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CHAPTER 1

AN

This manual is intended for use by OTOBO agents. The chapters describe the usage of the OTOBO
software as an agent user.

1.1 ANNANANAN

NNANNNNNNANAN

NN: You have to replace <OTOBO_HOST> with your domain.

https://<OTOBO_HOST>/otobo/index.pl

You need an agent account to be able to use OTOBO. If you have no account yet, please contact your
administrator.

NNNNNNNNNNNN NNNANN NNNNNNNNNNNNNNN
ANANNANNNNNNNNNAN

1.2 Login to Customer Interface

The customer interface is available at the following location.

NN: You have to replace <OTOBO_HOST> with your domain.

https://<OTOBO_HOST>/otobo/customer.pl
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1T o8

Logout successiul.

Username

Password

N 1.1 ANNNNERNN

T o8

Username

Request New Password

N 1.2: NNNAN

4 Chapter 1. NN
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. IR

Dashboard Customers Calendar Tickets FAQ Reports

€T o B

Otobo Helpdesk

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# YAGE TITLE
2015071510123456 57d22h Welcome to OTOBO!
Open Tickets
All tickets (0)
TICKET# YAGE TITLE
none
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER TOTAL
Raw 1 0 0 1
TOTAL 1 0 0

b Settings

7 Day Stats

@ cCreated @ Closed

1]
Thu Fri  Sat Sun Mon Tue We

Upcoming Events

none

Latest updated FAQ articles
Latest created FAQ articles

OTOBO News

OTOBO Launch

Chatbot, Testing, neue Features

Rother 0SS vertffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother OS5 kindigt neues Open Sourc...

1.2. Login to Customer Interface
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A
Anmeldung

Benutzername

Passwort

Passwort vergessen?

Deine Tickets. Dein OTOBQ:

N 14: Customer Login Screen

You need a customer account to be able to use OTOBO. If you have no account yet, please contact
your administrator or signup (if enabled by the administrator).

NNANNANANNAN NNENNN NNNNNNNNNNNNANN

After a successful login, the customer dashboard will be displayed.

6 Chapter 1. NN
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&

+ Zurick

Neues Passwort anfordern

Benutzername

Ubermitteln

Deine Tickets. Dein OTOBQ:

N 1.5: NNNAN

“ Welcome User, to your OTOBO. a Ticket Search

This service portal is available to you all day every day.

v

Richtext Infokachel

Diese Infokachel unterstutzt Richtext und wird direkt uber die Admin-Oberfliche konfiguriert.
Unterschiedliche Bereiche konnen eigene Abschnitte innerhalb der Kachel pflegen. ISS ve
Autierdem gibt es ein zusditzliches Laufband for aktuelle das im h angezeigt

e a ticket +

Your last tickets

Welcome!

You have no tickets yet. Please click here, to create a new one.

That's new in OTOBO 11.0

Highlights: Processes in the service portal,
. S3, modern authentication with OpenID
Connécty.enhanced S/MIME functionality

Explore >

¢ 4 )

N 1.6: Customer Interface

1.2. Login to Customer Interface 7
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CHAPTER 2

Agent

In this section you can find information if you are working as an agent in OTOBO.

2.1 NAN

NNNNNNNNNNNNNNNNNNNNN NNNNNNNNNNNNNN NSNS NNNNNNN
NNNNNNNNNNNNNNNNNNNNN NN NSNS NNNNY SNNNNNNNNNNNNNNNY SNNENNNNNNNNNNN NN NNV NNNNNNNNY

One of the most important features about the dashboard is that is completely customizable. That
means that you can configure each part as you want, showing or hiding elements. It is even possible to
relocate these elements within the same column by clicking on and dragging the header of an element,
and dropping them elsewhere. Each element is named widget. The system has some widgets ready to
use out of the box, but the modular design of the dashboard screen is prepared to integrate custom
widgets easily.

The content of this screen is arranged in two main columns, on the left column you normally can see
information about tickets classified by their states like: reminder, escalated, new, and open. On each of
these widgets you can filter the results to see all of the tickets that you are allowed to access, tickets
you have locked, the ones that are located in agent defined queues, among other filters. There are also
other kind of widgets in this column and they are all described below.

211 NN

NENNNNNNNNNNNNNN FENNNNNNNNNNNNNN NN NN NNNNNNNNNNNNNN
NNNNNNNNN
NNEN The NENN and the NN possibilities.

NNNAN Icons with numbers indicating some ticket actions with the number of related tickets. The icons
and search boxes are not activated by default.

NN:
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® =--= cToBD

Dashboard Customers Calendar Tickets FAQ Reports Admin
Otobo Helpdesk

Reminder Tickets b Settings
My locked tickets (0) 7 Day Stats
TICKET# AGE TITLE
m— 1 @ cCreated @ Closed
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
1]
All tickets (1) Thu  Fri Sat  Sun Mon  Tue Wex
TICKET# YAGE TITLE
2015071510123456 57d22h Welcome to OTOBO!
Upcoming Events
Open Tickets nane
i L) Latest updated FAQ articles
TICKET# Y AGE TITLE
none
Latest created FAQ articles
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER TOTAL OTOBO News
Ri 1 0 0 1
aw OTOBO Launch
TOTAL 1 0 0

Chatbot, Testing, neue Features

Rother 0SS vertffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother OS5 kindigt neues Open Sourc...

N RINNNNNNN

® »v-.= CT B

Dashboard Customers Calendar Tickets FAQ Reports Admin Q e e
tobo Helpdesk

N 2.2: NNAN

10 Chapter 2. Agent
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NN N — SAON — NN NNNNNNNNNENEY
NNNNRRNNNNNNNNN
N3
NANNNNNAN ChatEngine: : Active NNNNNNANN
NNNNNRRNNNNNNNNNNNNNNNRNNNN
ENNNNNNNIN
» NVNNNNNNNENENNNNNNNNNNNNNN
NNV NN NN NN N N (NSNS NN S S N Y YNNI

NN:  The chat availability status will be changed from external chats to internal chats each time
an agent logs in to OTOBO again.

NNNENNNNNNNNNN
NERNNNAN SNAN SNNNNNNNEENENNENNNNEEN SERENNNNENNNNENNN NN ENNNNNNNN
NNNYNNN NN NN
NN N NN N NN NN
o NANNNANN ANNENNENNENNENNNNAN Ticket : :Watcher NRRNN
NANENANNNNNNNNENENNNNNNNNN Ticket : :Responsible NNNN
NENENNNNEN NNENNN INNNNENNN
NENENNNNENNNN ANNANN NSNNNSNNNEN
NNN NN NN
NENNNNNNNNNNNNNN
NNNYNNNNNY
1. NNANNANN AN NENNENNY
A NNNNNNNNNN
3. NN NNAN NAN
NNENNNAN
1. NNNENNNEN NN NNNNNNNN
AN NNNNNNNNNNY
3. ON NN NAN
N
NERNNNNENNNNNENNNNEN x NNNNNNNNNNNNNNNN
NNNNNNNN
1. ANNNANENNNNENNN
AN NNNNINN NN
3. NNNNNNNNNNNNNN
ANNNNANNNNNNN NNNNNNNNN

21, NN 1)
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Reminder Tickets

My locked tickets (0) | My responsibilities (0}

TICKET#
none

Escalated Tickets

My locked tickets (0)

TICKET#
none

New Tickets

My locked tickets (0)

TICKET#
2020112449000038
2020112449000029
2020112443000011
2015071510123456

Open Tickets

My locked tickets ({0} | My responsibilities (0) | Tickets in My Queuss (0)

TICKET# YAGE

2020112549000027 7digh
2020112549000018 7d21h
2020111943000011 14d0h

Ticket Queue Overview

QUEUE NEW OPEN
Misc V] 3
Raw 4 0
TOTAL 4 3

Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (0)

AGE TITLE

My responsibilities (0) | Tickets in My Queuss [0) | Tickets in My Services (D) | All tickeis (0}

AGE TITLE

My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (4)

YAGE TITLE
Bd23h Test via Email
9dih Test via Email
9d2h Willkommen
72d21h Welcome to OTOBO!

Tickets in My Services (0) | All tickets (3)
TITLE

Test Internal Helpdesk (Dynamic Field) Network Operations
Test Internal Helpdesk (Dynamic Field)
User cannot login to his mail account

PEMDING REMINDER TOTAL
0 3
0 4
0
N 2.3 NN NN

b Settings
7 Day Stats

@cCreated @ Closed

Fri Sat  Sun Mon Tue Wed Thu

Upcoming Events

none

Latest updated FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

Latest created FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

OTOBO News

OTOBO Launch

Chatbot, Testing, neue Features

Rother OS5 verdfientlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother OS5 kindigt neues Open Sourc...

12

Chapter 2. Agent



OTOBO User Manual, NN 11.0

(RNNNNNNNNNNNY

2. NNANNNNANAN

3. NNNNNNNNNNNNNAN
ENNINNNNMNNNY

MNew Tickets

Shown Tickets: | 10

Shown Columns: | AvAILABLE COLUMNS VISIBLE COLUMNS (ORDER BY DRAG & DROP)
1. TicketMurmber
Filter available fields...
2. Age
Changed 3. Title
Created

Customer Name
Customer ID
Customer User Name

Customer User ID

Save Changes [

N 2.4: NN

NN NRANNNEN SNN ANNNNNNNNNNNNNN

NNNNNNNN

NNENNN VNN N NN NN NN NN NNV

NNANN NNNNNNNNNNAN NNNNNNNNNNNNNNNNNNNNNNNNNNNN
Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

NZSHINNNNNINNN

NNNAN ANNNNNNNNNNNY SNNNNNNNNNNNNNNNNNNNNN NNV NNNNNEY
ANAN NNNNNNNNNNNANN ANNNNNNNNNNNN

21, NN 13
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Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none

N 2.6: NNNAN NN

MNew Tickets
Al tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!

NVAENNNNNNY

NN NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNEN
NNV MNNNNNNNNNNNNNNNNNN

The Ticket Queue Overview widget gives an overview as a ticket count matrix, where the rows represent
queues and the columns represent the ticket states. Each cell displays the number of tickets in a defined
state that belongs to a particular queue.

NNANEN NNANNNNNNNNNENNNNNNNNNNN
NNANNANANNNNEN ANNNN ANNNNAN
1. NNNNANNAN

AN | AN AN AN
NN | BN /AN | TicketCalendarStartTime | NNNNNNN
NN | BN /NN | TicketCalendarEndTime NNNNNANN

2. NN AN — AN — NNNNNNENNNNNNNNNNNNN

NRNNANANNNNAN ANNNAN NNN IRNNNAN ANNNNNNNNNNNNNNNAN ANNERNN SRR AN AEN AN — NNNEN
ANNNANNNNNNENN

* Ticket::Frontend: :AgentTicketPhone###DynamicField
- TicketCreateStartTime — 1-0N

- TicketCreateEndTime — 1- N

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

WASINNNNNNINNN

14 Chapter 2. Agent
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Running Process Tickets

My locked tickets (0) My responsibilities (0) Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (0)

TICKET# PROCESS ACTIMITY YAGE
none

N 2.9: NNNNRANNN AN

Ticket Queue Overview

QUEUE NEW OPEN PEMDING REMINDER
Misc 0 3 0
Raw 4 0 0
TOTAL 4 3 0

N 2.10: NNNNAN NN

* Ticket::Frontend: :AgentTicketEmail###DynamicField
- TicketCreateStartTime — 1-0N
- TicketCreateEndTime — 1-0N
* Ticket::Frontend: :AgentTicketFreeText###DynamicField
- TicketCreateStartTime — 1-0N
- TicketCreateEndTime — 1- QNN
3. NDashboardEventsTicketCalendar###Queues NNNNNNNNNNNAN Row NNAN
DNNNNANNNNANNNNNNNNNNNNNNNN
NNNNNNNNNNNNNNNNNNNNNNNNNN ANNN NNNNNNEN

NNNNNNNNNNY

NNANNNNANNAN NAN AN NERNNNNNENNNNNNNNNNNNNNNENNAN
AN ANNNNENNNNNNNNNNNN
NNNENNNNNNNNN
(NN NN NN NN NN NN NN NN
2. NNANNNNANAN
3. NN ANAN NN
AN7ANN ANNENNNNNNNNNNNNNNNNEY
NNNNNN NN NNV VNNV
AN ANNNNNNNNNNNNNNNAN ANNNAN ANNNAN N NNV ANNNNN

TITLE

TOTAL

21, NN
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Events Ticket Calendar

month | week  day il { > Today
Mo Tu We Th Fr Sa Su
1 2 3
4 5 i} T 8 9 10
11 12 13 14 15 16 i
18 15 20 21 2 23 24
a0 31

Ta TODOs for the next week

N 217 NNNNNN NNN

16 Chapter 2. Agent
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w Settings

Reminder Tickets
Escalated Tickets

Mew Tickets

Open Tickets

Running Process Tickets

7 Day Stats

Upcoming Events

Ticket Queue Overview

_| Events Ticket Calendar
Out Of Office

Latest updated FAQ articles
Latest created FAQ articles
_| Logged-In Users

OTOBO News

| Appointments

Save settings

N 212: NN AN

21, NN 17
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7 Day Stats

@ Created @ Closed

-1
Fri SGat Sun Mon Tue Wed Thu

N 213 AN700N NN

Upcoming Events

none

N 2.14: NNNNNAN NN

18 Chapter 2. Agent
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AN NNAAANENNNNNNNNNNNNNNAN

Out Of Office

Jane Doe until 12/04/2020

N 215 AN AN

NNNANNFAQRN NNNNNNNNNNFAQNNN

Latest updated FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

N 2.16: NNRRNFAQNN

NNNANNFAQRN NNNNNNNNNNFAQNAN

Latest created FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

N 217: MNNNNFAQNN NN

DNNNNN NNNNNNNNNNNNNNNNNNNN

The OTOBO News widget displays news from an RSS feed.
NN

NANRSSENNNNN DashboardBackend##4#0410-RSS NN

AN NNNNNNNANANNNNNNN

21, NN
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Logged-In Users

Agents (1)

® Admin OTOBO

N 2.18: NENNAN NAN

OTOBO News!

OTOBO 10.0.21

OTOBO 10.1.10

OTOBO 10.1.9

OTOBO 10.0.20

OTOBO 11 Beta

OTOBO Add-On: Rocket.Chat Integration

N 2.19: OTOBO News Widget

20 Chapter 2. Agent
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NMNNNMNNNENSNNINNNN

Appointments

(4 New Appointment

Today (0)

START = TITLE
none

N 2.20: AN NAN

2.2 NNAN

Use this menu to customize your profile in OTOBO. The personal menu is available via your avatar in
the top left corner.

All settings changed in this menu affect only your profile, and does not affect the behavior of OTOBO
for other agents.

221 NN

ANNNNNNNNNENNEN NVVNNNEN SN ANN AN NNNEN
NNANNANANNNNNNNNNNANNNNNNNNNNENNNNNNNNN

Notification Web View: All Notifications

All Motifications 0 Seen Notifications 0 Unseen Notifications 0 Ticket Notifications 0 Appointment Netifications 0 Calendar Notifications 0 L

[AER s |

No notification data found.

N 2.21: NNWEBNNNN

Notifications can be filtered by clicking on a state name in the header of the overview widget. There
is an option All Notifications to see all notifications. The numbers after the state names indicate how
many notifications are in each state.

NNAMNNNNNNNNNNNNNNANN
(NN NNNNNNNNNNYY
ZANNN NN NN NN NN NN NN NN NN
3. NN AN NN

2.2, NN 21
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AN NNNERNNN NN ANNNNNNNNNRNNAN

2.2.2 NNNNAN

Use this screen to set personal preferences in OTOBO. The personal preferences screen is available in

the Personal Preferences menu item of the Avatar menu.

This overview screen consists of three modules.

« NN
» NANAN
NN
Preferences
e ~
User Profile Notification Settings
Change your password and more. Choose which notifications you'd...
£

Miscellaneous
Tweak the system as you wish.

N 2.22: NNANNNN

NNANNNNENNNNNNNNAN INNNANNNNNNNNNNN

AN: - NANANNNNNNNNNNNNNNNNNNNN

NN

NNANNANANNNNENNNNNNNNN

NNAN

ANANNNNENNNNNANN NNNNNNNNNNNNNEN
NNAN - NNERNNNNNNNNNNNNNNNRNN
NNNVENNN NN

NNAAN ANNNNNNNNNNENNAN

22
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Change password
Current p-ass-,\,'c:rcl: Set a new password by filling in v
your current password and a new

MNew password: one.

Verify password:

N 2.23: NNNONAN

NNRNNAN

NN
NNANNNNANNNNAN PreferencesGroups###GoogleAuthenticatorSecretKeylN
NANAN RFC6238 NNNNNNNNNNNNNNNNNNNNNNN Google NNNNN NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN

Google Authenticator

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

N 2.24: NNRRNNNNNN

AN ANAEENNNNNNNN SNNNNENNNENA-ZNNNENZ-70N AN AN ANNENNNNNY

AR: ANENNNANANENNANANNNNENNNNNNNNAN ANNNNNNNNNNNNNNNENNNAN

NN

ANANNAN NANN MNNNNNNNNNNNNAN

Avatar

You can change your avatar image by registering with your Change your avatar image.
emall address jado@trash-mail.net at &' gravatar.com. Please
note that it can take some time until your new avatar becomes available

because of caching.

N 2.25: NNNAN

It is not possible to upload an avatar image directly in OTOBO. You have to register your email address
on Gravatar to use this feature. Otherwise the first letters of first name and last name will be displayed.

NN

Use this widget to set the language for the OTOBO user interface.

2.2, NN 23
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Language

English (United States) Select the main interface °
lamguage.

N 2.26: NNNNN

Only those languages are listed by default, in which OTOBO is translated more than 95%. To see all
available languages, click on the refresh icon next to the drop-down list.

NN:

Translation status of incomplete languages are low, but you can help to improve the translation. See
the developer manual for more information about translating OTOBO.

NN

Each agent has to set the timezone of the current location to get proper date and time calculation in
OTOBO.

Time Zone
Eurcpe/Berdin Select your personal time zone. °
All times will be displayed
relative to this time zone.
N 2.27: NNANNN
ANNNNNNNNNN
ANANN

NNANNNNANNNNENNNNNNNNNNANNNNN ANNNNENNNNNNNNNNN

Out Of Office Time
X If you're going to be out of
Active: On Off °
o office, you may wish to let other
Start: | 12 ﬂ"1 03 j"I 2020 ﬂ E users know by setting the exact

dates of your absence.

End: [12 =)/[0a ~)/{2020 =] ()

N 2.28: NNNNNNN

AN NNANNNNANNN
NNENNNNNEN
NNENNNNNNYN

24 Chapter 2. Agent
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NN

NN NN N NN

NNAN

VNN AINANANANANANNNANNAN - ANNNNNNNNNNNNANANN NANNNNNNN SNNANNNNNNNNNNNNNNANNNNNNNNNNN

NANANNNNNNNNNNNNEN NNAN N ANNN NNANNEN

NN NN NN NN NN NN NN NN NN NN NN NN NN NN

My Queues

N 2.29: NNAN NAN

NN NN N NN

NN

N3

NNNNNAAN Ticket: : Service NNNNNNNN
NNV NN NN NN NN NNANN
NENNNNNNRNNNNNNNNN NNNN N NNNN NNNNNNN

My Services

N 2.30: NNAN NN

ARNANNNNNANANANNNN

NNAN

ARNNNNNNANNNNNNNNNNNNNNNNN
NNANAN NRNNN WEBNN N ANN

Your queue selection of your °

preferred queues. You also get
notified about those queues via
email if enabled.

Your service selection of your °

preferred services. You also get
notified about those services via
email if enabled.

2.2, NN
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Ticket notifications

Choose for which kind of ticket °
changes you want to receive

notifications. Please note that

you can't completely disable

notifications marked as

mandatory.

NCTIFICATION

Ticket create notification

Ticket follow-up notification (locked)
Ticket follow-up nofification (unlocked)
Ticket lock timeout notification

Ticket queue update notification
Ticket service update notification

<M N N-N-NNN |

N 2.31: NNNONEN

NN

ANNINNNNNNNNNNNNNNNN

Appointment notifications

NOTIFICATION - Choose for which kind of °
appointment changes you want

Appointment reminder notification to receive notifications.

N 2.32: RN

ANNNAN ANNNN WEBRN N ANN

NNNNNN

N3

ANNANNAN ChatEngine: :Active NNNNNNNN
NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN NN NN NN NN NNNNNNNN
NNAAAANENNNNNNNNNNAN ARAN & ONNAAN ANNENNY

My Chat Channels

N 2.33: NRNNAN NN

AR AN NN NANANA NN NN NN NANANAN NN NN NN AN NN NN NN NN NN NN NN NN NN NNNNNNN NN
ANNNANNNNNNANNNNENNNNNNNN NN NNV NNNNNNNNNNAN

26 Chapter 2. Agent
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NN

These settings are for change of visual appearance of OTOBO.

NN

In this widget can be selected the skin, that OTOBO should wear.

Skin
Default iiesc;i:::e ;.}referred layout for °
N 2.34: NNAAY
NNV
NNNNAN
NNNNNNNNRNNNNNNNNN

Overview Refresh Time

off If enabled, the different °

overviews (Dashboard,
LockedView, Queuaview) will
automatically refrash after the

specified time.
N 2.35: NNNNNNNNN
ANANNNNNNANNN
AN: NNNNNNNNNENNENNNNNNNNENNENNNNNNNNNNN
NNNNNNNAN
ANANNNNNNNNNNNNNN
Screen after new ticket
Create Ticket Configure which screen should °

be shown after a new ticket has
been created.

N 2.36: NNNNNNNNNNNAN

NN NNNNNNNN

2.2, NN 27
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NN

ANNNNRNNNNNNNNNENN

[ Personal Preferences Advanced

Preferences
Set up your personal preferences. Save each

setting by clicking the checkmark on the right. P

You can use the navigation tree below to only
show settings from certain groups.

X Mavigate through the available settings
¥ Mavigation by usingthe tree in the navigation box
on the left side.

» Frontend

N 2.37: NNNANNAN

NN NINNYN
1. NNANNNNNNNNNNNNNNNN
2. NNNNAAN
ERNNNNY NN NNNNNNNN

L Personal Preferences Advanced Frontend Agent
Preferences Ticket:Frontend:PendingDiff Time
Set up your personal preferences. Save each 86401 Time in'seconds that gets added v

setting by clicking the checkmark on the right. tothe actual time if setting a

You can use the navigation tree below to only Ee R

show settings from certain groups. 1day)
. Ticket:Frontend::RedirectAfterCloseDisabled
w* Navigation
Disables the redirection to the v
Enabled
v [T e last screen overview / dashboard
» Agent(2) after aticketis closed
N 2.38: NANNAN - NRNAN
NNNNNNNNNNNNNN

NN
(NN NN NN NN NN

223 N

Use this menu item to leave OTOBO and go to the login screen.

A NNNNNNNNNNNNNNNNNNNNN
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2.3 NN

ANANNNNANNNNENNNNNNNY MNENNNNNNNNNNNNNAN

2.3.1 NNANAN

Customer information center is a dashboard, which displays all relevant tickets and customer users
of a customer. This dashboard has the same purpose as the agent dashboard: to see all relevant
information at a glance.

NNANNANANNNNAN ANNEN AN NN ANENNAN N8NNN

NNNNNN

Clicking on the Customer Information Center menu item will open a search dialog to search for a cus-
tomer or a customer user. At least two characters need to be entered here.

r 3
Search x

Customer:

Customer User:

N 2.39: NNNNNNNNNNEN

AN NNNENNNAENN NNRNNNE*NNNNNNNNENNNNN

ANANNANANNNNEN NNNNEN ANNN NENNNNNNNNN

AN ANNERNNNNANNNNENNNNNNNNNNENNN NNV NNNAN

aN:
NN NN NN NN NN NN NN NN NN NNENYY

NNNNNNENNNN

The Customer Users widget is used to list all customer users belong to the customer. It is possible to
add or edit customer users, see the details and create tickets directly from the widget.

NN NN NN
(NN NNNNN NN NNMNNN
2. NNNNAAN
3. NN AN NN
NNNNNNNNNNNY
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Customer Information Center — Acme Inc. (acme.co)

Customer Users

Add Customer User

CUSTOMER USER ID CUSTOMER USER INFORMATION OPEN CLOSED PHONE TICKET EMAIL TICKET
“Wyle Coyote"
we 3 1 Create Create
<we@acme.example.com>
Reminder Tickets
My locked tickets (0) | My responsibilities (0) | Tickets in My Cueuss (0) | Tickets in My Services (0) | Al tickets (0)
TICKET# AGE TITLE
none
Escalated Tickets
My locked tickets (0) | My respongibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (0)
TICKET# AGE TITLE
none
New Tickets
My locked tickets (0) | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (D) | All tickets (0)
TICKET# YAGE TITLE
none
Open Tickets
My locked tickets My responsibilities (3) | Tickets in My Queues (3) | Tickets in My Service All tickets (3)
TICKET# YAGE TITLE
2020112549000027 7d20h Test Internal Helpdesk (Dynamic Field) Network Operations
2020112549000018 7d22h Test Internal Helpdesk (Dynamic Field)
2020111949000011 14d1h User cannot login to his mail account

N 2.40: NNNNNNNAN

Customer Users

3 Add Customer User

CUSTOMER USER ID CUSTOMER USER INFORMATION

“Wyle Coyote”

we 3
<we@acme.example.com:

OPEN

CLOSED

N 2471 NENNNAN

b Settings
Company Status
EDIT
= Escalated tickets: 0
Open tickets: 3
Closed tickets: 1
All tickets: 4
Customer Information
Customer: Acme Inc.
Comment: A great company
PHOME TICKET EMAIL TICKET EDIT
Create Create &
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(NN NN NN
2. ANNAN
3. NN AN N NNRNN NN
NNNANNNNNNNNAN
1. NNNNNANNEN
2. AN ANNANNENN NNNNNNENNENN
NANNNNNNNNNNNANN
1. AN NEEN N ANSNAN 8NN 8N ARN
2. AN NENNAN N ARNNAN NRNNENNEN
NANNRNNNNNNNAN
1. NN AN N ANN ANNANN
2. NNNYINNNNNNNNNN
The following widgets display tickets related to a customer.
Each ticket widget has an own filter for displaying:
NN N NN N NN NN
o NNNNANNNANN ANNRNN ANNENNENN
« NANNANNNNNNNNNNAN
NN NNNNNNNNNNNN NNNNNNNNNNNNNNNNNNNNNNNNNNNN

Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

N 2.42: NNNAN NN

The Escalated Tickets widget lists the escalated tickets. Escalated tickets are after the time set in service
level agreement, and therefore need to be worked on them immediately.

Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none
N 2.43: NNNNN NN

AN MNNNNNNNANNEN ANNVNNNNNNNAN
NNANEN NNENNNNNANNNNNNNNNNENNNNNNNNNNNNNN
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MNew Tickets
Al tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!
N 2.44: NNAN NN
DOpen Tickets
All tickets (0)
TICKET# ¥ AGE TITLE
none
N 2.45: NNNNEN NN
NANNNNNANNAN

The following widgets are located on the right sidebar. There is a Settings widget to turn other widgets

on or off, and some information widgets are also displayed here.
AN ANNNNNNNNNNANNNNANN

w Settings

Customer Users
Reminder Tickets
Escalated Tickets
MNew Tickets

Open Tickets
Company Status
Customer Information

Save settings

N 246: NN NWN

NNV NNNNNNNN
1. MNNNENENNNNENNNNN AN NN
2. NNANNNNNNNN
3. NN NNAN ANN
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NN NNNNNNNNNNNNNNNNNNEN

Company Status

Escalated tickets: ©
Open tickets: 3
Closed tickets: 1

All tickets: 4

N 247: NN AN

NRNN ANNNNNENNENNNENN

Custormer Information

Customer: Acme Inc.

Comment: A great company

N 2.48: NNAN NNN

NN:
NNNNNNN NNNN NNNN

2.3.2 NNNANNANN

Customer user information center is a dashboard, which displays all relevant tickets and customers of
a customer user. This dashboard has the same purpose as the agent dashboard: to see all relevant
information at a glance.

NNANNNNNANNNNENNN NNENN AN AN ANNNNNNN NNNNN
NNNNNNAN

Clicking on the Customer User Information Center menu item will open a search dialog to search a
customer user. At least two characters need to be entered here.

AN NANANNNANANN NNNNNNNNNNNNNNNNNN
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Search

Customer User:

N 2.49: NNNNNNNNN

NN SNNNNNNN NNNN NNNNNNNNNEN

AR NNV ANANNNNNNNNNNENNN NNV NNNNNNNAN

NN:
NN NN NN NN NN YN NN VNN N NN

NNANNNNENNNAN

NNID NENNNNNNNNENNENNNNN NNNNENNNNNNNNNNENENE
NNNNNINNNN

1. ANNNNNNNNNNNNNN

2. NNNRN

3. AN AN N NNNNN ARN
NNNVNNNNNYNINNN

1. ANNNNNNNNN

2 NN NIV NN N NYNNN VNN
NNNINNNNYNNN

1. AN NAN N ARN NNNNNN

AN NNNNWNN NN
The following widgets display tickets related to a customer user.
Each ticket widget has an own filter for displaying:

o NNNNNNNNNNNNNNNNNNN
NENENENNNENENNNENNN
INNNNYNNNN NNV
NNNENNNNEN NNENNN INNNNNNNN
NNNNNNNNNNNNNNNNN

NNANN NNNENNNNENNN NNENNNNNNNNNNENNNNNENNNNNNNNNN

ANANN NNNNNNNNANNNAN INNNNNNNNNNNNNNNENNANNNNNNNNNNNNNN
AN NNNNNNNNNNNNAN ANNNNNNNNNNNN

NNV NN N NN NN SN N NS N NN NN
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Customer User Information Center —

Customer IDs

3 Change Customer Relations

CUSTOMER ID MNAME
acme.co Acme Inc.
Reminder Tickets

Assigned to customer user | Accessible for customer user

Tickets in My Queues (0) | Tickets in My Services [0}
TICKET#
nane
Escalated Tickets

Assigned to customer user | Accessible for customer user

"Wyle Coyote" <we@acme.example.com>
» Settings

Customer User Information
OPEMN CLOSED

3 1

EDIT

Firsmame: Wyle
Lastname: Coyote
Usemame: we
My locked tickets (0) | My responsibilities (0) Emall: we@acme.example.com
All tickets (0)

TITLE Customer Information

Customer: Acme Inc.

Gomment: A great company

My locked tickets (0) My responsibilities (0)

Tickets in My Queuss (0) | Tickets in My Services (0) | All tickets (0)
TICKET# AGE TITLE
none
New Tickets
to b user | Ac ible for customer user | My locked tickets (0) My responsibilities (0)
Tickets in My Queuss (0} | Tickets in My Services (0) | All tickets {0)
TICKET# YAGE TITLE
none
Open Tickets

Assigned to customer user | Accessible for customer user

My locked tickets (2) My respongibilities (3)

Tickets in My Queues (3) | Tickets in My Services [0) | All tickets (3)
TICKET# YAGE TITLE
2020112549000027 7d20h Test Internal Helpdesk {Dynamic Field) Network Operations
2020112549000018 7d22h Test Internal Helpdesk (Dynamic Field)
2020111949000011 14d1h User cannot login to his mail account
N 2.50: NERNNNNEN ANN
Customer IDs
CUSTOMERID NAME OPEN CLOSED EDIT
stark-industries Stark Industries 0 0 4

Reminder Tickets

N 2.57: ONID NN

Assigned to customer user | Accessible for customer uzer My locked tickets (0) My responsibilities (0)
Tickets in My Queues (0} | Tickets in My Services (0) | All tickets (0)
TICKET# AGE TITLE
none
N 2.52: NNNANN NNN
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Escalated Tickets
Aszsigned to customer user | Accessible for customer user | My locked tickets (0}

Tickets in My Queues (0) | Tickets in My Services (0) | All tickets {0)

TICKET# AGE
none

N 2,53 NNANNN NN

MNew Tickets
Assigned to customer user | Accessible for customer user | My locked tickets (0)

Tickets in My Queues (0} | Tickets in My Services (0) | All tickets {0)

TICKET# YAGE
none

N 2.54: NN AN

Open Tickets
Assigned to customer user | Accessible for customer user | My locked tickets (2)

Tickets in My Queues (3) | Tickets in My Services () | All tickets {3)

My responsibilities ()

TITLE

My responsibilities ()

TITLE

My responsibilities (3)

TICKET# YAGE TITLE

2020112549000027 7fd2oh Test Internal Helpdesk (Dynamic Field) Network Operations
2020112549000018 7fd22h Test Internal Helpdesk (Dynamic Field)

2020111949000011 14d1h User cannot login to his mail account

N 2.55: NNNAAN NNN

36

Chapter 2. Agent



OTOBO User Manual, NN 11.0

NNNNNNN NN

NNNNNNNNNEEN ANN AN INNNNNNNNNNNNNNRNRNNNNNNNNNNEN
AN ANNNNNNNNNNNNNNNNN

w Settings

Customer IDs

Customer User Information
Reminder Tickets
Escalated Tickets

MNew Tickets

Open Tickets

Customer Information

Save settings

N 2.56: NN AN

NNNENNNNNNNNN
(NN NN NN NN NN NN NN
2. NNANNNNANAN
3. NN NNAN NAN

NENENN NNNNNNNNENNNNENNN

Customer User Information

Firstname: Wyle
Lastname: Coyote
Usemame: we

Emall: we@acme.example.com

N 2.57: NNNRANN NNN

23 NN
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NAAN MNNNNNNNNNNNNNN

Custormer Information
Customer: Acme Inc.

Comment: A great company

N 2.58: ANNNN NN

aN:
NN NN NN NN N NN NN NN NN

2.3.3 NNANAN

NN NN NN NN NN NN NN NN NN NN NN NN N NN

OTOBO offers a great way to save individual information about contacts within organizations which
your company serves. You can add as many personal connections into OTOBO as needed.

Use this screen to add a customer user to the system. A fresh OTOBO installation contains no customer
users by default. The customer user management screen is available in the Customer User Adminis-
tration menu item of the Customers menu.

# Customer User Management

Actions List (1 total)

IE‘ USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN VALIDITY

Wildcards liks ** are allowsd we Wyle Coyote we@acme.example.com acme.co 11/19/2020 13:03 (Europe/Berlin) wvalid

[+] Add Customer User

Database Backend

Hint

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

N 2.59: NNNNNNAN

NANNAN

AN: ANRENNNNRNNNNENNNNNANNNANANNY NNN ARNNN ANNENN

AN NNNERNNNNENNNNNNNNNNEN ANLDAPRNNNNNNNNNNNNNNNNNN
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NNNVNNNNNIN
1. MNNANAN NNNNAN NN
2. NNNNNAN
SN NINNMNNY

AR: NNNNNNNNANNNAN SNNNN MR ANNNN AN N NNV ANNNNN

NNNNNNNNNNY

NN NN NN NN

2. NNANN

30 AN AN N NNNAN NN
NNNNNNNNNNY

(NN NN NN NN

P2 NN N NN NN NN NN N

ON:  INNANNNNNNNNNENNENNENNENNENNENN SNNNNNNNNNTO0ONNNNNN

NNANNNNANNNNENNNNNENNNNNAN ANNNNNNNNENNNN SR ANANEN ANNNENNNNNNNNNNEN

AN:
NNNNNNNNNNNNNNNNN NNNNNNNNN

NN N NN NN NN N NN

NNNNNN

NNNNNNNNNNNNNNNNNNN ANNNNNNNNNNNY

AN NNNENNNNNNNNNNANNN

ANNNAN ANNNNNNNNNNNNEN MrSDrNJr AN

(N NNNNNNNNYN

(NAENNNNNNN

NAN * NNNNNNNNNNNNRN

AN NNNNANNN NNRNNNNRNNN

Email * RRNNNNNNNNNN

AN ANNNNENNNNEN ANNNNNNNNEN ANNN ARNN NNNNN
NNV

NNENNYNNNNNNN

NNENNNYNNNNNNN
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Add Customer User

Title or salutation:
#* Firstname:
# Lastname:
* Lsername:

Password:
+ Email:
# CustomerlD:
Phone:
Fax:
Mobile:
Streat:
Zipe

City:
Country:
Comment:
#* Valid:

Google Authenticator:

Interface language:

Time Zone:

Ticket overview:

Number of displayed tickets:

PGP Key:

valid

Enter your shared secret to enable two factor authentication. WARNING: Make sure that
you add the shared secret to your generator application and the application works well.
Otherwise you will be not able to login anymore without the two factor token.Shared
Secret

English (United States)

Select the main interface language.Language

uTtc

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

off

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

25

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

Durchsuchen...  Keine Datei ausgewshit.

Upload your PGP key.PGP Key

@ or Gancel
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Edit Customer User

Title or salutation:
# Firstname:
% Lastname:
# Username:

Password:
* Email:
* CustomeriD:
Phone:
Fax:
Maobile:
Strest:
Zip:

City:
Country:
Comment:
# Valid:

Google Authenticator:

Interface language:

Time Zone:

Ticket overview:

MNumber of displayed tickets:

PGP Key:

Wyle

Coyote

we
we@acme.example.com

acme.co

valid

Enter your shared secret to enable two factor authentication. WARNING: Make sure that
you add the shared secret to your generator application and the application works well.
Otherwise you will be not able to login anymore without the two factor token.Shared
Secret

English (United States)
Select the main interface language.Language

UTG

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

off
Select after which period ticket overviews should refresh automatically.Refresh interval
25

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

Durchsuchen...  Keine Datei ausgewahlt.

Upload your PGP key.PGP Key

@ or @ VCELCRGITEL W or Cancel
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Effective Permissions for Customer User

Group Permissions

GROUP RO RW
users v v

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

Customer Access

CUSTOMER DIRECT

acme.co Acme Inc. '

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

N 2.62: NNNNNNNNNNNN

NNENNNNNNYN

NNENNNNNY

NNENNNNNNNNN

AN ANNNNAN/NEN

AN NNNRNNNANAN NNNRNNNNNNNNNNNNNNNENNNNENNNNNNNNNNNNNNNANN

NN * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

2.34 NN

Use this screen to add customer companies to the system. A fresh OTOBO installation contains no
customers by default. The customer management screen is available in the Customer Administration
menu item of the Customers menu.

& Customer Management
Actions (1 total)
|' | Q | CUSTOMER ID MNAME COMMENT VALIDITY CHANGED CREATED
Wildcards like ** are allowed. NAR/2020 1242020
acme.co Acme Inc. A great company valid 13:35 13:35
(uropelBerin)  (Europe/Berin
Database Backend

AN NNNRNNNNNENNNNNNNNNN ANLDA PNRNNNNNNNNNNNNNAN
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NNNNNNNNN
1. MNNNNAN NNNN NN
2. NNNNNAN
SN NINNMNNY

Add Customer

* CustomerlD:

* Customer:

Comment:

+ Valid:  valid

@ or Cancel

N 2.64: RNNNNNN

AN ANANNNNANEN ANANNN NN ANNAN SN N NNNN SNNNAN

NN
1. MVNNNNNNNNANN
2. NN
NNV N NN NN
NN NN
(NN NNNNNNNNNNNNNNN
2N NNNN NN NN NN VNN N RN

AN NNNRNNNNENNNNNANNNNNANNNNANN NNNNENNNNNTO008NNN

NNAN

NNNNNNNNNNNNNNNNNNN ANNNNNNNNNNNY
ANID * NNNNNNNN NNNNNNNNNNNNNNNNNN

AN ANNNAEN NNNNNNNNNNNNNNNNNNNNENNNNNN NNNNNNNNNNN

23 NN
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Edit Customer

% CustomeriD: Acme.co
* Customer: Acme Inc.

Sireet: | 123 Anywhere St.

Zip: 12346
City:  Somevillage
Country:  United States of America

UAL: hitps://acme.example.com
Comment: A great company

# Valid:  walid

N 2.65: NNNNNN

NNENNNNNNYN

AN NNNANN

NNENNNNNNNNN

INNENNNNNNINN N NN NN

AN NNNNNNNNURLN

AN NRRAAENNENN NNNNNNNNNNNNNNNYNN NN NN NNV NNV NNSNAN

NAN * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

24 NN

ANANNANANNNNENNNNNNNNNNAN NNNNNNNNNNNNNNNNNAN

OTOBO supports this requirement with calendars. Calendars allow management of appointments and
resources inside the ticket system. You can connect your tickets to scheduled tasks and make them
available to all users to see. This feature adds transparency to show your team’s workload and prevent
users from promising resources which are not available.

241 NONAN

ANANNNNANNNNNANN NNENNN AN NAN ANAN SNNEN

AN ANNANNNNNNNN VNNV NN

ANANNNNANNNNEN ANNNANNNNENNNNNNNNNNNNNNNENNNNNNNNN
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Calendar Overview
Actions Calendar
No calendars found. Please add a calendar first by using Manage Calendars page.
N 2.66: NRNNNNN
Calendar

Month = Week Day Timeline Month | Timeline Week | Timeline Day

30 Nov - 6 Dec 2020

MON, 30 NOV TUE, 1 DEC
06 08,1012, .14..16..18..20..22 00 02 04 06 08 10 12 14 16 18 20

N 2.67: NNNNAN

Jump | Today £

WED, 2 DEC
22 00 02 04 06 08

10

24. NN
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NNNNNNN AN SNNNNNNNNNNNNNNNNNNNNNNY

Calendars

Just start typing to filter...

NAME
Bl admin-calender

N 2.68: NNNNN

ANNNNNNANNNNANNNNNN
1. AN AN NNANNNNENN NNNENNNURL S8NNURLENNNANNN
PANNNNNNNNNNN
3. NURLANNNNNNNNAN

URL

AR NNNENNNNENNNNNANNNNNNNNNNENNNNNNNNNNNNNN

NN N NN N NN NN N N N NN NN Y Y S Y Y SN SN SN SN NN NN

NANNENNANNYN

1. NNANNRNN ANNN ANN

2. NNNNRNK

3. NN AN RN
NAX
AN NN NRNN NANNNAN
NNNNENNAN

1. MNNNNNNNNNANN

2. NNRNN

3. NN AN AN
NNNNNNNWY

1. NNANNNNNANNAN

2. NN AN ANN
NNNNENNAN

1. MNNNNNNNNNANN

2. NN AN ANN

3. NANNANNAN NN NN
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Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Resource

This feature is currently not available.

Date/Time

12~/ 03 ~J{2020 ~] [)-[18 =] 00 ~]
12 ~|{03 ~|4z2020 ~| ﬂ—|19 ~|{o0 ~|

Mewver

MNotification

Mo notification

Link

[+ Save J Cancel

N 2.69: NNNNN

24. NN
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Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Customer Meeting

admin-calender

Resource

This feature is currently not available.

Date/Time

(12 =)/ 03 ~]{2020 ~] [)-[18 ~]{00 ~]
12 ~|{03 ~|4z2020 ~| ﬂ—|19 ~|{o0 ~|

Mewver

MNotification

Mo notification

Link

[+ Save J Cancel

N 2.70: NNNNRRN
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24.2 NNAN

NN NN NSNS N NS N NS N NS N N NN NS N NS NS N NS N YN N NSNS VNN NN
NNANNNNENNNNNN

AN NNNEENNNENNNNNNNNNNANNNNANNNNENN

Agenda Overview

Month Week Day

f Manage Calendars Add Appointment 11/23/2020 - 11/29/2020 . .
CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION

No data found.

NVARINNNNNN

NNV NNNNNNNNNNNNN

Agenda Overview

Month Week Day

£} Manage Galencers 11/30/2020 - 12/06/2020 o
CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION
12/03/2020
admin- Customer 12/03/2020 18:00:00 12/03/2020 19:00:00 No No No
calender Meeting (Europe/Berlin) (Europe/Berlin)

N 2.72: NNNNAN

24.3 NNNWN

NN:  Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need it
beforehand, please contact sales@otobo.de, we will find a solution.

244 NNNN

Use this menu item to add new appointments to calendars. New appointments can be also added by
clicking on the Add Appointment button either in NNNN or in NNNN screens. It is also possible to drag over
a range of the calendar widget to setup a rough time span. Right after that, a dialog appears where
the data can be inserted.

NNAN

NNANNNNANNNNANNNNEN ANNNENNNNENNN
AN ANNNAEN ANNNNENNNNNNNNNNNNNNNENNNAEN NNNNENNNNEN
AN NNNNNENNNNN FNNNNENNNNNNNNNNENNNNNNNNNNNNN
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>4< OTRS

Upgrade to OTRS service package. Please contact us at sales@@otrs.com for an upgrade.

Find out more

N 2.73: NRNAN

AN NNNNNVNENNNNNENNNNNNNNNNNNNNNNNNNN Google NNNNNNNNNENNN
N3
ANNANNNNNNAN AgentAppointmentEdit: :Location: : Link NNNAN
AN * INNNNNNNNNNNN
NN

NN: Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need it
beforehand, please contact sales@otobo.de, we will find a solution.

NANN NNRNNRNN
NANN NNANNANN
AN NNNNNNNNNNANNANN NNNNNNNNNNENNNNNNNNNNNNNNN 00:00N
AN NNNNNNNENNENNNENNNENN NNNENN
AN NENNRNNRNNRNNRNNNNNNN
ON:
NRNNNENNNNNNNNNEN INNNNNNAN
AN NNNNNNNANNNNNNNNNNNENNY

N NN NN NN N NN NN N NN N NN

NN

If appointments need to be created in a recurring manner, it is possible to setup detailed information
about the occurrences of an appointment.

NN
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Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Resource

This feature is currently not available.

Date/Time

(12 ~J{03 =1/ 2020 ~] [F)-[8 ~|{00 ~]
(12 <]/ 03 =|{ 2020 =] [)-[19 ~]{00 =]

Mewver

Motification

Mo notification

Link

[+ Save J Cancel

N 2.74: NNNAN

24. NN
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(RNNINNN NN NN NNV
2. NNANNNNANNNNENNNNEN ANN NNN
3. NNNANNNNNANNANN

Date/Time

Start date: [12 +)/{01 ~]{2020 ~] [™-[08 ~]{00 ~]
End date: [12 ~J{01 ~]{2020 =] [P-[16 ~]{00 ~]

All-day:

Repeat: | Ewvery Day

until ...

(72 =106 =)/20%0 =] )

N 2.75: RN

ANV NNNNNNNNNANNNN NNNNNNNNENNNNENNNNENNNNNNNNN

Calendar
Month = Week Day Timeline Month | Timeline Week | Timeline Day Jump | Today < >
30 Nov - 6 Dec 2020
TUE, 1 DEC WED, 2 DEC THU, 3 DEC
6 08 10 12 14 16 18,2022 .00 02 04 06 .08 10 12 14 16 18 20 22 00 02 04 06 OB 10 1
egir s

N 2.76: NNNNAN

NNANNNNANNNNENNNNNNNNNNNNNNNANN NENNENNNNENNNNNNNNNNNNN NNV NNNNNNEN
NNNEN NNAN INNNENNNNNNENNNNN NNNNNENNNNENNNNENNN

NN NN NN N S N NN NN SN NN NN

NNANNNNANNNNRNNNNNNNNNEN

2.5 NN
NN NN NN NN NN NRNNANENNNNNNNNNNANNN NNV NNNNNNNNNNNNAN
NNANNANANNNNENNNNNNNNNNNNN NNV NNV NN NNNENNAN ANNNANENNNNNNNNNNENNNNNNNN

ANANNNNANNNNNNNNNNNNANNNNNNNNNNNNNN

Ticket systems such as OTOBO handle tickets like normal emails. The messages are saved in the system.
When a customer sends a request, a new ticket is generated by the system which is comparable to a
new medical report being created. The response to this new ticket is comparable to a doctor’s entry
in the medical report. A ticket is closed if an answer is sent back to the customer, or if the ticket is
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F |
This is a repeating appointment x
Would you like to edit just this occurrence or all occurrences?

| il

N 2.77: NNNNAN

separately closed by the system. If a customer responds again on an already closed ticket, the ticket

is reopened with the new information added.

NNANNANNNNNNNNNNNANN

NRRNNNENNNANANNNNNNNNNNENNNNNANNNNNNNNNNAN

NNANNNNANNNNENNNNNNNNNNANNNNENNNN NRNNNNENNNANNNNNNNNNNNENNN NNV NN NNNNENN

2.5 NANAN

ANANNANANNANANNAN NANNN NNNN AN NN ANNN ANANN

NNRNENNNNNNNNNNNNY  NENANANENNNNNNENANS O8N §/88NsmallfiM - 8N §/888mediumBNL NN

N/NNNlargeNN

NNANNNNANNNNENNNNNNNNNNNNNNNNNNNNENNN ARANNY NNNN NNNN ANNAN

ANANAN NAAN NN NNNNN NNANNN
NN NRNNNNNNNNNNNNNN
ANANAN ANNNNANNNNNENNAN

NNNNNNAN

NNNNNNNNNNNNY
NNANNNNANNNAN
(NN NNNN N NNNNNYY
2. NNNNNNNNNENNN
3. AN AN NN
NN NN N NN
(NN NNNNNNNNNNYY
ZANNNINNN NN NN NN NNNNNNN
3. NNNARNAN ANAN NNNN
4. AN AN NN

ON: ANNANNNNNNNNNNNNNAN SNNN NNNNNEN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
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Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock | Priority | Change Ticket | People~ | Communication = | Pending Close  Quick Close | Miscellaneous =  Ticket Information
- Move - Age: 14d21h
Created: 11/19/2020 13:07

Europe/Berlin

w Article Overview - 1 Article(s) { )

Created by: Super Admin
NO. =  SENDER VIA SUBJECT CREATED 3 State: open
Wyle } )
1 — Goyote Phone  User cannot login to his mail 11/19/2020 13:07 Locked: unlock

Priority: 3 normal
Queue: Misc
I . . ; _ _ i -
#1 - User cannot login to his mail account - Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi... Gustomer ID: agme.co
Accounted time: ¢
To open links 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). Owner: Super Admin

FResponsible: Admin OTOBO
Mark  Print | Split | Forward | Reply

The user reports outlook will not accept his password. ¥ Customer Information
Firstname: Wyle
Lastname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 123486
City: Somevillage
Country: United States of [...]
URL: https://acme.exam]...]

Gomment: A great company
© Open tickets {customer) (3)

N 2.78: NNNAAN

QueueView: Raw

My Queues (0) Misc (3/1) Raw (4/3)

All tickets 4 Available tickets 3 &

Bulk 1-4ofa Fm L

N 2.79: RRNN RNNNN
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QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

m Available tickets 1 £
Bulk 303 ML
= TICKET# AAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
o 20201119849000011 kel \(;Vyle Ust_ar —s T open unlock Misc Sup(-.Tr acme.co
oyote mail account Admin
_ Wyl Test Internal Helpdesk . Ad
2020112549000018 8d18h GDY?)IE {;:na:nitr:n;eld?p es open lock Misc OTEII:O acme.co
- Wyle Test Int&.;rna.l Helpdesk . Admin
2020112549000027 8d15h Coyote {c[:::;:’il;?eld} Metwork open lock Misc OTOBO acme.co
Powered by Rother 0SS
N 2.80: NNNNNNNNNN
To sort tickets:
1. NNANNENNENNANNNNNEN
2. NNNRNNNNRNNNNRN
NANNNNNNNNNNNNNNNNNNNNNNNNNN ANNNNNNNNNNNNNNNAN
NANNRNN
1. NNANNANNANNAN
2. NNRNNNAN
AN NANNNNNNNN NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN ANNNNNNNNNNNNNNNNNNN
NANANNNNNNNNNNNN ANNRNNENNNNNNNNENN
QueueView: Misc
My Queues (0] Mise (3/1) Raw (4/3)
Available tickets 1 ]
Bulk Lock | Zoom | History Priority MNote Close  Quick Close - Move - 1-3of 3 B M L

AN NANNNNNNNNANNNNNNNNNNNNN

NN Unlock a ticket to give it back to the queue.

AN AN NNAN NENNENNENNENNENN

AN ANNNNNNANNNNNNNNNANN

AN ANNNNNNNNAN

NN Close this ticket.

Quick Close Close this ticket by one click.
AN ANNNNNENNENN

25 NN
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NNV

NN NN NN NNNN NN

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

All tickets 3 Available tickets 1 &

Bulk | | Order by "Age” (descending) 1303 s ML

Ticket#2020111949000011 - User cannot login to his mail account

Sender Age Queue Customer ID First Response Time
Wyle Coyote 14d21h Misc acme.co

Created State Update Time

11/19/2020 13:07:51 (Europe/... open

Subject ‘Owner / Responsible Lock Solution Time

User cannot login to his mail a...  Super Admin / Admin OTOBO unlock

N 2.87: ANNNNNNNAN

NN NN NN NN

1. MENNNNNNNNNNENN

PANNNNNNNNNNNEN

3. NN AN NN
ANNNNNANNNNNNNNNNANNAN NNNNANN ANNNNANNN NENNNNNNNNNAN

QueueView: Misc

My Queues (0) Mise (3/1) Raw (4/3)

All tickets 3 Available tickets 1 &

) Bulk| | Order by "Age" (descending) 1303 s ML
| Ticket#2020111949000011 - User cannot login to his mail al S2i8CELEREE RN LU EREERR LR TR LIRS - Move - I
Sender Age Queue Customer ID First Response Time
Wyle Coyote 14d21h Misc acme.co
Created State Update Time
11/19/2020 13:07:51 (Europe/... open
Subject Owner / Responsible Lock Solution Time
User cannot login to his mail a...  Super Admin / Admin OTOBO unlock

N 2.82: MNNNNENNNNNANN

(NNNNNNAN

ANNANNNNNNNNN
NNNNNNNNNNNY

(NN N NSNS N NUNNNYNY

ZARNNNNNNNNNNNNN

ERNNINANINANN
NNRAAANENNNNNNNNNNNNAN NN ANENNNNNN NNNNNNNNENNNY
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QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

All tickets 3 Available tickets 1

Bulk Order by "Age" (d di

&
1-80f3 8 M

Ticket#2020111949000011 - User cannot login to hi...

Age Queue “Wyle Coyote" <we@acme.example.com:= — User cannot login to his mail account
14d21h Misc
Print | Split | Forward = Reply
Created State
11/19/2020 13:07:51 (E... open The user reports outlook will not accept his password.
Owner / Responsible Lock
Super Admin / Admin O... unlock
Customer ID
acme.co

N 2.83: MNNNNNNNNN

QueueView: Misc

My Queues (0) Mise (3/1) Raw (4/3)

All tickets 3 Available tickets 1

Bulk QOrder by "Age"” (di di

Age Queue
14d21h Misc
Print | Split | Forward = Reply
Created State
11/19/2020 13:07:51 (E... open
Owner / Responsible Lock

Super Admin / Admin O...  unlock

Customer ID
acme.co

N 2.84: NNNNNNNNNNNNNN

&
130f3 S M

Ticket#2020111948000011 — User cannot login to hi... Lock | Zoom | History | Priority | Note | Close | Quick Close | JEFII:H I

“Wyle Coyote" <we@acme.example.com:> — User cannot login to his mail account

The user reports outlook will not accept his password.

25 NN
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NNNNNNNY
NANNNNNANNNNNNNN
Ticket Bulk Action Cancel & close
} Add Note
» Send Email
Next state:
Queue:
Owner:
Responsible:
Priority:
Merge: Merge to Ticket#:
Menrge fo oldest
Link together: Mo
Link to parent:
Unlock tickets: Yes
N 2.85: RNNNNNRNNNN
2.5.2 NN
NN:

NNNNNNAN Ticket: :Service NNNNNNNN
NNNNNNNNNNNNNNNNNNNNNN AN AN AN ANNN ANNNNNN

NNNNNNNNNNNNNNNNNN  SNNNNNNNNNNNNNENENS SN N/NNNsmalliIM - SN N/ANNmediumBNL NN
N/NNNlargeNN

Service View: Computer

My Services (0) Computer (1)

IR Available tickets 1 o
1ot [ m L

N 2.86: RNNN NNNNN

NNANNNNANNNNENNNNNNNNNNNNNNNNNNANENNN ARANNA NNNN NNNN ANNAN
ANANAN NAAN NN NNNNN NNANN

NNAN NENNNNNNNNNNNNNN

ANANAN ANNNNNNNNNENNAN
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NNV

NN NNNN NN

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1

Bulk

. TICKET# AAGE

- 2020120449000028 Om

NNV NNV
1. MNNANANNNNNNNNN
ZARNNNNNNNNNNNEN
SN NINNMINNY

NNV NN NN NN
(NN NNNNN N NNNNYY

ZANNNINNN NN N NN NNNNNNNNN

3. NUNANNAN NNNN NNNN
EANNINNMINNN

SENDER TITLE STATE LOCK

Wyle Computer

open unlock
Coyote makes noise P

Poweraed by Rother 0SS

NPAYNNNNNNNNNN

QUEUE

Raw

&
a1 [Bm L

OWNER CUSTOMER ID SERVICE

Super

. acme.co
Admin

Computer

AN NNNANNNNENNNNNANNNAN ANNN NNNNNAN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.

To sort tickets:
1. NONNNNNNNNNNNNNNNNN
AN N NN N N NN VNNV

ARNANNANANANANNNNNNNNANANANAN NNNNNNNNNANNNNNANN

NNNNNNNY
1. MNNNENNNNNNNN
PARNNNNNNNNY

AN NNNENNNNEN ANNNENNNNNNNNANNNNNNNNNNNENNNNNANN MNENNNANNNNNNNNNNNAN

NNNNNNNNNNNNNNNN NNNNNNNNNNNNNNNNN
AN NNNNNNNNNNNNNNNNNNNNNNNN
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Service View: Computer

My Services (0) Computer (1)

All tickets 1 Awvailable tickets 1 o

Bulk  Lock | Zoom | History  Priority Nate = Close | Quick Close | - Move - 11 [ m L

NN Unlock a ticket to give it back to the queue.
NNENVNNNSN NN NN NN

AN ANNNNNNNNNNNNNNNNNN

NNENNNNN VNN

NN Close this ticket.

Quick Close Close this ticket by one click.

NN The ticket can be moved to an other queue..

NNV

ARNNNNANANNNNNNN

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

Bulk Order by "Age” (descending) 1ot s L

Ticket#2020120449000029 - Computer makes noise

Sender Age Queue Customer ID First Response Time
Wyle Coyote 6m Raw acme.co

Created State Update Time

12/04/2020 15:38:36 (Europe/... open

Subject Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin unlock Computer

N 2.88: NNNNNNNNNN

ANNNNNNANANEN
(RNNNNNNNNNNYNNNNY
PANNNNNNNNNNNNN
3. NN AN NN
ANANNNNNNANANANANNNNNNNNANNNANN NNNNNNNN ANNNNNNNNNNNNN

NNNNNNIN

NANNANNANNANN
NNV NNNNNNNN
1. NNANNNNNENNNNNN
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Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

Bulk Order by "Age" (descending) 1-1 of 1 s m L
Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | [ERIVLYCE I
Sender Age Queue GCustomer ID First Response Time
Wyle Coyote ém Raw acme.co
Created State Update Time
12/04/2020 15:38:36 (Europe/... open
Subject ‘Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin unlock Computer

N 2.89: NNNNNNNNNNNNAY

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

Bulk | | Order by "Age” (descendi 11of1 8 M

Ticket#2020120449000029 - Computer makes noise

Age Queue "Wyle Coyote" <we@acme.example.com= — Computer makes noise 12/04/2020 15:38 (Europe/Berlin)
10m Raw
Print | Split | Forward | Reply
Created State
12/04/2020 15:38:36 (E...  open Running computer makes an unusual loud noise.
Service
Computer

Owner / Responsible Lock
Super Admin / Super Ad... unlock

Gustomer ID
acme.co

N 2.90: NNANNNNNENN
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ZARNNNNNNNN NN

3. NN AN NN

ANNNANNNNNNNNNNNANNNNNNNNNNNNNN NRNNNNEN NNNNNNNNNNNNEN

Service View: Computer

My Services (0) Gomputer (1)

All tickets 1 Available tickets 1

Bulk QOrder by "Age"” (descending)

Ticket#2020120449000029 — Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close
Age Queue “Wyle Coyote" <we@acme.example.com:= — Computer makes noise
10m Raw
Print | Split | Forward = Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock
Super Admin / Super Ad... unlock
Customer ID
acme.co
N 2.91: NNNNNNANNNNNNNN
NANNRNAN
NRNNNNENNNNANNAN

Ticket Bulk Action

» Add Note

» Send Email

Mext state:
Queue:
Owner:

Responsible:
Priority:

Merge:

Link together:
Link to parent:

Unlock tickets:

*) Merge 1o Ticket#:

") Merge to oldest

No

Execute Bulk Action

N 2.92: NNNNNNNNNN

&
1of1 |8 M

Move -

12/04/2020 15:38 (Europe/Berlin)

Cancel & close
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2.5.3 NN

NNANNANANNNNENNN NNAN ANAN SN AN NNEN ANNEN

NNNNNNNNNNNNENNANY  NNNNSNNNNNNNNANEENS  ON N/ARNsmalliiM - BN N/8NNmedivmiNL - 8N
N/NWNlargefNN

Status View: Open tickets

[OR S  Closed tickets 1 &

Bulk r9ais ML

N 2.93: RNNNN NNRRNN
ANANNNNANNNNENNNNNNNNNNNNNNNANN

NNNNNNAN

NNANNNNENNNAN

Status View: Open tickets

[N Closed tickets 1 &
Bulk 190rs [ m L
- TICKET# YAGE SEMDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
Computer Super
B 2020120449000029 23 m Wyle Coyote makes open unlock Raw Adll;eir‘l acme.co
noise
Computer Super
- 2020120448000011 5h9m Wyle Coyote doesn't open lock Raw Ad?\'?in acme.co
start

N 2.94: NNNNENNNAN

NNV NNV
(AN NN NN N NNNNNYY
ZARNNNNNNNNNNNEN
SN NMNNMNNY
NNANNNNANNNNNANN
1. MVNANANNNNNNNAN
ZANNNINNN NN NN NNNNNNNNN
3. MNNAANAN NNAN NNAN
4. AN AN NN

AN NANANNNNNNNNNNNNNNN NNNN NNNNNNN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:

1. ANNNNNNENANENNNNNNN
PANNNNNNNNNNNNNNN
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NNNNNNNNNNNNNNNNN NNV SNNNNNNNNNNNNNNNNN

NNANNAN
1. NVNNENNNNNANN
PARNNNNNNNN

AN NNNRRNNAEN ANNNENNNNNANNNANENNNNNNNNNENNNNNANN NNENNNNNNNNNNNNNNNAN

NENNENNNENNENNNENN NNNNNNENNNNNNNNNN

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk Lock | Zoom | History Priority Note Close | Quick Close | - Move -

AN NANNNNNNNNNNNNNNNNNNNNNN

NN Unlock a ticket to give it back to the queue.
AN AN ANAN NNNNNNNNNNNNNNNN

NN NNNNENNNNNNNNNENNN

NNENNNNN VNN

NN Close this ticket.

Quick Close Close this ticket by one click.
AN ANNNNNNNNENN

(NNNNNNAN

ARNNNANNANNNNNNN

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk Order by "Age” (ascending)

Ticket#2020120449000029 - Computer makes noise

Sender Age Queue
Wyle Coyote 28m Raw
Created State

12/04/2020 15:38:36 (Europe/... open
Subject Owner / Responsible Lock
Computer makes noise Super Admin / Super Admin unlock

N 2.95: NNNNNNNNAN

ANANNNNNNANNN
(NN NN NN
A NNNNN N NN NN
3. NN AN NN

Customer ID
ACMEe.co

Update Time

Service
Computer

NENNNNNENNNNNNNNNNNNN NNENNNN NNNNNNNN FNNSNNNNNNNNNN

r90is B m L

]

reofs s L

First Response Time

Solution Time
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Status View: Open tickets

[T LM Closed tickets 1 o

Bulk Order by "Age” (ascending) 1-90f 9 5 m L
_ | Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | [JEIVLCE I
Sender Age Queue GCustomer ID First Response Time
Wyle Coyote 28m Raw acme.co
Created State Update Time
12/04/2020 15:38:36 (Europe/... open
Subject Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin uniock Computer

N 2.96: NNNNNNNNNNNNNN

NNV

ANANANANANNNN

Status View: Open tickets

[T LM Closed tickets 1 -]

7 | Bulk Order by "Age" (ascending) 1.90f8 S M

Ticket#2020120449000029 — Computer makes noise

Age Queue “Wyle Coyote" <we@acme.example.com:> — Computer makes noise 12/04/2020 15:38 (Europe/Berlin)
32m Raw
Print | Split | Forward = Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock

Super Admin / Super Ad... unlock

Customer ID
acme.co

N 2.97: NNNNNRNNNN

ANNAINNNNNNNNN
(RNNNNNNN NN
A NN NN N NN
3. NN AN NN
ANNENNENNNNNNNNNNNNNN NENNENN INNNNNEN NNNNNENNNNNNN

(NNNNNNAN

NNANANNNNNNNNNNN

2.54 NANN

ANNNNNNNNNNNNNNNNNNNY AN SNNN AN SN NN SNNNY

NNENNNNNNNNNNNNNNN  SNNNENNENENNNNNNENS SN N/NNNsmallfiM - SN N/ANNmediumiNL BN
N/NNNlargeNN
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Status View: Open tickets
S——" o
] | Bulk Order by "Age” (ascending) 1-9 of 9 S M
o Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | JEIVENCS
Age Queue “Wyle Coyote" <we@acme.example.com= - Computer makes noise 12/04/2020 15:38 (Europe/Berlin}
3Zm Raw
Print | Spiit | Forward | Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock

Super Admin / Super Ad... unlock

Customer ID
acme.co

N 2.98: NNNNNNRNNNNRNN

Ticket Bulk Action Cancel & close

} Add Note
» Send Email

Next state:
Queue:
Owner:

Responsible:
Priority:

Merge: ) Merge to Ticket#:

") Merge fo oldest
Link together: Mo
Link to parent:

Unlock tickets: Yes

Execute Bulk Action

N 2.99: NNNNNNNENN

Ticket Escalation View: Today

O Tomorrow 0 Next week 0 &

Bulk oocio M L

N 2.100: NNAN NNNNN
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NN NN N N NN NN SN SN N NN NN
NNENNNNNNYNNNN
NNENNNNNNY NN
AN NNNNANNNNAN

NNNNNNNN

NN NNNNNNNN

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Bulk ooofo M L

No ticket data found.

Powered by Rother 0SS

NPATOI NN NNNNNNNN

NN NN NNNN
(NN NNNNNNNNNNYY
2. NNNNNNNNANNAN
3. NN AN NN
NNANNNNNANNNNNNNN
(RNNNNNNNNNNNYNNNNY
2. NN ANAN MR ANNNANNANNN
3. NNNANNAN NNAN NNNN
4. AN AN NN

AN ANNRNNNNENNNANANNAN ANNN NNRNNAN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:
NN NNNNINNNNNYNNNNY
2. NNNENNNNNENNNNN
NN NN NN NN N NN NN N NSNS NSNS NN NN N NN NSNS NN
NNNANNN
1. NNNNNNNNNNNEN
2. NNNENNAN
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AN NNNERNNNEN ANNNENNNNNANNANENNNNNNNNNNENNNNNANN MNENNNNNNNNNNNNNNNEN

NNANNANANNNNENNN MNANNNNENNNNNNNNN

Ticket Escalation View: Today

Today 0 Tomorrow 0 Next week 0 &

Bulk ooofo M L
AN NNNNENNNNNNNNNNNNNNNNNNN
NN Unlock a ticket to give it back to the queue.
AN NN NN NNRNNNNNNNNNNNNN
AN NNNNNNENNNNNNNNNNNN

NNENNN VNN NNNNN
NN Close this ticket.

Quick Close Close this ticket by one click.
NNENNNNNNNNNNN

NNNNNNAN

NNV NV NN

Ticket Escalation View: Today

G Tomorrow 0 Next week 0 &

Bulk Order by "Age" (ascending) 0-00f0 S m L

Mo ticket data found.

Powered by Rother OS5

N 2102: NNNNOINNNAN

NNNNNNNNNNNNY
(NN N NSNS N NUNNNYNY
ZARNNNNNNNNNNNEN
SN NMINNMNNY
NNANNNNANNNNENNNNNNNN MNNNNNN NENNNNEN ANNNENNNNNENN

NNNNNNNN

NNV NNNNNNNN
NNV NNV
(NN N NSNS N NUNNNYNY
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Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o
Bulk Order by "Age” (ascending) oot s L

No ticket data found.

Powered by Rother 0SS

N 2103 NNNNNNNNNNNNNN

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o
Bulk Order by "Age” (ascending) 0-00f0 8 M

No ticket data found.

Powered by Rother 0SS

N 2.104: NRNNNNNANN

2. ANNANNANNANNY
ERINNINNINNN
NNNNNNNNNNNNNNNNNNNNN SNNNNNN NNV SNNNNNNNNNNNY

Ticket Escalation View: Today

LG Tomorrow 0 Next week 0 &
Bulk Order by "Age" (ascending) 0-00f0 S M

Mo ticket data found.

Powered by Rother OS5

N 2.105: MNNNNNNNNNNRRN

NNV

AANNANNANNNNNANN

2.5.5 NNNAN

NNANNNNANNNNENN NNNENNEN AN ANN NNNNNN NNNNN
NNNENNNNENNNNNNN NNNENNNNNNNNN
NN NN A NNNNNNNNNN
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Ticket Bulk Action Cancel & close

» Add Note
» Send Email

Next state:
Queue:
Owner:
Responsible:
Priority:

Merge: Merge to Ticket#:

Menrge to oldest
Link together: No

Link to parent:

Unlock tickets: Yes

Execute Bulk Action

N 2106: NRRNNNNNNN

AN ANANNNNNN NN NNNNNNNNNNNNNNNNNN

NRNAN * NNNNNENNENNY
NN The service category of this ticket.
AN:
This field is available if Ticket: :Service is enabled.
Service Level Agreement Select one of the Service Level Agreements if available.
NAN ANNNNNNNNNNNNNNNNNNNAN
AN:
AN Ticket: :Responsible NNNNNNNNNNNNNNNNNNNN
NNN Select an agent responsible for the ticket.
AN * NRNNENNENNENNNNAN
ANAIN NNNNNNNNANNNNNNAN SN 8/N NN NSENVNNNNENNNNENEN FAQNNN NNN NNFAQNNNNN FAQNN NAN

NANFAQRNNNNNNNNNENNNAN NN N/N NN NNANNNNANNNNENNNNFAQNNANN NRN-
FAQNRNNNNNNNNNNNNAN

AN NNNNERNNNNNNNNFAQNNNNNNNNNN

NN EENNNNNNNNNNEN

AN NNNRNNNNEN ANNNNNNNNNNNNNNENNNNENN
ANANEN ANNNNANNNANN ANN NN ANNNNENNNNNNNN
AN NANNNNNNNNNNNNNAN ANNNNNNNNNNNNNAN
NN NNRNNNNNNNNNEN 3-88 N ANNNNNNNNENNNEN
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Create New Phone Ticket
* Customer user: Customer Information
Firstname: Wyle
© "Wyle Coyote” <we@acme.example.com: (=]
Lastname: Coyote
* To quete: Usemame: we
_ Emall: we@acme.example.com

Service:

Customer: Acme Inc.
Senvico/lexnliAgmempnt: Street: 123 Anywhere St.
Owner: 5] Zip: 12346
Responsible: 5] City: somevillage
Country: i
* Subject: ry: United States of [...]
UAL: https://acme.exam]..]
Options: [ Customer user] [ FAQ ] Comment: A great company
Text Template: 0 Open tickets (customer) (5)
Setting a template will overwrite any text or attachment.
*Txt B 5 U 5= = Eleg s =gl =
Format ~ | Font ~| size - A- B- T, [oSource ) 19
Attachments:
<

Next ticket state: | open
Priority: | 3 normal

Time units (work units):

N 2107: NNNNNNAN

25 NN 7
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NNNNNNNAEN . NNNNNNNNNNNNNNNNNEN
NNNNNNNNNNNNN NN ANNNNNNNN

2.5.6 NANNAN

NNANNANANNNNENNNNNNN NNNENNNNEN AN NN ANNNAN ANNAN
ANANNNNANNNNANNN NNNNNNNNNNNNN
NNANNAN * INNNNNENNN NNENNNNNN ANN NN

N NN NN NN N NN NN NN NN N N NSNS

NNE NN NN NN SN NN NN NN NN Y
NENRN . ANNNRNNNENNNNNNNNNNNNNNNNN
NNNAN * NNNNNNNNNEEN SNNNNNNNNNN NEN AN
NN The service category of this ticket.
AN:

This field is available if Ticket: :Service is enabled.

Service Level Agreement Select one of the Service Level Agreements if available.

NNNENNN NN NN NN N NN

AN:

AN Ticket: :Responsible NNNNNNNNNNNNNNNNNNNN
NN Select an agent responsible for the ticket.

NN NN N NN NN NN NN

NENN . RNNNNNNNNNNNNNNNN NN /N SN INNNNNENNNNNNNNNN FAQRNNN NN NNFAQNNNNN FAQRNN RN
NENFAQNNNNNNNNNNNNNNN NN N/N NN NNNNNNNNNNNNNNNNN FAQNNNRN NRN-

FAQNNNNNNNNNNNNNNAN
AN NNNRNNNNNNNNNNFAQNNNNNNNANN
(NN RNNY NN NN
AN NNNENNNNNNN NNNNNNNNNNNNNNN
AN NRRAAANENEN NNNNNNNNNNNNNNNNNNNNNNN
ANANAN ANNNNANNNNN ANN NAN SNNNNENNNNNENN
AN NENNNNNNNNNNNNNAN ANNNNNNNNNNNNNAN
AN ANANNNNNNNNNAN 3-8N N ANNNNNNNNANNNNNN
NNANNNNANN - AINNNNNNNNNNANNNNRNN
NNANNANENNNAN AN MNNENNNNENNNNNNNNNNNNNNNEN
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Create New Email Ticket
+To customer user: (&} Customer Information
Firstname: Wyle
To @ "Wyle Coyote" <we@acme.example.com: =
Lasiname: Coyote
Ce: & Usemame: we
Emall: we@acme.example.com
Bee: & P
Customer. Acme Inc.
* From queue: Street: 123 Anywhere St.
Service: Zip: 12348
Service Level Agreement: City: Somevillage
Gountry: United States of [...
Owner: o Ty [
URL: https:/facme.exam(...]
e ~~
Responsible: = Comment: A great company
Email security: 0 Open tickets (customer) (5)
Sign:

Keys/certificates will only be shown for a sender with more than one key/certificate. The
first found key/certificate will be pre-selected. Please make sure to select the correct one.

Encrypt:

Keys/certificates will only be shown for recipients with more than one key/certificate. The
first found key/certificate will be pre-selected. Please make sure to select the correct one.

* Subject:
Opfions: [ Customer user ][ FAQ ]

Text Template:

Setting a template will overwrite any text or attachment.

* Text:

B I US == EE=EE| = W =
Format ~ | Font ~| size ~| A~ - T, | [ Source () 19
Signature:
Attachments: &
Click to select files or just drop t

Next ticket state: | ‘opan
Priority: | 3 normal

Time units (work units):
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2.5.7 NNANAN

AN NNNENNNNNANNNNNNNNNNAN

NNANNNNENNNNNNNNNNENN NN NEN ANNNEN ANNNN

Create New Process Ticket

* Process:

N 2.109: NNNNANAN

ANANNANNNNNNNN NNNNNNNNNANAN
AN NRNNENNENNENNNNAN

AN:

NNNNN NN NN NN N NN
NANNRNNNNNNNNNNNRNNANNANNEN

NN:  The fields displayed depend on the process, therefore no explanation is described here for those
fields.

2.5.8 NN

NNANNANANNNNANNAN FRNNANEN AN NN AN ANNENN
NNNENNNNENNNNENNNNENAN N NNNNNEN

NN

NNANNNNANNNNENNNNNNNNNNAN
NNV NNNNNNNN
(RNNNNNNNVINNN
2. NNRNNNNENN
3. NNNENNNAN
ENNANNNMNNN
NNV NNV
1. MNNNNNNNNNANN
PZARNNINNNNENNNY
NNNNNNNNNRRNNNN ANNNN NNNNNNNNNN SNNN SRNNNNNNNNNNN
NNANNNNANNNNANN
1. AN AN NN
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Create New Process Ticket

*Process:  Book ordering

Process Information
Subject:
Process: Book ordering
Text: = = |l = = = = "
B I US| = = | E E £ E | = Gl Activity: Recording the demand
Format ~ | Font I

4
w
=]
@
4
]
[l
B
4

T, | [3 source Q) Dialog: Recording the demand

Description: New demand

Attachments:

le

Title:
Author:
SBN

Status: | Approval

N 2.110: NNNNNNNNNEN

Search

Templates

Filters in use

Fulltext:

Additional filters
Add another attribute:

Output: | Normal

[

WA NNNNN

25 NN
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TICKET# YAGE SENDER TITLE STATE LOCK
2020120449000029 Thiém Wyle Coyote  Computer makes noise open unlock
2020120449000011 6h2m Wyle Coyote Computer doesn't start open lock

N 2113: NNNNAN

NN

NNANNNNANNNNRNN
ANANEN ANANEN SNANNNANNENNNNENNNNNNNNN N NRNNNNEN

NNNNNN

NNV NNV NN YN NN NN NNNN
NNANNANAN NNNNNNNENNNNENNNNNNNN
ANAN NNANNNNNNNAN

ANANNAN ANNN NNNNNAN

QUEUE
Raw
Raw

r h!
Search x
Templates
Search template: | Welcome
Filters in use
Fulltext: |Welcome =
Additional filters
Add another attribute:
Quiput: | Normal
N 2.112; NENNANAN
AN NNNNNNNANNNNN
AN ANNNN NNANAN ANAN ANN NNNNNNNNNNEN
Search Results:
Change search options (last-search) o
1zarz [ m L

OWNER CUSTOMER ID

Super Admin acme.co
Super Admin acme.co
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2.5.9 NN

ANANNNNANNNNENEN NNENNNNNANNNNNNNNNNENN NN ANN

Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock = Priority | Change Ticket | People~ | Communication = | Pending Close Quick Close = Miscellaneous = w Ticket Information
- Move - Age: 14d21h
Created: 11/19/2020 13:07
(Europe/Berlin}

w Article Overview - 1 Article(s)

Created by: Super Admin

MNO. = SENDER VIA SUBJECT CREATED L]
Wyle

Coyote

State: open

1 Phone  User cannot login to his mail 11/19/2020 13:07 Locked: unlock
Priority: 3 normal
Queue: Misc

w* {#1 — User cannot login to his mail account — Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi... Gustomer 1D acme.co

Accounted time: ¢

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

browser and OS). Owner: Super Admin

FResponsible: Admin OTOBO
Mark  Print | Split | Forward = Reply

The user reports outlook will not accept his password. ¥ Gustomer Information

Firstname: Wyle
Lasiname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zlp: 12346
City: Somevillage
Country: United States of [...]
URL: https://acme.exam(...

Comment: A great company
0 Open tickets (customer) (3)

N 2114 NNNNEN

NNNNNNNNNNNNNNNNNNNN

NNARN

NNV NNNNNYNNNN
NRNNNNNNENNNNNNNNNNNNNN

Back Unlock | Priority Change Ticket | People» Communication~  Pending | Close | Quick Close  Process

Miscellaneous = - Move -

N 2.115: ANAN

NNENNNNNNY NN
NNANN - ANNNNNNNNNNANNNNN
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AN ANEENNNNNNNNNNNNNNN NN NN NNNNAN
AN NNV NNNNNNNNNNNNNNNN NN NNNNNNNNNNN

AN NNNENNNANAN NNNNANNNNNNNNN

AN NNNENNNNPD FNNNNNNENNNNENNNNN ANNNNENNNPDFNNN
AN MNRNNNNNNNNNNNNNNNENN

Change Priority of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
* Ticket Settings
Priority: 3 normal
w Add Article
* Subject:
Options: [FAQ]
* Text:
B I US| ;= ElEEEE e M = Q
Format - Font | size - A- - T, [@Scuce ) %y 9% | &3
Attachments: &

Is visible for customer:

Time units (work units):

[ Submit or [# Save as new draft

N 2.116: NNNNNRN

AN NANNNNENNNNN

NN NN NN NN NN NN NN

AN NNANNNNENNNNENFAQRNNNNNANNAN

NN NNNNNNNNNNNYY

AN NNANNNNENN NNNANNNNNANNNNNNNNNNNNNN

NRNAN . ANNNERNNNNNNNNNNNNN

AANNANEEEN ANNNNSNNNNNNNNNNANN

AN NNNENNNNNNNNNNNN

NN ANENNNNNNNNNNNNNNNNNEN
NENNN * NNNNNNNNNNNNNNNN NNSNNN owner/NNN NNNNNNNNNN
NN NN N NN NN NN NN
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* Ticket Settings

Change Owner of Ticket#2020111949000011 — User cannot login to his mail account

# New Owner:

Super Admin
w Add Article
* Subject:
[FAQ]
* Text: o
I U s ;= = EIE E E E i
Format ~  Font size -~ | A~ [- T, [d Source
[ Submit or [# Save as new draft

NPANVANNNNNNNNN

Q s 92

Q

KA
u

Cancel & close
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AN ARNNANENNNNNNNNFAQRNNNNNNNNAN
NN NN NN NN NN NN
AN NNNENNNNEN NNNNNNNNNNNNNNNNNNNNNNN
NNNNN - ANRNNNNNNNNNNNNNNNN
NNANNANANN - INNNNNNNNNNNNNNNNNN
AN NNRNNNNNANNNNNNNNNNEN

Change Customer of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

* Gustomer user: | "Wyle Coyote <we@acme.example.comz Customer Information

Customer ID: | acme.co Firstname: Wyle
@ Lasiname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 12346
Clty: Somevillage
Couniry: United States of [...]
URL: https://acme.exam|..]
Comment: A great company
© Open tickets [customer) (5)

N 2.118: NNNRRNNN

NN * NNNNNNNAN
ANID NANNNNANNAN
AN NNNENNNNNNNNNNEN

AN NNV NNNNNNNNNNNNENN
AN ANNNNENNNNNANNNNNN
AN ANAANENNNNNNNNNFAQRNNNNNNNAN
NN RN NN N NN NN
AN NANRNNNNEN NNNNNNNNNNNNNNNNNNNNANN
NNNNN NNENNNNNNNNNNNNNNNN
NNRNNANANN - INNNNNNNNNNNNNNNANN

AN ANNNANANNNNNNNNNNNNNNNNNNAN
AN ANNNNENNNNNANNANN
AN ARAANENNNNNNNNFAQRNNNNNNNNAN
NN RN NN N NN NN
AN NNNRNNNNEN NNNNENNNNNNNNNNNNNNNANN
NNNEAN INNNNNNNNNNNNN
AN ANNENENNNNNNENNNY SNNNNNYYNNNNNNEN
NNANNAEANN - INNNNENNNNNNNNNNNNN
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Add Note to Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close
* Ticket Settings

* Add Article
# Subject:

[FAQ]

* Text:

I U S5 =

[
i
il
1
B

W = Q
Size -~ A~ - I, [oSouce () 9 9% 2%

'y

Format ~ | Font -

¥ Submit or [# Save as new draft

N 2119: NNNNAN

25 NN
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Phone Call for Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close

 Subject:
* Text:
B I U
Format -
A- - T,
Attachments:

Next ticket state: closed successful

Time units (work units):

th
i
il
m
Ith

I

11}

0]
Bl

Q

Font = Size =

[o) Source ) 9y 92 32

¥ Submit or [# Save as new draft

N 2.120: ANNNAN

Customer Information

Firstname: Wyle
astname: Goyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 12348
Clty: Somevillage
Country: United States of [...]
URL: https://acme.exam]...]
Comment: A great company
@ Open tickets (customer) (5)
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AN NNNNNNANNNNNNNNNNNNNNNNNNNNNNNY
ANAN NNNN ANNAN

AN ANNNNNANNANNNNNNNNNNNENNNANANNNNNNEN ANENNNNNNNNNNNNNAN

Outbound Email for Ticket#2020111849000011 — User cannot login to his mail account Cancel & close

From: OTOBO System <otobo@localhost=

*To: &}
Co: &}
Boe: &}

*Subject:  [Ticket#2020111949000011]
Email security:
Sign:

Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.

Encrypt:

Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.

Options: [FAQ]

# Text: o o _

B I US| ;== E|l2 2 =E E|= b= Q
Format ~ | Font | size - A- B T, [@Souce Q) %y 97| &3
Your Ticket-Team
Super Admin
Super Support - Waterford Business Park
5201 Blue Lagoon Drive - &th Floor & 3th Floor - Miami, 33126 USA
Email: hot®example.com - Web: http.//www.example.com/

Attachments:

Mext ticket state: open
Visible for customer:

Time units (work units):

NN PARINNNNNN

NN NNNRNNNNNNNNNRN

NNV NNNNNNNNINNNNN

AN ANNAEENNENNNNNNNNNNNNNNNY
AR NRENNNNNNNNENNNNNANNNNNENNN
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NN:  You can select a customer user from OTOBO or any valid email address can be added
here.

NRNNNNNNNNN ANNNNNN-NNNNNNNNNAN

NN NN N NN NN NN N NN
AN NANENNNNNNNNNNFAQNNNNNNANNN
AN ANNNNENNNNNANN
AN ARNAAAEENNEN NNNNNNNNNNNNNNNNYNNNNNN
NNANAN ANNNNNNNNENNAN
AN NNANNNNNNNNNENNAN NNNNNNENNNNNANNN
NNNNNAN . ANNNNNNNNNNNNNNNRNN
NNRNNNNANN - INNNNNNNNNNNNNNNNNN
NNEN NN NN NN NN NN NN

Set Pending Time for Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

 Ticket Settings

MNext state: pending reminder

Pending date:  [12 |x]{ 05 r|{ 2020 ~| ﬂ 17 ~|{22 -

For all pending* states.

w Add Article
* Subject:

Options:  [FAQ]

* Text:

B I US| =

Iih
lih
11}
B

M= Q

Format - Font -| size - A- - T, [@Souce ) %y 9% | 3

Attachments:

Is visible for customer:

Time units (work units):

[ Submit or [# Save as new draft

N 2122: NNRNNNNN

NNNNNYENNNNNNNNNN
AN ANNNANENNNNENNNAN ANNNNNNNNNNENNAN
NN NNV NN NN NN
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AN ANNNNNNNNNNNNNFAQNNNNNNNNAN
NN NNV N NN Y
AN NNANNNNENN NNNNNNNNENNNNNNNNNNNNNN
AANAN NNNNANNNNNNNNNNNNNN
NRNNANENNN - ANNNNNNNNNNNNNNNRNN
NNEN NN NN N NN

Close Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
* Ticket Settings

Next siate: closed successful

w Add Article

 Subject:

Options:  [FAQ ]
* Text: o
B I US| = EIE E =EE & L = Q
Format ~ | Font ~ | Size ~ | A~ - T, [oSource () 9 9% 2%
Attachments: &
Is visible for customer:
Time units {work units):
[ Submit or [# Save as new draft

N 2123: NNNNNNNN

NNV RN NN NNNNNNN

AN ANNNNANNNNNNNNNAN

AN NNANNNNENNNNENFAQRNNNNNANNAN

AN * NNNNNNNNNNRNNN

NNENNNNNN NN NN N NSNS N NN Y Y NN NSNS
NRNAN ANNNENNNNNNNNNNNNNN

NANNANANEN - ANNNNNNNNNNNNNNNANY

Quick Close Close the ticket by one click.
NN NNNNNN NNNNNN NNNENNNNNNNN

AN: NNRNNNNNNNNNNNNNNNANN
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NNENNNN NN NN NNNNN
AN NNRNNNNNNNNNNNNNNNNNNNN

History of Ticket#2020111948000011 — User cannot login to his mail account Cancel & close

= Expand/coll i
Just start typing to filter...

* 11/19/2020 13:07:51 (Europe/Berlin)

AGENT ACTION ARTICLE
Super Admin Created ticket [2020111949000011] in "Misc" with priority "3 normal” and state "open”. (NewTicket)

Super Admin Changed service to "NULL" (). (ServiceUpdate)

Super Admin Changed SLA to "NULL" {). (SLAUpdate)

Super Admin Changed customer to "CustomerlD=acme.co;CustomerUser=we;". (CustomerUpdate)

Super Admin Added phone call from customer. (PhoneCallCustomer) Q
Super Admin Changed owner to "sa” (2). (OwnerUpdate)

w 12/04/2020 10:48:32 (Europe/Berlin)

AGENT ACTION ARTICLE
Super Admin Locked ticket. (Lock)
Super Admin Reset of unlock time. (Misc)

N 2.124: NNNNAN

AN ANANNNNNNNNNNANNNNNNNNNNNNNNNNNNNNANN

AN NNRNNNANPD FRNNNNNNNNNNANNNNN ANNNNSNNNPDFNNN
AANAN ANNNNANNNNNNNNNNNNNNNANY

Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

»Title; | Welcome to OTRS!

[ Submit or | [ Saveas newdraft

N 2125: NNNNRRNNN
NN * NNENAN

NN This menu item opens the standard link screen of OTOBO. Tickets can be linked to other tickets,
FAQ articles or appointments. Existing links can also be managed here.
AN NNNNNNNNNNNNNN
NNENNNNNENENNENNN NN ENNN NN ENNNNEN
AN ANNEINNENNENNENNEINNENNNNNN ANNNNNRNNNNNNNNNNNNENNENN ANN SN
NANNAN * NNNNNNNNNNNNNNNNNNNNNAN
NANAN NNNNNNNNNNNNNNNNNNNANNENN ANNNNNNNNNNNNNNAY
NN NN N NN NN NN NN NN NN
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Manage links for Ticket#2020111949000011: User cannot login to his mail account

Close this dialog

[o 5 R ST UGl Manage existing links

Link with: | Ticket
Ticketi#:
Title:
Fulltext:
State:

Priority:

Q, Start search

N 2126; NNNNAN

Merge Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close
* Merge Settings

* Merge to Ticket#:

Try typing part of the ticket number or title in order to search by it.

Limit the search to tickets with same Customer ID (acme.co)

* Inform Sender

Inform sender:
From: OTOBO System <otobo@localhost>

*To:  "Wyle Coyote” <we@acme.example.com:

*Subject: | Re: [Ticket#2020111949000011] User cannot login to his mail account

* Text:

B I US ;= =

Iih
11}
]

Q

T, [@sSouce QQ 9% 92| 3%

Format ~  Font - sze -~ A- R

[

Dear Wyle Coyote,

Thank you for your request.

N 2127 NNONAN
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NNV NNNNNN NN NNENNN
NN NN N NN NN NN N NN
NN RN NN N NNNN NN
AN ANNNAN ANNN NNANNN AN ANNNNNNNNNNANNN
AN NNNNNNNNNENNNNAN ANNNNNNNNENNNNNNNN

AR: NNNANNNNNNENNNNENNNNNNNNNNN

AN NRRNAENNNNNNNNNNNNNNNEN ANNNNNNAN
NRNNAN N NNAN ANNNNENNN MNRN ANNNENNNEN
ANNNAN NNNENN NNNN ANNNNNNNN

NN

NNNNNNNINNNNNNNNNNNN

* Article Overview - 1 Article(s)

MO. = SEMDER V1A SUBJECT

Wyle
Coyote

1 Phone  User cannot login to his mail

N 2128 NNAN NNN

NNANNNNENNNNNANNNNN ANNNNNNNNNEN

NN NN NN NNNN NN
+ NNNNNNNNNENNNNNNNNNNENNNNEN NN NNNNNNN
« NNNNANNNNNNNNNNYNNNNNNNNNN VNN NN NN NNNNNEN
« NURNNNANANNNNNENNNNNNNNNNAN

CREATED

11/19/2020 13:07

AN NANANNNNNNNNNNNNNN

NN

ANANNANANNNNNN ANNNNNNNNNN
ANANNANNNNNNANNNNNNNNN

NNANNAN ANNNENNNNNENNNNNNNNNNNNNNNE ANNAN FRNN NNENNNNNENNNNN

AN NNNNNNNNPD FENNNNNENNNNNNNNANN ANNNNENNNNPDFNAN
AN NNNNNNNNNNNNNNANN NNNNNNNNENNEN SN NN
NNV NN NN
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* #1 — User cannot login to his mail account - Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi...

To open links in the following article, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your 3%
browser and O3).

Mark  Print = Split | Forward Reply

The user reports outlook will not accept his password.

N 2.129: NNAN NN

Split x

Target: | Phone ticket

N 2130: RRRNNEN
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NNNNENNNN NN NN NN NS NSNS N NN NNNY
ANAN ANNNNEAN ANNENN NNNNNNNNNNNNNENN
AN ANNNNENN NNNANN NNNNNNNNNNNNNENN

AN ANNANNNNNNNNNNNNNNNEN

NNEN NN NN NN

Forward Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

From: OTOBO System <otobo@localhost=

*To: &
Ce &}
Bee: [&}

#Subject:  Fwd: [Ticket#2020111949000011] User cannot login to his mail account

Email security:
Sign:
Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.
Encrypt:

Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.

Options: [FAQ]

# Text: o _
B I US| ;= ElE 2 EEe M = Q
Format ~ | Font | size - A- B T, [@Souce Q) %y 93| &3
Your Ticket-Team
Super Admin
Attachments: &

Next ticket state: closed successful
Visible for customer:

Time units (work units):

N 21317 NNNARN

AN NNENNNENNNNNANN

AN * NNNENNEN NEN 8NN

AN NNNENNNNNNNNENNNNNNNNNNNN
NNNNENNNN NN NN NN SN N NN

NN: You can select a customer user from OTOBO or any valid email address can be added here.
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NNV NN NNNNNNENNNNNNNNNNY

NN NNV NN NN NN NN
AN NNNRNNNERNNNNNFAQRNNNNNNNNNN
NN NN NN NN NN
AN NEANNNNEAN NNNENNNNENNNNNNNNNNNNNN
NANNAN ANNNANNNNNNNNN
AN ANNNNNANNNNNNNNNN ANNNNNNNNNNNNNAN
NRNNANN NNNENNNNNNNNNNNNNAN
ANNNANENEN ANNNNNNNNNNNNNNNANN
AN NNNENNNNNNENNNNENNEN SENNNNENNN NN SNNNNNENNNNENN
NNNENNNY NN NN NN
NN * NNNRNNEN NEN NN
AN NNANNNNENNNNNNNNNNNNNNNNN
ANEN ANNNNENNNNNNNNNNNNNNNNNNNN

NN:  You can select a customer user from OTOBO or any valid email address can be added here.
ANANANNNNNN NNNNNNN*NNNNNNNNNNN

NN NN NN NN NN NN

AN NNANNNNENNNNENFAQRNNNNNANNAN

NN NNNNNNNNNNNYY

AN NNANNNNANN NNNNNNNNANNNNNNNNNNNNNN
NRNNAN ANNNENNNNNNNNN

AN ANNNNNANNNNNNNNAN ANNNNNNNNNNNNNAN
NNENNNN NNNNNNNNNNENNNNENNN

NNNAAANEAN ANNNNNNNNNNNNNNNNNN

NNNNN

NNNNNNNRRNNN ANNNNNNNNNNNNNNNNNNNNN
NNNNMNNNNNSN NSNS NN N NN NN Y Y N NN NNNN
NNNNNNNNNNNNNNNNNNNNNNNNN

N3

N LinkObject: :ViewMode NNN NN NNNNNNNNNNNNNAN

NN

NN NN N NN
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Compose Answer for Ticket#2020111949000011 — User cannot login to his mail account

From:

*T0!

To

Ce:

Bec:

* Subject:

Email security:

Sign:

Encrypt:

Options:

# Text:

Attachments:

Mext ticket state:
Visible for customer:

Time units {work units):

w Linked: FAQ (1)

OTOBO System <otobo@localhost>

"Wyle Coyote" <we@acme.example.com>

Re: [Ticket#2020111949000011] User cannot login to his mail account

Cancel & close

Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make

sure to select the comect one.

Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make

sure to select the comect one.

[FAQ |

B I US

Format = Font =

Dear Wyle Coyote,

Thank you for your request.

Your Ticket-Team

Super Admin

Super Support - Waterford Business Park

5201 Blue Lagoon Drive - &th Floor & 9th Floor - Miami, 33126 USA
Email: hot@example.com - Web: http://www.example.com/

opan

<

N 2132: NNNNAN

FACHE TITLE STATE
How fo create a support external
48002
bundle (customer)

N 2133

CREATED

o]

11/18/2020 15:43:26
(Europe/Berlin)

- NN AN

LIMKED AS DELETE

Normal o}
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 Linked: FAQ (1)

FauC TITLE STATE
How to create a support external
bundle (customer)

49002

CREATED
11/18/2020 15:43:26
(Europe/Berlin)

N 2.134: ANNNNN ANN

w Ticket Information

Age:

Created:

State:
| ocked:
Priority:

Quele:

Customer ID:
Accounted time:

Owner:

Responsible:

f4d1h

09/21/202017:08
(Europe/Berlin)

new
lock
3 normal

Haw

0
Admin OTOBO
Admin OTOBO

N 2135: NNAN NN

LIMKED AS DELETE

Morrmal Ty

25 NN
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NN

NN NN N NN

w* Customer Information

Firstname: Wyle
Lastname: Coyote
Usemame: we
Emall: weBacme.example.com
Customer: Acme Inc.
Streel: 123 Anywhere St
Jp: 12346
Clty: Somevillage
Country: United States of [...]
URL: nhttps://acme.exam]...]

Comment: A great company
i Open tickets (customer) (5)

N 2.136: NNNN NN

2.6 FAQNEN

FAQNNNNNNNNNNNNNNNNNNN

Creating FAQ articles should be done based on customer tickets. A good knowledge base contains
all relevant information, that occurs during ticket handling. FAQ articles can be easily attached to new
tickets in any ticket or article creation screens. This can help agents to shorten the time when answering
a ticket.

2.61 NN

NNNANNANNFAQNNN FAQNNNNN FAQNNN RNN NN NNNNN
NNNNNNNNNNY
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FAQ Explorer
FAQ

Subcategories
NAME COMMENT SUBCATEGORIES FAQ ARTICLES
Misc Misc Comment ] 2

FAQ Articles: FAQ

0-00f 0

No FAQ data found.

N 2137: FAQNNAN

FAQ NENNNNNN

AN MNNNNNNNNNNNNNNNFAQNNNNNN
ANANNANNNNNNNNNNNNNNN

Latest created FAQ articles

How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europe/Berlin)
Computer is dead

Misc - en - external {customer) - 11/18/2020 15:30 (Europe/Berlin}

Latest updated FAQ articles

How to create a support bundle

Misc - en - external {customer) - 11/18/2020 15:43 (Europa/Berlin)
Computer is dead

Misc - en - external {customer) - 11/18/2020 15:30 (Europe/Berlin)

Top 10 FAQ articles

1. Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europe/Berlin}
2. How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europe/Berlin)

NNANNNNANNANFAQNNNNNFAQNNNNANNN FAQNN NNNNN NNNNNNNNFAQNNNNNNNAN NNNRNNAN N NNNN

NNNNNNERNFAQNNAN
(RNNNNNN NN NNNNY
2. NNRNNNFAQNNNN
3. NN AN NN

NNFAQRRNNN FAQNN NNN

FAQ NRNNNNRNN

NNANNANANNNNENNNFAQNNNNFAQNAN Top 10N
NNNNNFAQRN ANNNNNNNNNFAQNNN
NNNNNFAQRNN ANNNNNNNNNFAQNAN
FAQNNTop 10 NNNNNNNNANTONNAN
NNNFAQRRRAN
1. ONFAQRNNNAN FAQNN NAN
2. NNNNNNNNRN
3. NN AN ONNAN N N N AN
NNNNNNN FAQ NRRRNNN NNNNNNNNNNNNNN FAQRN NRNNNNNN

2.6. FAQNAN
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FAQ Explorer
FAQ Misc
Subcategories
NAME COMMENT SUBCATEGORIES FAQ ARTICLES
No subcategories found.
FAQ Articles: Misc
o
1202 Bl
AFAQH TITLE LANGUAGE STATE VALIDITY
49002 How to create a support bundle en external (customer) valid
49001 Computer is dead en external (customer) valid

NANNRNNNFAQNNNNNNNNN NNFAQRNNNN FAQNNN NNN NN NNNNN
NANNNNNNNNNNNNNN ANNRNNRNNNNAN
AN ARNNNANN ANNNNENNNNRNNNNNRNNNNRRNNNEN ANNNNRNNNNN
NN NNNNNNANNNNNNNNFAQRNN
AN * NRNNRNNENNENN
ON:
NAN NNNN NNNNNNEN
NN ANFAQNRNNAN NNNNNAN
NRRNNEN)  ARNNNNRNNNNRNNNNNNNNNNN FAQ NRN
ANERNNN) ARNNNNNNNFAQNNN
ANEON) NNNNNNNNFAQNNN

NAN Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to

Latest created FAQ articles

How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europa/Berlin}
Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europe/Berlin)

Latest updated FAQ articles

How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europe/Berlin)
Computer is dead

Misc - en - extemal (customer) - 11/18/2020 15:30 (Europe/Berlin}

Top 10 FAQ articles

1. Computer is dead

Misc - en - external {customer) - 11/18/2020 15:30 (Europe/Berlin)
2. How to create a support bundle

Misc - en - external {customer) - 11/18/2020 15:43 (Europe/Berlin)

valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

AN ANNNNENNNNNEN
AN:
NNN NRNN NNNNNNNN
NN ANNFAQNNNNNNNN NENNNNNNNNNNNNNNNNNNNNN
NNENNNNN NN NN
AN NENNNENNRNNENNN
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Latest created FAQ articles

How to create a support bundle
Misc - en - external {customer) - 11/18/2020 15:43 {Eurcpe’Berlin)

Computer is dead
Misc - en - external {customed - 11182020 15:30 {Eurcpe’Bearlin)

Latest updated FAQ articles

How to create a support bundle
Mizz - en - external {customer) - 11/18/2020 15:43 (EuropesBerlin)

Computer is dead
Misc - en - external {customer) - 11/18/2020 15:30 {Eurcpe/Bearlin)

Top 10 FAQ articles

1. Computer is dead
Misc - en - external {customed - 11182020 15:30 {Eurcpe’Berlin)

2. How to create a support bundle
Misz - en - external {customer) - 11182020 15:43 (Europe/Berlin)

N 2139: FAQ NNNNNN

2.6. FAQNAN
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Add FAQ Article

All fields marked with an asterisk (*} are mandatory.

% Title:
Keywords:
* Category: = Misc
Siate: | internal (agent)
Validity: | | valid
Language: | |en
Attachment: &
Click to select files or just drop them here.
Symplom: | B 7 y &= = EFlz 2 === W= Q
foubiic)
Format ~ | Font -|sze - |A- - T [Bsource Q 3y 92|
ezl | @ o M & E = E|lE 2 E E|= H = Q
fpublic)
Format ~ | Font = size ~|A- - T, [@Souce ) 9y 92| 21
Soufor: B 7 U &= := £ 2 === = Q
{putic)
Format - | Font - size - A- - T, [@Souce ) 9y 92| X
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NNAN NNNNNNNNNNNNNNNNNNNNN
AN NNNNNNNNNNFAQNNNNNNNN

2.6.3 NN

NNNNNNNNENFAQNNNNNNNN FAQRRNNNN FAQNNN NNN NN NNNNNNN

FAQ Journal:
&
LI s |
FAQH TITLE CATEGORY ACTION TIME
43002 How to create a support bundle Misc Updated 11/18/2020 15:51:32 (Europe/Berlin)
45002 How to create a support bundle Misc Created 11/18/2020 15:43:26 (Europe/Berlin)
49001 Computer is dead Misc Created 11/18/2020 15:30:56 (Europe/Berlin)
N 2.141: FAQRNNN
NENNENNENFAQNNNN

(NN N NSNS NYNNNYY

2. NNNNNNFAQNNAN

3. AN AN NN
NNFAQNRRNNN FAQNN NNN

2.6.4 NNNN

AN NNNENNNNNANNNNNNNNNNAN

Use this screen to manage languages available in FAQ articles. A fresh OTOBO installation already
contains some languages by default. The language management screen is available in the Language
Management menu item of the FAQ menu.

& FAQ Language Management
Actions List
e oaer
de w
en 2]

N 2142: FAQ RNNNAN
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NN FAQ NN

NNNNNNNNY
1. NVANNEAN NNNN NN

2. NNNNAAN
3. AN AN NN

Add Language

* Name:

@ or Cancel

N 2.143: ANNNNN

NN
[N NN NN N NN

2. NNNAN
3 DN AN NN

Edit Language

* Name: en

@ or Cancel

N 2.144: NNNNANN

NNV
(NN NN NNNNNNNNYY
2. NNANNANAN N ANN

List

NAME  DELETE

de T
en T
N 2.145: NNNNAN
FAQ NNAN

NNANNANANNNNANNNNAN ANNNANNNNNNNNN
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AN * NNAN SO 639-188N

2.6.5 NNAN

A NNNENNNNNANNNNNNNNNNEN

Use this screen to manage categories available in FAQ articles. A fresh OTOBO installation already
contains a category by default. The category management screen is available in the Category Man-
agement menu item of the FAQ menu.

A FAQ Category Management
Actions List
i A e
Mise valid W
N 2.146: FAQNRNNNN
NN FAQ AN
NNNNNNNRN
1. NNANNAN NENN NN
2. ANNANAN
3. NN AN AN
Add Category
* Name:

Subcategory of:
#* Permission:

Agent groups that can access articles in this category.
Validity: | wvalid

% Comment:

Will be shown as comment in Explorer.

@ or Cancel

N 2.147: NNNARNN

NNNNNNNYY
1. MNNNNNNNNNANN

2.6. FAQNAN 101
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2. NNNAN
3. NN AN ANN
Edit Category
* Name: Misc
Subcategory of:
# Permission: = admin users
Agent groups that can access articles in this category.
Validity: | wvalid
* Comment: | Misc Comment
Will be shown as comment in Explorer.
@ or Cancel
N 2.148: NNNNNN
NNNNNNNAN

1. NVNNNANNNNANNN
PZANNNNNNNNMNNNN

List
NAME VALIDITY DELETE
Misc valid [}
N 2.149: NNNNNNNN
FAQ NNAN

NNNNNNENNNEENNNNNNAN NNNNNNNNNNNEN

AN ANNNNAN ANNNNNNNNNNNNNNENNNNENNNNEN ANNNNNNNNNN
ANAN NRNNNNNNNNNENNNNNAN NNNEN NNN:NENN

AN > NENNENNNNNNNNN

NN Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

AN ANNNNRNNNAN ANNNNNNNNNENNNNNANNNNNNN VNSNSV NNNNNANN

2.6.6 NN

NNNNNNNNRNNNNN FAQNNNFAQRNNNNN FAQNNN NN NN NNNNN
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Search
Templates
Search template:
Filters in use

Fulltext:

Additional filters

Add another attribute:

Quiput: | Normal

NNANNANANNNNNANNNNENNAN N ANNNNEN

NN

NNRNNNNANNNNNNNNNNNNNNNAN
NN NNNNNNNN

(NN NNNNINNNY

PANNNNNNNNNN

3. AN AN NN

4. NNNNNNANN

SENNINNNVINYY
NNV

1. MNNNNNNNNNANN

PARNNINNNNENNNY
NNNNNNNNNY

1. MNNNNANNNNANN

A NNINNNNNNN NN

3. NNNANNNAN

ENNINNNNMNNNY
NNAN NNAN ANNNNENNNNNNNNFAQNNN
NNFAQRRRNN FAQNN NNN
ANNNNNNNNNNNANN

1. MNNNNNNNNNANN

N 2.150: ANNAN

2.6. FAQNAN
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Search ®
Templates

Search template: | | Support

Filters in use

Fulltext: | Support =]

Additional filters
Add another attribute:

Output: | Normal

N 2151 MVNNNAN

Search Result:

Change search options -
BRI < |
AFAGH TITLE CATEGORY LANGUAGE STATE VALIDITY CHANGED
43002 How to create a support bundle Misc en external (customer) valid 11/18/2020 15:51 (Europe/Berlin)

N 2.152: NNNNNYN
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PANNINNINNN

N NNV NN NN

(NNNNNNAN

NNV NN NN NN
NNANEN ANANEN NNENNNNNNNNNENNNNNANNN N NRNNNNEN

NNNNNN

ANANNANANNNNNANNNNNNNAN
NNANNANAN NNNNNNNENNNNENNNNNNNN
NNAN NNANNNNRNNAN

ANANNAN ANNN NNNNNAN

2.6.7 FAQNN

NNNNNANNNFAQNNNNNNNN NNNNNNNNNNNNNFAQNNNNNNNN FAQRNN NNN
NNNNNNNNNNNNNNNNNNNY

FAQNN

FAQNN NNNNNNNNNAN

NNENNNNNNN NN

AN NNNNNNNNNNENNNNFAQNNN

AN NRRAENNNNNNNNNFAQRNNNNNNN
NNENNNNNNNN B ENNNN NN N NN NN NN NN NN NN N NN Y BIRNNN

NN This menu item opens the standard link screen of OTOBO. FAQ articles can be linked to other FAQ
articles or tickets. Existing links can also be managed here.

AN NRRNNNNNFAQNNN

ANNNNNEAAN N AN SNNNFAQNNNNNN

NN AN NNNENFAQRNNNNNNNNFAQNNNNNNN NNFAQNNNNNNNANNNNAN N N N NNN
NNNNNNN FAQ NERRNNN ANNNNNNNNNNNNNNNNNNN

FAQNNNNAN

NNANNNNANNAN
FAQNN NNNNENFAQRNNNNNNNNAN
FAQNNNNNNNNNNNN NENNNNNNNNFAQNNNNNNNNNNNNN

2.6. FAQNAN 105



OTOBO User Manual, NN 11.0

FAQi: 49002 — How to create a support bundle

FAQ Misc How to create a support bundle
Back | Edit | History Print | Link | Delete FAQ Information
Category: Misc
To open links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on %
your browser and OS). Keywords: support bundle generate
. OTOBO
* Symptom {ipublic)
State: external (customer)
A support bundle needs to be created for the OTOBO system.
Validity: valid
Language: en
* Problem (fpublic) _
Rating: Qoutof§
The support package_\ is designed to aid in dlag_nosmg system health, setup and configuration, _tglls about_ usage Votes: No vates found! Be the
statistics, and contains only the core files, delivered via packages or created by hand. All sensitive data is parsed is
parsed out or left on the system. No customer or ticket data will be packaged. The package can be downloaded and first one to rate this FAQ
viewed in its full. article.
Created: 11/18/2020 15:43
w Solution {public) (Europe/Berlin) (Super
Admin)
OTOBO 10:
Changed: 11/18/2020 15:51
1. Switch to Admin -> Support Data Collector .
Europe/Berlin) (Super
Z. Click “Generate Support Bundle" { I Supe
3. If the support bundle is needed for a ticket, please use the button Download. Admin)
Linked Objects
* Comment (intarnal)
Normal
See also https://doc.otobo.org/manual/admin/stable/en/content/index.html
OBJECT#
T:2015071510123456

* Rating

How helpful was this article? Please give us your rating and help to improve the FAQ Database. Thank You!

not helpful * very helpful

2 3 4 5

N 2.153: FAQRNAN
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Edit: FAQ: 49002

All flelds marked with an asterisk (%) are mandatory.

Cancel & close
* Title: How to create a support bundle
Keywords:  support bundle generate OTOBO
* Category: Misc
State: extemnal (customer)
Validity: valid
Language: en
Attachment: &
Symptom: o o
B I US| = EEE £ E | = md Q
{pubic)
Format ~ | Font | size - A~ (- T, [oSource () 99 9% | 52
A support bundle needs to be created for the OTOBO system.
Problem: o _ o _ _ —
B I US ;= := E E = E|= L= Q
{pubiic)
Format - | Font -~ | size - A- - T, [oSource () 99 92 | 53
The support package is designed to aid in diagnosing system health, setup and configuration, tells
about usage statistics, and contains only the core files, delivered via packages or created by hand.
All sensitive data is parsed is parsed out or left on the system. No customer or ticket data will be
packaged. The package can be downloaded and viewed in its full.
Solution: o _ o _ _ _
I U S| = = E = = E=E|= b= Q
{pubic)
Format ~ | Font - | size - A- E- T, [@Souce Q) %y 92| &3
OTOBO 10:

2.6. FAQNAN

1. Switch to Admin -> Support Data Collector
2. Click "Generate Support Bundle"

3. If the support bundle is needed for a ticket, please use the button Download.
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History of FAQ#: 49002 - How to create a support bundle

Close
History Content
ACTION USER CREATETIME
Created 58 (Super Admin) 11/18/2020 15:43:26 (Europe/Berlin)
Updated sa (Super Admin) 11/18/2020 15:51:32 (Eurcpe/Berlin)

N 2155 FAQRNNNAN

Manage links for FAQ# 49002: How to create a support bundle

Close this dialog

Link with: | FAG

FAQH
Title
Fulltext
N 2.156: NNFAQNN
F |
Delete x

Title: How to create a support
bundle

Do you really want to delete this FACQ article?

DO

N 2157: NNFAQRNNN
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FAQ Information

Category:

Keywords:

State:
Validity:
Language:
Rating:

Viotes:

Created:

Changed:

Misc

support bundle generate
OTOBO

external (customer)

valid

en

DOoutaof 5

Mo votes found! Be the
first one to rate this FAQ

article.

11/18/2020 15:43

(Europe/Berlin) (Super
Admin)

11/18/2020 15:51

(Europe/Berlin) (Super
Admin)

N 2158: FAQNN NN

2.6. FAQNAN
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Linked Objects

Mormal

OBJECTH
T:2015071510123456

N 2159: NNAN NN

NEEN FAQNN RRN NN NNNNRNNNN NNNNNNNNNNNNNN
ANANNNNNNNNNNNNNNNNNNNNNNN

N\

N LinkObject: :ViewMode NEN NN NNNNNNNNNNNNNAN

* Linked: Ticket (1)

TICKET# TITLE STATE QUEUE CREATED LINKED AS DELETE
Welcome to 09/21/2020 17:08:29

2015071510123456 new Raw _ MNormal iy
QOTOBO! (Europe/Berlin)

N 2.160: NNNNNN NN

2.7 NN

AN:  This feature will be included in one of the next OTOBO releases. If you need it beforehand,
please contact sales@otobo.de, we will find a solution.

N\
NANNRNANN ChatEngine: : Active NNNANNAN

NNNNNNEN OTRS MNNNNNERNNNNNNNNNNNNN NN NNV NN NN RN NN N NN NN NSNS NN NN NN RN NNNER
PDF NNNAN

NNANNNNENNNNNNNNNNNNNNNENNNNEN NN NNV NNV SNV NN NN NN NN NN NN NN NNNEN
NNNNMNNYN

2.71 NAAN

10 Chapter 2. Agent
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NN:  Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need it
beforehand, please contact sales@otobo.de, we will find a solution.

NN:

NNNNNNNN ChatEngine: :Active NNNNNNNN
NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN NN NN NN NN NN NN N NN NN NN NN NN NN NN NN NN NN NN NNNNNNN
NN NN NN NN N NN NN NN NN NN NN NNNNN

Manage Chats

Hints

Please note: This tab will be used by any
request which is related to chats. If yo ve

the chat manager (e.g. by using the navigation
bar on top of the page), starting a ator
other chat-related actions will possibly reload
this tab any time. This means that it is
recommended to leave the chat manager
opened in this particular tab.

Chat Integration

You can easily integrate the chat into a web
page. Just set ameters and copy
the integration code to your clip board.

s Configure Chat Integration

General Chat Requests From Customers

My Chat Channels AllChat Channels

CREATED TYPE CHANNEL
There are currently no chat requests.

General Chat Requests From Public Users

CREATED TYPE CHANMEL
There are currently no chat requests.

Personal Chat Requests For You

CREATED TYPE CHANMEL
There are currently no chat requests.

My Active Chats

N 2161 NNAN AN

REQUESTER DESCRIPTION
REQUESTER DESCRIPTION
REQUESTER DESCRIPTION

NNANNNNAINNNNENNNNNNNNNNANN NNNANNN NN ARNNANE NN SNENEN N

NNNNNN

NN NNNNNNN

NNNNNNNWY

NNNNNNNENNNNNNN

1. NN SNENN ANNNNENNNNNNNNNNNNNNNNNNNNNEN

- NOAINAINAINANANNANNNN

- NNNNANAN ANAN ANNNNNNANN

[0 NG B N CNEN V)

NNV NN NN NI N N S N NN NN NN
- NANNNNANNNNNNNNNNN ANNN NNNNNNNN
. IRNNNNNNNNNENNNNNNNNNNANN

ACTION

ACTION

ACTION

2.7. NN
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Logged-In Users

Agents(2) Customers (0

® Admin OTRS
@& John Doe -,

N 2162: NNNNNEN

Start chat

Hello, how are you?
i

N 2163 NNNNNAN

Start chat

(0 @ JOHN DOE (A) (P) - O X

Mew Message... (Shift+ Enter for new line)

N 2.164: NNNNNN NN

Personal Chat Requests For You

CREATED TYPE CHAMMEL REQUESTER DESCRIPTION
05/08/2019 12:21:22 User Default channel Admin OTRS Hello, how are you?

N 2165: NNNNNNAN RN

2019 14:3¢ curope/Budapest) You Hello, how are you?

ACTION
Open chat

12
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[0 @ ADMIN OTRS(A) (P)

5/ 08/ 2019 12:3 Admin OTRS Hello, how are you?
2019 12:40:07  John Doe has joined this chat.

2019 12:40:259  You I'm fine, thank you!

Mew Message... (Shift+ Enter for new ling)

N 2166 NNNNNNNNNNNN

NN

INNNNN NN
1. MNNANAN ANANN ANNNNNNNNNANNNNENNNNNNNNNNNNNAN

Logged-In Users

5 (1 Customers (1)

@ Tony Stark -,

N 2167: NNNNNNN

AN:

NRNNNNNN NNNNNNEN N NNNN ONN NNAN ISR
ANANNNNNNANANANN

ANNANNEN NNAN NNNNRNNNRNN
NANNNNNNNNNNNNNNNNNNNNNNNNNNNANNNNNNNNNNNNNNNNNNN
NNNNNNNNEINNNNN NN NNNNNNNNNNNNE
NNNANNNNNNNNNNNNNNNNNAN
ANNANNNNNNNNENNENNNNNNNNNNNNNNNNNNNNN

N oA W

TD“

2.7. NN
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Start chat
?
Hello, how are you® Start chat
o
N 2168 NNNNNNY
= @ TONY STARK (C) COMPANY: STARK INDUSTRIES * O x

You Hello, how are you?

Mew Message... (Shift+ Enter for new ling) ~‘i§i'

N 2.169: NNNNNN NNN

Admin OTRS

%( Hello, how are you?

N 2.170: NNNNNNNNNNNN

114 Chapter 2. Agent



OTOBO User Manual, NN 11.0

Admin OTRS
05/08/2019 12:59:49 (UTC)

% Hello, how are you?

<

L
—t
(5]
[

Li

I'm fine, thank you!

A VARNNNNNNNNNNNNY

2.7. NN 15
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Send me a summary of this
conversation.

tony@stark-industries.com

Or, create a new ticket with the
summary.

Create Ticket

NPAVZSNNNNNNNNNNNN
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NNNNNNNWY

ANNNNENNNNNNNNNNNNNN NN NN NNNNNN

ANNANNNNNNNNNNNANN
1. MVNANANNNNNNNNNNNNNAN ANNN NN

{ Chat Conversation

| need some help!

Please bear with us until one of our agents is able to handle your
chat request. Thank you for your patience.

N 2173 NNANAN

2. NNNNNNNNNNNNNNNNNNNNNNNNNNNNY ANNN NNNNNNNNNEN
ERINNNNNNNN
6. NNNNNNNNNNNNNNNNNNNNNN

NNV

NN NN NN NN NN NN NN NN N SO N NGO N NN N N NN NN NN YN YNNI
N NNNNNNEAN INNNNNNNNNNNNNNNENNN General chat Requests From Public Users NNNRN
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General Chat Requests From Customers

My Chat Channels AllChat Channels
CREATED TYPE CHANMEL REQUESTER
05/08/2019 15:47:09 (Europe/Budapest) Customer Helpdesk Tony Stark

N 2.174: NNNNNNNNNNNN

Chat preview

Chat protocol

[05/08/2019 15:47:08 (Europe/Budapest)] Tony Stark has joined this chat.
[05/08/2019 15:47:09 (Europe/Budapest])] Tony Stark | need some helpl

Change chat channel

Current chat channel: Helpdesk

Available channels: | - w -

Update Channel  Accept Cancel

N 2175: NNNNNAN

= @ TONY STARK (C) COMPANY: STARK INDUSTRIES

Tony Stark has joined this chat.

2019 15:47.09 (Europe/Budapest) Tony Stark
I need some helpl

Admin OTRS has joined this chat.

A~ Furope/ Budapest) You

How can we help you?

Mew Message... (Shift+ Enter for new ling)

N 2.176: NNNNNNNNNNNN

DESCRIPTION ACTION
I need some help! Open chat

18
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< Chat Conversation

Can you tell me some details about the

Please bear with us until one of our agents is able to handle your
chat request. Thank you for your patience.

s

Vrite a message 4

N 2177: NNNNAN

General Chat Requests From Public Users

CREATED TYPE CHANMEL = REQUESTER | DESCRIPTION ACTION

05/08/2019 16:00:27 Can you tell me some details about Open
/O8] Public = Helpdesk = Jane Smith o . .

(Europe/Budapest) the service? chat

N 2178 NNNNNNNNNNNN NNN
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NN
The chat widget is the main component when chatting with other people. It provides a history of all
messages in the chat as well as a list of possible actions depending on your permission level.
NENENANNNENENNENENNNENEN INENNN SENENNNNNENENNNEN Shift + Enter SNNNNNNAN
ANANANNNNNNNNANNNNNANNNNNNANANNNANNNNNNNNAN

+ NNN ANNNNNENNERNNNNRHN
NN NNNNNENNNN ChatEngine: : AgentOnlineThreshold NNNNRNNNNNNNNNNNNNNNNR)N
NENE NENENENNNNEENENNNNNNNNNNENE)N
AN ANNENNENNENNENNN
NN NNNNNNNNNNNNN

NNNNYNN YN NNYNN
= @ JANE SMITH (P) - 0O x
Phoneticket Append Invite Download Mew window
HELPDESK
5/ 08/2019 16:02:07 (E : Admin OTRS has joined this chat.
New Message... (Shift+ Enter for new line) "‘i’:l'
N 2.179: NNAN

ANNANNNNNNNNNNNNNNNNNNNNNNNN
ANAN NNNNENNENNNNNNNNENNNNNNN NN NN NNNNNNNNNNN
AN ANANNNNNNNNNNNNNNAEY ANENENNNVNNNNNNNEN

NN Allows you to invite another agent to this chat. You can select from a list of available agents whom
you want to invite. Once the agent has invited, a new agent to agent chat request will be sent to
this agent. After the request has been accepted, a new internal chat will be established between
you and the invited agent. In this internal chat, the invited agent has two more actions available
in the advanced actions toolbar: Observer and Participant.

ANAN ANNNNENNNNNANNNNNAN ANNNNENNNNENNNNNNNNNNNNNNNEN

AN NENPDFRNNNNRNNNNNNNAN

NNN ANNNNNNNNNNNEAN SNV YNNNNNNNNNN NNV YNNIV

AN ARNNNNENNNNNNNNNNNNN NNV NN NN NN NN NN NN NN NN NNV NN NN NNV NN NN NN NN ANENNN

120 Chapter 2. Agent



OTOBO User Manual, NN 11.0

NN N NS N S SN S N N S S NS S S N Y Y N NN NN S NN NN N NS S Y N NNNY
NRNNANANNNNNNNNNNNANNANNN NNV NN NN NN NNNNNNNN
AN NNENNNNNNNNNNNNNNNENNNNNNNN NN NN NNV NN NNV NN NNV NN VNN NNV NNV NN NN NN NNNNNNNNNNN
NENENNNNENNNNNNNNNNNNNNNNNNNNNNNNNNN
NNNNNNNNN
« NNRNNNNRNNNNENNNNNANN
o NNNNNNNNNNNNNNNNNN
NNV NN NN NN N NN NN NN NN
NNANNANANNNNANNN X ANNAN

NN

NENNNNNEINNNNNNNNNNNN NN NN NNNNNNNNY

To configure the chat and generate the code snippet:
1. NNANNANN ANNENN 8NN
2. NAN NN ANNNNAEN

Chat Integration

You can easily integrate the public chat into a website. Just copy the code snippets from here. If you would like to make any adaptations, please switch to the
configuration tab. All changes are applied immediately to the snippet, so you can make your changes and copy the snippet to your clip board afterwards. Please
note that changes made on this page are not remembered.

WiIlENGIN Integration Code  Preview

General Settings

Primary color of the chat design:

Texts

Chat conversations title: | Conversation(s)

ohs: | You are not participating in a chat at the moment.

sation link: | New conversation

7 chaf requests fitle: | Incoming chat request(s)

Outgoing chat requests fitle: | Outgoing chat request(s)

Close this dialog

N 2.180: NN - AN

AR: N AN INNNANANNNNNNNNNNENNNNENNN NNV NNNNNNNENN

3. N AN ANNNNNNNNNNNNNNENNEN < /body > NNNAN
4. NNNN NN NNNNNNNANN
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Chat Integration
You can easily integrate the public chat into a website. Just copy the code snippets from here, If you would like to make any adaptations, please switch to the

configuration tab. All changes are applied immediately to the snippet, so you can make your changes and copy the snippet to your clip board afterwards. Please
note that changes made on this page are not remembered.

Configuration GHENMIREGEN Preview

Integration Code

te this into the b

of your page:

<script type="text/javascript" src="http://yourhost.example.com/dist/chatintegration/main.js"=</script>

Close this dialog

N 2187 NNAN - NNAN

Chat Integration

It looks like no one is available at
the moment. Please try again
later.

Close this dialog

N 2182: NNAN - NN
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AR: NNNENNNNNANENNNNENNNNNANNNNANNNNNENNNNNNNN

If mixed content warning is displayed in the browser console, an administrator has to check that the
system configuration setting Ht tpType is properly set. The website must run on the same protocol for
the chat widget to work.

For example, if the website is running OTOBO on SSL, the system configuration option must be set to
https.

2.8 NN

ANANNANANNNNENNNNNNNNNNNNNNNENNN NNV NNNNNNNENN

2.81 NN

Use this screen to manage reports. A fresh OTOBO installation contains no reports by default. The
reports management screen is available in the Reports menu item of the Reports menu.

" Report Management
Actions Statistics Reports

Add Report
= - NAME DESCRIPTION DELETE RUN

Daily Report This report collects all information needed for daily work. Run now

N 2183 NNNNWN

NN

NNNNNNNENN

1. NVANNEAN NNNN ANN

2. NNNNAAN

3. AN AN NN

4. NNNNANN ANNN SRNNNNNNNNAN
NNNNNNNNY

1. SNNAAAANEENNNNNAN NNNN NNNNNNNAN

2. NNANNNNANNAN

3. NN AN N ANNAN NN
NNNNNNNNY

1. MNNNNANNNNRNNN

2. NNANNANAN AN ANN
NNNNNNNNNNY
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Add Report

* Name:

* Description:

# Valid: | wvalid

Save or Cancel

N 2.184: NNNNAN

1. MNNANANN NNNN NN
ZANNNNNNNMNNNNINNNY

NNNNNN

NNRNNNNENNNNENNNNEN ANNNRNNNNNNNN
AN RNNNAEN ANNNNNNVNNNNNNNENNNNENNNNEN ANNNENNNNEN
AN NANENNNNNANY NNNENNNNNNNNNNNNNNNANNNNNNNNNNNNNNNNNNNNNANY

NN * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

NNNNNN

NNNNNNNeronN NeronNNNNNNNNNNNNNN
NN:
NNNNNNNNEN NNNNNNCronfNN

NN NNNNYNNNN

NNANNAN NNNNNNNNNNNNN

NNANAN ANNNNNNNNNANNAN

NNAEAN  INNNNNNNNNNNNNNNY

NNV NSNS NN NN NN NN NSNS N NN YN

NN

NNENNNNN NN NNNNNNY
NNENNNNN
NNAN NNANNNNENNAN

124 Chapter 2. Agent


https://en.wikipedia.org/wiki/Cron

OTOBO User Manual, NN 11.0

Settings

* Mame:

# Description:

* Valid:

Automatic generation times (cron):

Automatic generation language:

Email subject:

Email body:

Email recipients:

Headline:
Tifle:
Caption for preamble:

Preamble:

Caption for epilogue:

Epilogue:

General settings

Daily Report

This report collects all

information needed for daily work.

valid

Automatic generation settings

Specify when the report should be automatically generated in cron format,e.g. "101**

*" for every day at 1:10 am.

Times are in the system timezone.

English (United States)

The language to be used when the report is automatically generated.

Specify the subject for the automatically generated email.

i

Specify the text for the automatically generated email.

Specify recipient email addresses (comma separated).

Output settings

2:RBatitils

Add statistic to report:
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Settings

Daily Report

MNew Tickets

[ Runnew of Cancel

NNENNNNNNYN
ANAN ANANNNNNNNAN
NNENNVNNNYN

NN

N 2186: NNNNAN

NN MNNNNNNNNNNNNAN SN N NNV NNV
NNNNNNNNNNNNAN NN N NNNEN NNNNNNEN

2.8.2 N

Use this screen to manage statistics. A fresh OTOBO installation already contains some statistics by
default. The statistics management screen is available in the Statistics menu item of the Reports menu.

# Statistics Management

Actions

[+] Add Statistics

X Import Statistics

A STAT#
10001
10002

10003
10004
10005
10006
10007

10008
10009
10010
10011

NN

Statistics

TITLE

Changes of status in a monthly overview

List of tickets closed last month

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

New Tickets

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

List of tickets closed, sorted by response time.

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

Overview about all tickets in the system

List of tickets created last month

List of tickets closed, sorted by solution time

List of the most time-consuming tickets

N 2.187: ANNNAN

Three type of statistics are available in OTOBO.

AN NENNNNNNNNNNNN

OBJECT
StateAction
Ticketlist

Ticketlist

TicketAccumulation

Ticketlist

Ticketlist

Ticketlist

TicketAccumulation
Ticketlist
Ticketlist
Ticketlist

1-11of 11

EXPORT DELETE RAUN

tlelele ¢ I & I [l
sesess 82 8 8 8 8 868
EEEE @ B B B @B B6
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Add Statistics
Dynamic Matrix Dynamic List Static
Each cell contains a singular dat... Each row contains data of one e... MNon-configurable complex statis...

N 2.188: NNNNNN

INNNNENNNNNNNNNNY

INNENNINNNNNNY

To create new statistics:
(NNNNNNNMNNNNNN
2. NNNNNNNNN

3. NANNANN
4, NN NN NN
General Specification
= Title:
% Description:

* Object type: | Ticketiist

* Permissions: stats

You can select one or more groups to define access for different agents.
* Result formats:  csv Excel Print

* Time Zone:  Europe/Berlin

The selected time periods in the statistic are time zone neutral.

Create summation row: ||No

Generate an additional row containing sums for all data rows.

Create summation column: | No

Generate an additional column containing sums for all data columns.

validity: | valid

If set to invalid end users can not generate the stat.

N 2.189: NANNNNAN

To edit statistics:
NN N NN N NN NN
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AN NN NNNNNNNNEN
30 AN AN N NNNAN SN

* General Specification

* Title:  New Tickets

% Description: Total number of new tickets per day and gueue which have been
created during the last month.

* 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... @&

* Time Zone:  Europe/Berlin
The selected time periods in the statistic are time zone neutral.

Create summation row: || Yes

Generate an additional row containing sums for all data rows.

Create summation column: | Yes

Generate an additional column containing sums for all data celumns.

Cache results: | Yes

Stores statistics result data in a cache to be used in subsequent views with the same
configuration (requires at least one selected time field).

Show as dashboard widget: | No

Provide the statistic as a widget that agents can activate in their dashboard. Please note that
enabling the dashboard widget will activate caching for this statistic in the dashboard.

validity: | valid

If set to invalid end users can not generate the stat.

N 2190: NNNNNNAN

To import statistics:
1. NNNNNAN NNEN NNN
2. NN AN ... NNNNNNNNNNAN . xm1 NNN
3. AN AN AN
4. NANNNNANNNNAN
5. AN NN N NNNNN AEN

To export statistics:
1. Click on the download icon in the list of statistics.

PARNNNNN NN NNV NNV i RN

To delete statistics:
1, NNNENNNNNNNNNN
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Import Statistics Configuration

File: Durchsuchen..  Keine Datei ausgewahlt.

imort Lg]

N 2191 NONNNNAN

2. NNRNNNNNN NN ARN
To run statistics:
1. Click on the play icon in the list of statistics.
A NNNNNVNNNN
3. NN NNAN NNN

Settings
Object: TicketAccumulation
Description: Total number of new tickets per day and queue which have been created during the last month.
Format: | csv

Time Zone: | UTG

The selected time periods in the statistic are time zone neutral.
X-axis

Create Time: The past complete 1 and the current+upcoming complete 0 month(s)
Scale: 1 day(s)

Y-axis
CQueue: Junk, Misc, Postrnaster, Raw
Filter

Mo element selected.

N 2192 MNNNAN

To preview statistics:
1. NNNNNNNNNN
AINNNNN
ERNNNNNNNNNNNNY
4. NNNNRNNN XENYN N NRN N8N
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w Statistics Preview

Preview format: | [l Graph: Line Chart | Graph: Stacked Area Chart

Please note that the preview uses random data and does not consider data filters.

i

Sat 14 Sat 28
Sat 21

i

Ll

N 2193: NNNN AN
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AN NNNENNNNNANNNNANNN

NNNNNN

NNNNNNENNNEENNNNNNAN NNNNNNNNNNNEY

AN ANNNNRN ANNNNNNNNNNNNNNENNNNENNNNEN ANNNENNNNNN

AN NNNENNNANAN NNNENNNNNNNNNNNNNNNENNNNENNNNNNNN NNV NNENY
AN * NNNNNNENNNNNNNNNNNNNNNNNNNN

NNAN * NNNNNNNNNRNNNNRNN

AN ANNNNNNNNNNANNAN

ANANN ANNNNNNNNNNANNNNNNNY

ANAAN ANNENNNNNNNNNNNNNNNAY

NN NRNNNNNNNNNNNNNNNENNNNEN NNV NN NNV NNANNNNN
ANANNANAN ANNENNNNENNNNENNNNNNNNNNNNNAN

AN NNV NNNNNNNNNNN

NAN * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid will disable the use of the resource.

NNNNNNNNY

NNAEN NNEN ANNNENNNAN XN NNNNNNNNNNNNNNNNNN
NNEN NN NN NN NN

Ticket# NNNAN

NNVENNN NN NN NNNNY

AN NNNRRN

ANAN NNANNNNNNNNNANNNNN

AN NNANNNNNNNNNANNNNNN

NNAN NNANNNNENNNNENNNAN SNNNNENNNNNRNNN
NNENNNNNNYN

AN NNNANN

NNVENNNNNNY

NNAN NNNNNNNNNNAN

ANID NNNNNNNANNNANNN

AN NNNEN NNNNNNNNNNNNNN

SLA NANSLAN NRNNNNSLANNNNNNNN
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NN ANNNAN

NNEN/NEN - NNNNNNNNNNNNN

NAN ANNANNNNNANAN

NN NNANNNNNNNNNN

EscalationDestinationin NNNNNNNNNNRNNNNN
EscalationDestinationDate NNNNNNNNNNNNNNNNN
EscalationTimeWorkingTime NNNNNNNNNNNNNNNNNNNNNNNNNNNNNN
NN NN NN NN NN N N N NSO NSO N Y (NN I

NANN NNANNANNYN

NANARNNANN - NNANNNNNNNERNNNN) NENERNNNN)N

NANANNNANAN NANNNNNNNNNNNNNNNNNAN
FirstResponseTimeWorkingTime NNNNNNNNNNNNNNNNNNNNNENNNNNNNNNNNN
FirstResponseTimeEscalation NNNNNNNNNN
FirstResponseTimeNotification NNNNNNNNNNNNNNNNN
FirstResponseTimeDestinationTime NNUNixXNNNNNNNNN
FirstResponseTimeDestinationDate NNNNNNNNNNNANN
FirstResponseTime NNNNNNNNNNNNNN(ENNNNN)N
UpdateTimeNotification NNNNNNNNNNNNNNNNN
UpdateTimeDestinationTime NNUNixENNNNNNNNNN
UpdateTimeDestinationDate NNNNNNNNNNNN
UpdateTimeWorkingTime NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN
UpdateTime NNNNNNNNNNNN(NNNNRHN

SolutionTime NNNNNNNNNNENNNENNNNN

NANNRNAN - NRNNANNNNNRNNNENNRNNR)N

NNNANNANAN NNNNNNNNANNNNNNNNNNNNNNNN
SolutionTimeWorkingTime NNNNINNNNNENNNNNNNNNNENNNNENNNNNNNNN
SolutionTimeEscalation NNNNNNNNNN

SolutionTimeNotification NNNNNNNNNNNNNNNNN
SolutionTimeDestinationTime NNUNixNNNNNNNNNNNNN
SolutionTimeDestinationDate NNNNNNNNNNNNNN

NANN NNANNANNNNNNNNRNNN NNNNNNNNNNNNNNN

AN ANNNNNEN

StateType NNNNNNNN

UntilTime NNNNRNN

UnlockTimeout NENNNNNNNNNN

EscalationResponseTime NNNNNNNUNixNNNN
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EscalationSolutionTime NNNNNNNNNUNixNNNN
EscalationUpdateTime NNNNNNNUNiXNNNN
RealTillTimeNotUsed NNNNNUNixNNNN

NN NNANNENN

AN INNNNNNNNNNN

NN ANNNNNENN

NANN NNNNNNNAN

DynamicField_NameX NNNENENNNENNNNEN NNNENNNNENENNNN

2.9 NN

This menu item opens the administrator interface, which is described very detailed in the Administration
Manual.

ON: ANNANNNNNNNNNNNNNANNEN

210 NN

Search function can be used to search everything inside OTOBO. This function looks for the search term
in tickets, articles and FAQ articles, as well as in attached documents.

2101 QN

NNRNNNNANNNNN ANNNNENNNNENNNNNNNNN NRNNNNNNNNNNNNNNNEN AN AN

r A
Search ®

Templates

Search template:

Filters in use

Fulltext:

Additional filters
Add another attribute:

Output: | Normal

N 2194:; NNNAN
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NN NN NN NN

Search Results:

Change search options (last-search) [ ]
120i2 Y m L
TICKET# YAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
2020120449000029 7d3h Wyle Coyote Computer makes noise open unlock Raw Super Admin acme.co
2020120449000011 7d7h Wyle Coyote  Computer doesn‘tstart ~ open lock Raw Super Admin ~ acme.co

N 2.195: NNNNNYN

NN NNNNNNNNNNNNNEN
NNNNNNNNNY

1. NNNNNNNNNNNNNN

AN N NNN NN VNN NN
AN AN SNNNNNNNNNNNAN

NN

NNANEN AN N ANN ANN ANNNNNNNNNENNNNNNNNAN ANNNNENNNNNN

NNNN If the query string is a single word (for example quick or brown), then OTOBO searches for all
items containing the given word.

If two or more words are given in the query string (for example quick brown), then OTOBO
searches for all items containing the word quick or brown.

NNNNNNAN |f the query string contains a phrase surrounded by double quotes (for example "quick
brown"), then OTOBO searches for all items containing the words in the phrase in the same order.

NN AN 2 ANNANAN* NNENNNNSNNAN qu?ck bro*ANN

AN NNNNNANANANNNNNNNNNNNNNNNNNNNNNANY

ANNNN  NNNENNNANNNNNNNNNENNNNNNNNNNEN / joh?n (ath[oaln) /AN
ON:
NNNNNNNNNAN Elasticsearch NNN Regular expression syntax NNNNNN
NN NNAN SN ANNNAN quike~ brwn~ foks~NNNNNNNNNNNNNNENNNNEN
NNNNNNNN2 NN TNNNNNNNNNNNNNN 808N NNNNEN quikc~1N
AN quike~0 NNNNNNNNNNNNNNENAN

NN A query string like "quick fox" searches the words in exactly the same order, but the proximity
search allows that some other words can be included between the given words (for example " fox
quick"~5).

NNENNNNNNNNNNNNN NN quick fox NNNN quick brown fox NNNNN
NN NNNNENENNNNNNNNNNNENNNEENNNNNNAN [Min TO Max] NNENNNNNNAN {min TO max} RN
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AN AN AN~ DENNNNNNNNNNENNNNEN - ANNENNENNNNNENfox)  NNNNNNNNNNNNAN - (quick  fox)
NNNNNNENNNNENAN quick~2 foxN

ANNNANANNNNENNNAN "quick fox"?2  (brown lazy) ~4N
NN NRNAN quick brown fox NNNNNNNNNNNRNNNNNNN
NNNAAN + AANAEEENAN - NNNNNNNEN NNENNNEENNNY
ANNANNNNANAN quick brown +fox —newsN NNNNNNN
* fox NNANN
* news NNNAN
* quick Nbrown NNNNAN

ANANANNNNNNAN AND NOR N NOT™ " && N | N IAN ANNAN ( (quick AND fox) OR (brown
AND fox) OR fox) AND NOT news NNNNNNANN

AN NNNNNNNNNNNAN (quick OR brown) AND foxN
NNAN ANNNNNNNNNNNNNNNNNNNNNNN

NN+ - = && || > <! () {}y [ 1 ~"~*2:\ /N
ANANANNNNNNNNNNANNNNNNNNNNNNNNENNNNNNNNNN NN NN NN (1+1)=28NNNNNNNNNNN
\(IN+1\)\=2N

aN:
NNNNNNNElasticsearchNNN NNNNNNN NNNNNN

2.11 Accessibility

OTOBO offers a high contrast skin for better accessibility. You can activate it in your NNNNNY,
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CHAPTER 3

Customer user

In this section you can find information if you are working as a customer user in OTOBO.

3.1 Avatar actions

By hovering over the Avatar you can either ./avatar/logout or change your ../avatar/personal-
preferences.

3.1 ANNANN

Use this screen to set personal preferences in OTOBO. All settings changed on this site affect only your
profile, and does not affect the behavior of OTOBO for other users.

NN

Here you can change the skin of your OTOBO interface.

Skin

Select your preferred layout for the software.
Skin
r Default }

N 3.1: Skin selection

NNNNNNNNYNNNN
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NN

Here you can change your current password. To change the password, all fields must be filled.

Change password
Set a new password by filling in your current password and a new one.

Current password
New password
Verify password

N 3.2: Change Password

NNAN NRNNNNNNNNNNNNNNNNNNAN
NNNENNNNNY NN
ANAAN ANNNNNNNNNNANNAN

Interface language

Here you can change the language of your OTOBO interface.

Interface language
Select the main interface language.

— Language

L English (United Kingdom)

N 3.3. Language selection

Only those languages are listed by default, in which OTOBO is translated more than 95%.

NN

Here you can change the timezone to match your current location to get proper date and time calcu-
lation in OTOBO.

NNNNNNNNNNNY

Ticket overview

NNNNNNNNNNNNNNNNN
NNNNNNNNNNNNN

138 Chapter 3. Customer user



OTOBO User Manual, 8N 11.0

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

— Time Zone
Europe/Berlin J

N 34: Time Zone selection

Ticket overview
Select after which period ticket overviews should refresh automatically.

— Refresh interval
15 minutes ]

N 3.5: NANNAN

NN: Refreshing the overview screens too often can cause performance issues on large systems with
many users.

Number of displayed tickets

Here you can select how many tickets should be shown by default.

Number of displayed tickets

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

—— Tickets per page
( 25 J

\

N 3.6: Number of displayed tickets

ANANNNNNNANAN

31.2 NN

Use the logout icon to leave OTOBO and go to the login screen.

NN:  Clicking on logout icon will logout the user without confirmation.
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N 3.7 Q0N

3.2 Accessibility

OTOBO offers a high contrast skin for better accessibility. You can activate it in your NNNNNN,
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