configuration Import Ticket follow-up notification
Jocked valid 10/02/2017 16:23 10/02/2017 16:23
Here you can upload a configuration file to (Lf" EZE) ‘
import Ticket Notifications to your system. The Ticket lock timeout valld 10/02/2017 16:23 1010272017 1623
file needs to be in .yml format as exported by notification ” : -
elBCRethCHIcRtichedUe Ticket new note notification valid 10/02/2017 16:23 10/02/2017 16:23 &
i Ticket owner update
Browse.. JNOHICESICCIEd ot 2 valid 10/02/2017 16:23 10/02/2017 16:23 2
notification
Overwrite existing notifications? Ticket pending reminder
tification (locked) valid 10/02/2017 16:23 10/02/2017 16:23
notification (locl
X Import Notification configuration .
Ticket pending reminder
tification (unlocked) valid 10/02/2017 16:23 10/02/2017 16:23
notification (unlocke
Ticket queue update .
ificat valid 10/02/2017 16:23 10/02/2017 16:23 &
notification
Ticket responsible update
ificat valid 10/02/2017 16:23 10/02/2017 16:23
notification
Ticket service update .
valid 10/02/2017 16:23 10/02/2017 16:23 &

{Re] AZE BlEAIRY IR 2 75 H.

notification

R RAE KRB AN B R

TN REE]

BHARNES (LTE).
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4.47. EH— B

Edit Notification
* Name: Ticket create notification
Comment:
Show in agent preferences: || Yes
Agent preferences tooltip: | You will receive a notification each time a new ticket is cr
This message will be shown on the agent preferences screen as a tooltip for this notification.
Validity:  valid

» Events

» Ticket Filter

» Article Filter (Only for ArticleCreate and ArticleSend event)
» Recipients

» Notification Methods

w Notification Text

w English (United States)

* Subject: Ticket Created: <OTRS_TICKET_Title>

* Text:

w
~
c
()]
]
i
L
o

1]}

lih
[T

Q
- - I, | [@Souce Q 99 92| 34

_n
°
3
3
4
.
o
El
4
2}
N
o
4

Hi <OTRS_NOTIFICATION_RECIPIENT _UserFirstname>,

ticket [<OTRS_CONFIG_Ticket::Hook><OTRS_CONFIG_Ticket::HookDivider>
<OTRS_TICKET _TicketNumber>] has been created in queue <OTRS_TICKET_Queue>.

<OTRS_CUSTOMER_REALNAME> wrote:
<OTRS_CUSTOMER_BODY[30]>

{Re] AGRiEB AN BEAE BB BMAER |, URIEFIRS AR GEEERBXMEMN (ZEEm7H
i) . FIAEMIES RN/ RERIRRIER] BANEEAE,

MINERMERIE—H , el MARAEECIRBANNEAE, Ro] MEENFENRERXER]
LTERH,

RE] UER AR X MBS | FRHILERLERS (TBRM/SEFRTIRES ) NTRERXMNME
o ZATBUEFAAARERIBAG, RERKEESRABRNFZALIENRRIER,

AIARARMFRG (A AR, MIRSARE) EXENORAA, REERENREASBEIREX
MBI,

& 4.48. EH—MEHMBIKREFA

v Recipients

Send to: | All agents subscribed to the ticket's queue and 1 more... @
Send to these agents:
Send to all group members:
Send to all role members:
Send on out of office: Also send if the user is currently out of office.

Once per day: Notify user just once per day about a single ticket using a selected transport.
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X (N

LESh |, fRERTAFEE
FEREEA ) .

A AAARER&RIXRTIERREEH, "B &iZTTAROTRSHRZER , EFOTRS Business

Solution ™ (OTRST R RHFE AT E MR P ERIS BB (XHEFROTRSHABEM
HEPRT ) | FEBAEELEEL (HII]: HENMESEH) .

4.49. ERBHKIXTIE

REATNEDRENRS ARKREEN , FREENTRERNELE—

w Notification Methods

These are the possible methods that can be used to send this notification to each of the recipients. Please select at least one method
below.

Email
Enable this notification method:
Active by default in agent

preferences:

This is the default value for assigned recipient agents who didn't make a choice for this notification

in their preferences yet. If the box is enabled, the notification will be sent to such agents.

Additional recipient email

addresses:  You can use OTRS-tags like <OTRS_TICKET_DynamicField_...> to insert values from the current

ticket.
Article visible for customer:
An article will be created if the notification is sent to the customer or an additional email address.
Email template: Default

Use this template to generate the complete email (only for HTML emails).
Enable email security:
PGP and SMIME not enabled.
Email security level:

If signing key/certificate is Skip notification delivery

missing:

If encryption key/certificate is Skip notification delivery

missing:
Web View
Enable this notification method:

Active by default in agent

preferences:  This is the default value for assigned recipient agents who didn't make a choice for this notification

in their preferences yet. If the box is enabled, the notification will be sent to such agents.

SMS (Short Message Service)

“BRADBIUS 4 A BB F iRttt ERIR 4 T FFOTRSARZ FIEN<OTRS_TICKET DynamicField .
MBI TRIENENETAE, HENEEFTE ((NEOTRSE L RRAR *”EP‘Iﬁﬁ)m,E,-ﬁlttIJJabo

, EMENNE M EERE R T TRIED , BEFER PGP K S/MIMERZE RN
SR EFEBERZHNIEBHIER T L00S

1.9. S/MIME

OTRSHEARLIRE ARIS/MIMESRIZE 2 HZ B INLERHF,
RBEEEREN—ERRESH,

M OTRS 5574
BT RENE |

EfERLLINgEZm , IREBREEE , FE

ERFEETTEAYS/MIMEUE B 552 R IR ERIRFIS/MIMEIES (L TE) . RETBARINEREBFRIE
B, BEICAEERSMIMERRE.
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& 4.50. S/MIMEEIE

@ S/MIME Management
Actions Results
Add certificate TYPE SUBJECT HASH FINGERPRINT CREATE EXPIRES DELETE
No data found.
Add private key

Filter for Certificates

Just start typing to filter...

Hint
To show certificate details click on a certificate
icon.

To manage private certificate relations click on
a private key icon.

1.10. PGP

OTRSH] ARME R RINE/ MR H B A LB INRHMAHFIPGPEEE, EfERALLINEEZ AT , (RBEMEE |
AERRREFER—LEEESH,

BT RAEETEANPGPE R 151 , FIUEIEOTRSHERPGPHIAFZRS (W TE) |, filg,
AiRIOTRSAFEXWEBAR B AP, FIARINAMBIREBIBNER , MREZBARPE R EHIE.

4.51. PGPEIE

@ PGP Management
Actions Result
‘ Q ‘ TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
No data found.
Add PGP key
Hint

In this way you can directly edit the keyring
configured in SysConfig.

Description: Introduction to PGP

1.11. RE&
it FAEE AN R 6 |, (] EERE RGP ERN AR TERS (RTE).
[ 4.52. REEIE

a State Management
Actions List
Add State NAME TYPE COMMENT VALIDITY = CHANGED CREATED
. . . 10/02/2017 11:23 10/02/2017 11:23
closed successful closed Ticket is closed ... valid
§ (America/Mexico_City) (America/Mexico_City)
LleyiorStates 10/02/2017 11:23 10/02/2017 11:23
closed unsuccessful closed Ticket is closed ... valid N . ” 9 M n
(America/Mexico_City) (America/Mexico_City)
Just start typing to filter...
N 10/02/2017 11:23 10/02/2017 11:23
merged merged State for merged ... valid ) y ) y
(America/Mexico_City) (America/Mexico_City)
Hint . § 10/02/2017 11:23 10/02/2017 11:23
new new New ticket create...  valid X ) y 5 ) y
(America/Mexico_City) (America/Mexico_City)
Attention: Please also update the states in 10/02/2017 11:23 10/02/2017 11:23
open open Open tickets. valid
S S neeégd' . B E B (America/Mexico_City) (America/Mexico_City)
See also: http:/otrs.github.io/doc ) ) A . ) 10/02/2017 11:23 10/02/2017 11:23
pending auto close+ pending auto Ticket is pending... valid ) y ) y
(America/Mexico_City) (America/Mexico_City)
X X o X X 10/02/2017 11:23 10/02/2017 11:23
pending auto close- pending auto Ticket is pending... valid 3 ) y . ) y
(America/Mexico_City) (America/Mexico_City)
) pending ) ) ) 10/02/2017 11:23 10/02/2017 11:23
pending reminder ) Ticket is pending... valid ) y . ) y
reminder (America/Mexico_City) (America/Mexico_City)
Customer removed ) 10/02/2017 11:23 10/02/2017 11:23
removed removed valid X y i y
(America/Mexico_City) (America/Mexico_City)
task pending . . 10/17/2017 12:41 10/17/2017 12:40
removed Waiting on arequ...  valid ) y . ) y
dependency (America/Mexico_City) (America/Mexico_City)
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ERNRERG , B LEWEXAIRE
* closed successful-R I A

» closed unsuccessful-5¥ %

» merged-BE&#

* new-#i

» open-RtIEMA

o HEFEMINXA

s HEREFERMKXA

- IR

« removed-E Mk

BORSHEBSER —MRASEE | FEACIRINSHEEERSREE, RAMIRSERER .

* closed-B %

* merged-E&F#
* new-#i

» open-RtIEMA

s 8
iR g
removed-E flfk

1.12. RAECE

RBEE BT SMEI4IF1T 2 OTRSEEEIEINRIER 7,

EENE ENARECESENARAREENERLAFRE (SLTE) . fAIU LEECHRAREE
X%, ] G BEHRREEN R —XHFHR, OTRSIERIEFIERRNT ROW/LFAMELEES
KA AMERLREHAITERNEN, MENEESREBRENMEN—&7 , XESITURESME

RENRBESH, BAIUNRAESBRAITEUER,

4.53. RFECENEIR AP R,

System configuration

£ "BEWEBSRERERA A" ETEAAKRENER A REMIFAHED,
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1.13. {ERHREIK

2R MR TRRARREIMGE. — N ERER—NAHEIMTA (HRMHERNRE) |, 7
i@ otrs.PostMaster.pl MG EREERMATRRSR. H— N7 E=2ERMMFIK, (FILAE
HWEBREERXLEN, ) , ERAEIETEAY M EIE I i 1% 7] AR X LRk
(WTFE) ., ORS3ZFHATERAFEHIHIN : POP3, POP3S, IMAPFI IMAPS,

4.54. fiEIkSEIE

@ Mail Account Management

Actions List

+] Add Mail Account HOST/USERNAME TYPE COMMENT VALIDITY CHANGED CREATED DELETE RUN NOW!
No data found.

Filter for Mail Accounts

Just start typing to filter...

If your accol
X-OTRS he:
time (for pri

Outgoing can be figured via the
Sendmail* settings in System Configuration.

EEMEEERIEIKF R SES IFRER,

1.14. [TREHE ARIERFER

OTRSHA] ATLIRE NBYERFHBAF,  FIa0 , ATLUG R LB FHRFE MM ATRERIATIS | 2E o FLEHE
FRERENRSTRER, WRB[EMTHHEEANEMG. SN EBAFLRIUE XL EES
. FIAENRAAEETIE LA EREEIE ST IR R ERRANTIREE (W TE) .

4.55. HRFEEEUTIREEIE

a PostMaster Filter Management

Actions List

Add filter NAME DELETE
No data found.

Filter for Postmaster Filters

Just start typing to filter...

WS — NS M EIFMELAR , CMEERFIRMERMITE XARIE, BJLA B FHREAIAR
LS IENE SGLIEMME |, Gla0 , BRISEMIRAFZBE WA G AMLE , SEXFIFERB, EEFJUH
FNMRIARY BRI LEE, NIRRT EEEILE , e CAERGUIFRY X-0TRS #rki&EFERRY
B, XLEFEOTRSHEIET RaIREENMNA, TRIIETAER X-0TRS iRk KEEN,
T2
{RERTLAE X -0TRS - FollowUp - *#r3k1% & IR 3 B FhB 41918,
=& 4.5. I"EIX-OTRS-headersiyIfE

AR Pl HE(E R
X-OTRS-Priority: 1-3EHER. 2-K. 3-EH. 4- BE—NTEREMMER,
2. 5-EES
X-OTRS-Queue: RGP —NBAGIRIBFF, RETREHEFRIBAGI, WMRIRE
TEUEARSL R |, NS ZRE 2K
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AJRE(E

EiBU

¥ TEHF RIS ER SR EIFRE
BEfdigain,  IRERTFIA
5, BHRRBAG:FBATIRE TR
EO

X-OTRS-Lock:

WIE, BRI

RE— N T BIBIERT.

X-OTRS-Ignore:

Yes or True-23 &

MEXMX-OTRSEIRE
A"Yes” , FEANEERTE
ZHg , KEAREBERLEF,

X-OTRS-State:

. AR RRINRA. KM
XMA...

RETRET—IRE

X-OTRS-State-PendingTime:

f5gn : 2010-11-20 00:00:00

B’E— NI BAViERaTE (B
1@81I X-OTRS-State & iXEfIR
). AIAIBELITHER ,
41“2010-11-20 00:00:00"sEHE
BB FHR R 2IART (B 9 X B
B, EA"+ $Number $Unit"#
238, EARS$UNitRTLA

='s' (). 'm((H
). 'h' (/hEF) E'd' (XR)
HEEE— 1NN, BRLER
f : "+50s" ( S0 f5HE

&gz, “+30m” (3057

)y ,"+12d" (12K), Bt
B, “+1d 12h" IR ER AT
BERY , fRETAA"+36h"XE,

X-OTRS-Type:

AN (BURTREVIRE )

RE—NTRMED (MNMRHE
TTicket::Type),

X-OTRS-Service: (BURFIREVIZE ) BE—NMNLEMRS (INRBE
TTicket::Service), MR
REIRE— MRS , MNER
RS FRRBIERNIEE,
X-OTRS-SLA: (BURFRATIRE ) RE—MNLERSLA (NRBE
TTicket::Service),
X-OTRS-CustomerUser: =P RETENEFRRP,
X-OTRS-CustomerNo: CustomerNo ( EFPRS ) REXTBEMEFFID,

X-OTRS-SenderType:

agent, system, customer ( A&
BAR. R BEF)

RETBARMFAREE,

X-OTRS-
IsVisibleForCustomer:

0,1

ElfEF R EErRETE
o

X-OTRS-DynamicField- BURTFIISFREE (XA : £ |ESF
<DynamicFieldName>: ic4, HER: 2010-11-20 E&<DynamicFieldName>H{x
00:00:00, E#1:1) FI2MNEE/E,
X-OTRS-Loop: True (E) WNRIZE TIXMX-OTRSHRL
MASHBHENEFARZBL
EHE (HEFIABIRIF) .
X-OTRS-FollowUp-State- 0,1 WMBIRE TIXMX-OTRSHRL

Keep:

FEANBHERASERT 2K
B. At , FILMERERGREE
YRR  KeepStateHeader
BE Xrk,
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X-OTRS-AttachmentExists:  |no, yes MRBFEMEGPR B , LEX-
OTRSHRKIZE H"yes” , NRK
BREFEME , NER
ﬁllnoll1E°
X-OTRS-AttachmentCount: | ( Bi#4%%) EX-OTRSIFL B EMEREF
BB SRR ELE (B3N -
%ﬁ B4 B BB 14 LE AT SK 1B

7"0") o

R ZAFNTRMUIBE—NBH, ERFGIUETRFH BOPREE, BILIRK “I5
KEMNFIRELEFZERWERNRD , ACENBERZLIENE EREMEFRX"ESH , 8]
BOE TR LR A& BIIRIE,  ERIMTEIRKT “IRk2"EEEX-OTRSIRAFHIREMX(E
(WFED .

WiRERMNZRFBIF T , BRIFRE T ELEEFELL 'R (EXMER T LE— SN G2
HEMMW) , BWEZE—1THEFERIMRN,

4.56. RIMN— T HRFEEIERITIERS

a PostMaster Filter Management Add PostMaster Filter
Actions Add PostMaster Filter
4 Go to overview * Name: Filter One
* Stop after match: No
Hint

ils based on w Filter Condition (AND Condition)

Search header field: ~ From for value: .*@somebody.com
use EMAILADDRESS:info@example.com in Negate:
EromiiolorCe: Search header field: = From for value:  spamaddresses@.*
If you use Regular Expressions, you also can & .
ite:
use the matched value in ( as [*] in the 'Set' egate
action Search header field: for value:
You can also use named captures (?<name>) Negate:
and use the names in the 'Sel
[™\name™] (e.g. Regexp: (?<server>\w+), Sef Search header field: for value:
action: [“\server™]). A matched T
EMAILADDRESS has the name ‘email'. e
Search header field: for value:
Negate:
Search header field: for value:
Negate:

Bl 4.1. KRR 57 52 — M ERAT!

— AN ERTIEEEMN BT AIEOTRS BaiFARIC i SR AIERE (@i fi sk bR #a T 240
SpamAssassin ) ¥ %" Junk"BA%l, SpamAssassin&fAta &L RIFTEHRERII"X-Spam-Flag”sk , &
BB AR ARIC S BIRBB AT |, XN SKEVEIR B S Yes”, FRLAX/MTIREESMEFMNIZZ © “X-Spam-
Flag: Yes", ZERXMFRELIE—MTIREE , MRe]UIFX AT IEIENE A1EIN “spam-mail stz iR
2k, EHIRBREES , NE—1THIRERIERE"X-Spam-Flag” , HEGBRIERIAN" Yes"1E
PERE, REMBEE T ULIEROFE. SWRFMEINIREME A Junk AT , FE IR EHRY
KBRSy, RE— 1T "X-OTRS-Queue” , FHEE"Junk"fE XN LIME. REREFXNHTIEE
MUHBERZIES L.

TR —EHIMIERATUNERHITEEATEREANER. EAEEXR, BEERMALKN , XERR
ATRERB A,

1.15. £ GenericAgent ( BaES ) HITEINMES

GenericAgent ( BaffES ) 22— MBaITESHNIR, BESHIFERASEBIE, &KiEH
KT BMBENES,

AAEENESAT ' BNES#E (LTE)  SARBERRATAENENES. XLEESU
WamiE. FhziTHTE MR,
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4.57. GenericAgent ( HEN{E% ) 1575k

a Generic Agent
Actions List
o Add job NAME LAST RUN VALIDITY DELETE RUN NOW!
Job One valid Delete Run this task
§ X Job Three valid Delete Run this task
EllegforiCenericiigsniliche Job Two valid Delete Run this task

Just start typing to filter...

RERIMESZHERCIZ—PHES. FELAFZRE-BH , AETUEERXMESWAR
17 : EEERREIBHMIT (B—cronfEs , IMEX SN TRITIERLERIFIRFE TREFR )
SETTREEARNT (E— M LELETRBFBOFE LRRENEIEMNT) . 8 ARMMMELR
FREFNSTETEAHNES  WaWAmELE LR TiRENTEEER,

4.58. RIE— M EifGenericAgent ( BEES ) £5

a Generic Agent Add job

Actions Job Settings

‘ Go to overview * Job name: Test Seven

» Automatic Execution (Multiple Tickets)

v Event Based Execution (Single Ticket)

A TYPE EVENT DELETE

Additionally or alternatively to a periodic execution, you can define ticket events
that will trigger this job. If a ticket event is fired, the ticket filter will be applied to
check if the ticket matches. Only then the job is run on that ticket.

Add Event Trigge! Ticket EscalationResponseTimeNotifyBefore

To add a new event select the event object and event name.

» Select Tickets

» Update/Add Ticket Attributes
» Add Note

» Execute Ticket Commands

» Execute Custom Module

Save Changes

Save or Cancel

RRIAA B MESEE— N LRTIREE , AINRINENANENTREFR. — T8 EETTHE
S R TR LIRS,

&g , JAETIREARRN TRFEIN—MNMREIATISCRSRER TR ; sTCAFN— N &iE2 TR
BIT—NERIFER ; REEEMBURERRFRX N TR |, XIERAZP LI LRI IEE A,
e

MRMRERT TRMFRINEE , AR R ANEI T B EAIRIBHFERIF A BURE 2= P MR A =T Pk
g!

fmigsER — N BIMESE , ORSIEEEESEHEFER , Me] AFEiTEMES, WREIT—ME
5, (FEESBRINESKINETHEMIANME LR, INERENTRIHESRERMATIE. &
XAHREREN TREEMAENR , REGRERRTHIAGES T SNIT.
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1.16. EESUER

N/

OTRSAAEE R A NARENAFSALXEE, ERAASENEN SERBA T — 1R
EEERBANRR , TLEREENNBRSARMNE (ATE).

4.59. EERBHRER

a Admin Message

Hint Create Administrative Message

With this module, administrators can send * From: contact@mycompany.com
messages to agents, group or role members.

Send message to users: | Carlos Garcia
admin

on: @ ro

members:  IT Supervisor

* Subject: | Test subject. ..

B I

e
[1}]
[}
[
i
il

]

|
8

Format ~ | Font v/ size | A- B T, | ®Souce Q 99 92| 32

Text example . . .

Send

AR EEMRHA. EEMNEXAR , BRI AEEEKEIXNERMNRZ AR, HANBE,
1.17. REFEIE

AAEENEN' X EER HEEEMAERNAFRKEZIEFAGEE (LTE).,

4.60. 2EEE

a Session Management
Actions List
All sessions SESSION TYPE USER KILL
Agent sessions 2VfpBjKpZiUrtcjVs1wKjXFévals5CEg Agent Carlos Garcia Kill this session
Customer sessions

Unique agents

O 4 O 4 4

Unique customers

W Kill all sessions

Filter for Sessions

Just start typing to filter...

EEMZETRBEXRENRENRITER , WERNBSARE. EFPAPELEHNNSIER, "JAE
HREIREME LIEZREBRBENRE, TERBEILABERIE , SMEBEILRARL (WRAHF
F) XMEMBER, SMFENFRERHLESE (LTE).
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4.61. 2FFMHER

a Session Management Detail Session View for User: Carlos Garcia
Actions Detail View for SessionlID : 2VfpBjKpZiUrtcjVs1wKjXFévals5CEg - Carlos Garcia
< Go to overview KEY VALUE
AdminCommunicationLogPageShown 25
o [iirsez=een AdminDynamicFieldsOverviewPageShown 25
AppointmentNotificationTransport {&quot;Notification-14-Email&quot;:0}
ChangeTime 2017-10-16 16:47:11
CreateTime 2017-10-16 16:47:11
{&quot;Notification-2: i 0,& ;Notification-1-Email&quot;:0,&quot;Notification-
NotificationTransport 3-Email&quot;:0, ification-4 i 0,& ification-8-Email&quot;:0, ification-13-
Email&quot;:0}
SessionID 2VfpBjKpZiUrtcjVs1wKjXF6vals5CEg
SessionSource Agentinterface
UserChallengeToken hyZyWyCEfNPV2NQEOZTUTLirRQbul0I9
UserEmail carlos.garcia@mycompany.com
UserFAQJournalOverviewSmallPageShown 25
UserFAQOverviewSmallPageShown 25
UserFirstname Carlos
UserFullname Carlos Garcia

1.18. R

REHF R AR RIOTRSAFR — NS M ER, EiFXIFSARS ARSE, (R

T admin"HPRIARSZ AR ) BREERAL, SRERNAPIWE - X TRALEIFFENER
(R4 B R e AFG AR ) . RARAEERPIERLIEERNBSARNELZIE , IAEXLE
HEETFESEATME—ME2"NIMERR R AR TIEN (WRAEEH) .

4.62. §—LEitXIABRNR AL EFES

@ System Maintenance Management
Actions List
Schedule New System Maintenance START DATE STOP DATE COMMENT VALIDITY DELETE

2017-10-19 12:21:00 2017-10-19 12:21:00 A modified comment for this maintenance period. valid
Filter for System Maintenances

Just start typing to filter...

Hint

Schedule a system maintenance period for
announcing the Agents and Customers the
system is down for a time period.

Some time before this system maintenance
starts the users will receive a notification on
each screen announcing about this fact

FAREMEIL AR WIETFER , —HASHANEFin B EEFLLBBZE,
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4.63. RREIRIERS

@« System Maintenance Management Edit System Maintenance

Actions w Edit System Maintenance Information

< Go to overview Startdate: 10 [/ 19 [ 207 Py - 2 B2 B
Stopdate: 10 [/ 19 B 200 @y - 2 B B

* Comment: A modified comment for this maintenance period.

Login message: | This should appear at login screen for all
users.

o |Maintenance period notification message.

* Validity:  valid

Save or Saveand finish or Cancel

w Manage Sessions

Unique customers 0

Agent Sessions
SESSION TYPE USER KILL
81YR4xJJJTsqKpcd9cJOnYSqkbwPd5TG Agent Carlos Garcia Kill this session

Customer Sessions
SESSION TYPE USER KILL
No data found.

@ Kill all Sessions, except for your own

EEX THHEFFPERERISTHENKIENHENIEAGEE  FAEERTEXEEBRRBEES
MEIERTERLIEFIERIE ( R T HRISE ) o

1.19. RFEHE

AAEENTHMN RAAT HEETRAZTHNAERE  FNEEFRRONERESRLEE (RT
)o

4.64. R4 HE

@ System Log
Filter for Log Entries Recent Log Entries
Just start typing to filter... TIME PRIORITY | FACILITY MESSAGE
Thu Oct 19
11:16:59 error OTRS-CGI-60 /etc/ssl/certs not writable!
Hint 2017
Thu Oct 19
fieroysuiindloglnicnationsbautvouy 11:16:59 error OTRS-CGI-60 Jetc/ssl/certs not writable!
system.
2017
[x] Hide this message Thu Oct 19
11:15:56 error OTRS-CGI-60 /etc/ssl/certs not writable!
2017

ASHE—1THEa - HEE. AEMNER RFEGHBERE,
=}
WEBREFM R LB ERELinux/UnixR 4% L7 H.
1.20. BEHE
ERAEETEDMETN R SRE AR EOTRSHBEAEHNABERE , tIRE/IEIE FHRE,
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4.65. BEASHLE (%s)

‘Communication Log - Overview

A C ation Log
Time range Status for: Last 24 hours
Last 24 hours
Show only communication logs created in v X = (0]
specific time range.
No account problems Failing communications No active communications Average processing time
Number of reported problems: 1 Less than a second

Filter for communications

just start typing to i . .
 List of communications (2)

Hint

120f2
In this screen you can see an overview about STATUS  TRANSPORT = ACCOUNT VSTART TIME END TIME DURATION
incoming and outgoing communications. x Email @ imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43 08/01/2017 09:46:43 0s

e 3 v Email @ imaptis.example.com / test3065508080300003 (IMAPTLS) 08/01/2017 09:46:43 08/01/2017 09:46:43 0s

RITHE—MURRINES | BEZ/MER , BREARNBKETIRR , BEARRURTTIRE

RECEENATRINEREMAENKABEMARE , KARSERKRGHES,
o BERSFENFEE B EANKERESEBLIERIR,

s BERSFERNSHFRERAZFIRNETENERS

o EY4LIEaT B BT REE R R EAT,

BT A ZEMASIE AT (ESERE , LMERIE@ IR B TR, FRIEZSh , BT ABNASIBAE X
BT, BERS , FEINBLERIINEERATHR.

4-66 ;=F 1-‘-EIL;\HT|‘E—.|:;.EE

Time range

All communications

ed in
Last 1 hour

Last 3 hours
Last 6 hours
Last 12 hours
Last 24 hours
Last week
Last month
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4.67. B HEKSIAE

Communication Log - Account Status

@ Communication Log Account Status
Actions  Account status for: Last 24 hours
« Back ASTATUS | ACCOUNT AVERAGE PROCESSING TIME DT
v imap.example.com / (IMAP) Less than a second
v imaptls.example.com / test3065508080300003 (IMAPTLS) Less than a second
Time range
Last 24 hours.

 Communication Log Details (1)
Show only communication logs created in

specific time range. 110f1
STATUS  TRANSPORT = | STARTTIME END TIME DURATION
x Email @ 08/01/2017 09:46:43 08/01/2017 09:46:43 0s

Filter for accounts

Just start typing to filter
Filter for communications

L
Hint
In this screen you can see an overview about
incoming and outgoing communications.
You can change the sort and order of those
columns by clicking on the column header. If
you click on the different entries, you will get
redirected to a detailed screen about the
message.

s ‘ 3 Ty Iy N
FPINSEFEAKFRSER | FIREERE -SSR EHEKAEXE
,mﬂ.:lmk /.I\ 1z B , P TEHIIE— T LE= E 1H
4.68. 1:H: H Il..\mk = '{j(:u\
Communication Log - Account Status
A Communication Log Account Status

Actions  Account status for: Last 24 hours

« Back ASTATUS | ACCOUNT AVERAGE PROCESSING TIME EDIT

v imap.example.com / (MAP) Less than a second
v imaptls.example.com / test3065508080300003 (IMAPTLS) Less than a second

Time range

Loy + Communication Log Details (1)
Show only communication logs created in

110f1

specific time range.
STATUS | TRANSPORT = | STARTTIME END TIME DURATION
x Email @ 08/01/2017 09:46:43 08/01/2017 09:46:43

Filter for accounts

Just

art typing to fite

Filter for communications

Just start typing to filter

Hint

In this screen you can see an overview about
incoming and outgoing communications.
You can change the sort and order of those
columns by clicking on the column header. If
you click on the different entries, you wil get
redirected to a detailed screen about the

MRF/GEFREHRERT , FER—MFRUEFS,
4.69. BEHEIFEW

Communication Log - Detail view for incoming communication started at 08/01/2017 09:46:43

A Communication Log Detail View
Actions v Communication Log Overview (2)
« Back STATUS A TYPE = ACCOUNT START TIME END TIME DURATION
v Connection @ imap.example.com/ (IMAP) 08/01/2017 09:46:43 08/01/2017 09:46:43 os
. x Message ©  imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43 08/01/2017 09:46:43 0s
Filter for log entries
Just start typing to filter. » Communication Log Details (8)
Show only entries with specific priority and
. A#  PRORITY MODULE INFORMATION CREATED
1 5 Kernel::System::MailAccount:IMAP Open connection to ‘imap.example.com’ (test3065508080300003) 08/01/2017 09:46:43
2 [} ::MailAccount:IMAP 1 messages available for fetching (test3065508080300003/imap.example.corm). 08/01/2017 09:46:43
3 e ::MailAccount:IMAP Prepare fetching of message '1/1" (Size: 12.3 KB) from server. 08/01/2017 09:46:43
Hint 4 3 :MailAccount::IMAP Message 1" successfully received from server. 08/01/2017 09:46:43
5 #* ::MailAccount:IMAP Message ‘1 marked for deletion. 08/01/2017 09:46:43
In this screen you can see an overview about - - g —
(R e ol S L S e 6 i ::MailAccount:IMAP Fetched 0 message(s) from server (test3065508080300003/imap.example.com). 08/01/2017 09:46:43
e IE T I R 7 B Kernel::Syster:MailAccount:IMAP Executed deletion of marked messages from server @ample.com). 08/01/2017 09:46:43
columns by clicking on the column header. If 8 #* Kernel::System::MailAccount:IMAP Connection to 'imap.example.com’ closed. 08/01/2017 09:46:43

you dlick on the different entries, you will get
redirected to a detailed screen at
message.

BEMNEEITUEE—MHZMNEE , IR Connection (i ) s Message (GER ) 28,
o EERHEEEXRE N RERIFEIMKF FREVEWERMFRERIER B EER,

« HERHSEAEREERGERAXRNEMASER. EAEERESS ETIFRIRIRERR] DA ELIRE
ICRELAEF , UWERBE THREE T4,
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& 4.70. BEAEMRELTLIRE

Filter for log entries

Just start typing to filter...

Show only entries with specific priority and
higher:

Trace

Debug
Info
Notice
Warn
Error

ITWid wedl |l \JIIL‘.II&’\J Ll T %W G 1l Wl Df those

ilew about
itions.

BERFNMBMN  BiEREEMEE , RERGEGIRENMNAELNESRAIMWEES
B , Error2&5%73,

1.21. #EISQLEHFRMNITSQLEH

REEETEMNSQLERRRE LRI AEROTRSEUEERRMEIE (W TE ) . FEEEHRERMA
B, AaiFfiT select"ERIEA.

4.71. SQLE®EEMO

a SQL Box

Hint Options
Here you can enter SQL to send it directly to % SQL: SELECT * FROM
the application database. It is not possible to

change the content of the tables, only select
queries are allowed.

Limit: 40

Result format: | [HTML

Run Query

1.22. REEEERSR

ERRAAERNEGEEEERSR R , (R ULZRMEERARY BROTRSINEENRAFE (I
E) . EFAMMNRERSSEEOTRSRECEREMLTANYT R,
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4.72. R BIEIERR

@ Package Manager
Actions Online Repository
Browse..  Nofile selected. NAME VERSION VENDOR DESCRIPTION ACTION
2 Install Package Fred 6.0.1 OTRS AG A tool to support the developer by his development. Install
OTRSCodePolicy 1.0.13 OTRS AG OTRS code quality checks. Install
OTRS Free Features
= Update repository information Local Repository
® Update all installed packages NAME VERSION VENDOR DESCRIPTION STATUS ACTION
FAQ 6.0.1 OTRS AG The FAQ/knowledge base. installed Uninstall

Features for OTRS Business Solution™ customers only — sales@otrs.com

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

NAME DESCRIPTION

Multiple Recipient Encryption Enables dispatching an encrypted email to more than one recipient at the same time

Agent Email Interface Enables agents to work on tickets via email without logging into OTRS

Hide/Show Dynamic Fields Based on ACLs you can use this feature to show and hide specific dynamic fields depending on the context
Dynamic Sender Addresses Enables the insertion of a sender email-address other than the default

Restore Pending Information By selecting the pending state again previously filled fields are automatically filled

Restrict Customer Data View Makes a defined access possible with the assignment of customer IDs to partner IDs

) Offers the possibility of enhanced ticket statistics that, based on the duration of a ticket stay, can help to identify
Extended Ticket Stats i il
vulnerabilities

Process Management Article Email Enables sending OTRS Process Management articles as emails

REHEEERERRS R LHMEELTER THWOTRSIEHFRE B AR ENIRES,

RE]AMIZRREN LR E  EREELRAGCE , AEEFTRGCERE , WRERIANKRG,
FREMNERUTANKAHE. BERR—IMRAGE , RERERNE, RREME  IMGEMEES
IR B EEER D BN,

EFHELTRNWRHEHE , EERH CERRERFIERESRATRANREENEH, AFRLE
HENEF R ARG B TR R AT,

AEFLERT , LLURHOTRSR A L% iEEEInternet , fRiF 8] AR E T AN 2R EE,
REZEMEN IR |, FOEFEEE FIREEN.opmXE | fEf T  BREEEREGE/RKE, £
TRE  ITMRGEEMSERMREGCESDER. FFTUMAXNGEREH—NELLRIRG
@O

EEHBAT , (R EERERUEEERSE | fAINERRESERRMEFREE. REE—TRAR
EfCore::Package FHIe] FHIEIN,

1.22.1. EFAMBEELZRIVREE
MOTRS 6/ , REBEERERHIMEZFRIN T —MIERABELTRNRGEMZE. d=E
It¥ZEHRY |, FFLHEOTRSSFIFHIZE S KREH M BRGE, & , WU fEAEHIA®
%Admin: :Package: :UpgradeAlL\GL1TRE R ELIRIE,

4.73. R B EER " ENMBEE T RNRA B %

Package Manager

& Package Manager
Actions Online Repository
Browse..  No file selected, NAME = e T —
& Install Package No data found

OTHS Free Features e iy

= Update repository information

~ NAME VERSION VENDOR DESCRIPTION STATUS ACTION
I R e I FAQ 6.0 OTRS AG The FAQ/knowledge base installed Uninstall
Survey 6.0.1 OTRS AG A customer survey tool. installed Uninstall

TimeAccounting 6.0.1 OTRS AG A Time Registration Module installed Uninstall

IEINREIZENFI B E XMRGEENER | MAERATE I ELRNRUEREFENRE , HitE
EMEXERA B RERBERBRGE (AMEREREENREAFTZARZRERATIRGE )
R IERAIG T
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MRLRTRBERFEREXFIN NRACERNRAEE , WARRETLINEEN , FEF®
FRMCHEW (BTRUELRGECE) .

SFARFAERGEMNHEIZEEETR , KEEEERFEIRN—MEH=UETIR, JA<&HE
N SERESSEENEERE, IS, SEEETENRER" "B "HENERR
R'ZEMRABIRFEHEN , FRIWELIRMFIESIENER , UBRIPR,

4.74. R BEER " EEEMMEEZRRIVIRG B EA

() There is a package upgrade process running, click here to see status information about the upgrade progress. —

Package Manager

“ Package Manager

RN (REEEFAFPRETRRED )  #EEMKREEN , IERIIRS | MRFAERMG
BIEMAEH , MLERENEGE , IRBIEFSEN IR, STL@EEERRLHEE, &L
ERA , SMNRSINITARRAIUERERNRSHNEZ FAEE. XALFRE , RHEBEE
BRFERITUERERRR G EBHRE,

4.75. R BEER " EMFMEERRIRGE"HBE

Upgrade all packages x

Process state: Finished

NAME STATUS

FAQ Updated

Survey Updated

TimeAccounting Updated
Dismiss

1.23. Webfg%

RBEIRTTEAIWEBAR S 1S | H eI WEBRRSS (B FOTRSEREO ) MERFRE (LT
)o

4.76. WEBRRSHIEIFZ R HE

a Web Service Management

Actions Web Service List

Add Web Service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
Webservice One 5 = S S valid
Webservice Two o = s > valid
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WEBHRS ECERIEIRZ SR E £ "WEBARSS B, R E "8 5 B iF 4 i,
1.24. SISFE
NSFREMREMNEETRNEHNES TS (WTE) .
4.77. E-EHSFERNNSFEREBLEER

a Dynamic Fields Management
Actions Dynamic Fields List
Ticket et
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessID Process 1 ProcessID Ticket valid
Add new field for object: Ticket
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Article

ESFERECEMFAIAE ST,
BONSFEREEHBECACHEEIRE , EMBEEECHEER=.
ES =

EOTRSIEZRA , ISFEREAR SEHHRZI TRBANEH | Bk LRI U REIHER
IE S

1.25. HIA

SAREERE , FTRIA&ES N ER.
4.78. §—EHRNHREERRER

@« Calendar Management
Actions Calendars
) Calendar Overview NAME GROUP  VALDITY  CHANGED CREATED EXPORT  DOWNLOAD URL
= GCS admin  valid 2017-10-19 16:02:31 2017-10-19 21:01:04
A2d oines = GMs admin valid 2017-10-19 16:02:21 2017-10-19 21:01:16
. T Gsb admin  valid 2017-10-19 16:02:44 2017-10-19 21:01:38 & &
Public Holidays admin valid 2017-10-19 21:02:01 2017-10-19 21:02:01

Calendar Import

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

Browse..  No file selected.
Overwrite existing entities

2 Import Calendar

Filter for calendars

Just start typing to filter...

Description

Depending on the group field, the system will
allow users the access to the calendar
according to their permission level.

Read only: users can see and export all
appointments in the calendar.

Move into: users can modify appointments in
the calendar, but without changing the
calendar selection.

Create: users can create and delete
appointments in the calendar.

Read/write: users can manage the calendar
itself.
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BAREEAERHEEETHERIFANMEA,

2. RAERE
2.1. OTRS EEEXfF

FIBOTRSEE & X4 &7 fiEE H R Kernel REFEZFE®, KRTKernel/Config.pmihA
SEFNEREMEMXE  BHRAEHFNEECHXESEENR. RERREESHMNEMXEHEF

ZlKernel/Config.pm , ARREBEZHITERSH., EARIERXKEASKEBRUEXGE , FRCAR
HFNEREL L,
B LAEIT HiTperl bin/otrs.Console.pl Maint::Config: :RebuildZFzf

EERE BT LRKRIER. BFREERF (k. B, ERZERNHNE) SENEREE o fi
FKernel/Config/Files/XML/HHIFTE .xml XwwET . BERBREZIOTRSEIE
B, BABRAT , IMEROKRES  xmIXEEEFOTRSEZERR , (EROTRSHZEINEE , JIFAQAN
RENEE (SERIEMOTRSY R ) , tRRFECHREXGRINEL B %,

ENEEHTEAENR , FEHTHE, PEBHBGIOTRSEIEETRIFAEIRENEXE , BH
i ROTRSEI A BARIEMEAIIE , FIEEMAKernel/Config/Files/ZZZAAuto. pmH,

WMR1AEOTRS WebSR & , MEESEXHKernel/Config/Files/ZZZAAuto.pm, Kernel/
Config/Files/ZZZACL.pm (3058 %E). Kernel/Config/Files/ZZZProcessManagement.pm
(NRA\) FEEAEHMBEENX .pm X FEFINEHTIEE, XEXEHRERAFRE
RTE%FEN , TNFHENR. T, BEAESREMRENFHERNEESHIIXEKernel/
Config.pm, FZEULINFIZEILEEENH  WIRAZERMEE T ENEERERE.

2.2. BIWEBRHEER S
4.79. ZHRENERRE

System configuration

A System Configuration

import & Export

OTRS ®RZ#BIRBEFIFRT1I700SHEEIRE , FEEAENGERENCHENLCEIRE, A2
XER , B MBSO XBFHEMENEERE. SXRENMUBREERENRNT , EATUE
REATE, ZHFTURBZHMBRIIEETSE  MEREEH BT,

tboh , BARERERLENNSMAN L., SMERESMMPNENTE, BIEREP—IE
MEB , BERHDEAMELANAEIRE. REBLBLRRTERR  XMEEMIBENEE , BR—
BZET—IMESECHEERENKHEE (MFAQFIIRESIRE ) , MEBREMERE, @EE -
LAEESAMWXERE T IMEXRHINSAE.

PIBEREIRERINERANRIL BRIBIRE  BEBRGSEERELR , BEH"REXIMRIE "R
H, —BEAREEREDN , TUBE[REEMRTRE (ERREE CHEER ) REFHIERN
FERFTMAVEDN, MRIFMBE R —MEERERE—MRE , WEFLRIZIRENRIERD, , E2IH
EERTMMELF. TNBEREEMMEGEREREREE EH ESC #REUESMmE. BUHW
Bia , EEnmEXIEHE MMM BRI EHE R ES.
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BESMREA LANRESMBX ARG ER—LEFBEZERMAIRE (FIW , BR/ZERR
B, BiREEEEANRIME. EHRNREMNEZ SO EHESURIT— MR E B R L P A EPRED
) .

ATEEREN , WABNEE, RAREFEF=EERENENREFE, BHBMIEEL
FRET KBRS/ ERE e ST AR P AVET LB |, PR R AR (BGERE ) 52/ (3K EKiL) K
SH—3—EERIE L.

4.80. ARG ESRE

System configuration

A System Configuration Changes Deployment

Actions Ghanges Overview

You have 1 changed settings which will be deployed in this run.

MRBEREFNRREEFMMEIFMBEENR (FIIIREIRE—IHSEA ) |, AICMERSHIRERE | X5
RHE— .yml XERIETH, BEMEBCHIRE , BEASARE , ARERZAILIEN .ymlX
.

=z
N
II/%\

HF&LELER  BERAEENEAFPAET L EERRIEEFEEENEERE, XEREY
ZifEKernel/Config. pmAAFHIEE,

3. ERE
AB iR T ORTSHIBHS HANE.
3.1. &

BERMERNBIERTESN | NARFXM (W/opt/otrsBRTHIXH ) FFEERIEEPIIE
1o

ATECED , EBINOTRSERPEEZBIE THIAscripts/backup.pl, BITERIUNEMEFIEE
EMHIE (W TEMNEE ),

linux:/opt/otrs# cd scripts/

linux:/opt/otrs/scripts# ./backup.pl --help

backup.pl - backup script

Copyright (C) 2001-2021 OTRS AG, https://otrs.com/

usage: backup.pl -d /data backup dir/ [-c gzip|bzip2] [-r 30] [-t fullbackup|nofullbackup|
dbonly]

linux:/opt/otrs/scripts#

B : SREXK FOTRSE N HLHIRIES BN,
PITTEREFEENGSREIE—EH

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
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Dump MySQL rdbms ... done
Compress SQL-file... done
linux:/opt/otrs/scripts#

A . flE—1 &0,

FTEIREMRIZIEE & /backup/2010-09-07 14-28/TF (M FTEAMMA ), B, XLERIBEHR
F3)—tar.gzxX 4,

linux:/opt/otrs/scripts# ls /backup/2010-09-07 14-28/
Application.tar.gz Config.tar.gz DatabaseBackup.sql.gz
linux:/opt/otrs/scripts#

B : BB,
3.2. k&

EMRE—NEN  RENNAEFRBLAREEZREEZR , M/opt/otrs, EMNBIRE IR
r$_o

BNOTRSEREB T 7 —MIAXFscripts/restore.pl (W TEMNMA ) , ERMELTIRE T
2 , Z¥MySQLFPostgreSQL,

linux:/opt/otrs/scripts# ./restore.pl --help

restore.pl - restore script

Copyright (C) 2001-2021 OTRS AG, https://otrs.com/
usage: restore.pl -b /data backup/<TIME>/ -d /opt/otrs/
linux:/opt/otrs/scripts#

B : SREXX FOTRSTRE N HIRIESEN.

40 : BURIRTFIEE R/backup/2010-09-07 14-28/7TF , SILAfER FEMIZATIEER&H S RKIK
£ , BREOTRSELHEE/opt/otrsB&x,

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#

B . YxE OTRSEIRE,

4. MR E

4.1. &5/ IR

4.1.1. B EmBH
4.1.1.1. ;@&dSendmail ( ZiA)

OTRSHEILAIEIE Sendmail, Postfix, Qmail SKBEXim&iXEFibt, ZHAEEZRFERSendmail ,
FFFEENA,

fRe]bAiEd B R ERlin SR E i & & XM4iRE (Framework: :Core: :Sendmail),
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4.1.1.2. BISMTP=SMTPSHE S22
OTRSEJAIEIESMTP ( Simple Mail Transfer Protocol /RFC 821 ) Z¢Secure SMTP&EHB{,
SMTPRRSZ 2R IZEFILLBIE RARCE (Framework: :Core: Sendmail ) #HITERE., WMRMEEE

BISMTPSIEIN , MERLV T FTFEAIPerlitRiR, FEXMIBERT , BB H "LROTRSFIFHIPerlEiR"BATR
B RR,

4.1.1.3. tiB4BAT

OTRSTEREZ ARG BRE FEEHA , FL—NTiPERESEESNRRSAE, &IE
B, BFEAHIFHOTRSSTHEE S HRE—X,

ENEBFHREIRE , FIMEREHIG&H<Tbin/otrs. Console. pl
Maint::Email::MailQueue® --list &%,

il
w}
P

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint::Email: :MailQueue --list
s R R domm s oo o
R T I +
| ID | ArticleID | Attempts | Sender | Recipient | Due Time | Last SMTP
Code | Last SMTP Message |
s R R domm s oo o
R T I +
| 28 | 284 | 0 | otrs@localhost | marketing@otrs.com | - | -
| - I
| 29 | 285 | 0 | otrs@localhost | feedbac@otrs.com | - | -
| - I
s R R domm s oo o
R T I +
Mail queue contains 2 message(s)

ATHIRGERRT , AIMER -filter S8, HINNERLEFULRIID,

shell> bin/otrs.Console.pl Maint::Email::MailQueue --list --filter ID::28

B R R Fom e R
R R R +
| ID | ArticleID | Attempts | Sender | Recipient | Due Time | Last SMTP
Code | Last SMTP Message |
B i S R Fom e R
R R R +
| 28 | 284 | © | otrs@localhost | marketing@otrs.com |
+-!--+ ----------- +----! ----- R Fom e R
R R R +

Mail queue contains 1 message(s)

Done.

EMIBRAIBAZ1F R IZME FHRGE |, BIEE - -delete-al | S FE —LATIINLIEEEAY - -
delete%;&zo

shell> bin/otrs.Console.pl Maint::Email::MailQueue --delete --filter ID::28
Deleted messages from mail queue.
Done.

RE]AF N RIXBFHRYE , MAFTFFOTRSTFHFHAIZESHRER. AFEE - - sendSHE)
ﬂo
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1 message(s) successfully sent!

shell> bin/otrs.Console.pl Maint::Email: :MailQueue --send
Done.

4.1.2. FERHF
4.1.2.1. &JIOTRSE, R EA & HR 0K

OTRSEEEMPOP3, POP3S, IMAPFIIMAPSHIHEB{EFMK F 2 Ul i,
BT RAE IR TEAY " HRAE B IR S MBIk P s R EC B (RRVBR IR .

MNREBCIE—NFFROMRE, (WTE) |, WIAIEEMGRSERM. EXAFPIMBE, S, 7R
R IFHRA RS EEHVETY (RJARPOP3, POP3S, IMAPEXIMAPS ) , MRS EBINEZTERLT ,
HBRETPREZENPerliER, EXMIBERT , iESE HOTRSETEMNENPerltE R ER,

4.81. FB— P ERAFIKS

@ Mail Account Management Add Mail Account it

Actions Add Mail Account

< Go to overview * Type: | IMAP
* Username: marco.buchholz
Hint
% Password; |eseseesesess
All incoming emails with one account will be * Host:  mail.mycompany.com
isne .

Example: mail.example.com

INBOX

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

Outgoing email can be configured via the

Sendmail* settings in System Configuration. * Trusted:  No

* Dispatching:  Dispatching by email To: field.

* Validity: ~ valid

MR ZEEEMBVEEER"Z" , WA TEARITHIINZIE NEBEFEIFT B X-OTRSHBHFL, EHX-
OTRSHRAF]AE LB R FRMIT—LRF |, TSN XU EMMAR G AGREEETNRE

798, X-OTRS-HeadersfHOTRSHIRVILIERIRIRERA, &K IX-OTRSHRKHEIT T EIFMAVILEA,
ZRREMEBNRE AN , EAFNIT IRV ETHRFE SR TR F AN,

MRFBEZBAII To: (WHN) "FEREOATHF , Me]AEFIENBEEND R, T 'wvidilk'F
ER , SNSRERZFTERR TSR, M BRAREBERG I LR B ERIBATIS |, BREFUREF Attlt7E

XFMER T RBEE, WMRERREAA(To) DK, NARERFICETIRE S5 ABRHEYTo: (Wt
A) "FERARAAERER,  (RE]CAEER A E IR DIE A F ARtk IR ER S gt it 5 RUBA G,

NRTo: (WA ) FERPAYHULE SPATIHHE , WHERFRIKEIRZATIS, MRETo: (WM
A) ?—;EQEPE"Ji{ﬂthiﬁﬁ%ﬁ%EUﬁEﬂ BAZI , MERIRARGFR Raw BATI , X REINL R EHIMRFEE

E5IEKIABAGY,

BBk P RO FR B BUBERREEOTRSEUEER, bin/otrs.Console.pl
Maint::PostMaster: :MailAccountFetchar £ {EREIEZE IR E RIKERARE. {ReTCAFERIM
TERMEBMRIVMEIRERTEERTIE,

A MEBLRMWOTRSH , HOTRSSFIF#HIZE 105 #PULEY— R BB,

S

xr
=

USERER{FEFOTRS = MPOPERIMAPHR 53 28 EMIBRER(F. RABEIEIRILARSS BRI RE— 1Bl
A, MRIFBERSF[RE—MEIER , (RN SRS 2R LRI RN |, BERIREYHR
fHARSS B XEHBARENIF RIS R,
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4.1.2.2. BidHm<1TIEFFProcmail (otrs.Console.pl
Maint: :PostMaster: :Read)
W RARABE(E PR BRI - SRUSEX AR ZIOTRS |, as 1T bin/otrs.Console.pl

Maint::PostMaster: :Read®]82R —/MERXMe)@AYNE, EEISTDIN (HR/ERA ) BUEMRB
MBI EEEREMAZIOTRSH , XEREWNRMDA (HRERENIE , glprocmail ) ITIXNMER
MBEFEOTRSH{EFFERA-

AT MEARFEMDARbin/otrs.Console.pl Maint::PostMaster::Readfy¥R , 1T TFEY
1P

linux:/opt/otrs# cd bin

linux:/opt/otrs/bin# cat ../doc/sample mails/test-email-1l.box | ./otrs.Console.pl
Maint: :PostMaster: :Read

linux:/opt/otrs/bin#

BIA - MRS BEMDARRBFEEIE S,

MR SR B REPAGIMRE S |, MRAIRERETIF T,

5] 4.2. {E£FHotrs.Console. plidiZProcmail 3§
ATE—NMTEBAGIF BB , #F T ErfFIF{ERotrs.Console.pl,

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster::Read --target-queue=QUEUENAME

S RE—NFRATIEY , ROTERNE S : : RO FRRPAGIFIFEAT,

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster::Read --target-queue=QUEUENAME: : SUBQUEUE

ProcmailZLinuxEEIFEBEBAN—MBMETIREE. EERBRRATEEX  NIRSELTR B
BprocmailET1,

EfeEprocmail AFORS (EFprocmail i EFIMTAGAsendmail, postfix, eximaxgmail ) , f&E
Fi~otrs/.procmailrc.distX , FEEHIH.procmailre , FRNMTEMAFIITEIX G
I:Flo

SYS_HOME=$HOME
PATH=/bin:/usr/bin:/usr/local/bin

Ho- -

# Pipe all email into the PostMaster process.
Ho- -

10

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster: :Read

A . EBBprocmail BFOIRS,

FrB&IXGARMMOTRSA FRIBBA4IG BT EiE&i%E4Ebin/otrs. Console. pl
Maint::PostMaster: :Read , SR/ B RIE(RAVBATIMEH,

4.1.2.3. #IPOP3IMAPUEN R4 FHiGfetchmail A Fotrs.Console.pl
Maint::PostMaster: :Read

7781t POP33KIMAPHB {4 AR UK EX BB 4 ZIOTRS EH/ A IO TRSH ~ Fprocmail , ERfetchmail,
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IR
OTRSEH L BE— AL LEHISMTPREE.

{REIA{ERAOTRSHIhome B RHPHIS . fetchmailrc.dist , B EEBE|H . fetchmailre, €&
PIFREENAST (L TEBEF) .

5] 4.3. .fetchmailrc

#poll (mailserver) protocol POP3 user (user) password (password) is (localuser)
poll mail.example.com protocol POP3 user joe password mama is otrs

AREFICIREXH. fetchmailrcAItXPE 7710 (chmod 710 .fetchmailrc) !

£ EmBIFHRIXHE . fetchmailre , tARMIT T2 fetchmail -a , 2 LT EREREFRI ALt
OTRSHK P, WNRIREEEAUENERE , FIiX eS8 E — N cronfE 807,

4.1.2.4. EJOTRS MHEEERBRRIIE/ DK (ATEERNIIK)

WMNER{REMAbin/otrs.Console.pl  Maint::PostMaster::Readzibin/otrs.Console.pl
Maint::PostMaster: :MailAccountFetch7si% , {RE A FERRFE IR 5t 8 SR 1S IR IB A\ SRS 2K
X-OTRSKIEE, BIEX-OTRSKEE , TRALH ’ﬂ%iTL#)\E’JEBfﬁFMFJ—‘“# RIE , 540 : S ZEEI—
MIFERIBAGI, ELRAEERFIENZFID, XFX-OTRSKMESEFRIES Iiﬂ%%%fﬂﬁﬁﬂ’]m\\ﬂﬂmﬁ
14”!1’&)*“;‘%3‘

B LEEIARTIRRARIR ¢

IR

&L (tN$Self->{'PostMaster::PreFilterModule'}->{JobName'} ) EEZEHE—HY !
Kernel::System::PostMaster: :Filter::Match— /LR —LEhik (ML EFA. W
A ERF) BERIAMER, MRERT—MLIREFAN , EnTUREHRABRHEL (FIENX-OTRS-

Ignore: yesZX-OTRS-Queue: spam) , FEGIFHIESTLRIIZIX 4Kernel/
Config.pm,

5l 4.4. TEEEERKernel: :System: :PostMaster: :Filter: :Matchf{Es
N

# 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@',

}I
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**',

}I
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Set => {
'X-0TRS-Queue' => 'Order',
},

Kernel::System: :PostMaster::Filter:: CMDR—MEHRH @I EEZ B I R SHIEIA
R, MHASTDOUT (tREHILE )  MRERAE , NiZEMAVARMESL (WNX-OTRS-Ignore:  yes
g X-OTRS-Queue: spam) , FEEIFHHIASTFILARIIZIX 4Kernel/Config. pm,

5 4.5. iTjE2EiEHRKernel::System::PostMaster::Filter:: CMD{EZ R

# 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',
}I
}i

Kernel::System::PostMaster::Filter: :ExternalTicketNumberRecognition@—%
FERMEER, EXENXHEPEREMNRANETIMNIRRMEIAMER, EE—NEXKEFERF
FEXAME, S—HMEFEAR , ORSEEFERE—MIMBIRR , SEHE—MIMBIRR |, Eif
OTRSHFE XENEFER , IREHE T —IMFENLIE , EMESEMINTE , BNESEIE—
N TR FHIFXANINERS | S A BRI FER,

OTRSAAREBERIRMH TAMAFMWIRERIRETERS , IREEEFZNREMBEFIR
., FEHREITAFKernel/Config. pmEk BRAAKRBEMIRE,

1l 4.6. g eE R
tRKernel: :System: :PostMaster: :Filter: :ExternalTicketNumberRecognitionfy
ESRE

# Job Name: ExternalTicketNumberRecognition

# 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-ExternalTicketNumberRecognition'} = {

'FromAddressRegExp' => '\\s*@externalticket.com',

"NumberRegExp' => 'Incident- (\\d.*)',
'SearchInSubject' = '1l"',
'SearchInBody' = '1l"',
'TicketStateTypes' => 'new;open'
'DynamicFieldName' => 'ExternalNumber',
'Module' =>
'Kernel: :System: :PostMaster::Filter::ExternalTicketNumberRecognition',

'Name' => 'Test External Ticket Number',
'SenderType' => 'system',

i

[Rh=gral

* FromAddressRegExp ( & Attt IEMFRIATL )

XE—NENIRE, RBLEEXMNFrom: (RN ) "HURIEH A SEEBERXMNTIREE, 1§
A LLUBZRIX MR E IR FRR AR DR R AL, EXFER T XA AR BARE | (RF]
MIRBEX/METMAT , ZHOTRSARME LA L,
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* NumberRegExp ( HIFIEMRIA )
XR—MEFNRE, XMREBETOTRSARNEMFTRIEXPIRNT BHESHIENRAN,
ZIAMENR AR SMEH AN Incident-12354" , FHIEIES Z [EIME D MANSFER , that
='12354,

* SearchInSubject (TZEEBFIER )
WMREMRERNT , REMGETIRERT RS,

e SearchInBody (fEIEXHI$% )
MRXMEERT , SEMEFEXFERTREFS,

* TicketStateTypes ( TEIRZASZEEL)

HE—ATENIEE. NREE T, CHUEROTRSMBEERSRANNBTE, RELUAES
S5,

* DynamicField ( ZhAFER )

XR—MMEIRE, EEXTRAREFEIIMRESHNSTFR (FRBEOAFETRAALTERR
).

* SenderType ( I AZEE!)

XANSEEXOTRSHEIZI A FEHIRHALE,
Kernel::System: :PostMaster: :Filter::Decrypt@—NEAIAMELR |, BERRISINBIEANETF
BB (S/MIMESKPGP ) #R% , 1S RINZZAVHR A IE S L BB F B4Rk X-OTRS-BodyDecrypted ,
DAEFEEALIE, LbSh , BT BAYE B F B4 IE B Hi A RN BRI RR A
SR FIRHITRE , RAFTEEMHBECE S/MIME /5% PGP |, FEERBEEFBENFTATH,
FERAREAN , FIUNEEERAEEEARNAAREPHITRE.
BRI
* StoreDecryptedBody ( TZfEfEZRIEN )

1 E AN RE S ESONR MBS (MBHIRS ) . EREAL TS S TS
T RGBT AT LR,

SRR AFF R (R E CRIEBFE &8 SUT IS B EIR,
4.1.2.5. HiMFITIREREPEHPR
XA R T EHIE R E IR SUT IR R AVE RN — L H G0 B R FEERNFE.
o TRBRENBHNFBINFZFLRE, NMRENFELE TR , MRS LEMNTIREEN.
s “LECRELSTUBGLEES L,
s WIRENRAXNZEENA,
o AIURELE2RIZHIORTS , (ERSE ABMFH,
o HLEE—MNEHEA. i AR, EFAEMAILADDRESS: <your@address>

* ERFE TR IS,
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- MREHR SR,
- PSR RTRE LR T SEY,
EE
BAHEEERDEBAEN RS I REBEAET , TERASENREEED

iTho

4.2. FAPGPINZHR 4

OTRSHEEMBERAPGPREZHMEINRER, Mo , AT B ERBEE, MEFRZEET
GPLTEGnuPGZERk, EROTRSIZREGNUPG , FEMITUTER :

BT BRIF ARG B EERERGNUPG,

2. BEEGnUuPGATFOIRS, MAILIEGNUPGEEN B RMFABEIH, TEMAS B RIIEGES W
BAotrs’ B P #L{T,

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
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.
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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 o R A o R e R o
L L
B o o o 2 2 i
........................................................... Stttt+<t++++. ... ...
............. +++++N

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:~$

I . BEBEGnuPG,

IEANIAA BRI , KEBDFENSKERIINRENR], ZEAMEENFERBAINZIES
BB IT,

.EPGPIRERREH , M AHOTRSENEPGP (B—MEI ) , UESh , ENMIREFIEEgpgiEFRIE

1Io

T—MEEIZRE (PGP:Options ) FJREHFEEN, BILXNEEIRE , FIMEE otrs R 8K
gpgMITRIMSE, LHRotrs FPHIGNUPGEEEX B RREE. ERFIFEMIIZ/ opt/
otrs/.gnupgB% , ENMEREAEPGPREETIZ ZRIBIZE,

Bid T — Mg EEIN ( PGP: Key Password ) B]LA$EE Z BN HIIDFIEA1FABE =AML, &Rk
HEBEKERMNAANEBLTRERANER , ORSFAFEREX BTN ID/ZRERAEREIX
:/ﬁlm\o

SRS E 2HITATAID ? 1R SMALBIDE A MBI RFITT (MAEOSH) .
AT LA ‘otrs R P> AT T M A 5 SREVGIX D

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:~$
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M7 . 3REX{R B S BYFATAID,

FASBID B BATELA“sub”FF LB01THHE] , ERSNMNEMKEM T HGIFERN R |, EXNRAFE
&"52B97069", fEOTRSHEEIETEZL I BT LA Z AR i AR ZL,

FEMAZLERIES  fE EHRERRFRE, ORSHUAMESIFERABZMNZIRER T,

4. &g , EA—INEFNAH, ZRFEATUEZIIEFPRENZRRS, BRNIEREA-IEFH
N

B RHERAEEFEERERE —MEFHAH,

BARERNRREENHBEIPGPIREBELH, ERREMNSETRMEESANEF 2,
f£3& TPGPEEE TOTRSKIPGP/E , fRECHIANBMIZEXEY|H, EPGPIRERRHIEZM
AIRMEREHA, LLsh , FTRAEE — AN B — NI 2 8H,

FEESADOTRSHRIARH M IZGNUPGPREMZIANH, AMAEAT , FHEE—IXMEF
RYEE AR "ASCITRD £ RAVERTR" , OTRSEEMS ALIRX MBI\,

4.3. FAS/MIMENZ R4

F—%& , EAS/MIMENZUFELLPGPE R —=, B , IRUNHOTRSRAEREI —MAENE
(CA) . BEREIZIRSPGPIFEMIU | EEORS, BXFECINES. SAHERZNARIERS

~Jo

S/MIMEECE FEREOTRSHIWEBRE 2 4M#t1T , FEMA otrs AP fEshell 1T, Linux FMIMERES
EETSSL (OpensSSL) ., FTAERZERERNRARREE LR TO0penSSLIRHEL, OpenSSLREIE
T—UCApIRIIAXHE , SIAAERAITEIRIEBNARRIEZL R, hTELTRE  EXHR
SHEHRCA.pIIERIE , FHIFXANBIZIRATIIA SRishel BIPATHE E (R FEAIMHE ) .

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>

BIA : BBES/MIME,

FEMMAEREIET — N BIER B R~/tmp , XR2EMIEBIINME,

ERIB—MER , EHRSITHRRITTEMRE (BIMBEOTRSAAEZIEREL HMIXFES)BHVE!
BT —/ASSLIEH, NRGELE—MNRIBIMAFRMZBRSSLES , FREMITT , JUABT XL
TE)

1. B {FECRISSLIAIENA, FEZERIEARACHSSLHERIER (A TEHIMAE)

otrs@linux:~/tmp> CA.pl -newca
CA certificate filename (or enter to create)

Making CA certificate ...
Generating a 1024 bit RSA private key
s
...... ++++++
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
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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 -la 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>

B« BN —ANSSLINIENIA,
AR MEBBER (D TEEE) .

otrs@linux:~/tmp> CA.pl -newreq

Generating a 1024 bit RSA private key
.......................................... ++++++

500 oArrTrr

writing 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) []: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>

A . Bl —MEBISS

JAERBERNER, IERBERELRMECHCAIERER , EAEMABIMIFMBINETHICAIRE

EaENER (N TEMME) .
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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:f6:91:14:07:16: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 = O0TRS 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/nly
Write out database with 1 new entries

Data Base Updated

Signed certificate is in newcert.pem

otrs@linux:~/tmp>

A AEBERNESR,
4. EREZZRINERBEREMIFE CHIEBFEXRBIFFELIE,

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>

B« SR — N HTES.
WMEBEMIT T IXERIF , BTUHEOTRSHSEMS/MIMEIRE,

XEBOMIREERASEIEPHIT , EES/MIMEIER 1%, MREOTRSHILEEBAS/MIME
x5, SRHESFREERAAEEAFEMR T EAEEE

Bt RS ELH " Crypt::SMIME" , {RiEe] AR BFIEE &Ei@AS/MIMESZ #35,

X BRR] AUBIES/MIME $3F , FE X OpenSSLasSHIIREFIERE R, AIEEIEIZAXE BN
FEEXERENBE RS , BMOpenSSLEAERIEH,
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TP REAREEITENS/MIMEIEBEETRIT, EXE , RAIUSAOTRSAZMFAANEE
BIEKFHILHE, MARTHBRIBS EIEZN AHARIMEIOTRSH,

S% , EEKENFEARS/MMERBHALMERE APEETIASA,
4.3.1. #EZ AP RIRIKENS/MIMEIEH

FIMERZEFAFRIR (30 LDAP) fERAHS/MIME iEBRIFKIR, XLEAERRIUSEARIRS , F7F
£ OTRSRZALAEIETIE LAS/MIME B2E ER, EA1RIATM OTRS @EFF RKEMNZHIE F R,

ATRRALSHEHEE :
1. ERAEEE P RFESMIME
2. ERSEEFR B SMIME: : FetchFromCustomer

3. MEEFAFGHUEMREN UserSMIMECertificatefIEFRBAFAHS/MIME EPE (7
$0TRS HOME/Kernel/Config/Defaults.pmX{4HHE—/ LDAP EFFHFMEHIFIF) .,

ZINEERI B =M ARM S ER
1. URZIB9eReF

— N ANEEIERITEER(ER AR EPostMaster: :PreFilterModule###000 -
SMIMEFetchFromCustomer A)IGIREXEMEANE FEREAMNL , FIXEINE ISR FIRTIIT
ECROEE TR, tNREZWMILE , ERERXNEFPBEFBMIKEIS/MIME {EH , tNRKE TIiEP
ESEZRBEHEAN (RIEEELEAN),

2. FERER SRR B E -

EHlE8&<SMaint: : SMIME: : CustomerCertificate: :Fetchma]AREAN—NE PR &R
S/MIMEIES :

shell> perl /opt/otrs/bin/otrs.Console.pl Maint::SMIME::CustomerCertificate::Fetch --
email customer@example.com

EXMEAT , EHlanSREil BRHENEF IR ibi 5 — /N5 P APt ubA TR, W
REWLE , ERSWEARATHRNE-BPEEFPIXEIFIS/MIME IEH (MREBTEER
m).

EHNEHESSRRATEAMEBEFRPAF (ZRTEFRAFER
fJCustomerUserSearchListLimit Bt ) A9 S/MIME if$f, LEMEEREEREEZFHF
FARGIRITE , BEAEZERSHINEERRNIT , BIERFHEH RN —ESRBFAENEFIES, EiXf
B TR THRITER GRS !

shell> perl /opt/otrs/bin/otrs.Console.pl Maint::SMIME: :CustomerCertificate::Fetch --add-
all

ERLLETEER G a S EE P EIRREFMBAENER , REXINEI I EPEEES/MIME
EH, RHBFTIES , EREAZRFFRRMNUES/MIME iIEH (MNRILEBTEERMERE)

3. EMEBMIES :
BB —MEFIE < Maint::SMIME: :CustomerCertificate: :Renew RIEERZHFT
BUEMIES. XFRIEZEFAFIENIEIBEELEEBIEFAFRBMERIMIER. HIEESEF
AP RHRPRIERIERRNI RS (EX—IEPRMBRIER) .
XMEHlAmSH OTRS srip#iZi@idESDaemon: :SchedulerCronTaskManager: : Task

###RenewCustomerSMIMECertificates (MIRARERFIR) EXBHMNIT—X , BEEHT]
BARIBEZEEZEFNNIT :
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shell> perl /opt/otrs/bin/otrs.Console.pl Maint::SMIME::CustomerCertificate: :Renew

5. (£ BT
5.1. EF &R

OTRSLEAWZEFREBHMAF A, ittt HIEFSHEESE  ILEBUHAERSARINZFH
mARESSER , TATEFPNEHRTIL

FOTRSHEASERNEFHIERSERIEGR , ETANGERREAFTEATEFSMRIL !
s AFERSB

o BBTERFIHE

*« EFID

MRMFEBERSARREEREFER  FR TEMNRREESH.

# Ticket::Frontend::CustomerInfo*

# (EHRSHEIE/MEGTIE. TRIFENAINMEREEREFER)
$Self->{'Ticket::Frontend: :CustomerInfoCompose'} = 1;
$Self->{'Ticket::Frontend: :CustomerInfoZoom'} = 1;

WA . RERESH

5.2. EFAF RN

Re] MERMMERME F/5in : DBFILDAP, MRIFEZBRINIZEF/GlR (WSAP) , SHARTH
B—MERRERE,

5.2.1. IBEE(EKIA)
FTENRAER— NS RIEERRIEE | B TE#EOTRSIIEENNE P 1IE,
5l 4.7. BEEEFIBIRERR

# 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',

HFHHHHF

# 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,

}I

# customer unique id

CustomerKey => 'login',

# customer #
CustomerID => 'customer id',
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CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', ‘'email'],
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
CustomerUserkExcludePrimaryCustomerID => 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, link class(es)

E R EEREEREEREEEREEEES

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0],
[ 'UserFirstname', 'Firstname', 'first pame', 1, 1, 'var', '', 0 1],
[ 'UserLastname', 'Lastname’, ‘last name', 1, 1, 'var', '', 01,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 01,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0],

# [ 'UserEmail', Translatable('Email'), 'email', 1, 1, 'var', '[%
Env("CGIHandle") %]?Action=AgentTicketCompose;ResponselD=1;TicketID=[% Data.TicketID | uri
%];ArticleID=[% Data.ArticleID | uri %]', 0, '', 'AsPopup OTRSPopup TicketAction' 1],

[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, ‘'var', '', 0 1,

# [ '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],
[ '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],
# Dynamic field example

# [ 'DynamicField Name X', undef, 'Name X', 0, 0, 'dynamic field', undef, 0, undef,

undef, 1,
1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
‘Mrs.' => 'Mrs.',

Vo
};

MRIFEEFIZ IR | 1EIXOTRSEIBER customer_user®RMIFIFREASRIN— NG, ER—1
A, FTEES SR T IR0 EEISHIHFT,

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
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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:~#

B R0 — N EBlElFER Bl customer_userk,

MAERINEFF B Kernel/Config. pmEHIMAPELE |, 40 FERIBIZASFRT R,

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly, http-link-target, link class(es)
[...]

[ 'UserRoom', 'Room', 'room', 0, 1, 'var', '', 01,

fiAs . R0 —/NBiE 3l ZIKernel/Config.pm3 .,
BRINERSARA BT E S REEFMENEFER.
2
BEE , BOI A ZIRERET RSB TTEhttp-link-targetfllink classi® , MR
AHEER, XA FGtarget=""fclass=""BHRINFIHTTPHETE, WREER
Ehttp-link , MZEEA],
5.2.1.1. ZNIDHEF (BAITE)
B—NEFPPEES/NDRAIEN, XE—INEFPVRNLLRS—IMNEFPNITRERESR , fli: —8]E
BEXEMMMENFNIE, MR —AMEFEBARNS—IMNEFNIE , FE2FEROTRSHEMI T RIL)
gE, FIBEEFRE BT B aEERIA R 24T 8,

ZEARMUTE , WAEOTRSHUIEEFRMcustomer_userRARNIT—ANeT LA#EZ F i 10] A9 DRV
5, BEH TEREA,

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:~#

BIA @ tcustomer_userfRimil—ANcustomer_ids3l,

MENTIEFTRINZI X HFKernel/Config. pmHRAIMAPEILE , W T EMIMAFTR,

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly, http-link-target, link class(es)
[...]
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\ [ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

M7 . XX EKernel/Config.pmEiRilUserCustomeriDs%l,
ME , IMNAFE2ANEFIDIFHIIGERBEIRS ARRER FEEEBDHTHIE,

EWMR—AEFPEBHODEEEFPNIR  BEEEFNIDRMEX MRS, 8 MNDERDSHH
(RTEBRA) .

5l 4.8. BT HIBEEFIRERREMU TR
REFPEEFA. BFIC, AREZEIEFRESRIBFICHTE , BRICREES R E AR T E,
EXIXMEE {lﬂaﬁz%%customer user#&L,U:}mLﬂiEizs‘dfFKernel/Conflg pmARAYBRET, FA
F?’"HE&)\F\I%EEPZE% HREBEBETEBIAZFANIZE , BEERERERE 4—:CustomerIDs%
ERSINE"B;C,",
5.2.2. LDAP
MNRMFE—INEFPHIENLDAPE R , (RAJUAEEANOTRSHME FiRiR , 1 T EAFIFETIR.

7l 4.9. ELE— 1 LDAPEF [Rin

ol

# 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,

}
Y
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’,
CustomerUserListFields => ['cn', 'mail'],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,
# add an ldap filter for valid users (expert setting)
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# 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, http-link-target, link class(es)

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 01,
[ '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, 6, 'var', '', 0 1],
[ 'UserComment', 'Comment', 'description', 1, 0, 'var', '', 01,

1,
};

MRIREILDAPE REMEMMNEFERNKENTR. SIS , FEMFBEOTRSHERIX
‘%‘51%'% , DEAXEEUMEZET BXHKernel/Config. pmEERIMAPEREEN=] |, a1 FEAYMIAFR
mo

# var, frontend, storage, shown (l=always,2=1lite), required, storage-type, http-link,
readonly, http-link-target, link class(es)

[...]
[ 'UserPhone’, 'Phone', 'telephonenumber', 1, 0, 'var', '', 0 1,

I SRINERIFERR] Kernel/Config.pm3 4,
5.2.2.1. ENMDHEF (BAITE)

{EFALDAPRIRIIEIHAINAE—INEFDEZ MDD, EFEARMUTE , FEELDAPHRII—MNF
EBUESHEEFHID,

MRIXNMNHFERE R ELDAPE R EIERIN , WIS HIIZ B RINEISZEKernel/Config. pmAY
MAP#¢4EAR |, a0 EAVBIAFT /R,

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

B - BRETERRIFERZN Kernel/Config.pm3 44,
BT ZIDMFERWNTELDAPE R EERIE. OTRSIAEMLDAPIEEREIE , MABES AEIE.

ERR—AEFPEBHRAEEEFNIE  KEHEZEFHIDRMNEXNMELDAPHEIFFER , 8MD
ZRANSHR (N TERRE) .

{5l 4.10. BILDAPGIH{EM LA T 8
RGPEEFA BHIC, ABEEIEFREEBHCHIE , BRICT AR EMANTE,

BXPLXMEE | 3 LIRFAERLDAPE R HKernel/Config. pnf9BREY, AETELDAPH
R REFANFERBAEBC"

5.2.3. ZFOTRSHEAZS I EFalm
MRAFEIEOTRSHAIAZ NS B (HI0 | —MLDAPHI—MKIBER ) , BESH

CustomerUsertGEEMMNRFEEEE , tN“CustomerUser1”, “CustomerUser2” ( I FTEHMITR
),
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5l 4.11. FEFOTRSHAAH SN & BiE/EIH
TENEERYIER T OTRSHERM—MLDAPHI— MU BRI A%,

# 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',
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 => [
# 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, o6, 'var', '', 01,
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'last_name', 1, 1, ‘'var', '', 01,
[ 'UserLogin', 'Username’, 'login', 1, 1, ‘'var', '', 01,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail’, "Email’, ‘email’, 1, 1, 'var', ', 01,
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, 'var', '', 0],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', "Fax', ‘fax', 1, o6, 'var', '', 01,
[ 'UserMobile', ‘Mobile', ‘mobile’, 1, o6, 'var', '*, 01,
[ 'UserStreet', ‘Street', ‘street’, 1, o6, 'var', '', 01,
[ '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, o6, 'var', '*, 01,
[ 'validID', 'Valid', ‘valid id', 0, 1, 'int', '', 0 1,

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'‘Mrs.' =>

b

'‘Mrs.'

’
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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,

1,
};

REZFUEM 10N ENEFHIERLR , FOTRSHEREFERREREENRE (FEEAN
R ) PTBEIE PR,
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5.2.4. ENSFRIAFHEEFRAFEE
BLNGE T LPEBEFHEFAAMELREEMN , FINEXLERIE Lol — iSHsit,

el — AN THESER T TEMNEFREMNSFERNE ITSFRIOERRTEFPRE  XERT
FTEMZEF#ERR , BXLDAPRIRE3IBE A,

EMGEOTRSHXANEIEINAE | iSEUHEIRE  Ticket ::  EventModulePost  ### 950-
DynamicFieldFromCustomerUser #01 DynamicFieldFromCustomerUser :: Mapping
o BFE—MNMEEEESNIZEMNTRNSFEPTEME CustomerUser FERREMECE, XLEFEW
TIFET RS , FENBHE AgentTicketFreeText ([REARTHBEEXFER) LME_Iu%zjnx
£, TEEBHAgentTicketPhone, AgentTicketEmail#lAgentTicketCustomer, MREH
TEN , EMBMETENZENE,

5.3. RS ARMEFEMIALRIR
OTRSIR T REHIMS ARFIES SHNERH,
5.3.1. RSB ARBHIANERIR

5.3.1.1. FUREINE(EIA)

RS ARSMINERRIKINZOTRSEIEE |, A BT R AEIETTEHRIARS A RERFRERRINF
MmIBARS AL (N 'FEE’W'J? )o

7l 4.12. ERBIEERRAERS AR

$Self->{'AuthModule'} = 'Kernel::System::Auth::DB"';

5.3.1.2. LDAP
SNRARFT B HIARSS N SYEETF FETELDAPE R | {Re] LAEFILDAPIRIRRIYOTRSHEV A it TS 7
NE (MTEAT) . X MERRNLDAPRBIRER , X EIKE (R EEITIRS A R B2 R ER
fmAE AR P 2R,

5] 4.13. {FFELDAPEIRIAERS AR

# 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'} =

# 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'}
$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 => '(objectclass=user)'
$Self->{'AuthModule: :LDAP: :AlwaysFilter'} = 3
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# 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.com

# $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,

};

THEMAF ERNEEESHFTARMLDAPE RXE T AP RIEZIAOTRSBURE, XiRL TEILDAP
FIIEKRES(E] , JIRT OTRSEMIMERNRE, SHRSAREBXNMEIGMETABIERS, BAKEE
ZETEARMOTRSEIEEE , (ELDAPE RS MAENREEM , FTA— ’\?‘LDAPEPEIEIEB)JE"JFH
FPRAEEELOTRSIAIEL , BMENK - BIRE 2 FMEEIOTRSEUEESR., NEEETOTRSHIWEBSRE
fmiELDAPHRIARS AR , TR E EIZTELDAPH X EIEX LR,

# 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';
$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;

A . EELDAPE RHFRIAF HIEZIOTRSEIREE,

Ik, frJ\_ILMEFHLDAP*H1=,L.\§EEﬂEOTRSqﬂE’JfHESZmIE%@ BEZHSRFRG
EKernel/Config/Defaults.pm , XEBE—ELZLDAPAEEZIOTRSAHMEIF,

# 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,o0=o0trs' => {
# otrs group(s)
‘admin' => {
# permission
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rw => 1,
ro=>1,
I
‘fagq' => {
rw => 0,
ro=>1,
+

'cn=agent2,0=0trs' => {
‘users' => {
rw => 1,
ro => 1,

},
+;

5.3.1.3. HFRSZ AGMHTTPBasicAuthiziR

MRGBENREMNRSARHE—ERSERBRAR , (IAERAHTTPERINE (NAEEESR S
BRMARY% ) FIOTRSHHTTPBasicAuthi&iR ( R TEMIEF ) .

5l 4.14. ERHTTPBasiciAiERES AR

# 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
TEAFHRERWEESHEA—MRadiusiRSB 2BFRINERS AR,
5l 4.15. HRadius/gimiIANIERSZ AT

# 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. EFEMmAILEIm
5.3.2.1. BIEEEKIA)

OTRSHEF BMNEEIRIIAROTRSEUERE , FJBAELOTRSHIWEBRERIEFBRIZE - IR
(WTFEBFF) .

7l 4.16. REERIRNEEZEFAF

# 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";

121




OTRS

Real Services

$Self->{'Customer::AuthModule::DB::User'} = "some user";
$Self->{'Customer::AuthModule: :DB::Password'} = "some password";

5.3.2.2. LDAP

MRIRFAEHEFBIBELDAPERF , FJAEROTRSHILDAPRRIRKINE(RRIZ F (W T EAIFI
F) . ARAXMERIABLDAPRFIHIIRIENR , PTAREEELOTRSHWEBRERIES I &R,

% 4.17. FALDAPJSIRIAIEEFRAF

# This is an example configuration for an LDAP auth. backend.

# (make sure Net::LDAP is installed!)

$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=o0trsallow,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"'} S0
$Self->{'Customer: :AuthModule: :LDAP: :SearchUserPw'} S0

# 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.com
#$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. HFEFHMHTTPBasicAuthizit

MRMGEARENEFAFBE-—E'ERERBRALR , AIMERHTTPERANE (WAEFERS
ERMFZRLS ) MOTRSHHTTPBasicAutht®tk (EFEROTRSABRFEZER ) , R TFTEMFIF.

#l 4.18. hEFAFPEEHTTPERIAIL

# 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';
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5.3.2.4. Radius
TEAFhERNEESIHER—/RadiuslRS 23 FRINEEF,
5l 4.19. FAHA—1MRadiusFimIEFR AR B{HINIE

# 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. EHlE - BELEM

ATLAERIFTEYE Fi@id customer. plER G EIBI B BLEM, B URIIFTEYRTiE S W B F ERINES (8] S,
SRS S,

TERNAFERTMAEZPREEREE - MIEFER , BXMIFPRREFES FRBEES,
5.4.1. EHIWEBRHE
EEWEBREcustomer.pl R ERHBIEESFER , WIUEXREAFLY.(tX I, miEKernel/

Output/HTML/Templates/Standard/CustomerLogin. tt3X , ZE1301THBERINFTFERAIA
B (R THEREAE) .

[...]
<div class="NewlLine">
<label for="Room">[% Translate("Room{CustomerUser}") | html %]</label>

<input title="[% Translate("Room Number") | html %]" name="Room" type="text"
id="UserRoom" maxlength="50" />
</div>

[...]

WA . EWEBREER—MHFE,

5.4.2. EFIREY

T RHMNBEENSREYT REFIRE, RRROTRSEHEAEEZXREEXMENRAR |
$5"CustomerUseri& E I\ X#4Kernel/Config/Defaults. pmigZEIX4Kernel/Config. pmAA,
MAEIEIMAPEAFHRINFRIGS B SFER , W F EMAFTR,

# 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',

}

# customer unique id

CustomerKey => 'login',

# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],
# CustomerUserListFields => ['login', 'first name', 'last name', 'customer id', 'email'l],
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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
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', '', 01,
[ '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

};

B : IEERETIRA,
5.4.3. EHIOTRSEIEEHRHKIcustomer_users
BE—$ REFNEEASTIRNEIOTRSKIERE (L TENMA) . X FISEFHREDSER,

linux:~# mysql -p

Enter password:

Welcome 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.

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)
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Records: 3 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

Bl R/I—/N 5 Blcustomer_userd,

MEFNEREFER (BEET ) SEZFFEEERTER , AFFEEFRESETR. A%, iNNE
P EM K P B Rz At IR ES B S,

6. THIZE
6.1. THIRS

6.1.1. FIE MRS

OTRSAVHFERFIE XH TRARSHENRIELE , EERMFIVRTS. —MESERIEERBN !
RSBMAIRSZEEL,

OTRSHIEIMASE : ‘AINKA, '‘KMXA, BEH. &, QB HESEMINXA, Hig
FRERWKA. HERETTEMRIR,

6.1.1.1. New ( i)
MFENERE BRI T 8B E B IX MR,

6.1.1.2. Open ( &IEH )
TR 5ERIPAGIFIARS A ERIERAIRZ.

6.1.1.3. Pending reminder ({={Ci2EE )
rEEERETHE , TEFREEREI— 1R TZT2MREMG. MRIELEHNE , XNMEES
RIREPATIPRIFTBARS AR, RETRRE LYNELIE , HE24/\WNEEREZERIRS AGREN
TERERIE, TREEXNMRSHELEFZENREISTT AT JATE,

6.1.1.4. Pending auto close- ( ER2EFEMEH)

XANRSH TRENRERET S WIRE N AW KF", TREEXMNRSHEEFENRESTTATF
ASGRIETR

6.1.1.5. Pending auto close+ (3£ EEFMINKF )

ARSI RNREERETHSRIRE A NINKEA", TREEXMASHEERENNESTAF
SERIIR

6.1.1.6. Merged (E&7)
EMESRAZILRESHETSEEH,
6.1.1.7. EMIkR
XERTHEREFFPMREVRS, TEASENEBRR , EMNRZRAEBERALIE, hTHEZEFRE
BRZXMRZE , (FEERIN"EMIR " FRSEEI R AL EIR
& "Ticket::Frontend::CustomerTicketZoom ###StateType",
6.1.1.8. Closed Successful ( BINXF] )

XREZMINER T TRMELRT. BURTRIEE , TSR] UEHRCEE XA IE,
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6.1.1.9. Closed Unsuccessful ( &kl&xF )
XBEEMINBAN T BEHNRLRS, BVRATRWEER |, sJUSAR]UEHRLIEE XA T E,
6- 1l2l E%qu/jc‘i

BMRSE—NBM RSB ) A—1EE CREHEE) , ERATENERERENEE , FaE
R RIS R EVE— NREPIRS, (Re] ABERIER — MRS BE, NEEEgWEBREECUIR
DR, NRMGERMFAPRSEESERE B LN BHUIELIRIEEEREN, BEREENK
RRNFPIRSSEEY | EAXATREF-EARRIAMER, thilii , AR ENRBIIESH2E T ENR

BT XA FRR] MEN B EF ARSI BMEERINIIVAS, NFRETWEBFREZLY T IR
7, IMEBE BT & X Kernel/Config. pnEi@id R 4R EREH{TRE, YIENT
E AR EIRE ABROTRSEEER"FE RSHERABIES TIE,

[...]

# PostmasterDefaultState

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

# CustomerDefaultState

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

RIS : (&34 Kernel/Config.pmHRIIZE,

MREARM— MRS , FEERA - BIEEE P in2cOTRSEIEEF#ticket_state_type®R ,
NN EAFTR,

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

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:~#

BIAS : {ECROTRSEUREEE.

AT CAMERRNIRISEZIFIRSER T, A—MRSELRRXMIRSEESF , ORSEEER
WPUE AR N HORSRT A, RF BT RAECEIECX T ERIEIENA]

Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone###StateDefault - A"#iiE
BiE T B"E XEIAR T —MNRZ.

Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone## #StateType - R"“¥iiZ8
ETR"EXTARNT MR,

Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail# # #StateDefault - Jo“FrZEHB
HFLE"E XEIA T — MR,
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Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail###StateType -J“FiEEhb
TH"EXFTRANT =M,

Frontend::Agent::Ticket::ViewPhoneOutbound > AgentTicketPhoneOutbound# # #State -
N FERIEREEGTE XA T — MR,

Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound# # #StateType -A“FZBIERHEG"TE XA T —MNRZE,

Frontend::Agent::Ticket::ViewMove > AgentTicketMove###State - RN TH"TE XEIA
BT — MR,

Frontend::Agent::Ticket::ViewMove > AgentTicketMove## #StateType - "B TH"EX
BRI T — MR,

Frontend::Agent::Ticket::ViewBounce > StateDefault - EXEE—MTEFEIAT—MK

P
/CNho

Frontend::Agent::Ticket::ViewBounce > StateType - EXIBE—MNTHEEFTANT— MR,
Frontend::Agent::Ticket::ViewBulk > StateDefault - X T Bt ELBIRIFPEIAN T —MIK

P
/Cho

Frontend::Agent::Ticket::ViewBulk > StateType - & X T &t EIBIREFTHEM T — MRS,
Frontend::Agent::Ticket::ViewClose > StateDefault - EX *H LB EEKIANT —NIRZS,
Frontend::Agent::Ticket::ViewClose > StateType - EXXxFATEFETAN T —MAE,

Frontend::Agent::Ticket::ViewCompose > StateDefault - EXIEE (EE ) THEREETEIA
B — MR

Frontend::Agent::Ticket::ViewCompose > StateType - EXEE ([EE ) TEFEPIKIANT

_A'{k/uo

Frontend::Agent::Ticket::ViewForward > StateDefault - Xk — M THEEEIANT—NIK

A
/Cho

Frontend::Agent::Ticket::ViewForward > StateType - EX#EEA— N TEFITAN T —MAS,

Frontend::Agent::Ticket::ViewForward > StateDefault - EXTHBEENXFEREEREIANT
—NRT,

Frontend::Agent::Ticket::ViewForward > StateType - EXTHBEEXFHREETNITANT—
MR,

Core::PostMaster > PostmasterDefaultState - &N MEFERME IR T BEVIRTS,
Core::PostMaster > PostmasterFollowUpState - & X T BEWE—MEHFIVIRES,

Core::PostMaster > PostmasterFollowUpStateClosed - EX T BT xHAEKEI—MR#HEH
R,

Core::Ticket > ViewableStateType - & XEZRGAAEMT5(GNETILE ) B RECIRSSETR
Core::Ticket > UnlockStateType - & X R T & HIRSHERY

Core::Ticket > PendingReminderStateType - & XI2HEE T RHPIRAZERY

Core::Ticket > PendingAutoStateType - EX B T RN

Core::Ticket > StateAfterPending - EXEEMRSEMNELRITHETHETIRZFIZENKS.
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6.2. TEHEER

OTRSE®ESMERNMIMELR KR , FTUAEL R AEIRTTEA AR THEIEL, HEIRRERIIES
FIRE , BFICE(ERFRRENAARERETRZFRINFAFL, Lo , ORSEIIEFZ
BT SRRV EE B A ERIDY T HEFHY,

R =Y

S50TRSEEFRE—# , MARAEEMRIR , REEETIREBMMIRC ARG TR E
A&

BE
MBRMT — NV TREBIER T —PEBNMRER , (FEEERR AL ERN—LE(E .

 Core::Postmaster::PostmasterDefaultPriority - EMXPFIEENETFAREIERIAL S
g&o

 Frontend::Agent:Ticket::ViewPhoneNew:Priority - EXRISARFE FHERIFL
B RERIEIALER,

 Frontend::Agent:Ticket::ViewEmailNew:Priority - EXRSZARSE"FEMGT
B REPHEIAM TR,

* Frontend::Customer:Ticket::ViewNew:PriorityDefault - EXZEF REANFET R F
B EIAE LR,

6.3. THEHNFA & TEXE

MOTRS 2174 , AIMEE—PMARAR—IMILE , RTENMBEEZI. R, RESTHEMEX
BXEENERBEIRIR T TRATBEE ZIMIARE, XAANINE %&*B%jjTlcketResponSlNe (TBHR
A ) HMTicketWatcher (LEXEAN) |, ENMEESHEEETZEEES D EHIREBAZREM,

6. 3 1. IgJ\J\

TEARAMEE—NTLERBEEZIMIRSAREZ TN — P TRAE, I BET -1 IEH
E’JHE*AmTUA—:I%%ﬁZG% MEBITREMBENRS AR  UEEAE _MMNEZFIERIA
R, EERWLETHME  F—TMRSARTUAE-NMRSAZBREITERRA,

BT EEEZ W Ticket::Responsible , AIBLUEE T B AR AIIEE, XFESRS/MHAEHINAERS
ARRETEFERENTRENRER,

ERSARAEIRFREFENREPRIG AR - AR ERIIUEETRAREA (ATFE) .,
4.82. TTRFERERVE—NTEMNRAE

Ticket#2015071510123456 — Welcome to OTRS!

v Ticket Information

Back | Print | Priority | People v | Communicationv | Pending | Unwatch | Close | Miscellaneous v | = - Move -
Owner 20d6h
¥ Article Overview -  Responsible C © 10/02/2017 11:23
(America/Mexico_City)
NO. = Custor Change the responsible for this ticket, oo CREATED Q o
: new
1 - OTRS Feedback Email Welcome to OTRS! 10/02/2017 11:23 (America/Mexico_City)

unlock
* 3 normal
w #1 — Welcome to OTRS! - OTRS Feedback - 10/02/2017 11:23 (America/Mexico_City) via Email -
eue: law

Print | Split | Bounce | Forward | Reply D:
e 0

XS\ o

Welcome to OTRS! 4v$:’ Owner: Admin OTRS
¥

Thank you for installing OTRS, the world’s most popular service management software Rowid esponsible: Admin OTRS

available in more than 35 languages and used by 150,000 companies worldwide.

You can find updates and patches for OTRS Free at ‘w Customer Information
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RENREANE , SITA— I SBHFEEUNEEAEZTENAIA (RTE) . XNEERTUA
§E AHMHRARE—NER.

4.83. TE— N TEIHRANRBIHERE

Change Responsible of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

¥ Ticket Settings

*Title:  Welcome to OTRS!

yonsible: Carlos Garcia

> Add Article

& Submit

—BEET TRASZAIIGE , BrICAEEARS AR ENRR LS NNESBEFNRARN TR MEE
B RS ARIENTIRIIR,

6.3.2. TEXE

MOTRS 2.17% , BETEXFEAINGE , RSARMEETUAKRERFHFFELERNZBMAILIENT
$O

THEXFANRERLLBERES M Ticket::WatcheriiliE |, BiERSERIELEEZRINFFNGEE, T
B]UAfEFTicket::WatcherGroupE X — M2 MNEB X T T ENEIAFLA,

ATREF-ATE , EANZTENFBERFRFROREFR XE#E (LTE),
4.84. T— M TERENFEFRFRINKE

Ticket#2015071510123456 — Welcome to OTRS!

Back | Print | Priority | People~ | Communication v Pendmg Close | Miscellaneous v | - Move - v Ticket Information

Age: 20d6h
v Article Overview - 1 Article(s) Created: 10/02/2017 11:23

s (America/Mexico_City)
NO. ¢ =  SENDER VIA SUBJECT CREATED Q .
1 +~  OTRS Feedback Email Welcome to OTRS! 10/02/2017 11:23 (America/Mexico_City) oo new
ed: unlock
Priority: 3 normal
v #1 - Welcome to OTRS! - OTRS Feedback — 10/02/2017 11:23 (America/Mexico_City) via Email ~ -
e Raw

Print | Spiit | Bounce | Forward | Reply

20N ° 0
Welcome to OTRS! 73 er: Admin OTRS
Thank you for installing OTRS, the world’s most popular service management software N34 27

available in more than 35 languages and used by 150,000 companies worldwide. .
w Customer Information

MRFABREIMIENTE , EACHFRRREHRERBPIBUEXE6#E (LTE) .
4.85. E— 1 TLEMNFERSIVEXE

Ticket#2015071510123456 — Welcome to OTRS!

Back | Print | Priority | People~ | Communication~ | Pending § Unwatch || Close | Miscellaneous~ | = - Move - v Ticket Information
0o 20d6h
w Article Overview - 1 Article(s) cated: 10/02/2017 11:23
= (America/Mexico_City)
NO. ¢ =  SENDER VIA SUBJECT CREATED K) o
1 «~  OTRS Feedback Email Welcome to OTRS! 10/02/2017 11:23 (America/Mexico_City) oo new
Locked: unlock
riority: 3 normal
w #1 - Welcome to OTRS! - OTRS Feedback - 10/02/2017 11:23 (America/Mexico_City) via Email . R
Queue: Raw
Print | Split | Bounce | Forward | Reply D
me: 0
Welcome to OTRS! "ﬁﬁﬁ: Owner: Admin OTRS
Thank you for installing OTRS, the world’s most popular service management software Reoid

available in more than 35 languages and used by 150,000 companies worldwide. .
'w Customer Information
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—BREET TBRXEAINGE , BFICAETARS A SR ENRR LS N/NEBHR BRI EN TR NEE
E-TMRSARKENTRIIR,

4.86. " REMTR"LE

m New Article 0 Pending 0 Reminder Reached 0 -]

ot EM L

TICKET# AAGE FROM / SUBJECT STATE LOCK QUEUE OWNER CUSTOMERID

2015071510123466 172d18h e new unlock Raw Admin OTRS
Welcome to OTRS!

7. BHEAFIETE]AEKINEE
7.1. iR E FYIATIEL, (REAFIAYX

OTRSHIE—LEINRENF KA T 2 BshEES , BURTE YA LI 8], R XFREAREE, {RelAiE
HARGREFREPICore::TimeE IXLIRE, Eo] UNEAR LA E, BRENNXESEER
BIMAY“HIA" : MCore::Time::CalendarlZ|Core::Time::Calendar9, H[ATILAHPAFIEEELSLA
MANEX, B0, Re] A RESLAIBE—NEBS x 84 LR E|fIa TR |, (B A EhE " SLASIE—1
BAB7 x 2415 BEMABNR ; thal A 'Support-USA' BAFJIRE —/N5 'Support-Japan'BAG R E A9 AT
BFERIBRA, OTRSTELAGIEZIAINAEMIBA,

7.1.1. B[X

OTRSFE RIS N 12 {5 FA W B (X 7 X538 e AP 77 i B HAFNA (8] 18 R BV B =T EA
#£Core::Time:OTRSTimeZoneH#ITIRE, RKIMERUTC, INRIFRFRRIARS |, BEVEIF
FERE, MRMOTRS 6 ZAIKIRAFS , M FHARIGOTRSTimeZoneig B 7 5 Z AIAYIR EAEIL
EMRX, BN, FREGASHEREAENNXEFME —BRETERARMNMIXEEZEFMET
HE (L8EF)  BIANMZABRE , SMNREFENSIERESRR X,

{Re]LA3EiZ Core::Time:UserDefaultTimeZone RS A RMEZ A AFPIZERIANEK, ZBX1E
BFFREREEEETPERNXMWEBR,

7.1.2. E3Iad|E]

ERAEE Core::Time:TimeWorkingHoursFig & R 40 EYIRY ] , SkBEEHREE D BRIV
EHFAI&E LYIRtE, OTRSHEJUARME—/NZEBRIRIE, EIFEPRAFRIZS, 9. 10 ... 17WMFLEF
8:00F T 45:0009_YEAt 8],

OBFELNNBERNASHET R, REARMFEL T ERBEMFAGEDTE,

7.1.3. EE HHEIRYERHE

] BATETimeVacationDaysHsk#E B A 1-9OMEN SR HIEE S FEE B EMERE (MNTBExE
K)o,

ETimeVacationDaysHE X I HEINASH KB T8,
=S}
OTRSEIANLXREANZERRA.
7.1.4. EfiRHE

BJLA7ZETimeVacationDaysOneTimeRiEEENHHT. BENSFAEEFEEREHIAMEEFELH
e,

ETimeVacationDaysOneTimeHE XM HBARSFH R EHI T,
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J+=z
~
III%\

OTRSEEME—XRA , IERENGRFERIILTHWNET. EMRTFROTRSALKRE
B,

7.2. BofE
MEMNTRTUMAARKENED. XPINETEBRER , 2HIREE , MR—PRSARYE T —LF
ELENTE , B TREFRMAELEE(], (LHMRZIRATEDNE, BHEUMINERTE—
MAENREABRH IR , WREENENIRERET , AMATHERS ARAITULEE],

FEBATR BEHIEE — N T S MR DigIRIAT B1{E, &< bin/otrs.Console.pl
Maint::Ticket::UnlockfEm—cronfESEMMIT , TR T2 BENRESIL

T RMBARRX A BRI FEES TR TRMENII BEEMARFIREFHE THI TR
BHAIARSS A B,

MRABET FIFRBFRE  MaBHTE
» ETBMRERIIE XEB— I REHIEA,

s THHIRE NBITE,

s THERERLER,

WR—DRS AR T —HHEIEREGHEITE  BUHTHBESREE. IURTINEREENIE
fF : mRF-ShER. EBIE. RE. EFEE-IMED,

tesh , MRTRPJIAEHFBE—MRSARERE , AE-INELRNT B —EH (FERBET
WEBEZHBFIIRL ) , AEDITAT SR ERIFIREE,

RE— " SEERIITNENEHRI T BRI S HIMNIRS AR,

8. E&IPDFiit

XER5 AEIEOTRSHIPDF4ai A8 X A =] B B E N,
MRIRAEOTRSREANE MM ERFTENRIE | ERIFER —MEULAIPDFX I,

fRETLAIBIT B2 B 2 AILOGOFH G EiRINZIPDF::LogoFile>RIFZEOTRSAE MR HHRISMNI, &=L
{EFPDF::PageSizeE X M AIPDF X 4 ( DIN-A4skLetter ) BIFRETIE A/ |, BT BAE
FAPDF::MaxPagef8 EPDF X IR ATIZ , MRAFBIRBEN T —MEXNEHXHE , XMRE
MIEEEAT.

9. it

OTRSEHEIRZFFIRFRIFIFRI AT M E M ERIRIOTRSERB AR EZAIINEE, ORSRAER"H
T ARE—RIE— P 2MEMETRIIRE,

S — -

~,
=
1L /5N

SYOTRS Business Solution™ ( OTRSE /R FER) HNEF , EE— N EHIVRKRERN S
BIA, XEMIRKR"IEE—IPDFXRPHNMNAHNES , TUBMEEFBENEMRIN &
PDF3#4, i57EOTRS Business Solution™ (ORSEHW RS E) FMHERTIEMEN
=5

B/

OTRSHIHIRRMWSIERES KENFRNEEMX , BEMESMHOTRSIZR, AFPHRIRE. it
EEMREERMLA. RTRREENZAN. TENEEMNERUARSF—HFENRLTE.
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FITRITTRUSUMF (BB TRITHERIGEFRIIIEE ) PTUERASRITE S RES TR,
9.1. FIHECENAE

ERIRS AREREN , TUETE R ERBFRIRR AR RITHRITRER,
9.1.1. #f5

MEMEER R ARG FRE MU FINFL B FR, BRFRRHE T ZRS AREBER
MMECERRIIR (LTFE)

& 4.87. FRESRITTHEN,

Statistics Overview

Actions Statistics
Add 1-110f 11
A STAT# TITLE OBJECT EXPORT DELETE RUN
L e 10001 List of open tickets, sorted by time left until escalation deadline expires Ticketlist
10002 List of open tickets, sorted by time left until response deadline expires Ticketlist
10003 List of open tickets, sorted by time left until solution deadline expires Ticketlist
10004 List of the most time-consuming tickets Ticketlist
10005 List of tickets closed last month Ticketlist
10006 List of tickets closed, sorted by response time. Ticketlist
10007 List of tickets closed, sorted by solution time Ticketlist
10008 List of tickets created last month Ticketlist
10009 New Tickets TicketAccumulation
10010 Changes of status in a monthly overview StateAction
10011 Overview about all tickets in the system TicketAccumulation

FHRRLRG , EMANE T SAZNREPH—LRAFKT , IEFHERKTEREER D —15!
=, NSRS RHISEDROFIR , RS AR UNERENAEDRNG, S55% CHREH
FEISIIRE , it 5 RAI AR T, BEM—MSENRT , EXNR LB BT 6%
LI

9.1.2. &£m4Ait
SEAHAERETANEERE (ATE).
4.88. EF—METEMLLT,

Statistics » View Stat#10001 — List of open tickets, sorted by time left until escalation deadline expires

Actions Settings
4 Go to overview Ticketlist
=5 Edit List of open tickets, sorted by time left until escalation deadline expires. 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
Statistic Information using the statistics in a production environment.
12/14/2015 09:32:45 iasi)
test1450081960626627533 X-axis

test1450081960626627533 X X .
Number, Ticket#, Age, Title, Created, Changed, Close Time, Queue, State, Priority, Customer User, CustomerlD, Service...

12/14/2015 09:32:45
Y-axis
test1450081960626627533
test1 450081960626627533 EscalationTimeWorkingTime
No ascending
No Filter
No new, open, pending auto close+, pending auto close-, pending reminder
B Runnow or Cancel
No
valid

TN RERRRE— M EATEROEEAT, AitoIRENETESERNBNART UGS
EeiRE,

REMEMEITEE (EFRHEM ) TUEMXN ST,
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9.1.3. ic&

BEABNRARS AR PIAER T IRIR IS T E wiE — P ERNIRKREE. B+, thflthe]ARIE
— MR,

EE— MR BANFTENS R | —RINKAE, EEEXH, BB YHF I ERRRBIETIRE (R
) . IEBAIRIZ—MBIRAIZT |, AHREERRIRINRE, BAIBERZREE AT (X
) MEME (i) BS LT RERERREESHIIR,

4.89. RIN—MFBVHELT , B,

Add New Statistic

Dynamic Matrix Dynamic List Static
Tabular reporting data Tabular reporting data Complex statistics that
where each cell contains a where each row contains cannot be configured and
singular data point (e. g. the data of one entity (e. g. a may return non-tabular
number of tickets). ticket). data.

R TE BNV IR R ZRMPIATHIEER, B3N JAEE .

SRR
XANKBRRE S ERM— DT EERIZER (F190 . BEMBAIIBRIFH TR ) , BEEFRENR
FTREREMEE (BF,. FHONESE) , EELRATIFRE (F1W0 : TH8) tEmR, —L&
PR SR FH—NCEANF/ELET (RANELERIEER) .

ENASTIRGE T
MBI REM—PNRE , RIBOE—1T (FRBETE ) KRZAPHI—NKAE (a0 : —4T
B) , Z—{THNEIEER]EERN (X , IT) AESXMNRNEE (F11 : TEE
) . —IIMIPRTE R ITRENEEMEE,

ST
XMETRVEE | BERTIEREHRN/ERERNITE,

AT ATEARROIIE A BE R BISEE", ARERTRETRHI —MRIRENEE.
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4.90. RM—HFBIGET , FE,

General Specification

* Title:

# Description:

* Object type:  TicketAccumulation

#% Permissions:  stats

You can select one or more groups to define access for different agents.
* Result formats: CSV Excel Graph: Bar Chart and 3 more...

Mo

Generate an additional row containing sums for all data columns.

Mo

Generate an additional column containing sums for all data rows.

Mo

Stores statistics result data in a cache to be used In subsequent views with the same configuration

valid

If set to invalid end users can not generate the stat.

Create Statistic

Save  or Cancel
REFRATTRIGENERE , RNV IEERZFEBANRITRIR. XEHAZWEND TR ITHEIEIISEER
RIRIRR, ERANIMEGF I 1EE TicketAccumulation ( 2FRTE ) 7,
BT EEENRA |, FHAEBEHETUEEEEFMNEMMEENAITHVAERS (BRI A

7)., FiARTAARERTIAERI TN IEADEKES M MNEMGLT, el —NMEDEESS
éﬂo

71 4.20. FAIAZETINFRA
Wi stats"tH , W'stats"HELH RIFRBIA PR EEXMER, X MARIRREKIAT AN,

7l 4.21. EHIZHXERA

EE—NB R sales"BY4 |, W sales" AR RIFWMRNA IR EEHEMZX MR, EREERAFPE
FERXMER,

tesh , EEIRLERmHEN. AXBERMNIAFREAEHEBAHESREMR T IEER — ML
B, MELRINREFZNMRIT

"REF'GUHRSHIM T —IER | BEXH, ST XM %E , HI—NIHEE , BATIOERAFX
TR, ERAFFRR2 AT
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4.91. BCE— PRI HIXEH,

Configure X-Axis x

= Queue

# Do not allow changes to this element when the statistic is generated.

Save Cancel

BT TERAS FERIERE —LEPATY |, FeA(1e] CARE S PRI ZE B /RAIBATY, i@id EEAEFABEBS = HIARSS A
REMAETTITRE P BMESUERMIAT, FARIBERIAF AT REF K,

MAERTINETHERNGEREYH | ER KT FE,
4.92. ECE— P REITHIYH,

Configure Y-Axis

B State

# Do not allow changes to this element when the statistic is generated.

Add: | - s

Save Cancel

EXEALER—PHFENITR. —IPTER , aENENMEMZYHN — MR, NRERTHEA
&R, ENEPIERERY (Y ) B9TR, FIAMRRT BUER RS M AER" , ERTHEM2H
2-1-ERR. -2 . RER1-EERES. ERNUER RS A RE"REF"

RERRE—F , BARIARNBETRBUNEIRHBETEANEZFPENMERSFRZENITE, BANE
M—NEESRERNTETIRS .

4.93. FEE — MR RVEIET IR SR,

Configure Filter x

B Priority
5 very high

@ Do not allow changes to this element when the statistic is generated.

Add: | -

Save Cancel

MEBRSTREF R , BEMTHA T,
RRIAERERET , EEEMEER — M RITMEXE , H(TUEXEMEEEIRENRR,
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4.94. L& —MREITRYEBURILIR S,

w Statistics Preview

Preview format: | Graph: Bar Chart | Graph: Line Chart | Graph: Stacked Area Chart Print

40 @ Grouped (O Stacked
40
30
! T
Y-axis Filter
20
10
: 11 . !

Junk Raw Postmaster Test

ER
BB E RN R MR B E R RIRTIEE,

SFUBLREEN T , REMENEITRE , BAEBEAEBFRERBLEN , BiHIUARERE

9.1-4! ?E'J')\
BT RERTHRFER SN ZAGESARE , FEHITRR1EE5 "R,
4.95. SAGIT

Import Statistic Configuration

Fleg:  Browse.. Mo file selected.

Import or Cancel

RAFITRROBWREANSSHINEESER , R —NMEEHENINGE. ATUENLRER T EiE)
BIMIRAT , ARSADETRE,

9.2. FITRAEER

KD RBRRAEE SRR THRIRAESFIERRMER,
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9.2.1. MPRIXE. HFPAT

G AR BART B RS A R B stats ARSI G HHEIR,
IREARIG BRI

- w (E5) , RFBELL,

« 1o (Ri%) , RFEMMERENLLT,

OTRSHEAER AT B BNREMFTEENRRARS AR DI stats" A RIZNR , 2145
& BHEMARRE EFIRREMER,

9.2.2. AR EIRE
RGECELHCore: :Stats #0Frontend::Agent::View::StatsBl S AT HERBEXNIZENFERLRES

M, s, BESE$Self->{'Frontend::Module'}->{'AgentStats' }HZHII BRI B EFEM , U
KRBT ER NI ETR,

9.2.3. A 1TEMST

BIUERSITMITHSbin/otrs.Console.pl Maint::Stats::GenerateREMSit, %M
¥, BEETEHRAPNGSITIAR,

shell> bin/otrs.Console.pl Maint::Stats::Generate --number 10004 --target-directory /tmp
Generating statistic number 10004...

Writing file /tmp/List of the most time-consuming tickets Created 2015-09-08 14-51.csv.
Done.

NFEITECE"Stat# 10004 £ R R BRAREF A —NCSVAEI/tmp B R,
ERMBIIRRIE B CAEAER A &RE |, BJAMIT FEMATHGSHRINESER.

shell> bin/otrs.Console.pl Maint::Stats::Generate --help

BEBIGLITFNEMBRRIBTLEN , BEARTHERE—MENMERRE, BR A6 F5—1
CronfESRFMEMMRMBEXT .,

BERIZRBANE—X , S IRNSERE—MEEZ—ANER, BEEScronESMaGL1TE
R IRARET BB HR 4 B siF iR R IE LA AT,

10. Z)SFER
10.1. /M43

NSFERROTRSH—FMAFAFEN TR , SIERYT BER , FELRSEHTR. XEFRAZE
EERZEPRH , ENFIENERENRESREI , EMR] NR2LENENENER , EMERRETHEN
AR T IR RIB X F TRV E XV FERSREL, flaN , FE—1TXA. — PN EE. —1ik

BEMESHMNEFER,

NESFE R HTicketFreeText ( TEBEENX XA ) . TicketFreeKey ( TREBE X

). TicketFreeTime ( TEBEE XAE] ) . ArticleFreeText ({SHEBEENXNA )

ArticleFreeKey (5B E X ) FE (—fREOTRS 3.0ZRIHEA) HETMRK, XL"'BEXF
E"HIBRBIR | — PN LEBERBEXL61 (XA ) FERF6NETEFE: , M3 (AT
hi) FER , TEEES,
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MAEERNSFRESNTRREHNXMFRMERGIRBIER T , Me] o TR FEIZBEN
EERENNEFR, Rtz , ISFREGVERCLESFLERERKNERFERT , MA
N2 L EMEH.

XIS FERIESER TR TTERME | SMESF R MR EF X MESRRYIEN
RIR, XEREEL LHAIOTRSIRIR, ORSINEERMAF. ORSEHFALMEECESFLR , IUNEST
RRENNETFER,

XNRAEET FIMSTFEREE

* XAE (—1IXH)

* BIIXE (B1TXH)

- SiEE

THIZIRE (BMEE , 2ME)

ZIRE (ZMEE, Z2ME)

- HHEA

HE] / BE)

10.2. iIc&

HIAMBEAT , ORSHFRLEREER I MEZRMRIBANSFER , TisMlbz, WREITEELR. B
. ERPRAPREFBAURERAIEFE , NFREEMNBEXNESFR.

BHIE , EPRAPMENESFEREEE CustomerUserFflCustomerCompanyBgt fist {TAE Az
& , BEEOTRSERMKernel/Config. pmAIkEl, BILATEKernel/Config/
Defaults. pmARLE|X LEAS B A9 B,

NEFERNEEN AR ES , BERAAEETEN SISF R HERI— MRS FREED
BHHNESFER. BE—1TREFHER. BHERIRE—IMNEFER , MFEERREEFETEN
OTRSiZE.

10.2.1. B — IS FER

RESMEFN RAER R , ARSTISFR#EE (U TESPITWIRREER) , Mz
BRNESFERMRE , NTEMR

4.96. ISFERIEFER.

a Dynamic Fields Management

Actions Dynamic Fields List

Ticket et
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessID Process 1 ProcessID Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Add new field for object: Ticket

Article

Add new field for object: Article

IR XTMRENARSEERRNESNNESFERMIE , IRAZXRMNEREFIOTRSF MR
REELE LB FR,

FREEMA=ReREEd TIMeTeEN  EF T8, ERPAFPNERPRN , 81MEEECHIE
FETRIIIRIEERAE,
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EE
FEE L RIWOTRSMHBELBE S MR HIMARIFI=H,
BIE— N ENSFERN—MRRIER
s ERFIEREHEMNMNSFER FRIIRE,
o REREMIIRFRINFNSFERZEE,
- HEHEXEERES.
- RT%

NAFEREEMNEED ARANESD , LBYRFIBNASFERIBAIZE , THAIMNRBNASFERLE
_.]-EISZ;IEJO

Eb/p\%ﬁﬁﬁi%i&% .
o B @, W— , RRTFENNFE.

XRNBSFERWAMEN , BTFE—NFEHERUEZE —MISFR. W— I ISFRBAMHE
e (R ) BEEFNEHEAT RTRNASEE.

o 5% 5B,
XREREFEPRHNSFERBN , ErIAEIE,

d xr
=

RN U AFERINZNESEIE ST,
» FERIGF : 58,

EXNSFREREFRFNENIT , SMFERRASERENUE  IMRESEMWEEE !
Lmaﬂ/u\%ﬁimmr

o B : ;mEl,
— AN ERNESFETEEEFEEFRER  FTEERGEENETR.
o FERHKA : omfl , RiE,
REFNEREMNSFERLE,
o WA : B/HI , Hik,
ERNSFEAMEMIRIREE,

ATHERABNMFENMNSFERERNRE , BMNNAFREE TN TENTFER, XLEHF
ERTEIEE AR F IR,

TEHNAFEIZNAENSFERNEEETIENSR, NRFFZLEZ—MEHWRNINE
FER , RAEMNEH T RIIRPERFENNSFERSERE ],

R 4.6. TIFERFHWARMIRAEH

B RE Eei
Field1 My Field 1 XA

I=u1
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B

Field2
Field3
Field4
Field5
Field6
Field7

REE

My Field 2
My Field 3
My Field 4
My Field 5
My Field 6
My Field 7

e
AR,
H A
FHIHE
B
=L
B8 / B

10.2.2. XAHESFERECE
NANEFRAFEH—BTEHR.
NAHEFEIGE :

BRIAE © AL

IRERERE (NFERELRNTERES

BRuEE | FNE,

MRRET ,
HBERE,

flgn , nR
OTRSMi,

nEe =
M 7)N

d+—==
~
/I:%\

IR B HENERER[% Data.NameX | uri %] (NameX2FERIIBZFT)

ERINZIEES | P ERE -2
4.97. XAMNSFERECEWEE

E3

=

5E1E1R B A http://www.otrs.com” , miX

) EREIEKINME,

NMERNESEERFS (NIRFEFRFHIEMEFR ) WL — NI <E

NFERIEZRRESILRRIRERRT

S FERH

=3
a Dynamic Fields Management Ticket: Add Text Field
Actions General

\ Go back to overview * Name: Field1 Validity valid
Must be unique and only accept alphabetic and
numeric characters. Field type: | Text

* Label: My Field 1
Object type: | Ticket
This is the name to be shown on the screens where S
the field is active.
* Field order: 3

This is the order in which this field will be shown on
the screens where is active.

Text Field Settings

Default value:

Show link:

Link for preview

Check RegEx

Add RegEx

This is the default value for this field.

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens
Example: http://some.example.com/handle?query=[% Data.Field1 | uri %]

If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket zoom. Please
note that for this to work, the regular URL field above needs to be filled in, too.

Here you can specify a regular expression to check the value. The regex will be executed with the modifiers
Xms.
Example: A[0-9]$

Save or Cancel
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10.2.3. SITXAIESFREE
SINFNESFERATEFE— I SITNFNS,
SINANTFRIZE
o 1TEL . Wik, B,

ATEX ZFRERER= (NHMEREIENTERES ) SE,
IR : ALk, B,
XMERTEX ZFREREFFTHEE,
« BINE : AT,
ERAEMEFEETHEIME (FIRZZITNAE) .

4.98. Z1TNANEFREEEMIEE

a Dynamic Fields Management Ticket: Add Textarea Field
Actions General
< Go back to overview * Name:  Field2 Validity:  valid
Must be unique and only accept alphabetic and
numeric characters. Field type:  Textarea
* Label: My Field 2
Object type: | Ticket

This is the name to be shown on the screens where
the field is active.

* Field order: 4

This is the order in which this field will be shown on
the screens where is active.

Textarea Field Settings

Number of rows

Specify the height (in lines) for this field in the edit mode.

Number of cols

Specify the width (in characters) for this field in the edit mode.

Default value:

This is the default value for this field

Check RegEx: Here you can specify a regular expression to check the value. The regex will be executed with the modifiers
xms.
Example: A[0-9]$

Add RegEx

Save or Cancel

10.2.4. EXENSFRECE
SRENSFRATEFHERENRE , AR EPIREPHEEE,
SRENTFERIRE -
« BINME : BHl,
BRRERERR (NHAELIEFTENTRRS ) BRHAIME , ZFRIVMNMER EREPNRE

o

-Er
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4.99. EEENSFERFCEIEIE

a Dynamic Fields Management Ticket: Add Checkbox Field

Actions General

« Go back to overview * Name:  Field3 Jalicity: | valid

Must be unique and only accept alphabetic and
numeric characters. eld type:  Checkbox

* Label: My Field 3

This is the name to be shown on the screens where the
field is active.

* Field order: = 5

This is the order in which this field will be shown on the
screens where is active.

Checkbox Field Settings

e Unchecked

This is the default value for this field

10.2.5. FMAIRENSFERER
THIIREDSFERAF B —MEEFIR TR EME,
THAIRENSFERIE :
- ETBEROME : 3B,
HIEENTIR, MREMT , —MIETEETE (WEME) E (2FME) .
« BRIAME : i
XRIEMFEFR (IR TSN TSRS ) RRIBIAE , BIAMEREME AT AL

;xo
o Alemptyf® : @&Hl , (2/F).

WERBFGE T X MR , ARIRERMEZINSEX N EIMYE , ERA"", IMFREERZLZ
empty,

o AJEIFRVE : ]B/El, (R/B).

XMREARIMCXPNSFERAIRERG I AEIE, RBEERNET EEIE , RSERNRRE
m, ERENEFEFNRIMNENES X,

o BUREERE : BIE,

MRRET  INMNFRNWESEETRFS (WIRFEREHLEMERER ) WM — M RE
BHEEE,

fBian |, NSRBI REEHERE A http://www.otrs.com” , XN FERBEF MBS IEIRIIN B2 TH
OTRSM A,
EF=

EIREFHENEPER[% Data.NameX | uri %] (NameX2FERRIBH ) , RIEFERRY
ERNZ5EE5 | RHIFRE—ES,
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Bl 4.100. FHIIRENSFREETIEE

@ Dynamic Fields Management Ticket: Add Dropdown Field
Actions General
“ Go back to overview * Name:  Fieldd Validity:  valid
Must be unique and only accept alphabetic and
numeric characters. Field type:  Dropdown

* Label: My Field 4

This is the name to be shown on the screens where CILERETE | v

the field is active.

* Field order: = 6

This is the order in which this field will be shown on
the screens where is active.

Dropdown Field Settings

Possible values: *Key: 1 *Value: AAA =]
*Key: 2 *Value: BBB =]
*Key: 3 *Value: CCC =]

Add value:

Default value:

This is the default value for this field.

Add empty value: | [No

Activate this option to create an empty selectable value.

Tree View: | No

Activate this option to display values as a tree.

Translatable values: | No

If you activate this option the values will be translated to the user defined language.
Note: You need to add the translations manually into the language translation files.

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens.
Example: http://some.example.com/handle?query=[% Data.Field1 | uri %]

Link for preview

If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket zoom. Please
note that for this to work, the regular URL field above needs to be filled in, too.

Save or Cancel

10-2-6- iﬁ bIU\%EQEEE
SIRNBFERAREFE—ITEETRPHZME,

* AJHERY(E | SR,
MHIERENTIR, SRMMMEETIRIEN  SEEEHR (WEE) E (ERE).
« BIAME : T,
XRERERF= (WHMERETRXTRRS ) BRIEAME , NMERBEAE XHIATREEHIE

%,
o ,/J\\D[]emptyﬁ gi%] ( ZEE/E\ ) °

WERFGE T X MR |, ARIREREZINSEX —NEMYE , ERA"", IMFREERZLZ
empty,

o AJEIIFRVE : |B/El, (BR/B).

XMRERARIMEZN NS FERTREMER TR UEE. RERRMEAEEIE , AERRH
m , ERNENEFEEFNRMENES XM
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4.101. ZEHNSFERECEIEE

a Dynamic Fields Management Ticket: Add Multiselect Field
Actions General
J Go back to overview * Name:  Field5 Validity:
Must be unique and only accept alphabetic and
numeric characters. ield type:

* Label: My Field 5

This is the name to be shown on the screens where the
field is active.

* Field order: 7

This is the order in which this field will be shown on the
screens where is active.

Multiselect Field Settings

Possible values: *Key: 10 *Value: X
*Key: 11 *Value: Y
*Key: 12 *Value: Z

d value

This is the default value for this field

empty value No

Activate this option to create an empty selectable value.

Tree View: | NG
Activate this option to display values as a tree.

ranslatable values: No

valid

Multiselect

e:  Ticket

o

If you activate this option the values will be translated to the user defined language.

Note: You need to add the translations manually into the language translation files.

Save or Cancel

10.2.7. HEAZISFRRECE

BB SFRAREHE—BME (£ B, B).
BT TRIRE :
- BARHAE : AT

, BE,

FERERFRE (NFERIETRNTRRS ) AIAERIAYES a1 EZ [EIHEZR7E (1EX

).
« EXEHEL - E8H

BARIgETEIREFEX
B A :

o IEBYJLE : Flik , IEEH,
EREFRERX M NSFROEMNR , Gk
o RRHIJLE : 7l , [EEH,
EREFRRERZ N NSFROFMNE , Gk
o BREEE | FIE,

MRIRET , INF
BHESE.

flan , IR BRBEREIRE R http://www.otrs.com” ,
OTRSM i,

(R/IB)

s

INF

MNFERWFME , RERERICOERERNEN, MRIRENE,

BENHXRBELENLEF,

RIS RERRIILE,

SERNES

TR HUEIR

EBNESEERFER (NIRFERESNTIEMEFER ) WIELH— NI <E

IEfRBYN BT RS T FF
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dI+==
~
II:%\

FIREWENEPREA[% Data.NameX | uri %] (NameX2FEEHIEH ) , R FERRY
ERINEIEES | B ERE—HD

& 4.102. HEiRISFERECEEE

a Dynamic Fields Management Ticket: Add Date Field

Actions General

« Go back to overview * Name:  Fields Validity: | |valid

Must be unique and only accept alphabetic and
numeric characters. Field type: |Date

* Label: My Field 6

Object type: |Ticket
This is the name to be shown on the screens where the ject fype

field is active.

* Field order: 8

This is the order in which this field will be shown on the
screens where is active.
Date Field Settings

Default date difference: |0
The difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60).
Define years period: | [No

Activate this feature to define a fixed range of years (in the future and in the past) to be displayed on the year part
of the field.

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens.
Example: http://some.example.com/handle?query=[% Data.Field1 | uri %]

ink for preview

If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket zoom. Please note
that for this to work, the regular URL field above needs to be filled in, too.

Restrict entering of dates

Here you can restrict the entering of dates of tickets

Save or Cancel

10.2.8. HEA/BYEIZNSFERECE

BH/B BIEN AT ERFIRZ M — A BHIRTIEME (. B, B, B, HT8),
R/ SRR E

- BUARHRE : AT, BH,

EfmiEF= (NFERIETRRTRRS ) AR REAYES a1 EZ IR ZRFE (1EX
7).

s EXEHEL EH, (B/E).

ARREEERINFROFNN , REMEFICALERERNSH. MRIRENR, WTIEDR
A

TERJLE : "lik |, IERBE,
EREFRERZINNSFROENN , EERNIREIENLE,
o RREVLE : Bk , [ERBE,
EREFRERZINNSFROEON , EERNIRERRILE,
- BREEE | FIIE,

MRRET  INMNFRNESEETRFS (WIRFEREXLEMERER ) WM — 1M RE
FHEEE,

58
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Flan , R B REEEIRE S http://www.otrs.com” , mEiX M FERIBZRMESILRION ST TH
OTRSM i,

dI+==
~
II:E\

IR B HENERFER[% Data.NameX | uri %] (NameX2FERMBH ) , RIEFEEM
BERMB s | AR ERE -85,

4.103. BE/EEIZNSFEREC BN ENE

o Dynamic Fields Management Ticket: Add Date / Time Field

Actions General

< Go back to overview * Name: Field7 Validity: | valid

Must be unique and only accept alphabetic and
numeric characters. Field type: |Date/Time

* Label: My Field 7

: Ticket
This is the name to be shown on the screens where the Object type:

field is active.

* Field order: = 9

This is the order in which this field will be shown on the
screens where is active.

Date / Time Field Settings
Default date difference: |0
The difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60).

Define years period: No

Activate this feature to define a fixed range of years (in the future and in the past) to be displayed on the year part
of the field.

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens.
Example: http://some.example.com/handle?query=[% Data.Field1 | uri %]

Link for preview:

If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket zoom. Please note
that for this to work, the regular URL field above needs to be filled in, too.

Restrict entering of dates:

Here you can restrict the entering of dates of tickets.

Save  or Cancel

10.2.9. fRiE— N ENEFER
—4 (ERENAT ) BHNETRERFREXMET
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Bl 4.104. {EREFHHENNSFEREB L ER

a Dynamic Fields Management

Actions Dynamic Fields List

Ticket L8.060)
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessID Process 1 ProcessID Ticket valid

Add new field for object: Ticket
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Article Field1 My Field 1 3 Text Ticket valid
Field2 My Field 2 4 Textarea Ticket valid

Add new field for object: Article Field3 My Field 3 5 Checkbox Ticket valid

Customer Field4 My Field 4 6 Dropdown Ticket valid
Field5 My Field 5 7 Multiselect Ticket valid

Add new field for object: CustomerCompany Flelds My Fleld 6 8 Date Ticket valld
Field7 My Field 7 9 Date / Time Ticket valid

Customer User

Add new field for object: CustomerUser

Filter for Dynamic Fields

Just start typing to filter...

Hint

To add a new field, select the field type from

one of the object's list, the object defines the
boundary of the field and it can't be changed
after the field creation.

ZEENHRE—PNEFER , MOMBELEXT —PISFER , AISFERBRERSEER—IBER
MBFERAREFMERIRE.,

=z
~
II/%\

AEMENNSFRIRERIMERR , FEREBMNRERZMERFERNMEE TH
e ERIEN,

NEFRERFERIAEE , (B CARSRHECUIRE, WMRBRT AR , FTERAKE
RERTZFERIVIREEFTEEH , F 75 A PRI E (MREXTZNEFER) .

10.2.10. E—1N"ERPER—NINESFER
BEE—MIENRREER—INSTFER , BRI EEIFRG :
1. IEFERMIBEN.

2. EENERNEEPNSFERWIZE 12,
RETITRE-INEEFRER— N INESFE

s RRNESFERIZENBN , M]UNDESFRBEFREEEXINFRIBNME. NFEZEIUET R
BZFERREREN.

- T RGREH AFREMIRIFIN T HFIRIETLE Ticket (T#) ",
eI =}

{RER] BATE L ERIE RIE I ZE“DynamicField"SUEMM A KR EN (INRFELH
g ) o

s EUMMEBEBNRERSREFRMENTHARERTE. F
4N"“Frontend::Agent::Ticket::ViewPhoneNew",

o EZUA“###DynamicField"EEIRE |, )
N“Ticket::Frontend::AgentTicketPhone###DynamicField”,

s NMRXMEBEANTHERBETEMNNSFERBM , |+ RHERAFIM— I EE, Fla, # .
Field1 , {8 : 1
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MRXMRECLZIH TXANESFRNBM , BERNNEIREN - REXNFEN2-BR ARG
(i),

s BYREFREXMEFRIRRFEE , ARSMAGEERZINFERNER.
10.2.10.1. ERNSFERRIGIF

THRENRREEHERSRENSFRNZ R ENE &R,

7l 4.22. EFHEBIETRFRREFeld,

« F4H : Ticket

* F4H : Frontend::Agent::Ticket::ViewPhoneNew

» i%E& : Ticket::Frontend::AgentTicketPhone###DynamicField

o 1B :
B2 8
Fieldl 1

4.105. EHERIEFTEREERE /~Fieldl

open

10 V2 g 207 e - 18 [ 36

For all pending* states.

3 normal

7l 4.23. EFERIETRERHNEFieldl HSIEFER,
o F4f : Ticket
* F4H : Frontend::Agent::Ticket::ViewPhoneNew

* i%E& : Ticket::Frontend::AgentTicketPhone###DynamicField

c 1B :
B2 (=]
Fieldl 2

4.106. EHERIETRFERE/RFieldl HEFER

0 B2 2o He- 18 o3 &

For all pending* states.

3 normal

| * My Field 1:

5l 4.24. EEBRIETRERHEHRNTEL
o 48 : Ticket

148



OTRS

Real Services

* F%f : Frontend::Agent::Ticket::ViewPhoneNew
* &5 : Ticket::Frontend::AgentTicketPhone###DynamicField
- 8

B B8
Fieldl
Field2
Field3
Field4
Field5
Field6
Field7

e T T = R S G Ry

4.107. EHFERETRFRERBNFERAWIE

Next ticket state: | open

Pending date: 10 &/ 21 &/ 2017 (G - 18 [ 53

For all pending* states.

Priority: 3 normal

My Field 1:

My Field 2:

My Field 3:

My Field 4: | AAA

My Field 5:

My Field 6: 10 &/ 20 gy 2017 [

My Field 7: 10 [/ 20 [&V 2017 (G - 18 [Y: 53

Time units (work units):

7l 4.25. EFEBRIELRRESEZME—LFE,

» F4H : Ticket

* F£H : Frontend::Agent::Ticket::ViewPhoneNew

* i®E : Ticket::Frontend::AgentTicketPhone###DynamicField
cf&:

B &
Fieldl
Field2
Field3
Field4
Field5
Field6
Field7

H O O K+ O K
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4.108. EFERIETRREFAER—LEFE

Next ticket state: | open

Pending date: 10 &/ 21 &/ 2017 [ - 18 [ 49

For all pending* states.

Priority: = 3 normal

My Field 1:
My Field 3:
My Field 5:
My Field 7: 10 [/ 20 @ 2017 [ - 18 [ 49 |

Time units (work units):

] 4.26. £ T RiFIEF=FUEField],

» 48 : Ticket

* F£H : Frontend::Agent::Ticket::ViewZoom

* i&E : Ticket::Frontend::AgentTicketZoom###DynamicField

 B:

i (|
Fieldl 1

4.109. AT HiFFFERETFieldl

Article(s)
SENDER VIA SUBJECT CREATED A
Han Solo Phone Test ticket 10/20/2017 18:58 (America/Mexico_City)

1 Solo - 10/20/2017 18:58 (America/Mexico_City) via Phone by Carlos Garcia

nks in the following article, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browser and OS). x

Forward | Reply

7l 4.27. T RH R EERIVAEREFieldT,

» *4H : Ticket

» F£H : Frontend::Agent::TicketOverview

* i®E : Ticket::Frontend::OverviewSmall###DynamicField

e 18 :

Age: 3m

Created: 10/20/2017 18:58
(America/Mexico_City)

Created by: Carlos Garcia
State: open
Locked: unlock
Priority: 3 normal
Queue: Junk
Customer ID: MyCompany
Accounted time: 0

Owner: Carlos Garcia

| My Field 1: Text on my field 1 I

w Customer Information

Title or salutation: Mr,
Firstname: Han

Lastname: Solo

H (|
Fieldl 1
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= A& febe s > == -1
4.110. AT 2 EEEFENMNE ERFieldl
QueueView: Junk
My Queues (©) Junk (3/2) Raw (1)
1202 @™ L
TICKET# AAGE SENDER TITLE STATE MY FIELD 1 LOCK QUEUE OWNER CUSTOMER ID

2017102060000013 49m Han Solo Test ticket open Text on my field 1 unlock Junk Carlos Garcia MyCompany

XMRERM : FHRAE. SUERE. ATITE. ABRARE. RSUE. RSUEFIRSERF
%0

10.2.11. — P TREEFRRIRENSFERNAMINME
—ATHEH (NTENR) TAMEREENTRIVE (NRBRFRERE—ME) .
pED =

BIERARANGE  ERERRE (FINFERIETR ) TEBIXNRINME , ARERET
HAlRZEIRER,

ZHEXAINE , FEBATIIMNR
& : “Ticket::EventModulePost###TicketDynamicFieldDefault”,

5 4.28. E T R EIESHREFieldl,

» ¥4 : Ticket

* F4H : Core::TicketDynamicFieldDefault

* 18 E : Ticket::TicketDynamicFieldDefault###Element1
R

XAMEE F]LAE 164 Ticket:: TicketDynamicFieldDefault# ##Elementi® & RAEE
— ANEmigE.

MRBIL6NNEFEL , FRIRE — DN EFIBIXMLEH BT B RSOTRS_HOME/
Kernel/Config/files k¥ BiX N INAE,

s B:
it (=]
Event (E#) TEeR
% 1 Field1l
Value (&) —/N#TE

10.2.12. @ AFRIFIRERERINE
A FERBKIAB T S P E R IR B P BT S,

ERXANGE , BNSFRISERENE T ENRSERZINNME (WRZFERRE—ITREN
E).

%%ﬂﬁ%ﬁpE"J“PreferencesGroups###DynamicFieId"&ﬁ{ﬁﬂ:¥éﬂ“Frontend :Agent::Preferences”,

MRER—MIF , XTI A—NMEENAFERAFRITFIREFRREIEZ—MFERRE-—IMREE
E’JEJJM%EQ#UJEO iiﬁ‘i&‘%ﬂ‘]ﬁﬂfﬁﬂ%?ﬂﬁﬁﬁﬁi MNEFER, MR2IMNESHNFRFEER
XAINEE , FECE—NERBIXMLEEEXXHRIRINS M EUFXMIIRE,
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J+=z
~
III%\

iBfE  MRE—NHIXMLXARRMNESNIRE , SMRENSMEZZRAME— , B
REeR"PreferencesGroups###DynamicField”,

DynamicField-Field1,
Field2, PreferencesGroups###My-Field1,

1 4.29. ERFRIFIZE PEGEField1,

o F4H : Ticket

* F4H : Frontend::Agent::Preferences

540 : PreferencesGroups###101-

PreferencesGroups###102-DynamicField-

st

PreferencesGroups###My-Field2& 5%,

* iZE : PreferencesGroups###101-DynamicField-Field1l

« 8
B2 &
Event (£ ) THEGE
Active 1
Block A
Column (%) HERE
Data ( £ ) [% Env("UserDynamicField_Field1") %]
Key () My Field 1

Label ( 5% )

Module ( #&1R)
PrefKey

Prio ({A5E4)

Default value for: My Field 1 ( Field1H9ZXiA
8)

Kernel::Output::HTML::PreferencesGeneric
UserDynamicField_Fieldl
7000

B 4.111. A FRIFIRE FisiEFieldl

Screen after new ticket

CreateTicket Configure which screen should be shown after a v

new ticket has been created.
My Field 1

Default value for Field 1: This is a Description for DynamicField on V4

Framework.
11. EAE
. BHE |:|
OTRSEAEOBE—1MZEESR , ILOTRSEBEI—IMWEBRSZSSHERAET , MBI

=X E

* OTRSTERRIHE : OTRSIEA—1IRS
HREAEERNR,

* OTRSTEREKRE : OTRSIFA—INMEFIREIT , IRERER.

11.1. BERAEORE

FEIT , WITRBINSBRAENBR, LEBER. HITEK

REBRIEERAHSHEE,

BRAERORETEMEMWER  FERAREESTE,

152



BR—AXMHNES , EHEREONARIT—AIWEBRSHAREERS, EREMNIEKE , RIS
RERINBRBMERRRIWEBRS , AR IRIAIER,

S —=z
~
=)

MRIZFER AN ZH B RIER RO WAMER , FEE BT ERIWEBARS T & 5 7ARIE
3,

OTRSEH VB A & [ EIRFEE I R 2 EHAE K,
4.112. EONEERE

OTRS
Generic Interface
‘ Provider |
| | Network Transport
| SOAP REST
|5 Dow] e
Dem BT
[P0 =5
)b;ta Mappmg ...................................................................................
Simple Custom
EENE NN
| RegEx | |Fa|lback|
R —
- [PriontyID =>5
- | ServicelD => 2
(‘Operation 7 [ Invoker
Ticket Controller TicketSolMan Ticket Controller TicketSolMan
Controll Controll
CreateTicket ‘ o CreateTicket . Events
UpaateTicket] TicketNagios | UpdateTicket TicketNagios
Controller Controller
GetTicket ) GetTicket . { Requester |‘ i H'Z‘:_%‘i';r |‘ _______ ArticleSend
CloseTicket User Controller IMI User Controller [
— — I
D | P DR 0 ! 0000 feessrersssencsenscicenren. '
OTR
= =
[ Core Modules .
| Ticket | | User | | Group ‘ | Service | | SLA | ‘ Priority | | Type l:l
A

11.1.1. M&{EH

FENHTSEEARNEREN. SEOTRSIFNEMERZWERA LM , FEFOTRSIERER
B MERA R RL,

REEBRBE —NMIWEBRS L IBF2F "nph-genericinterface.pl"&t I8,
BEREBWNATUE—MBEREOBRSEECEFOTRSIER M LA EHITIZP VAL, INEEREH

RBIZFIHIR , BURTECE | INMSEHHBERENRERGESZRATTRIREF (— MR
2, ’RITRFSLEES ) LIE
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11.1.2. #iEERET

KFENREOTRSHIZIZR R 2 EIFRLBURLEN (REPRIBFIMBRIEER ) . BEZRERRRES
OTRSARMEIELEM (BEARMENXLENREN)  SMEAENERN | BREINIERER
OTRSECHIZMINAT , FERRIAH LEXEEBEAIERARNMETHRZAE NIRAL,

MG OTRSHRY Priority ({54 ) "HHIZFZR A O] BEALMEL"Prio” , ERVE"1-E" ( OTRS ) Iz Z5BRET
FIRFERZH A Information”,

11.1.3. #=Hlg8

EHIREMUNRFSIERREFNEE. fltl , — PN TRIEFIZEFIEE SN MIET BIRIE, "IME
hilfEmIEs , FIg0 , —>TicketExternalCompany”{Zil 23 F] RE B & S5 n /A T B IZHIZEARURIINGE , B
ﬁ*ﬁﬂ@%&?&ﬁﬂiﬁl&%ﬂl%w (ERIEFE R BRIR B ) HTE AR,

—MEREONARIUS—MERRARETEER , ReIURAS —MABKAMTERSE. EXMER

T FEFRMERRE , FRRMENERREFOIIEIZERAITH , ZHFOTRSEREMZOMEM
FiZERGERIEO,

11.1.4. 12/F (OTRSTERIREE)

BER—/NBEEOTRSAMITHENENE, FIBMIRMEERRNRIZEED , ENRIRIER—MEE
MBS, FHRE—NIEEN , EENINIAE,. BENSEIRESIREIE,

EEREERACZRGIVEE (RER) RIFARODRRAMITOTRSHIIZNEL : SIZ—1TH, &

F— AP, E— I, BE-MEHSE, —MEFBOTRS APIHIREFRURITXA D)
fE.

11.1.5. §E*ERF (ORSIEAIBRE )

AAEFEOTRSE— MERRF LRITHENE, IBAEFEROTRSIZILDERRAENILERELY
ERMUEIE—MEK, élﬁw&“ﬁf“b%\;ﬁﬂ?&%]‘ ERRRRBINNERIZBITIERSE , mIZR AL
EXMER. MITEIEAREIMmA , 24 8EMINE 4L IRHEIR,

11.2. EAEOBEWE

BAROBE XHRERMITIE D RHEFIERENIRE,
XEERIERANT ¢
11.2.1. OTRS{E AR HtE
11.2.1.1. EZf2BK .
1. HTTP#ERK
o OTRSEWEIHTTPIBERHEEE,
« REEERARRITEHIXLIRE,
2. L& 1%
« LB EREREDBIRE QT H AR RGBS BIRIEN B,
o BFBMAMBRFEREIR DAL IRKEE,
3. SNEREIR
* NZERRALKNWBE (ZAZ2—NETFRRNE) .
4. BRET
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t

o BXMRFIRENRSEE GEARBREERS ) FEIEMIIBRABNEL HOTRSAEE

o

« BEANRIBROSGRME,
5. NEREIRE
s JIREEXMCHESEEIIRE (ZIAR—INETERRIE) .
6. #&1F
o EUFHISIEEE.
* MITAPIAEER,
o BUTHRME,
11.2.1.2. OTRSHILY :
1. 184
o REIGEREIERRME,
2. RERER
o BURMIRMERE,
3. BRET
o HIRTEMREIECE RIS ERIBRET ( HihAD R EHERIBREY ) F L ELTIZ R ARIHET,
+ ERMHRIEROSGRERME,
4. SMERERIE
o IR ESEBEMEERIE AR
5. M&&EH
» EBEWORR RAIENIEUE,
o RIXANMBE LT E — DB RBIDRL
6. HTTPHfRL
o NN & 3XEWEBARSS 2 F i,
o INRHM—/NEIR (FIINSOAPEEIR., HTTPHIRES ) |, KX —NMERMALAITIZR S,
11.2.2. OTRSEAEKRE

11.2.2.1. OTRSi{EX :
1. EHR BLIERER
« ETWEBRSZSEEREBKRERSERRS,

- B%
- EEEAEREUEE—AFOER , BT RS,
- B%
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* BOTRSSHFHRCIZ—MRVEAZO (BXRE) E5 , BUERIRZIFSKNITRHIER
#HiE , KRETRPRYE., SWEZZERNZEATEEZNA BN EE SN AL XLE
BEXRIOTRSEH L,

s N MEMRROTRSSHPEFIZEFES A EIE— M ZIBERENAR , BREZLIE—
HEERABLXNEEERE,

HRERF

» BEUCRBEHHRIE,

« WIFRIREE (WRFE) .

o HRZIDRRRA B EHE (WMRFE) .

o RENERBIESEH , HEE—PRIEERNESLHIBEREUEEXMERK,

. RERERIE

« BIEREERNBUE (ZFR2—NETERNE) .

. BREY

o IRIRGTECE (HILMDA EIRAIBREY ) FEE IR TVIF IR L MIZIE R ARIFE T,
« ERRMANRIERREILERE,

. SMEREARE
s BN EREREATIERE.
. B LEH

o NEREBRIZIZRERMEZHL TR ABNRIERIE,
* M EEEHE—NERIBER,

» FBERKZLIZIERAHSFHUN,

11.2.2.2. iZFz2Masy :

1

. M

o FRUSAE R FH RRAD SR RO B REL T,
s FRIFREILERE,

. ShERERIE

* MIZFER R UREIBIEURE,

3

s BURC A MEFRIMRSIECE IS ERIBRET (FEARINDR EIREIRGT ) MIMBRAEENEE(LIOTRS
RERHE T,

« ERRMANRIERRLILERE,

. RERERHE

« EERMANBIERLILERE.,

HRERF
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o EUGROBIEIE,
s RIBSMAAREFNSHEZLIZNE (BETEENHERAE) .
 RENAREFERMBIERIERE,

6. S AIEFEFEOTRS TS

s BUCRBERNEBUE. EEROTRSSTIFARMBRAT , HRERERIELIES T EIEZ—ME
SHEER.

11.3. WebfR%

—AMWEBHRSZZENRE (EHANWAIFH , URBOTRSHI—MEERL ) [EIFEITEINEIFIE,

WEBRSZHIZIODREMERE , HERETFE X TWEBRS SEBEAIBMITH 4 IRIE(Operation), OTRS
ua;Rﬁb’lﬂ%?'_)_&%%%mfﬂ'i'//ﬁ*{’F(Invokers) BRI A — D R GEEIR TN B IMY R F(Mapping) BA
BB+ A thiaE 7@ (Transport),

BAROR—MEZR , ESAEOTRSHEBAME XMFGE. FACEMENEEIRT A ] FRR
FREIZWEBMRS .

11.4. WEBARSZEIR.R@E

WEBRSZEFFRERE—MNLE , AFRERAPKRIT. ERNAENESZAMNWEBRSEE, EA
1% .

 BIZFMFRWEBARS,
* EAMESHEBEWEBRSZHEE (AYAMLXX &),
« EWEBRRS AL FEREEE. EEMELHEEWEBRZMNERLE.,
s HiRIEEREE/MNWEBRSFIEMEIRHE,
11.4.1. WEBBRSZ S

ERAEENHAREIE RIS WEBIRS "R ERWEBRS M FR | (R AEEWEBARSHY
RE, RrIUEXNEERRNFTHWEBRSHIENEEWEBRSWEE,

BAWEBRSEERRN LD E—THEFNBHNSMIBRZR , BT XNSMERZTALERAE
WEBRRSZEEEFHERME , Er CAEAFER R EREERENEFAVE (XIMROEERSRE
EMERAE) .

ES =
Zoli2— MFOWEBRS , SERMWEBRS K , FRATENEL.
& 4.113. WEBRRSH#EE

a Web Service Management

Actions Web Service List
Add Web Service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY

Webservice One - = S o valid
Webservice Two o = s > valid

11-4-2- I/J\\}JI:IWEBHE2

BRWIANFERABWEBIRSI'RHN" , EXARME-HASEST, HeFRUREEFTEN
aEE A E AR, BRXETREREHIAMET.
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“BiIXEE"FIEIAER debug(ifiR)’ , SEENZNAANMENENHTEHS
MEEREIREEESEE S HREASEF LS RBERAERET B S,

B FERRI(MEES)
* Debug (ifig)

ICREBIEET, &

* Info (f8)

* Notice (i¥E)

* Error (4% )

ERJ AR "OTRSYE A ARS R M 7" F"OTRSTE RS

RERFRERGHWEBRRS
FIWEBRRS B F=,

MBHRERE—ANYAMUERMWEBRESEE X , (Re] S RN S AWEBRRS R,
AWEBRREMWE S EBBRE T —BHM ERWEBRS",

EE
EH—AWEBREFINSIENES AT , AEWEBRSH S REHPWEBRRSHEM,
4.114. iXINWEBARS

BERF"TE X MEBIE R,
EMBBIEET | SRE B R EFIANRE, WERTRE

a Web Service Management Add Web Service
Actions General
1 Go to overview * Name: Debug threshold: | Debug
X Import web service Description Validity: valid

Remote system!

Ready-to-run Web Services

Here you can activate ready-to-run web v OTRS as provider

services showcasing our best practices that

are a part of OTRS Business Solution™.
Please note that these web services may
depend on other modules only available with
certain OTRS Business Solution™ contract
levels (there will be a notification with further
details when importing).

& Import ready-to-run web service

Hint

After you save the configuration you will be
redirected again to the edit screen.

If you want to return to overview please click
the "Go to overview" button.

In provider mode, OTRS offers web services which are used by remote systems.
Settings
Network transport:

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific order, which can be changed by drag
and drop.

# NAME DESCRIPTION BACKEND
1 No data found.
Operations
Operations are individual system functions which remote systems can request.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING

No data found.

w OTRS as requester
In requester mode, OTRS uses web services of remote systems.
Settings

Network transport:

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific order, which can be changed by drag
and drop.

# NAME DESCRIPTION BACKEND
1 No data found.
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 Cancel
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11.4.3. S A\WEBBRSZ1EHI
{R¥1E7E OTRS Business Solution™ ( OTRSE W R A E ) FH AN WebARS REIG ?
11.4.4. {EiRWEBHRS

ERXNERIAELE—WEBRS ARSI IITEINGEESR. EEMIVRIFI=ZPIRET R — L% ,
SRVFIRE—NWEBHRSS EMITAT B T BERVIR(F :

» FEWEBHRS.
- BHWEBMRS,
« BAWEBMRS.
- BEERE.
* MIFRWEBHRS.
. BiREE.
EE
“BEERE RS S TARRNRE,
11.4.4.1. =[EWEBARS

BRE—WEBHRS , (RBBR T =EWEBMRS 1%, EFTHBINIEERIRRT AR
WEBHRSS fERFARNBIEIRE — &M,

=)

itfE . WEBIRS B INE R FHE—H,
R e R R LI N WEBHRSS R T P s BUR "R H X AlIX M ITEHE,
El 4.115. =EWEBHRS

Clone web service

*Name: Webservice One-1508702476302

The name must be unique.

Clone Cancel

11.4.4.2. SHWEBHRS

“SHWEBRRS "IZHILRAEME S RIWEBIRSECAF R — N YAMLI MG |, FHARTFEIREIFE R LR,
XAEMREN— RS 2EBWEBARS 2 ZIM0BRS 224530 B A | B AANRIMER £ 7= R 4R,

g
FTBTFMEEWEBRRS I E FHZ L EF U A X AEN S H,

ERE"SHWEBRRS %G , MEIN KRS ER—MREFXAIEE , MREENIT ERET —1
X T HE—1%,
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dI+-==
~
IE/%\

NEEFERZPARENRFZEEE CHREEERSXE, BURTAEBRNENEE ,
ARAREREEMRBERE G REFR —PHRUANERP. EFEBREMRIINEEX
FEPASRENE 2 B RE UL BR,

4.116. SHWEBRS

@ Web Service Management Edit Web Service: Webservice One
Opening Webservice One.yml|
Actions General L B g Y
) You have chosen to open:
< Go to overview - threshold: ~ Debug
W Webservice One.yml
Clone Web Service De . . Validity: | | valid
@ which is: TXT file (1.2 KB) %
< Export Web Service Remot from: http://localhost
1) Configuration History What should Firefox do with this file?
w OTRS as pr
@ Delete web service 1 " Open with | Choose...
In provider mod
b3 Debugger o Save File
Settings
Do this automatically for files like this from now on.
Hint E‘
After you save the configuration you will be Error Handling c |
e lEEE EE M i D CHECHEED, Error handling les are executed in a specifi
If you want to return to overview please click and drop.
the "

Go to overview" button.
# NAME BACKEND

1 No data found.

Add error handling module:

11.4.4.3. EAWEBJR%

SAWEBRRS INEMIUER — P EMHIWEBIRSZEEENYAMLIF, STE"SAWEBRRS % , X5
FEXHHEMAETRAX I TEIREZ,

RE SN B UM — G — M FRIWEBARSS 5 BUE" X X AN FHEE,

==
-~
=

WEBRRSZ M BMRERREXMHFRIXHEHE (FlIaNX 4 EMyWebservice.yml , MWEBARS
Ban B IMyWebservice) , NRERAFTELE NS5 ZEABHNWEBRRS , RARITHIE
MWEBRRSZ R |, iLIRIERS ABIWEBRR S I B 5,

4.117. EAWEBR%

Import web service
* Configuration File: Browse..  No file selected.

The file must be a valid web service configuration
YAML file.

Here you can specify a name for the webservice. If

this field is empty, the name of the configuration file

is used as name.

Import Cancel
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11.4.4.4. WEBRRSZ A

SYWEBRRSSEC B FT BB MEXE R EWEBIRS LR EIZ—FMRE (ME—1HE) . WEBHR
ShERFRER—IMWEBRSEEMBRANIIR, EEEHRIR'PHNE—IT (B8MKRE) KK
WEBRRSS [ 2 — P EBIREIEIT,

RE—TTAIUERENEBH/MENENMCE , ITMCERERERERNHRFRER SRS, IR
EeUEXESHEENIWEBRRS R ERAE RS SCAH&ZIS | HRTHYWEBRRS R E.

SHWeblRSBEBNITHSERWebiRS FRHN"SHWebiRS5 " TigETE2MEE, BXEZSER,
B2 %S

QD%XTéHIJWEBEEREEEE’Jﬂ“EQ SEIZEATIF , sIAFHNEZREERABTEIFIK | REJAS
EREWEBRSEE R, RAF— MEEEABERE X M WEBBSEE, St
1%*['43E’J"'VXEWEBHEREBE”THHFE EERAZRIFMWEE , NS G BUE ERRAFEE,

E,S_Zﬂ:

icfE | FEEWEBRRS R E PR ZREF UAXAEA S H,
WE—MCERBE—E/ND , AR MNIEEANTER,
4.118. WEBRRSAE

a Web Service Management Webservice One History
Actions Configuration History List
< Go back to Web Service VERSION CREATE TIME
12 2017-10-22 20:01:03
X 1 2017-10-22 19:59:45
Hint 10 2017-10-22 19:59:41
9 2017-10-22 19:59:17
Here you can view older versions of the current
web service's configuration, export or even 8 2017-10-22 19:59:14

restore them. Select a single configuration version to see its details

History Details: Version 10, 2017-10-22 19:59:41
Export web service configuration | Restore web service configuration

Debugger:
DebugThreshold: debug
TestMode: '0'
Description: First webservice
Provider:
Operation:

Ticket::Create:
Description: ''
IncludeTicketData: '’
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketCreate

Ticket::Get:

Description: ''
IncludeTicketData: "'
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet

Ticket::Search:
Description: '’
IncludeTicketData: '’
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch

Ticket::Update:
Description: '’
IncludeTicketData: '’
Type: Ticket::TicketUpdate

Transport:

Config:

AdditionalHeaders: ~
MaxLength: '10000000°
NameSpace: AnyNameSpace
RequestNameFreeText: '’
RequestNameScheme: Plain
ResponseNameFreeText: '’

SOAPAction: Yes
SOAPActionFreeText: '’
SOAPActi ratorOperation
SOAPActionSeparator: '#'
Type: HTTP::SOAP
RemoteSystem: Any description.
Requester:
Transport:
Config: {}
Type: '’

11.4.4.5. fHFRWEBHRSS

BNFBREMER—IWEBRS , MNBXFMIRAT UG MERWEBRS" , S3H—MAIAIIE
N
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SRR R AR IA BRI N WEBRR S S BUE" X I LI 1EAE,
e

FR—~WEBBRSS G A RE , BEMER—MWEBIRS I —EZ /D

4.119. HIFFWEBARS

Delete web service

Do you really want to delete this web service?

Cancel Delete

11.4.4.6. WEBARS5 it 23

WIXBEFET —MWEBRRSHIBR. EIRIXBEFRIRAIURFZWEBRRSFHRBENBRELE
W EENE S,

EREMERE , BRIIRFBHA. EIIRTEHAGMHETUER—1T (—FBNFT ) RIEE
EMFRER , IMEAGEEERERBE T A,

R AERRREAMNTIRERIMEBINIIR , R LLRAEE :
o BIfKE (RMENIERE)

- BE . E—MRERBZAEZE

o ZFZIPHaE

s U EFRBAS

ERETITRER , RE R RE  RRETARERFMFOFIE,
IR

BURTHIRBIERFM |, MIIRAETREZER,

ERFEEMBRIFE=RRT LERRBIWEBRS" , SR & /AR ZIAZ HINREAS , XRITH—
MHEERINERES , REHEERLNEREHRITEREFR ST BUR" XA L IHEE,

EERIIFRER SRR BRI EEE NN EIFAES. EXEMRTURFTERA NS
ROEE R B IA P TN A,
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4.120. WEBRR55 #1123

# Web Service Management Add Web Service
Actions Request List

4 G0 back to web service Provider 2016-01-04 19:08:51 127.0.04
Provider 2016-01-04 19:10:57 127.0.01

g S Provider 2016-01-04 19:11:20 127,001 o1 ¥ 3 K 205 KR
Provider 2016-01-04 19:11:20 127.0.01 of B os B 20 B
Provider 2016-01-04 19:13:36 127.0.04
Provider 2016-01-04 19:14:14 127.0.01

Select a single request to see its detalls. L
£ Refresh

Request Details

» Communication sequence started (2016-01-04 19:14:14, debug)

+ Received data by provider from remote system (2016-01-04 19:14:14, debug)

<soapenv:Envelope xmlns:soapenv="http://schemas.xmlsoap.org/soap/envelope/’ xmlns:tic="http://wiw.otrs.org/TicketConnector/”>
<soapenv:Header/>
<soapenv :Body>
<tic:TicketGet>
<l--You have a CEOICE of the next 3 items at this level-->
<1--Optionali-->
<UserLogin></UserLogin>
<1--Optionali-->
<CustomerUserLogin>?</CustomerUserLogin>
<1--Optionali-->
<SessionID>14319y84EBWLCCRSEVCSBLUO /SessionID>
<ChallengeToken>L0JUKORGSTEKDWYQThS 2TNrLde¥0GByg</Chal lengeTokens>

<1--Optional:-->
<Password>test</Password>
<i--1 or more repetitions:-->
<TicketID»1</TicketID>

<OperaticnType>TicketGet</OperationType>
<l--Opticnali-->
<Dynam1cFiclds>?</Dynamu:E1L\lds>
<l--Opticnal:--:
<Extended>?: <IExtcﬂdcd>
<1--Opticnals
<A11Art1.c1:5)?</B11Mt1c1c5>
<i--Opticnal:-->
<Articl pe>?</Articl Typ
<1--Optional:-->
<ArticleOrder>?</ArticleOrder>
<1--Optionals-->
<ArticleLimit>?</ArticleLimit>
<1--Optional:-->
<Attachments>?</Attachments>
</tic:TicketGet>
</soapenv:Body>
</socapenv:Envelope>

 Detected operation ‘TicketGet' (2016-01-04 19:14:14, debug)

No data provided

* Incoming data before mapping (2016-01-04 19:14:14, debug)

$VARL = {
‘Allarticles’ =» ‘:"
‘ArticleLimit’ '
‘Articleorder’ => ?
‘ArticleSenderType’ - 2y
‘Attachments' => '2',
‘ChallengeToken' => 'LOJUKORGSTGKDWYQThSZTNrLde¥QGsyg',
‘CustomerUserLogin' => ‘2,
‘DynamicFields' => '2',
‘Extended’ => '7°,
'OperationType' => 'TicketGet',
‘Password' => 'test’,
‘SessionID' => '14j19yB4EBWLGGpSEVCsBlUONGkaeRpX ',
'TicketID' => 'L’,
‘UserLogin' => ‘'

Y

» Outgoing data before mapping (2016-01-04 19:14:15, debug)

« Returning provider data to remote system (HTTP Code: 200) (2016-01-04 19:14:15, debug)

<?xml version="1.0" encoding="UTF-8"?><soap:Envelope soap:encedingStyle="http://schemas.xnlscap.org/scap/encoding/" xmlns:soap="htt]

11.4.4.7. {EIAWEBHRSBZECE

EENEIWEBHRSS FFR , MAER(ESOMFESEM, TXBRATIUMER—MWEBIRSHIFREE
RERmMaM. #h, HilEESS. WA TEEERNES R FRINESCEN LR OTRSIF iR ]
73"M"OTRSTE RERTFT "B E ST,

WEBRRBEEZEAEETIMINRE , XIEKRENMRENR T —MEE |, EESHD (INMEEFRER
BUERY ) MIEERIG LR |, 38 T:Jxﬁﬁélﬁﬂﬂ’]ﬂﬂﬁﬂbh T_T%T?}:%ﬁﬁTE'JiL&A?&E%EW , FoiF
{RERXNICELNR S,

£"OTRSTE RT3 ER 7 AT AL E‘Zﬂﬂﬁlﬂfﬁﬁ%imm , RAEEM THMNEERE RS = BREY
®Y, BEEEMEREN RO RE K. EXEBDERTCURINFIRIE , N RINRETIRPIERE—
MNE]RRVIRME | X5 TURRIRMFECEFR. ?‘1%7??53"?&5‘*115}: EMRE LENRBETH,

E"OTRSIEAIBKE SR SRIEIEE LM , (BIRATUEXERINEREF M AR RIE,
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R REFREURTFASRSEEXMNWEBRRS |, “RTEFFH M CAMRFHROIZIWEBARS # L FR |

HE B U EE YR BERANERASHIREZWEBRSHERE,
4.121. {EIYWEBHARSS

@ Web Service Management Edit Web Service: Webservice One
Actions General
< Go to overview * Name: Webservice One Debug threshold:
(7] Clone Web Service Description: | First webservice Validity:
& Export Web Service Remote system: | Any description.
(o] Configuration History
¥ OTRS as provider
W Delete web service
In provider mode, OTRS offers web services which are used by remote systems.
¥ Debugger
Settings
Hint Network transport HTTP::SOAP Configure

After you save the configuration you will be Error Handling Modules

redirected again to the edit screen.

Debug

valid

BACKEND

If you want to return to overview please click and drop.
the "Go to overview" button.
# NAME DESCRIPTION
1 No data found.
Add error handling module:
Operations
Operations are individual system functions which remote systems can request.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING
Ticket::Create = Ticket:: TicketCreate
Ticket::Get - Ticket:: TicketGet
Ticket::Search = Ticket:TicketSearch
Ticket::Update - Ticket::TicketUpdate

Add Operation

w OTRS as requester

In requester mode, OTRS uses web services of remote systems.

Settings
Network transport

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific order, which can be changed by drag

OUTBOUND MAPPING

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific order, which can be changed by drag

and drop.
# NAME DESCRIPTION
1 No data found.

Add error handling module:

Invokers

Invokers prepare data for a request to a remote web service, and process its response data.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING
No data found.

Add Invoker:
Save

Save or Saveand finish or Cancel

=z
N
II:%\

BACKEND

OUTBOUND MAPPING

NEEEmBREOEERS (WMEEHE,. RF EREFHREFERS ) —1F , Yliatik
B (RN) FRMURM TEMEIREFAMEUE. MREREMEEINECE , FHLIFHEIE

BRIFFH T, XA TIEERTTREXWNT,

“RIEFEEFEIAEEERAZIBERE , AESROZZANEBUEEENRET , ECEE

RANIRE,

“RIFHATTHEFESREERS R RERE , AEREREEEERRZANES (2 £—1

EERH) .

"BUE ' EF SR ERANEIMEEENAT , AEREREZIEER

_/|\QEE£&%IJ ) °
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11.4.4.7.1. WEBRR IR HE N R(E

1R ARIMBIE MY IREIGERIEI , BRIRB"HTTP::SOAP"f1"HTTP::REST'E4iv] F, B/MEH
EFRREMEERED , FBA]E CEAARMMRREREEEN,

ECE"HTTP::SOAP' R hRMERE R, RAEMMRE"GRZE"MHRNEARKE", XLEFERE WY
AR

u:_
Y, B— MR —MURL (L—ZFFRIETF ) , AISOAPH %I —AJ:‘FSz,,rJzH&x BN
EIL‘HEEOTRSﬁEﬂMiESOAPi‘ﬁ%E’J%kﬁv (B FH).,

4.122. WEBHRSZ 121t E W LE (&% ( HTTP::SOAP )

a Web Service Management

Actions Web Service List

Add Web Service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
Webservice One First webservice Any description. HTTP::SOAP - valid
Webservice Two - - - - valid

E , RPJEERRE XMMBmASL |, EfTRI AT A NMAMANGESFAE RES TR0
KAHREZBRIETER. MNRLITHRER BRE,

S FHTTP::REST" , EErISEEHMER—L , AEMRESRBRENRFMINSIER , 48
MRAERIEMEE | BIF <IBAESH>MBHBET AR <BIESH> WERBRAE B
MEmIRE HRNRAKE | "H"kiXKeep-Alive (RFHER ) "ZAl,

* EREHRRGY , FITIR(F ‘<iRIFRH>"

EXMEBERRE—NRRRE , ENRZVFTIRBWEBRSSENBERREN , BMNKZS
TR Rt A R LI R RF

BIZFEIUBEEEE , 8 R <VariableName>', ELEUENBNREZFHESIAXMIERTE
WM T RSB RS R EROEREE .

BlF

P& EHBRST : /Resource

s BAHVEK :
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource?
Param1l=0ne

o TRHVENK :
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/
OtherResource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/
OtherResource?Param1=0ne

PR EPRET : /Resource/:ID
s BAHVBEK :
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1?
Param1=0ne
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EXAMERLT |, ID=1HSLXFREFAERAFN—I7, EX2MIERERMT
Param1=0One , BURFHTTPIERFEZERRMEESHE (MRENEBKLFERPEL—
JSONFERH) .

* TMRIIEK :
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource?
Param1=0One

IR HIREY : /Resource/OtherResource/:ID/:Color
s BRAIBK :

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/
OtherResource/1/Red

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/
OtherReosurce/123/Blue?Paraml=0ne

EE—/M5IFH , ID = 1HColor = Red , £/l FHID = 123HColor = Blue,
* TMRIIENK :
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?Param1=0ne

FEFE—MIFH | B8IZERK T '/OtherResource'#:Color& & , 75 — Ml FH RERK T:ColorE

EO
« BRHVERTTE , BTIRIF<RIFRH>

HTTPIEXR 73245 5 B RBRGY SR E ZEMAVIRIE , RIBEATEING !
CONNECT, DELETE, GET, HEAD, OPTIONS, PATCH, POST, PUTHITRACE,

TERNERRERTURZTEEENRT B (B2 A T ERREERIRE , 8 MRFENEX
AW NEE—R,
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4.123. WEBRRSZRILBEMLEH

a Web Service Management Webservice One Requester Transport HTTP:SOAP
Actions Network Transport
« Go back to web service Properties
Type:
+ Endpoint:

* Timeout:

* Set SOAPAction:
*SOAPAction scheme:
*SOAPAGtion separator:
*Namespace:

*Request name scheme:

+Response name scheme:

*Use Proxy Options:

* Use SSL Options:

11.4.4.7.2. WEBJRSZIZIE

SH{RERAOTRSIEA—MWEBHRSZ IR E R B] CASSATROSNEIL 1R1E", B NMREBT—1

(HTTP::REST )

HTTP:SOAP

URI to indicate specific location for accessing a web service.
e.g. https:/local.otrs.com:8000/Webservice/Example
120

Timeout value for requests

Yes
Set to "Yes" in order to send a filled SOAPAction header.
Set to “No" in order to send an empty SOAPAction header.
<NameSpace><Separator><Operation>
Select how SOAPAction should be constructed
Some web services require a specific construction.
#

Character to use as separator between name space and SOAP operation
Usually .Net web services use "/* as separator.

URI to give SOAP methods a context, reducing ambiguities.

€.g um:otrs— functions or http://www.otrs.com/Genericinterfa

<FunctionName>DATA</FunctionName>

Select how SOAP request function wrapper should be constructed.
‘FunctionName' is used as example for actual invoker/operation name.
‘FreeText' is used as example for actual configured value.

P

Select how SOAP response function wrapper should be constructed
‘FunctionName' is used as example for actual invoker/operation name.
‘FreeText' is used as example for actual configured value.

The character encoding for the SOAP message contents.
€. utf-8, latin1, is0-8859-1, cp1250, Etc.

An optional authentication mechanism to access the remote system.

No

Show or hide Proxy options to connect to the remote system

No

Show or hide SSL options to connect to the remote system.

Add new first level element: Add

Outbound sort order for xml fields (structure starting below function name wrapper) - see documentation for SOAP transport

Save or Saveand finish or Cancel

=il 2§

Afo

EHISRZRIFIEAREFNES , —iRib , B—IZ6 =P RFEEXUNREF A FHENEEY
EE , BERMRFZES MEFI UBIHIZMEETEE,

— AR HIRTER/EPRYFEREName ( BFF ) . Description (##i& ) . Backend (5

if ) #Mappings (BRET) , HE4RHRFERR] AL A IRROAR E X EEH UAZIRIFIVRIREE,

BMEE—MRERNRGEERL D , — 12

ABURBRET , I — B HIGEIERSS, Re]MUAEA4

BREFTS [ELE R AREIRIBRGI LA (Fin) , BAENNEERKILRILN , FHIBFRIRtZIRIIN,

BENSTENHZZ2REEIAMELT (REANEE ) EABERERSY

—NRMFES (BURTBRETEEL ) FR5EAL.

IRERIRZEMEIEER , FeemE. MREWEBRSFEFRLERE T ZIRMEMMAEBIXNMESH,

MFRIXATRHER.

ﬁﬂo

TENRFERER

5

ERELMREZREEXLEER | “REZIWEBRS" (EF LAREREIMREEKRAET ) F Ml
R SIRMFRE T HER" , ITA—NIEERHRREZEMMRIXMEE | ST BER" R AR IABERZ
BRFFMENEKE , iR E "BUH" X AL BRI EE,
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4.124. WEBARSRIIEE

@ Web Service Management Webservice One Edit Operation: Ticket::Create
Actions Operation Detail
‘ Go back to web service * Name:  Ticket::Create
@ Belmo The name is typically used to call up this web service operation from a remote system.

2 Simple Configure

The request data will be processed by this mapping, to transform it to the kind of data OTRS expects.

nd: Ticket:TicketCreate

This OTRS operation backend module will be called internally to process the request, generating data for the response.

a Simple Configure

The response data will be processed by this mapping, to transform it to the kind of data the remote system expects.
ata: | No

Include ticket data by response. Only available for TicketCreate and TicketUpdate operations.

Save or Save and finish or Cancel

11.4.4.7.3. WEBRRSZ BEKE ML EH

WEBMRSS1ERENMEBEMEEXMNTRHEENEE. W T EREN HTTP. . SOAP'MEEHMTRIR
ERZMFE,

BRT“Endpoint (IR ) " (IZF2R % LRIWEBRRS FASRIESZ1EKAIURI ) F1“Namespace (B
8]) "BWMEFERIN , (REFTAEE :

« SOAPEEHIYRAD ( Nutf-8, latin1, iso0-8859-1, cp1250% ).,

» SOAPAction 3% : {Re]AERX MR EIE—NEHEIEHIISOAPActionsk, iZE H“E"MSOAP;H
BEHYSOAPAction KSR —IMEMNFEMH , HBFIRE "R "BARiENamespace#Actiont& LAY
SOAPIRERHTE X SR (BE.NET WEBRREZZ"/" , RESTE"#") ,

o BMALE | IRESMNENS] , RER-"NMEREABMIALE , INFIRFEE—NIEMINLEES
AR R BNFRFER,
ES =}
BRIRLI T BasicAuth (HTTPEZRIAIE) #lil, (RRIUREZEERARELERERSER
E. WMRE(EMBasicAuth , {RLTURHAF BHZERIGELIZZR R,

e
MRMERET —MNEMAEZBH BRERSHXANWEBRSS 2 —MNYAMLX A | XNEG
ZURXFAFRSHBYAML AR, FHFX — R ER RN R BT IEE,
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4.125. WEBHRSZERERIMLEES (HTTP::SOAP)

@ Web Service Management Webservice One Provider Transport HTTP:SOAP
Actions Network Transport
“« Go back to web service Properties

Type: HTTP:SOAP
*Set SOAPAction: | Yes
Set to "Yes" in order to check the received SOAPAction header (if not empty).
Set to "No" in order to ignore the received SOAPAction header.
*SOAPAction scheme: | <NameSpace><Separator><Operation>

Select how SOAPAction should be constructed
Some web services send a specific construction.

*SOAPAction separator: | #
Character to use as separator between name space and SOAP operation.
Usually .Net web services use "/* as separator.

*Namespace: AnyNameSpace

URI to give SOAP methods a context, reducing ambiguities.
e.g um:otrs- ap:functions or http: otrs.com/Genericinterface/actior

*Request name scheme:  <FunctionName>DATA</FunctionName>

Select how SOAP request function wrapper should be constructed.
‘FunctionName' is used as example for actual invoker/operation name.
‘FreeText' is used as example for actual configured value.

*Response name scheme: i P DATA.

Select how SOAP response function wrapper should be constructed.
‘FunctionName' is used as example for actual invoker/operation name.
‘FreeText' is used as example for actual configured value.

Additional respons:

eaders: Add response header

*Maximum message length: | 10000000

Here you can specify the maximum size (in bytes) of SOAP messages that OTRS will process

Add new first level element: Add

Outbound sort order for xmi fields (structure starting below function name wrapper) - see documentation for SOAP transport.

Save or Saveand finish or Cancel

ZETFHTTPUREST , INECEHRKIRFBEENIEREFNSER , AEMIREFRINBMRE . “F
RiERF <1HFH3FEF %?*>E’JT£$J SIRET"FIARER <ERREFIAM>IERIEKGL", BMIANE
FSSLIEINZELFHTTP::SOAP,
« EMH

ERRRAZMENBMEIPIU IR OS , MREBIROS , FIAER80IRM,
o ZHIZRIRET , BT ERAER <BRREFR>:

EXMREPIRE— N HREEZ , INBZOTRBEIZIZEWEBRSHWERREX , FENEIH
Eo

BIZFIUBS <BERMIEANEE S/ TEIWNE (ERIEN ) HRTBUIRRHRI NAVEE
BE&#%R, LECHE E%*’"?’FDEH}}\é u%SZ}EqJ@B,%, HURTFHTTPIER &< , RIRAIEIETUAES
KRIEXHEA—NSONFFFBRFEURIFIFEAETSRLIE,
BlF -
ZRIEHE : Varl = One, Var2 = Two, Var3 = Three and Var4 = Four,
¥ 28ARET : /Resource
- Bitjg -
/Resource
o RIREUE
Varl = One, Var2 = Two, Var3 = Three and Var4 = Four
¥ HIBSARET - /Resource/:Varl

s BiRia
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/Resource/One

o FIREE

Var2 = Two, Var3 = Three and Var4 = Four

PREIS2REY : /Resource/:Varl?Paraml=

o Bitfg .

:Var2&Var3=:Var3

/Resource/One?Paraml=Two&Var3=Three

o FIRENE

Vard = Four

s BRMIEKGS , BT RRRER <BRREFBM> .

EXANFEREERMHTTPIER % |, FTRERIEINE !
CONNECT, DELETE, GET, HEAD, OPTIONS, PATCH, POST, PUTFITRACE, MR&HEEEm

<, NEREKIAGS.

o VNS

R BERBEXERGLIWIAAEFNRERKE.

4.126. WEBRS 15K EMEEMH

@« Web Service Management Webservice One Provider Transport HTTP::REST
Actions Network Transport
« Go back to web service Properties
Type:

*Route mapping for Operation ‘Ticket::Create':

Valid request methods for Operation ‘Ticket::Create':

*Route mapping for Operation 'Ticket::Get':

Valid request methods for Operation ‘Ticket::Get':

*Route mapping for Operation 'Ticket::Search':

Valid request methods for Operation ‘Ticket::Search':

*Route mapping for Operation 'Ticket::Update':

Valid request methods for Operation ‘Ticket::Update':
*Maximum message length:
*Send Keep-Alive:

Additional response headers:

11.4.4.7.4. WEBRRSZERiER

(HTTP:REST)

HTTP::REST

Define the route that should get mapped to this operation. Variables marked by a ":* will get mapped to the entered name and
passed along with the others to the mapping. (e.g. /Ticket/:TicketID).

Limit this Operation to specific request methods. If no method is selected all requests will be accepted

Define the route that should get mapped to this operation. Variables marked by a ":* will get mapped to the entered name and
passed along with the others to the mapping. (e.g. /Ticket/:TicketID).

Limit this Operation to specific request methods. If no method is selected all requests will be accepted

Define the route that should get mapped to this operation. Variables marked by a ":* will get mapped to the entered name and
passed along with the others to the mapping. (e.g. /Ticket/:TicketID).

Limit this Operation to specific request methods. If no method is selected all requests will be accepted

Define the route that should get mapped to this operation. Variables marked by a ':* will get mapped to the entered name and
passed along with the others to the mapping. (e.g. /Ticket/:TicketID).

Limit this Operation to specific request methods. If no method is selected all requests will be accepted

Here you can specify the maximum size (in bytes) of REST messages that OTRS will process

No

This configuration defines if incoming connections should get closed or kept alive:

Add response header

Save or Saveand finish or Cancel

S{REROTRSIEA—PMWEBHRS HREMEBMITHIRFM Z AAAERF. SMAREFET—1
ZhlER (EFIRERFIARAEFNES ) . BEEHEREGZRPNAREFREERUMNIRENHLR
HERMEEMEE, SMAAREFNRFETUBHINEETEE.
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—RRHIME S MAEEFFHNFERRName (&% ) . Description (##id ) . Backend (f§
I ) FMappings (BREY) , HERSKFER A UHIIEIERGAR EXEER LA AR EFRSRE
go

BNMBEARFEEERNMRERERD , —PENEANRIE | ZI—IEXNELIEE, (ReILA
BRI HENEERNERIRGT LD (i) , AAENWEERRILETN , BAERF R EIRIT
B, BENEEENMERIBAREFEIMMELT (RFVEE ) (EAERMREIEER, TR
HEEE—TRMNRER (BURTIREIEE ) P,

IRMFEIRRMEIEREN , TeERE. MREWEBRSFEFRLER T ZIRARFHRMNEEYXNE
B, ENMFERNATREHRESR.

%

S & ERO0TRSHHEH | dlTicketCreate (BIETE ) . ArticleSend ( KX EH) F. EAIRI
MEAMITIHRAREFNMAE. SMIREFFEEVEM—ISHMLR  SVWIRREFELTH ,
EREKEASWIAR, HI , TUEXBNEAFN—ARN (FHE) UBFHIERSANME, X
LANEUR T SEHRRBKRONREE, SHMEBRNFTEMEXZHOTRSHELIZIFAESF
ERFRAREFEFLOTRSTIFHIE,

- — -

Y
R~
1L /5

OTRSSTIFAIER —IMAITR AESHBIMRERSE | FRATIPERMASIFMOTRSERER
5, LLANARS AT A E ML e | EERREBRAEN B A MM, WRIFNEROTRSTIF
#HiE , WERWEBRS S BOTRSEIETAMA, FrCABZIEFRAIGEERR LS4
&R,

BRMN—EHMER , BENE - PIRPERSOHRE , RAENB-NIIRPERSHRE , A
RIZERTEM (REFHNEREFHAMEAB[ARRIN)  RE[/E+EH,. MELIE—MNS
%2R  SEIRAREFNSAMAEIIRBIIL.

NEFMERIRT  SISBSHETRRESRM. FEBEUSONRER AT RN mES
EETESER

ZMF— B RR | BREMVE"SHME R VIRDERRNSME R | [REITERNNILIEE
PRENE], XEFTA—MINEERHFREMIABRZSZFMEL R | [RERATIRP BRI SEE/E
28 , EEGH X ALEIEE,

ERFEMREEEERMER  REMBIWEBRRS (B35 LXRFURMAEENRAS ) FMkR. 0
Rif=E THRREE , 2BEH—NHEERFEEEZMIFI MEARRERF , </albRZEMRX "R
BEFHMIENEKE , SEUHX AR IEE,
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4.127. WEBRRZIAAER

“ Web Service Management Webservice One Edit Invoker: Invoker one
Actions Invoker Details
< Go back to web service % Name: Invoker one
@ Bk The name is typically used to call up an operation of a remote web service.

on: Testing

nvoker backend:  Generic::PassThrough

This OTRS invoker backend module will be called to prepare the data to be sent to the remote system, and to process
its response data.

The data from the invoker of OTRS will be processed by this mapping, to transform it to the kind of data the remote
system expects.

The response data will be processed by this mapping, to transform it to the kind of data the invoker of OTRS expects

EVENT ASYNCHRONOUS CONDITION EDIT DELETE
TicketCreate Yes No

This invoker will be triggered by the configured events.

Add Event Trigger: = Ticket [T} EscalationResponseTimeNotifyBefore 1T} Asynchronol @
To add a new event select the event object and event name and click on the *+" button.

Asynchronous event triggers are handled by the OTRS Scheduler Daemon in background (recommended).
Synchronous event triggers would be processed directly during the web request.

Save or Saveand finish orCancel

11.4.4.7.5. WEBRRZARIEFEH

B EX—MS4RME—MAREFERSEONERERS BT S AL ERFERBFR, £XM
BRAT , INRESHFERBHIEAREFME.

ZUiR I UEXFHNSEMHRERR  FETIEAEFFETD , ARSI REERIEHFRAR
BE L REEIT,

ERFENEGRERED , §MNHROZFAEREUR —MEERBIRFFESGSE, X
IWBRT , REMAERE —MNEG, MBHRITSANEM , WERRGZEREEESER ; MR
—ANEERTRI T SANFER , MNREIFRENFERZ B MR, T GE R R FER R ER 1%
Fand(5). or(z%)kxor(F3K).

BEEFEREM , IRBILEER (StringRTLMLE , RegexpREMRIAR , SISIEER ) |, HiRE
ZENRME (EERARIFERNEZTTENERM
%l : Kernel: :GenericInterface::Event::Validation::ValidateDemo),

ZAFRMANESFE , FRTFERIFEAPH+iZE, EMFRFER , FREFERITHN - %, 814
FHONELVRE—ANFER,

ERNESHM , BrEKE—IFFETENRE. ZEMERENSFE  BREFFMETN - 1%
H, EEFREREEL-INFME. EMRAERMG  BEAMREPIZE,
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4.128. WEBRSZERERFREMH

Genericlnterface Invoker Event Settings for Web Service Webservice One
@ Web Service Management Webservice One Invoker: Invoker one Event: TicketCreate
Actions General Settings
« Go back to invoker TicketCreate

W Delete all conditions Event type Ticket

v Ticket Event Conditions
Conditions can only operate on non-empty fields.
and
Condition 1
and
Fields

Name: Type:  String Value: =)
Add New Condition
Save

Save or Saveand finish or Cancel

11.4.4.7.6. WEBJR 5T
EXMIER . (MBEEE —MRNHEIREC N BRI (RETSBIREURESEN ) |, ERnEE—1
WEBRRSZRARE —MEERARE , ROTEARARBIN—1OTRSAGLFH H/ENEEIRMOTRSEUEL
MFME, FEXLER T LA EEVIREN , BEMEREZENRZM () BIMNEWESEEE
o8, ABELED B 4 —im EAEE RO S0,
BMNERERAZHEEEECHBIESEN , sJUAEMIERCIEFIMETIRR (FIg0 : OTRSBEHFE—1
$SAP Solution ManagerEGIRIBRGHRIR ) |, BEHAEREEIHBME
#l , Mapping: : Simp let&R3R a] LAR 25 A 38 72 HIBRET 3K,

J+==
~
/I:%\

ZiMapping: :SimpleZiA I — NWEBRRSZ T B RIBREI T KEY , MAFEEZ 62— NIREHE
R, BFEIJXTFNEICIE-NHMSHRIRNESZ NS , 5SROTRSH L Ff,

XAMERIERBN 21 BRIAMERRET BB EPI S MEE,

ERBNARBAMFREDN —MERRS , EXEMFEILUEERIANAN |, ESHA AR EMRETRIRF
B, EBE3MNMEmMATA , TR :

s REF (REAE)  ARFUEMIE RN,

o BB (EFR/AEN)  SXMEDATRNESMERENE  Eh3—MRERRRERMI R
BXREEREBIER SXMERATER , SEXMERBIR , fRER (RESXBE—IZ=E).

o BRETE (ERRMEEIERIIN)  FIEREE XREHMNAIBRF/ZE , ERXIREHEARIA
BRET , HIRERXMETESER— M AFE , BRIREMRIARNE,

i + RIERRIFARRET , SER—MMERT - MIEMSIRE, (Re]UMRIEFZEMERM
BIRE, AFEBBARE + %X, FEBMREN TES LI —MHEIBRGIE. MXMBREHMFATAE X —
MEERIVBRET , B RIED -

- ERE . NIRFRT2LE  FRFETHITH— MR,
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s EMREARN | BFENBRSFEB—NENRADNMNEITER,

REIBERSE + % , 2BR— TR TERS, EXBHERRGAFRIEIN (/EMERLE
MR ) REXBMERG, (FrIURIEFZMEZRINVERST , MRFERR—MERST , IFES
HEMEMRETIRER) - RHENT,

AT AMIPRTERAVRIRGTER S (1) , RESTEBFRIVRIRGTES LA - $ZHEENE],

MRFEMIR— N EBIRGEE | REZENMRFNIAREFFER | 3 ZrERRE T EFH
REEER - |, ARREFEEN],

4.129. WEBAR S IRET

a Web Service Management Webservice One Operation: Ticket::Create Simple Mapping for Outgoing Data
Actions Mapping Simple
Go back to operation
st Keep (leave unchanged)
This rule will apply for all keys with no mapping rule.
Keep (leave unchanged)
This rule will apply for all values with no mapping rule.
ap
w Mapping for Key NewKeyOne =]
*Mapkey:  KeyOne a e:  Exact value(s) *tonewkey:  NewKeyOne
*Map value:  ValueOne a e: Regular expression *tonew value:  ValueNew
e

Save or Saveand finish or Cancel

11.5. WEBARSZ <170

bin/otrs.Console.pl Admin::WebService::*&RIaE<SHiRiTH—HAERBRIE, 38KMH
TRUAEWEBRRSRE, SNLIREEBMIT FIIERE

* Add (iRIN) : ER—ANYAMLXX R RECEIRREIZWEBARS.

* Update (E#7) : BiX— "EBMWEBHRS , EA— N TRENTHIYAML RIECAWEB
RRSSHIECE.

* Dump (¥%fi#) : B EHEIFWEBRSHEERFE— 1K

e List (FIR) : RENHRIR AT EMBIFTEWEBRSHITEIFE.

* Delete (#lfR) : NRAEFMIR—PWEBHRS. EREMRRE/N\D , BAXMRFLEER.
flF . eIZ—EBYWEBARSECE :

shell> bin/otrs.Console.pl Admin::WebService::Add --name <webservice name> --source-path /
path/to/yaml/file

11.6. WEBHRSBECE

MWEBRRSZ#IZTHRI , EXEZERM—NOTRSRAZIZ I —OTRSEGZHIFI BN , FIIIMN—
MM ARIMEREZ RS, AUFTEE —MEZN AV RARIEERBWEBRSER | 75
ESARBI—NERE, FFEMXMES  BREOERYAMLAHE HWEBARSS KA E 2.
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At A RYAML ? YAMLR —MIRICIES |, IR A AXRRFIENE (EL)SONERSIERE) , ER
BXMLE—LERFINBFIRE | ERFMBIANENS , FETERBARFMHEEINWEBRSE
%O

F=

TN

~¢s

EZI)XFYAMLMWE S AR , BEiklElhttp://www.yaml.org/,
TER—MYAMLEXNHWEBRSEEE SXHHIF :

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:
Description: This is a test invoker
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Events:
- Asynchronous: 1
Condition:
Condition:
'1':
Fields:
Queue:
Match: Raw
Type: String
Type: and

ConditionLinking: and

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.exa

NameSpace: http://www.ex

SOAPAction: Yes

SOAPActionSeparator: '#'

Type: HTTP::SOAP

mple.com:8080/endpoint
ample.com/actions

11.6.1.1. —f&

* Description (##id ) : #IAWEBARSZHIEREX A,

¢ RemoteSystem (ZF2R%)

* Debugger (28 ) : IAidas

ILIZR AR ERE R,

1X§E’J Aénno

e Provider (Bit%&) : BIHHIREN—1B:E,

» Requester (iFKRE ) : BREREN—IBEE.
11.6.1.2. Debugger (iFif28)

* DebugThreshold ( 1Bi% & )

QI

* info (f58) :info (58).

: I 2R B9,

debug (A ) : FTE HEERFERI IR E.

notice (X&) Merror (iR ) KK AEFMEEIRIERE,

* notice (GEE) : notice (;EE ) Merror ( iR ) HKHIHEHEEZERIEIEE,

* error (£8i8 ) : RBerror (

HiR ) RAR A EFMEEIRIERE,

11.6.1.3. Provider ({21t%& )
* Operation (##fF) : BEMRFIREN—1ER.
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* Transport (&%) : RFEEMEEFMIZEN—NEH,
11.6.1.3.1. Operation (i#fF)

 <OperationNamefR{FRH> | RIEMME—RM , EECHIRMFIRENEE (FTUMNELK0..n, B
TNEEEER ).,

11.6.1.3.1.1. <OperationNamei{E& >
XERNETRETest: :TestLAMIREF , HERFrRIRESESHARNIRE,
* Description (##id) : HIRIRIERIEREX A,
* MappingInbound ( AZ&BRET ) : #t ARVEREIEMARGHRE R,
* MappingOutbound ( tHikBRET ) @ Jh&BIMEMN BIRHIBRGTIR EE 2R,
» Type (Z£8) : #BEFim , #&=X A Controller::Operation,
11.6.1.3.1.1.1. MappingInbound ( AUi5BRET )
REDATETIRGILESimple (H8 ) , HEMRGI KA B EESHAARMIZE.
* Config (BBE ) : XMBRFHRENER,
* Type (RE!) : BREY/FIR.
11.6.1.3.1.1.1.1. Config (EE& )
* KeyMapDefault ( ZRIARIHBRET ) : FRERIRGIHVIBEVIRERIA S,
* ValueMapDefault ( BRIARJERRET ) : FTERRGIRVERIRERE R,
* KeyMapExact (/ERBRVIRERET ) : FTA/EMIVEIRGT (EE0 .. 1) AR,
* KeyMapRegEx ( IEM/$2BRET ) : FREIEMRANAIREIRGT (50 .. 1) HEER
* ValueMap ({ERRSY) : FREERRET (20 .. 1) HIE:E,
11.6.1.3.1.1.1.1.1. KeyMapDefault ( BRIARYERRBRET )
* MapTo (BREYZI ) : EFEAME (RERATMRTEEIZE HMapTo) ,
* MapType ( BREYZEHL ) : BREFAVFRMI,
a]gelE
* Keep (R#F) : REAE,
* Ignore (2R ) : EF.
* MapTo ( BREFR ) : {824 AMapTokI{E,
11.6.1.3.1.1.1.1.2. ValueMapDefault ( BkiARY{EBRST )
Al FKeyMapDefault ( BRIABYHERRET ) ,
11.6.1.3.1.1.1.1.3. KeyMapExact (RIS )

o <oldkey[R##>: <newkey#5E> (E# 0 ..n, BEREEEE ).
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11.6.1.3.1.1.1.1.4. KeyMapRegEx ( IEMZRIAT2ARET )
» <oldkey[R##>: <newkey#itt> (E# 0..n, BERGEEE ).
11.6.1.3.1.1.1.1.5. ValueMap ( {&BR5T )

o <newkey ( FTH#) > : XMRIVEMEFEE (EHEUVATREKeyMapExactFlKeyMapRegEx#
) .

11.6.1.3.1.1.1.1.5.1. <newkey#riE>

* ValueMapExact (JEMRVERRST ) : FTHE/EWMIVEMSTIEE (B8 0.. 1),

+ KeyMapRegEx ( IEMZRANBEIRGT ) : FAEENRIATURIRIRGS (EE0 .. 1) ML
11.6.1.3.1.1.1.1.5.1.1. ValueMapExact ( ERERI{ERET )

* <oldvalue[R{&>: <newvalueffifE> (E#H 0..n, EREEE).,
11.6.1.3.1.1.1.1.5.1.2. ValueMapRegEx ( IENFRIAR{EIRET )

» <oldvalue(RegEx)IEME{E>: <newvaluefife> (E# 0 ..n, BREEEE ).
11.6.1.3.1.1.2. MappingOutbound ( HifRRET )

[EMappingInbound ( AI&BRET ) ,
11.6.1.3.1.1.3. Transport ( &%)

D ETRESNMEEMHTTPSOAP , HENZHIEESESHAFIIRE,

* Config (RRE) : IMIENMBEHEEN TR,

* Type (£&) : RHENEEHEIR.
11.6.1.3.1.1.3.1. Config (EEE& )

* MaxLength (JRAKE ) : OTRSH—/NSOAPHEHEBIZMIIRAKE (R : FH).

* NameSpace (#EZ[E] ) : —MNURL, BE —MNETFTEXANWEBRSFIEIREN LT 3UEHE,
11.6.1.4. Requester (iEK%E)

* Invoker (AREERF) : 8 MEAREFNIRENTSS.

* Transport (&%) : BREMEZEHITENDEE.
11.6.1.4.1. Invoker (IAARERF)

 <InvokerNamei BIZFB#> | ZiIAAREFME—BM , EECHEREFRENERE (B
0.n, EREEER).

11.6.1.4.1.1. <InvokerNamei Bf2F &%5>
XERETRBETest: :TestXEBWIARER , EEiIREFJEESESHARMIRE.
* Description (##id ) : #IRAAZFIVEEXE,

* Events (BfF) : BHMERRGRAIIRINWESE,
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MappingInbound ( AUEBRET ) : 3 ARINGA EHERYBRETHE BRI E 25,
MappingOutbound ( tHI5BRES ) @ MR BNIEREIBHIBRITHZER .
Type (#£8)) : {ARERFEIm , 8V BController: :Invoker,
6.1.4.1.1.1. Events (E4)
FIRTE: (EHO0..n),
* Asynchronous (R#%) : IRERABZFLOTRSSFHFHIEMITIHARER.
a]gefE
* 0 : AEHOTRSSFFHEMITIHRRZRF.
* 1 : HOTRSSFFHIZNITIRAIER.,

* Condition (#F) : MARIBAEFNEHFNERS , WRLBFN  SHERSMAERRE
ﬁo

* Event (Eff) : EHHA BB,

AEERE (BTIEEH)

* TicketCreate (BIET #)

* TicketDelete ( flFR T )

* TicketTitleUpdate ( TERARRAEH )

* TicketUnlockTimeoutUpdate ( T E 28 E #i )
e TicketQueueUpdate ( TEBATIEH )

* TicketTypeUpdate ( TEAZEAIEH )

e TicketServiceUpdate ( TE RS EH )

* TicketSLAUpdate ( TEASLAE#7 )

* TicketCustomerUpdate ( TREFEH )

* TicketPendingTimeUpdate ( T & Ei#ehta) s 5 )
* TicketLockUpdate ( TEASIEEH )

* TicketArchiveFlagUpdate ( TEJFR4FRIREH )

* TicketStateUpdate ( TEIRESEH )

e TicketOwnerUpdate ( TEEFFEEEH )

e TicketResponsibleUpdate ( T HAFAEH )

* TicketPriorityUpdate ( TE{AEREH)

e HistoryAdd (;iRINFASE )

* HistoryDelete ( flf&7A5E )

* TicketAccountTime ( LEART) 179



s TicketMerge ( T &)

e TicketSubscribe ( X;ET & )

* TicketUnsubscribe (BUEXIETH# )

o TicketFlagSet (18 & T B#RiR)

* TicketFlagDelete ( k& T &4RiR )

* TicketSlaveLinkAdd (;RANM LB 5ER )

* TicketSlaveLinkDelete ( flif&kM T & %i%4% )

* TicketMasterLinkDelete ( filf&=E T 8558 )

BIEERVE (BT EHEH)
* ArticleCreate ( SIZ{E)
* ArticleUpdate ( EFfE14)

ArticleSend ( BiZ154)

ArticleBounce ( SE[E )

* ArticleAgentNotification ( BRSS ARBAHEH )

ArticleCustomerNotification ( @415 )
* ArticleAutoResponse ( BEIMIR{S4 )

* ArticleFlagSet (1R E{EH#HRiR )

ArticleFlagDelete ( fHBR{SHR1R )
11.6.1.4.1.1.1.1. Condition ( &%)
* Condition (FH) : EFRMEHFHNAER.
* ConditionLinking ( 4551 ) : EXZEFHINEIHEE RN,
TTEEROME (BT RS )
* and
e or
* Xor
11.6.1.4.1.1.1.1.1. Condition -> Condition
* <ConditionName ( FFR ) > | FHTENER,
11.6.1.4.1.1.1.1.1.1. <ConditionName>
BARFNSHPNRGNE—RT , BERAFPREMLIARSEESHNBRERZGRBT,
* Fields (FER) : FERFHMESLS,

* Type (E£E)  EX—MFEG TSN FRUNARE,
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AJRERVIE (AT HAHE)

e and
* or
* Xor
11.6.1.4.1.1.1.1.1.1.1. Fields ( FE})
* <FieldName (FFERBEH ) > . FERBMHREER.
11.6.1.4.1.1.1.1.1.1.1.1. <FieldName>

REEHFNROFERIVBR , Fl90 : WFTEEH , FERTBAEQueue (BAFI ) | Priority (%%
). Type (E#R) &,

* Match ([LA2) : EMType (EE) EBIHTFAMENNRSEMHNRIANE,
* Type (&) : EIMatch ( ILE ) {EHEIHTT.,
BIEERYE ( T REUBINTT )
o String (Ff{ &)  BRIERNRFEAENMatch (LR ) E.
* Regexp (I EMFTAR ) : BWKRFERMESMatch (ILE ) EE XHIEMNFRAXHITLLER,
* Module (#&3R ) : {£EFMatch (LA ) FE XAVRIR LIRS R IR,
11.6.1.4.1.1.2. MappingInbound ( AI5PRET )
[ElOperation ( #&{F ) #Mappinglnbound ( AULBRET ) .
11.6.1.4.1.1.3. MappingOutbound ( HitBk5T )
[EOperation ( #&fF ) FMappingInbound ( AlfiBkSTt ) ,
11.6.1.4.1.1.4. Transport ( &%)
AERETIEREHIMEEHHTTPSOAP , HEMEHTTEEESESHARMIRE,
* Config (EEE) : IMFENMZEHRICENTER.
» Type (EE!) : ERENEZHIE IR,
11.6.1.4.1.1.4.1. Config (EE& )
* Authentication ( B1AIE) : BMIANEIRENE R,
* Encoding (4R3 ) : SOAPEEIERAILRIT,
e Endpoint (#F) : ZF2AREZBWEBARSZHIURI , FARIEZOTRSHIERK,
* NameSpace (#&Z[E) : —4URL, BE—MEFEXMNWEBRS B IARREFN LT OME,

SOAPAction : ZEFSOAPEEHR R IX—NEHTIEFAISOAPActionsk ( Fi<NameSpace>
<Separator> <Action>#&= ).

B 8E(E
* Yes (&) : RiXEZHIS0APActionsk,
* No (&) : BiEZ—/1=HISO0APActionk,
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» SOAPActionSeparator ( SOAPIR{ER IR ) : IREIEHAVSOAPACtion k< IRRF>,
Al EE(E
/' BF.NET WEBHR.
#' . BFFBRIREST WEBMRS,
11.6.1.4.1.1.4.1.1. Authentication ( S21AIUE)
« User (AFR) : BRIARIZFZWEBRSHAF B,
» Password (Z53) : HSNAFRAX AL,
* Type (%) : SMIMERIREL,

11.7. &%=

L?u%EZISFﬁJ:zEzM’E (EOTRSEIWEBHARSS IR E R IUIRIF , FEFOTRSIFHWEBARSS 1E R E BB
RiEF) MES, (BREHrICAE SHFTRIIBRET S,

—MEEZBRIURBRE. A EARFRERERR, —MEEREEUMEREEEREN—
SDUBRETEL (L4 (AMRENTRERE RNIFENERERINE) .

BENEN  EERBTAERTEGRE AR EMEEY REIIEMRSTI ML EEE,

AT EARONRRCIRT  EERTUEFER—MEH | IBRREELRINERESS  BRAEOMEE
FIEICAY RR(EFATE : OTRSINEEIGMF. OTRSEMRIEIR, E=FHIERES,

11.7.1. fR4FRTERL 2]
FE SRR ARIOTRSHE I ERRR AT LAER :
* RE
« T8
11.7.1.1. &ifERE=S
XMEREBRTURIR— N ERIIRIEID |, EBAEEEEMRIETR,
R
o BIF
* SessionCreate ( BIE&iIE)
* SessionGet ( FKEI&1E )

11.7.1.1.1. i&fF
11.7.1.1.1.1. SessionCreate ( IEZ&1E)
BIE— NI BNAIEID , BEHEEESRLLNEIZT BMHERER.
R =)

EEHEEESENEERIEPERINIRIED , FEZREBIREIDBEZMNIAL. FIE
T RRSNRMFE BN ER — Aﬁx&lE’J%ﬁIDﬂEh MNEINET I,

RERVEME

<SessionCreate>
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<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->

<UserLogin>?</UserLogin>

<!--Optional:-->

<CustomerUserLogin>?</CustomerUserLogin>

<!--Optional:-->

<Password>?</Password>

</SessionCreate>
11.7.1.1.1.2. SessionCreate ( 8IE241E)
M— N BRMSEEENE , F1EERAFEERRESESHRER.
==
=

MRENEFER-—NEXNEN , BLATIEBENERI—VJSONF/FH,
ATRERIETE -

<SessionGet>
<SessionID>?</SessionID>
</SessionGet>

11.7.1.2. T 5% eS8
XMERRRERS TBRENERINEE,
=t
o BE:
« TEBIE
TicketUpdate ( B¥i T8 )
TicketGet ( 3REX T & )
TicketSearch (&I &)
* TicketHistoryGet ( SKEX T E[A¥E )
11.7.1.2.1. &F
11.7.1.2.1.1. TEg[E

RHE—MEOUEOTRSHBIZ—ATH, —NTHELMBE—MEFHESBANMGE , IEEXH
NEFEREATUAECIZT RRFRIZE,

ATRERIREIE -

<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>
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<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>7?</StatelID>
<!--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:-->
<CustomerID>?</CustomerID>
<!--Optional:-->
<PendingTime>
<!--You have a CHOICE of the next and the other 5 items at this level-->
<Diff>?</Diff>
<Year>7?</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:-->
<CommunicationChannelID>?</CommunicationChannelID>
<!--Optional: Possible values Email, Internal or Phone-->
<CommunicationChannel>?</CommunicationChannel>
<IsVisibleForCustomer>?</IsVisibleForCustomer>
<!--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-->
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<!--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>
<!--Zero or more repetitions:-->
<Attachment>

<Content>cid:61886944659</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>
</Attachment>
</TicketCreate>

11.7.1.2.1.2. TicketUpdate ( EET L& )

EH TR REARENEELRNBHRERMN—MRNEHE (BEMREFIREE X TRMEH
MENEFER) .

=
REVELIR—MEERER— T ENEM,
FIEEREE :
<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 this level-->
<TicketID>?</TicketID>

<TicketNumber>?</TicketNumber>

<!--Optional:-->

<Ticket>
<!--Optional:-->
<Title>?</Title>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<QueueID>?</QueuelD>

<!--Optional:-->
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<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 CHOICE of the next 2 items at this level-->
<!--Optional:-->
<StatelID>7?</StatelID>
<!--Optional:-->
<State>?</State>
<!--You have a 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>
<!--Optional:-->
<CustomerUser>?</CustomerUser>
<!--Optional:-->
<CustomerID>?</CustomerID>
<!--Optional:-->
<PendingTime>
<!--You have a CHOICE of the next and the other 5 items at this level-->
<Diff>?</Diff>
<Year>?</Year>
<Month>?</Month>
<Day>7?</Day>
<Hour>7?</Hour>
<Minute>?</Minute>
</PendingTime>
</Ticket>
<!--Optional:-->
<Article>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<CommunicationChannelID>?</CommunicationChannelID>
<!--Optional: Possible values Email, Internal or Phone-->
<CommunicationChannel>?</CommunicationChannel>
<IsVisibleForCustomer>?</IsVisibleForCustomer>
<!--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>
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<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:166861569966</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>
</Attachment>
</TicketUpdate>

11.7.1.2.1.3. TicketGet ( SXKEX T & )
XMEERRFN—NLEMFEREY , BRENESFER. IEEHHNETIENFBHEE,
ATRERIE T -

<TicketGet>
<!--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>
<!--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>
<!--Optional:-->
<GetAttachmentContents>?</GetAttachmentContents>
<!--Optional:-->
<HTMLBodyAsAttachment>?</HTMLBodyAsAttachment>
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</TicketGet>

11.7.1.2.1.4. TicketSearch (=T &)
ERTEIRMEROLRE - MIENXZENTRESYR,
B )33

<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>
<l--Zero or more repetitions:-->
<TicketNumber>?</TicketNumber>
<!l--Zero or more repetitions:-->
<Title>?</Title>
<!l--Zero or more repetitions:-->
<Queues>?</Queues>
<!l--Zero or more repetitions:-->
<QueueIDs>?</QueuelIDs>
<!--Optional:-->
<UseSubQueues>?</UseSubQueues>
<!l--Zero or more repetitions:-->

<Types>?</Types>

<!l--Zero or more repetitions:-->
<TypeIDs>?</TypeIDs>

<!l--Zero or more repetitions:-->
<States>?</States>

<!l--Zero or more repetitions:-->
<StateIDs>7?</StatelIDs>

<!l--Zero or more repetitions:-->
<StateType>?</StateType>
<!--Zero or more repetitions:-->
<StateTypeIDs>?</StateTypelIDs>
<!l--Zero or more repetitions:-->
<Priorities>?</Priorities>
<!--Zero or more repetitions:-->
<PriorityIDs>?</PriorityIDs>
<l--Zero or more repetitions:-->
<Services>?</Services>

<!l--Zero or more repetitions:-->
<ServiceIDs>?</ServiceIDs>
<!l--Zero or more repetitions:-->
<SLAs>?</SLAs>

<l--Zero or more repetitions:-->
<SLAIDs>?</SLAIDs>

<!--Zero or more repetitions:-->
<Locks>?</Locks>

<!--Zero or more repetitions:-->
<LockIDs>?</LockIDs>

<!l--Zero or more repetitions:-->
<OwnerIDs>?</0OwnerIDs>

<!--Zero or more repetitions:-->
<ResponsibleIDs>?</ResponsibleIDs>
<l--Zero or more repetitions:-->
<WatchUserIDs>?</WatchUserIDs>
<!l--Zero or more repetitions:-->
<CustomerID>?</CustomerID>
<!--Zero or more repetitions:-->
<CustomerUserLogin>?</CustomerUserLogin>
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<!--Zero or more repetitions:-->
<CreatedUserIDs>?</CreatedUserIDs>
<!--Zero or more repetitions:-->
<CreatedTypes>?</CreatedTypes>
<!--Zero or more repetitions:-->
<CreatedTypelIDs>?</CreatedTypeIDs>
<!--Zero or more repetitions:-->
<CreatedPriorities>?</CreatedPriorities>
<!--Zero or more repetitions:-->
<CreatedPriorityIDs>?</CreatedPriorityIDs>
<!--Zero or more repetitions:-->
<CreatedStates>?</CreatedStates>
<!--Zero or more repetitions:-->
<CreatedStateIDs>?</CreatedStateIDs>
<!l--Zero or more repetitions:-->
<CreatedQueues>?</CreatedQueues>
<!--Zero or more repetitions:-->
<CreatedQueuelIDs>?</CreatedQueueIDs>
<!--Zero or more repetitions:-->
<DynamicField>
<Name>?<Name>
<!--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>

</DynamicField>
<!--Optional:-->
<Ticketflag>
<!--Optional:-->
<Seen>?</Seen>
</Ticketflag>
<!--Optional:-->
<From>?</From>
<!--Optional:-->
<To>?7</To>
<!--Optional:-->
<Cc>?</Cc>
<!--Optional:-->
<Subject>?</Subject>
<!--Optional:-->
<Body>?</Body>

<!--Optional:-->

<FullTextIndex>?</FullTextIndex>

<!--Optional:-->

<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>
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<!--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>
<!l--Zero or more repetitions:-->
<CustomerUserID>?</CustomerUserID>

</TicketSearch>

11.7.1.2.1.5. TicketHistoryGet ( SREX T &A% )
EMEERTFN NS TERREAABHEICR.
FIHERIEE -

<TicketHistoryGet>
<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--1 or more repetitions:-->
<TicketID>?</TicketID>
</TicketHistoryGet>
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11.7.2. )+ :
11.7.2.1. WEB[RSEE

TEE-MEAREZEHYAMUERAIWEBRZERE X4 | LLSOAPH%{%%JH/HEFHTFE’%E’JI
BEESFIRIE. A TEOTRSHERTE , FRESFHENARE—
llGenericTicketConnectorSOAP. ymlAISZH , #E?"%%éEJ\Ei&)\WEBHER e, AR
EWEBRS M ERE ST RIMWEBRRS %l , ARERNWEBREERE ST ' SEAWEBRS %

H, FRENIXESEARIOTRSH,

Debugger:
DebugThreshold: debug
TestMode: 0

Description:

FrameworkVersion:

Provider:
Operation:

SessionCreate:
Description: Creates a Session
MappingInbound: {}
MappingOutbound: {}

Ticket Connector SOAP Sample
3.4.x git

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: Retrieves Ticket data
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
TicketSearch:
Description: Search for Tickets
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
TicketHistoryGet:
Description:
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketHistoryGet
Transport:
Config:
MaxLength:
NameSpace:
Type: HTTP::SOAP
RemoteSystem: ''
Requester:
Transport:
Type: "'

100000000

Retrieves history of a Ticket

http://www.otrs.org/TicketConnector/

EAURYFBF =] BARRESTMLX & HIfHE] , REST
9“POST", “GET", “PUT", "PATCH"%%, iX
BRZEOBRFNIARRERF (BURTE

WEBRRSS {EFHTTPIR{ELE

MREZER — MU ZEIRURIEEZ—EEE X —1OTRS
LY DR
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THEEF R B RIEER/SessionF R , MERTBEFMEETRFER /TicketFIR , BIAWITERM
FEF TR ER/Ticket/{TicketID} ¥Bi& (iXE{TicketID}2— /\Iiﬂ’girﬁlilo . fgn/
Ticket/123) , ATEOTRSHERTE , FHEEEFHENANBEI—
llGenericTicketConnectorREST. ymlE’JS(ffF HHEZR ﬁAIEJ\EIE)\WEBHER,:% . R
EWEBRS SRR ST RINWEBRRS %1 , ARERIMWEBRSF %,ME“‘?}\WEBHE’(’*"&
H, BEXAXEHSARIOTRSH,

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
TicketHistoryGet:
Description: Retrieves history of a Ticket
MappingInbound: {}
MappingOutbound: {}

Type: Ticket::TicketHistoryGet
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

192




OTRS

Real Services

Route: /Ticket/:TicketID
TicketHistoryGet:
RequestMethod:
- GET
Route: /TicketHistory/:TicketID
Type: HTTP::REST
RemoteSystem: "'
Requester:
Transport:
Type: ''

11.7.2.2. Perl SOAPiEX#E

TARKBRE— 1 PerlfilA , FTlUBIT BAREOERZZIORS, ATHITIREES[RHIVIZE , EEA
T/ Perl)CPANIELR . SOAP::LiteFData::Dumper, FEREIRBITXMNIAZE , BBIRITIIA
IRHEMS(E X LEARIR,

#!/usr/bin/perl -w
- -
# otrs.SOAPRequest.pl - sample to send a SOAP request to OTRS Generic Interface Ticket
Connector

Copyright (C) 2001-2021 OTRS AG, https://otrs.com/

This program is free software: you can redistribute it and/or modify

it under the terms of the GNU General Public License as published by

the Free Software Foundation, either version 3 of the License, or

(at your option) 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 General Public License
along with this program. If not, see https://www.gnu.org/licenses/gpl-3.0.txt.

HHEHFHFRHFEHFEFEFEHEHERTRHFERES

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';
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# 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>
<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 RESTiEk#

TARKBRE—PerlfiiA , sTUBIT BEAREOEZZIORS, B THITIREEEBEMIRE , EF
BT =/ PerlfJCPANELR : JSON, REST:ClientflData::Dumper, FZE{REIRBITXMNIAZET , 1B
R IRAVINIR RE TS (3 A IX LEARIR,

I/usr/bin/pertl
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# Copyright (C) 2001-2021 OTRS AG, https://otrs.com/

#Ho- -

# This program is free software: you can redistribute it and/or modify
# it under the terms of the GNU General Public License as published by
# the Free Software Foundation, either version 3 of the License, or

# (at your option) 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 General Public License

# along with this program. If not, see https://www.gnu.org/licenses/gpl-3.0.txt.
#Ho- -

use strict;

use warnings;

use utf8;

## 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;

# 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,

—

These are the Controllers and Providers the format is:
/Webservice/<WEB SERVICE NAME>/<RESOURCE>/<REQUEST VALUE>
or
/WebserviceID/<WEB SERVICE ID>/<RESOURCE>/<REQUEST VALUE>

See the documentation on how to setup Providers.

HFHEHEHFHFEHFEHESR

This example will retrieve the Ticket with the TicketID = 1 (<REQUEST VALUE>)
my $GetControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket/1';

# This example is the base URL for Ticket Create
my $CreateControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket';

# This example will update the Ticket with the TicketID = 1 (<REQUEST VALUE>)
my $UpdateControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket/1';

# This is the base URL for Ticket Search
my $SearchControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket';

# This is the base URL for Ticket history with the TicketID = 1 (<REQUEST VALUE>)
my $HistoryControllerAndRequest = '/Webservice/GenericTicketConnectorREST/TicketHistory/1"';

# TicketGet Example
# See the documentation of OTRSGenericInterfaceREST on how to setup

# - webservice
# - transport
# - operations
my $GetParams = {
UserLogin => "some agent user login", # to be filled with valid agent login
Password => "some agent user password", # to be filled with valid agent password
}
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Build GetParams as part of the URL for REST-GET requests
my $QueryParams = $RestClient->buildQuery( %{$GetParams} );
$GetControllerAndRequest .= $QueryParams;
$RestClient->GET($GetControllerAndRequest);

my $GetResponseCode = $RestClient->responseCode();

if ( $GetResponseCode ne '200' ) {
print "Get request failed, response code was: $GetResponseCode\n";

}
else {
# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();
my $Data = decode json $ResponseContent;
# Just to print out the returned Data structure:
use Data: :Dumper;
print "Get response was:\n";
print Dumper($Data);
}

# TicketSearch Example
# See the documentation of OTRSGenericInterfaceREST on how to setup

# - webservice

# - transport

# - operations

my $SearchParams = {
UserLogin => "some agent user login", # to be filled with valid agent login
Password => "some agent user password", # to be filled with valid agent password
Queues => ['Raw'],

I

# Build SearchParams as part of the URL for REST-GET requests
$QueryParams = $RestClient->buildQuery( %{$SearchParams} );
$SearchControllerAndRequest .= $QueryParams;

$RestClient->GET ($SearchControllerAndRequest);

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $SearchResponseCode = $RestClient->responseCode();

if ( $SearchResponseCode ne '200' ) {
print "Search request failed, response code was: $SearchResponseCode\n";

}
else {
# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();
my $Data = decode json $ResponseContent;
# Just to print out the returned Data structure:
use Data: :Dumper;
print "Search Response was:\n";
print Dumper($Data);
}

# TicketCreate Example

# See the documentation of OTRSGenericInterfaceREST on how to setup
# - webservice

# - transport

# - operations

my $CreateOrUpdateParams = {

UserLogin => "some agent user login", # to be filled with valid agent login
Password => "some agent user password", # to be filled with valid agent password
Ticket = {

Title => 'some ticket title',
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Queue => 'Raw’,
Lock => 'unlock"',
Type => 'Unclassified’,
State => 'new’,
Priority => '3 pormal',
Owner => 'some agent user login',
CustomerUser => 'customer-1"',
)i
Article => {
Subject => 'some subject',
Body => 'some body',
ContentType => 'text/plain; charset=utf8',
)i

}i
my $CreateJSONParams = encode json $CreateOrUpdateParams;

my @CreateRequestParam = (
$CreateControllerAndRequest,
$CreateJSONParams

);

# We have to use REST-POST requests in order to send UserLogin and Password correctly
# though other REST methods would fit better.
$RestClient->POST (@CreateRequestParam);

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $CreateResponseCode = $RestClient->responseCode();

if ( $CreateResponseCode ne '200' ) {
print "Create request failed, response code was: $CreateResponseCode\n";

}
else {
# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();
my $Data = decode json $ResponseContent;
# Just to print out the returned Data structure:
use Data: :Dumper;
print "Create Response was:\n";
print Dumper($Data);
}

# TicketUpdate Example
# See the documentation of OTRSGenericInterfaceREST on how to setup

# - webservice
# - transport
# - operations

my $UpdateJSONParams = encode json $CreateOrUpdateParams;

my @UpdateRequestParam = (
$UpdateControllerAndRequest,
$UpdateJSONParams

)i

# We have to use REST-PATCH requests in order to send UserLogin and Password correctly
# though other REST methods would fit better.
$RestClient->PATCH(@UpdateRequestParam);

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $UpdateResponseCode = $RestClient->responseCode();
if ( $UpdateResponseCode ne '200' ) {
print "Update request failed, response code was: $UpdateResponseCode\n";
}

else {

# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();
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my $Data = decode json $ResponseContent;

# Just to print out the returned Data structure:
use Data: :Dumper;

print "Update response was:\n";

print Dumper($Data);

}

# TicketHistoryGet Example
# See the documentation of OTRSGenericInterfaceREST on how to setup

# - webservice

# - transport

# - operations

my $HistoryParams = {
UserLogin => "some agent user login", # to be filled with valid agent login
Password => "some agent user password", # to be filled with valid agent password

TicketID => [1],
+;

# Build SearchParams as part of the URL for REST-GET requests
$QueryParams = $RestClient->buildQuery( %{$HistoryParams} );
$HistoryControllerAndRequest .= $QueryParams;
$RestClient->GET ($HistoryControllerAndRequest);

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $HistoryResponseCode = $RestClient->responseCode();

if ( $HistoryResponseCode ne '200' ) {
print "History request failed, response code was: $HistoryResponseCode\n";
}

else {

# 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 "History Response was:\n";

print Dumper($Data);

11.7.2.4. RESTiEKRIcURLYF
AEmAHrER T $%ERERESTEEERGIF , FATRTEA
BIBTE . &£/Ticketi®12 EERPOSTAIZ,
RTH : 7E/Ticketi&12 LERAGETA A,

FEHTE : f£/Ticket/{TicketID} &2 L{EHPATCHA% , {TicketID} 2R REMACE P TicketIDHY
EIR,

FRENT B : 7£/Ticket/{TicketID} &1 LEAGET/i% , {TicketID} 2R EMECE P :TicketIDAIIR
e

FENTEAY :  7E/TicketHistory/{TicketID} &2 HL{EHGETAi% , {TicketID} RRXREMEEE
A TicketIDEYFELR,

11.7.2.4.1. BIE—1M T8

CURL#% :
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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

My :

{
"ArticleID":5484,
"TicketNumber":"1001936",
"TicketID":"1686"

}

11.7.2.4.2. R T RIFRESR

CURL&% :

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket/1686?UserLogin=agent&Password=123"

My :

{
"Ticket": [
{

"Age": 777,
"PriorityID": 3,
"ServiceID": ""
"Type": "Unclassified",
"Responsible": "root@localhost",
"StateID": 4,
"ResponsibleID": 1,
"ChangeBy": 2,
"EscalationTime": O,
"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": 0,
"EscalationUpdateTime": 0,
"QueuelID": 2,
"Queue": "Raw",
"State": "open",
"Title": "REST Create Test",
"CreateBy": 2,
"TicketID": 1686,
"StateType": "open",
"EscalationResponseTime": 0,
"UnlockTimeout": O,
"EscalationSolutionTime": O,
"LockID": 1,
"TicketNumber": "1001936",

"ArchiveFlag": "n",

199




OTRS

Real Services

"Lock": "unlock",
"CreateTimeUnix": 1404173292,
"SLAID": "",
"CustomerUserID": "customer"

11.7.2.4.3. Eh1E

CURL&% :

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket/16867?UserLogin=agent&Password=123" -H "Content-Type: application/json" -d "{\"Ticket
\":{\"Queues\":\"Postmaster\"}}" -X PATCH

1] F

"TicketNumber":"1001936",
"TicketID":"1686"
)

11.7.2.4.4. £ T8

CURL#FGZ :

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket?UserLogin=agent&Password=123&Queue=Postmaster"

MmN :

{
"TicketID": [
"1686",
u102u,
"100",
oq

11.7.2.4.5. T BEAEIFE

CURLAS

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
TicketHistory/16867?UserLogin=agent&Password=123"

My :
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{
"TicketHistory":[

{
"History":[
{
"CreateBy":1,
"HistoryType":"NewTicket",
"TicketID":"1",
"CreateTime":"2017-06-08 22:44:48",
"TypeID":1,
"OwnerID":1,
"QueueID":1,
"Name":"New Ticket [2015071510123456] created.",
"StateID":1,
"PriorityID":3,
"ArticleID":"1",
"HistoryTypeID":1
}
15
"TicketID":"1"
}

]
}

12. OTRSSFiFi#HIZE

OTRSSPFAEIER —HITXIFIMITREES (BIMESHEAHMARIES ) MMM RFHTE, ORSST
PHERERIEMARRIFFNERRIE,

FEOTRSZHIKIARAR (M3.1514 ) BRIMISHIZIMOTRSIFE RS , EM TOTRS S5HOTRSSFIFE
B —#n T, RRIOEFZWOTRSSTIFEEE R , ARESHOTRSSFHFHZILEMRIEER
E. BEEMAEEIEEIL,

OTRSSFFEIZREB ERTAIESIA10MES |, TAESEEP AN ERIIRARSS BRMIOTRSFHFHIZHITH
= TE,

OTRSSFF#HIZE T E1 26 1METE ¢
o E5FIPHFE (bin/otrs.Daemon.pl)
ENHEEARENHEFHEFREHERET.

s EETEEFINHIE (Kernel/System/Daemon/DaemonModules/
SchedulerTaskWorker.pm)

XAMHERR A TR A X HNENRITIRPIIAEES, Er B IR F#ERAIRERAE
5, ABURENRESIIR, ESIIRAUBESEERHRE. FHLERNARARNEEISIE
%O

ENEEFEGER ]G RGIBESTIRPHIFMEES.

o RRIEZEIBZETIFHFE (Kernel/System/Daemon/DaemonModules/
SchedulerFutureTaskManager.pm)

EXANFIPEEREERRENIERITIEBRIMES (FIE . S—MEREOIRAREFIIERA—
MRS SBRMAIIAR , RFE—NSHOWENITHIES ) . ARAIERMEERERFXA
ESRIXLES TIFETIFHIE

» CronfE2EIE2ETIP#HIE (Kernel/System/Daemon/DaemonModules/
SchedulerCronTaskManager.pm)

XASFPERR T EREEMESH T —XTRE (F100 : BRBE—XEF) . XMESERS
EEPEE, E8MESEENRECHEENERREAES THFEETIPHEEURITENL
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MREASEETERT —MESHITRIEIENX , ORSSHPHIZJREEERZ 1NN A
BEE DR BENEHIRTE, B ET BT E B OTRSSHFHIZRIZEIN BN T TR
8],

o BIESEIEEETIPHFE (Kernel/System/Daemon/DaemonModules/
SchedulerGenericAgentTaskManager.pm)

EANTFIPERAETFEEREETNERBHNES (EFMESAMEANBENES ) . SBMNES
BITHREZTH , EEEENERRERAES TFETIPERULEES,

o RGECERS EIEEETIFHIE (Kernel/System/Daemon/DaemonModules/
SystemConfigurationSyncManager.pm)

XANSFHPHIERIEARR B X Kernel/Config/Files/ZZZAAuto. pmBESH#IBEFRMIEER
REFEY , BNBEHRLIEXE., FHBHETIFHEEREHENEEENB TG TP,

Iboh |, MNRESFHHIZEITAMER TKernel/Config/Files/RREFEM.pmXH , EXIEE
HMESTIPAREN BB TIPERRRIR,

IR
SEENFH IR ELR T — Y i8] 58 EOTRSSFIPHFZ R R MATHIES e
RINEANSTIPEIZE — M RIMRIG (LT /opt/otrs/var/log/Daemon/*.log ) FiCRAEH

REBHEE, IEAFERAEPREBE—NEXNER, EEFRBNEF/SEEZICRKIERIRE
B, EEMAR%EEDaemon -> Core: : LogHHiRE S,

H—MESERENEEREEMINNITE , ZLETE IR KRIE —FERF RS XA 0, #RfF
AEEERIRERNTANRRER.

OTRSSFFERER — 1 BEiHE , BETHTEALIRE, ERBINEFENEREIIRTHEN/IF
=

A THROTRSSFIPFHIZIERIETT , B — P CronfESHEREXMARREN, ETIFHEEEEER
BRIEREERNAMEETIF , AR R BN BIEEEIZ BN ZAICronfESMBIMOTRSTIFEIER
TERBEIAN , EX T DRIEEKXE,

MREARENREFEEILOTRSTIFHELRE (FIIIER AL HE ) |, RRFABRGENES , —

BERNMEREHNRNESBRERNITRERENES | M FEMEZSERTRIE—RIES (NRE
ROZIHAR (B RIS HLATE RAIIE ) .

12.1. OTRSSFFIAZEIZ R E

IR4EOTRSSFIPEILIEST , BN EIEOTRSEF RESRAIL,

HRFMB|OTRSSTIFEIZRBIBITR , RLETNE XA (AR "admin"H ) HAF BR—FEHE
£

/Cro

EREXAMBH (AEEF) |, EBIERINBENAE | BERAAEEF R
t8Frontend: :NotifyModule###800-Daemon-CheckiiRE,

4.130. STiPEHFEEA

* OTRS
9 9 Business Solution™ 6

Dashboard Customers Calendar Tickets Survey Reports Admin

OTRS Daemon is not running. —
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REXMBNZRAR BR— N EEFFRERSINOTRSSTHFHEN S IR,
4.131. [F5OTRSFIPi#TE

Information about the OTRS Daemon x
The OTRS Daemon is a daemon process that performs asynchronous tasks, e.g. ticket escalation triggering, email sending, etc.
A running OTRS Daemon is mandatory for correct system operation.

Starting the OTRS Daemon

* Make sure that the file '/ws/otrs_6/var/cron/otrs_daemon' exists (without .dist extension). This cron job will check every 5 minutes if the OTRS Daemon is running and start it if needed.
* Execute '/ws/otrs_6/bin/Cron.sh start' to make sure the cron jobs of the 'otrs' user are active.
* After 5 minutes, check that the OTRS Daemon is running in the system (‘bin/otrs.Daemon.pl status').

X Close dialog

12.2. OTRS TR < 1TH O

OTRSsriFi#iEar < 1T LRBEILIRIZHIETIFHIE ( BHEIFELL ) SNEWENIRE, THEFNEEN
A? #$EE’J1$QH1EIL:\EIJIE'O

12.2.1. F~Fir#IETH
Z25. (FIEEEIRTIPFHIZIRE , £Abin/otrs.Daemon. pLHIZA,

5] 4.30. EEIOTRSFIPHIZRA!

shell> cd /opt/otrs/
shell> OTRS HOME/bin/otrs.Daemon.pl start

o] FRRYVIEIN

* start - 3EIOTRSFHF#E,

* stop - (ZIEOTRSsFIP#HFE,

« status - ZiPOTRSFHFHIZKE,

* start --debug - NiBiXEX BEIOTRSFHPI#HIE,

ERXMEXN T ENTIFEERSEFARNER (BUATEZRITIEREF) . IMEXRNHEEFELEI
B ERA.,

* stop --force - NERFFHIZTTMILENE IEOTRSSFHPIHIZ,

SBHUSIEEL T EFIFHIESHHEFHIZMAINTMAAIAE , M0 (IEE ) BAEISH (8
Bl) .

12.2.2. HEeSFIF#ENT R

SIHFTBREN T TiF#iE  ETHRHREEERER S8 <Maint: :Daemon: : List/EEIF R
Hiz{THY,

1l 4.31. LB ECERFTiFHIZRIRA]

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint::Daemon::List

S HABTIPEENIFMER  EREHIA®<  Maint: :Daemon: :Summary,
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1 4.32. L2 MBTIFERERERNRE

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint: :Daemon: :Summary
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% 5 & &l
1. ihiR)EEIFIR (ACL)

1.1. 44

MOTRS 2.07F%5 , iEIEHIZIR (ACL) BERSRIZHIZI T, #RR, FASIFRIIGRIANGR , SERLAR
MM TBRE (KHA, %BBE) . ACLRIUMERIIBRANRALIENITE, ERAACLERS
PR ERMET T REMMN TR,

—fRKIL , ACLRET —NFE IR ERR D — > T 8 BT BERYIE I,

ACLENXFTUEEBAXHE Kernel/Config.pm, ERMEABHREIMAR A BAERAEZIER

#RAccess Control Listsihaliz®l7REFZ R E A IFELBFACLIRTFRIZBES |, AGEESFERAN

ERE R — N,

AEF—LLACLRAGITLABENMREEE XACLAYRTE | B BACLETE R eEEENIRENSE AR,
e

XA Froot@localhost 'A% T BEACLAYEZ

1.2. EX

ACLTE X RTLAR 7 A AERS @ ‘ILEEFNEDY, TEACLILERERS B ARFEEAACLIEN , tNR

ACLHRE X B AR GBI RMEN , WACLRAF=EE M , EILE TACLIE A= £82 0,

{ETRER 5 BL & R T B e] BE IR AT AR,

ILACER 5

* Properties (B )
AEHD S HNBERALRET, FIM : E— N TRIENEERS ASURET RESMNSE
NI BEHE, MR—RACLLET —NILEEM , NMAFYLENEHREENACLE RG]
REBRLVHENTREY  BREERT H—ME , ACLBMASF=EEFIRM,

* PropertiesDatabase ( B4R )

AR UTEYE , ERSERIRREFABEETNLEENE , IEREEABEM MR
FEEARE, FXBEOATAATEEIRRERS (AhIRERERIEETEIR) .

EER S
* Possible ( FTHERY )

TR EERE  MERRIERL AR BESBHIIHIITE,
* PossibleAdd ( =JiRHNAT )

TR INRT BERYER Y M TR AR MEAE R EACLRL MERKITER, RN REEREER
BB AN RTRERY BB 7 BIACLIE A,

* PossibleNot ( /NeJEERY )

o
el
and
(aYay

KEFIRTNERBETBREETR, ERUNERER , tho]A5EFHEEE TR SR
RERY'ER T HIACLIER,

205



ATEACLHALRERSEERK , NSO TEE —EBNEMH1EIREE, XMENEEMMBBRNT
EBE
* [Not]3E

XAMERBARMR—ME , F130 : BXRTREMTRKEY[NotAR' , S TERMER : "1-ERBR.
'3-IEE. '4-7. '5-FEES.

* [RegEXpJIEMFRIAR (KR K/INE )

AREX—NMEMNRANULESME , FI30 . XTTRMAKHKE  '[RegExpllow'#hiE 'l very

low', '2 low',
* [regexp]IEMFRAR (ZBEX/NE )

E5[RegEXp]IEMTAN (KA KNE) REM , (BEERRX S KNG,
* [NotRegExp]-IEMFANEUR

WIEMRARNER , NXxFITEMAERI [NotRegEXpE'FAEE TR 3-IEE'. 45\ '5-3

ik
It

|E.||o
* [Notregexpl-IEMFRIARER ( BEEKR/INE )

E5[NotRegExp]-IEMFAXBRRMEM , BEERAXHK/NER,

1.3. =0
TR RPHRER AEAXARRFH SRR,

1 5.1. (XA T TR TERSHI T REEREI—MBAFIRIACL,

KRB RIRRR—FACLHEARLEN, 5% , ACLREE —18F, AEFF , ACLKEHZE"100-
Example-ACL", jERE : ACLEERITRISIRBFHRF , FTAMREMRGR.

HX , (REH— M Properties B "B MER TRANTIZRE. XD HIFMBEFRHEARBEACLESE
ASAER—TH, EHRNROS , MRTBETRAW H B EHRR"5-IEE S #ILECACL ,
XESRERPRIEE BRI (FI90 : LA T BEPASI"RAW" R B E R A"3-EE"MA KL
ACL , BREfRIER T LR THRBEFRMAREENS-EES" RAMLTE TACL)

&G , “PossibleR]BERY ER N E X FERHIVENASR, EARAIF , T REREREFIFRIPAYI R EEERFE
BAZI“Alert”,
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5.1. ACL 100-Example-ACL

w Edit ACL structure
Match settings

¥ 2 Properties

» B Ticket
B Queue:
Raw Exact match |~ ]
B Priority:
Swery high Exact match | ]
o
1]
Change settings
¥ B Possible
v B Ticket
B Queue:
Alert Exact match [~ ]
(5] B
-

# ticket acl
$Self->{TicketAcl}->{'100-Example-ACL'} = {
# match properties
Properties => {
# 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'],
Y5
}I
i

1 5.2. ACLIX 1T ERFEIIEERHIM TR ISH TRBRIZ — BT,

KRS E—ROBREM , BARROINLEE FRFEIEEERAT Raw" R B R0 5>-FETH
T8, IMACLELBEMERNRNBTEEEMEBEEZAASERETR TREEEMENR.
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5.2. ACL 102-Example-ACL

 Edit ACL structure
Match settings

* @ PropertiesDatabase

v & Ticket
B Queue:
Raw Exact match | )
B Priority:
5 very high Exact match | ]
- B
kd
Change settings
¥ B Possible
* B Ticket
B Queve:
Alert Exact match | ]
@8 - B
< |

# ticket acl
$Self->{TicketAcl}->{'102-Example-ACL'} = {
# match properties
PropertiesDatabase => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],

b
}I
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
Y
}I
15

1 5.3. ACLEIEXF'RawBAFIRI T B , FBiE"KF 2.,

EXERIUBR N TRFE (RS ) ASrIETIRER, 0] ARGIRE T BEEmmITHIR
. EARAIF , TEREERKA,
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5.3. ACL 102-Second-Example-ACL

w Edit ACL structure
Match settings

* O Properties

» B Ticket
B Queue:
Raw Exact match | <]
2 <}
-
Change settings
* 3 Possible
* B Ticket
B state:
new open pending reminder Exact match | <]
® - 15
* 3 PossibleNot
v B Action
AgentTicketClose Exact match |~ ]
8- K
1€ ]

$Self->{TicketAcl}->{'102-Second-Example-ACL'} = {

# match properties

Properties => {
# current ticket match propertiesZaiTHITEREM
Ticket => {

Queue => ['Raw'],

}

}I

# return possible options (white list)REIRJREAVEIN (BEE )
Possible => {
# possible ticket options (white list)®JHERIEIR ( HEBE)
Ticket => {
State => ['new', 'open', 'pending reminder'],
+
}I

# return also not possible options (black list)iTiREIRNETAERIEIN (BZEH)

PossibleNot => {
# not possible action options/EJRERJIEIN (BZH)
Action => [ 'AgentTicketClose' 1,
}I
+

1 5.4. ACLERBIR ALINXH IR,

FRPIRRINEE XERILIERE (BRMINKARS ) , ErIUBRRBEEX TEBMHRLEER
T& , WMACLERWNARTE, MRMFERARBELENREER , RERKEATERAXEE

(FIANTERSIRE P RIARS AR ) .
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5.4. ACL 103-Third-ACL-Example

 Edit ACL structure

Match settings

dl
Change settings
* 3 PossibleNot
» B Ticket
B state:
closed successful Exact match | <}
2] B
K

$Self->{TicketAcl}->{'103-Third-ACL-Example'} = {
# match propertiesITEEE M
Properties => {
# current ticket match properties (match always)
)i
# return possible optionsiR[EF]HEAYEEIR
PossibleNot => {
# possible ticket options®]EEHIT EEIRN
Ticket => {
State => ['closed successful'l,
%
)i
+

{51 5.5. ACLJBIEELL"HW"FF SLBIBA T AR T RN R IREE (AR S5
AR RR T AN A IE M iR 2R I AE T2 A0S i =T At I,
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5.5. ACL 104-Only-Hardware-Services-for-HW-Queues-ACL

w Edit ACL Structure
Match settings
* O Properties
* 3 Ticket
B Queue:

[RegExp] "HW Regular express v

Change settings
* B Possible
¥ 3 Ticket
B Service:

[regexp]Hardware Regular expressv

$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 => {

Queue => {
Name => ['[RegExp]~HW'],
}

}I

# return possible options
Possible => {
# possible ticket options
Ticket => {
Service => ['[regexp]Hardware'],
+
}I
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5] 5.6. ACL{FEFCustomerlDZEZ~REH—INRIE,
5.6. ACL 105-Disallow-Process-For-CustomeriD

* Edit ACL structure
Match settings
* 3 Properties
» O cCustomerUser
B UserCustomeriD:

TheCustomerlD Exact match | <]

Change settings
~* @ PossibleNot
~ () Process

P14 Exact match | <]

$Self->{TicketAcl}->{"105-Disallow-Process-For-CustomerID"} = {
'Possible' => {},
'PossibleNot' => {
'Process' => [
'P14'
1
}I
'Properties' => {
'CustomerUser' => {
'UserCustomerID' => [
'CustomerID’
1
}
}I
'PropertiesDatabase’ => {},
'StopAfterMatch' => 0
+

1.4. ACLIRESE
TERRAZIE T EATFACLEFESE,
AT RIELBMFERACLIIFAER , B2 RREEEB—FRILRENIZHITIR (ACL) 25,
1 5.7. FTEFIEENEZACLIRENSE,

# ticket acl
$Self->{TicketAcl}->{'200-ACL-Reference'} = {
# match properties (current values from the form)
# LECEY (FEPHFIE)
Properties => {

# the used frontend module
Frontend => {
Action => ['AgentTicketPhone', 'AgentTicketEmail'l],

i
# the logged in agentZERMREAR
User => {

UserLogin => ['some login'],
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Group rw => [
'"hotline',

s

Role => [
'admin',

s

# ...

i

# the logged in customerZEFRHEF
CustomerUser => {
UserLogin => ['some login'],
UserCustomerID => ['some customer id'],
Group rw => [
'"hotline',
s
# ...
i

# process propertiesiiiZEMH
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

i

# ticket propertiesTEEH

Queue => {
Name => ['Raw'],
QueueID => ['some id'],
GroupID => ['some id'l],
Email => ['some email'],
RealName => ['OTRS System'],
# ...

I

Service => {
ServiceID => ['some id'],

Name => ['some name'],
ParentID => ['some id'],
# ...

Y

Type => {
ID => ['some id'],
Name => ['some name'],
# ...

i

Priority = {
ID => ['some id'],
Name => ['some name'],
# ...

I

SLA = {
SLAID => ['some id'],
Name => ['some name'],
Calendar => ['some calendar'],
# ...

I

State = {
ID => ['some id'],
Name => ['some name'],
TypeName => ['some state type name'],,
TypeID => ['some state type id'l],
# ...

Y

Owner => {

UserLogin => ['some login'],
Group rw => [

'some group',
1%
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Role => [
'admin’',
15
€3 oo
},
Responsible => {
UserLogin => ['some login'],
Group rw => [
'some group',
15
Role => [
'admin’',
15
€3 oo
I
DynamicField => {
# Names must be in DynamicField <field name> format.&fWHIi2

DynamicField <field name>#&z=,

# 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.

#[ ... | PESENESNZLEEFIE NS FRAGEE  MARETREHAFPENRIE.

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@® , sJLART &

RAERKEELEBME

Ticket => {
Queue => ['Raw'],
State => ['new', 'open'l,
Priority => ['some priority'],
Lock => ['lock'],
CustomerID => ['some id'],
CustomerUserID => ['some id'],
Owner => ['some owner'],

b

DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
# ...

1

# match properties (existing values from the database)LEEM (#IBEFTFENE)
PropertiesDatabase => {

# See section "Properties", the same config can be used here.Z&["Properties"&tsy , FEM

FEETSERA T,
# ...

}

# reset possible options (white list)EEr]HED (HRE )
Possible => {

# possible ticket options (white list)aJFBANED (HRBE )
Ticket => {
Queue => ['Hotline', 'Coordination'],
State => ['some state'],
Priority => ['5 very high'],
DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
# ...
NewOwner => ['some owner'],
0ldOwner => ['some owner'],
# ...
i

# Limit the number of possible ActivityDialogs the Agent/Customer
# can use in a process ticket.

#REIRS A S/ZPE—NRIZELER A BIENTIEERSE

ActivityDialog => ['AD1', 'AD3'],

# Limit the number of possible Processes that can be startedPREIgEENEIR]HIRIERE
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Process => ['Process-9c378d7cc59f0fcedcee7bb9995ee3eb’,
'Process-12345678901234567890123456789012'],

# possible action options (white list)"JREMRIEEI (BHEE)
Action => [

'AgentTicketBounce',

'AgentTicketPhone'. # only used to show/hide the Split action
'AgentLinkObject', # only used to show/hide the Link action
€3 oo

I
},
# add options (white list)RIDEIN (ARE)
PossibleAdd => {

# See section "Possible"&[F“Possible”Zf %y

# ...
},
# remove options (black list)®FREIN (BREH)
PossibleNot => {

# See section "Possible"&[F“Possible”Zf %y

# ...
},
+
-
lI:%\

LECACLEY |, YN5R{&3% T CustomerUserIDE£1 , ACLYLHI&ER IR #tAICustomerUserIiD
ﬁéttixE’JACme CAfEUREE %Fﬁ)ﬁ'E’Jl#lﬂn,u;EiE?EﬂFmFﬂ’*miE fE'Properties’l
REHES %EIEHA*E%EEI:‘E’J&FEMO »—FHH|, 7("PropertlesDatabaseIEEEE‘JHJ%#
& BERAIREF MKERIEEEHIE,

AR AEPRE , BASERIERNZE A F#CustomerUserID,

EMEEIRERRER (AgentTicketSearch%DCustomerTicketSearch) I — S ACLEZMMAY 5L
EUNAFE, XEREEILEEERBMRAERFHESEMBEMEEMN T2 E: Jk,m BAFI
%,

MOTRS 4FHh  IMESHABR—BRE , MR—1RE3IMA | SeEmEmsNs
FAEBES

2. nIEEIE
2 1 /\QJJ

AN AOTRSARESFIZ(TAFR)IRE, EXTRETEXFIEENITHRE , I LTERTEIR
LARMALR |, RRBFRRIZREBIEZEATR M ERFARLINF T,

2.2. itz
ILHIVE— T , ERTEHARZER, RIMGEN— NTBRRE

2.2.1. iER{EKXK
EAERITEZE , ERNBENSREMER. THHELHIRATRESN

¥Rl Prozessmanagement fiir Dummies
{E&: Thilo Knuppertz
ISBN: 3527703713

2-2-2- fIiEEE?tt
MNEIEFERIAT K, EZIBEL , FRICRAERRE, GEE , MIZRKHERIRWER.
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2.2.3. KMZR4LIE

MERBMARBEHHNAUSRIFNRGWIAERE, EHERE  FBETERHETIER. WUR
FRINTE , BREICRMNE. EMN 535 E,

2.2.4. [ az=AbIE

XHEEIFENANE, #EEBAREERY , FicRERIABH, BERTHERSHAMBIIRITE
B2EIX , AEESFEITEW,

2.3. w1

RIFEXNTERF , TR MERERXE—FEIWEFICR , BARAME TREWM T REER
=ZE,

I RIS, BATIUARE FIFENRAE

o BURICRINGE , HANHE RActivity Dialogs (GEINMIEE) |

s RIBRIETCBENRNIIEE , FfiIFZz HTransitions (4%&#) ,

s ERIERMINEEIRIG  WREIBMNESE , BAFZA Transition Actions ¥&#RIE1F,
BARFHEFE - LTI L E7HIEMIMN

o AJRETFREALE—ANESNITiEME(Activity Dialog), ERGIF , ZKIBMTFE"Approve BE" 5 "Deny
L RHERE, Bz BActivity jE&H,

HE | E5iEE(Activities), FERNIHEIE(Activity Dialogs), #%#(Transitions)5%%i%iE(F
(Transition Actions) , AR ANRGIEY & ML S IREITRIE, WELRD hENTIFERLEIRE
BiKIF. ARz RProcess ifitg, AT RRAEZEHRAMBRXELA , BITEIEAMINES T
W5, XPMRESETREBIRBIMLEIEtityID,

EntityIDBA1 ~2NFEFLEVRFIRIZAM KR , BHERMEESRS |, FIU0 :
« %2 'P1', 'P2' ... 'Pn".

o j&TN: 'ALY, 'A2' .. 'An'.

 JESNNiEE: 'AD1', 'AD2' ... 'ADn'.

« 81T, 'T2' '

o FRIRIRIE: 'TAL', 'TA2' ... 'TAN'".

ENERIENEXATZA , FERMESHRA  BINSEEX LT, BPMIISTFE , BF
BERREETIRE— LS,

I TBAZY :
i
I
o)
]
SIBWTRAF :
o I8
« BT

BIBIN T NSFER -

I

X

H
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fF&
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KA FHRLERAE

ISES T

AJRERYE * il
. HitiEM
s BT EH
s RIiEH
o ERMiTER
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IR FERLENSFRM R IE N R EERARIZENE,
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- WEEHEA
IR Wtz B EA
RE HEA
ISES T

ERHEEE (SysConfig) iR E :

* 'Ticket::Responsible': @

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicFieldGroups':

. & :

nili] tral, {F&, ISBN

— iR K&

T8 g, R, TR
iz Wtz HEA

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicField":

3 3

i

fF&

Wtz B EA

REEHE

ISBN

g

RS

]

PRl

PR R R R R R R

MERNI AR EERRIEEERE T, F—

2.3.1. REEIEREE)
BIE— MR

=8 5
r T3

L EERERPALEIEN Process Management ;T2 E

» BATHEE X Fr R IRILSEAR,

B, HNSEA

rIRERE LR, EOERER , BNH AJ AR Hfth 2 BR SR (SRR R 1),

J+—==
<
lI:%\

— ANRIERFTE X BYACtivitiyGESN). Activity

Transition Action(353&12E) ,

5.7. OTRSZAEERFR -

Filter for ltems

Process Management

Favorites

Process Mar
Configure Processes.

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

Links

& View the admin manual on Github

DialogGEZNITIEE), Transition(3&i) 5

HRB] AME R R HROFT BRI E A,

RBER

Processes & Automation

b

gement
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mEEMIREENCIZERIRE R,
5.8. IR IZIRHH
Actions

Create Mew Process

f Deploy All Processaes

BEERIEGEE. REGERSHER  BANETAMEBEEESZA , HEERBRTIR IS
Z}]"0

5.9. RINFRIZ

@ Process Management Create New Process
Actions Create New Process
4 Go to overview * Process Name: Book ordering
* Description: The process to order a book
Description

In this screen, you can create a new process.

In order to make the new process available to

users, please make sure to set its state to State: | Active
‘Active' and synchronize after completing your

work.

Save or Cancel

2.3.2. jETITEIE

EREEEMNERRORIRIERMN , ARECTRIARETR PREEINTEE (RERR
FESRHEEED , AREECEBENRMER ) , BRI HENEHNTIEE",

5.10. SIEHENIIEERKH

Available Process Elements

» Activity Dialogs

Mo data found.

Create Mew Activity Dialog
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EITANBHREFTIES EINEERM AN R (&) "HMERE , APIPRIMGHEEFERER
SEIAME |, BAEMHEENEFER , NENTTANFERERENVIEFE , ARE"DENF

Ex iR ENT], "N EHFE AR FERINF S FERBEENSRINF |, rIETERIRFHITFRE
HHERF.

5.11. RINFHENITEIE

w Activity Dialog
* Activity dialog Name: Recording the demand
Available in:  Agent Interface
* Description (short): New demand
ok No
 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.

ASSIGNED FIELDS

AVAILABLE FIELDS
Article

HERNFERIBA"DENFR " BE , SBHZ— 1 FER , ERXFRIFAES , REBIIAEDED
1], EEREEEEFRNEHFERIRERN "R, BEAER BRENE,ATL,

5.12. fREFERIFAER(IEDR)

Edit Field Details: Article x

Description (short):

Description (long):

Default value:
Communication Channel: || Intemnal

Is visible for customer:

Time units: Do not show Field

Save Cancel

ERBFRENRIFZE  fSEEREFFHREREH , REFERICR.

AEIF , BAVEEREHFERIEREE , BRITUASIN —MNEMBIBE— N SITXELBNNET
B2 , T ENTHR LIARROFERRHANZAE XFHINEFEL,
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BEERFRETHAENSFERE B "DynamicField_"g14i40"DynamicField_Title” , "E S5 T BARZAAY
FERTitle (F7) "1RIBE T,

BURIN T IEHRIIEIE -
« "ZRBR" (AD1)

LEEEHEER S TITRAMBNAERIEFERAENE, (FESISBNS) , MEk—MrREMIREHNF
Ex"ERtt",

 "EHtIE4" (AD2)

LESEIAHEEIRE — AT ERNFE ()5 — MER SELIRSHFER "FitEL",
» BT EH" (AD3)

RFZE-MESFER , &I BT EH,
 “RIIEL" (AD4)

LSRRI HEME IR T SRIBR —EXMBIRW B (BFERET), XBERFFE—NERFERE—MREF
ERETN"RMFELE",

* "HERLITE” (AD5)

EIHEERE S T RS LIMNE, M185% 5B BFERURIRSFERED “EM1TR",
* "tRmE]" (AD6)

LENFEARRZRIMN—PREIBEINFE , EFE —MRESFEEIN S B IE",

A TR BNENHEERIRSFERE , Fl1EEEKernel/Config. pmk—NEIPerlxX
#Kernel/Config/FilesHiFi0— ‘t_bACL

$Self->{TicketAcl}->{'P1-AD1-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD1'],

}I
},
Possible => {
Ticket => {
DynamicField Status => ['Approval'l],
}I
i

};

$Self->{TicketAcl}->{'P1-AD2-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD2'],

}I
}
Possible => {
Ticket => {
DynamicField Status => ['Approval denied'],
}I
}

};

$Self->{TicketAcl}->{'P1-AD3-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD3'],
}I
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1,
Possible => {
Ticket => {
DynamicField Status =>
3,
1

};

$Self->{TicketAcl}->{'P1-AD4-1'} =
Properties => {
Process => {

ActivityDialogEntityID

3,
},
Possible => {
Ticket => {
DynamicField Status =>
3,
1

};

$Self->{TicketAcl}->{'P1-AD5-1'} =
Properties => {
Process => {
ActivityDialogEntityID

3,
},
Possible => {
Ticket => {
DynamicField Status =>
3,
1

};

$Self->{TicketAcl}->{'P1-AD6-1'} =
Properties => {
Process => {

ActivityDialogEntityID

3,
},
Possible => {
Ticket => {
DynamicField Status =>
3,
1

['Approved'],

=> ['AD4'],

['Order denied'],

=> ['AD5'],

['Order placed'],

=> ['AD6'],

['Shipment received'],

2.3.3. %
R ANRIZTTR R IR, B S QIR
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5.13. SIEFHEEIRI%H

Available Process Elements

w Transitions
Filter Transitions. ..
Mo data found.

(4| Create Mew Transition

ERERERIESHEHREN , BERFREERMPEDN , XFFRAFEZRE—NFEN—PFE
BTG B R A b 5 I\ R TR TR K R A H e B,

5.14. BIEFITR

v Transition
* Transition Name: Approval
¥ Conditions
Type of Linking between and a

Conditions
Condition 1 Type of Linking and B

Fields:
Name: DynamicField_Status Type: Transition Validation Module | Value: Approval

(O]

®

Add New Condition

PIBFRREE  RERRRE  REER,

ellE N

o "B (T1)
ATRERSFERESWIRE N "FH "R,

o "EHIEL" (T2)
ATFRERSFRESRIREN"FEL 1R,

o @A EH" (T3)

ATRERSFERESWIRE N BT T IR,

"RIIELE" (T4)

BTFRERSFERESRIREN"RWIER" IR,
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« "ERITER" (T5)
ATFRERSFRESWIREN"EMITR IR,
 "GRmULE" (T6)
ATRERSFERESWIRE N "R mIRE"H5ER,
2.3.4. FHHRIRIE
Ao P ARRIETTR PR RIRIEE" , BER T RIE IS IRIRE",
5.15. BIEFMAVEIRIZIFIRH

Available Process Elements

» Transition Actions

Mo data found.

4 Create Mew Transition Action

R FRIES ERIEFERN TR IIRERR" , ARRINYENFNLENSRBNSRIE,

Fr B RSB ERE IR T X4 Kernel/System/ProcessManagement/TransitionActiond ,
THERAREPIRS I EIRIZESE

« DynamicFieldSetsIASFERIRE

* TicketArticleCreate T B {S{48IE
- THpE

o TicketCustomerSet T #EFiRE
* TicketLockSetT B HiEIRE

o TicketOwnerSetTFIE&EIRE
* TicketQueueSetT HEATIIRE

« TicketResponsibleSet T # iR AR E
* TicketServiceSetT #fRSZiRE

» TicketSLASet THSLAIRE

o TicketStateSetT BIRSIRE
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* TicketTitleSet T B fRENIZE
» TicketTypeSetT B8R E

FMEREBBEEMISAANSH, EE@module documentation BERILR T BFIBEWNES

ESH.

I+ ==
N
lI:%\

MOTRS 4.0.1F7% , ¥ AEEGFEHAEEE , MBBIEL<OTRS Ticket property>

MIRYE T BRI,

MOTRS 4.0.6 1z 518N <OTRS_TICKET property> , Z&XANARIUER , ERESEIEK

HIRR AR S,
5.16. BIEFMAVIEIRIZIE

w Transition Action

* Transition Action Name: Move the process ticket into the “Superior” gueue

* Transition Action Module: | TicketQueueSet

GQueue

SMESHREREREENE  RORIFIAREFEE.

HZO TR HRIRAE
s "FIEBNEEPAT" (TAL)

LEZNAFTIT ESE i Bt (TL) R AREMIT,

 "CETHRHFTANEZIE " (TA2)
LEENETERE R " (T1) MNARBFHIT.
o “BERIETER'ITBAS" (TA3)
LB TR AT
+ BN AR EIER" (T2)
* BN "REL" (T4)
- BN "RmIE" (T6)
« "BETHEATANRI" (TA4)
BRI T IRARAIT
s BNA%RERES" (T2)
- BN "REL" (T4)
- BN “RmRE" (T6)
o "G TRENRIFAT" (TAS)
SN A TR BT ER (T3)RRT.
« "B TREURFPFAT" (TAG)
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LN T ERMATER” (TS)BHAT,
« "TEENXHA" (TAT)

HERNIN BT RAIT

* ENAR%R GEHRIRE" (T6)
« "TRRMXA" (TA8)

HBRITHERRIRIT

- BN AR EHIEL" (T2)

« BN RS “RIELR" (T4)

IESMRAR UL , HEREIAVASHRIBFRER S WMIT. ELRITT RIFRRIEFSRRERER , BAT

ERNERAR
2.3.5. /&5

BABEREEDN (Activities) BIF—1MNE
Dialogs).

, IXANE

A A B E— NS NENFHERE (Activity

R A ARLRIETTR PR IED) , EE R EIEE .

5.17. gliEEsNi%H

Available Process Elements

- Activities

Mo data found.

[+ Create Mew Activity
EITANREFERERESENBH , REEN ] BRI ENNIEE" P IENEZ M ENEE |

FHE" D ECREIIHERE BAREE], XENEESETRIFEREREAREEXHIALET. AE

B 2R R,

EE—NENPFENAFHRNEE , BAREFREE - ERMWMEX N ENEE —NENIHEE,

QIR TFUE :
. ZRBR (AL)

226



BEENIEE KB K" (AD1)
* "Elt" (A2)

BERAENIEEEAIERL" (AD2)FM" B HEHt" (AD3)
« “ITE" (A3)

BERANTIEE"RWIEL" (AD4)5"ERMITE" (AD5)
o "BEMHFER" (A4)

BEFEMHEE"SIHURE" (AD6)

s RIZER" (A5): BER—NREBEININEENED, EFBWIREEFHMIBR" "RWEL"N
B'EmRE R, ARFEER,

MAERATI UMM ER] | R — AR L RRME XIS, ERRMIE , AEIESA—1
AR BI—

2.3.6. BERWRIZEHZ

IERARFHEFTERARRE —RRERBANRIROERIZF RICREE, ERNOGFH , MB=E
T TAER, EftiRiErlged B2 AmITMEEMTEREIRE,

IR — MRS , E8E T MRENAYIAENIHEE, T EAHBRE , YIREaNHEEE
—NERE —ANENIHEE) BRI ERE, WMRINENFTHART , RIELRFREIEHTUR
REEFHIITFEREITAE,

MERTEE T RE LREREPNABNNGE, BIHZAEBERE, eBKREN. —P HS
HRIR(FTEE R SARIRIRIF). U EMIERNAR,

RIZZENELIEIK T EXEVENTHEE |, FFENITEBXE(FROZNER D) HEMRE B XI5z

SETHE), FEE , RELRGeEE)ZBMNE— M EIZENNETk. (KRB —1NES , FEH
B NENHEESREREAREERSE —TER).

5.18. FE—NEmHENE EfmH

Available Process Elements

w Activities
Active
Approval - I_ : w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incominy g i &
Order i &
Process complete e ( )
Recording the demand &
[+] Craate New Activity
a
ez
T2, B NENEERZERD, WEBHRPRNETENEN, B NENERIERS

FAEINLEEERE. FRIEERBMEES L, 2ERENBS CREMNIHEE,
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5.19. #EanE _ANENEE R

Available Process Elements

« Activities
Active
Filtar Activities.
Approval i . . L i
w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incoming &
Order e
Process complete afes ( )
Recording the demand airs
Craate New Activity
a
’ Recording the
demand
Description &
Approval
The Elements listed above in this sidebar can

be moved to ﬂ"e canvas area on the right by

Activities: You can place A o
canvas area to assign this Activity to the
Process.

FETRRIEBANEIANENECIR BB (ER)  SIEREFREARHR, EBXKERE"S
R FHEEN — MCIRBIF — AN REEM T, SERENSL TR , orl L TR, BR—T

HRMET WL SMBEEREARENEERME, ESHRNETAERE S EmReIZm |
TEDNBESE,

5.20. e — 1 4EHREIE R L

w Activities
G Active
Filter Activities.
Approval S " . .
w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs

Incoming g
Order Gir
Process complete i O
Recording the demand ales
Craate New Activity

Approval

Description F-3
& q Approval
’ Recording the
demand

Activities: You can place Activ
canvas area to assign this
Process.

MAERMFZEN IR EREXTT , BETFRBNFESEELRIRMFIIX MR E , TEMPNGHE
B]IRE i%\%ﬂm%ﬂ:’%o
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5.21. {ER%HRIEREN

w Activities

Filter Activities...

Approval & A . -
* Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incoming aird
Order 4
Process complete 4
Recording the demand 4
[+] Greate New Activity
-
Recording the [
demand \>—|

Approval

Description -
Approval
The Elements listed above in this sidebar can

be moved to the canvas area on the right by
using g'n'drop.

Activities: You can place Ac
vas area to assign this Ac

Activity Dialogs: To assign an A
10 an Activity dmn the Activ

NET RS IRIRIF it R IE PR BV IRED) , FRIFEREE D ERMEIRIEF TR , RERRRE,
5.22. HECIEIRIFIE

¥ Path

Recording the demand Approval Z Approval

Edit this transition

w 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-aads...

)

AVAILABLE TRANSITION ACTIONS S .
Move the process ticket into the "Management® queue (Transiti...

Close ticket successiully (TransitionAction-264fdb3cd53e31417... = o
Close ticket unsuccessfully (TransitionAction-d4de7ad2670fb40c. .. r
IMove the process ticket into the "Employees” gueue (Transition... =
Change ticket responsible to "Employee" (TransitionAction-7bc. .. #
Move process ticket into the "Post office” queue (TransitionActi... =
Move process ticket into the "Purchasing” queue (TransitionActi... #

Create New Transition Action

BEEOZRERETIRS  RLEH FORTRE  REAREEMBEEND.
RINTOUES, SRS IRIRIECATTRL " B81Z"
IDRBREE"HAE"
* IR L EDIMERFNR" (AL)
o BJHERYREIR | “ERAL” (T1)
s MRXNENMMFERRE , ZLTREBNEEN"FH" (A2)
o B9, ERRIT R IIRIAEIRIRME
s “FTEBNEEPAT" (TAL)
« "EETBERFTANEE " (TA2)
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A MERFERT (ADBARRETIRMEX SR , RN  "Sit” (TLRVATEEM. WMRER , T
BREBNEIT—ANED) Tl (A2) , FERITERRBE BN ERPAS (TALFI"EETBRHRFA
HEIE (TA2), TE/EEN"EH" (A2)H , JEENFHEE"SEHtEL" (AD2) F@dHE " (AD3) aTA,
it
* IR ARV (A2)
* TIHERVELHR ¢
o "EHLIEL" (T2)
s MNRMCEXA , iR T RMBENEEN RIZLER" (AS),
o IESh , EERIIT T IURIGEHRIZMF
» "BoliniE TREI'RTPAS” (TA3)
« "BETHEATANRI" (TA4)
« "TERXEMXA" (TA8)
s “BITEH" (T3)
o JNRMEXA , RIELRMBENEEN 1T (A3),
o IESh , EERMIT FEAVIEIRIEE |
s G TEBENREBAZI" (TAS)

BATAIUEER , EXNRIET RN SRNENE — SNSRI g | RiRBE -1 BiriEa) (F9)8Ee
B —NESMEIRIEE) .

T
« E2IAS AT (A3)
« BIRERYSEIR
o “RIQIELH" (T4)
s MRIEEXA , FRIETRFHBINEENRIZLER" (AS),
o« IEoh , BRMITTIIRGEIRIRIE
« “BaRiE TREI'RTBAGI" (TA3)
s GETRARANRI" (TA4)
« "TERXERKXA" (TA8)
o "ERYITER" (T5)
« MRIOESXA |, HRIETRFBINEEN BEIERA" (Ad),
o IESh , ERMITTEIEIREE @ ¢
« "B T8 ZEHEPAGI" (TAG)

HIESEPS
 foIRR C AN EERIA" (A4)

* TJEERYARIR :
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 "2mliE” (T6)
o PIRMEXA , RIBTRIBENEEDN RIZLER" (AS),
o IESh , EERIMIT TRV HRIRME
« "Bz TREI'GTPAG" (TA3)
c "REBTHRHFANRI (TA4)
o "TEMRINXA" (TAT)
PHERWTIZTRIRZE LERBIXHF
5.23. HERMTENRIZIRZ

w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs

% :
Recording 1
demand Appraval
&

Approva Approved

Approval denied

Order =

Order placed

COrder denied 4

&
‘ . ‘ 7 Incoming

Process complete Shipment received
¥

EAIZIRIRE  BREEMEXN"REF&EHE , ARBRI'RSAERIE R, IBWEMRS
R EEIBIEEH IR —NEEXMG (APerlES ) . IMEFXHMEXLMINRIZELE , REA
FRAEREERLERIETER,

ERREEE(EIGUIRERMFZENR S EF XN | AT UBRIGEERE IR A,

WE[BAM—NYAML S ANBANGRE | BRESAR , MATZRESNREFTENABINSF
B AR, IES

IR MRREFEERACL , IEACLELEEZFNRE,
THEBERWAERANTEYAMLAAE !

Activities:
Al:
ActivityDialogs:
- AD1
ChangeTime: 2012-11-23 14:49:22
Config:
ActivityDialog:
1: AD1
CreateTime: 2012-11-23 11:49:38
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EntityID: Al
ID: 151
Name: Recording the demand
A2:
ActivityDialogs:
- AD2
- AD3
ChangeTime: 2012-12-13 00:55:12
Config:
ActivityDialog:
1: AD2
2: AD3
CreateTime: 2012-11-23 11:50:11
EntityID: A2
ID: 152
Name: Approval
A3:
ActivityDialogs:
- AD4
- AD5
ChangeTime: 2012-11-23 18:12:14
Config:
ActivityDialog:
1: AD4
2: AD5
CreateTime: 2012-11-23 11:50:35
EntityID: A3
ID: 153
Name: Order
A4:
ActivityDialogs:
- AD6
ChangeTime: 2012-11-23 18:12:35
Config:
ActivityDialog:
1: AD6
CreateTime: 2012-11-23 11:51:00
EntityID: A4
ID: 154
Name: Incoming
A5:
ActivityDialogs: []
ChangeTime: 2012-11-23 11:51:33
Config: {}
CreateTime: 2012-11-23 11:51:33
EntityID: A5
ID: 155
Name: Process complete
ActivityDialogs:
AD1:
ChangeTime: 2012-12-06 02:16:21
Config:
DescriptionLong:
DescriptionShort: Recoding the demand
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: ''
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DescriptionLong:
DescriptionShort:
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:
CommunicationChannel: 'Internal’
IsVisibleForCustomer: '0'
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
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Name: Approved
AD4:
ChangeTime: 2012-11-23 14:58:52
Config:
DescriptionLong:
DescriptionShort: Order rejected
FieldOrder:

- Article

- DynamicField Status
Fields:

Article:

Config:
CommunicationChannel: 'Internal'
IsVisibleForCustomer: '0'
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
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ID: 158
Name: Order placed
AD6:

ChangeTime: 2012-11-23 14:42:43

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:
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ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- 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"

::TicketQueueSet

::TicketResponsibleSet
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TA3:
ChangeTime: 2012-11-24 14:27:02
Config:
Config:
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
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CreateTime: 2012-11-23 11:53:52
EntityID: T1
ID: 94
Name: Approval
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
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Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:56:48
EntityID: T6
ID: 99
Name: Shipment received

4. iEilESE

2.4.1. #iTE
—/NRERME LIERITIZENEER, BIF LMERRAI U/ EoNaEER (FEBIRER) .
2.4.1.1. iz E
MIZEEEP] LARTEX FKernel/Config. pmAR , (B2 EFEEIE — N4 Kernel/Config/
Files/MyProcess.pm, ,I,u\lﬂ/ﬁEEEEE’JSZ{thKernel/Conflg/Flle/

ZZZProcessManagement , §—EAERERXIXHEE , BNERT RENSWES. LRIKE
—NRERIEERE (MREBEFEXHE)

$Self->{'Process'} = {
"P1' = {
Name => 'Book order',
CreateTime => '16-02-2012 13:37:00',
CreateBy = '1',
ChangeTime => '17-02-2012 13:37:00"',
ChangeBy = 'l"',
State => 'Active',
StartActivity = 'Al’',
StartActivityDialog => 'AD1',
Path => {
‘Al = {
Tl = {
ActivityEntityID => 'A2',
}I
}'
'A2' => {
'T2' => {
ActivityEntityID => 'A3',
}I
}'
I
}I
'P2' = {
Name => 'IT order',
CreateTime => '26-02-2012 13:37:00',
CreateBy = '1',
ChangeTime => '27-02-2012 13:37:00"',
ChangeBy = 'l"',
State => 'Active',
StartActivity = 'A2',
StartActivityDialog => 'AD2',
Path => {
A2 => {
'T3' => {
ActivityEntityID => 'A4',
}I
}'
I
)
+
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2.4.1.2. B#F
IR, RSB ARELERE TR BLERERIRIZR,
2.4.1.3. CreateTime ( lIZ&RT(a] )
mIZEIERIRT ],
2.4.1.4. CreateBy (RIZAN)
BIERIERI A FUID,
2.4.1.5. ChangeTime ( {&24A8] )
IR HRIE CRRYRT (8],
2.4.1.6. €28 A
REEURIZAFUID,
2.4.1.7. k&
EXBIRIZIAE, °TAER :
o FUERLAERRORIZE LR PERNFEIRE
o BETHARAEEN LEPER |, BERINE LRMAEEAIIRIE
o REGERIELBEME , FeeE LR3I BE LRPERA,
2.4.1.8. StartActivity ( &18;E5) )

St EERE LR, MREX - MEREN. —BelBT T8  XNENMKIREHFA
BRI ERE,

2.4.1.9. StartActivityDialog ( #EZI&;ETNIHELE )

WHFRRIELR | WAE X —MEREMNHEE., XFEIE—NAEIENER (FEEERE
B). NS , TEARGE LR RAE SRRz EoR,

2.4.1.10. Path ( B&1%)

BIZE ST HAURTER A KGN ) Pl sERVSL TR, BRI R ERVARIRIRMF, XANTIER TR
BITBLRENKRZ, Fu:

Al = {

'T1' => {
ActivityEntityID => 'A2',

}I

'T2' => {
ActivityEntityID => 'A3',

}I

'T3' => {
ActivityEntityID => 'A4',
TransitionAction => ['TAl', 'TA2'],

MRB—NFELBMTENAL , EB3NAIRNGEREA — NG, ERRTIZITIREZENX T
BT RIBA (3iR) BB —NENBRAEHENEMT.
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EXNRGTP , MRERT2EAFNAERE LB RENSFERMNEERZER , WITRFNE
I'ALBENE> A3, HERXTENWIEEZE  HEWILBEEITTEMEMEDN , HRESNE
P RERFIEENEHR, WMRFIBEITSMEHR |, WAFERSE — &k (ET TransitionI DEYEEHE
F).

Lesh | BRI ATERR1ZEC B LA 3SR T ECHLIRIRIE, XLLASIRIRFM BRI REMITHIER, R
PRSP ENRBERREANSE , BMNSEREITEXLERT,

2.4.2. ;&1

EEE— NS ANENEE , FRINZAREN—NPR, SniEamEEINEEREREL
BiFER , IR EREGZEER,

2.4.2.1. jEHNRCE
IERATE—ANENEERD

$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
'A2' = {
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. B
AR B,

2.4.2.3. CreateTime ( £IZ2AT(8] )
&SN EIERIRT 8],

2.4.2.4. CreateBy (8IEA )
B iZ;EsNAFUID,

2.4.2.5. ChangeTime ( {&24R(8] )
/G 1ECRRIRT ],

2.4.2.6. WA
RRERZRIZFAFUID,
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2.4.2.7. ActivityDialog (;EENITIEAE )

EITEE B2 HREMINEIINEET IR, SelEMNMAEENHEESERELRIFEH, €]
mliF R BEEERBIRFIRER , IEAADSS ERTEADG FAD1Z A,

2.4.3. JETITEIE
—NENHEER—MIFINRR | SEERRIE T EA,
2.4.3.1. ;ENEERE
EBAE—NENRER :

$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 = 'l"',

ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l',

Fields => {

PriorityID => {
DescriptionShort => 'Priority ID',
DescriptionLong => 'Enter the priority here',
Display = 2,
1,
FieldOrder => [ 'PriorityID' 1],
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
+
'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 = 'l"',
ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l',
Fields => {

StateID => {

DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',

Display = 2,
DefaultValue = '2',

)

Queue => {
DescriptionShort => 'Queue ID',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',

I

Title => {
DescriptionShort => 'Title',
DescriptionLong => 'Enter the title here',
Display =1,
DefaultValue => 'Default Title',

I

DynamicField Anzahl => {
DescriptionShort => 'Amount',
DescriptionLong => 'Enter the amount here',

Display = 2,
DefaultValue => '4',
3
1,
FieldOrder => [ 'DynamicField Anzahl', 'StateID', 'Queue', 'Title' 1,
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SubmitAdviceText => 'Note: If you submit the form...

SubmitButtonText => 'Send request',
}
}i

2.4.3.2. B
FEREERI B R,
2.4.3.3. CreateTime ( 828 )
TETN BRI (8],
2.4.3.4. CreateBy (BIEEA)
B IZENIHEERN A FUID,
2.4.3.5. ChangeTime ( {&C4AE] )
/G 1ECRRIRT B,
2.4.3.6. €28 A
REEXANENIIEER A FUID,
2.4.3.7. Fields ( FE&)

BEMAREEMNMNEERERNFER, BrRIGEERTIIFE

Title

State

StatelD
Priority
PriorityID
Lock

LockID

Queue

QueuelID
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
PendingTime
DynamicField $FieldName # for all dynamic fields

BANFERECEMIRFE)

StateID => {
DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',
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b

FERArticle (154 ) B—MF0. WMREHFET Fields (FE) EEFR , WEMNEERE2E—1
BNEXSHRER , HEHESEAFERMMMFLE, WANXEEEAEERNBI TR, IR

— A rblArticle (151 ) FERECE :

mH it

Article => {
DescriptionShort => 'Please insert your comment here.',
DescriptionLong => '',
Display =1,
Config = {
CommunicationChannel => 'Internal’
IsVisibleForCustomer => '0'
LabelSubject => "'
LabelBody = "'
}I

IEBHANEEX N FERRECE LN
2.4.3.7.1. DescriptionShort ( fEjiE#A )
(FIik ) BREFRIRE T BV EERR,

2.4.3.7.2. DescriptionLong ( i¥4R#EA )

(At ) BB EIEIFER RN ERMFRERER | (LEHFIES XN FERRVEIY,

2.4.3.7.3. Display (ER)
EHIXNFERR T ERM/EIE | BIEERER -

o 0: FERARIN, MNRFEMEMNZBEMZE , XFMEBH.
fIDefaultValue ( ZRiA{E) .

o 1: FEREFTNRY , Br]ik,

« 2 FRREFIWHEHIE, UTFERRBERAE MWRHIER :

EXMERT , FERE

QueuelD
Queue
State
StatelD
Lock
LockID
Priority
PriorityID
Type
TypeID

XANFEREEENFNLEN , AERFRERERE , SAFRENTEER G ERMIAMERTE,

2.4.3.7.4. DefaultValue ( ZiAfE )

BF&® ID  (%lQueuelD , OwnerID) HIFER , XEBIBZEMMIEEID, WFEX ID (0
Queue, Owner) HIEth=EE , DefaultValue (EiNE ) MUABSZERS, F0:

Queue => {
DescriptionShort => 'Queue',
DescriptionLong => 'Enter the queue here',
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Display = 2,
DefaultValue => 'Raw',

2.4.3.8. FieldOrder ( FE&HER )

EXBEREEFRETNINF, B2 : NI FRUULNEXEELE  BARBREETHFRASER
*®F , RERENFERASHRKRT.

2.4.3.9. SubmitAdviceText ( IE3TEINIA )

(7l ) BRERRIRHEG LANNXAE | REMMASESEIER.
2.4.3.10. SubmitButtonText (IR23TIRANA )

(FIiE ) RFRHAYE] E HI A,
2.4.4. %k

— R (B TERENRM ) REERMEPRIM—1EREZE , FlI0 . —NRIETR]UABNEIEAE
ENYHEE,

2.4.4.1. #E®REE
IEHANE —NMERECE A

$Self->{'Process::Transition'} = {
'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"',
}l
}I
}I
}I
}l
'T2' => {
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',
}I
}I
}l
}

2.4.4.2. R
LR G,
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2.4.4.3. CreateTime ( RIZEAT[E] )
B EHRAYET ],

2.4.4.4. CreateBy (RIZEAN)
BRI A FUID,

2.4.4.5. ChangeTime ( {&C4A8] )
G 1EcAERAET 8],

2.4.4.6. 188N
RIEEXEERIA FUID,

2.4.4.7. Condition ( &)
BEXNMEREMMENRE RS, fi:

Condition => {

Type => 'and',
Condl => {
Type => 'and',
Fields => {
StateID => {
Type => 'String’',
Match => '1',
}

DynamicField Marke => {
Type => 'String’',

Match => 'VWW',
i
I
Cond2 => {
Type => 'and',
Fields => {
Queue => {
Type => 'String’',
Match => 'Raw',
}
i
I

b

IEBINEEXINFHERENFRER.
2.4.4.7.1. Condition ( 5 ) FAIType (A )
BEARNSRGTREMRERENAR | TTaENES .
cand (5) : IRMINME. DIAREFIBFGT EEZRIREN,
cor (%) : ELE-IMFELTLE,
« xor (REK) : WARLE—NRE , SEHERMGLTE,
2.4.4.7.2. Condl

XR—NROIFFNRIR, PICAREEERFGFRM , FOFRARFHIRF R TIRE,

2.4.4.7.3. Cond (&) HEType (£E)
BEXMNEEARABENFERMMNERERERZNAT , TTHEEMNES .
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cand (5) : IRMIME, FIBEFEREVNRFERILECLE SR+ BEMLEC,

c or () : EVE-AFERMIAMMILE,
e xor (R2) : WAMRLEE—NFEM , REHELE.
2.4.4.7.4. Fields (FE&)

BEZMAEERNSHRFER. ERAMFH

Fields => {
StateID => {
Type => 'String',
Match => '1"',

2.4.4.7.5. StateID (JKBSID)
FERBMIBIF, RILAMERA T TERFES .

Title

State

StatelD
Priority
PriorityID
Lock

LockID

Queue

QueuelID
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
DynamicField $FieldName # for all DynamicFields

HMA—NEHD (FSLAID ) BIFEREY , INFERMREEIDHFA TN , MEEFERNERSPR
(EE SN

2.4.4.7.6. Type (&)
MEFERMIXAVZER! | TEERVER :
o String (FfF&E) : BFEES Match (L2 ) HIBEMFHRHFAITILR , MRENIZ2—H#N
[T

o

- Hash (B4%) : ¥$°E8E (hash) 5 Match (ITRE ) ISEMIBAETLLR , FrERAELFAE
A

- Array ($40) : BTEME (B4) 5 Match (TR ) FREEMMARTHE , BAFIRUBIUE
A

* Regex (IEMFIAT) : FIAMERAENFRANNINFER(E, EEMZ , Match (LE) BEqr{}
xms {EREMFN , EXIES ZEA RERYIEMNRIAL,
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* Module (18R ) : RIFERAperliRRFITRENRE, MRRE |, MELERZIER, eI
EKernel/System/ProcessManagement/TransitionValidation/ValidateDemo.pmMr
HE —NROIRIR,

2.4.5. FHRIRIE
HIRIRERMIIN AR REMENERE (H—MRELBNN—NENBHNE B -G08 ) , XLiEkR
BFRARN TRITARMNESE , MEET RHPATISMEE | (RE] RIZIRE SRR RIEIFRM
THEMERTE,

2.4.5.1. LHRFRCE
IEHANE — MERECEMHA]

$Self->{'Process::TransitionAction'} = {

'TA1' => {
Name => 'Queue Move',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',
Config => {

Queue => 'Junk',
UserID => 123,
}
}I
i

2.4.5.2. &
RHRIRERI B TR,

2.4.5.3. Module (#&1R)
FEE (EFRIPerltEiR,

2.4.5.4. Config (B2E )
BENMSRESRRAMENFAEIRE. ENATIURTEANSENEIRIZEER, FSREBIRAER
XHENTRERES, ERIMRGIF , XNEEEY , FMIEBHNEEERUserIDX&ZEUserIDS
8, BIREERERLEN User DRIEIRE FH1T,
MOTRS 3.2.4F14 , FTBEHEIRIZ(EERR]LAER Config (BCE ) S#AHIUserlD, EARREIF ,
MR & FEIRIE PR ENRE T8 BoNZIBAZ Junk |, MUserlD 71238 FelsEE B LEANER |
ERIFEEEMN,

2.4.5.5. EE FALIRERFRER
EESEAERIRREER , REEERETIEEZ MEMRIRIE, F :

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Queue Move Junk',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',
Config => {
Queue => 'Junk',
}I

1,
'TA2' => {
Name => 'Queue Move Raw',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {
Queue => 'Raw’',
}I
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XEFERAE—MERFRIZRBINE Raw PAIIR , Z—REFEBNE junk BATIR, DAATHE
HIRRRIRIRFRIRIZRER Path (B812) REWE.

2.4.5.6. "] RRVEEIRIZIE

OTRSE#H T 2/ RIE{RIVATERERMFRIRIEF, EXERAIUKEENISEURFRNFEE
=

2.4.5.6.1. DynamicFieldSet ( ISFERIRE )

E—NREISPRE-—NHSINEFER , =~ :

$Self->{'Process::TransitionAction'} = {
'TA1' = {
Name => 'Set DynamicField MasterSlave to Master and Approved to 1',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :DynamicFieldSet',
Config => {
MasterSlave => 'Master',
Approved = '1l"',
I
}I
+

Name}g & BC B 4L RIRIFRI BT,

MasterSlave #lApproved@IEEMNSFERBMIVRA, XEANFERRIE ( Master®l 1 ) &L
IHARHRIRIEIR E,

2.4.5.6.2. TicketArticleCreate ( RIETBEH)

BIE—MEH , WDataPayloadSHEVRFLAENBEEEE , IABE A TERInternal (REB) . =
il -

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Article Create Note',
Module =>
'Kernel::System: :ProcessManagement::TransitionAction: :TicketArticleCreate',
Config => {
Config = {
SenderType => 'agent', # (required) agent|system|customer
IsVisibleForCustomer => 1, # 0 or 1
CommunicationChannel => 'Internal’, # Internal|Phone|Email|..., default:
Internal
%DataPayload, # some parameters depending of each
communication channel
}I
}l
}i

TERETMIMEREBEEEER %DataPayload ( Email ( B FHBE ) . Internal ( AER)
FPhone (BIE) ),

SenderType => 'agent', #
agent|system|customer
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ContentType => 'text/plain; charset=IS0-8859-15"', # or
optional Charset & MimeType (e.g. 'text/html; charset=UTF-8')

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

Referen