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Filter for Items

Just start typing to filter..

Favorites

You can add favorites by moving your
cursor over items on the right side and
clicking the star icon.

Links

& Viewthe admin manual on Github

Ticket Settings

X

Attachments
Create and manage attachme...

-

Auto Responses — Queues
Link queues to auto responses.

=

Salutations
Create and manage salutations.

Ei

Signatures
Create and manage signatures.

EHIAR T OTRS #AF RIS .
BRI, EH AR T admin H SR .
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Attachments - Templates
Link attachments to templates.

Lo
fr—
1

Priorities

Create and manage ticket prio...

&

Service Level Agreements

Create and manage Service L...

a

SMS Templates

Create and manage SMS tem...

%Au\ [’/L,_QEEJ\ % /\YKQ:KLEH‘

B Y S

-

Auto Responses
Create and manage responses...

Queues
Create and manage queues.

~

Services
Create and manage services

0

SMS Templates « Queues
Link SMS templates to queues.
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HLAIR AL BRERAE

S2)% OTRS B2 )5, BaLMER T root@localhost FHAF LRI SEILER RS .
AW OTRS NSNS « BT EAE LREA ReIEH TR EIETEK .

First, you need to check some # %[ % and modify the values, if needed. FQDN, SystemID and Send-
mailModule::Host are the most important. Defining the TimeWorkingHours setting for working hours and the
TimeVacationDays setting for public holidays are also needed to calculate the escalation times correctly in
OTRS.
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Ticket#2018100615486000019 — User cannot login to his outlook.

Back Print Priority People *+ Communication * Pending Close Miscellaneous « - Move -

w Article Overview - 1 Article(s)

NO. | 17 = SENDER VIA SUBJECT
Wyle
Coyote

1

w #1 - User cannot login to his outlook. - Wyle Coyote - 10/06/2018 11:44 (Europe/Berlin) via Phone by S...

Phone | User cannot login to his

CREATED

10/06/2018 11:44

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

and 0S).

Mark Print Split Forward Reply

The user reports outlook will not accept his password.

w Linked Objects
none
[ Attachment Management
Actions List
[+] Add Attachment NAME
Product Manual
) Annex
Filter for Attachments
Service Agreement

Just start typing to filter...

1 TN B

FILEMAME
troubleshooting-
guide.doc

service-agreement.pdf

COMMENT

2: BHAEE B R

VALIDITY

valid

valid

w Ticket Information

Age: Om

Created: 10/06/2018 11:44
(Europe/Berlin)

Created by: Super Admin
State: open
Locked: unlock
Priority: 3 normal
Queue: Postmaster
CustomerID: acme.co
Accounted time: 0

Owner: Super Admin

* Customer Information

Firstname: Wyle
Lastname: Coyote
Username: we
Email: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 12348
City: Somewhereviell
Country: United States of [...]

URL: https://acme.exapl...]

CHANGED CREATED DELETE
10/10/2018 10/10/2018 N
05:01 05:01 =
10/06/2018 10/06/2018 N
10:42 10:42 -

Chapter 2. T ik E
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Add Attachment

* Name:
* Attachment: Browse... Mo File selected.
* Validity: = valid

Save or Cancel

P 3: IS INBR A B

A B AN
1. s B IR  — AN A
2. BT B
3. wili RAFEL PRAFIF5E EdAL -

Edit Attachment
* Mame:  Service Agreement
Attachment Browse... Mo file selected.
* Validity: ~ valid

Save or Save and finish or Cancel

K 4: GitE N E B

A7 R AN
1. B R g 5 — S AR b
2. wiili #IAEHL .

VEMR: WORRGEP I T 2 AN AT i S BN A4 ROR R € (R

2.1.2 B

AN e AL BRI T DME T DU R o AT S T BUR T BL

FRR* SRR AR o AT LR B A AEATR YK 4T SRS TR R o AR s E RN
e

2.1, [KHfF 9
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List
MAME FILEMAME COMMEMNT VALIDITY CHANGED CREATED DELETE
Product Manual troubleshooting- lid 10/10/2018 10/10/2018
. vali

Annex guide.doc 05:01 05:01

. . , 10/06/2018 10/06,/2018
Service Agreement service-agreement.pdf valid

10:42 10:42

(SO EETE

BEEAE * FTIFSCAERIEHE » A SCIE R GEAS NSO o Bb 7 BOAE AN IR A B rh 2 b T 1) > (ELLE Gt 48 B A D e v
FERTIE) o A5G BEE AR N II0H SO 2 2 AT B

AL BEE IR RN - R T BOR EON AR WA BRI AT AAE OTRS FRAEH] o b7 Brist
BN JCARE W SR 2R B BRI A

FERE IR BHEAS I EAE R o O T, U SOR I BORTE i AT SE B T I B IR, DDA TR
MR Bon MR

2.2 AR

PRGE W RS0 T 5 2 P DR EE R0 TAR G R R R L o AL IR L3 o M AR AR AR S I A £
AR AHA AR R SL B S B P AR

OTRS SVFEAEWC R R A L RIma N 2 7 i 2 P R RN B A5t A ORADAT T (R SR IEAEAR BE AR, AT T 34
¥,

AT DURR I B LE A () 2B 1) 2 7 Ak A BN, e 2 BAA B T8 L B Sk CoR M ER AR 4E ) T
PRI R T A

A FH e B s o 9 sl B AR BA SR AR o BRIATSOL R » Bii) OTRS et & — L8 HBhWINY o [ W5
HBERALT TRBCEALR) AN

a« Auto Response Management
Actions List
B Add Auto Response NAME TYPE COMMEMNT VALIDITY CHANGED CREATED
default follow-up (after a ticket follow- . 09/18/2018 09/18/2018
) auto follow up valid
S — up has been added) 15:17 15:17
‘ P default reject (after follow-up and R i 09/18/2018 09/18/2018
. o auto reject valid
rejected of a closed ticket) 15:17 15:17

Just start typing to filter... X X
default reject/new ticket created (after

auto reply/new 09/18/2018 09/18/2018
closed follow-up with new ticket ply/ valid - -
) ticket 1517 15:17
creation)
default reply (after new ticket has been . 09/18/2018 09/18/2018
) auto reply valid
created) 1517 15:17

6: [ 3l N B

2.2.1 EH Ay

10 Chapter 2. T H.ix'H
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e VSN B B T B R G L o ZEI bR B G R Gl .

BRI AS BB .
1. RG4S I 18 e A2 o
2. WELITEL .
3. siili AFHRH .

Add Auto Response

* Name:

# Subject:

Response B I U 5|

[
It
It
[
B
([l

Format - | Font - size ~ | A~ B} T, | [& Source Q

# Type:  autofollowup
# Auto response from: | vo5l62@virtual.otrs.com
* Validity: = valid
Comment

Save or Cancel

K 7: 7 B s B

2.2, HzhmN 1
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Bl ERAARGH MR A o BRI AR IR A e N ROk A T EATT

A LG F BN :
1. widd B S SIEA —A ASIm N o
2. BHTBL .
3. sl TRAFEL PRAFIF 58 edZ AL

Edit Auto Response

# Name: |default reply (after new ticket has been create

# Subject.  RE: <OTRS_CUSTOMER_SUBJECT[24];

Response B I US| = := e

[
il
lih
[l
B
([T

Format ~ | Font - | Size - A~ B}~ T, | [& Source Q) 1

This is a demo text which is send o every inguiry.
It could contain something like:

Thanks for your email. A new ticket has been created.

You wrote:
<OTRS_CUSTOMER_EMAIL[G]:

Your email will be answered by a human ASAP
Have fun with OTRS! )

Your OTRS Team

* Type:  autoreply
# Auto response from: | vo5162@virtual.otrs.com
* Validity: = valid
Comment

Save or Save and finish or Cancel

Pl 8: g A S N

VEME WER RGN T 2 A HBNWIN A I DR AR L B N AL D K 42 AR A A A2 1K A B Y.

12 Chapter 2. T H.ix'H
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2.2.2 Hhm N E

AN e AL BRI T DME T DU R o AT LS T BUR BT BL

AR YRR AR o T A B P AT TR [ 70 RS BRI AR A o 44 B S fE
i

F IR P R LRI R
N Ik P R L AR IESC .
R b R RE MG E B Y SRR o RE A BRIk —AN AN, o A] DU DL 2R
auto follow up-H a3 ERE A AR EEREE -
auto reject A G4 1% BAR 4% IR .
auto remove- [ 3 kR R4 AZMIER—A T8 .
auto reply- 5215 Frd 1 TRl itk A 2Rl .
H el S0 T e S A& B T o
H MmN AN > RN PR E , K PRIk BB

AR BEE LTI RNE o W R BU BN AT AR BRI R AT AAE OTRS R H] o Hb3 Beist
B TERE I AR AR L BRI

VERE IR B EAS I TR R o T R LR T B TE alr A Se B T R B L, DA TR
B o EM R T .

2.2.3 Az WAL R

AESCA A AR B ] UG T S EAT ML R, o A, AR OTRS #r8%, EZERGH SN OTRS ##t - 1£
SO OR CORART R GRS AT R BRI AR ARSI

il , A5 <OTRS_TICKET_ TicketNumber> § /& T8 S, AVFBRBRA S FHNE .

Ticket#<OTRS_TICKET_ TicketNumbers>

it IXAFREEY N -

Ticket#2018101042000012

2.3 L

AR T RAGE PR o — K TR AT RER 2 2 00T « IG5 6 T LA R PR B i se g, DA B s
J7 B B DR AT TR SRAT BRI OTE o BREAIXLE S R U IR SRAR W 2, Jf HoT LApRigE b ¥
1.

OTRS 24t 77— ML T BRI HLAR e BRI AZ T AT R GERAL BIX A5
o W JEEAR
o Zxfh e R
o K IEH
P I EARC

2.3. R 13
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Reference

You can use the following tags:
<0TRS_CUSTOMER_SUBJECT[20]>
To get the first 20 character of the subject.

<0TRS_CUSTOMER_EMAIL[S]>
To get the first 5 lines of the email.

<0TRS_ CUSTOMER_REALNAME=>
To get the name of the ticket's customer user (if given).

<0TRS_CUSTOMER *>

To get the article attribute ( e. g. <0TRS CUSTOMER From=, =<0TRS CUSTOMER To>, <0TRS CUSTOMER Cc=,

<0TRS_CUSTOMER_Subject>, <0TRS_CUSTOMER Body=).
<0TRS_CUSTOMER _DATA_ *>
Options of the current customer user data [ e. g. <0TRS CUSTOMER DATA UserFirstname=).
<0TRS_OWNER_*>
Ticket owner options [ e. g. <0TRS OWNER_UserFirstname=).
<0TRS_RESPONSIBLE_*>
Ticket responsible options ( e. g. <0TRS_RESPONSIBLE UserFirstname=).
<0TRS_CURRENT *>
Options of the current user who requested this action ([ e. g. <0TRS_CURRENT_UserFirstnames).
<0TRS_TICKET *>
Options of the ticket data ( e. g. <0TRS_TICKET TicketNumber=, <0TRS TICKET TicketID=>,
<0TRS_TICKET Queue>, <0TRS_TICKET State=).
<0OTRS_TICKET DynamicField #*=>
Options of ticket dynamic fields internal key values | e. g. <0TRS TICKET DynamicField TestField=,
<0TRS TICKET DynamicField TicketFreeTextl=)
<0TRS_TICKET DynamicField_* Value=>
Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields | e. g.
<0TRS_TICKET DynamicField TestField Value>,
=0TRS TICKET DynamicField TicketFreeTextl Value=).
<0TRS_CONFIG_*>
Config options | e. g. <0TRS_CONFIG_HttpType=).

Example response:
Thanks for your email.

You wrote:
=snip=
<0TRS CUSTOMER EMAIL[G]=

Kl 9: H Bl AR

14 Chapter 2.
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o At dEEE
A SE T 20 FE A () IDC HERARI ID S 1 Do B FRIS NACAEIX — A o HHR S B Kt .

A8 B 1) RGeS N 56 « BT OTRS 22 & AN BRIAE e g « “DUSEBABE” Briedt TR B A1)
PGS TH

@« Priority Management
Actions List
[ +] Add Priority MAME VALIDITY CHANGED CREATED
1very low valid 09/18/2018 15:17 09/18/2018 15:17
— 2 low valid 09/18/2018 15:17 09/18/2018 15:17
Filter for Priorities .
3 normal valid 09/18/2018 15:17 09/18/2018 15:17
4 high lid 09/18/2018 15:17 09/18/2018 15:17
Just starttyping to filer... B val /18/ /18/
5very high valid 10/12/2018 09:51 09/18/2018 15:17

K 10: TR B b

2.3.1 EEALEL

VEMR: AERIEE A2 SURALSEHIIRI , LA EA AR S Rt S Sk PERE v 4% 7 BEBUFHE P10

AL — M
1. i ZE A iy A s a4l -
2. B LIATEL
3. sl PRAFEHL -

Add Priority

% Name:

* Validity; = valid

Save or Cancel

Bl 11 S se g s

Bh ERNRGH MRS o R IR A7 R EIE TR E o ol I N o ROREE e

VEAR: FUCR ISR R G REIE 5 MR, FFEBEH T 5 MRS LURFRASIEAT RGHIEH] .

A LGB -
1. /gy i .

2.3. R 15
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2. BT B
3. siilt PRAFEL PRAF IS dae el

Edit Priority

* Name: 1 very low

* Validity; = valid

Save or Save and finish or Cancel

Bl 120 il e g e w

VEMf: WERARGRAIN T 2 AR ZIRLE R A PR BIAT AR G ME Pk a8 IR SE 22 .

S R G A R SE R WSS Tk e 15 S 4R DL RS 101
RAFIF A B SR N HTEE SO SR 32 e R B

ACRAE > FENEOH NS HAZEOR S22 i E o i ETEh e -
B BUH B ERAE .

e NIEPCESU R AAR A B R IO L B B AL, I RS RIS IR AR N A o Lt
B AR BCRBGE JEES Vs 42615112 C ACL D ML C FR A sRdt Do S8 B E SO I 44 S U ZE A
IoCHE -

2.3.2 fLoediinE

ARG AL BRI T DME ] DU IR o Ay S P BUR T BL

DR BB ARR o LIRS BU R R BRSSP AT AR S TR o SRR R AR
s

AR BCE LB RN - R BOR EON AR WA BRI RN AAE OTRS FRAEH] o by Beist
A TERE I RO AR L B KA

2.4 A%

RN 2 — A TAE=S (0], JF HLRE ARG B RES ] 24240 « BT s8R ST IR TAE » AN LA 5 o oAl
WAL 7T i 7 B AR IX LA R P A A R S
OTRS 1 I BAF 0 S5 1R BN B AL EG 4 o BASIBRAL T — Bl R 075 2R 7> TIFRE TAR 2 s st (K AHE

i I B 5 1) RS INBAA o 7EHT ) OTRS 2t , 1 4 NBRNBAAI : raw . junk « misc F1 postmaster .
WA S SCRLPERE I, W BT A N KA A4 AE raw BAZIH o Junk BAS AT -F-A74d b S A o “PABIAS
H” OBRERAE TR R B AL IR A .
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Natice

This priority is used in the following config settings:

m ExternalFrontend:TicketCreate 8P riorityDefault

B FAal:ApprovalTicketPriority

PostmasterDefaultPriority

® Process:DefaultPriority

m Ticket:Frontend::AgentTicketBulk##4PriorityDefault

ExternalFrontend:TicketDetailViews##PriorityDefault

® Ticket:Frontend::AgentTicketClosed##PriorityDefault

® Ticket:Frontend::
® Ticket:Frontend::
® Ticket:Frontend::
m Ticket:Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
m Ticket::Frontend::

You can either have the affected settings updated automatically to reflect the changes you just made or do it

AgentTicketEmail##4Pricrity
AgentTicketFreeTextiiiPriorityDefault
AgentTicketMotedtiriPriority Default
AgentTicketOwner##dPricrityDefault
AgentTicketPending#iti PriorityDefault
AgentTicketPhone###Priority
AgentTicketPriorityf###PricrityDefault
AgentTicketResponsible###PriorityDefault
AgentTicketSMSH44Priority

on your own by pressing 'update manually'.

# Queue Management

Actions

[+] Add Queue

Filter for Queues

Just start typing to fiter. ..

Save and update automatically

List

NAME
Junk

Misc
Postmaster
Raw

Don't save, update manually

P 13: PESe xS 1 HE

GROUP COMMENT

users All junk tickets

Users All misc tickets

USErS Postmaster queue.
USErs All default incoming ti...

14: BABAE B 55

VALIDITY
valid
valid
valid
valid

Cancel

CHANGED

11/16/2018 08:26
11/16/2018 0826
11/16/2018 08:26
11/16/2018 0826

CREATED

11/16/2018 08:26
11/16/2018 08:26
11/16/2018 08:26
11/16/2018 08:26

2.4. [A%
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2.4.1 EHEAA

A LI B
1. R ZE MRS P I BA A4
2. HWELIHTE .
3. mili RAFHEHL .

B ARG MIERBAS o R BRI AR I A ok I N e ROk i AT EATT .

A E iR — N
1. /BB AN S
2. BB
3. wiilt PRAFE PRATIF S8 dac ol

VM WERARGEHASIN T 2 ANBAF 5 05 10 A 08 e M o e N\ 5 i ) A4 R OR A RS 2 BA

U R AR GERC B A T I BB A4 Bk DUV6 RS 200 2 1 TSR U B 70
ORAFIF A SR N SE O SR S s i B

AGRAT > TENEF NS HAZEOR S22 R i E « i Z Tah 58 -
B BUH B ERAE .

i NIEPCE U R AR A AR OO S B A AL, JF RS RIS IR AR N A o Lt
BRSSO JEES Vs 2S5 C ACL D MR C FR A ERAE Do S8 IR BEE SO I 44 S U ZE A
PS8

2.4.2 BAAIBLE

AN el AL DU T DME T DU IR o AT AL S T BUZ BT BL

ST BRI AER o T LRI T BRI T TR T 36K TR 4Bl iR
i

SCBAF wT LUREEAT BA AN (OB BR S IR 7 BAS o 3K 7 o SCBAS:: 1-BAA o
1% AT LRI BT AU ) o iZALAEBRINIIRSS N S s 7 AT 22 B B A BB %

R BIURR IR, 3 s HE A A o b T 4T TR AS H EBIUE AT A R AR Y 2 B BUE B e . i 0 C BRIA D
o BEBAS B (1) TR AR BIUE o

TH = BRI TR C 23808 D AR5 558 IR T SR VR IR dse K TAR I ]

Va5 S i e =V 1 NS A RN <ol SR S WS VAR S v AP B/ AVA L 1 P 1 -

THZR - SEFINTE] C 23 BPs ) S5 N B % IR 2 ] SR VR R B I T AR I TH)
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Add Queue

* MName:
Sub-queue of:
# Group:

Unlock timeout minutes:

Escalation - first response time

(minutes):

Escalation - update time [minutes):

Escalation - solution time (minutes):

# Follow up Option:

# Ticket lock after a follow up:

# System address:

Default sign key [

# Salutation:

# Signature:

Calendar:
* Validity:
Comment:

Chat Channel: ;

admin

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

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

{ Motify by ]
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is not added a customer contact, either email-external or phone, to a new ticket
before the time defined here expires, the ticket is escalated.

{ Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

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

{ Notify by !
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
If the ticket is not set to closed before the time defined here expires, the ticket is escalated.

possible

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

Mo

If a ticket is closed and the customer sends a follow up the ticket will be locked to the old
owWner,

Will be the sender address of this queue for email answers.

system standard salutation (en)

The salutation for email answers.

system standard signature (en)

The signature for email answers.

valid

Chat channel that will be used for communication related to the tickets in this queue.

2.4. [\%

Save or Cancel
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Edit Queue

* MName:
Sub-queue of:
# Group:

Unlock timeout minutes:

Escalation - first response time

(minutes):

Escalation - update time (minutes):

Escalation - solution time (minutes):

# Follow up Option:

# Ticket lock after a follow up:

% System address:

Default sign key

(voslel@virtual.otrs.comp)

* Salutation:

# Signature:

Calendar:
* Validity:
Comment:

Chat Channel; ;

DevOPS

USErs

0

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

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

0 { Motify by ]
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is not added a customer contact, either email-external or phone, to a new ticket
before the time defined here expires, the ticket is escalated.

0 { Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

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

0 { Notify by 1
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
If the ticket is not set to closed before the time defined here expires, the ticket is escalated.

possible

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

Mo

If a ticket is closed and the customer sends a follow up the ticket will be locked to the old
owWner,

vo5162@virtual.otrs.com ||

Will be the sender address of this queue for email answers.

system standard salutation (en)
The salutation for email answers.

system standard signature (en)

The signature for email answers.

valid

Internal operations queue.

20

Chat channel that will be used for communication related to the @Mﬁ@pizguw&ﬁ

Save or Save and finish or Cancel
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Naotice

This queue is used in the following config settings:
m ExternalFrontend: TicketCreateft#QueueDefault
® Ticket::Frontend:UserDefaultQueus

You can either have the affected settings updated automatically to reflect the changes you just made or do it
on your own by pressing 'update manually'.

Save and update automatically

Don't save, update manually

Cancel
P 17: BAFIIG UE R 1 A
TE - fAEDINIA) C 3B ) AR T 5ARIc o CAR PR BT Fo VR B K AR IR A

MR WCREHATIT T, R s A

PRAEVEII > Fi7 % < M T ERPE AL B o 7T BERE «
W TR R A T
-

e B STPHTIT DR HIIN T .
R4 IR .

Z L

HIVEE B, %5 M doc:auto-responses &= .

i3

BRHEJR A BIE T A0 BRI E ) rTREN A G o SERTT ORI 5 DAY OGP I T BUE 25—
NI o R OR DU % T AR S5 N DAk B T8 R B AT
T XARHIESM

N B DA R AR ABGE N 3 Bl S AT .
RGN I * BERE LR ISRl 2 — 15 Ry A B I 2 A A iR

M XRBARER 1D o BSOS IE St A A R .

BN Y] AL MO N A S PGP &) SS/MIME L5 AEARZENE g o IEFRBRATE LT
LT IR 44 I T
T g T * N5 SR ) e i

B I AE XIS .

H 3 188 5E SCHBAA I TAER T H o H A 2

42

GEE FEX .
2.4. B\A
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AR BEE LB IAT R o W R BUs BN AT AR BRI RIATAAE OTRS i ] « H5ut3 Beist
By To R I AR AR L BRI A

PR PR LR AL L O T SN RIS I T B SR O T I VR VR
s B R R

N RABIE H0RARTE FH 1% BA A 5C T80 (1 T

2.5 BAH) A MY

TREL R S5 I TA] < IR 55 2 0] B ECAAR R AR AL » SRR AT B T2 T RTINS A BT, IXCR] e TG K L
B TT I IAESS o WKW ORI AT B0 1 1A IE IS 6L PR LIRS %, R Bkl

OTRS il 4 e PR UK 38 4 1) F Shmi N 7 B AT A, JErp S OGO IR S5 A5 5 AT PRI L1 AR
ARIE NP2 T BE %

(U QRN T N 1 R N O 2 VNG 0 | Rt =1V 2 = ) L VAR = B UPTEE ¥ VAR B R s 4211 Y VIO R E R LB IV 3
Perpr o

L. Manage Queue-Auto Response Relations
Actions Overview
T Queues without Auto Responses QUEUES AUTO RESPONSES
DevOPS default reply (after new ticket has been created) (auto reply)
§ Junk default reject (after follow-up and rejected of a closed ticket)
Filter for Queues )
Office (auto reject)
Just start typing to fitter... Raw default follow-up (after a ticket follow-up has been added)
Service Desk (auto follow up)

default reject/new ticket created (after closed follow-up with

Filter for Auto Responses new ticket creation) (auto reply/new ticket)

Just start typing to filter...

18: B SR A Bl

2.5.1 FHENH]  H B LR

AR — A BB 5 BE H B
1. midi BABIH I — AN AS
2. TEFEE AT AN B BN .
3. siih PRAFEL PRAF IS8 it

VR W R AN AR TR 2 AN B BELy A BN o i A S NAETIT (S Y BERE

VEMR: WER ARG T 24 AN EEAS 5 35 10 I D8 S HEIE i 68\ S0 D8 1K) 44 R AR 5 18 1 31
IVERIRIE
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Change Auto Response Relations for Queue Raw

Save or Sawve and finish or Cancel

P 19: B SUASI SRR B Bl b

2.5.2 pAF| Az RE

e — L BB N Fogs — BB, DURBEE R o
auto reply- Azh[E5E 1]~ [ BASI AT BN 5 1k A S N A8 45 T > I Lz BAN IS T PRASE VY
S

auto reject [ Zh4E4L 4 7 9] BAB R B T HAE B A BE B Ao BRIEIE I B FEZamS i A Bl ok
RILLHF o

auto follow up- [ ZhERIE >4 H 7 1m) BA A A& 26 5 T HLAE DA B) v B vk BREEIE 00w & 4 v BARE . Ik A s
NG R IR .

FIEIEI S OF T ] 1 BAB A% BT AR BB v by SRR S50 B OB A ik 1 2l iy s
FIEE

auto remove- [0 [5 i HMERIET S » b A s NoE RS .

T BRI AR B 3RS AE T AARYE A BB A TG o« SEABAIRAT A ER .

2.6 i fixifs

AIARHEAL T U R P e o 505 7 AT RET AN B 7 AN KIE AU Mg (AR % 7 o

OTRS B3Rt T M AR Aaf — > BA S G 2 A v AL A5 2 B P A (K 2R, o BAAIRRZ B TR0y AR Rnas4n g
SN AR AE R AT B DR X R A AR AL L 7 ISP o

e i T T AR B — A s AN A o s (O] % T il IR A

AT FH 0 B 1) RGN N I3 o BT i) OTRS 3 LA S brE i) ki o I iE 8 B w07 T TRl g4l
R AR

2.6.1 & )ik

A B MR
1. rh ZE LA FR iy 0 i) o 1 H L
2. HE B
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a« Salutation Management
Actions List
[ +] Add salutation NAME COMMEMNT VALIDITY CHANGED CREATED

system standard salutation (en) Standard Salutation. wvalid 09/18/2018 15:17 09/18/2018 15:17

Filter for Salutations

Just start typing to filter...

20: fil i i B

3. widli TRAFEHL

i TEARGEHMERRTE o R AEE IR AR EIE B E o ok i ook E e .

A7 LY — A M
1. sk MBS R P ) — A RS
2. BB .
3. il PRAEEL (R AP 8 LA

VEMR: WERARGEEIN T 2 AR, RS IR AR BIA] 0 RS A A 4R o TR

ey YEAEIEN BT R TR E AL BASIR R, IR R I 18 1 T A BA A A A A
FIX4 o

2.6.2 [n{RiEiE

AN e AL BRI T DME I DU IR o AT S T BUR U BL

ARR* SEBERI AR o T DR B A AR 4T GRS PR, o SR s fE B
ts

T i T R TEAE T T ST Sk IR SOAS

ARNE * BRI BRI AT o WRIE T B DY ARG AR SR BT AXAE OTRS A H] o K b7 Bris
A TCR I TR AR L BN AT

VERE [ MEBEEAINILEAS R o O T I @ UG R I T BUR TS AT e B ) T K B E B ERE
WA WoRERE R .
2.6.3 [AfRiIFA R

AESCA AR AR ] O RBEA T PR B8 o A28, FRO8 OTRS #R%%, EZERUH B4 OTRS #4ik o 7£
CUSIT R CGWART A R A R B (0 T BRI

l4n , A5 <OTRS_CUSTOMER_DATA UserLastname> 3 AR HILE , DMEMASAEW FARD .
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Add Salutation

* Name:

B I US

1
2

L X ]

I
e

|I
m
It
I
m

= —

Format - | Font ~ | size ~ | A~ B}~ T, | [& Source QQ 1

# Validity: | wvalid
ol

Save orCancel

21 IS e i o e

2.6. )it
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Edit Salutation

# Name: | system standard salutation (en)

Salutation:

* Validity:

Comment:

B I US

1
2

-e

]

L
||

Format - Font -

Dear <QTRS CUSTOMER_REALNAME>,

Thank you for your request.

valid
Standard Salutation.

Save or Save and finish or Cancel

P 22: G il o i

I
m
i)
]

A~ - I, [& Source Q)

26
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Hint

You can use the following tags:

<OTRS_OWNER_*>
Ticket owner options (e. g. <0TRS OWNMER UserFirstname:=).

<0TRS_RESPONSIBLE_*=
Ticket responsible options (e. g. <0TRS_RESPONSIBLE UserFirstname=).

<0TRS_CURRENT *>
Options of the current user who requested this action (e. g. <0TRS_CURRENT _UserFirstnames=).

<0TRS_TICKET *>
Options of the ticket data (e. g. <0TRS TICKET TicketNumber=, =0TRS TICKET TicketID=,
<0TRS_TICKET Queue>, <0TRS_TICKET State=).

<0TRS CUSTOMER_DATA *=
Options of the current customer user data (e. g. <0TRS CUSTOMER DATA UserFirstnames=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS CONFIG HttpType=).

Example salutation:
Dear <0TRS_CUSTOMER_REALNAME=,

Thank you for your request.

Kl 23: AR

Dear <OTRS_CUSTOMER_DATA_ UserFirstname> <OTRS_CUSTOMER_DATA_UserLastname>,

Blhn, XAARZEY N -

Dear Lisa Wagner,

2.7 k55 PR

T R A 2R A58 25 P (R IS TR SR o SIS IR IR S5 AR F S o o 2001 240 5 TR ST ) A 2 AR GT ] SRy o 17 i) 850 1
ST AR TT 5 o g5 N DL 250 3 wT R R 2l 4 BABI 1 TR T2 .

OTRS n] LRI b e I 75 K » RIS K- F il ¢ SLA DA EE . OTRS A4t T B A 2 i 57K
SRR AT RETE R o T AT IR S M K o BEANSLA WTLAR RE 2 AR SS I e SUIRSS FITHE A AT
HPE «

A5 FH L AT 1) RGN IR S5 O D0 L o BRUAE DL R > BT i) OTRS 22 AL S ATART I 55 O Wil o IR 55 2%
B BB AR T B B AL IR S5 SO Ui

ZL:

To use this feature, Ticket::Service must be activated in the Z%:[il & under the Administration group to be

selectable in the ticket screens. You may click on the link in the warning message of the notification bar to
directly jump to the configuration setting.

2.7.1 RSSO X

2.7. W55 27
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a« SLA Management
Actions List
B Add SLA SLA SERVICE COMMEMNT VALIDITY CHANGED CREATED
Mo data found.
Filter for SLAs

Just start typing to filter...

24: IR 55 2 Wh e B

VEMF: ASINARSS GO DI SCE SR A IR STIRIN B R GE T o EHSS DR B AR S5

A BRI — RS O
1. A 2R ) 8 Tn SLA 4241 .
2. MG WMIHT B .
3. siili RAFHRHL .

B RN ARGEH RIS G PR o RREIIRDRE A7 RV IE IR B TR i I e ORI EATT

A LGN IR S GO HX :
1. w5 GO PRl B2 K AR5 G B
2. BB
3. sl PRAFE PRAT IS8 Al

VEME AR B RGN T 2 RSSO IS 5 18 P Ao 08 i Mt e e N\ 5 U0 ) 42 R A e 5 1) e 55 4051
.

2.7.2 RSSO i

ARG A UL DRUINS T LME I DU CE o AT AT (P BUR T BL

SLA * HBIRIIAFR o W DILEIL 7 BOH AT R R B 747, GRS FREFMZER o« ZA0R BoR7ERE NS
S

R5s BEPEEIF ML UG SLA (—A B Z ARG .

HIG 3 BB TAER R H o HIDE RSN E e X .

THg - E MR TR] C 23 O BRg5 A 5355 IBR i SRV IR dse K AR IR ]

s 6T e RS A DG 0 A AR B TR, R ORI (R AN S iR

THE = BUBI IR C 2B O RS N B3 KR 2 8] SRV s I AR I T
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Add SLA
# SLA
Service:
Calendar:
Escalation - first response time [Motify by )
(minutes): 0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - update time (minutes): [Motify by )
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - solution time (minutes): [Notify by )

0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
* Validity: ~ valid
Comment:

Dialog message:

i

Is being displayed if a customer chooses this SLA on ticket creation.

Save or Cancel

25: US55 20 D5t
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Edit SLA : VIP customers

# SLA:  VIP customers
Service:
Calendar:

Escalation - first response time |0 [Motify by )

(minutes): 0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

Escalation - update time (minutes): |0 [Motify by )

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

Escalation - solution time (minutes): |0 [Notify by )

0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
* Validity: ~ valid
Comment  This SLA is for VIP customers.

Dialog message:

i

Is being displayed if a customer chooses this SLA on ticket creation.

Save or Save and finish or Cancel

26: Z 4 55 20 D U5t
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TH - AP TR) C 23 Bh ) AR T SARIC o AR PR BT Se VR B R AR IR TA]

M WRFETIT T, RN AR AR .

AR BEE LTI RNE o W R BUs BN AT AR BRI R AT AAE OTRS A « Hb v Beist
By JCRE I AR AR L BRI AL

VERE R B EAS I E AR o M R BUR LR T BOR S i A e B R T R B E . RO TR
B o e R .

XPTEHEVE R IR P AR A Tk et SLAC AAEAMBN B 5 ) WLE 7R ©

2.8 %%

X R ST G (A3 SR AR 52 5 e (1 IR 55 HEAT 2328, DAIE A LI 22 4 KA1 AR AL B i) 8 o DRA IR AE T IR S5 A
SAAR AT LAR PR E 1)l o il =2 206 B ) B U5OR AR o ) e o 5 ST P v 52 5 0 PRl 55 A B T 0 T kAT
I RIFEALIERFIAIBA o

OTRS AVFASIN N K2 P S I BT A IR S5 o X LLRS5 AT RERE Ja 985 2R 55 200 PMs > LR DRAR S 72 7 ks 5
PISCB I i

ST L R 8 T 1) REGETR IR SS o BRAEDL R » B OTRS e AN SRS, o RS BESR AR, T TR
BAR s piet .

3 Service Management

Actions List

[+] Add service SERVICE COMMENT VALIDITY CHANGED CREATED
Mo data found.

Filter for Services

Just start typing to filter...

27: J5s b A
Z

To use this feature, Ticket::Service must be activated in the %I under the Administration group to be
selectable in the ticket screens. You may click on the link in the warning message of the notification bar to
directly jump to the configuration setting.

2.8.1 RS

A AR
1. e 2 AR R iy Rl 55 42
2. HHMITB
3. it fRAFEHL -
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Add Service

* Service:

* Validity: ~ valid

Save or Cancel

28: NNk 55 bt

ey TIENRG T MR IRSS « K ERIE AR R E R T ek s R EAT .
A1 L — RS
1. R RS AIR PN RS
2. BTE .
3. riihi PRAFEL RAF IS8 A% AL
Edit Service ; Test service
* Service:  Testservice

* Validity: ~ valid

This is a test service.

Save or Save and finish or Cancel

29: ik 55 bt

VEMR: WEORARGEEIIN T 2RSS, A A EIERI A FR RV AT L D aeAE RS E S

A
i

W IR B A RR ks B R IS B B AU » I RIS IR R AR N R o 2t
1 ARG IR + Ui RS 518 C ACL D FIREE C FFHIRERAE Do B BEE ORI A4 R U5 4247
O
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2.8.2 REKH

AN e AL BRI T DME T DU R o AT LS T BUR BT BL

Hd5 * BEBEII AR o AT DAL T BOR i AMEAT R 74T, W KS 7RIS o AR B EM R
ts

kg ATUAEBAT RS RAS IR S5 AR TR ST o K RIRO SSRGS

ANE * BCEILTRIR AT o WERIE T B DY ARG AR SR BT AAE OTRS A H] o K v Bris
EA JERE W SR AR L R BRI A

VERE [ MEBEEAINILEAS R o O T I @ UG R I T BUR TSN AT e B ) T K B E B ERE
WA WoRERE R .

M R HIRS P icss T TR T s A% eds B rere e w BN P 2 P i)
BRINIRSS » A BEAE T B i R IR 55

2.9 %4

ANV IE S AN AT BAE RAERF IS P R G H S o 53 TS M AR AL 40y C e s A ] D 2 5%
APPSR DA S SN v N (1

OTRS 7EiX BNt it 5 frl s AR TR SO R8T — AN A S AR HEAL A TR 2R L o PAIREE: ) ok
T B ANZE A TR e SO A A B A mT R DRk o R OB AL 1 BRI A

B LR A A o A TIPS T
LB SR T LAn RN N4 o H1 OTRS R O SHES 4  BLAEHB AL T TR g4l 54
Bk .

w Signature Management

Actions List

Add Signature NAME COMMENT WALIDITY CHANGED CREATED
system standard signature (en) Standard Signature. valid 11/16/2018 08:26 11/16/2018 08:26

Filter for Signatures

Just start typing to fiiter...

30: B E B4

2.9.1 HHY

AHEIIN— A
1. i ZE MR iy A a4 dicdl .
2. B LIATEL
3. wili fRAFHEHL -

29. %4 33
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Add Signature

* Name:

"' B I US

Format - Font

# Validity: | wvalid
ol

Save orCancel

31: NN B

= —

A- - I, [o Source ) 1
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Bl ERNRGHMERE A o AR AR IR A ek I N e ROk AT EATT

/K
TN

RN
1. PHBLIIRB I —ADEL .
2. BHTBL .
3. sl TRAFEL PRAFIF 58 edZ AL

Edit Signature

# Name: |system standard signature (en)

Signature B I US| = := le =2 =2 =2 =
Format - | Font | 8ze -~ | A~ [}~ I, | [ Source Q) 1
Your Ticket-Team

<QTRS Agent UserFirstiame> <OTRS Agent Useriasiname>

Super Support - Waterford Business Park
5201 Blue Lagoon Drive - 8th Floor & 9th Floor - Miami, 33126 USA

Email: hot@example.com - Web: http2/www.example.com/

* Validity: | valid
Comment: | Standard Signature.

Save or Save and finish or Cancel

32: YRR bt A

VEMR: WEORARGTIIN T 284 AFEAEIER A FR, R A A R E 24

B AR ICRCC R TR TR E AR BB, I ORI K B A BA S A A 2
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2.9.2 XX WHE

AN e AL BRI T DME T DU R o AT LS T BUR BT BL

YRR BRI IR o W LR T BOT R AT R AT WK PR R o SR B ERE R
ts

B4 THERETH T IR RISOA

ANE * BCEILTRIR AT o WERIE T B DY ARG AR SR BT AAE OTRS A H] o K v Bris
EA JERE W SR AR L R BRI A

VERE IR BEAS I TR R o T IR LR T B i A e R R T R B A, DA TR
(CRERTAZI R e L

2.9.3 B4 AE

AESCA AR AR ] O RBEA TP iR o A28, FROb OTRS #R%%, EZERGH B4 OTRS #4i o 7£
CUSIT R CGRART A AR A R B (4 T BRI

Hint

You can use the following tags:

<0TRS_OWNER_*>
Ticket owner options (e. g. <0TRS OWNMER UserFirstname:=).

<0TRS_RESPONSIBLE_*=>
Ticket responsible options (e. g. <0TRS RESPONSIELE UserFirstname=).

<0TRS_CURRENT_*>
Options of the current user who requested this action (e. g. <0TRS_CURRENT _UserFirstname:=).

<0TRS_TICKET *>
Options of the ticket data (e. g. <OTRS_TICKET TicketNumber=, =0TRS_TICKET TicketID=,
<0TRS_TICKET Queue=, <0TRS_TICKET State=).

<0TRS5 CUSTOMER_DATA *=
Options of the current customer user data (e. g. <0TRS CUSTOMER DATA UserFirstname:=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS CONFIG HttpType=).

Example signature:
Your OTRS-Team

<0TRS CURRENT UserFirstname> <0TRS CURRENT UserLastname=

33 BHAE

i1, A¥ & <OTRS_CURRENT UserFirstname> <OTRS_CURRENT UserLastname> § AR5 A G
SR, RVFBRRE SR NAE .

Best regards,

<OTRS_CURRENT_UserFirstname> <OTRS_CURRENT_UserLastname>

B, XAARBEY RN -
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Best regards,

Steven Weber

2.10 FifEHiR

N DY) L A R 55 s L S BUGVE N OTR SRIBCE 7 HEFE o BEAh . 7E% Tk vy 1) BB R
THOUT s 20 TR R AP RO .

OTRS KHifF A = a4t , IF VPl BBOMZIE (5 SEAT A B 5 i AE—FF o
RS o NN B NP R NI PN AR IR A S A T N A VA

AT B s ] T 3815 R A AR o BRSO T > B OTRS 22 AN BAR T RS BEAR o R {5 AU 2
BRI AE TR B AL JAS RO b 3

a Manage SMS Templates
Notice List
TYPE MAME COMMENT VALIDITY CHANGED CREATED DELETE
To be able to use SMS cloud service in OTRS, No data found.
you have to activate it first.
& Activate SM5 Cloud Service
Hint

An SMS template is a default text which helps
your agents to write faster tickets or answers.

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

Pl 34 Je {5 ARy BEL B e

2.10.1 S SRR

AR 245 OTRS HAEHIMAE RS » 2E JodfE 2 155 B S E -

Motice

To be able to use SMS cloud service in OTRS,

you have to activate it first.

= Activate SMS Cloud Service

K 35: BRIk 55
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A RS IR A
1. sl ZE AR i) AN B AL
2. BB
3. widli TRAFEHL -

Add Template

& Type: Answer
* Mame:

% Template:

* Validity; | valid

Save  or Cancel

36: WS AR At 4

A G R AR -
1. s ARSI (1 — M AE R
2. BB -
3. wili RAFEL PRAF IR 5E EdZAL
AR AR -
1w S (R B B KA
2. wili #IAEHL

VEAR: AR RGN T 2R A R T s HE RN AL BRI R S LA AR

2.10.2 JE{E AR B E

ARG AL DEUINS T LME I DU N R o AT AT (P BUZ U BL
A * AN FIRAL R FEAS BT T AN H o B T LU -
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Edit SMS Template

& Type: Create
* Name:; VIP customer
Your ticket was created with number

% Template:
<OTRS TICKET TicketMumber=.

F:
Hash message CJ
Show message directly without user interaction and do not store it automatically
(support may vary by device and provider).
# Validiny:  valid
Comment: | Auto response for VIP customers.
Save  or Cancel
Bl 37: ZfH A5 BAR b 4E
List
TYPE NAME | COMMENT @ VALIDITY | CHANGED CREATED
Answer Test valid 1001602018 11:11 (Europe/Budapest) 10v16/2018 11:11 (Europe/Budapest)
Pl 38: M Isa Jo A% BEAR ot

DELETE

39
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(152 A5 Tt AR i A b FAE S R [ S 0 T 1
Qs AP TR .
SRS T 5 SR E  Tf s e fa) 2  HE ROSORT A

ARR* SRR AR o AT LR T B A AR P45 A KRS PR, o AR s fE B
s

B A akLs F I IESC .

st T DUR% MO RASCACI LK BE O 918 AT . (U2 I SRAE RS 160 TR, WS4 SO
KU R o 153 AT IEIIHE AR A% S NI THL o FA AR BRI LI 160 AN A5 BLJY

FEDRIEL PRI, ERITPACIL, R AR TR DB A AR OR R S AR R — ),

AR BEE ISR IATRE o WR I BUs BN AT AR BRI R AT AAE OTRS AR H] o H5t3 Beist
B JCRE I TR AR L E BRI AT

VERE LRI INIL S A o O TN, B BUA LR I B LA AT e R ) IR SRR, DR TR
B BoR e .
2.10.3 515 AR AR

AESCAS AR AR ] DO BT B8 o A28, FROM OTRS AR%%, EZE RGN B4 OTRS #t o 4£
USRI CORART R RE R AT R B 0 R AR AR RS

%, ¥ & <OTRS_TICKET_TicketNumber> § A T 4"y, AVFRGHMRE S W FNE .

Ticket#<OTRS_TICKET_ TicketNumber> has been raised in <OTRS_Ticket_Queue>.

Bt IXAFREEY N -

Ticket#2018101042000012 has been raised in Postmaster.

211 JofEHik BAYI

R S AR IR BB, s 73 BOB KA 5 5K > W RES AR BB BR 17, Dy e 2R A7 BIA S U B FiE
M RA .

OTRS il #45 HEMS R RS & 4 A REL A5 AR P 80 A A B0 35 A O T PP A5 LI BAB) 5 AT PRk 2845 L B8 s 1)
HPAIRSS NG

A B s S B AN AR BRI 2 A e AN BB o B BRARA T CR BRI AR BASIAR
Berp o

2111 FEAEARBN BAIIRR

ARG RE B g — A e AN A -
1. il FEAERAE R 1 DN JEAE R o
2. LEFEEAINRE SRR KT BT
3. niihi PRAFEL PRAF IS8 it
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Reference

You can use the following tags:
<0TRS_OWNER_*=
Ticket owner options (e. g. <0TRS_OWNER_UserFirstnames).
<0TR5_RESPONSIELE *=
Ticket responsible options (e. g. <0TRS _RESPONSIBLE UserFirstname=).
<0TRS_CURRENT _*=
Options of the current user who reguested this action (e. g. <0TRS CURRENT UserFirstname>).

<OTRS TICKET *>
Options of the ticket data (e. g. <0TRS_TICKET TicketNumber=, <0TRS TICKET TicketID=,
<0TRS TICKET Queue>, <OTRS TICKET States).

<0TRS TICKET DynamicField *>
Options of ticket dynamic fields internal key values ( e. g. <0TRS_TICKET DynamicField TestField=,
<0TRS TICKET DynamicField TicketFreeTextl=)

<0TRS_TICKET DynamicField * Value>
Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields ( e. g.
<0TRS TICKET DynamicField TestField Value=,
<0TRS TICKET DynamicField TicketFreeTextl Value=).

<0TRS_CUSTOMER_DATA_*=
Options of the current customer user data (e. g. <0TRS _CUSTOMER_DATA UserFirstname>).

<0TRS_CONFIG_*=
Config options (e. g. <0TRS_CONFIG HttpTypes=).

Mote: Create type templates only supports this smart tags: <0TRS_CURRENT_*> and <0TRS_CONFIG *=

Example template:
The current ticket state is: "<=0TRS TICKET State="

Your mobile phone is: "<=0TRS CUSTOMER UserMobile="

39: i fr MR A

# Manage SMS Template-Queue Relations
Filter for SMS Templates Overview
Just start typing to fiter... SMS TEMPLATES QUEUES
Mo data found. Business Process Management

DirectSales

Filter for Queues DirectSales:BR
DirectSales::BR::Registrations

Just start typing to fitter... DirectSales::CN

DirectSales::CN::Registrations

40: AT AR DA (R0 I D% R

211, FfSkR  BAAI M



OTRS Administration Manual, % i 7.0

Change Queue Relations for SMS Template Answer - Test

QUEUE ACTIVE

Business Process Management

DirectSales
DirectSales:BR

DirectSales::BR::Registrations

DirectSales:CN

B 41 B SO R R I BA S

A EERE BB M e AN AN AR
1. sy BAFIZ R — AN BAS
2. JEFEELASINBAS (AR AE AR
3. niili PRAFEL RAF IS8 At

Change SMS Template Relations for Queue Postmaster

TEMPLATE | acTivE

Answer - Test ||

Save or Save and finish |or Cancel

P 42: & UM F SR IBR AR R AR -

VEAR: IR ARG T 2 AR BB KA E PRI AR R e AE A R R R
BERR A

A LAE AN i R E 0 0 22 A REAS AR BB o S8k 5 AESRIER B e b By — MR AR BN A A5 Al
JEFT T 4 B0 AL A AR 7 i B 20 A ) Bt

Beits i) BB AR AR AN B B ST e (KR [ B2

2.12 K&

O TR B BRI T DL M T AR RS BIRFRE R RSV RESR AR o HEFPATL 55 RIS L A7 B 10k
BUAREIFREFIRG: G 1iatT .

OTR A 1 TR AR DR 5 R IR 55 N DA AR 2R ST IE AE AR BRIIRLE T8, RSO e Ab B o phh, ml DU T 9
R R AR O OC TR TR » I LT USSR « BAZIAN IR 5 B W2t A T M EAC HEFE

L E XM IVRE o W LA IS 2 (HPIRA s (HX BB ER YIRS LR 4kl T4E , 1 HoOR 25050l 2 LA
W RSB .

BUREWF -

closed successful-f2) I T LG « 2 UE] T NIRRT % .
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closed unsuccessful- &I OCH] T HC 450
merged- L5 LA AT AEAN R ) T R R

new-Hrd THHHZ P A, BA5RS AN LIKR .

open-AbE T THCYFTIEAEHAT o B P HIRS N AHEIER .

SR BB FERIARF AL BRI ]IS > TR R E ) G .
SR BRG] FEBIIA R AL BRI TN, TR B s R RIS .
RS PR AP A5 W AR AL BZ T8

removed- MR TR G IHER .

J o B RATIR B R T SR B R AN I

N
Mo la

o

VEMR: BRSO » SRR /NI DY - Lo R & — RS ) TR o X — N ERAS I a] it 2 Ui 1) 2 02:45 .
04:45 . 06:45 555 o 1ZAT5 nl LA SR/ DIZ T, 78 REE AN KA ER B I TICE -

ST R B 4 ) R GG RS o BRIATEOL N > B OTRS 345 JLANIRGES o IREE

/N e ST DA

3 State Management
Actions
[+] Add State

Filter for States

Just start typing to filter...

Hint

sdate the states in

so: http://otrs.github.io/doc

2.12.1 EE’H(/LA‘

AR

List
NAME TYPE COMMENT
closed successful closed Ticket is closed ...
closed unsuccessful closed Ticket is closed ...
merged merged State for merged ...
new new New ticket create...
open open Open tickets.
pending auto close+ pending auto Ticket is pending...
pending auto close- pending auto Ticket is pending...

pending reminder
removed

s ZE ML B R AR A AL

2. HE B
3. widli TRAFEHL -

pending reminder Ticket is pending...

removed Customer removed ...

43: IRAE HLBE R

VALIDITY
valid
valid
valid
valid
valid
valid
valid
valid
valid

CHANGED
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17

CREATED
09/18/2018 1517
09/18/2018 15:17
09/18/2018 1517
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17

PBEREAE T B AL

ek TENRGE TR .

SR AR I B o R i e Rk AT EATT .

ARG IR

1. RAPRESIIRF I RE .

2. BB -

212. K&
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Add State

* Mame:
% State type: ~ Closed

* Validity: | valid

Save | or Cancel

K 44 IR A Fe

3. il CRAFEL DRAF I 58 UL .
Edit State

* Name: new
® State type: | NEW
* Validity: ~ valid

New ticket created by customer.

Save or Sawve and finish or Cancel

Kl 45: g 4IRS e

VMR WERRGEPENIN T 2R AT v S B\ A4 PR R E RS

IR S AR GERC B P T KRS A FK > B AR o O PR AL LR 10
DRAFIF B SEHr N SE O SR S 5 R B

ARAT S TR NS AAZERH 2 N BE  FORr 2Tl 5E R .
G U SRR .

Wi NUETCE U R AR A B R A0 L R R A, I RIS RIS IE A PRI N A . Lt
B S CRBGLIERS « Ui B8 C ACL D AURAE C FPHIGRERAE Do BHIBEE SORZ A PR s 4247
IoRHE .

2.12.2 JREWE

AN L BRI, TR LU W o BT R S I T BOR I B .
J‘i

MRR* BEBEIRI AR o R A BT B AR TR 1 AT AR K RS, o FRR s AE A BE
S

RG> FAGRSEREREL S — B, Rk A mEME RS, WFERE %L . DU REH
nH

« closed-\ %
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Notice

This state is used in the following config settings:
ExternalFrontend:: TicketDetailView###StateDefault

You can erither h

PostmasterFollowUpState

PostmasterFollowUpStateClosed

Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::
Ticket::

Frontend::
Frontend:
Frontend::
Frontend::
Frontend::
Frontend::
Frontend:
Frontend::
Frontend::
Frontend:
Frontend::
Frontend::

Frontend::

AgentTicketBulk##dStateDefault

:AgentTicketCom poset##StateDefault

AgentTicketEmail###StateDefault
AgentTicketEmailOutbound##iStateDefault
AgentTicketFreeText###StateDefault
AgentTicketMotetiitStateDefault

:ApentTicketOwner##iStateDefault

AgentTicketPhone###5tateDefault
AgentTicketPhonelnbound#itiState

AgentTicketPriority###StateDefault

AgentTicketResponsibleff# StateDefault
AgentTicketSMS##4State Default
AgentTicketSMSOutbound#f#StateDefault

on your own by pressing 'update manually’

Save and update automatically Don't save, update manually

46: IR AENS T HE

ave the affected settings updated automatically to reflect the changes you |ust made or do it

Cancel

2.12. K&

45
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+ merged- . & 7f
 new-Hi

* open-AbHi

« HIhER
R

« removed- C I

TEMR: RSP s i TR BRIALE], TR S ek« O S84 H AT £ R BRRES
RISTIECRASIN > 2AE ARG PN RGN AP T EATE— D RCE .

AR BRI RN - R T BOR BN A% WA BRI RTATAAE OTRS FRAEH] o by Brist
A TCRE I R AR L SRR KA

FERE IR BHEAS I EAE R o O T, B SOR I BUORE i AT SE B T I BRI IE . DD TR
WA oRERE R .

ZL:

The following configuration options are relevant and noteworthy when managing states:
» Daemon::SchedulerCronTaskManager:: Task###TicketPendingCheck
» Ticket::StateAfterPending

2.13 Hitk

T8 P T BRIUKF U s A28 SL IERAT— SR S0 T ORFE % 1 LR R AR I oAb, FEATIE
KRS G PREAIA PR R SR A BRI R I O

OTRS i N 52t T 2 R A BEFREACIEAS (K0 AT B 908 SO, DU IR 2 OIT AT IR 55 N 4%
AR TR 2800 R F R 55 o

A H E B U8 ISR LU T34 o BROATEOLR » il OTRS 22 S S Bt o BB BB REAL T TR e
I REARAR R A

a Manage Templates

Actions List

[+] Add template TYPE NAME ATTACHMENTS = COMMENT | VALIDITY | CHAMNGED CREATED DELETE
Answer  empty answer 0 valid 09/18/2018 15:17 09/18/2018 15:17

Filter

Just start typing to filter...

Hint

A templa
ager
forw

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

P 47: ROHR 4 5 A
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2.13.1 BT

VEMR: A5 BRI  f5 EOEAE AT R QU AT

BB IN— AR«
1. sk 2R i iy VR IASEAR F2cl
2. W MIHTFEL .
3. suili fRA7EL
ALY AR «
1. SR B i — AR .
2. BB .
3. Ruili fRAFEL LRAF I 5 it
A B BR— AR -
1. SRR B 2 v 1 B 3R A Pl A
2. st MFRH .

VEME: A SRR R GG T 2 AR U e o A SR N A BB AT AT R S R

2.13.2 BRI E

ARG A UL DEPRIN LM DU N CE o AT AT (P BUR T BL
A * AN[FIRBL RS H] F AN RI AR H B o AT L2
[ElE=R i RN VAR I E A
G TR il s R T
IS kP T 1) 2 Y e A A0 HL A
Fere M RAEIE R an A .
#E TR .
R T THRARER R
PURERUEHE FEGRREE PP ] T8 T A 55 5 SIOR T AE Hh PRI S 5 PR IR SOA
YRR BEBEIE AR o AT DR T BT R AT R B AT B RS TR o SRR s ERE N

Tl RS N5 A .

ERTT AR N A AR PR A AR A o MR LR T
gty BRI AE R A U JE AN
OREE 2R AR IR B
A R ORI AR T

HRhE ARSI AR AR IESC

=+
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Add Template
* Type: Answer
* Name:
Subject:
Subject method:
Specify if the current article subject should be Combined, Kept or Overwritten with the
subject from the template.
Template: | B f U &= == £ E & £E E| = =
Format - | Font ~| size ~| A- B}~ T, | [ Source Q)
Attachments:
* Validity: ~ valid
Comment:
Save orCancel
48: USRI Bt
48
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Edit Template
* Type: Answer
* Name: |empty answer
Subject:
Subject method:
Specify if the current article subject should be Combined, Kept or Overwritten with the
subject from the template.
femplate B U &= i E E =2 5 = =
Format - | Font ~| size -~ | A~ ¥~ I, | [ Source () 1
Attachments:
* Validity: ~ valid
Comment:
Save or Save and finish or Cancel
49: G AR B
List
TYPE NAME ATTACHMENTS =~ COMMENT | VALIDITY = CHANGED CREATED DELETE
Answer empty answer 0 valid 09/18/2018 15:17 09/18/2018 15:17 o]
50: MIERASAR 5t 4
2.13. B
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BEPE AT LA T SRR I AN B AN B o AT RAER A B A A

ARNE * BRI BRI A o WRIE T BOR EDY ARG WA BEE BT AAE OTRS HAEH] « Kt 7 Bris
B TR I RO AR L BRI KA

VERE IR B RAS I AR o O T EEM R BUAR 2R I T BORTE i A e B T I B IR, DDA TR
W Bos SR

2.13.3 AL &

FESCA AR A ] OO REAT AP iR o 288, B OTRS AR, EZE R BN 4 OTRS #k o 7F
CUNIT R CORART ERE AR A R B 0 R RR AR A

Reference

You can use the following tags:
<0TRS_OWNER_*>
Ticket owner options (e. g. <0TRS_OWMER_UserFirstname=).
<0TRS5_RESPONSIBLE_*=
Ticket responsible options (e. g. <OTRS_RESPONSIBLE UserFirstname=).
<OTRS_CURRENT_*>
Options of the current user who requested this action (e. g. <0TRS CURRENT UserFirstnames).

<OTRS_TICKET *>
Options of the ticket data (e. g. <0TRS_TICKET TicketNumber=, <0TRS_TICKET TicketID=,
<0TRS TICKET Queue>, <0TRS TICKET States).

<0TRS_TICKET DynamicField *>
Options of ticket dynamic fields internal key values | e. g. <0TRS_TICKET DynamicField TestField=,
=0TRS TICKET DynamicField TicketFreeTextl=).

<0TRS_TICKET DynamicField * Value>
Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields | e. g.
<0TRS_TICKET DynamicField TestField Value=,
<0TRS_TICKET DynamicField TicketFreeTextl Value=).

<0TRS_CUSTOMER_DATA_*>
Options of the current customer user data (e. g. <0TRS_CUSTOMER_DATA UserFirstname:=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS_CONFIG_HttpType>).

Mote: Create type templates only supports this smart tags: <OTRS_CURRENT_*> and <0TRS_CONFIG_*>

Example template:
The current ticket state is: "<0TRS TICKET States"

Your email address is: "<0TRS CUSTOMER UserEmail="

K 51: BibAz i

Bt , A5 <OTRS_ TICKET TicketNumber> ¥ BN T ¥, AUBRESITHNE .

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAPREY RN -
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Ticket#2018101042000012

2.14 it PR

XPREH AT LA I 2 AHECLIRA o WpEUE » “PRAEAERR LA 27 ol “dnfaf R 4 thi 50T e A1 27 o A
SUBBAEZ TR IEAEAE RS A AR TS B AR S AL A b T AT 2 R .

OTRS R0 ILEATA B, O 3R AU B — X 2 SR IMEYE » TR R AL ] T 28 A B R BEAR

BB PR — A s A BRI N B — A2 MR o EAEHT I RE & EAE RGP 2= D — AN A
MBI o B EBERRAL T AR BCE AL B PR

« Manage Template-Attachment Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES ATTACHMENTS
Answer - empty answer No data found.

Answer - test answer
Filter for Attachments

Just start typing to filter...

52: A5 BRABARCRIBRAF: (¥ 51

2.14.1 FEIFA BHFEOCR

A LI EE B ) AR
1. mhy B
2. JEFEERIMBAR KA o
3. siilt PRAFE PRAF IS it

Change Attachment Relations for Template Answer - Signed contract

ATTACHMENT _| ACTIVE

Product Manual Annex { troubleshooting-guide.doc )
Service Agreement ( service-agreement.pdf )

Save QOF Saveand finish or Cancel

[l 53: & ORI ¥ B F
AL 2 2 AR -
1. mide PR — AN EAE
2. JEPFEDR UL BT X EE R 0 2 AR
3. sl PRAFEL PRAT IS8 pedscll
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Change Template Relations for Attachment Service Agreement

TEMPLATE | ACTIVE
Answer - empty answer
Answer - Signed contract

Save OF Saveand finish or Cancel

54: BRI (KRR

M WERARGE NI T 2 DB, BN EERE R AR BT A G 2 A i e S AR s By
.

AT RLTEPIAN B b [ I 4 BE 22 AR B o 538 s FESRIB B oh ek — /MR AN B KA T I
G SRR e i PR

Bty Vi BB AN PR RIS A (1R [ BE B2

2.15 Bit LAY

S L ) RO SO ESCA RN S DM 20 7 S sl A Z T AT I 5 SR BE RS — TN W] RE AT
% .

OTRS AJ LRk 75 B 1 ORI A7 [ AT TE A RO RT3 T BB (K 20 BE AT

A4 FH B0 B ol — AN B A BGS INB— A AN MG o TR UL RE 7B A R — AR — AN A B
PIRGE o EHBERALT TRBCEAN B IR .

# Manage Template-Queue Relations
Filter for Templates Oerview
Just start typing to fiter... TEMPLATES QUEUES
ANSwWer - empty answer DevOPS
Answer - Signed contract Junk
Filter for Queues Answer - Test ticket attributes. Office

Raw
Just start typing to fiter. .. Service Desk

55: A& PR AT A7) () < HK

2.15.1 IR BAFIC R

AR — A BB 53 e — AR :
1. mihy B — AR
2. JEFIERAS AR (KIBAF
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Change Queue Relations for Template Answer - empty answer

<
by
]
=
=
i

QUEUE
DevOPS

< & & [« €]

Junk
Office

Raw

Service Desk

Save or Save and finish |or Cancel

56: &I B

3. wili TRAFEL PRAFIFS5E et
AN AR BB

1. widdi BB — BB

2. JEFEEASINBIBAA IR o

3. wili RAFEL PRAFIF 58 AL

Change Template Relations for Queue DevOPS

TEMFLATE ACTIVE
ANSWEr - empty answer

Answer - Signed contract

O RILE]

Answer - Test ticket attributes.

Save or Save and finish |or Cancel

57: & BN RIK I REAR

M WERARGE NI T 2 B BAS BN EER B M A2 AR RIT AP G 8 A A ey 2 RS B A
A .

AT RATEPIAN B3 v (5 I 43 BE 20 AN BB o 538 HE SR B vh ety — MR s — AN BA S A AT IF
Gt AEASERR 5 e A R A3 e

Bty U A SRR AN BRI B SIS e (2 [ BE 2

2.16 KA

UFIY KPIC SCBSUSRER ) 9 T MBI ST 0 TR . B ) — BT » AR 11 4 35
ARIFIROSS Sy o VR R SRS HOTC B it FT R R 2 BA S S5 T e 20 4

OTRS i 1l T 3K LU AN FFA ly KPS 1 1T RS £t ST 0 SRR K032 L A 1)
$45 T DU R SRR
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LB o] 1) RGTISINZEAY o BRUSOLR » B OTRS ey & AR 4p2RRA o RAVE T A T ik
BALM RRBHF

# Type Management
Actions List
[+] Add ticket type NAME MALIDITY CHANGED CREATED

Unclassified valid 09182016 15:17 0%V18/2016 15:17

Filter for Types

Just start typing to fiter...

58: AL HL 4

Wi E Yl ARGV BRAL N I ARG WS R SS  DUEAE T R T AT IR o ) DU
T R P I B BB BIC B

Please activate Type first! =

59: JALITE

2.16.1 & HIZEA

A EAIN R
1. s e MR P Y SR .
2. HH B
3. il fRAFFEHL -

Add Type

* Mame:
* Validity:  vald

Save  or Cancel

60: AN it 4

Bl ERNARGT BRI o BRI AR IR A Je Rk I N ROk AT .

AR A
1. EAREBIR PR
2. BHTBL .
3. wili RAFEL PRAFIF5E AL
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Edit Type

* Mame: Unclassified
* Validity: ~ valid

Save or Sawve and finish or Cancel

61: Z 4 i 4

M WERARGTRIN T 2R, KA ZIRM A PR, RV TTfd o g S hE & sk e 2R .

2.16.2 KA HE

ARG A UL BRI T DME I DU IR o AT A S T BUZ U BL

ARR* SRR AR o AT DR T B AT SR AT, A KRS PR, o AR s AR
T

ARNE * PR IL BRI AT o WRIE T BOR EDY ARG WA BEE BT AAE OTRS A H] o Kt 7 Bris
B JCRE I R AR L BRI KA
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CHAPTER 3

i I 5 e W 10 90 3 A PR J RO 2L 20 S ) 2 7 S € i 55 O SR o A L 23 A JE i 2 7 B i
—EBIIIRSS » FERA R IR S5 A R B B R o ) DT BAAS SR R B W R S 2 4 IR A I )
S -

OTRS Jy it THIEHIBA « FAEM 2 A TH , DI 0O T IRss o (ARGl bht, &
AT DLRE NS IS AE 2y RO 45 52 RO BN > I SEVE A 11 A AR ] bk o 7 AN S o S P22 S A2 P 141 A IS
IR o B A B[R] SR P A RE A R Y S B AR (AR A B . R IR IR A T Z
b T H .

3.1 BRI A

O R RE BRI NI AT— P 0 JLALIRSS A S NN RATHT o 51 OTRS B3 ] g 32
LRSS N SUBER BL T A

OTRS #R AL BT R 57 P GO AN » AERf SN e ) K P R a4 5 MU i) > BLIA FARAEAA R SAT % « 4F
PG AT AT s8R (SO AR s N 2 MR € IR AR B OTRS K 4L T AR T AN

A PH O 5 PR B L ROR S R E A5 N DL A B o T RS DR 0 T AR AT AN 2L A P O
SUBAIYASEI S

3.1.1 B EAKE

PRSP RN, WBMER DU R o AT AR S T BoR IR BL .

KAFN* BT BRI 2R AN B

FILH B ATUEIL P B s A sl AR N R AR R .
AL R BAUR A W AR T Beh ik £ A s AL R R AR .

ZH R DY it EECRR U SR Al DA 8 IR B B B RORAZ M S, » U R U PR IX S B A% A
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Create Administrative Message

* From:  support@otrs.com
Send message to users:
Send message to group members:

Group members need to have permission: [ o P

Also send to customers in groups:

* Subject:

wBody: | B 7 uw §| = =

Format -~ | Font

Send

iz

Size

10 U B R 5 R

]
B
][]

- I, | [oSource Q) 99 9

58
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FIRERILBNZ LM% ) PRI R HEIL 2 SORBNZAH K )

VEf#: This option is available only, if the CustomerGroupSupport setting is enabled.

R EPSN IV B
IESC* R IESCHE .

JEASBERSI

B R RE PR P RS o — HAEH DR M e TNy s HBOE A2 IR R 1 -
o LET I AR B ) AT
o EBOHHA S
o EFEZAT, PF SR

T AT CAGRER R 55 N BLEREA TR (¥ 0B )

OTRS TR S Al i L BE TR o AEIXHL, 9 B % W] DU U B A RO AR T 2 > A 358 e o A A el D
o I AL U K FRZ S A LA 10 I R0 N E A T

ﬁ%%#%Tﬁ%%ﬁMﬁ%Lﬁ FEFT) OTRS 223t s BRI UL N SN SE R &0 o FL 0 A0
B hr T Sl A B AN AL PR TE AN

A Appointment Notification Management
Actions List
[+] Add notification NAME COMMENT = VALIDITY | CHANGED CREATED EXPORT COPY DELETE
Appointment T 09/18/2018 09/18/2018 L
ificati vali <+
+ Exort Nofficons reminder notification 15:17 15:17

Filter for Motifications

Just start typing to filter...

Configuration Import

Browse... No File selected.

|| ovenwite existing notifications?

& Import Notification configuration

B 2: LA T e B

3.2.1 BRI A

A LI — AN TR 0

3.2. TS 59
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- ZE AR A sz .
2. AEIRPILE S E B S B .
3. wili TRAFHEHL -
PR T S TEA BRI
o LT PR SN A A B SR AN
2. R IZ SN E BB BB
3. wili TRAFEL RAFIF 58 AL
AL R AN TR N+
- R PR S8R P Kb R R o
2. wiili #IAFEHL .

List
NAME COMMENT = WALIDITY  CHANGED CREATED EXPORT COPY
Appointment i 09/18/2018 09/18/2018
vali
reminder notification 15:17 15:17

3: WM T2 38 0 e

AL T TR 5

- ZE TR 3 S

2. (EVIHENLFIERE— M7 B MR Export_Notification.yml (A o
A B NTRLT A -

- ZEAMTA AR A 0

2. EFE AT L yml 3CHF

3. WUREESIAEA, Uiy AR ? RIEHE .
4. miily SANWARCEIZH .

3.2.2 TLAEANKE

IS MBS B LIRS, AT DM DU R R« A RS BRI E .
Z:
B ES RPN OTRS 23 A& BN TR $EERE 51 -

LA 1R T 38 500 8

DELETE

PRR BRI AAR o R A T B AR TSR AT AR K PR o SRR s AEE R

o

FERE IR BHEAS I E AR o O T, U SOR I BURTE i AT SE R R T I BRI IE . DD TERE

W WoRfERE R .
FERR S5 N LR T EL s 5 SGH AN W 7 55 N B3 B TP s o wl DU PR 30 -
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Add Motification

% Mame:

Mo

walid
Kl 4: TLHARE - A

AN SR AEIR S N D E I o T 5 R R AR 4 AT A5 5 2 ARG A B
HFIHE WA R 55 N B3 IR T rp DAEIE SR o RSG5 DT DUEF A BOR H .

R s AR R D AEAN BRI TE o WK RIS A B IR R 2D E A
HFITTVE o X HAARRSF LI SRR .

Fo o

houd

Appointment notifications

NOTIFICATION = : Che forwh l kind of W
appointment changes you want

"
m
o

" Appointment reminder notification a to receive notifications

Kl 5 AN TRZE S v B

25 N BB IR R IXAME BRI 35 A D3 1 I I3 e DA IX AN P 7 s o
AL BB LRI RNE - W R B BN A% WA BEIRRIATAAE OTRS AR « by Brist
37’3 e W N JE R AR L BRI A A

RESE XS

w Events

* Event:

K 6: LY R A - FAF
FF AR AR A LGSR SR S il AKX AN ST A TR v s T A FEAT Sk g AR TRZY
FREFAFAT :
AppointmentCreate {EAIETILGHAT -
AppointmentUpdate 7 BB ML Ja 4T -
AppointmentDelete (LML) JGHAT

3.2. TS 61



OTRS Administration Manual, % i 7.0

AppointmentNotification X/& —MRHRMTIL Fit, #th OTRS P4 difE LI AT o Wi #igy
A0l A0 1 H /e TR C WARSCR T s D 9F Has B RiE a H W, W) OTRS sF4 R4 3 5l
HBEEAFHRTRA AT IR A .

CalendarCreate 7EGI#EHIEHAT -
CalendarUpdate 7EFEH H7EHIT -

SESPUR SR

w Appointment Filter

K 7 TR CE - T2 g ds
C LI D A AT /N 3 DT S B B B R i D TR B1)3%
H D1 GRS # E S 5 H I
Pl DT )78 73 B BERR A
FrE I PETRL AHE 7y B e HEAL .
BEIE N BCLE TL A P BN BB 4 R P £%

RESPURILIEE N

w Recipients

|_| Also send if the user is currently out of office.

|_| Motify user just once per day about a single appointment using a selected transport.

Kl 8: PLE A BEE - WA
ke P NARMCE AR S N By o AT REMIELE -
o XATREEFERIIRSS N 52 C B D
« AR C HI O B EABRRSE A  .
© FrAXEAILC HI DOHGBIRIIRS AR .
FILGIX LN 55 N by T LRSS s A ORI AR 55 A B
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FORGAMPAT RO C BURSS NG D W LA Al AN, P RS A sl s .
SOOI W LLERE DA, iR A bk iz s .
SRRt AR I R I, R R A5 N BT AR S RRTE AN .

— R AFRAGHE I Rk s AR 7 R B AN IR o I R AT TR ANl A, WPk
RIS o AR AT O R A, I Hak b 7 kT, W OTRS Py b RLE R & Bk 26 40 1
BTE] o GnSRAEIE 25 24 /NBF AR RGE B S0 B AA S FIRKE .

TIRL 38 515 1
w Maotification Methods

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

least one method below

Email
E t tificat |E‘1
1eth
\ t rec t 1
ATt ble for tom |:|
An article will be created if the notification is sent to the customer or an additional
email address.
Email template: Alert
Lise this template to generate the complete email (only for HTML emails).
Enat 1
PGP and SMIME not enabled.
Em t
If signing key/certificate is Skip notification delivery
mis
If encryption keyicertificate is Skip notification delivery
Jis
Web View
Er t tificat [ ]
1eth

SMS (Short Message Service)

# Please activate this transport in order to use it.

Kl 9: TRAEFNBCE - WATTE
JEFHIXANIE S0 759 B AR P 3@ 53 o 07 R AT U H IR Web MR B B AR S .
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M ST, R 2RSS .

AW BB o) A LS AR PR o AHTIE 5 8003 5 23 f v R bk
X2 P BT DL R S A3 45 5 7 S M RSP B I B — A F
WIS 3-8 P T 30 460 ) R ISP ABEA

VEME: BIK—A Lttt CPFAUE SCPFE R <otrs_home>/kernel/output/html/templates/
standard/notificationEvent/email/ "', 0] LAV INEAd B R AR o 52 WA 11 1l 1k
W LSRR o

JE P VL A 22 4 306 FR P B TRURE Jor 2 U R ) HL T ISP

M AR IEThRE . HER PGP #Y] B S/MIME -5 .

SN 180 7 oo/ % | I B vt e DS LA 16 57 of - ST o e O A T D
PGP 254 JAEH] PGP #H12 F 3 AN (10 731 o WERBAT 1M R LU I PGP #8], WHek iA m]

o
PGP I AUEH] PGP # SN @ An (v 718 AF o« WERBAT 17 R GEA I PGP & 8], Wek HiA AT
o

PGP ZZfn# H PGP Gl 40 0 L F BT 2 AN . W REH W 2FEHR N PGP %44,
) ek TN AT I, o

1L SMIME 2544 AVAEH] S/MIME F 545 283 40 1 B 7~ B o 40 VAT 17 RGe i i SIMIME AIE-15 5 )itk
PRI W, o

1 SMIME Jjin A8 H S/MIME E5 b8 18 40 /Y F FUREE o Gn R ¥EA 17 RGN S/IMIME IE15, Wit
JETUATT I, o

SMIME 24 Apns A ] S/MIME ik 5 X6 38 01 1) HL 3~ WIS AR BE AT 28 44 A& o R8T i) R G0
S/MIME 45, JUBEZE A AT UL

FEff: BEHIEThEE, WER PGP %5 8 S/MIME k15 .

WSRO B PIRIET M REAE SR/ 28 4% B B U 15 I AR AR 5 7%
U SRR I B RIES ¢ S PEAE SR N E e PG AL I A T 7

TR AN SCA

AR A FA A i A 3 RUMI T SCSCAS AR 55 V8 I 0 A IESC AR o 38T LUE SGE A T OTRS 2 REFRAE 1
HASCAR N

T R E T E AL .

IESC* R g v 5 AR IESCOA

NI AN S PR IR LT 3 DL A AR S o 2% ) IR 2% N B AT SR A 2 ) R IR 9% N B
BRI S o G BRHERGBOAE S « JURIAZ LRI
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w Motification Text

w English (United States)

% Subject:

*Text B I U S|S

Format > Font > Size

- L

Q
[3 Source ) %9 92

Add new notification language:

P 10: T TE e - TANSCA

3.2. TS
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et Deleting a language from the DefaultUsedLanguages setting that already has a notification text
here will make the notification text unusable. If a language is not present or enabled on the system, the
corresponding notification text could be deleted if it is not needed anymore.

3.2.3 MLy &

AESCA AR AR 5 ] AR REAT A iR o A28, B OTRS #R%, EZERGH B N4 OTRS ik . 7E
USRI CORART R RE A AT R B 0 T AR AR RS

* Tag Reference

Motifications are sent to an agent.
You can use the following tags:

<O0TRS_APPOINTMENT_TITLE[20]>
To get the first 20 character of the appointment title.

<0TRS_APPOINTMENT_*>
To get the appointment attribute { e. g. <0TRS APPOINTMENT APPOINTMENTID=,
<=0TRS_APPOINTMENT STARTTIME=, <0TRS_APPOINTMENT DESCRIPTION=).

<0TRS_CALENDAR *>
To get the calendar attribute ( e. g. <OTRS CALENDAR CALENDARID>, <0TRS CALENDAR CALENDARNAME>,
<0TRS_CALENDAR COLOR>).

<0TR5_*> or <0TRS_NOTIFICATION RECIPIENT_ *=
Attributes of the recipient user for the notification { e. g. <0TRS_UserFullname= or
<0TRS_NOTIFICATION_RECIPIENT_UserFullname>).

<0TRS_CONFIG_*=
Config options ( e. g. <0TR5 CONFIG HttpType=).

Example notification:

Subject: Reminder: «0OTRS_APPOINTMENT_TITLE=

Text:

Hi <0TRS NOTIFICATION RECIPIENT UserFirstname>,

appointment "<0TRS APPOINTMENT TITLE=>" has reached its notification
time.

Description: <OTRS APPOINTMENT DESCRIPTION
Location: <OTRS APPOINTMENT LOCATION>
Calendar: <OTRS CALENDAR CALENDARNAME=
Start date: <OTRS_APPOINTMENT STARTTIME>
End date: <OTRS APPOINTMENT ENDTIME>
All-day: <OTRS APPOINTMENT ALLDAY>

Repeat: <OTRS APPOINTMENT RECURRING=

SR RHEESPE PR S

Hlhn, AFE <OTRS_APPOINTMENT_TITLE[20]> § B AFREMIET 20 NFERF, RVFEMRAES U NN .

Title: <OTRS_APPOINTMENT_TITLE[20]>

Bt IXAPREY N -

Title: Daily meeting in the-
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AR H &

2P LT . HIBANSTS AN AR A B D] B SRR 25 A DARR R 8 T L o AESCAEIE LT, L T
A T H AR N BT S o IR TGIETT R SRR 55 A% H A& AR AERRERTEAS .

OTRS 5 Jif5 HERH o &R T ERESEAE « M @M BRI ATLRSAT: LA 25 i AR 55 4% 2 ) (R34
BB B S A T B H & o SR H SRS BR%E A T AR R kR 4L A Gl A5 H SR .

# Communication Log
Time range Status for: Last 24 hours
Last 24 hours
Show only communication logs created ir 2 >
specific time range.
No account activity MNo communication logs
Filter for communications
Just start typing to filtter.
= O]
Hint No active communications Average processing time

Less than a second
In this screen you c

w List of communications (0)
ALY Successful (0) Processing (0) Failed {09

STATUS TRAMNSPORT = ACCOUNT v START TIME END TIME DURATION
Mo communications found.

o-0aof 0

120 3 AE H M b

3.3.1 A5 HAEM

I AF H S DU DRI BRI DR > Sy LM AR R RGN RIS TIRDL . BAREGR T 1 &
=3:iskiiil 1u .

w Account status for: Last 24 hours

4 STATUS ACCOUNT AVERAGE PROCESSING TIME EDIT
Mo accounts found.

w Communication Log Details (0)

STATUS TRANSPORT DIRECTION = START TIME END TIME

Mo communication log entries found.

13: k)R HE

PR SR T IR R R T R ) L K AT ), N RS R U .
WEADIRA Wik Bz BACHRAT AT T4 5, St/ N PR A i .

WAETENL WU ARG ST TR S A 4 Bos N .

PRI AR BRI TR) 32 56 B IR F 7 (1) B2 v IR TR e vt
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AU ZE A= R R TR) Y USRI A5 (1 QU N ) HEA TR0 o BRuEZ 4k I8 mT LAZh AR I JEAT AT 0 7
WAFRE  IF Bl BUERAE R SR THET

U AT T A AT, R R PRSP bR

w Communication Log Overview (2)

STATUS A TYPE = ACCOUNT START TIME
v Connection C imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43
x Message (g imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43

w Communication Log Details (8)

A# PRIORITY MODULE INFORMATION
1 E L3 Kernel::System::MailAccount::IMAP Open connection to 'imap.example.com' (test3065508080300003).
2 (i Kernel::System::MailAccount::IMAP 1 messages available for fetching (test3065508080300003/imap.example.com).
3 3 Kernel::System::MailAccount::IMAP Prepare fetching of message '1/1' (Size: 12.3 KB) from server.
4 b3 Kernel::System::MailAccount::IMAP Message '1' successfully received from server.
5 3 Kernel::System::MailAccount::IMAP Message '1' marked for deletion.
6 i Kernel::System::MailAccount::IMAP Fetched 0 message(s) from server (test3065508080300003/imap.example.com).
7 E L3 Kernel::System::MailAccount::IMAP Executed deletion of marked messages from server (test3065508080300003/imap.example.com).
8 E 3 Kernel::System::MailAccount::IMAP Connection to 'imap.example.com' closed.

14: A5 H G TRANRLIE e %

FEANEAE PP AN H &, XA DU JER L R

R RS H RO AL R B S TR B R A AR R B AT H RS

TR MR H SR A 5 1 SR BEAH G HAEAT H S R o AL BV R AR AT B A 5 #0n] DLAE I H & il
SICERAE > TS AE M 1 A IEAEHEAT AOBRAE:

] LI I AR A A IR R P T IS 2, AR E PO IEH B4 H o HAEZOM NG « 8 i e #ekr
SEMRSCI BT BAZIE LB B E e H IS4 H . Herh Error Jyfie o

3.4 MRkt

5% P ISR TIPSR S AT SRR « % PS8 55 10 AL
FHSPEHUBL AT o 47T R BLF P2

support@example.org
hr@exapmle.org
sales@example.org

XS FUE S8, URATREIAT 2 o T DU A X SRS BROR AR S IR
AU AR R R AR R

OTR R4 75 224 1 1) [41 A2 B AT e 22 1) o MR btk o S50 A 1R L B A Mk > TGl F T Rk aE e 4
W #ORAFAE— DT JF BRCEAMREF o AEPASIBCE s IRZEFEEMRI L, AR (b AE 2 AN (o T AR
(I NAE AR SR AR A v 1 R

LA OTR REWS AL LT HBAF , 87 E ARG AT ISk o o PR 2 S0 2 R A 21
MEPFHshE , At OTR REMSALEE 22> it T IR AT M o BAA T ABERREI 2 A B Pl [ 2 JRER o AERA
HUI s W RABCE H T BB At S st
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A8 FH U B 5 ) RTINS I R G BT BRI o 7 OTRS I O REEAIN T AN HE bk o d -y
I = R A T = R A 2 L ST 5 3 [ 8= A

# System Email Addresses Management
Actions List
Add System Address EMAIL ADDRESS DISPLAY NAME QUEUE WALIDITY CHANGED CREATED
wobl162@virtual .otrs.com Virtual OTRS vo5162 DevOPS walid 08/18/2018 1517 0%/18/2018 15:17

Filter for System Addresses

Just start typing to fiter. ..

Hint

15; W7 WS kA B 5

3.4.1 H I

A BN AN H A
1. sl e AR R A N AR GE MBS k421
2. W5 MIHFE .
3. siah RAFEH o

Add System Email Address

* Email address:

# Display name:

* Queue: DevOPS

* Validity: | valid

Save  or Cancel

16: A0 L1 BB ik

iy TIEARGHIMER -l bk o HREERDH A BT E ) o I N e ROREE AT .

M AIN—AN IR R I E A RS » OTRS G ik )tttk 2 336 o 7 IR o 3Xm] ARG 1k 7] g
RGURBHIIA] o A SR AT AT 2 IS L VRS A5 S B TR B T o i, SR SR VR
N3 A B —ABr s g, T BAESS .

A LG > R T ISR
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Print Split Bounce Forward Reply All

Reply Reply via SM5

17: fEfE3H

LIRS iz R 15 05 e 071 s R M g 12
2. BB -
3. sl TRAFEL PRAFIF5E AL

Edit System Email Address

% Email address:  vo3162@virtual. otrs.com

* Display name; Virtual OTRS vo3182
The display name and email address will be shown on mail you send.

* Queue: DevOoPs

* Validity: | valid
T"'-'-'_'-|='I yddress cannot be set to invalid, because it is use N one or more gueue(s).

ymment; | Standard Address.

Save or Saveand finish or Cancel

18: Z 4 AL T IS b1k e

VEMR: WRARGPEIN T 2 AR AL, R NSRRI A BR BT R R HE AR S R
Hbdk o

3.4.2 Wil v B

AN e AL DEUAS T LDME I DU B o AT AT (0 BUR U BL
HLF WAl > S o P L
BIORBHR* WBIRAIARR o W ALESL 7 BOT M AR RSB 4T, A KE PRI o AR BORAE
(EHERIY SN EPSE A
. OTRS Feedback
To: Your OTRS System

: Welcome to OTRS!

K 19: KRG B
BB * K v A b 125 0 Ay BRI - HIS A2 M il R BA B o
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M s W Nk > A A, TR E RS T o R F TR RS YR v AT L
SR B DA ek Pt B ) R B

ARE* BEE LRI RNE o R BO BN A AR SRR RIATAAE OTRS HRAE ] « by Brist
B JCRE I AR AR L BRI AL

MR AR IR B AR TS, U RERS FLBRE BN TRk I I IE 2K

FERE IR BHEAS IR o O T M, U SOR I BORGTE N AT SE B T I B IE . DDA TR
W BonEL R

3.5 PGP #%4/]

LA R BRI o fE GDPR(EKE AN “— BB RIER” ) o A1) URISCE WIS 2 In# i
G NBHG R 2 — o BARAE GDPR R INEE AL SR FITER » (HAE S e iy S i AN TT D

OTR AU EAE FEER L S/MIME iiE -1 8k PGP 2] nasifs .

VR T ARSI AR AN SN P (R 5 AR A B

IR 4R 17 R G PGP #8 PGP A5 B 5 4 vl 75 JEAS MUB AL PGP IR rb R 31

w PGP Management

Actions Result
| qQ | TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
No data found.
[ +] Add PGP key

Hirt
In this way you can directly edit the keyring
configured in SysConfig.
Description: Introduction to PGP

20: PGP 4 H it 4t

3.5.1 &3 PGP %]

dff: 24E OTRS il PGP &8, DAUEHMIGILIRE .

LRI —A PGP %9
1. SR i PGP % H¥H
2. pali * BT JARAT I SO R AE
3. MILHRGihikHE—A PGP #4301k .
4. gl Nt deA .

3.5. PGP %4/ 71
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Motice
De s o, |
11
= Enable PGP suppaort
21: JoH PGP 2 FF
Add PGP Key
* PGP key: Browse... Mo file selected.

Add | or Cancel

& 22: TN PGP 85 4H b %

A MR —> PGP %4 :
1. miili PGP P35I i b A K As
2. widi #IAEHL

Result
TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES
Mo data found.

Kl 23: Ik PGP %5415t 45

DELETE

VEfE: WER RGN T 24 PGP BH], i RHEA A E /K PGP %] .

To adjust the PGP settings of the system:
1. %3] RGRCE D4
2. Navigate to Core — Crypt — PGP in the navigation tree.
3. AHWHE -

3.6 HBAHE H 51 i ks

FEMUR S AR UEMR AT BEATFIO02RIN s SRR, IFARRE B AR R Ip o S AP A e g ] NI o 5K

BEEE G f RSB ER S .

OTRS AT 1) IS 7 BH 5ok in s A B I HL 1 WS (0 5 e P SRME D it o il AR o s R A
DL, 96 5E BIMRSS & 1 i T IBAE AT R Se VA N T-BAA1 » B4R TR S 1) 30 56 AN R (R P BN > DAGI 3238 B R O oA £

e PPt R IR S5
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AT T 5 ek T 1) AR GRS TR B B T DS o WSRO0 Ui A e e o 1 AR VA N AL 1 ISR A B B L DR
P

a PostMaster Filter Management
Actions List
(4] Add PostMaster Filter NAME DELETE

SPAM filter

Filter for PostMaster Filters

Just start typing to filter...

3.6.1 FEHHRARE A Dk e o8

VEfR: AN INER g AR S B G e AR . TR T . BT RRAT ASClibetical AT VAR .

BRI AN M HEL 5L T e
1. e 2R ) RIS 25 B 53 38 g 24l
2. HEWIHFE .
3. suili fRA7EAL

ALY AN M L G T e
1. s ISR B 0 SRS 4 v AN A T B G R R A
2. BMUTB.
3. Auili fRAFEL RAF I 5 it

A BB — AN M FE 5L T e
1. ps el WS A B 5k s 41 3 v 3 A B A
2. Mt MFA .

List

NAME DELETE
SPAM filter

Pl 25: WIS AR 5 35 D1 ok E 2 B 4

VEMR: TR RGP T 2/ SR B e A 0 L S AT X B T A A o 2 M
I GIE S

3.6. AR BE 611 g 2% 73
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Sl A ===t

3.6.2 HEAHE B A ) e s i

7 BUE BT B

a0
J

ARG AL BEUS T DME I DUR R« ARAT

w* Example

Filter Condition
leader 1 To Value 10 (meltestp®example.com

Set Email Headers
leader 1: | X-OTRS-Queue \Value 1: | SomeCueue

K 26: HEFAE L R T gE 2 O B s )

BEACTRI AR B D1 e A8 B

Add PostMaster Filter

* MName:

# Stop after match: | Mo

Kl 27: WA P OL I RS B E - JEA

YRR BEBEE AR o AT AR T BOR R AMERT R B AT A4S RS TR o AR RO EME AR
S

FERR: VRIS I — AR DR SN 1 P A A B L B
25 ASCIL (IR  ARIRILILF DO FRFPINS AN LBV R R . #05 ASCII i, T itk
i35 T- ASCllbetical A1 4 TR ATHE ¥ .

VURC 5 50k > HSH B 3 pE A% % ASClibetical N Jy HEAT VAL o BB E e SO SEMHTE 2O IESS I VP AL
17 P HSAR B o PR AR AR AT .
R ATE e VAN TR A PR G g > (R UG T RS I TRA

SURisEn P N
w Filter Condition (AND Condition)
Search header field: for value:
Megate: J
Search header field: for value:
Megate: |:|
Kl 28: HRARE HE L I EAR I - L IE AR A
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HISAA 7 2 O I IR A L 5 N AN 2 AL (R A1 DUEAE L B PF_E AT U o R AR S Sk
Z H B LE ST (0715 H O SO 26T

PRI TBC M NH— A TR PR HE— MR kB x-0TRS #rk s SRIGAES T BOP s —

AMEAE N T M AR Sk A% R ] o FL A m] DU IR WIERIK 30y b UL

HEPE k46 H 3R AT LAE RFC5322 k3] o il LK x-0TRS ki€ SO IEAAT « AR x-0TRS 3k
L SR

X-OTRS-AttachmentCount XS A F IR A& RIMHEE0E C Blin, 0 FRosiEA BRI HEe: Do

X-OTRS-AttachmentExists WURAGFAEERTHIBEF . b x-0TRS SkiXE N ves, B WR
LA, W'e BT no 18 -

X-OTRS-BodyDecrypted WIHAL ANMBAECINE , ] DLZS N8 2297 DA 2 $64% A s Wik 1 1 3 o
X-OTRS-CustomerNo W& T HHI% /" ID .
X-OTRS—-CustomerUser &% & LEHKZE T .

X-OTRS-DynamicField-<DynamicFieldName> 7E <DynamicFieldName> 27 Bt LR 17 1T 3
B A AR o T B8 Bk T3l A& BB B C e SCAS : Notebook » 1H 3] : 2010-11-20
00:00:00, 4. 1 ).

X—OTRS-FollowUp-* XL 5% FollowUp C FREE D AT IS LARTE ,» {HIX LA LAY
18 T R R o

X-OTRS-FollowUp-State—Keep WIH B HE A 1, ML AR BB AT TR A o ik,
Al LAFE RGN E Al LT KeepStateHeader H & XHMBAFkL ©

X-OTRS-Ignore WIHK'E A Yes ol True, WIHTEZEAE N E , I HoKiE A HAL 845 &

4 .
X-OTRS-IsVisibleForCustomer %il/2% m% 7 P oG5 o WRERIME N 0 8L 1 .
X-OTRS-Lock #'& THIBIEIRE « WHREMMEN Llock ( C8E DB unlock ( RS )
X-OTRS-Loop WIHRWE N Yes Bl True, WAL MEFF AT N KIE BB NE C AR .
X-OTRS-Owner W& LHITHENMKS AL .
X-OTRS-OwnerID W& T HLHTHH MM NG ID .
X-OTRS-Priority W& [ HILLEL .

X-OTRS—Queue & X EXF THBEATHEFHIBAA o WERFEIAS B & T ML EE, i BT P %A
SRR A I PERIN P (¥ e s R SE G o WERAE I 7 BAS  BRpRE AR E 0 SIS T EAS .

X-OTRS-Responsible & L7157 AR AN «
X-OTRS-ResponsibleID ' T #4157 N[IHRS A ID .

X-OTRS-SenderType W& | B[R ANLEM . WREHMEN agent ( IR AL ). system( R4 )
¢ customer( &/ Do

X-OTRS-Service BE L HTEIIIRS: o WSAEH RS, Wk g e b QRS FIRS -
X-OTRS-SLA % & LT & MRS 203 i o
X-OTRS-State & T HIPRA .

X-OTRS-State-PendingTime ¥ & [ HLI\FE IS ] ( Nk x-0TRS-state KiEFHEERE ).
fasn] DUAR B F 7 IS 42 11 21038 I 8] 8 o 2660 H 91 2010-11-20 00:00:00 5 5 AHXT H o AR +
$SNumber $Unit kal, i sunit nfBUE S C B )Dom C 2080 ) h C /pEF DD ¢ R D). HEE
FRE— AT o FARRCE IR . +50s ( 50 FPJEHEEE )y +30m ( 30 4% )\ +12d ( 12 K s

- MR AR B G g A 75
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MR & +1d 120 IXPERIBCE A TRER , AT LU +36h KA

X-OTRS-Title W& T HL[IAR o
X-OTRS-Type B L FAIHZRAL ,

ey IXSEIR A Sk 2l i OTRS AR 7 X T 2h vk AMBFEH - OTRS M 2323k 1 i i SR i
X-0OTRS 3k

Z L
MELEDK 5 E 2 XAFAER )
SR WL, WSS R R I

e Mk

w+ Set Email Headers

Set email header: with value:

Set email header: with value:

29: WA B LI DEAS B - BEE MBIk
FEATS s AT LUGE 2L i8R U UG P I flgh A P 4884

PEEMBAERR k- I A — A R g R rh ik —A x-0TRS #nks SRJGAEH “ASTFBOP N —AMEAE R
% Xx-0TRS bRk HIMH -

2
FHCSLHIR T x-0TRS #rk .

3.7 HBAFE FH 53 MR Ak

R A A A — ML G T— R RIS & s o 2 AN BIBIRSS o A BB T AT A L)
FRHRA .

OTRS fijfk T L T IBA B E - OTRS M 4 i B A sl AT AT I P AR TSR IR ) 7 A
A PH R s B PE R P A I B R GE o WS B A1 AR AT SEL AN ZEL 1) ISR A B O3 A A e

ek WOPUBPERT OTRS 23 )\ POP & IMAP JIk 554 LMIERHEAE o BEAT IR AR IR S5 275 O B — Bl AS
U RARARAE A 55 25 DR B — A RIAS RN AE WS 55 s L GRS A RO 375 285 1) 4K (1 IS P 55 4 SR A
RIS R .
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a« Mail Account Management
Actions List
[ +] Add Mail Account HOST/USERNAME TYPE | COMMENT VALIDITY | CHANGED
mail.example.com / This is a .
IMA i valid
test mail ac...

Filter for Mail Accounts

Just start typing to filter...

Hint

Configuration.

P 30: HIEPHpR BE iR

CREATED DELETE = RUN NOW!
10/18/2018 .

Fetch mail
10:54

VEMR: W AGERE IMAP Iy LU & SR SCAER o SRR AT LU SR A R A o

me £ mk P oW BT A % R M R fF &£ OTRS % ¥4 & P .bin/otrs.Console.pl
Maint::PostMaster::MailAccountFetch fiy & i F Zo s 2 b 18 ¥ & 3R W BB A o 188 |] RLF 3l 34

e DR A B AT WS v B A5 IR AT o
FEERIN e, 2 OTRS SF4PBEREEATING & 10 0B — s .

3.7.1 bR p

A BRI AN AR
1. A 22 R ) ANk 4%
2. HWEWHTFE .
3. smiili TRAFHH .
A LY — AN SRR
1. AWk S B i — AN IR
2. BSUFB .
3. il TRAFEL LRAF I 58 AL
AR — AN K
1. A Ak 7 21 e i 37 3o LA
2. miili #iARH .

VEAR: AR 2 ARk A B R g b, WA DG AT R T PR A AT AR S WA

3.7, HSHHEBE G HEAEK

77



OTRS Administration Manual, % i 7.0

Add Mail Account
* Type:  IMAP
% Username:
% Password:

% Host:

Example: mail.example.com

IMAP Folder: | INBOX

Only maodify this if you need to fetch mail from a different folder than INBOX.
# Trusted: Mo
# Dispatching: Dispatching by email To: field.
* Validity:  wvalid

Comment:

Save or Cancel

B 312 AN AEOR 7 B 4

Edit Mail Account

* Type: IMAP
% Username: test

% Password: eessssssssssssssssnns

% Host; | mail.example.com

Example: mail.example.com

IMAP Folder: | INBOX

Only modify this if you need to fetch mail from a different folder than INBOX.

#* Trusted: Mo
# Dispatching: =~ Dispatching by email To: field.
* Validity:  valid

Comment: | This is a mail account test.

Save or Save and finish or Cancel

Pl 32: gk LF MK 7 7
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List
HOST/USERNAME TYPE COMMENT VALIDITY =~ CHANGED CREATED DELETE = RUMN MOW!
mail.example.com / This is a ) 10/18/2018 10/18/2018 )
IMAP _ valid Fetch mail
test mail ac... 10:54 10:54

33: MHIERHELEbR bt 4

3.7.2 HEfFIK ) ¥

I m AR B BRI FTLMEI DL WCE o b A S I Bog B .
AL+ AR AU ST TR o SZHF LR ML
* IMAP
* IMAPS
* IMAPTLS
+ POP3
+ POP3S
+ POP3TLS
44 % WsEEk B 44 .
BT AN R T
FHL* PR B ERLA o iR AR AL B FAE AR T o A TR
IMAP SCA:3 SRR F ik o B S o JEAB SO RARFF AR &
RAEAT WRERE T Yes//& > WIVEAL FEHAT BN 2044 A B ATAT x-0TRS 3k o 24 X-0TRS kAl LAfE T
LRGP HAT R LA, I DU AR O AR A NI TR E R 2
Z
FEMSAT Y B 01y ds M e R T X-OTRS 2k ©
Gy WA B A B WA N B AR AR AT AT HE R > AT DA e N R4 K .
WL R Tor(Wafh N) FBear ke RGER A BAAI 15 5 8 NHBAEI To: (Bt ) <7 Be b i bk B %
TR DAFEMD Ptk e bl i BE R B BA S o R Tor (et ) - Berb kil 5 BA B BE % » W

TH BRI RBVBER IS o WRAE To:(WerE ) B b stk 54 BA B 2 18] R 4% BT o 4%
WU SRR R LI Raw IS AZBABIE ERIA 222k i R I AH 7 22 63 (K1 ER A BA B

Z

The postmaster default queue can be changed in system configuration setting PostmasterDe-
faultQueue.

FLPTIE NSy K FTAT A N SRR/ R BFRE I AS I o KRG DU » R AR HE A ik o
ARNE * BCEIE BRI AT o WRIE T BOR E ARG WA BEE A AE OTRS A « Kt 7 Bris
B JCRE I RO AR L BRI KA
VERE BRI INILEAE o O T R SR SR L BUR TS AT SE R ) T IR BRI IE . DU RE
W s EML IR
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3.8 S/MIME i 17

BEAEANN G S5 R 2 AT BOR AR AN I OR OR3P OCBRAS . o 22 A [ VL7 ISP A i PR 7 S Ao
o I LA 2>

OTR A VFIETE T ZEW L S/MIME 1F-15 8LPGP %5 I A5 .

VEMR: i TR ARSI AR AN N P (IR S5 AR A B

5 e B 1) RGEAS N S/MIME HiEH o S/MIME 45 3R REAE S8 A5 B AN 4L 1K) S/MIME AE-P5 it .

_ SIMIME Management
Actions Results
[ +] Add certificate TYPE SUBJECT HASH FINGERPRINT CREATE EXPIRES DELETE
No data found.
[ +] Add private key

Kl 34: S/IMIME % 21 ht 4+

3.8.1 &2 S/MIME -5

Hfi: 7 EAE OTRS HfH S/MIME UEFS » A2 1 Jeiluf HAs o

Motice

To be able to use SMIME in OTRS, you have
o enable 1t frst.

= Enable SMIME support

35: JHH SIMIME 3

AN SIMIME 1E+ -
1. i ZE A i A IIEAS $ . .
2. sy * PG FEHIRATIT SO XS IEHE
3. WIAFERGEHIESE A SIMIME GIE ©
4. gl AN AL

AR HAE FAERAS L ————— BEGIN CERTIFICATE ————- ITFFUET ASCIIC base64 ) £52: Hdk 1tk
TR SCE, B key.pem B root.crt . cert.p7b S AdRS 3 E e 0h i H OpenSSL 5¢
% o
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Add Certificate

* File: Browse... Mo file selected.

Add | or Cancel

& 36: %0 S/MIME 4 b %%

A LA — R -
1. R ZEMELRE R B INAAPIHLH -
2. sl * PGE-- - FHIRATIT SO XS IEHE
3. WIAFRGE IR DRPIAT
4. piih PRATHEHL .
Add Private Key

* File: Browse... Mo file selected.

L L L)

Submit | or Cancel

K 37: %shn SIMIME FA4H b %

A1 MR —A SIMIME 1
1. i SIMIME SE-F A& RS R AR AR
2. il HiAEHL .

Results

TYPE SUBJECT HASH FINGERPRINT CREATE EXPIRES DELETE
Mo data found.

K| 38: MK SIMIME iiF 45 Bt %

M WEORRG RSN T 24 SIMIME GE5, N ZEHLE 19 4 FR o, BIRT A8 98 4 HE A 4R 2 1Y
S/MIME it .

To adjust the S/MIME certificate settings of the system:
1. ¥3| RGRCEDERE -
2. Navigate to Core — Crypt — SMIME in the navigation tree.
3. AHRWHE -
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3.9 T4

A7 A2 38 7T LT 4 T OF B 1 A o AE TG 8 SO TR B BRI BE 883 RANBURT UL 2 7 A 25 A 63 T iR

Frsg F0E TG WT DO g 75 200 % B 3l S BRI 55 A 5
RIGH) OTRS J& i T MBIl A5 UK AT ML A > el AR R e Th AOAE AT S £

i AT B s Tl AN N B R L o A1) OTRS 22t BRAKSOL F O T 24> T g s o T 5im %

PSR AT AR A AL Tl SRR

A Ticket Notification Management
Actions
[+] Add notification
£ Export Motifications

Filter for MNotifications

Just start typing to filter...

Configuration Import

Here you can upload a configuration file to

import Ticket Notifications to your system.

The file needs to be in .yml format as

exported by the Ticket Notification module.

Browse... No File selected.

|| ovenwite existing notifications?

X Import Notification configuration

3.9.1 EH T HImEA

A LS NS TR

List

NAME

Ticket create
natification

Ticket email delivery
failure notification
Ticket escalation
natification

Ticket escalation
warning notification
Ticket follow-up
natification (locked)
Ticket follow-up
natification
(unlocked)

Ticket lock timeout
notification

Ticket new note
notification

Ticket owner update
notification

Ticket pending
reminder notification
(locked)

Ticket pending
reminder notification
(unlocked)

Ticket queue update
natification

Ticket responsible
update notification
Ticket service
update notification

COMMENT

VALIDITY

valid

valid

valid

valid

valid

valid

valid

valid

valid

valid

valid

valid

valid

valid

CHANGED
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

Pl 39: T A B o

1. R Ze LA B S i S 2 L

2. Rl E KRS TR .

3. widi PRAFEHL
A LG R — > TR A -

1. ik TRl an g 2 o il — AN T sl g o

CREATED
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17

09/18/2018
15:17
09/18/2018
15:17
09/18/2018
15:17

fefite sk

EXPORT

L

L

I+

I+

I+

| :d

ke

ke

43

ke

ke

I+

I+

I+

R J A o

COPY DELETE
th
] B
th

& @

o

82
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2. MmN E M S B .
3. ridi TRAFEL CRAFIE 508 AL .

A SR — AN T EE AN
1. el B AN 2 i by SR A B
2. wirh BT .

List
NAME COMMENT | WALIDITY = CHANGED CREATED EXPORT COPY DELETE
Ticket create vai 09/18/2018 09/18/2018
notification 15:17 15:17
Ticket email delivery i 09/18/2018 09/18/2018
vali

failure notification 15:17 15:17

Pl 40: Mk T 53 % o

A ST TR ) T S

1. sl Ze M 3 IE AN
2. (EVIENLPIERE— M7 B LUMRTF Export_Notification.yml 3CAF «

T RERCERAE N ECT ID S IS A BRI SR ol 5 | A iy 44 00 AR S

3

RSN LA
1. R ZE LA 05 424 o
2. EHF AL S HA . yml 3T
3. WREA S ILA R T A AR AN ? BEAE
4. pial S AAECEZH .

3.9.2 THIEAKE

OSBRI BRI, DM DU S o A RS I BUE M IH TR .
Z:
R, ESBH OTRS 2258 405 (BRI T Bl 40 o

FSEART 1 Rl i

FFE* BB o o AR B P S NAT A R 45, B4 KRS A RER S o 2R /R EME Y
o,

VR ISR IR R o N T HEEW, @GR I BUE T N B e A T RS, RO R
WK BoRTERE R+ .

EW%Aﬁﬁﬁmii?%Xﬁmﬁmﬁﬁmﬂkﬁéﬁm¢ﬁ? A DA PLR kI
B OlMAS BaRERS AL EiEmi o i e TR BB R IE A TR A AR A .
& AR R TERSS N DL E IR DA R o BRSNS LEB A EGE H .
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Add Motification

#* Mame:
Comment:

Show in agent preferences: || No
Agent preferences tooltip:

This message will be shown on the agent preferences screen as a tooltip for this
notification.

Validity: | valid

K 41 THIEMEE - HAR

SE, AR/ ANEEIE AT A o AR BRI SS N G kI, H AR AT AT
WEITTVE o X A RRSF LI R SR .

Ticket notifications

NOTIFICATION — 1 Choose for which kind of ?'-_'m:t v
CI’l-.'1"I_E{i."S you want bo receive

" Ticket create notification

Ticket follow-up notification (locked)

Ticket follow-up notification (unlocked)

Ticket lock timeout notification

naotifications. Please note that
you can't completely disable
notifications marked as

mandatory.

Ticket gueue update notification

(<N NN NN

Ticket service update notification

P 42: AN N Tl S i

25 N BRI IXANME BRE S AR G5 N D3 1 IR 5 e A I AN R B A5 B s

ARNE * BRI BRI AR o WERIE T BOREDY ARG WA BEE BT AE OTRS A « Kt 7 Brise
B TERE I TR AR L BRI KA

Events( Fft )

w Events

* Event:

Here you can choose which events will trigger this notification. An additional ticket
filter can be applied below to only send for ticket with certain criteria.

K 43: THIEENEE - S
HAE AR AR LG BRI S A i R XA S, T A e s T DARE BT AR S T
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Tt e as!

w Ticket Filter

State:
Priority:
Queue:

Lock:
Customer I1D:

Customer User IDx

Dynamic Fields

Process:

Activity:

Activity Status:
Application Recorded:
Days Remaining:
Days Used:
Emergency Telephone:
Representation By:
Process Status:
Approved Superior:

Vacation Info:

K 44 THIEMBE - TR

C RT3k D e/ A 3 2ok DC E G B RO R A /N T8 3%

TyES

VEMf: BEBIR R B BEE R R .

RGN a)ATBL IR % » S .

W I TRAPRE .

e vk TRk .

BAZ I8 T BT AE I A

Bl i uE T ERIBUEIRE .

%D ST M%) D .
1R A TE U Bk s o 2

3.9. T
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D g TR P ID .
AT B LERMEI RS T B . ARSI T BN SR, WSS TR E

P g A

w Article Filter (Only for ArticleCreate and ArticleSend event)
Article sender type
Customer visibility
Communication channel
nclude attachments to notificatior Mo

Attachment MName

From
ubject
> phone number
 text

» transaction number

Kl 45: THIEMNWE - (G ugss

W REAE FAE PP % T ArticleCreate( 54618 Dk ArticleSend( [HH K O, I
INEAEA R

R RIE NI 98 TR R AE MR . nTREII{E N agent( k% NI ) . system (. &4t ) B customer

CEF Do
AT ULEE nhyEs PR WL EE . TTREIME A Invisible to customer( 7% A ANTT WL ) R Visible to customer( %%
Far L s
WEEE SN EEE, WRRMEN Chat( TR D). Email( W1 1I34E ). OTRS « Phone( Hii% ) B SMS
CHED

AN A A SRR 2 AR AL S B A s R AR A H L DR
b4 T uERHEA
AP IR IE TR
IEXC b PEIESCOA .
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From( %N D ugkft N 7B .
T R B

To( Wb A D I E WA N T B
FAE LA PRk AE BTy .
TG SO W UERAE I SOA .

SRR 2 TR VRS SRR IR S8 TR

RN SGRSIICEIN

* Recipients

»end to all role member
;end on out of offi || Also send if the user is currently out of office.

Once per day: [J Motify user just once per day about a single ticket using a selected transport.

Kl 46: T HUEMRE - A

RILYy PN BBCE RIS NG o o] REMIE A -

o BUENZ T ARG A B

o FIXA TR TR SS A A

o PATIXAN TR IRSS A B

o T ORTE T LSBT AE BA SR TSR e R 55 i ik 45 N R

o R T TP/ S R S5 N

o FTH O T TS I RS A

o BT RERA TR S A G

o A REEA THA SRR RS A 53

o HEMER AR

o o —IHE TR

o LHRIE
RILLIXECHRSS NG W] LU — A s 2 A N ABBOE A 55 A 5L
IIEGE AT 0 CAUIRSS AN D AT DO RE— A s AL, b ds A Dk s e si@sn .
RIELGMETITA R TR — AN a2 M, L RS A S s ha s .
AN RIE IR e I IR AR S5 A 03 A sy R A .
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R A TR R L A ARy 3 E A U0 e W RSO I T B AN, DR
FORAZIBHN o W LLHT Rz %0, Jf Hakrp 70kt 5, W) OTRS spr b Ffeh & Rk ixid
SRR IR) o A SRAERE 25 24 /NN R AGR R IZIE AN, BRI 2 R ORIE .

T ANTTE

JATHIZANE S5 A BRI A5k o IANETT Lo H R - Web LI ERESS o

WM EA AT, R 2RSS .

BN N HEPE AL AT DA BLAS AR PR N o A S 5 s 570 e v 7 Sk
R AERE R AT WA G SR S Rk 45 e 7 AN R A bk G B A
ISR 36 P 3 J0 60 ) R ISP AR

VM I A Lttt SOEFIRCE SO <otrs home>/kernel/output/html/templates/
standard/notificationEvent/email/ H, A DL At B T BB AR o 152 WELA 1K) B
AR LASREUR 1

JEPH L A 22 4 e v M TRURE I s 368 R 1 HL 1 S

MR EAHICThAE  FER PGP Y] BIS/MIME kS .

LIS e/ | I B it e DA A 14 7 o KU g 2 S O N TR D

X PGP %4 FATH PGP %812 Bl AN B TR o WA 17 RGN PGP %4, Ik AR mf
.

X PGP s XA PGP %80 & @ a0 i s I o Wik 1n REea5 I PGP %41 , I ek A nf
.

PGP 254 A= H PGP %8 &0 1) FL 7 S LEBEAT B A AU o Wi 1A W ZEtds i PGP %41,
)RR TN T W, o

1 SMIME 2544 AV S/MIME UEP5 485 283 40 i s 1544 o 4 V%A 17 RS0 i SIMIME AiE-15 5 )itk
PRI ET W, o

A SMIME i A H S/MIME UE 504 38 41 7 H FUREE o G 3EA I RGN SIMIME E15, it
BETRAN ] W, o

SMIME 254 AN A8 A S/MIME Ik -5 0] 38 401 0 L 1 IS A1 0 AT 28 44 AN EF o SR B ) 3R e 78
S/MIME iiE+45» U BEZE A AT UL

M EAEHIRThRE . 2R PGP ] BS/MIME ik .

U RG> REAL B PIRIESS B REAE SR/ 4% 8 B BUE A5 I AR P AR 57
USRI B RIEAS « EPEAE G s P A5 A (5
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« MNotification Methods

These are the possible methods that can be used to send this notification to each of the recipients.

Please select at least one method below.

Enable this notification

method:

Additional recipient email

addresses:

Article visible for customer:

Email termnplate:

Enable email security:

Email security level:

If signing key/certificate is
missing:

If encryption key/certificate

is Missing:

Enable this notification

method:

Enable this notification

method:

Recipient SMS numbers:

Article visible for customer:

Send as flash message:

Email

(A

You can use OTRS-tags like <OTRS_TICKET DynamicField ...=
to insert values from the current ticket.

U

An article will be created if the notification is sent to the customer

or an additional email address.

Default

Use this template to generate the complete email (only for HTML
emails).

U

Skip notification delivery

Skip notification delivery

Web View

U

SMS (Short Message Service)

U

U

An article will be created if the notification is sent to the customer
or an additional recipient.

U

Send the message for this notification as Flash SMS.

In case the SMS text message is too long it may be split up into
multiple messages at the end.

3.9. LHE%n
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« MNotification Text

w English (United States)
% Subject:

* lext:

B I US

Format -

B 48: TLATE AR - AN IESC

=== =

A- - T, | [¢ Source
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SIS

A DA A AT A A S BN I SCSCAS (R AR 35 N I S 1E SO N o IR AT BLE SR T OTRS A REFRAE I
HFASCRNE .

Tl R E TR AL T

IESC* RSB TS A HLAR IESCOA

AN AN S RPN IR Aeits 3 DL A AR I S o 7% )7 IR S5 N B R SR A ) IR S5 N B
BIRHE S o LG BEREREBOAES « JGHRZERIE .

e Deleting a language from the DefaultUsedLanguages setting that already has a notification text
here will make the notification text unusable. If a language is not present or enabled on the system, the
corresponding notification text could be deleted if it is not needed anymore.

3.9.3 T HLMANA

AESCAS AR AR 5] AR AT AP iR o A28, B OTRS #R%, EZE R B N4 OTRS ik - 7E
USRI CZRART R AR RS A R BRI A R AR AR RS

W1, A5 <OTRS_ TICKET_ TicketNumber> FJEH T %S, RUFEHE SR HNA .

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAFREEY N -

Ticket#2018101042000012
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w Tag Reference

Motifications are sent to an agent or a customer.
You can use the following tags:
<0TRS_AGENT_SUBJECT[20]=>
To get the first 20 character of the subject (of the latest agent article).
<0TRS_AGENT_BODY[5]=
To get the first & lines of the body (of the latest agent article).
<0TRS_AGENT_*=>
To get the article attribute ( e. g. <0TRS_AGENT_From=, <0TRS_AGENT To=, <=0TRS_AGENT_ Cc=).
<0TRS_CUSTOMER_SUBJECT[28]>
To get the first 20 character of the subject (of the latest customer article).
<0TRS_CUSTOMER_BODY[5]=>
To get the first 5 lines of the body (of the latest customer article).
<0TR5_CUSTOMER_REALNAME=
To get the name of the ticket's customer user (if given).
<0TR5_CUSTOMER_*=
To get the article attribute ( e. g. <0TRS_CUSTOMER_From=, <OTRS_CUSTOMER_To=, <0TRS_CUSTOMER_Cc=).
<0TR5_CUSTOMER_DATA_*=
Attributes of the current customer user data ( e. g. <0TRS_CUSTOMER_DATA UserFirstname=).
<0TR5_OWNER_*=> or <0TRS_TICKET_OWNER_*>
Attributes of the current ticket owner user data ( e. g. <0TRS _OWNER_UserFirstname= or
<0TRS TICKET OWNER UserFirstname=).
<0TR5_RESPONSIELE_*> or <OTRS_TICKET_RESPONSIBLE_ *=>
Attributes of the current ticket responsible user data ( e. g. <0TRS RESPONSIBLE UserFirstname= or
<0TRS TICKET RESPONSIBLE UserFirstmame=).
<0TR5_CURRENT_*=
Attributes of the current agent user who requested this action ( e. g. <0TRS_CURRENT UserFirstname=).
<0TR5_*> or <0TRS_NOTIFICATION_RECIPIENT_*=
Attributes of the recipient user for the notification [ e. g. <0TRS_UserFullname= or
<0TRS_NOTIFICATION_RECIPIENT_UserFullname=>).
<0TRS_TICKET_*=>
Attributes of the ticket data ( e. g. <OTRS_TICKET TicketNumber=>, <0TRS_TICKET TicketID=,
<0TRS_TICKET Queue=, <0TRS5_TICKET State=).
<0TRS_TICKET DynamicField *>
Ticket dynamic fields internal key values (e. g. <0TRS_TICKET DynamicField TestField=,
<0TRS_TICKET DynamicField TicketFreeTextl=).
<0TRS_TICKET DynamicField_* Value=>
Ticket dynamic fields display values, useful for Dropdown and Multiselect fields (e. g.
<0TRS TICKET DynamicField TestField Value=,
<0TRS_TICKET DynamicField TicketFreeTextl Value=).
<0TR5_CONFIG_*=>
Config options ( e. g. <0TR5S CONFIG HttpType=).

Example notification:

Subject: Ticket Created: <OTRS_TICKET _Titlex

Text:

Hi <0TRS_NOTIFICATION RECIPIENT UserFirstname>,

ticket [<0TRS CONFIG TicketHook=<OTRS TICKET TicketNumber=] has been
created in gueue <0TRS TICKET Queues.

<0TRS_CUSTOMER REALNAME> wrote:
<0TRS_CUSTOMER Body[30]>

<0TRS CONFIG HttpType=://<0TRS CONFIG FODN>
f<0TRS CONFIG ScriptAlias=index.pl?Action=AgentTicketZoom;TicketID=
gz:DTRS_TICKET_TlckEt ID=

Chapter 3. {5 FliE 40
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H P 4R

] LT SR O A A 5 Bl R I 5 ORI R IR S5 5 RO VT 1) o aZBTPM R U5 ) BESORITBSCRR » UG P A
Z e U AT T (BT AR R G ZEOR G AAT D R

OTRS b flt 7o KM TR, AR = b4

4.1 |55 N\ 5

g5 6 RTINS ) 4 BEVAZAR 8 5 o AEASIN < Gl A7 1) G280 DA K bR bR B D A0 WO A R 7y T )
FAG LR R B Y — TR R SE, IFAE OTR il sk BRI BE -

OTRS #i W& 2 A~ f5 i 2 OTRS W IIRkSS A b - OTRS I LMEH 2 AN G ol LA —2ehiid h
Rk o B B R, A B O3 AT DUPREAE 32 AL 1K e, s A Hh BRSO I R i 7 1 b Ak
o

B FR IR 55 N AR INB R S8 » BRIAELL T > Bt OTRS 22kt 3 HoAT 4 H BURLBR A e 25 A\ B o IR S5
NSVERLRRALT - AR AL oy N Bt .

# Agent Management
Actions List (2 total)
| (o] | USERNAME NAME EMAIL LAST LOGIN VALIDITY CHANGED CREATED
e root@localhost Admin OTRS root@localhost 10/19/2018 10:18 valid 09/18/2018 15:17 09/18/2018 15:17
sa Super Admin sa({@trash-mail.net 10/18/2018 05:26 valid 10/06,/2018 09:21 10/06/2018 09:21
Add Agent
Hint

Agents will be needed te handle tickets,

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

10 g5 N DA Bl B
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e PN T 4402 root@localhost o ASEAE S K RAEH] OTRS | I8 ik 55 A 5y
IO X LR o Forh— ANANRIE L V) [ 7 0514 (ACL) SBT3k -

411 FHRS AR

ViR AT AL e 1 5 i A REVAS N sl IR 55 A B3 o A ] LDAP 2 2 1l sUAMRE H s e g5 JF HARE T
B R AR RN o DA C Akl D PR AT ABEE .

FEE AR5 A B
1. Rl EOARE R I YRS A B A
2. WUHMITE .

3. it (RAEHA

Add Agent

* Firstname:
# Lastname:

* Username:

* Email:

valid

Save orCancel

2: USRS N b

Bty LIENRGH MRS A D o R B A e I B0 JoRel Im i ek el .

A GRS B
1. s R N ABIER AP — MRS A5
2. BT B
3. niihi PRAFEL PRAF IS8 A%l

FETTLASGHHZ IR %5 N S0/ AT ST IEBRAE o el SAELIR S A R 22 AL AP ) i A R
CINTEON ST

ArEER ARG A
1. AR/ MR A P AR R 73]
2. Wk BUA TR B P b i ot — 1 [R1 428
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Edit Agent
Title or salutatior
* Firstname: | Admin
# Lastname: OTRS
* Username: |roct@localhost
Ergoroe
#+ Email: | root@localhost
Mobile

Validit walid

Save or Saveand finish orCancel

3: IS5 N 0Lt

VEMfR: WERARGHIIN T 2SS NG TR AR HE A R4S 8 M55 N B3 o BRINKS OL X8 i 1000 M
FNGL

AT DA LR R 55 N DA I 2 sl o (0 R 55 N BABCRR o 3X AT RE S BRI 2R MR o W] LAAE AR 55
N3 e D e 7 e 25 N G AT BB o A RAR T A € C HERE 0 DL e e i ehy A G o I AL BURR

Effective Permissions for Agent

Group Permissions

GROUP | RO = MOVE_INTO | CREATE = NOTE | OWNER = PRIORITY =~ CHAT_OWMNER | CHAT_PARTICIPAMT = CHAT_OBSERVER = RW

admin L L4 L L L4 W L W
users L L4 L L L4 L L L

v L
stats v v v v v v v v v v
v v
e shows e

Table abon ffective group permissions for the agent. The matrix takes inte account all inherited permissions [e.g. via roles).

Bl 4: 55 N 55 A BB BR /N B A

4.1.2 RENGRE

ARG AL DEPAINS T LME I DU N B o AT AT (P BUR U BL

VEAR: IXLeIE AT T N R A BOA 7B .

kAT R T LR ARSI Se A RRATER s i Mr.  Dr. < Jr FF
E R T YN E A i
PE* RS N DL .

Z .

T LLET RGN E X E FirstnameLastnameOrder WE MRS A R EREHR o
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P4 ERRGMRS N RBP4 .
Y ARSS NS L R A, K E s
Email * %55 A\ 53 FIHE Ak

TR IR AT A ] MX D SR A A ] RE S B R AT AR B o X TR R G, GHIX
Sk AT e T AR o TSI IS N DL B .

FHL RS NG THLSHE .

AR BB BRIAT RN o W R BOR BN A7 AR SRR RIATAAE OTRS i H] « by Brist
N TR i N E AR 25 LR BB AL

4.1.3 55 N bt 5 i

A LLA Active Directory® 5 LDAP IR 45 28 iz BOM [ 25 IR 25 A B4 o
WIRAEH On-Premise :4iuk ((OTRS)) 11X A » & nT LT LR 5640 SR Bl B 4 1 R % o

WM DURACE th OTRS (1) % ) i v 7 RN Tt .« 1581t support@otrs.com &k OTRS [/ Mk 5 %
FURGTT ZHAER -

& U NARNTIEE

BIEDL T users RALAEIEIIMRSS N 3 5t o 8T LK H s e %5-#% ¢ LDAP/Active Directory ) [t in & i1 &
GELLRHT B IRAIE o« T SEIUXAS . M Defaults.pm &l NN KRR config. pm H .

# This is an example configuration for an LDAP auth. backend.
# (take care that Net::LDAP is installed!)

# $Self->{AuthModule} = 'Kernel::System::Auth::LDAP';

# SSelf->{'AuthModule: :LDAP: :Host'} = 'ldap.example.com';

# SSelf->{'AuthModule: :LDAP::BaseDN'} = 'dc=example, dc=com';
# SSelf->{'AuthModule: :LDAP::UID'} = 'uid';

# Check if the user is allowed to auth in a posixGroup

# (e. g. user needs to be in a group xyz to use otrs)

# SSelf->{'AuthModule: :LDAP: :GroupDN'} = 'cn=otrsallow, ou=posixGroups,
—dc=example, dc=com';

# SSelf->{'AuthModule: :LDAP: :AccessAttr'} = 'memberUid';

# for ldap posixGroups objectclass (just uid)

# S$Self->{'AuthModule: :LDAP: :UserAttr'} = 'UID';

# for non ldap posixGroups objectclass (with full user dn)

# SSelf->{'AuthModule: :LDAP: :UserAttr'} = 'DN';

# The following is valid but would only be necessary 1if the

# anonymous user do NOT have permission to read from the LDAP tree
# SSelf->{'AuthModule: :LDAP: :SearchUserDN'} = '';

# SSelf->{'AuthModule: :LDAP: :SearchUserPw'} = '';

# in case you want to add always one filter to each ldap query, use

(T TERZE)
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(21

T

)

# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>

— ' (objectclass=user) '

# or if you want to filter with a locigal OR-Expression, like AlwaysFilter =>
- ' (| (mail=*abc.com) (mail=*xyz.com)) '

# SSelf->{'AuthModule: :LDAP: :AlwaysFilter'} = '';

# in case you want to add a suffix to each login name, then

# you can use this option. e. g. user just want to use user but

# in your ldap directory exists user@domain.

# S$Self->{'AuthModule: :LDAP: :UserSuffix'} = '(@domain.com';

# In case you want to convert all given usernames to lower letters you
# should activate this option. It might be helpful if databases are

# in use that do not distinguish selects for upper and lower case letters
# (Oracle, postgresqgl). User might be synched twice, if this option

# is not in use.

# SSelf->{'AuthModule: :LDAP: :UserLowerCase'} = 0;

# In case you need to use OTRS in iso-charset, you can define this

# by using this option (converts utf-8 data from LDAP to iso).

# S$Self->{'AuthModule: :LDAP: :Charset'} = 'iso-8859-1"';

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
# SSelf->{'AuthModule: :LDAP: :Params'} = {

# port => 389,

# timeout => 120,

# async => 0,

# version => 3,

# b

# Die if backend can't work, e. g. can't connect to server.
SSelf->{'AuthModule: :LDAP: :Die'} = 1;

H

You should uncomment the following settings as a minimum.

HERE H SR M55 4 BT A 15 K B A R

SSelf->{AuthModule} = 'Kernel::System::Auth::LDAP';
SSelf->{'AuthModule: :LDAP::Host'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
$Self->{'AuthModule: :LDAP::UID'} = 'uid';

Host HFXMR% 251 DNS ARk IP .
BaseDN H s I & .
uID HFEFARIMENE .

f#: 4T Active Directory iX H & sAMAccountName

T Z A I v WEARERE R B A N2 Config . pm M EHIY o UTHIDRAEDTAT BEE 5 % I #LAE [1-9]

LASR - MR 28 1 8 e TR A i o o
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### Backend One

SSelf->{AuthModule} = 'Kernel::System::Auth::LDAP';
$Self->{'AuthModule: :LDAP::Host'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
$Self->{'AuthModule: :LDAP::UID'} = 'uid';

### Backend Two

SSelf->{AuthModulel} = 'Kernel::System::Auth::LDAP';
$Self->{'AuthModule: :LDAP::Hostl'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN1'} = 'dc=example, dc=com';
$Self->{'AuthModule: :LDAP::UID1'} = 'uid';

ey A JE e IESAEH o 6T JE G, UID #RAZUEME 1R, I R A SRR .

B H xRS A 2 C S 3 Mgk ss A D P 2 s WA 25080 2 I8 B I 21 iz 25 N DAk Ji
uis o LS ERAE , 1EE W Defaults.pm HFIFLLF AR IFHEHAENER] Config. pm H

SSelf->{'AuthModule: :UseSyncBackend'} = 'AuthSyncBackend';

BT Z AN G v 1 Gk S R GRS N B config. pm B4 o VIR ECRAEDTA 1 B GV InEUE [1-9]
PASRZRIIR L8 10 8 TR i o

SSelf->{'AuthModule: :UseSyncBackendl'} = 'AuthSyncBackendl';

BAT AR A 25 A 01 A0 e

$Self->{'AuthModule: :UseSyncBackendl'} = 'AuthSyncBackend';

M55 N BRI ) it

IR 55 N Rl DMEAERIRLZ FT AN T3l s A s B AL 2emb o gedh sl LU H SR 55 &%
(22 A B H SR INALNTf 4

J25 N 53 et

IR PR o EESCBLEERE , WS Defaults. pm LA N AR ORI S config.pm 1 .

# This is an example configuration for an LDAP auth sync. backend.
# (take care that Net::LDAP is installed!)

# SSelf->{AuthSyncModule} = 'Kernel::System: :Auth::Sync::LDAP';
# SSelf->{'AuthSyncModule: :LDAP: :Host '} = 'ldap.example.com';

# SSelf->{'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
# SSelf->{'AuthSyncModule: :LDAP::UID'} = 'uid';

# The following is valid but would only be necessary if the

# anonymous user do NOT have permission to read from the LDAP tree
# SSelf->{'AuthSyncModule: : LDAP: :SearchUserDN'} n

# SSelf->{'AuthSyncModule: :LDAP: :SearchUserPw'} = '';

(F T ZEEE)
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(£ 130)

# in case you want to add always one filter to each ldap query, use

# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>

— ' (objectclass=user) '

# or if you want to filter with a logical OR-Expression, like AlwaysFilter =>
—' (| (mail=*abc.com) (mail=*xyz.com)) '

# SSelf->{'AuthSyncModule: :LDAP: :AlwaysFilter'} = "'';

# AuthSyncModule: :LDAP: :UserSyncMap

# (map if agent should create/synced from LDAP to DB after successful login)
# you may specify LDAP-Fields as either

# * 1list, which will check each field. first existing will be picked ( [

—"givenName", "cn", "_empty"] )
# * name of an LDAP-Field (may return empty strings) ("givenName')
# * fixed strings, prefixed with an underscore: "_test", which will alwaysy.

—return this fixed string

# $Self->{'AuthSyncModule: :LDAP: :UserSyncMap'} = {
# # DB —> LDAP

# UserFirstname => 'givenName',

# UserLastname => 'sn',

# UserEmail => 'mail’,

#

}i

R H SRR 55 A BT 5 1) dee A R

SSelf->{AuthSyncModule} = 'Kernel::System::Auth::Sync::LDAP';
$Self->{'AuthSyncModule: :LDAP: :Host'} = 'ldap.example.com';
SSelf->{'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
SSelf->{'AuthSyncModule: :LDAP::UID'} = 'uid';

Host HMR%-#31 DNS £ E IP o
BaseDN H M AL AT .
UID HTEFARGMENE .

HAf#: XHF Active Directory iX B /& sAMAccountName »

HEE AT 2 AN 25 N DL R0 i B o TSR ORAE BT A W B S VS I — MU [1-9] AR RMREe R 8 R T
WA JG 5« B4 AuthSyncModule WAENR S5 A D1 AE JG v HH BH AT .

& NIk

AT LM 2 a0t o 7 D 2 OTRS 41 o o4 7 SEHLX AN, M Defaults. pm SR I P 28 45 FORG IS
F| config.pm H .

it 2 Zi(E OTRS e A BeAli FH L T fE .
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M55 N 3 f (e

A LMEH 2z s 5o 7 D 3] OTRS M ff o A T 9BlXAS . M Defaults. pm &6 RN 75 HOR,
5% config.pm H .

dff: o w2ie OTRS Wl JHA B kD A .

4.1.4 55 N DL B 1k i
4.2 kRSN A

FEAWTRFEIONESS s ek BRI RAE B A O T2 o AERERPIG DL T » AL AA LR i HE P 2 i g 4L
LA R 15 1) sl M et B R 7 1) o

OTRS ik fsde it 145 BRI 550 — A el ANMRE 2 4L U7 ) BRI mT RENE o [FIRE, T DUk Dt Sk
2R ST AN AT TR LR

IR0 — A B ARSI R — A B AN o EAEI I RE BB RE A RSS A An—ANERn
FRG  EEBRAT M ARmEOAER RS A AR .

a Manage Agent-Group Relations
Actions Overview
[ 4] Add agent AGENTS GROUPS
root@localhost (Admin OTRS) admin
e A sa (Super Admin) fag
fag_admin
Filter for Agents faq_approval
stats
Just start typing to filter... users

Filter for Groups

Just start typing to filter...

5: FHLR ST N DI ALFR

421 FHRFEANL HAKRR

ARG 7 sy — IR SS N B
1. mdi BRgs NG — A IRgs A E
2. BEFEELRE S N COERRBIALMBLRR -
3. siiht PRAFE PRAF IS it
ARG IR N s — A4
1. midi AP P E—A4 .
2. LRI ALER RIS N BRI .
3. wiili TRAFEL RAFIFSE AL
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Change Group Relations for Agent Admin OTRS

GROUP (Jro | [movento | [Jcreare  [Uwnote [Jowner [priormy | [LcH
admin L L d d d L d
faq J J UJ UJ UJ J J
faq_admin D D D D D D D
faq_approval [ B U U U B UJ
stats v v v v v v v
Users o o e e o W |
Save or Saveand finish or Cancel
6: &R N 512

Change Agent Relations for Group users
AGENT ¥ rRo ¥ wmove INTO ¥ crReaTE ¥ nNOTE M owner | ¥ PRIORTY (¥ ¢
rooti@localhost v v v v v v
(Admin OTRS)

5

sa (Super v v v v v v v
Admin)

Save or Saveand finish or Cancel

K 7: B S RIR IR 55 N B

4.2. s N 4 101



OTRS Administration Manual, % i 7.0

VEAR: IR RGAIN T 2 ARG AL, T R, B NS DR A4 Bk A R E g5 A
Al .

A LALEPIAS Bt %*HHT/\@B%AHEQL/\T\EXQE AN AERIB G P R IR g5 N B3 AR A S AT T 2 4
& NS S R R

B Ul g5 N 0L BRALANTR At B IR B 58 IR (A1 BEZ

4.2.2 k5N KRS

e g5 NP BCER 4 C 2 JRER DI ) DK 2 M BCRBEE ) kg5 N R S22 TR 3 o BRIMEDL R > LUF
AR AT H -

roC HE ) XF4/BAFIh i TR RA i B .

R R N TR 2K AA/AF B

create( O ) {EIXANLL/AFHAT G T AR o

note ( i ) EIXANLL/PAB LA IR a7 AR

owner( JTH#E ) EIXAL/BASEA AR T A7 # R
R TEIXAAL/BNF) AT T ST AR AR

R A RS N AR S8R, v DRI R K .
WRZ 5% k5 N T US 5K .

RS s N n] DL RS 5K .

rw( 25 ) T4/ TR B A SRR

Z:

Not all available permissions are shown by default. See System::Permission setting for permissions that can
be added. These additional permissions can be added:

stats ( geit ) Vil geik s AR .

E[R] R [ IR AR C 78 T B B e b A R (R4 ).
BE O T s R SRR

P TR P AR .

B SR MSPERIARR C A “HR” F ).

Hold B TR E R AR

HLTE 1] TR N Sk LA

Fot N TR RS N e NRLRR .

VEMR: A BCE S bRE R KR GEHE , R BB TR I P AT SEAE o G W E A A rw SR IR SRR AE
B BB T AT P T AT S AE
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4.3 ks Nid Ml

BB AL R e > ALARERCA T A BTG AR ) 70 BF o f1 (AR FHBOROMRE 22, DA A (0 R AT — AR IR AL
PR o AT RAZE— AN NS BRI PR » R T A i I B RO .

OTRS sevFiilid i S — A sl 2 N (AR U ) TUE SCIIRLEREE « IX L8 i T iy o g — A sl 2 MR 55
Nt s A MRS A i iigs — Mt

AP DERRG A2 S N R B — A s At o S BLIhRE , R R DR G —MIRS A
ARI—ANAE o EIBRRALT T AR Al s A Ao .

a Manage Agent-Role Relations
Actions Overview
(+] Add agent AGENTS ROLES
root@localhost (Admin OTRS) Supervisor
Add rol ;
e ree sa (Super Admin)

Filter for Agents

Just start typing to filter...

Filter for Roles

Just start typing to filter...

8: RS N B LA IR AR

4.3.1 EERS NG AOEKR

AR O ies MRS A
1. midi BRgs NG i — A gs At
2. IEPIEA MRS N TIE KM .
3. wiilt PRAFE PRAT IS8 Al

Change Role Relations for Agent Admin OTRS

ROLE (] acTive

Supervisor ||

Save or Saveand finish or Cancel

9: B HURSS N G SRIRIN M 1

AR LR S N O Bess — A
1. mil s — At .
2. EFEASINBIS I RS AL
3. st RATEL PRAF IR 5E EdZ AL -
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Change Agent Relations for Role Supervisor

AGENT L) acTivE
root@localhost (Admin OTRS)

sa (Super Admin)

Save or Saveand finish or Cancel

K 10: B SUh R IR 55 N 54

VMR AR R RGN T 2RSS R 0, HFBAZE PRI AR RIVATAE ] L 98 2 AE A HRAT E o5 A
AR R

AT LLAE AN B P ) I 0 S 22 AN g5 N BB 0 o 534k FESQIDRBR %8 Bl I 55 N B3 A €K A N L T T
kRIS YNAVTE T B EE SRR O

B Uil IR Ss N G s A SR A B IR 42 3R [P

VAR L BEE bR E P K SEHE S K B I P REE .

4.4 %)

R FR 2 S AL AR N B R G o BRAKEOL R > B OTRS “RA G EATME S o &S BB REAL T
A A AL 2 B .

a« Customer Management
Actions (1 total)
| Q | CUSTOMER ID | NAME COMMENT VALIDITY | CHANGED CREATED
. 10/06/2018 10/06/2018
acme.co Acme Inc. A great company. valid
09:32 09:32
[+] Add Customer

Database Backend

[RHE- YRR S Vs

4.41 FHK/H

VEAR: R BEE I A B R ok A I sl iR 2 7 o ] LDAP S84 H Sl S5 4 B8 I 2 A B RE

A LIRS
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1. R ZE MR ) AN g 42
2. HE B
3. wili TRAFHEHL -

Add Customer

* CustomerlD:

% Customer:

* Valid:  walid

Save or Cancel

K 12: N F bt

ity BIENRGHMERE ) o RSl A i B0 Tl Imi Rk el .

A B ANE
1. /i PRI .
2. BB
3. wiili PRAFEL PRAF IS Al
HEAEE AR
1. AE2E MR B R ME A AR B 7]
2. i BUA MITBOR B B bR Bl it — 1 [l .

Eff WA AR BRI RE AR E R o BOATE L XS HET 1000 D37

4.42 %) WHE

AN R L BRI, TR DU B o b R S I T BOR T B .
FAD* BN ERAAR o WiZ RS T RE, B SRR AT

P AR o T LLZE I 5 B AT TR 505, RS RIS o R SR %
i
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Edit Customer

* CustomerlD:

% Customer:

acme.co

Acme Inc.

123 Anywhere 5t.

12346

Somewhereviell

United States of America

https:/facme.exapmle.com

A great company.

* Valid:  walid

Save or Saveand finish or Cancel

Bl 13: gt i

HiE &) EREAAR .

MG 2 ) (R HE 2 o

YT BT AR

HR FIEK - MR E X .
Rk 2 R T e Al URL S

FERE IR BHRAS I AR o O T M, IR SORE I BORTE i A S BRI B IE . DDA TERE
MR Bos LR

A7 * PR IL BRI AT o WRIE T B B ARG AR BEE BT AXAE OTRS HAEH] « K b7 Bris
BN JCARE W SR R BB B A

4.5 %/ AH

LU MR R, AE S SE I B 23 FE 25 2 AN AT SEBR IR 8T B AR 0 Be2h & ) T &
M.

OTRS AVFEA—NE Hedl BUR « 5SS N Gy i) 77 SH A > aTB B PSSR B G — AR o A
I, AR EETRGEENS R, JRld 5k TR ERNS .

ZL:

Wk A B EAE PR P R AN

{EH BB — A2 AN E PN E] A2 A o B IhRE, FER /DK ANE SN IR R
Girh  EHBEEALT L AU & gt

T BRAER /D —ANE PR G o & P SR R I Dhfg o
BB b s X ER A R .

X TBRINIE OTRS Jiidii » ] DL IS 7E R 48
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a Manage Customer-Group Relations
Actions Search Results:
. | Q | CUSTOMERS (1) GROUPS
Wildcards like * are allowed. acme.co Acme Inc. admin
faq
= Edit Customer Default Groups fag_admin
These groups are automatically assigned to faq_approval
all customers. You can manage these stats
groups via the configuration setting

"CustomerGroupCompanyAlwaysGroups™.
Customer Default Groups:
Filter for Groups GROUPS

users
Just start typing to filter...

No changes can be made to these groups

K 14: PR - ST

MNotice

1is feature is disablec

Just use this feature it you want to define group

pPErmissions for CUstomer users.

& Enable it here!

K 15: Ja % A e
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Tff: BEAEATH H RSS2 2 A JEBOA G o i R Gerb Ja b Dhfe » 75 20K B o XIC & S JE Kernel/
Config/Files F1( B4 4 222_CustomerBackend.pm ). )5 WM ETE &5 H - #85 E 5
4 .

I

Hr WlUa e REINBRARSS S04y, XA e P EVERERIN T F% .

4.5.1 EHEF AHREL

e EAERURIhRE B AUEEIE L RE .

Motice

Just use this feature if you want to define
group permissions for customers.

= Enable it here!

K 16: Ja % - SRy

IR
1. gl BB A
2. JEFRILNG B PO EEIALIBUR
3. il (RAFER G

Change Group Relations for Customer Acme Inc.

SAME CUSTOMER

GROUP LJro LJRw
admin

faq
faq_admin

faq_approval

stats

Save or Saveand finish or Cancel

17: B SRR A
A B e
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1. st AP P4 .

2. IEPFELRALER B IIBUR
3. wili RAFEL PRAFIF S8 AL
Change Customer Relations for Group admin

SAME CUSTOMER
CUSTOMER (1) LJro LJrw

acme.co Acme Inc. [ [

Save or Saveand finish or Cancel

K 18: B R %

F B T RN
1. B RS b ) i BRI AL
2. Add or modify groups in setting CustomerGroupCompanyAlwaysGroups.
3. MEBURM ARSI E

CustomerGroupCompanyAlwaysGroups

users Defines the groups every
customer will be in (if
CustomerGroupSupport is

enabled and you don't want to

manage every customer for these

groups).

K] 19: CustomerGroupCompanyAlwaysGroups REHLE 5o

KA HE S TR .

Eff WEARRGEPEIN T 2 A% A e AR e R s T e A e\ S R ) 4
PRR A HREFEA

FRAAE A e (R I 3 B 2 A% 7 Bl o o db s AR SRR o o o 3 7 B4R AT AT T > g% Dt
el * gLt bR

Bt ViR B BRI DRI SR IR [P B

452 B WK%

R P BC R A sz, AT LORE 22 SRR BEE N B ) R 2 IR A3 « BROATE DL » DU B AT

[l 2 4% 7 P SRR B A AR 2 7 P T C D% 1D S P % ID D) 3k
TALAI VT TR .

roC ik ) B U7 ALK .
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rw( S5 ) RHZ BRI 58 4 S U AR

VEAR: TERLAESIAR S P B B IENE KB E T IE S P BT RIEHE .

4.6 %) H
AT ST B IR T EE LR TAMMENE S« SEZBRA 8 C T @8 H i O BLK T B AR iE
ARG R .

OTRS 4t 7 — TR AF K 77 VLA ARAT B3 23 W] IS5 A AN IR R NS NAB IR, o 88 mT LR 7522 1) OTRS
I B BRI AS NIEH% .

I B ) RGN P o BRI DL R » BT OTRS 3 N E AR % . - o %00 H P o8 b
Fr g L AR Aige ) T B .

a« Customer User Management
Actions List (1 total)
IE‘ USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN VALIDITY
we Wyle Coyote we@acme.example.com acme.co valid
a Add Customer User

Database Backend
Hint
Customer user are needed to have a

customer history and to login via customer
panel.

20: B/ s L 4

4.6.1 EHE

Bl JHTARBRDAAE AR AREE S ASIMEIR G o HRRIE A EE A E ) .

VEAA: PLRE I R FH R PR e s ok s In ek gm R 2 T o Al ] LDAP 2R 4R H SRS K A5 2 ) A B
Dire .

A AR
1. w2 MR Az P P %L
2. WHBLIUFRL
3. it fRAFFEHL -

110 Chapter 4. f)" . 4ifiifaits



OTRS Administration Manual, % i 7.0

Add Customer User

% Firstname:
% Lastname:

* Llsername:

% Email:

* CustomerlD:

# Valid:  valid

Save or Cancel

K 21: g i s
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Bl RRNRGHMERE .

SRS A MR I B D ek I I e ROk A EATT -

G ANRSH
1. & s AN
2. BB -
3. sl TRAFEL PRAFIF 58 edZ AL

Edit Customer User

# Firstname: Wyle
# Lastname: Coyote
* Llsername: we
Pa
& Email: | we@acme.example.com

% CustomerlD: | acme.co Acme Inc.

# Valid:  walid

Save or Save and finish or Cancel

Pl 22: gidE s b

HEA A
1. O R A AR
2. it T BOAT I O OR B b ity F 14

R WA Z AR PRI R G WA R AE A A
AR .

o BRINHOL T » AT 1000
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A LU R 3 g A IR SR R o X R s T BRI RS o T LAAE g
JUT P B A 2 AL A 8RS

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). MNote: The table does not consider changes made to this form without
submitting it.

Customer AcCcess
CUSTOMER DIRECT
acme.co Acme Inc. 4

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). Note: The table does not consider changes made to this form
without submitting it.

23: & R SRR N A
Z
WERBZ T 41 A fefli F Ihfe .
4.6.2 X HPRE
ISINE SR IE ZEJRI, APV DU S - A RS P BUE M IH T .

VEMR: IX Lt R N R R I BRA 7B .

SKATE TS R DAYE AR I — 2 B RRETSE > Wi M\ Dr. \ Jr. 55 .
& B PP .

P> R

MPa* SR RgME AP P 4

WA A o iR A K E B A

Email * 7/ H - (1l s pR bl

B R TERE AL o WK BIRTIERE AR
Mg 2P P S SR .

3 P P IG5 .

FH B TFHS .

I8 2 HEE AR

IS4k % - RIS 4R o

B B P R TS .
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[ 2K 2 P I B AR

VERE TR IICE (L . b TN SRR LR I B A SR T VA T TR
Ul SR A R

AN > BCEILTRIR AN o WERIE T BOREDY ARG WA SR BT AXAE OTRS 4G H] o K b7 Br s
A JEARER I O AR L E BRI A

ZL:
ALGEEE S B RRAR PP AR

4.6.3 % 1) e i

ARG ATFHVFZ R PR EE A P 4 iRl S AR XS JE ML IR S5 N DL R I g S
R 2s o » T2 7 I S Bk

T ZRGE AT B 1R 2 ) B ot v B T e R > AR P SOy B e SR F B P S s A AL b
fan] DM FH AP 2R B 1) 25 7 J5 i« R ZEER LDAP o RSO T 51— A& e (Bl SAP) , B4 w] LA
'S —MEHE B .

R RN SRR AN G i RS o SR On-Premise 245k ((OTRS)) #LIX fi» B 7 75 Tl it T3l
2l Kernel/Config/Defaults.pm FIALHE F BOAR G kL G -4 SC1F Kernel/Config.pm o

it ANZMEY Kernel/Config/Defaults.pm 3, {ETHETHER E G | 2 S HDERIAC
A B3| Kernel/Config. pm XA .

HMF: CUNACE B OTRS 1 % il v 5 ZHIBA 715« 1 iik support@otrs.com 8 OTRS |1/ Ml 5 &
I il IN

Wl

XA dE OTRS MBI H P i o« R sG] s T 8 R R - e u RS, 2%)5 un {7 e 2
WiER customer_user PHIE S H ) EdE .

# CustomerUser

# (customer user database backend and settings)

SSelf->{CustomerUser} = {
Name => Translatable ('Database Backend'),
Module => 'Kernel::System::CustomerUser::DB',
Params => {

# 1if you want to use an external database, add the
# required settings

# DSN => 'DBI:odbc:yourdsn',
# Type => 'mssql', # only for ODBC connections
# DSN => 'DBI:mysqgl:database=customerdb;host=customerdbhost’,
# User => '/',
# Password => ',
Table => 'customer_user',
# ForeignDB => 0, # set this to 1 if your table does not have,
—~create_time, create_by, change_time and change_by fields (U gkEE)
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# CaseSensitive defines if the data storage of your DBMS 1is case,
—sensitive and will be

# preconfigured within the database driver by default.

# If the collation of your data storage differs from the defaulty

—settings,

# you can set the current behavior ( either 1 = CaseSensitive ory
—0 = CaseINSensitive )

# to fit your environment.

#
# CaseSensitive => 0,

# SearchCaseSensitive will control if the searches within the,
—data storage are performed

# case sensitively (if possible) or not. Change this option to 1,.
—~1f you want to search case sensitive.

# This can improve the performance dramatically on large,
—databases.

SearchCaseSensitive => 0,

b

# customer unique id
CustomerKey => 'login',

# customer #
CustomerID => 'customer_id',

CustomerValid => 'wvalid_id"',

# The last field must always be the email address so that a valid

# email address like "John Doe" <john.doe@domain.com> can bey
—constructed from the fields.
CustomerUserListFields => [ 'first_name', 'last_name', 'email' 1,
# CustomerUserListFields => ['login', 'first_name', 'last_name',
— 'customer_id', 'email'],
CustomerUserSearchFields => [ 'login', 'first_name', 'last_
—name', 'customer_id' 1],
CustomerUserSearchPrefix => '*
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => [ 'title', 'first_name', 'last_
—name' 1,
CustomerUserEmailUnigCheck => 1,
# # Configures the character for joining customer user name parts. Joing
—single space 1if it 1is not defined.
# # CustomerUserNameFieldsJoin => '',
# # show now own tickets in customer panel, CompanyTickets
# CustomerUserExcludePrimaryCustomerID => 0,
# # generate auto logins
(T IUaREE)
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AutoLoginCreation => 0,

# generate auto login prefix

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences
AdminSetPreferences => 1,

# use customer company support (reference to company, Seey,
—~CustomerCompany settings)

CustomerCompanySupport => 1,

BT S S S

# cache time to live in sec. — cache any database queries
CacheTTL => 60 * 60 * 24,

# # Consider this source read only.

# ReadOnly => 1,
Map => [

# Info about dynamic fields:

#

# Dynamic Fields of type CustomerUser can be used within the,
—mapping (see example below) .

# The given storage (third column) then can also be used withing
—~the following configurations (see above):

# CustomerUserSearchFields, CustomerUserPostMasterSearchFields, .
—~CustomerUserListFields, CustomerUserNameFields

#

# Note that the columns 'frontend' and 'readonly' will be ignored,
—~for dynamic fields.

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,Z2=1ite), required, .
—storage-type, http-link, readonly, http-link-target, link class(es)

[ 'UserTitle', Translatable('Title or salutation'), 'title
', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFirstname', Translatable ('Firstname'), "first_
—name', 1, 1, 'var', '', 0, undef, undef ],

[ 'UserLastname', Translatable ('Lastname'), "last__
—name ', 1, 1, 'var', '', 0, undef, undef 7,

[ 'UserLogin', Translatable ('Username'), 'login
'y, 1, 1, 'var', '', 0, undef, undef 1],

[ 'UserPassword', Translatable('Password'), 'pw', L
. 0, 0, 'var', '', 0, undef, undef 17,

[ 'UserEmail', Translatable ('Email'), "email
', 1, 1, 'var', '', 0, undef, undef ],
# [ 'UserEmail', Translatable ('Email'), "email
!, 1, 1, 'var', '[% Env("CGIHandle") %]?Action=AgentTicketCompose;

—ResponselID=1;TicketID=[% Data.TicketID | uri $%];ArticlelID=[% Data.ArticlelD,
—| uri %]', 0, '', 'AsPopup OTRSPopup TicketAction' ],

[ 'UserCustomerID', Translatable ('CustomerID'),
—'customer_id', 0, 1, 'var', ''", 0, undef, undef ],
# [ 'UserCustomerIDs', Translatable ('CustomerIDs'),
— 'customer_ids', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserPhone', Translatable ('Phone'), 'phone
', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFax', Translatable ('Fax'), 'fax', 4
= I, 0, 'var', "', 0, undef, undef 7, (R aRZE)
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[ 'UserMobile', Translatable ('Mobile'"), 'mobile
'y, 1, 0, 'var', '', 0, undef, undef ],

[ 'UserStreet', Translatable ('Street'), 'street
'y 1, 0, 'var', '', 0, undef, undef ],

[ 'Userzip', Translatable('Zip'), 'zip', L
. 1, 0, 'var', '', 0, undef, undef ],

[ 'UserCity', Translatable ('City"'), 'city',
. 1, 0, 'var', '', 0, undef, undef ],

[ 'UserCountry', Translatable ('Country'),
—'country', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserComment', Translatable ('Comment '),
— 'comments', 1, 0, 'var', '', 0, undef, undef 1],

[ 'ValidID', Translatable('Valid'), 'valid_
—id!', 0o, 1, 'int', "', 0, undef, undef ],

# Dynamic field example
# [ 'DynamicField Name_X', undef, 'Name_X', 0, 0, 'dynamic_field', .
—undef, 0, undef, undef ],
1,

# default selections
Selections => {

# UserTitle => |

# 'Mr.' => Translatable('Mr.'),

# 'Mrs.' => Translatable('Mrs.'),
#

},
b
bi

W e R P R PR s SRR customer_user R H S INHIS] o
flan s A B ) A I — N B
1. f£3K customer_user T¥IM—H% room o
MySQL &k MariaDB:

root> mysgl —-u root -p —-e 'ALTER TABLE otrs.customer_user ADD roomy
—VARCHAR (250) "'

PostgreSQL (M /opt/otrs H3k):

otrs> psgl -c 'ALTER TABLE customer_user ADD COLUMN room varchar (250)"'

2. ¥ $self->{CustomerUser} %) Kernel/Config/Defaults.pm Eif|F] Kernel/Config.pm
o,

3. KB INE] Map B4 o

[ 'UserRoom', 'Room', 'room', 0, 1, 'wvar', '', 0, undef, undef 1],

WA EAT, v DAAE RS Al o ol HTTP 858 H bR FEEEe28 C e i D 8N undef o
KL target="" F class="" JEMERME] HTTP #5805 o WRAREE HTTP 84, W2
BEEATC ARG A .
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VEAR: R BURZAE 9S4 AK

Z
Names can be translated into other languages with custom translation files. For more information, see
the Custom Translation File chapter in the developer manual.

LDAP

iR AE ) LDAP H st % 7 ) St > Wm] LU LRI % P et o LR 7s Bl s T LDAP %27 Ji]
Jr i (ARG .

# CustomerUser
# (customer user ldap backend and settings)
SSelf->{CustomerUser} = {
Name => 'LDAP Backend',
Module => 'Kernel::System::CustomerUser: :LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas, o=csuh',
# search scope (onel|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP,
—tree
UserDN => '',
UserPw => "',
# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=%*)' or AlwaysFilter =>
— '(objectclass=user) '
AlwaysFilter => '',
# 1f the charset of your ldap server is iso-8859-1, use this:

# # SourceCharset => 'iso-8859-1",
# die if backend can't work, e. g. can't connect to server
Die => 0,

# Net::LDAP new params (if needed - for more info see perldoc.y
—~Net: :LDAP)
Params => ({

port => 389,
timeout => 120,
async => 0,

version => 3,
}I

}!
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail',
CustomerUserListFields => ['cn', 'mail'],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],

(R T2kEE)
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CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# Configures the character for joining customer user name parts. Joing
—single space 1if it is not defined.
CustomerUserNameFieldsJoin => '',
# show customer user and customer tickets in the external interface
CustomerUserExcludePrimaryCustomerID => O,
# add a ldap filter for valid users (expert setting)
# # CustomerUserValidFilter => '(! (description=gesperrt)) ',
# admin can't change customer preferences
AdminSetPreferences => 0,

# cache time to live in sec. — cache any ldap queries
# CacheTTL => 0,
Map => [

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,Z2=lite), required,.
—storage—-type, http-link, readonly, http-link-target, link class (es)

[ 'UserTitle', Translatable('Title or salutation'), 'title',
. 1, 0, 'var', '', 1, undef, undef ],

[ 'UserFirstname', Translatable ('Firstname'),
—'givenname', 1, 1, 'var', '', 1, undef, undef 17,

[ 'UserlLastname', Translatable ('Lastname'), 'sn', 4
. 1, 1, 'var', '', 1, undef, undef 17,

[ 'UserlLogin', Translatable ('Username'), ‘uid', o
. 1, 1, 'var', '', 1, undef, undef 1,

[ 'UserEmail', Translatable ('Email'), 'mail', 4
. 1, 1, 'var', '', 1, undef, undef ],

[ 'UserCustomerID', Translatable ('CustomerID'), 'mail', 4
. 0o, 1, 'wvar', '', 1, undef, undef 1,

# [ 'UserCustomerIDs', Translatable('CustomerIDs'),
— 'second_customer_ids', 1, 0, 'var', '', 1, undef, undef ],

[ 'UserPhone', Translatable ('Phone'),
— 'telephonenumber', 1, 0, 'var', "', 1, undef, undef ],

[ 'UserAddress', Translatable ('Address'),
— 'postaladdress', 1, 0, 'var', '', 1, undef, undef ],

[ 'UserComment', Translatable ('Comment '),
—'description', 1, 0, 'var', '', 1, undef, undef 17,

# this is needed, if "SMIME::FetchFromCustomer" is active
# [ 'UserSMIMECertificate', 'SMIMECertificate', 'userSMIMECertificate
', 0, 1, 'var', '', 1, undef, undef ],

# Dynamic field example
# [ 'DynamicField Name_X', undef, 'Name_X', 0, 0, 'dynamic_field', .
—undef, 0, undef, undef ],
]I
}i

A1 LG ML S LDAP 5 i »
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1. %% $self->{CustomerUser} ¥4 M Kernel/Config/Defaults.pm &% Kernel/Config.pm
o

2. MATIITT SLMBRAERE C & 745 D

W RAE LDAP H b Ae A7 HoA % P @ ks e B AR - THLS et ], kA SonT DL 7R 7E
OTRS 1

#i 2L\ LDAP H 3k s HoAth o 1 4tk
1. X E M4 HY B Kernel/Config.pm H ) Map $4 .

[ 'UserMobilePhone', 'Mobile Phone', 'mobilephone', 1, 0, 'var', '', 1,.
—undef, undef ],

VEAR: R AT S SO N AR

ZL:

Names can be translated into other languages with custom translation files. For more information, see
the Custom Translation File chapter in the developer manual.

4.6.4 %) H T e

WEREAEH Z A ) R BRI, WA EC7 9 i CustomerUser FUEZ 4, Wl CustomerUserl

CustomerUser?2 .

PN R B 7s B 7 7[R IS 2t 2 A LDAP 2 7 P Je s (R IV

# Data source 1: customer user database back end and settings.
SSelf->{CustomerUserl} = {
Name => 'Database Backend',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
DSN => 'DBI:odbc:yourdsn',
DSN => 'DBI:mysqgl:database=customerdb;host=customerdbhost’,
User => '',
Password => '',
Table => 'customer_user',
}!
# Other setting here.
bi

# Data source 2: customer user LDAP back end and settings.
SSelf->{CustomerUser2} = {
Name => 'LDAP Backend',
Module => 'Kernel::System::CustomerUser: :LDAP',
Params => {
Host => 'bay.csuhayward.edu',
BaseDN => 'ou=seas, o=csuh',
SSCOPE => 'sub',
UserDN => '',
UserPw => "',
AlwaysFilter => '',

(N ITEREE)
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(£ k1)

Die => 0,
Params => {

port => 389,
timeout => 120,
async => 0,

version => 3,
}

}
# Other setting here.

bi

LA 35 10 AR ) i o AT %) )™ B ol LLAEE G sl B0t Cm SRR D pr & |
P

4.6.5 Za& T BUH I P e
AU R TP Sl B AR AE T R shas 7 Bop AR AL Bl mT DLBIEAT SR B Bt i s IR S oA
H

BN o

A TR T TR N R E SIS T BIME © s T BRI T2 Bl XS TR
% PO S i E6 LDAP JE s AT .

A O XA AT I ) T BE «
1. WOH iR E Ticket::EventModulePost ###4100-DynamicFieldFromCustomerUser o
2. BOEE DynamicFieldFromCustomerUser: :Mapping . T E AL OB AN 2 P B AR H
FAEAERA TS TBP R E .
3. WERARG T M ARAFAESN AT B, RIS TR .

4. JEWE Ticket::Frontend: :AgentTicketFreeText###DynamicField g HshAF B, IXFE
AT AT 3 E Al .

A AHELL N BECE D RIS 7 B
* Ticket::Frontend: :AgentTicketPhone###DynamicField
* Ticket::Frontend: :AgentTicketEmail###DynamicField

e Ticket::Frontend: :AgentTicketCustomer###DynamicField

WRA M TENT, WEMTRIE T Ash i &K -

4.7 Z)JHP &)

Blan s AE—AGR A ERT TR BN 2, 25 P e e 20 ) 2 A% 7 TR DL THEH] « ir Rl
JINREAFRI AT W EIKN s B DA EEEMNT T AT TG FIRSGIEK -

ST G0, OTRS #8847 vk o B T BEE 2 A4h, PR H P En] Ly e X2 A% 1T
B

FHE RS AR PRNE—ANmEAN% S o BTG, 20N —A% 2 H PR —
ZPRINBI RS T SR T 2 HMAGHK 2P HP B
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a« Manage Customer User-Customer Relations

Actions Search Results:

| Q | CUSTOMER USERS (1)

Wyle Coyote <we@acme.example.com= (acme.co)

CUSTOMERS (1)
acme.co Acme Inc.

Bl 24 R TORIE P IR ORIk

471 EHEFPH P B

VEMR: BHU TR AR RSB R Al o BRI AN R )T R T

HERG S P s N
1w B AR AR .
2. PSR
3. siilt PRAF B PRAT IS dacll

Change Customer Relations for Customer User Wyle Coyote (we)

CUSTOMER (0) = LJ AcTivE
MNo data found.

Save or Saveand finish or Cancel

Kl 25: BT TR P IR ORI
B LR R s AR
1. mide Z PRI A%
2. WG ZZ B
3. sl RAFEL PRAF I 5E EdZAL

Change Customer User Relations for Customer Acme Inc.

CUSTOMER USER (0) = LJ AcTivE
MNo data found.

Save or Saveand finish or Cancel

Kl 26: s Rk T

OTRS 7.0.14 2 ff M W A 0 R A # JF 7 sl % | &% 7
“CustomerUserExcludePrimaryCustomerlD” % é& x4 B R — i i
ID(primary customerID) ©] fit & £, K 4 G 2 BR A AE AR B [ROFE B X A R
“CustomerUserExcludePrimaryCustomerID” X} J-5:2% 7 F P b TG HPIRAS » AT .
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N AL 2 7 A w0 P AR 70 B A T RE Bl DA BR8] T ABURR > I FURRRR 5
R P AN N RB CEB r et 25 o IXRRAt T DL S8 5 2 7 F P Al B A A W) AL (HGZ Al
B HIANE

T AR IRl 7 O ) R P BB 2 1k A PT E =
1. B3 RERCEDE# -

2. % “CustomerDisableCompanyTicketAccess” B &I FF )i » LARGEREC & 58 i I e pT % - F P
IR YNNI R R
3. ¥ $self->{CustomerUser} #4 M Kernel/Config/Defaults.pm & || Kernel/Config.pm

.

4. WLBEALE “CustomerUserExcludePrimaryCustomerID” A—4T R C # Jimm ), 3F Higk & H
{Eyg “17, R

CustomerUserExcludePrimaryCustomerID => 1,

5. {F *Customer Users Customers* Hn] LAt & % 7 P AIHINE A7 THRBREIR A .
6. #:3| RYHLEFAE

7. % “CustomerDisableCompanyTicketAccess” ¥ B IiJf Il » LME I ALIFES 5 0 hBCE & - H P
AT > w] LU I ALRR

VR AR A% B B RS AR R A E S e s BRI Y
FI T 1000 77 R

AT LAAE A B o RIS O3 BE 22 A %50 7 P B 7 o A, AR SCIR e 4 rp Bl 2 P s R AR B AT T
G T B e SR T DR

B Yl B AR AL R SCIR B R [Pl

VEME: ARSI bR BB R EAE R U E I S ) BT R AE

4.8 =/ A

TP AR R SS B B TAE o FLRIBCR SR AT DU AN B2 SR BITAT SRS AR N 1% 1
JURRS JEHXZ AT .

OTRS se¥Ff %/ P o Ee 2l AR o 5 R4 A B3 v in) Jy sKAR R mTR a2 B oM & — MK - P
Ibs AVFE P L TG E R IRl — Kk TSR .

Z L

fEHZ= T 4B THIEANE .

{F B F AR A e AN A B TR, EAOHEE AR HAAN
WINBI RS o SRR T TP AR adm 2 At

TR /DA G 8 R AR R R IhRE o 6T BRI OTRS Jiui» A LUB L 7E R4
FoE s fEIX R A s e .
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a Manage Customer User-Group Relations
Actions Search Results:
- | Q | CUSTOMER USERS (1)

Wyle Coyote <we@acme.example.com= (acme.co)

Wildcards like **' are allowed.
[ Edit Customer User Default Groups

ally assigned to

These groups are automatic
all customer users. You can manage these
groups via the configuration setting
CustomerGroupAlwaysGroups™.
Customer User Default Groups:

Filter for Groups GROUPS
users
Just start t to filter...
ust start typind te e No changes can be made to these groups

GROUPS
admin

faq
faq_admin
faq_approval
stats

K 27: B - SRIR

Just use this feature it you want to define group

pPErmissions for CUstomer users.

& Enable it here!

K 28: Ja % A e

124
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Tff: BEAEATH H RSS2 2 A JEBOA G o i R Gerb Ja b Dhfe » 75 20K B o XIC & S JE Kernel/
Config/Files F1( B4 4 222_CustomerBackend.pm ). )5 WM ETE &5 H - #85 E 5

H o

Hr WlUa e REINBRARSS S04y, XA e P EVERERIN T F% .

I

4.8.1 EHERT 415Kk

L B e — AR

1. w2 PRI T
2. R R IR B BUR .
3. st RAFEL PRAF IR 58 gzl

Change Group Relations for Customer User Wyle Coyote (we)

o
8]
|
=

GROUP
admin

faqg
fag_admin

faq_approval

stats

Save or Saveand finish or Cancel

29: B T ORI 2

AR R R O sy — AN

1. made ABR K44 .

2. EFERALER R %) T BBUR .
3. siihh PRAFEL PRAF IS8 it

Change Customer User Relations for Group admin

CUSTOMER USER (1) Uro Lrw

Wyle Coyote <we@acme.example.com:= (acme.co) L [

Save or Saveand finish or Cancel

30: BRI 2 AL

A EAE L  EAA -
1. S e AR ) gadise P I BRA AL 2]

4.8. H;HT 4

125



OTRS Administration Manual, % i 7.0

2. Add or modify groups in setting CustomerGroupAlwaysGroups.
. WSEBERUE R RGRE .

CustomerGroupAlwaysGroups

USEers Defines the groups every
customer user will be in (if
CustomerGroupSupport is
enabled and you don't want to
manage every customer user for

these groups).

31: CustomerGroupAlwaysGroups ZZ4uhc & 5 5

KL A BB A IR .

VEMR: WRCK 2 A TP SR MBI RS WAL RME A S e 5 ) B A L e g A o A
IR AR AR E AL

AT EAEPIAS Bt (R 23 Bl 2 A% 7 P B o BRAh AR SC AR Bf et b s i e 77 P B2 R AR S T T 2
F R R G B R

B Yl &) BRAANR A B IR AR IR (A L

4.8.2 HPH T AXKESH

A2 PO C JRZIRER 0 T UK AR BEE A % 7 P 5 412 1A 3 o BRI BT > AR
DAGTIVER

roC Hig ) b s AR

rw( BE5 ) RHZBHEI 58 A S HAUR

VEME: ARSI bR B E R IEAE R U E IR S ) BT R AE

4.9 =) RS

BRGNS PR IS — A E A RS « BRI A BT RER NN %S
PURI— ARG o SRR T B L ARG &R RSB
4.91 FHEFPHP RS

AN AR OBl LRSS
1w B PRSP —AR S .
2. PG T RS
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a« Manage Customer User-Services Relations
Actions Search Results:
| Q | CUSTOMER USERS (1) SERVICES
Wyle Coyote <we@acme.example.com= (acme.co) Test service
= Edit default services

Filter for Services

Just start typing to filter...

32: EHR -k SS Z 1Al Rk

3. niihh PRAFEL PRAF IS8 Al

Allocate Services to Customer User Wyle Coyote (we)

SERVICE L] acTive

Test service = |_|

Save or Saveand finish or Cancel

Kl 33: BT T RIK (55
BN ARG
1. il IS A i — AR .
2. EREE IS RS R
3. sl TRAFEL PRAFIF5E AL

Allocate Customer Users to Service Test service

CUSTOMER (1) L ACTIVE

Wyle Coyote <we@acme.example.com= (acme.co) L

Save or Saveand finish or Cancel

P 34 &0 P SRIBRIK) e 55

TEfR AR 2 A% P SRS IR BI AR SE AR RAE A SR 5 T B I DA A I B
NEGSYEI AR AR E R ST .

A LAAE AN B T [ N 0 BE 2S5 7 TP B g5 o a8 s AESRIBRBR e v i i 5 )7 P s 55 R AH N 4T T
kRN VRVTE T Bkl ST

Bt Ul P B 55 AN PR AE R SCIB 7 (KR [Pl %
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VEAR: TERLAESIAR ST BB ALIENE R BB T IE A I T A RIEAE .

4.9.2 & HERNIRS

A UAASINER R 55 > AT AT 235 7 P AT A i) EATT o SXRERIURE S 1 20 ) RS2 )7 F P IR RS

A LGRS -

1. il ZE AR ) BB IR 55444
2. JEFEFTAT R L # AT LUE R IR S5 -
3. sy RAFEL PRAFIFSE AL

_ Manage Customer User-Service Relations Allocate Services to Custorner User

Actions

4 Goto overview

Filter for Services

Just start typing to filter...

Allocate Services to Custorner User

SERVICE ACTIVE
Backup and Archiving

Communication
Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet
IT Operations

Network Access
Remote Access

Standard Desktop

Save or Save and Finish or Cancel

K 35: 7 BC ik 55 2% 7 HL b

H A 55

W ARSI R E KRGS T RE 2 NI o R 7 20 T8 IR 55 WA

410 4

FEFH LR AR R NI BUAR S o i OTRS et 5 LUB0AA o A B T ™ - A Ly 418

Berpro

4.10.1 S

HERIN— AN

128
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w Group Management
Actions List (3 total)
Add Group NAME COMMENT VALIDITY CHANGED CREATED
admin Group of all administrators. valid 1V16/2018 08:26 11/16/2018 08:26
stats Group for statistics access. valid 11/16/2018 0626 11/16/2018 0826
Filter for Groups . X
USErs Group for default access. valid 11/16/2018 08:26 11/16/2018 08:26

Just start typing to fiiter...

Hirit

Kl 36: HEH 55

1. AR AL
2. HISUHTE .
3. el GRAFIEHL -

Add Group

* MName:
* Validity:  wvalid

Comment

Save or Cancel

Kl 37: WS N4 bt

By LIENRGHMERAL o RAEHRERE A7 Rk Iiine B o JoRE i ook s R EAT -

AN
1. mal AR .
2. BT B
3. niihi PRAFEL PRAF IS8 it

VEMR: WOR PRGN T 2 A WA I DB SR I BN B PR A A AR AR E AL .

4.10.2 4 &HE

AN L BRI, TDME I DU W o AT R S I T BOR T B .

4.10. 4
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Edit Group

* Mame:; users
# Validity: | valid

Comment Group for default access.

Save or Saveand finish or Cancel

38: G it Nt

FRR* SRR AR o T LR T B A AMEATR YK 74T SRS PR R o SRR s E RN
e

W EAHARSEWETS B RIRIR « 24 groupt BLAEREFR R group2 I, X T % 22 4k 43 i 51
group? I FTAAURAEAH RN o IXANEE S OTRS ff /] ID KRR K HR > MARBHK

A BEE IR AAT RN o W R BOR BN AT AR SRR RIATAAE OTRS i « H5by Brist
BN JCAER i SRR AR LR SR BRI A

VEME: AR IR S W AR IBRBCR (B S A AT IE R« QR iss bl B4 B 44 %
PR A2

VERE R B EAS ISR o T R LR I BOR S i A e B R T R BRI E . RO TR
(ERERTAZ R N L

4.10.3 A4

BEA MRS N DL N A /b g AN a0 o fEasBr et s A Leiie U Zi T H -
admin AVFHATRGEH W BES .

stats % Vi i OTRS G THELEIFAE gt k% -

users [R5 NIV AZJE T XA HABSHRIR » IXFEARATTA GEVS 0] LRGP DIRE .

4.11 Ao

A0 TR e 5 T ) RGeS A€ o BRIAIE BT > B OTRS e MU SARAT A (4 o MO B REAL T P
UM AL A it .

4111 FH MO

HERI— Mt
1. R ZE MR S in s G
2. HWELHTE .
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Role Management
Actions List (1 total)
a Add Role NAME COMMENT VALIDITY CHANGED CREATED
Supervisor A role for quality insu... valid 10/24/2018 09:45 10/24/2018 09:45
Filter for Roles
Just start typing to filter...
Hint
Create a role and put groups in it. Then add
the role to the users
. aran
Kl 39: (0 LR At
3. sl fRAFFEHL -
Add Role
#* Mame:
# Validity: | valid

Save or Cancel

40: AN 54
B BRARGHMERA T . R

g

TR AR IR E D e I N B ROk A EATT
1. A EsRb i — Mt .
2. BB -

3. sl PRAFEL ORAFIT 8 AR o
Edit Role

# NMame: Supervisor

# Validity: | valid

A role for quality insurance.

Save or

Save and finish | or Cancel

A1: i A (0 5 R
4.11. o
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VEMR: WORARGPERIN T 20, AFREAZIIER A TR, R Rk S A R E A 1 .

4.11.2 O E

U IR B BRI, FTLMEI LU RCE - i A S I Bo B .

SRR BEBEE AR o AT AR BOR R AME TR B 74T B RS TR o SRR R oRfE R N

i

AL BRI RNE - R T BOR BN A% WA BRI RITATAAE OTRS AR ] o by Brist

B TCR I TR AR L BRI AL

FERE IR BHEAS I E AR o O T M, U SOR I BURTE i AT SE R R T I BRI IE . DO TERE

WA oRfERE R .

412 Mt 4

3 B BE A HE — AN B A BRI B — AN AL o IR, T E R AR AN E RN N ]

REGgh  EEDEREALT A AR U i AR .

# Manape Role-Group Relations
Actions Overview
Add Role ROLES GROUPS
Supervisor admin
Add Group

stats
users

Filter for Roles

Just start typing to fiter...

Filter for Groups

Just start typing to fiter. ..

P 42: 5 A -2 I SR

4121 FEME AKRR

AR s M
1. s s — Mt .
2. IEFER OB NP
3. siili PRAFEL PRAF IS8 it
AR O i N
1. mide ABP A4 .
2. LR ALER B ORBUR
3. wiilt PRAFEL PRAF IS8 Al
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Change Group Relations for Role Supervisor

croor [ LJro  Uwmovemro  Uecresre Wnote Uowner U priormy | [ char oBserver
OJ OJ OJ OJ C
[ [J [J
[ I I

admin

stats

USErs

Save or Saveand finish  or Cancel
K 43: 2 uh R A
Change Role Relations for Group users

ROLE (Jro [Jmove nto  [Jcreare [note  [owner = [ priormy [ cHar

Supervisor || (| |_| | |_| (| [

Save or Saveand finish or Cancel

K 44 &S ORIk F (5

VEMR: WERRMARGEIN T 2 MO, AR A AR, RIATAE T I DRSS HE A A (sl

FLAEPTAS Bt b (]I ) Bl 22 DA EL A o a8, AERIBCHE S5 b i A C AR AT N I T T i A € 0
ol G ALBERE

Bt Vi s A RO RI ISR A (1R [P BERL

N

4.12.2 fits 4IRS
A OB ALC R ZIRER DI s AT LK AR B E ) f €0 15 41 2 T3 o BRUARS UL R o LU R AR AT
i+

roC Hik ) ST/ TR RA A B .

R R N TR 2K AA/AF B

create( O ) 7EXANL/IAF)HAT G TR o

note ( i ) EIXANLL/PAS LA I a7 AR «

owner( JTH#E ) EIXAU/BASEAT AR T T 7 2 AR

R TEIXALL/BNF)HAT ST ARSI A

RS AT AR - R8I NI 5 > H o] BUWER B IR .
WRZ 5% AR RH > Hon] DU s gt N RIEIE 5 2 5K .

WIRPTA % BA HBRERL I PR R 32 2 7 P ST P IR K IFAEIN R AT 25 RO 25 M
HHEBRAE .

rw( B2 D X FA/ASF TR BAT 58 A B E AR .
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Z L

Not all available permissions are shown by default. See System::Permission setting for permissions that can

be added. These additional permissions can be added:

stats ( Ziit ) Vjinl Ge vk s AR o

R[] BB SR RCRE O 78 T bR s b A R [ ).
B O TS R SRR

B LR IR .

R R IR C AEH “%2 %7 424 ).

Hold B TR E A HE AR -

RG] TN A P R L EIALRR o

PITN E ST RIS N 53 5T AR .

VEAR: Gl BCE SIAR U R A, A BB TS R P A AE o BB E RS A rw S S AE

B VB BTEAT P I T AT S AE
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CHAPTER D

R A 31k

AT AR B T AN P B RS IR R 5 LA AT DUt 285G P T X el ek o
FEN A I 55 N 53 INEE R ATARE I (AT 55 OB RSO oK SR VAT G T 5 BRI B)
TR PR 35 MRS N S T QU 2G> i PR TS AEAT A IR R SO TARAL

OTRS Lk T ¥F LT . 1] « 413 SORI5E SRR B0 LAT 407 . OTRS AL b T 8
MM B T AR SRR IR A TR RS SR 2 RIS A B AL 1 LI G it
%

5.1 vj ) #xl%1% (ACL)

A8 AT RESS A — T NINRRIOAESS « A VF 23 I0UH] T Ab B e G A TR, RV AE T8 2 HipIR S sl
TR SS N G AT ZE A o BN B2 A0S RIS B A, AT S A - BEh AT B
2R AN AS B 2 FEAR A B R T RERE

OTRS iUy il il 1134 ¢ ACL D R FRBIR 55 A BAIRIE ™ ™ (0 Tk 1, AR VRA ] T b AT 1R A HLAT R
SIS o OTRS 8 Bl 63 ] DALE BB S it B AA 2L e ACL, BABIS 1E A8 W AL 58 SR 2 HiT R M A, B ik AE
A INE G B2 ik TR sh 211, 245 .

8 B R B R G VT I 1B R o BROATS UL > Bl OTRS A 3 Uy | #5HI51 5K o Uy il #5571
R PLSE AT TR B SR Vi #1512 C ACL DB nl 1] .

5.1.1 LYy i Pl 21k

VEMR: QU LE T RIS TS A e AT AL T 42 A M N P R s i BRI AT

ety B K UserlD 1 )4 2% ACL PR «
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_ ACL Management
Actions ACLs
[+] Create New ACL Please note: This table represents the execution order of the ACLs. If you need to change the order in which ACLs are executed,
please change the names of the affected ACLs.
+ DeployACLs
ACL NAME COMMEMNT VALIDITY
E3 Export ACLs

EXPORT COPY
No data found.

Filter for ACLs

Just start typing to filter...

K 1: ACL &3 i %%

A NH ACL :
1. i ZE AR Gl ACL 241 .
2. B LIATEL
3. wiili fRAFFEHL .
4. TR o bl d e B Yt ACL B kg ACL &1

Create Mew ACL

* Name:

]
* Validity: ~ invalid

Save or Cancel

K 2: g ACL hi#+
A 294> ACL:
1. midi ACL I i)—/~ ACL, B &M e ACL bt 4% H5E 0] B AL .
2. BB ACL 45t .
3. wiili RAFEL RAFIF 58 AL
4. HEITHT ACL .
A MIER—> ACL :
1. xiifi ACL #IZHi)—4 ACL .
2. Ff A RN O TR I TERK -
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w Edit ACL Information

* Name: 00 Remove Note
nment: | This ACL removes the note menuitem.

The agents have to write emails,
not internal notes.

* Validity:  invalid

* Edit ACL Structure
Match settings
¥ [3 Properties
* [ Queue
B Rraw:

Exactmatch w

Change settings
* [ Possible
* [& Ticket
Ticket

Possible

Save ACL

Save or Saveand finish or Cancel

Kl 3: ke ACL 454 b 4t

5.1, 1) FElIE (ACL) 137
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st PRAFZAL o A2 22 MDA AR B AS8T i IR E 280K ACL 124 -
st BRI ACL 1241 -

s A DR O MR AL

HE BT ACL

o g M

i ACL LL Perl 8 NE N zzzacl.pm CfF o« FEANMEIIWHLL T, BIGEMIER TP ACL 2k A2tk
MEITBEE N TR I TR I ACL eI ZEA7 A « AESICAE B U H3E I ACL !

AR E T ACL :
- Rl ZE AR & ACL 5l

M 0 TS8R GEAT > A B I s B SO ¥ ACL o K A MBI e B A A3 U 37s NA% B 5 Wk
8 ACL

A EFHPT ACL:

1. R ZE MR i ACL 424

2. FEVHENLHPIE B AT B DARAT Export_ACL.yml B
#EF N ACL:

1. e ZE A (0 e

2. EFEASEAT R L yml 30 .

3. R S I ) ACL, sl B BLA ) ACL 0?7 SIIEAE .

4. piili SN ACL BCE LM .

5. s #35 ACL +ZH 35 5 A1) ACL -

VEMR: WARARGEEIN T 2 A ACL, i i i DEAR A 1 B\ By ) 44 ok Bk € ACL

Bl NIEDCE ST R AAR A B R IO R B A AL, I RS IR I AR N A o Lt
Bl T DAL 2 + i 50 C ACL ) RITEFEC JFAUEBRAE ). TG I BEE SO A4 B S U ZE A
O

5.1.2 ACL & &

TR AL LU F B o 2 S I BUR L BURE

SR BRI AT < T LB B R A T TR 0, RS TR« Bl R e
i

VERE IR B EASINILE AR R o O T R 2R I BORTE i A e B T R B IE . DA TR
(ERERTRTER R L

i FAAFIERE (H AT LR ARSI A A SOA
PLHCn 51k ACL 4% R EAT VP, o i B AR L 2: 0 ACL THAl .
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AR BEE LB IAT R o W R BUs BN AT AR BRI RIATAAE OTRS i ] « H5ut3 Beist
By To R I AR AR L BRI A

5.1.3 4w4f ACL 45y

ACL & SCrJ LAy AW 43 » VURC T AN B0 0 o 7EDLIEG 4 i, ACL R 548 H ACL 2006 A2 1) J 1 o
WRAE ACL H i SUI Ja Ik 55 RGE R & AN ULIE » 84 ACL A2 BMEATSEM , (HATAT & VL RC ) ACL #E
SR BN o S oA > TR REE IR

INLGE LS

Properties( J&PL ) AT TSI ULECIEIN o F4n . £E—> TR RN B g5 N 61 i T
M Eh A B ST o R4 ACL LS TSk WA UL NE 0 s E ARk #E I ACL
R s ] Be D B T et (HREESE T 55— AME, ACL AR AR .

PropertiesDatabase( fEHIRETHIEM ) AR T Properties( BN D) (HAS T S A RAF
PR FE AR TR R, X R ORI F B EA P AT R o AT AN TR b
C RN MRS e P O T Do

HSBRE

Possible( FIHEM) ) AHBI T4 LoD 1R Bt B B0 AAEA B 70 H B K T ER o

PossibleAdd( WG O A4 H T-US I HAh ACL /DS kt s - A5 HH Possible
( AIEERY DB PossibleNot ( ANAJRER DA A ACL —EfEH -

PossibleNot ( ANA[REIN ) AHH TN Ll MBrEr etz - ©rl DU A, dnr DS HAh B
i Possible( RJHEM) DBk PossibleNot ( ANRJHER) DB ACL —ilEfHH .

(LAGIER

A TAE ACL (TR oy 9K BRI — L Pri et B o RAMBAT R T

[Not] MLAEMETFH Tl il (Not] 2 low o HFAREHN HIXELEAHF : 1 very low . 3 normal
4 high . 5 very high .

[RegExp] &N T XILHZMAMIENZFRLL, B4 [RegExp] low o EIXFMELL T > JHTHLERN L 1
very low . 2 low A .

[regexp] ‘©4 “[RegExp]“ dEH AL, HAX /KNG .

[NotRegExp] i IEMFKIAI, #ll [NotRegExp] low o H TS5 3 normal « 4 high - 5 very high
FHIA -

[Notregexp] ‘5 [NotRegExp] FEHAHMLL, HAK S KNE .
5.1.4 ACL Jui

AR S OR: T A 5 2B

XA R R T T SEVERE S SE 42 5 very high 1) T BB A

", EHREA AT fEXE, WAL 100-Example-ACL o 1R ACL B AEHAT HT BT H 7 »
PRAG NAZAT A0 F IX L 2 R o VERE R IR - BOE Tk ) .
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Create New ACL

% Name: |100-Example-ACL
Move Ticket to Queue Based on Priority

This example shows you how to
allow movement into a queue of
only those tickets with ticket
priority "5 wvery high".

* Validity: | invalid

Save or Cancel

4: 100-Example-ACL - JEA ¥ &

T A=A JEIERS Y ERARI TR RS o BUALTE I BT 2 A0 B ] T DA 2 15 0 20
IV H] ACL o ZEFRATII A, Wi Ty T-BAF Raw I HARSE44h 5 very high, WIKGULES o X132 BI7E %
B R C Bl RS EBAS Y Raw JF HALSEZh 3 normal Ity ACL 5 ANVLES » (HZ2 R Ja e #00
S RPN R LA Sk 5 very high, SR )5 BAFILEC ).

i) » Possible (. FTREM D558 LT R BEREIME L o TEA R, o pE T F IR BA B X eI+ Alert
BAS

M ANESACR ARk E D RO B e ACL .

AR A A2 2 122 P AL 56 B0k T kg s 21| BA A1)

AR5 5 A REAER AL, EAEIXAS =Bl A Raw B3 HARSC 0 5 very high (1 T8, 125
AL BN P P I A 2 UL o AEHSH e P SR BB T2 s E2R ACL AN REAER TR AP R B o

1 BNF A FH O P 1 B O B ek G P 4 1

AT Brs g 2R NS Raw mR K SC P 0, JFBGHOG LA o wl AR 9g BAT 2 A T REE A T 7 B C AR
A& DMEIERE o I n] DURRBIBENS X € TR AT a1 o AEATRBIF , Tk T .

ARG 7R T U] s A R P COIRAS ok PRI BR Do SR T LU 2 R E SCTL DU PR UL

BCAEMT T8, RIS A28 NHT ACL o I R A BRER N BROBCRELE 6, JF HAAERA BRI S0 TR EA1C fltn, ik
M5 N AT —ANEE A ) BT REARATH -

A IR 2 h 5K

AR 7R T ] A 1 ) 208 S U RC T FORTRE g R AR . b ACL AN W R AE LA HW JF 3L I A1) Fh 1 2 1)
T ¥ Hardware IR% .
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w Edit ACL Structure
Match settings

* & Properties

* [ Ticket
2 Queus
Raw Exact match v
B Priority:
Svery high Exact match v

Change settings

5: 100-Example-ACL - VL ¥ &

IR G W

I ACL 1§ F % )" ID TheCustomerID PRI G S AL P14 .

5.1.5 ACL &%

AI{E ACL AR I e P« BEAMEAEAROCRE L T OTRS %% o Bt ] LU 2 ke etk y™ e n]
BEMRIME, JF H'EmT Bk T-7E Config. pm FHBCE IR I WU o Mk, Joikse it & P BEE I 58 1
ACL 7% .

A IRAAE ACL FPAE IR PE « BEAIME , WS LT YAML #4501 ACL 749 .

— ChangeBy: root@localhost
ChangeTime: 2019-01-07 10:42:59
Comment: ACL Reference.
ConfigMatch:

Properties:
# Match properties (current values from the form).
CustomerUser:
UserLogin:
- some login
UserCustomerID:
— some customer ID
Group_rw:
- some group

(N IEREE)
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w Edit ACL Structure
Match settings

¥ =& Properties

v [ Ticket
=2 Queus
Raw Exact match v
B Priority:
Svery high Exact match v

Change settings
¥ [ Possible
* = Ticket
E Queue

Alert Exact match b

6: 100-Example-ACL - i i3 &
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w Edit ACL Structure
Match settings

* [ PropertiesDatabase

» [ Ticket
BH Queus
Raw Exact match v
= Priority:
Svery high Exact match v

Change settings
* [ Possible
» [& Ticket

B Queue
Alert

& 7: 101-Example-ACL

5.1. Uil iil%1% (ACL) 143



144

OTRS Administration Manual, % i 7.0

w Edit ACL Structure
Match settings
¥ [ Properties
* [ Ticket
BH Queus

Raw Exact maktch b

Change settings
¥ & Possible
* [ Ticket
B State

new open pending reminder

Exact maktch v

* [ PossibleNot

* [ Action

AgentTicketClose Exact match v

[¥] 8: 102-Example-ACL

 Edit ACL Structure

Match settings

| 9: 103-Example-ACL
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w Edit ACL Structure
Match settings
* B Properties
* 3 Ticket
B3 Queue:

[RegExp]*HW Regular expressv

Change settings
* B Possible
+ 3 Ticket
B Service:

[regexp]Hardware Regular express»

10: 104-Example-ACL
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w Edit ACL Structure
Match settings
¥ [ Properties
* [ CustomerUser
B UserCustomer|D:

TheCustomerlD Exact match v

Change settings
¥ & PossibleNot

* [ Process

P14 Exact match b

11: 105-Example-ACL
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(£ k1)

DynamicField:
# Names must be in DynamicField <field name> format.
# Values for dynamic fields must always be the untranslated internal
# data keys specified in the dynamic field definition and not the
# data values shown to the user.
DynamicField Fieldl:
- some value
DynamicField OtherField:
- some value
DynamicField TicketFreeText2:
- some value
# more dynamic fields
Frontend:
Action:
— AgentTicketPhone
— AgentTicketEmail
Endpoint:
- ExternalFrontend: :PersonalPreferences
— ExternalFrontend: :ProcessTicketCreate
— ExternalFrontend: :ProcessTicketNextStep
- ExternalFrontend::TicketCreate
- ExternalFrontend::TicketDetailView
Owner:
UserLogin:
- some login
Group_rw:
- some group
Role:
- admin
# more owner attributes
Priority:
ID:
- some ID
Name:
- some name
# more priority attributes
Process:
ProcessEntityID:
# the process that the current ticket is part of
— Process—-9c378d7cc59f0fcedcee’bb9995ee3eb
ActivityEntityID:
# the current activity of the ticket
— Activity-f8b2fdebeb4eeb77bl47a5f8eldabe35¢c
ActivityDialogEntityID:
# the current activity dialog that the agent/customer is using
— ActivityDialog—aff0ae05fe6803£38de8fff6cf33b7ce
Queue:
Name:
- Raw
QueuelD:

(M ITgREE)
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(£ k1)

- some ID

GrouplID:

- some ID

Email:

- some email

RealName:

— OTRS System

# more queue attributes
Responsible:

UserLogin:

- some login

Group_rw:

- some group

Role:

— admin

# more responsible attributes
Service:

ServicelD:

- some ID

Name:

— some name

ParentID:

- some ID

# more service attributes
SLA:

SLAID:

- some ID

Name:

— some name

Calendar:

- some calendar

# more SLA attributes
State:

ID:

- some ID

Name:

— some name

TypeName:

— some state type name

TypelD:

— some state type ID

# more state attributes
Ticket:

Queue:

- Raw

State:

- new

- open

Priority:

- some priority

Lock:

- lock

(M ITgREE)
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(£ 130)

CustomerID:

— some ID
CustomerUserID:
- some ID
Owner:

— some owner

DynamicField Fieldl:

- some value

DynamicField MyField:

- some value

# more ticket attributes

Type:
ID:
— some ID
Name:
— some name

# more type attributes

User:

UserLogin:
- some_login
Group_rw:
— some group
Role:
- admin

PropertiesDatabase:

# Match properties (existing values from the database).

# Please note that Frontend is not in the database,

— framework.

# See section "Properties',

ConfigChange:
Possible:

# Reset possible options (white 1ist).

Action:

# Possible action options (white 1ist).

- AgentTicketBounce

AgentTicketPhone
AgentLinkObject

ActivityDialog:

# only used to show/hide the Split action
# only used to show/hide the Link action

but in they

the same configuration can be used here.

# Limit the number of possible activity dialogs the agent/customer cang

—use in a process ticket.

— ActivityDialog-aff0ae05fe6803£38de8fff6cf33b7ce
— ActivityDialog—-429d61180a593414789a8087cc4b3c6of

Endpoint:

# Limit the functions on external Interface.

— ExternalFrontend: :PersonalPreferences

— ExternalFrontend: :ProcessTicketCreate

- ExternalFrontend: :ProcessTicketNextStep

- ExternalFrontend::TicketCreate

- ExternalFrontend::TicketDetailView

(FUZREE)
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(5% E5)

Process:
# Limit the number of possible processes that can be started.
— Process—-9c378d7cc59f0fcedcee’/bb9995ee3eb
— Process-12345678901234567890123456789012
Ticket:
# Possible ticket options (white 1ist).
Queue:
— Raw
- some other queue
State:
— some state
Priority:
- 5 very high
DynamicField Fieldl:
- some value
DynamicField MyField:
- some value
# more dynamic fields
NewOwner:
# For ticket action screens, where the Owner is already set.
— some owner
OldOwner:
# For ticket action screens, where the Owner is already set.
- some owner
Owner:
# For ticket create screens, because Owner is not set yet.
- some owner
# more ticket attributes

PossibleAdd:

# Add options (white 1ist).

# See section "Possible", the same configuration can be used here.
PossibleNot:

# Remove options (black 1list).
# See section "Possible'", the same configuration can be used here.
CreateBy: root@localhost
CreateTime: 2019-01-07 10:42:59
Description: This is the long description of the ACL to explain its usage.
ID: 1
Name: 200-ACL-Reference
StopAfterMatch: 0
ValidID: 3

5.2 ZIETE

B T A T 1R A R A LSV ) TR IR E AR o T B SRR A R X s
PININE: QNI S B2l A

OTRS SCHRFUASINBT I BA) & 7 Be RALBESCA | #8  T a3k - ZIEFE 7B . B a) L RIEHESS
OTRS ‘i B 5 m] LAE SCWRLE 5 B 1% o] WL BT i (1> 2998, Sevk Bl Al o bty A A 3h & 7 BL
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R R AR P BN T B« BRIAEOL T, VBT OTRS 2 & = A& 7B« ahas v BUF
Bl £ AR A S ) Zhas T Bt T .

L Dynamic Fields Management

Actions Dynamic Fields List

Ticket l4of 14
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE

T e—— ProcessManagementProcessiD Process 1 ProcessiD Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Article ProcessManagementActivityStatus Activity Status 3 Dropdown  Ticket valid
PreProcApplicationRecorded Application Recorded 4 Dropdown  Ticket valid W

Add new field for object: Article PreProcDaysRemaining Days Remaining 5 Text Ticket valid W

G tamer PreProcVacationStart Vacation Start 6 Date Ticket valid W
PreProcVacationEnd Vacation End T Date Ticket valid W

: : PreProcDaysUsed Days Used 8 Text Ticket valid W

e PreProcEmergencyTelephone Emergency Telephone 9 Text Ticket valid m

Customer User PreProcRepresentationBy Representation By 10 Textarea Ticket valid W
PreProcProcessStatus Process Status 11 Text Ticket valid m

Add newfield for object: CustomerUser PreProcApprovedSuperior Approved Superior 12 Dropdown Ticket valid w

FAQ PreProcVacationinfo Vacation Info 13 Textarea Ticket valid m
CallerReachable Caller reached 14 Dropdown  Article valid W

Add new field for object: FAQ

K12 BT B

5.2.1 HHIETE

PO TR
1. IIEMLRE R A JEA R B
2. WGLHTE .

3. il ARAP AL

General

* Mame: Validity: | [walid
Must be unique and only accept alphabetic
and numeric characters. Field type: | Checkbox
# Label:
- Object type: | Ticket
This is the name to be shown on the screens '
where the field is active.

* Field order; 15

This is the order in which this field will be
shown on the screens where is active.

K 13: Gl Brah &7 B 4

BB BAETB
1. RS T BRI 7B .
2. BHTBL .
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3. sl RAFEL PRAF IR 5E edzAL

General

» Name: |PreProcVacationStart Validity: | walid

Must be unique and only accept alphabetic

and numeric characters. Field type: | Date
» Label: | Vacation Start
i Object type: | Ticket
This is the name to be shown on the screens
where the field is active.

* Field order; B

This is the order in which this field will be
shown on the screens where is active.
Kl 14: G ah &7 B A

AR A BT B
1. R B s — RS A b
2. il HIAEHL .

Dynamic Fields List

Fl4of14

MAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessiD Process 1 ProcessiD Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid
ProcessManagementActivityStatus Activity Status 3 Dropdown = Ticket valid
PreProcApplicationRecorded Application Recorded 4 Dropdown = Ticket valid o]
PreProcDaysRemaining Days Remaining 5 Text Ticket valid o]
PreProcVacationStart Vacation Start 6 Date Ticket valid ]
PreProcVacationEnd Vacation End 7 Date Ticket valid o]
PreProcDaysUsed Days Used 8 Text Ticket valid ]
PreProcEmergencyTelephone Emergency Telephone 9 Text Ticket valid o]
PreProcRepresentationBy Representation By 10 Textarea Ticket valid ]
PreProcProcessSiatus Process Stafus 1 Text Ticket valid o]
PreProcApprovedSuperior Approved Superior 12 Dropdown  Ticket valid o]
PreProcVacationinfo Vacation Info 13 Textarea Ticket valid ]
CallerReachable Caller reached 14 Dropdown = Article valid o]

15: MIERBhA& 7 B4

VEfR: WOR R RGN T 2808 7B AR I D8 S A B\ EE IR 0 AR R B R 2 M Eh A T B

5.2.2 FATBNE

AN L BRI, TR DU B o AT R S I T BOR LI B .
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ST BOEH A

I AT R I3 2 7 BUIR X S i AT A

General
* Mame: Validit valid
ust be unique and only accept alphabetic
and numeric characters Field type: | Checkbox
* Label:
Ticket

* Field order: 15

This is the order in

16: B2 7 B FH % E b ke
R IEBIEA AR o 0T DAFE S B P R AT 2R ) 4 B KRS FRER 2SR o ZRRR R e
o,
FREE * IR T B b4 F W oRI AR .
Z L
Al LA B T B SR INR B o DTS AR SR B N BE S # s E b .
TR * X AEALEWGE T i P B g L BRI

A BEE LB AAT RN o W R BOR EON AT AR SRR BT AAE OTRS i « H5ub v Brist
BN JCAER i O AR L E SR BRI A

TR WM OAE b E R, ANFEIAE S RN BT R .
MEIM BB OAE B TR ESE . AFEIAR S . 302 HBETE .

VMR R F R E v LLAE T Bh a7 BORALE o B, XA Tl &7 B REAE T Al
s AREAEF AL

PR B A R R 3 & 7 BUHK

HIEHES) AT B E
SEHNESN AT BUH TA24# true BY false fH .
Checkbox Field Settings

Unchecked

This is the default value for this field

K17 SaHesh & 7B &
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BRUE * S BRI .
ckrh BRAEOLT » S HE ik .
ARk BRIAHOUT » BHERED .
PR NG RS 7BostE
UEEh A 7BV IR R AR 2
Contact with data Field Settings

# Name Field:

# ValidID Field:

= - No

Note: You need to add the translations manua

K18 KA NE Bl 7B E
AT B Name JEIEIGEZ TR, IF HAVE B3N B TREASHEE I, 0T shim it & 1k .
FEBHEYE E CC AT BRICE O, e Name £, EHALLZE Name 22K .
ValidID 7Bt * validID JEPEML b, JFHAC B, I T-REASH I, 20T shis it
JEVE o AEEEE X C @A T B E D, e validIp Fow . HW UL Validity 228
Hev B XS RIAR N TR SR m Pt o Sl W7 BOoh i S R A S8 v B, T Dl & B
C AFBAE DFIAE C Won il Do AEMZALH  f8n] LLZS N2 AN BB X .

%

I

B Name Fl validID B CU#E #E44 7 BOR ValidID 7 BUAEH] o ANEEFRAL FHIZ A6 |

AT Be A LAY LA S T BaAs I 2 7 BL
WA T B LU 5 7y B ) A 0 R B 4
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W Name Ml ValidID SEURZ 2D, AUBLEAH .

P Be LUE S 2 BRI P I8 51 o seAbs) B e B, ) R R 7B I BT
P o

AR T B LUE S BRI TR R ISR .

VERR: Name BLUASCRTTINANY , AU EIALAIH! .

PR A SRR R I, XS R T R .

TEAR: T R R T ah i i 20 5 S .

APl T BUR » iR OB QI 0 7 BU A AR o K 3TIT diBsh & 7 BObR A o A7 S9N slidn 45 15 R
N AR T — ZdEIp AR (5 R LA I — 288l .

Contact with data management

a Contact with data
Actions List (Telephone)
Telephone NAME VALID
Internal Helpdesk valid
[a]
[+] Add contact with data

K19 KA £ RV BLBR 4

A EAIE AR
1. WA A NIRRT S8R ik — A& 7B .
2. ki ZEMAA I A INIBEAR AR S AL
3. HELIATEL
4. il PRAFHEHL -

Add contact with data (Telephone)

* Name:

* Validity: | wvalid

Save or Cancel

20: NI AR AE B4

G NRARE R
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1. ARG EIER N DMRAGR .
2. BMTFE .
3. i ARAFEL ARAT IS L o

Edit contact with data (Telephone)

« Name: |Internal Helpdesk
555123

* Validity: | wvalid

Save or Save and Finish or Cancel

Pl 21 GdEIBE AR 05 SR A

XA BB AE A EEHAb A BOE A% o AR A BB s B R
1. B —ANRRNE BT RF A7 B .
2. WHEMREIIKRENMEC ATREE D
o fE WA BRI Name .
« 1t ValidID Bt N\ Validity
o 75N Boms I HoA J@ 2 > B Telephone @7 (C 8 : Telephone, {H: Phone ).
VI LA 5 73 B 6 20 ) R P B 21 3 ( AN 2E Name T validID ).
¥ PR 5 R 5 /3 BB A : Name, Telephone, ValidID .
IR B S R (AT Name ) LUE 5400 o

WEAEFE SO T — e R NGBS 7EHr g r 8P b s 2 b — MR R A K IE
P T ) S 2 7/ A T N BT S Ve RPN 1 [ (1 PR 1 RS I S T S <
fic B kB Ticket::Frontend: :AgentTicketPhone###DynamicField F
Ticket::Frontend: :AgentTicketZoom###DynamicField, ¥ 1 3] ) & # iF T 5 5 %5
o

8. HeE QU Hih TG, VERCH T BUHBL T o REPTT R B AR S B R
9. WM A MOEFIATICARN » IFIEH DKRAN .
10. P REAIIR R A BRI R PR 2 ondE T ey hi e

11, ATl St R AR SAERR U O (2 7<) G 4B 3 A SRR SR I R N R C G R il
ERGNE KA Frontend: :Module###AdminDynamicFieldContactWithData H1E LA
,&j"_\‘ )0

12 WURTHE SO TR RIBCR N W AT LGB e E T S el A 7 B AT AT HoAl TR AR Sk .

o g A~ w

H W ahas 7 B &

HIWahas 7 BOH T Aefil— N HUME .
BOAMH 22 S ar 2508 C DORP N 57 ) SRk SEA 7 B BRIME C 41 3600 =-60 ).
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Date Field Settings

Neo

22: Hahas v Bt E

S8 SUREH WG I Dy B T g SCBEAE T B IR A3 308 43 S 1R T s A e L C Bk 25 D0 R v ol 2, W
A LA DA 3800

LU e B Ak P 3 T BRI

REIEFE B R EIJLLE .
ARARIUEE FEGw 4 B I P IXA 3 &5 7 BUAE N >

T RFAR LA -

W fi#:  If no years period is specified, the system uses the default value for the period: 10 years (5
years in the past and 5 years in the future).

SRHERL T DLAE G A D MR SEAN PR D b AR BUER € AT HTTP B8k . it -

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

PR WRURS 7Y, (R RPERG hE D 2 AR S BX A URL L7 IR o URL IFIEE o TTERS :
LA ThAEERL, T LW I URL P BB S 0 TN .

BRI 30 3 T DARR ey A B 0
B IEARRAG H W% H 3P T0Rs B 5 H 3912 Ja (0 3T
B bt 25 (0 4% H B 6 Ll T FEL LB A\ 22 i 32 i 134

YIS 1) 30 2 5 BL s

H /S 1) 3235 5 B RAAA# A HIYIIN TR
SEREh AT B i i S HIEh & 7 B s E A
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Date / Time Field Settings

Default date difference: |0
The difference from MOW (in seconds) to calculate the field default value (e.g. 3600 or -60).
Define years period: | No
Activate this feature to define a fixed range of years (in the future and in the past) to be
displayed on the year part of the field.
Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

Link for preview:
f filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.
Restrict entering of dates:

Here you can restrict the entering of dates of tickets.

23: H/m Rl sh &7 Brik &

MAES) ST B E

NHHESS A T BUH Al DR PSR P I EAME .

FIREME IXLESEIRR N AT REIER Jm Ik o iale  SLHDR A I A8 B, Foh AT Bos E R C AR D ANME
C SRl Do fHEIZAZHL , BT LIz I 2 AN XT .

BOAME R0 BUERME . R BosfedniE b b .

AR W AR BT, WS SCANBUOME . BLE R REMA R s - o IRFIRAEAE A0 22
PIEALIE s BT K LRI U .

AR AE SR A I, KSR O T e TR .

TEfl: T R R T ah i i 20 S RS .

SRHERL T DUAE G A D R SEAN PR DR v AR 7 BUE TR € AT K HTTP B8 . it -

) [

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

PRHER: WS TR, FE TR bR 2 AR 8 21X URL _EJ5 IR 7R URL IOTIUE o 15T -
T DIREAERL, 72 I URL P BHIHS I TNA -

R

IEHEZN A7 BBl

FIREME X LEREIR N AT REIER Jm 1k o ol SLHDREAS I A8 v B, Foh T B E R C AR D ANME
CSBonfE Do IZAZHL, AT LA N2 AN BT o

158 Chapter 5. Jifef1 H stk



OTRS Administration Manual, %1 7.0

Dropdown Field Settings

Possible values:

Add value:

Default value:

Add empty value:

Tree View:

Translatable values:

Show link:

Link for preview:

This is the default value for this field.

Activate this option to create an empty selectable value.

Activate this option to display values as a free.

If you activate this option the values will be translated to the user defined language.

Note: You need to add the translations manually into the language translation files.

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.

K 24: THMESDA T BOR E

5.2. Bh&TE
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Multiselect Field Settings

* Key: *Value: =

No

Neo

No
Note: You need to add the translations manua
25: ZIEES AT B E

BOME 20 P BUERME . R R fEg B s - .

A I R R T, W2 e NEAME, DAAERT (AR TP sl - o BURPRRAEAE A BN 25
PITERLIE s I, K LRRIROE SRR .

PR A SRR ek I, XS RO T R .

M T SRR T shis i 2038 & B

SCARER & T BOsE

AR A7 BOH T A — AN PAT AT s o

BOAME 20 P BUERINME . R Bosfedn g s 1 .

WoRBERE R DAAE AR DG B SR TENG B A B R 2 RTIER) HTTP 854% o Billn -

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

TS HER WARHS T AR £ THRPEN b 2 AR sl 24> URL B I s URL BTN « T R
FAFIXADIREERL, b/ 2 W3 URL 7B S 4 T

IENZRGE AR A S n] A IX AR — M IENRE AR A IENZEE AR AL xms BURRFAAT o B0 -

~10-91%

AINENZGES iy FHERS IS8 7Bl AN A IE R O SR I .
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Text Field Settings

Default value:
This is the default value for this field.
Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

Link for preview:
If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.

Check RegEx: Here you can specify a regular expression to check the value. The regex will be executed

with the modifiers xms.
Example: #[0-9]%

Add RegEx:

26: AR A7 BU A

AT CANES T B A

ZATUARNE T B TAHE— D ZATH A .

T8 M BAE R B A (KR B C AT Do

FIGE LT BAEg RGP I TR C A FFF

BOME 20 P BRI, R Bosredi s i b .

IEMFAA A ] DX AR E — MEMRA AR AE ENFRIE AR AEH] xms BUAFHRAT - Hl0

~[0-918

AINENZFRIES sy AZHLRES I A B3 B aTBLER I — AN IE R UM — R -

e )R sh &7 B

T AR R RSB, 55 OTRS RS bt . 151 £ sales@otrs.com HEATTIZ -

Web Ik 555 25 7 Bt

Hf: BRSNS TB, #25 OTRS St . 15k R sales@otrs.com HEAT T4 .
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Textarea Field Settings

27: ZATAMER & T B B

5.2.3 fESt4h Wonalas T

A EAE A FER T s AT B

1.
2.

i PRI%Eh A7 BUR AR BCE N A3
TERGUE B W 4T T R E R

Navigate to Frontend — Agent — View or Frontend — External — View and select a view to add the
dynamic field to.

4. $FILL $44 DynamicField SiAUINELE » AR MLk Gl UL Al .
5. itk + BB A TR .
6. 7ECAMEPRAZNE FBINGHE, S5 b i e
7. BEFF 1 RIER 2 - LA
8. s DA HE ML M RAT B
9. WBEHUR MR .
Vet T DA I AN B . ik, WS 57
162
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Ticket::Frontend:: AgentTicketZoom#&&#EDynamicField

RedMinelD 1 - Enabled vl I ) :.H-. v *

of the agent interface.

BuggzillalD 1- Enabled

5.2

28: fE 4 BoRBh AT B

.4 Add Dynamic Fields to Search Engine

By default, the content of the dynamic fields cannot be searched using the document search functionality.
Each dynamic field has to be added manually.

To add a dynamic field to the document search functionality:

1.
2.

© ® N o o &

3| RGHE B

Navigate to Frontend — Agent — DocumentSearch and Frontend — External — DocumentSearch in
the navigation tree.

Search for the setting DocumentSearch: :Agent: :DynamicField and
DocumentSearch: :External: :DynamicField respectively.

Click on the Edit this setting button.

sl + LRSS T
FESCAHEF A B A T BURIAARK » AR5 P A 4%
Select 0 - Disabled or 1 - Enabled.

s A ) ) e L ARAF I o
HEBEURRGIE .

5.2.5 Jiiid TR B B

WRAZTFBOAK A s W T4 Hli TicketCreate )R] DA HEAFEREEKE -

1.
2.

FERGE P IR ATIT REERCERR .

Navigate to Core — Event — Ticket and search for  the setting
Ticket::EventModulePost###9600-TicketDynamicFieldDefault.

3. miihi G IXABEE L LIBGE B

4.
5.

miaiA M A) 2) e 42 R LR AF B
B BEREN ARSI E -

Ticket::EventModuleP ost#E#0600-TicketDynamicFieldDefault

Mod

Transaction 1

Event module registration. For
more perfomanc fOU CAar
define & trigge

ke Kernel: System::Ticket: Event:: TicketD

& 29: T T AR
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Jufil : fE TicketCreate (G T H) HAH LS Field? :
1. AERGE H I P HTIT RGERCERIR .

2. Navigate to Core — Ticket — DynamicFieldDefault and search for the setting
Ticket::TicketDynamicFieldDefault###Elementl.

3. il G IXABEE S LIHGRBEE
4. pii AT 2R AR AP B
5. ME BRI RSB .

Ticket:: TicketDynamicFieldDefaultt35Element 1

Event TicketCreate Configures a default
TicketDynamicHeld setting. "Name
Mame Field1 defines the dynamic field which

sed, "Value" is the data

Value Default and "Event” defines

30: fEGIEE T A FE P A sl &7 B

R XAEE R LAILE 16 > Ticket::TicketDynamicFieldDefault###Element W& H T —/
WH .

Z:

R B 16 ANFB Wik B € XML SCAFRE SOTRS_HOME /Kernel /Config/Files/XML
Hagh DAy ik ohie -

5.2.6 JHRL ] EIE B EBONE

AT LM A7 AN NI (0 o SRR i 32 5 BOER I
1. FERGUE BT P HTT RERCE B

2. Navigate to Frontend — Agent — View — Preferences and search for the setting
PreferencesGroups###DynamicField.

3. wiali XA B E AL LB BEE
4. mii AT 2 R AR AP B
5. MEBUUA M ARLRCE .
e BRI E R) IR A N BT — I LU N A& T B ERIME .

SRR TR AT T S TG R G A UE D s P BB B A T B Name_x (BRI 7R
o BRI IR S R AVHEH] — el 7B WARWA S AT BOR AT g, WH ZEAUEE A E X
XML BB S DA 0 5 SR SRALL R B 2 .

VEMR WORAER XML s T 2 i B, MR WCE AR R G e 2 E (R, RN

PreferencesGroups###DynamicField . {4l :

* PreferencesGroups###101l-DynamicField-Fieldl
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PreferencesGroups#HsEDynamicField

Active 1

Block Input

Data [% Enw"UserDynamicFigld_MameX")
Desc iption for DynamicField on Framework.
Key Default value for MameX

Label NameX

Module Kernel:Output:: HTML: :Preferences::G
PrefKey UserDynamicField NameX
PreferenceGroup Miscellanecus

Prio 7000

31 AEN N IEIU S 3h A7 B

NameX

Default value for MameX:

32: NN H LU ) A7 B

o o o o o o © O O O

Defines the config parameters of w *®
this item, to be shown in the
preferences view. Please note:
setting "Active” to 0 will only
prevent agents from editing
settings of this group in their
persanal preferences, but will stil
allow administrators to edit the
settings of another users behalf.
Use "PreferenceGroup’ to control
in which area these settings
should be shown in the user
interface.

This is a Description for o
DynamicHel on Framewaork.

5.2. Bh&TE
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* PreferencesGroups###102-DynamicField-Field2
* PreferencesGroups###My-Fieldl

* PreferencesGroups###My-Field?2

5.3 HzME%

U BT B T AR . AR H “if-then” %) .
Tt fRE LR A, Lol

o Tk AR

o TS EENE SIS

o LA SRR .

o AT A i S
WTAT L MER NS I TS K TS BB AL | b T WS IR %
B BT BT — B I IR P B EBA)

OTRS i/l ABMESSCHFIELIRE o W LA{E OTRS iy i i B — L6 ] AT 5% sl hE 1IN ) R S i S5 AT 55 > 1
ToraE A WAE T o« IR EA R B brdE s TRaE T #AF .

e B ] A PR T ) A SRS o BRIATFOLT » i OTRS e A& AR HEh SR - H3)
FESS AN BB REAL T SRR SN2 BB RSBt .

« Generic Agent

Actions List

[ +] Add job NAME LAST RUN VALIDITY DELETE RUN NOW!
Mo data found.

Filter for Generic Agent Jobs

Just start typing to filter...

K| 33: HBI T4 F bt

5.3.1 HH AL

A E QI —ASH B IS5
1. w22 A IR S5H4% AL
2. WELIATEL
3. sl fRAFFEHL -
A E G BN
1. mi AL PR P I — A ASES
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Job Settings

* Job name:
Validity: ||Yes
b Automatic Execution (Multiple Tickets)
» Event Based Execution (Single Ticket)
b Select Tickets
b Update/Add Ticket Attributes
b Add Mote
b Execute Ticket Commands
b Execute Custom Module

Save Changes

Save or Cancel

34: QUEET I H NS5 B4
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2. BT B
3. siilt PRAFEL PRAF IS dae el

Job Settings

# Jobname: Testjob
Yes
» Automatic Execution (Multiple Tickets)
b Event Based Execution (Single Ticket)
b Select Tickets
b Update/add Ticket Attributes
» Add Note
b Execute Ticket Commands
b Execute Custom Module

Save Changes

Save or| Save and finish or Cancel

Kl 35: g4 A ST 55 b

AR A~ H B
1. RS RRES 4 UL IR AR AR .
2. wiili #IAFEHL .

List
MAME LAST RUN VALIDITY DELETE RUN HOW!
Test job valid 7 Delete Run this task

36: MR A BIL55 bt 4

VEAR: AR 2 A HEESSS B R SE T 077 20 A o B\ R 12 1) 44 R A R R S 1 H BT ST .

5.3.2 HIMESHE

ARG AL DEUAIS T LME I DU B o AT LS (P BUR T BL
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M A S5 BEE

Job Settings

* Job name:

Yes

K 37: AR5 E -l
AR * IR ARR o W AAESL 7 B M AR SRR A 34 WS KE PR o 4 FORE s 7
W .
ARME BB BT A RNE o MR MT B E D Yes/Jit, WILHIE T T OTRS o Kb 7Bk & b No/fs
T EEF BRI -

H 2T
TS o LLBCE A S AT AR S5 IS
w Automatic Execution (Multiple Tickets)

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

Currently this generic agent job will not run automatically.
To enable automatic execution select at least one value from minutes, hours and days!

38: (E45ULE - HET

VR B EFEAAT AR5 B 5 40 ER o B, RIS 10, WAEFSHELE 00:10 + 01:10 + 02:10 SRR AT

ﬁ{j—(o

TERINI, SR FERATATS5 BN R o i, aniRIESE 10 1420810 H 02 Bk /N4, MME 554 /5
— K1 02:10 AT »

WRIRR e FEPATVEN R F) o filtun, Rk 10 4470 4h, &9 02 14/, JF Hak % Fri 9 ),
R R AERE A AL T 02:10 04T o
HeFHAHAT

BUG IR 73 LR B R AT AR S5 I A

FFMl A A XL SR FEAEIIE o WUR RS IMERT S, WHIRAWEAEMICER o Bdid)n— 511
B3 A Pl b m] AR G2 o

AN b Ay JERERE il A A 55 R BN R AT
HePE T

SRR > 5w e 632 S m i TR AT s 1
TBUE AR, T LU BB I AR R
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* Event Based Execution (Single Ticket)

Event Triggers: | 1ypg EVENT DELETE

Additionally or alternatively to a periodic execution, you can
define ticket events that will trigger this job. If a ticket event is

fired, the ticket filter will be applied to check if the ticket matches.

Only then the job is run on that ticket.

Add Event Trigger: | | Ticket
EscalationResponseTimeMotifyBefore

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

39: fESSWE - BT

BB I T

BAE S 7> LLEEOET AN/ A i T m i .

FBUE AR P DL BB I AR
N

T IR LA R 2 AL 55 AT R A IR T SRR IR

w Add Mote
From:
Subject:
Tex
Visible for customer:
Tirme units (work units):
40: (L5 - IS I iE
PAT LHIE4S

WERIEAE A2 AT S5 AT B E San > THI S BLERS

G SS NG RS AN WARIERE T Yes/it s MIx e g5 N G A R i AT % T S XU &

e TEMALH N BAT I A2 - ARGIO] K& T 55 - ARG[1] /& L ID .
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Yes

No

e ticket number. ARG[1] the ficke

Warning: All affected tickets will be removed from the database and cannot be restored
K 41 AESSUE - T THRA

s RS AT, WA - 1N H R

BAT o
MR T8 SRk T Yes/i&» W) A ZAT 5545 IR VT L 1) T3

i3

o A2 R TR MR R, R
PAT E LR

R RAE LA S5 PAT L SRR IS IE AR 2y o

w Execute Custom Module

Bl 42: AR5 BEE - PAT A SRR
EER R (h A

M WAREOE R, WA o AR
SHE M NAR ISR SR .

SR BN DAL S HUE .
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5.4 JifeE e

KB BE S PR RE 5 [R]I d KB PR Ml D A\ W B DR 25 PRI AL A 0 — TR oK o 68 T R AR 555 58 LI
PR AR AT O AL R — 55K o BORPTAT o5 A AR IE RO AL B nT > ORI IB AR BRI ST dnisin
B HEHEE RS .

OTRS Jil id iR BESCRFIX 5K o MR A FH s AT I8 7 B C 1§ S A2l 7 B )y RAFBYEAE G Tt
SAE R S TR A Bd IR 25 L o RS T80 T2 P AR S5 N Gk AR A Gy Ab B, PRI AN TG
SRAEI

JAEAE OTRS B N 58 A Bt vt LA 2 A ZUR K
M DR B AR e P RS o AR BE DR AL T VAR S A S 4L SR B

5.4.1 & PAE

ARSI -
1. i ZE AR i) QIR AR AL -
BHH BT B .
st GRAT L
AIES) - R ARSI S EHE DL S RAE -
e R VA EBW
T AR .

o g A~ 0D

Create Mew Process

+ Process Name:

# Description:

Inactive

Save or Cancel

43: QIR TR BE S

A B R—ANR

1. AR AR P AR

2. B BRI AS

3. sl PRAFEL DRAF I 58 it

4. FWEITHRE .
A BTN

1. s SRR 5 41 M S HIEAR
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2. midrH B IR R G -
AR AR
1. JbRRESIR T — AR
K R BE ARESIN .
i ORAFAZHEL o FE A MEAS AR B —ANBr i) IR AR IS Sh IR 1
st MIERARTR ST L L -
AR 0 I ER AL
BT RRE .

o 0 kD

i WAL Perl M UG ASCHE o FEATRERINGOLN » P Ae 7 s AF b, RIMEE AT S48
B el IR AR B N ARSI E VIR o ANZERACAE B SR B A A !

FEMIBRIREZ T > 43 AR5 N B3 — S8 [A] S8 IO EAEIZAT (SRR AN B o T LOREAERE RS I 0 R » RIDRRIZ R
FEANANFHOET o WS LR

SR IR T DS e TR B
THIR JoVE s TR Rias , HELA Ty n] DUE 2R .
ARIEEN G REAE ] ANBE TR R ST ) T
A E B PTAT IR |
1. R ZE MR ) 8238 FrAT ke sl .

VEMR: N TSR GEIIAT D 2B (R BB O AR o K IRASIE T B i 2 (R R s % A i

BT AR
1. SRR FRESIRES 4 5005 EEE .
2. FETHENARERF— ML E LLRAE Export_ProcessEntityID_xxx.yml X/ o

= SR R AR i i - I N SR T D [ N SN ARSI F o S g

AEF N AN
1. R AEMERE P B E SN D5 424 .
2. WLEHE—AEHTFHM Lyml A .
3. mili AR A .
4. HEIHRE .

VEME: AESR AR AT, J9ORAE E A 3 N RTRE N TR P A BT A RS 55 A DL Ml A B, PR
BHAGNCE o WEARGRAET ZAE U F 2 (ACL) » R E T3
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VEMR: WORARGPEIN T 2R, AF A ZI BRI A FR, RV Rk aeAE A R E R .

5.4.2 HFECHR

TR FCR AR OGN T ML S5 A A R A7 5 (BPMN) ISO s 4 4 5E o LRSS sl U AR RS
MIFEATLER o

BIAAT 5505 8h AT 5535 3 th AR BB DARAT el DL B sh & 7 BUR B A sh i BT

Edit Activity " Example task activity”

Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type: | Script task activity

efine a custom error code for script or service task activities. The custom error code must be a positive integer numbe
Agent Interface
w Script Settings
Please select the script which should be triggered immediately if this activity is set.
# Script: | DynamicFieldSet Configure

44: JIAAESSIE B % 1

AN e AL BRI T DME T U iR o AT AL S P BUR U BL
WHENZAR * IEBHRINAARR o AT DAEIE Y BOR S TR 74T GRS P REAI A%
TWBhZA * AT LU LR R AR 55405 30 «

o BIAAESS SN C ARTESE )

o ASAESTIE D)

« PRSI S)

TEANHA ) BRI 0 B INAE R o O T RE VR T, SR 24 1 B e kA 58 B ) I B R A

RS B SO AT AR BIR 55 A 55 3 IR R AR o e S A iR AR e 500 IE AL .
ATRUR SRR T 5 OS5 N G 8 ) P AE AT A SR ShReE o vl LAAE AR St b s shift e -
YNGR ]
& NAVIIP IS I PN AR 1]
A NI

JAIA > AERXAS RRHEF , ATDLERE AR BEE 7630, Nz R A A o Bt OB LN AR
N (LX) o
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NG5 AT 5552l o5 AT 55 i 2 H] WEB 55 K58 AT 55 o

Edit Activity "Example task activity"

Cancel & close

w* Activity

* Activity name: | Example task activity

* Activity type: | Service task activity

Agent Interface

w Service Settings

Please select the invoker which should be triggered immediately if this activity is set.

* Web Service:

* Invoker: Configure

Kl 45: IR SSALSSIE BN A 1

AN B AL BRI T DME T DUR IR o AT AT (P BUR U BL
WENAFR * IEBHRINAARR o AT ARy BOP S TR 74T, 6 KS P RER A%
WBhZA > AT LUE LU 2RI AR 5505 30 «

« AL S

o IRFAEFIEBNC HHTIESE D

« PRSI S

TEANHA ) BRI 0 B INAE R o O T SE I T, AR 24 1 B T Ry A 58 B ) I R A

RS B SO AT AR BRI 55 AT 555 3 IR R AR o e SR iR A R e 500 IE B4 .
ATEUA SRS+ o2 RS N B8l 7 AT AR IR sl A o v AFERL B S A ShifiRe -
YNGR ]
& INARILIN I PN 1]
A NI
Web fikg5 M F gk pikst—Web i .
MR * O Web IR 18— MEAREY o sl BCEIZHDY RIS 4 .
MRS G SAES5 RS N Bl - P AT s T DM A 5535 30 -
AN ERG AL BRI T DME T DU IR, - AT RS P BUR R BL
IR BTN AAK o AT AR P BOR i AERTEE R 4, RS P RERTE S
M > ATLLE ] DL R A 5595 30 «
o AL S5 IE 3]
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Edit Activity " Example task activity”
Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type: | Usertask activity

w User Task Activity Dialogs

You can assign User Task Activity Dialogs to this Activity by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also
possible by drag 'n' drop.

Filter available User Task Activity Dialogs... ASSIGNED USER TASK ACTIVITY DIALOGS

AVAILABLE USER TASK ACTIVITY DIALOGS

Request filed A =
Recording the Application for leave AE [
Approval s

Create New User Task Activity Dialog

K 46: AR5 sl 1

© IRESALSS S
o JHPESSESNC HTTiEsE

PR E S IEHE TR bR TR NSRRI R4 B3 m] LURE A 55T SI06 T HE 2y L 45
) o MR AT PO SR R AT HE

i QT T4 3 S SR HE FA O 8 S AE
5.4.3 L
MR OTRS il Hofh e v B 5 2% o BRI MR, F AT ILAE R o I 0275 1) 48 i T L A 4 90
O SR TR QIR T 0B o AL RATE —AM T ke BR300 R BITRR .
TR

KT Wi A DU RIRE .
IR AEAERAT AT JE DO BAF I FR SRR o FABEEBA T P 2

Title: Prozessmanagement flUr Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

ML LB BT R o BN, T RO HE N o FRE RN B BRI .

R B AR B A RN B35 4 R QA DA U 1) 2 P SR e il 15 48 o 3 AR B BT, 7 24 T b gt 4rag
K o WA T, A ity ZACR AN L B AT A .

Wk AR XA BT B A W] o BRI SR A BT, ISR B SR BIA ) o B B TR AT ]
HAT B2 R0E I ORI AT R .
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I HRRETCR
AR IRAT VB e — A T AR IXAS AR SR — AN W] AR MR S0 0 (R By SORS — R A, AT eafs 17—
ANVRFE TR I LA
R R BIRREHT> BATAT LA E R 4 H
o CSREAENITRENE » RBATIRRZ N T AT S AR HE
o RrAmELE ] LA B0 O OB SN AR AR Z R A
o FERRIIFAR GRS TS, W] DU FURRE T s s, AR EAR N 21 dedt:

o A AH ARSI RHE R AT BENE o AEIRATRIZR G b R B JIAE SEHERT SR8 [ AT IE
I A SR o LEIRATRRZ )

BUE, A1 T80 RS TESHE PSR SEReE . A DA 1 e B TR BOR 1 i 254>
DR o RGNS ATEOYREAS TAR LR 2 2 BRI (X5 o AR FATIRZ M A

O 5 B B
FEAINEE RS S AT 0T I ZRHE R U R o AT BE SC L8P | 55 A Dd Ml as 7 B IR BEE 28R
SNCE WHE .
QU IR A
- HH
< BT
« Mok
B LR 5 A B
« 23
< BT

U LU R 2 7 B

PE A K bR R
T A Title Bt

T A Author E#H

T PN ISBN ISBN

TH R TAE Status PRA R

- A
3 e
- R
C R
. b

THL AR Supplier HER B
T R Price Wk
T H HH DeliveryDate 5 H I
T H #H DateOfReceipt WA H

BCELF AR RGNS B
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« Ticket::Responsible
- ChH

* Ticket::Frontend::AgentTicketZoom###ProcessWidgetDynamicField
— Author — 1 - Enabled
— DateOfReceipt — 1 - Enabled
— DeliveryDate — 1 - Enabled
— ISBN — 1 - Enabled
— Price — 1 - Enabled
— Status — 1 - Enabled
— Supplier — 1 - Enabled
— Title — 1 - Enabled

« Ticket::Frontend::AgentTicketZoom###ProcessWidgetDynamicFieldGroups

Book — Title, Author, ISBN

General — Status

Order — Price, Supplier,DeliveryDate

Shipment — DateOfReceipt

R AESICME SR RSIERE .

AAE > R [PIR] RFEATH BEAEIFly GER R IS TR TR .
Create New Process

# Process Name; Book ordering

# Description:  The process to order a book.

Active
Save or Cancel
47 BT - B R
B OOV o IR T DA I — SRR e % .

QU LSS B T HE

P ZE A R R SRR ST 3R AN R ) TP A SR S AR RE I o SRR RETT T A 5535 S0 1 HE
I, I BT AL RIET, AT KEERCR o il G ARSI SR TR AL
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Available Process Elements

w User Task Activity Dialogs

Fiter User Task Activity Dialogs...

Approval i (2 (A
Recording the Applicationf... W & AE
Request filed i (2 (A

Create New User Task Activity Dialog

48: BT - H RS IE R il AE

FEFTIF R i e eh s S IR HEAFRA BT C RL D) P B o X TRXA RG], T PR O B BT Hoft 5 B A
BROAE -

SR BUY S LRSS iE AR AE » A A RT 7 Bt b s B it v B PR SR ol Bath R
CL 73 Bl - Bt P WU 55 5 e b 7 BORI U AR F) o BB COWY Rt b i 5B R LB HE S B IE A
RLE o

TEAM S BAT RS
e Article FEUHT&IE .

* DynamicField_Title \ DynamicField_ Author . DynamicField_ISBN FEMT i s
(R

« DynamicField_Status RAJIEHE #LHE .
X ser 7 B mTHI S Bt s s R s e Bk .

TR AR, A FE#A DynamicField_ Wi H W DynamicField _Title « A5 T
FFRS B Title WVE o

— HIX S F BN E] e BObt, s Bon AN B, b A S OO T B — RS .
FATKG R BONEDL, FE BT Article FBL, FATNAHARN X F%ﬁ?&uﬁﬁ OTRS, HH A&k
BRI .

BB 7 BUR > Wl SRAFIF 58 UL L RAF T SO Pl (0] B R BB 5
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w User Task Activity Dialog

+ Dialog Name:  Recording the demand
Availablein: | AgentInterface

# Description (short):  New demand

49: FIT - AN AR S5 e AR

w Fields

You can assign Fields to this User Task Activity Dialog by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also possible
by drag 'n' drop.

Filter available fields... LTINS
Article =
AVAILABLE FIELDS DynamicField_Title [
CustomerlD DynamicField_Author =
DynamicField_DateOfReceipt DynamicField_ISBN =
DynamicField_DeliveryDate DynamicField_Status =

DynamicField_PreProcApplicationRecorded
DynamicField_PreProcApprovedSuperior
DynamicField_PreProcDaysRemaining
DynamicField_PreProcDaysUsed
DynamicField_PreProcEmergencyTelephone
DynamicField_PreProcProcessStatus
DynamicField_PreProcRepresentationBy
DynamicField_PreProcVacationEnd

DynamicField_PreProcVacationinfo

MamarmicCinld DraDracilacatinnCiark

Kl 50: [EI-FTIT - AT AR 5 I BN EHE 7 BL
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Edit Field Details: Article

Description (short):

Description (long):

Default value:
Communication Channel. | OTRS
Is visible for customer:
Time units: | Do notshow Field

Display: | Show Field

Save Cancel

Pl 51 [T - gk ] AR 5530 S e 7 B

0
13'

H
m
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G LA N AT 5 B P A 5500 SR AE -
o s R C R O D
- Article FBHT & -
— DynamicField_Title . DynamicField_Author \ DynamicField_ ISBN FEHT NI HR

W ) .

— DynamicField_Status HJiEF fLfE .
o Hiflkt4

— Article FEBHT&H .

— DynamicField_Status AJiE$E BHALIELL .
o L HE

— DynamicField_Status AJ#EFF fLVE .
o RIEFHEL

- Article PR T&H .

— DynamicField_Status AJIEFF RIWFHELE .
o AEET R

— DynamicField_Supplier . DynamicField_Price . DynamicField_DeliveryDate -

BHTR .
— DynamicField_ Status AJJEFE TTHRCAERL o
&
— DynamicField_DateOfReceipt FITIEKZE .

— DynamicField_Status AJIEFF T2 i3 .

ol 37N
P 2L RS P Al TR TC BN BRI PR AR o SRIRAERT R PR ARSI, I B A HAd
T FAATRERCR o il GUEEH PR L -

FEAT T # DR, S PANRAAK o AEIXAREIHR T A RA A BAT TR A — > F ik A
—ANPBC XTI BRSO FATES BEESEMOREF ) and/RT s JF LB PR AL 7 BRI ORI AR O A
# o

PSSP 7BUR » ot TRAF I 58 Bl AR A S SO R [ 2 FERE A PR 4
A LUF P41 -
Sk AQIT T I=ROfE )
K& DynamicField_Status & E AN L .
o kIR
e DynamicField_Status ERWE N HHEIEZ .
Pl BURECE 4
KA DynamicField_Status EERE N I .
o« RIEHE4E
& DynamicField_Status ;£ &R E N KWL .
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Available Process Elements
Activities
User Task Activity Dialogs

w Sequence Flows

Fitter Sequence Flows...
ApprovedbySuperior [
NotApproved ITHES
Request was filed TN ES
RequestSubmitted o (&
Create New Sequence Flow

sequence Flow Actior

Kl 52: KT - FPAi

w Sequence Flow

# Sequence Flow Name:  Approval

* Condition Expressions

Condition Expressions can only operate on non-empty fields.
Type of Linking between Condition Expressions: | [and
Condition Expression 1 B
Type of Linking: | land

Fields

MName: DynamicField Status Type: | String Value: | Approval =

Add Mew Condition Expression

Kl 53: E-HTUT - AP A1iR

0
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H
m
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AL AT R

& DynamicField_Status £/mX &N RO o

Dbt

K DynamicField_Status ERWE N IR .

QUMY i sh 1

S AR MR R R AR TC BN B R ) PSSR AT o SEERAER Y PP AR AR IR BT
FCAb I, BT RIS o il QU F IR B T .

Available Process Elements

w Sequence Flow Actions

Fitter Sequence Flow Actions...

Change State to closed successful

Change State to closed unsuccessful

Set state= pending reminder (+24h)

Set state= pending reminder (+7d)

set Ticket lock=unlock

Create New Sequence Flow Action

K 54: BT - P8R

W&
W&
W&
W&
W&

FEST TSR B rh S PP BIRERAR AR P ITERAERD AR5 faly ORAFHZAL o B 7 BSS0Ks L
—ANHTH T AL

w Sequence Flow Action

# Sequence Flow Action Name:

# Sequence Flow Action Module:

Move the process ticket into the "Management” queue

TicketQueueset Configure

55: B TUT - B INP A1 A
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Bl ECE T AL ASINPT DCE S AN

w Config Parameters (Key/Value)

Key: Queue Value: Management

Kl 56: [T - Fral iR iE 24
HE A 7BUR > Wil SRAFIF S8 AR L RAE T SO Pk 0] B A BE B35

ZL:
FEMBIRE B ORI ZH o W AEE RSO LT P b H AT L 24 .
» DynamicFieldSet
* TicketArticleCreate
+ TicketCreate
+ TicketCustomerSet
* TicketLockSet
* TicketOwnerSet
+ TicketQueueSet
» TicketResponsibleSet
* TicketSendEmail
+ TicketServiceSet
* TicketSLASet
* TicketStateSet
* TicketTitleSet
* TicketTypeSet

BTG e A m B E A S #7 T 4 4 Kernel/System/ProcessManagement /TransitionAction [fJIHAR
AEHZFET

R LR P AR AE -
o BIRME T R5h3 “Management( &3 Y B\FIvh (ZHT C 4604
PP HIRN T HHER AT .
o HMOXANTHAIMTTNA “Manager( &8 Y
PP HIGNH T HHERHAT .
o BIRFE T B E]” Employees( 511, ) PAF
S ST
— JPAVRINVH T AR A
= JPHIGNH T SRR .
= FPHIRNH T B s .
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o PWHIXA TR 5T N “Employee( 5110 )
S A LU AT
— JPAVRINVH T AR A .
— JPANRNT T R4
— JPFIRNH T B .
o IR T R Purchasing( R )" B4
MPPHIGNH T HHER AT .
« EFE T HEFE B Post office ( Wik % ) BAS
MFHIRN T AT R O AR HRAT .
© BRI T
AN T AR HAT .
o RICOGH T
SR GAE SUNAAT
— JPHVRNT T A4
— JPHIRN T R4

AL TT NAZ AT R P IR o DRI, W LORE P AR A 5 e 803 A e Rk ok, DU RERS T
.

jollfE 2l

B ZE A AT AR e N AR R SR I o AR R TSI, JFr S B Al A T
KRBT KRR o Wy QUEHE S 4L -

FEAT TS bR rp > S 3B A AR 7B SRR WGSBS sk Ak 1 553

SR RIEHE S PL L iE 5l > KR B e et G AR A ol HH P AR S5 3 st il i izl » ARS8 CLor e A
S SRR P o T BC ] AL 55 35 2060 1 HE L TP R 2 R TR HERS AL TSR B b R U o 2
Py » TR AR RGBT AE g RS B R AL .

A SRR AE SR — NG sl PR A, DRUA eSS 0 2 — AN P AT 45308 sl o6 DB AE S AR I sl e i — HY B
XFEHE o

FEXA 7 BATH A EEMAC SR TTRI AR SAE SR UGHE o KE xS W HE A 7T A 553 3hond 1R HE
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Available Process Elements
w Activities
Fitter Activities. ..

Aprroval of manager mw [
File Request m &

Process complete m &
Recording the Application w &
Create New Activity

Jser Task Activity Dialog

sequence Fl

Sequel Fl Action

57: K0T - iE3h
w Activity

# Activity name: | Recording the demand

# Activity type:  Usertask activity

58: KL - IS 5h

w User Task Activity Dialogs

You can assign User Task Activity Dialogs to this Activity by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also

possible by drag 'n' drop.

Filter available User Task Activity Dialogs... ASSIGNED USER TASK ACTIVITY DIALOGS

Recording the demand
AVAILABLE USER TASK ACTIVITY DIALOGS

Approval denied A
Request filed A
Recording the Application for leave AE [
Shipment received A
Approval A
Order denied A [
Approved A
Order placed A

Create Mew User Task Activity Dialog

K 59: BT - 73 AR 553 o0 A

=
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S ARSI S EHE B2 il E) .

Rt AN BT ATRENI AT S5 i ST HE RS Bl AR St | RIGIE £ sl Bt dh i 2
ZJaE s IFRRRFEETH

BUEBATAT LG G 2, 352 RRE TSR KORS i 5E SCIRAS o IR e » JRE TR — NS sh
53— AED

QIR AR
AT dsJm — DR B K A R BATTRIZR ] R (8 NRah i & o AERATE 74, X
ST TARRRE o HABRURE i LU Ip A HY AT I sl58 A AN RS -

Wik — MR R AT SR H P SIS S TEHEALK o X TAERDET R B AT 55— MRS AR
— AL S IE SRS BRI — DR o WORIBEERAE SE OT IR A7, R QIR T8, JF AT UL R
M ARG ERAT o

FREIE A0 & PR T T AE R A B S U ] o FRATTPRZ AL A% o & MAIRTES) « — AN ERE AP AR
C WRET A PR AT D Rl AE S ALK, .

et sl B2 7 e ga e AT P AR S5 TG SR G AE A2 0L AR (Y w] S AR AL R 0 38 /N A m AT A 4
B AMESD, R IR ARG BN T A X R WREEHR C BB D BRNESINET G A3
JBUE. o IR ANEE AR ARSI S WA R R S IR s KA AN DR

IR K5 MESERI AT o DUEFRATAEmAT P AT NGB o S ANER BN T, S ANRATIEE
Tr] LUK BUbR B ASAE RSN B DURZREATA CRITE S IEHE .

ARG AR TRA TR X P NG B 2 ) B R i A2 C 3 D it AV P20 o Sl T XS P 510
HEBNFIIFOER IR — GBI o — BRFIRBTAR > R i Sk i 4 s O CE AR R 553
HB 5 Fe A i Sk i i ER OB AR S b, DLEIEEG B 2 A& .

BEAR C280E ST 2 Z MR AR » IS A BRATTH 2R 7 S ERAE 70 4T P A0 o XU A v (8 P 8T bR 2
LATIF Rt g 1 o

SECFANRERAE G > i DA R n] R A i e o PR EIAT R 7 CRAEFER DR A T AR T
SRR [1 DN N B 71 i S S A M e (B g D i ek ol
o TR C BT CATEE D
AIRER T AR : ATt
WIGGTEE) « T oK
NES) s H
W AR MRS A W T B BTE S H .
UEAh s AT LR F A -
— KRR T SR “Management( & Y BAA
— HHOXA TR AT AN “Manager( 481 )

LK F RGBS T — AN SOV, fEizobBep, sl et i aen) » i fig i
W T HCREAZ BN 2R ANiEsh §it, IFPAT IR R SR s R i ET BB H
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

&

Recording the
demand

60: K-FHUT - A BRI —ANESh
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
demand
&
Approval

61: F-HHUT - miAr_ERS —ANEsh
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
denlangd :>_ Approval
&
Approval

62: FFTT - miAn BRSSPSR
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w Path

Recording the demand

Approval v Approval

Edit this sequence flow

w Sequence Flow Actions

You can assign Sequence Flow Actions to this Sequence Flow by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also
possible by drag 'n' drop.

Filter available Sequence Flow Actions... ASSIGNED SEQUENCE FLOW ACTIONS
Change ticket responsible to "Manager"” (SequenceFlowAction-ec2... [Eg
AVAILABLE SEQUENCEFLOW ACTIONS Move the process ticket into the "Management” queue (SequenceFl... =
Change ticket responsible to "Employee” (SequenceFlowAction-24f... =
Move process ticket into the "Purchasing” queue (SequenceFlowAc... =
Move process ticket into the "Employees” queue (SequenceFlowAct... =
Move process ticket into the "Post office” queue (SequenceFlowAct... =
set Ticket lock = unlock (SequenceFlowAction-5c40929cf9772929f84. .. =
Set state = pending reminder (+7d) (SequenceFlowAction-5fadl4be... F4
Close ticket successfully (SequenceFlowAction-bdfebb21561e268ed. .. [E4
Set state = pending reminder (+24h) (SequenceFlowAction-e6208f2... F4
Change State to closed successful (SequenceFlowAction-e8203eb4T... [E4
Close ticket unsuccessfully (SequenceFlowAction-efT93cf5d4a9dc02... =
Change State to closed unsuccessful (SequenceFlowAction-foeddaf... =

Create New Sequence Flow Action

63: ETUT - AP
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ARERF AR : A bR 4

WIHIES) « wH At

B R TE R

WIRUCHES , FAR LKA 3 2VE 5l ERE e ik
UEAL s AT LR P H A -

— KRR TR 5" Employees( 1T ) B\

— HHOXA TR 5T N “Employee( 51T )
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FIREMI AR = HEvE
WIMEIES) « Atk
NESD: R
UIARUCHE > E T R 2 SIS 3 R .

UEAh s IEPAT LU PR ERAE -

— KR TSRS Purchasing ( K )" B
BATIT LIS HES) O e XT3 LR — AP O ER, Wl ied AN rs1
W BANFINR A —A HAri2h C 3 Al fefi — N A FHREAE .

e I
FRERIFAII « RIGHE 4
VIG5 = R
NIEE s AR TSR
W RICHC R TR s 2G5 FERETER
UEAh s AT LR P HIARAE -

— KRR T RS 3" Employees( AT ) BAF

— HEOXA TR TN “Employee( 3T )

— RSP T
AIREMIP A s 1T AR
WIGGETEE) = R
T—iEsh s bt
WARDLES , AR LRSI RES) Wt
UEAh s AT LR R F AR -

- WU TR ) Post office ( Wtk'= Y IAS

FTREMIFFINE . BT w2

Wiaiss . Wb

TS WSS

UARVLRS SR T HKE AR B 2T Bh B 5E A
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BN s AT LR PN GRAE
— KRR TR 5" Employees( (1T ) B\
— HHEOXAS TR AT AN “Employee( 3T )
— WG T
AT W R 1) SE SRR B A2 T F BT

w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
denlangd :>_ Approval

R

_<: Approval :>_ Approved

Approval denied IB

< Order :>— Order placed

Order denied *
Process complete &
Shipment received e Incoming

64: KB THAT - Wi 5E I

SERRREERAR)S > Fhrmi Al T 7 ) ORAE I 52 e H IR [P BT RE A B DR

AL A LA PR B T AT SRR L o XK MO P R SR T RS R IR B AN SR A SO C A
Perl 155 Do IXANZAF AT SE R o R G R QU B A FI VR T iU e . .

VEMF: RHAURE BT AR AT SE SO SR A R R DMK B R B R S .

5.5 Web 1%

TEER R Frb s T R G R 2R 0k B AR R G KA R > I 1) HoAth R G0 Ak 8 SR Bl A% A -
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« CRM #%t

o« TiHAE RS

« ORI BE RS

c BHEZ
TR G LIl AR R S5 28 Mo s N BRI T
OTRS Jid i % H SCRF I oK o & SO VRIS BLAEAS T AR IAS T 5 RO D0 T D4Ry 2 A1 55 0 i Web ik 55 -
OTRS i f& A1) REST 5 SOAP i KAEH VY. » B G B7 B Hb ) It R G Aot S 8 .
Web JIz 552 A RGEZ ] (FAEAE Tk > AERATIIH] 1 h o2 OTRS MR R 4% o AEHECE H , #AT s e
Fr B IAE TS 1) WU A S ST SO iR R X 5
FEHRCE "I LLE X Web JIR45 T LAZE A FBHATIRAE SN C #4F ). OTRS 3K i) DAPWATIZ IE R GE MR A6 44
CUWHIRER Oy Bl A — D RGEHHe 30 5 — DR G C Wi D DLAGEAF R AEMEAN Bl EREAT C AR5 .
HPHRE L2 FEZE R DU ety i idt e ATE A7 50 OTRS @l)idt Web Iz d% » X S8Ha s B
10 VAL S ICTRETR /8
EH LB n A BE AR SE ) Web JIeds o BRIAEOLT > B OTRS A& Web 55 - Web fik 554 HL5E
AT AR A S AL Web IRS5 Bt .

a Web Service Management
Actions Web Service List
[+] Add Web Service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY

Mo data found.

| 65: Web Al 2545 1 It 7

5.5.1 7 Web JIi%

B dE A Web %5
1. s ZE MR i i Web IR 41240
2. WM TEL .
3. Aiili A
B4R Web Ik
1. s Web R4 51£&H 14 Web % .
2. BSTFE .
3. ruili fRAFEL RAF I 58 it
LR Web Ik
1. st Web JiRgs 51 1)—~ Web JIk% .
2. RUGL AR B Web 5545
3. AU HASHEHE 1 MR
FE A Web 45
1. s Web JiRgs 51 1) —4> Web JIk% .
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General

* Name: Debug threshold Debug

valid

» OTRS as provider

» OTRS as requester

Save
Save or Cancel
66: BIHHTI Web 45 i 4e
General
« Name: Ticket Connector Debue threshole Debug
This is a test web servi vallait valid

» OTRS as provider
p OTRS as requester

Save

Save or Save and finish or Cancel

67: YiiE Web IR %% ¢ %
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Delete web service

Cancel Delete

&l 68: Mk Web JIR %% 5 4%

2. mili ZEMARH ) sa e Web i ds #4241 -
3. XA~ Web RFFHIN —SFIATK -

Clone web service

# Mame: |Ticket Connector-1541423395710

Clone Cancel

69: Til% Web JIR4s b5

T H A Web 55
1. sidhi Web JIR&5 41 1) —A Web JiRkR45 -
2. sk /ey i Web 55424 .
3. TEFEANL L — ML E RS Export _ACL.yml (1 .

et [FATAERE WEB [ 45 M (0 004 A SO AR 5

HEAF A Web RS IR E P 5L
1. riihi Web filR5512 i —4 Web filR55 .

5.5. Web Jii%
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2. Ui 2R by Mo s S
Configuration History List

VERSION CREATE TIME
1 2018-11-05 12:30:56

70: Web A5 [FIBLE 1 5 b4

H A Web ik 5518 H 11045 -
1. xiddi Web 5551124 1) — 4 Web A5 o
2. i ZE MR B R L .

Request List

TYPE TIME COMMUNICATION ID REMOTE IP Eilt

Mo data found.
11w | 14w || 2017 v

11~ ] 05v | 2018 v

10
descending

2 Refresh

71: Web fik 55 M ik 45 b 4

P N> Web Jik55

- T ZE AR RN Web 55 24

s ZE MR ) N Web [l d5 #24L -

SR HE R 0 4%

EFEANIERT P I L ymd SCPF

N FAH] Web RS INAFRC ATaE Do I, 1244 PR A BCE SO .
sy AL .

—

o 0o k0D

5.5.2 Web /R4 % B
VRINER G L U T DMEFH DU R 8 o AR S T BUE LT B
Web Jii 453 F % &

ARR* SEBHRI AR o T LR B A AR 74T WA RS TR o AR s E RN
e
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General
* Mame: Debug threshold: | /Debug
Description: Validity: | walid
Remote system:

72: Web fik 55 ¥ . - @)1

g RALTRE  EA] AR AR I I SOA
TR

WKL ERINESE debug « 4 AR ANBCEN » FrAT 845 H S A/ 2o 128 v it o AN Ja 221K UK (i
L ARG BRI ™A% » I H Z 5 Ml AE H S R0 AL

PR E O C MERN S
o Pk
e InfoC 52 )
* Notice ( 77 )
o HiR
ARNE BCE I BRI A R o R BORCE) AR WA SRR BN AT AE OTRS i ] o ¥t Brik &
h o i I TE R AR L BRI AL

AR Web JiR55 &

w OTRS as provider

n provider mode, OTRS offers web services which are used by remote systems.

Settings
Network transport:
Error Handling Modules
Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific

order, which can be changed by drag and drop.
# NAME DESCRIPTION BACKEMD
1 Nodatafound.

Operations

Operations are individual system functions which remote systems can request.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING QUTBOUND MAPPING
Mo data found.

Kl 73: Web JI55 88 - OTRS fE A S iy
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W2 ALk LEFEEEE Web Ak 552 (il HI ) 25 A% 4m - ATREMIMEE HTTP::REST 1 HTTP::SOAP -

WM PR RE R AU R IR IR o — A BCEALHDR Bon eIt 7 BL5IL

Bo'E RTINS )5 Be S A 0T W o W20 Nl OTRS 1E N2 - HTTP::REST
1 OTR VENIRAFLY - HTTP::SOAP L& .

e HAERFIHRAF M AR 5 s IETIA AT WL o B —MRAERATIT — B R E B4
Operation Details

* Name:

Ticket:TicketGet

Save or Cancel

K] 74: Web JI# %% & - OTRS 1 W3R ALFET - Hff

OTRS A& ftf/T - HTTP::REST
OTRS 1 A& f1tf/T7 - HTTP::SOAP
ik # Web [l 55 i &

W2 ALk LEFE B Web Ak 55— S {1 ) M 25 A&k - ATREMIMEE HTTP::REST H HTTP::SOAP -

W PR N AU R IRAF IR o — A BCEALHDRE R eI 7 BESIL

FeE AAEIEFOI A M2 Jn  BEEHHA W W o WS 5 Nl OTRS 1E 1K+ - HTTP::REST
M OTRS 1F ik - HTTP::REST HIBLE -

It is possible to use both object and array format as a JSON response of the remote system. However,
in the case it is an array, system stores it as an object internally, where ArrayData is used as a key
and a value is an array. Because of that, responded JSON array can be mapped efficiently, but has to
be considered as an object described above (key is ArrayData, but * can also be used as wildcard).
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Metwork Transport
Properties
Type: HTTP:REST

* Maximum message length:
Here you can specify the maximum size (in bytes) of REST messages that OTRS will

process.

#Send Keep-Alive: | No

This configuration defines if incoming connections should get closed or kept alive.

Additional response headers: Add response header

Save or Save and Finish or Cancel

K 75: Web JI45 5 & - OTRS 1E AR 4EFESF - HTTP:REST

AEINETRAC BB U AR P ORI AR 2 i o BRI A T L o P — M ERAERAT IF — AN BT B B 5
B o

OTRS 1 Mifk# - HTTP::REST

OTRS 1E #ifk#E - HTTP::SOAP
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MNetwork Transport
Properties
Type:

# Endpoint:

* Timeout:

* Set SOAPAction:

# SOAPAction scheme:

# SOAPAction separator:

* Mamespace:

* Request name scheme:

* Response name scheme:

Encoding:

Authentication:

# Use Proxy Options:

# Use S5L Options:

Sort options:

HTTP:S0AP

URI to indicate specific location for accessing a web service.
e.g. https://local.otrs.com:8000/Webservice/Example

120

Timeout value for requests.

Yes

Set to "Yes" in order to send a filled SOAPAction header.
Set to "Mo" in order to send an empty SOAPAction header.

=MNameSpace><5Separator=<Operation=

Select how SOAPAction should be constructed.
Some web services require a specific construction.

#

Character to use as separator between name space and SOAP operation.

Usually .Met web services use /" as separator.

URI to give SOAP methods a context, reducing ambiguities.
e.g urn:otrs-com:soap:functions or http://www.otrs.com/Genericinterface/actions

=<FunctionMame=DATA</FunctionMame=

Select how SOAP request function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

<FunctionMameResponse=DATA</FunctionMameResponse>

Select how SOAP response function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

The character encoding for the SOAP message contents.
e.g uff-8, latinl, iso-8853-1, cp1250, Etc.

An optional authentication mechanism to access the remote system.

No

Show or hide Proxy options to connect to the remote system.

No

Show or hide 55L options to connect to the remote system.

Add new first level element; Add

Dutbound sort order for xml fields (structure starting below function name wrapper) - see

202
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w OTRS as requester

In requester mode, OTRS uses web services of remote systems.

Settings
Metwork transport:

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific
order, which can be changed by drag and drop.

# NAME DESCRIPTION BACKEND
1 No data found.

Invekers

Invokers prepare data for a request to a remote web service, and process its response data.

NAME DESCRIPTION CONTROLLER INBQUMND MAPPING OUTBOUND MAPPING
Mo data found.

77: Web filk 55 ¥ & - OTRS 1E i K #
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w General options

* Mame:

Description:

Error handling module backend:

* Processing options

Invoker filter:

Error message content filter:

Error stage filter:

Error code:

Error message:

Stop after match:

w Request retry options

# Schedule retry:

The name can be used to distinguish different error handling configurations.

RequestRetry

This OTRS error handling backend module will be called internally to process the error
handling mechanism.

Configure filters to control error handling module execution.

Only requests matching all configured filters (if any) will trigger module execution.

Only execute error handling module for selected invokers.

Enter a regular expression to restrict which error messages should cause error handling
module execution.

Error message subject and data (as seen in the debugger error entry) will considered for a
match.

Example: Enter 'A"401 Unauthorized."$' to handle only authentication related errors.

Only execute error handling module on errors that occur during specific processing
stages.
Example: Handle only errors where mapping for outgoing data could not be applied.

An error identifier for this error handling module.
This identifier will be available in XSLT-Mapping and shown in debugger output.

An error explanation for this error handling module.
This message will be available in XSLT-Mapping and shown in debugger output.

Define if processing should be stopped after module was executed, skipping all remaining
modules or only those of the same backend.
Default behavior is to resume, processing the next module.

Retry options are applied when requests cause error handling module execution (based
on processing options).
Mo

Should requests causing an error be triggered again at a later time?

™
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Metwork Transport
Properties
Type: HTTPiREST

* Endpoint:

URI to indicate specific location for accessing a web service.
e.g https:/ /www.otrs.com:10745/api/v1.0 (without trailing backslash)

* Timeout: | 120

Timeout value for requests.

Authentication:

An optional authentication mechanism to access the remote system.

# Use Proxy Options: | No

Show or hide Proxy options to connect to the remote system.

% Use S5L Opflions: Mo

Show or hide 55L options to connect to the remote system.

Default command: |[GET

The default HTTP command to use for the requests.

Save or Save and Finish or Cancel

79: Web 45 % & - OTRS 1E 4iE k¥ - HTTP::REST
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Metwork Transport

Properties

Type:

# Check SOAPAction:

# SOAPAction scheme:

* SOAPAction separator:

* Mamespace:

# Request name scheme:

* Response name scheme:

Additional response headers:

# Maximum message length:

Sort options:

HTTP:S0AP

Yes

Set to "Yes" in order to check the received SOAPAction header (if not empty).
Set to "Mo" in order to ignore the received SOAPAction header.

<=MameSpace><5eparator=<0Operation=

Select how SOAPAction should be constructed.
Some web services send a specific construction.

#

Character to use as separator between name space and SOAP operation.

Usually .Met web services use " /" as separator.

URI to give SOAP methods a context, reducing ambiguities.
e.g urn:otrs-com:soap:functions or http://www.otrs.com/Genericinterface/actions

<FunctionMame=DATA</FunctionMame>

Select how SOAP request function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

<FunctionNameResponse>DATA</FunctionNameResponse=>

Select how SOAP response function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

@ Add response header

Here you can specify the maximum size (in bytes) of SOAP messages that OTRS will
process.

Add new first level element; Add

Outbound sort order for xml fields (structure starting below function name wrapper) - see
documentation for SOAP transport.

Save or Save and Finish or Cancel

K] 80: Web /I %51 & - OTRS 1 Rifisk+# -HTTP::SOAP
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e PNAE ]

I 1 A AT G IR 55 10 5 DA SR M 55 B K — A R B oR o T Al FLIBE KRR RO AN B AT AT A B
JIi 25 63 (¥ 8 il B s AU Ry SR A AR AT T AT IR 55 oK

OTRS et G AVE BT SRV MIBCR DL IMERIE R Bk S5 HSR AR
DU ZE 554 T SEIARME R PR B TR S A ATl A P T A

6.1 %) 5 Hx

A PH SR BE SRS ] T AR S 0 H M o BROAKEOLR > Bt OTRS e N SR H ksl H « Hox
EHBERALT AN IIALN B RSs H e .

MR FE AN B« IS5 H A BELGR A AR 55 10 H 5 LR 45

a« Customer Service Catalogue
Actions Customer Service Catalogue
n Goto category management

= Gotoitem management E -

Manage customer service catalogue Manage customer service catalogue
categories. items.

K1 ds H s B
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6.1.1 &R

A Y SHE 5 A I 25 D 3 Do 5 PR 4 350 L B 80 o o TR S BB B T ot S 0 R 45 H b B
BB RS5 H 7 BT

a« Customer Service Catalogue Category Management
Actions List
[ +] Add Category TITLE LANGUAGE VALIDITY DELETE CHANGED CREATED
Test Category English (United States) valid 11/05/2018 17:15 11/05/2018 1T:15
= Gotoitem management

Filter for Categories

Just start typing to filter...

Filter for Languages

English (United States)

P 2 SO B R
AR S5 H %
1. gl ZE AR IR I 55 H 424
2. HEMIHTB
3. st fRAFFEHL -

Add Category

# Title:

# Language: = English (United States)

* Validity: | valid

Kl 3: R Iness H % B

A B IRSS H ok
1. mdillR g H BRI MRS H =
2. BB
3. wiili RAFEL RAFIF 58 AL

A EMIER IR S5 H %
1. e BE SR 1K) MR 0 o (R 57 SR A Pl s
2. sl HIAEHL -

VEME WERARGE TSN T 2 A0 15 18 el il s M o B N\ e i ) A4 B OR A R 2 S
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Edit Category
# Title; | Test Category
# Language: = English (United States)
# Validity: | valid
Kl 4 gt s H b 4
List
TITLE LANGUAGE VALIDITY DELETE CHANGED CREATED
Test Category English (United States) valid 11/05/2018 1T:15 11/05/2018 1T:15
Kl 5 MHIBR R S5 H s b
T

ARG A UL DEUINS T DME I DU B o AT AT (P BUR I BL

Pt BEBEE AR o AT AR T BOR A AMERT R B 74T B RS TR o SRR R AEE W
S

SCH s ATUEBUA H 3 At B0 7 Hak o IOR oo SCH = 7 H
W INRGER A AR 5 s — i .

ARNE > BRI BRI AR - WERIE T BOREDY ARG WA BEE BT AE OTRS A « Kt 7 Bris
B JCRE I RO AR L BRI KA

6.1.2 & HELR 4510 H
A5 FH O o g M 45 100 H S I 2R 25 H 5 o mT BUREIIR 25 00 HIE AL 2R 45 H sk o R4S 00 H & B R A vl ol %%
P45 10 H & B sl T kg5 I H B BRI .
FrERN I — MRS HH -

1. Rl ZE MR @) 355 1 B 424

2. WEWIHFE .

3. Ml PRAFFEA .
i — ARSI -

1. SRS I H IR P — MRS .

2. BTrE .

3. mirh TRAFEL DRAF I SR
Fr LM R — RS -

1. AT IR IR A o i) 3 AR P A

2. it MFRAL .
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A Customer Service Catalogue Item Management Edit ltem: Test
Actions Edit Item
4 Goto averview * Internal Title:
* Validity:
Item Content
w English (United States)
* Title:
* Text:
* Link:
Save Changes
Add ltem

* Internal Title:

# Validity:

valid

tem

Test ltem

valid

Test ltem

Test Text

TestCategory

https:/example.com

Save or Save and Finish or Cancel

6: MRk 5530 H e B 4

7: ISR SS I H B

Edit Itemn
* Internal Title:  Test Item
* Validity: | wvalid
Kl 8: Gk 55 10 H b
Edit Itern
* Internal Title:  Test Item
* Validity: | wvalid
Kl 9: MR M 45101 H B
210
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VEMR: WRRGERPASIN T 2RSS 5 U5 e M L BN A PROR A R E S I

J 55 70 H ¥

ARG AL DEUIN T LME T DU N R o AT AT (P BUZ U BL

Wb * IR BEIR I A PR, AR AR BRI R o AT RLAE I T B P AR AT SR AT RS RS T REA
T o MR BORER R .

ARNE * BCEILTRIR AN, o WERIE P BB ARG WA BEE BT AXAE OTRS A o K by Br st
BN JERE I O AR LR BRI A

W25 S50 H A ARG/ B AR T LG 4% HAS I — 2EACHAL N 7
bl * 4R TPUIL BRI AR o AT DRI T B P R AME AT AT, B KE TR .
IESC* g E il = A HIRSOA
M55 H = wr DIOA AR 55 300 H e %A el MRS H =%

VAR HAREE RO /N AE 3L € T 5 HA M FE S RS H % o

B ™ 1 A AN URL (4R

WTER R SS T H YA R NN WL TE F LA H AR I T H A o TR INIE ST VR A C
FIAHAL N B .

6.2 & Il

A T B s o o ST BLAEANES S i e ] o BROATSOL T » i) OTRS 223 A& — 48 1 e Xt
10 o 8 TS B BR A0 T AN B S ZEI) HE O .

_ Custom Page Management Add Custom Page
Actions List
Add Custom Page INTERMALTITLE ROUTE LINK VALIDITY DELETE CHANGED CREATED
Privacy Policy example [c/privacy-policy-example valid 09/18/2018 15:17 09/18/2018 15:17
Did P Imprint example [c/imprint-example wvalid 09/18/2018 15:17 09/18/2018 15:17
id you know? .
¥ Contact Us example /c/contact-us-example wvalid 09/18/2018 15:17 09/18/2018 15:17
o | car system
nfiguration. Manage navigation menus of
the external interface.
Filter for Custom Pages
Just start typing to filter...
. N = P
Bl 10 5 SOOI B 4

6.2. [ i 211



OTRS Administration Manual, % i 7.0

6.2.1 B HE X m

b 572

il

T HIRAESE A TR A S ST BT O BC L .

A BRI —AN B E LU -
1. w22 A ¥ A0 A €SOO -
2. WB LR
3. miiht PRAFHEHL -

Add Custom Page

* Internal Title;
* Slug:

Route will be available after saving the custom page.

* Validity:  valid
Custom Page Content

* English (United States)

=
* Title:
wCoient | B 7 U 5= == lg 2 £ E|l= = Q
Format ~ | Font | size <~ | A- B T, | [@sSource Q 9y 92 22

Save Changes

Save or Cancel

AR NEV I
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A B —A> F o SOOI |

1. s R SOOI A AN B E SO .

2. BHTBL .

3. wili RAFEL PRAFIF 58 edZAL

Edit Custormn Page

* Internal Title:

Privacy Policy example

# Slug: | privacy-policy-example
Route Link: /c/privacy-policy-example
* Validity:  valid
Custom Page Content
w English (United States)
* Title: | Privacy Policy
«Contentt g 5 U § ;= = £ =
Format ~ | Font T | Size =

® = m = Q
T, | [0 Source ) 9y 92 o3

Here you can put the privacy policy that you would like to apply to your OTRS help center.

Save Changes

T B — A A e XL
1. At
2. i w AL .

Save or| Save and finish or Cancel

12: ZidE A 52 T B

55 4 BINIBIAR E AR

6.2. [ XU
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List
INTERMAL TITLE ROUTE LINK VALIDITY DELETE CHANGED CREATED
Privacy Policy example [/ privacy-policy-example valid 09/18/2018 15:17 09/18/2018 15:17
Imprint example fc/imprint-example valid 09/18/2018 15:17 09/18/2018 15:17
Contact Us example fc/contact-us-example valid 09/18/2018 15:17 05/18/2018 1517

Pl 13 WHIBR o SCOT i 4

VEMR: WUR AR GUASIN T 2 A A5 SCUUI A8 e i 2 E 3 o B N 85 1) 40 o 2 e 2 1) 1 LT
i

6.2.2 & X LI &

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

Wb * BRI A PR DR AR BRI R o AT DR B P A AT SR AT SRS R
o HFOR W ERE R T .

Slug * XKt B XU URL o #EREIN P A2/ NS 78 - SOy ms .

AL BRI RN - R T BOR BN AR WA BRI RN AAE OTRS AR H] o by Brist
B JCRE I AR AR L BRI A

FUE SCUUTHT N 78 AE /N ERPE T LA 2% H A — 28 At 9 7
PRAL* S E TR TR IL BRI A PR o AL T B AR TR AT, K E TR .
W * 4tk 5 Ik a HIKSOR .

AN AE SCOURTN A G M Ik L83 5 LRI AL i T H AV o I a8 in (3 5 #5 ml BLER A A
CURAHAL N7, W BT .

6.3 0L

A T B T DASE AR B3 SR Bos AN TR P 8 5 R O o 2 DU B BE L T AR B S AL
) B

UEBE R S BEAE J 2 ANBAE . DUMEAR N2 il S5 AL A 2 .

B WORAESE R IRAF T, S BIAR B H R

AN e A UL BEUINS T DME T DU R o AT LS T BUR U BL

6.3.1 ELANE

Pl 3 e DR B (R )T R
TR S8 O SN S AT o AT LU LUR 30 -
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Hero Unit

Title

How can we help you today?

Background Style

Only use the background color

Background Image

[zal Select image to upload

Background Color

14: F AR/
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s B RE
o RGBT
o ETFE SRR O Bd B B o

FRE T B ESARIERE AR« ZHEREE R, R B BRI AL, R)E MCER
girpiksE B A .

HH EH S, Hf AR OB IERE MO B B ey o GnT UNTUEE S BEAT 1B
A DU S I (3 6 8 P B € B NN Rt M R e SO e i .

6.3.2 T £

Ticket List

Show a ticket list for logged in users

Yes

Row Title

K 15: T HBIZR N AF
BoR BT LB A e SR AT N Sk ] s A
IThRd C nlak D AEAMEN B3 ST AL 5 /N (AT FRIAR R

6.3.3 JEZR itk

T BLRESN A BTG — A AT
FPRRRL C BT D AESNA S TR 45 B N I O PR

Irs s BT S, Am AR OB R PO B R AT o SR DU TG IE B I AT RE R
AT LI R MBI G s R R BB NIRRT E B .

ML N AT B IS 2 T ARSI =B S B .

KR 28 S B A NBIE T SR R o ZHEREE o, R IR R EARIO R R LA, SRS ML
RGPIEsE DA .

bl ¢ BoRAESE A H TP IR
IESC* JRAH ISR .
BEE A AR * AEANER SL SRR i e 2% HUR#FFTIT K URL .
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Image Teasers Add

Row Title

Row Background Color

L
16: TS 5 v/
=
Image
[za] Select image to upload
* Title

Create Custom Content Pages

* [ext

Use custom pages to provide your users with
individualized content. y

* Link Target

fotrsdfindex.pl? Action=AdminCustomPage

17: JB5) A
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6.3.4 B AE
BEFRD) R BoRAEANE N S A — AN BT
Link Lists

Row Title

Kl 18: BERSIR /N

bR C Wlak D FEAMEN BT AL 5 /N (K AT IR AR R
L N AT B AL AT LA N2 3k YA R AR

* Title

fManage Your Content

Link Text (for the show more link)

Dizcover the OTRS Admin Area

Link Target (for the show more link)

Jotrefindex.pl ? Action=Admin

* Link List Type

Add the ltems Manually 4

19: #5113

bRl ¢ SoRAEIEAE R AR T

BRSO Oy WoR B BERN NSRS

BEEH AR O SR 2RI URL .

BEHEAIZRIEA > 4R WTA I 4% H I DIRE .
TN AR KA B ARSI A B RH RN R
WARRIAR fh L G BRI I H BB AN AT

Add

218
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Jotrafindex.pl? Acti | | Manage service cal
Jotrsdindex.pl ?Acti || Manage custom oc
Jotrsfindex.pl ? Acti | | Manage home pag

Cancel Save

20: FahissinsgH

Search Query

Number of Search Results to be Shown

Cancel Save

K21 Bl e i

6.3. Ful
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6.3.5 N&F
BEFED) R BoRAEAN N L S I — AN AT
Content Cards Add

Row Title

K 22: WA /N

Arksfll C arag D AEANEEN b ST AL e N B AT B R
L T N A B SN B LI I =Kk N AR R
bl * B RAEIE AR H TP IR

IESC* JRAH ISR &

HERSOAR Oy WoR 2 HERRINSCA

R H AR AEAMBA S F I P i i A¢ BS KT IR URL .

6.4 HERAT

A5 P 0 D g A S BN 5% T PP RS PO RS o AR BELBR A0 T AN BA ST AL 1 HERRAT R
B OTRS 23 S BRI R « fEsbhish s PV ST 240 .

B BORAESE S ORAF T, LRI B H L

Logo Logo( #hs ) WonyEshi A 5 v e A/ hME B .
B Logo s il I LARRIIE A AL, ARG FEHTIG Logo B o LR SCHA% S PNG .
Favicon i J2 [ br & Bon7E Web 35251 URL £ 9 ( Ebr o
B ORI B bR >l R AR L AR IEFE AN bR o IXIE S PNG 8% 1ICO 4%
16x16 2 HE K«
et LR ANION B T e B B C TS LTI DR Do
LI e S S VN 1 el T S Vive = i 1P 19 (N L N T D WY 1 e v = 1 0] R s B e A v = R TR B i
Tk M€ 325 B % v 208 B € BB N N BERIME R o SOV B o BB 4 3 B S R AE T 1N
o,

R E/REUE R BRSO REG, AN S 0 RS D | BERRSE .

9 P SRS L M B R R BT . T LA 2 B R P AT R
L ik M 8 o 07 P R A AR 2 SO U6, < B4 37 B o USS / B
s
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: =]
* Title
Add Helpful Resources for your Users
* [ext

With OTRS 7, you can add even more helpful
resources for your users like frequently asked,

Link Text
Manage Teaser Cards for the Home Page
Link Target

Jfotre/index. pl ? Action=Admin ExternalHomePage

* Link List Type

Add the Items Manually [

23: WAEFRH
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Edit Layout
Logo
e Preview
(5] Select image to upload Make changes to your layout on the left and preview them here.

* OTH L e #AC e httpy//vo5226.virtual.otrs.com/external
Favicon )§(
OTRS

[Za] Select image to upload

Will be displayed in the browser address bar.
Primary Color

[ R

Will be used as background color for certain

areas [e.g. buttens, header) and link hover
color.

Highlight Color
-

Will be used as backgreund or border color
for certain areas (e.g. status badges).

Default Avatar

[Ea] Select image to upload

Will be used as the default avatar for all
outgoing communication.

24: R A Ja) bt A
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BRUSKR R AR A i A5 RNk
LG, U B PARI B R R, SRRk R .
FE X CSS A IS DS I AE AR B3 i h S I 8 5E X CSS .

w Custom C55

Add your custom CSS here to make changes which can't be made using the configuration above. Please note that your custom CSS
changes are not visible in the preview area above.

25: 5 X CSS /Mt

6.4.1 W FE A
AN B ST N R P AR R T 22 A5 — 1 SR o B JLANHLL AR R AT (0 BT AT AR RS #R B OTRS
HEZR AR

URAL . E Web iRk 552 BUERIIRR A P37 2 4 T ARk i) 22 bl o EAR A fgJa — I8P 2k, iR — 2454k
AR AT IR AR G 2 7 o > R R T D0 B HUR SRR I8 T E .

(O, DYRAAEIZAE I BIAEE B WEB NI FE B Al RERT ZHa AT — LU BN » g e i B
DU AL XA o B R LU A A SRR o s 5 ] O 41 WEB 234t (8 P IERARRS
B
Z s
A B E SUAALE R GERCE Tl BLUT 3R 58 b -

* ExternalFrontend: :ExternalScripts

* ExternalFrontend::InlineScripts

* WebApp: :Server::AdditionalOrigins

WEB /) #r (1)1

FEAGIH . TRAIBEA T AEAME N G3 Sl R P e 5 WEB 0 e it (8T (1 8 € UMD B . ek
FERF AT N AR P I AE AT DMERRER AR &5 I 1947 0 > BERLS 2047

FATHIT IR 58 =5 e i i S i BOT A -

<script async src="https://www.example.com/track/js?id=UA-XXXXXX-Y"></script>
<script>
window.datalayer = window.datalayer || [];

(M ITgREE)
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(£ k1)

function track () {datalayer.push (arguments) ;}

track('js', new Date());
track ('config', 'UA-XXXXXX-Y');
</script>

AT B S AT S A SN, At script ARBINE .
FE N IR RIAS e Bef 14728 IBACES » e ndd utifn J5 L Rliay .

TN B BRI D Y

TG AT B R P A B RIS (R

1.
2
3
4
5. 7E XA F B R YN A B R 1 5E AT B o il Wi s https://www.example.com/track/js?

) ZGME B -

. ZR¥'E ExternalFrontend: :ExternalScripts o
COTRIZRCE DR .

WERCAAAAEAE MRS 4 o A0, 4R8P 5%

1d=UA-XXXXXX-Y o

6. s ZIEbRIC MRAHEEUR I -

MEBREN RS E -

AN A IBCA GRS A B

BRR S BADBE DAL Js i A Be () IR 0 -

1.

2
3
4.
5. TESCARK IR N SE RS By, 2454 F A script %

) ZGME B

. R¥'HE ExternalFrontend: : InlineScripts o
COTRZCE DR .

WER CAAFAEAE WIS 42 o A0, 4R FiD IR

o gl

window.datalayer = window.dataLayer || [];
function track () {datalLayer.push (arguments) ;}
track('js', new Date());

track ('config', 'UA-XXXXXX-Y');

6. sl IEARIC ARAHE R I B

BB ER RSB -

FOFTRIE AN LI N R

AT NS BATEF EEHR AN N RSN IRES Y o R R shell, AT LL T i
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bin/otrs.WebServer.pl —--deploy—-assets

R gt abr kb e AN F 44

I RS IAE AR VT R AN GG N IR > AT ASGAIE BRIAS ) 75 E0 S AE AU o (HUR B30 N8 T e s
FHAEDT ) BT A AIBCAT AR Be i, AL ACRE T B8 4 DA S R 8 i 2R UL o

XL B IR RO AT AR A 2 A SR AR Sk W AN 44 SN A RE NS E BE U

A LR AP ZEARAT VAT IE ) WEB W S 380 & TR o ZEFATI R, A48 H Mozilla Firefox 2%
FLWEB il 6 iz G N TH —Web JTk# —web 11| &G 5 I8l F12 HREEFERTT .

ST R BIARRS B AEVS ) SRR RIS T e s A2 ) & BB LR A i

r [ console [ De
0]

Errors Warnings Logs Info Debug
A\ Loading failed for the <script> with source “https://www.example.com/track/]s?id=UA-X30000-Y"

Content Security Policy: The page’s settings blocked the loading of a resource at eval

Content Security Policy: The page’'s settings blocked the loading of a resource at https: le. com/track/js?id=UA-X00000-Y ("script—
APIClient: Opening WebSocket connection... r

Content Security Policy: The page’s settings blocked the loading of a resource at eval (“script-src”).
APIClient: WebSocket connected!

K 26: ) B s Fa I 5 B DR

MFE & HRBRATT AT LA B A A SR AN GE B gk (1 F1 3 4T) o BRULZ Ah, ASVPA R i B85 (2 F1 5
7)o ITARTRISIH T — N84 script-src I WA RIS, ZHNER R AT .
TRAN V7 BN AR T USRI PAG T A I 31 P4 25 22 4 SR b Sk i) He e o e v

1. ¥ 3] RGBCEPEAE o

2. RKE WebApp: :Server: :AdditionalOrigins o

3. mihix B E LAY .

4. W3R script-src CAAAEME » WSS S48 o 0, QR T DR .

5

. FE AT B H i Ak B ZE BE IR 5B 4 o BN https://www.example. com o IX FUVFINEAME %
\‘El o

i BRI S L, SRR T S —AME .
R T BTN LU TIIRS , 46515 'unsafe-eval' o X AVFHATIFNTIA .
s IERRC VR B BRI B -
9. HEBBERRNARAME .
W AN i 2 FRO RS A BN B3 ST S IR 5 DR e e BT B A2
WERFHONASN N G A RN A FES > FTRE G B LU A iR o AETRA TG AT REZIXAE:

PEAR R ORIEBHE T 5 — B0 B E AL B IR C 55 1 AT Do FATAT LA 5] R BRI A A 22425
WERN img-src M4 PRAERTHIX— 5 o TR ILASINE A 44 5, 3 20l LT 44k

1. ¥ 3] RGBCEBEAE .
2. R 'H WebApp: : Server: :AdditionalOrigins
3. M iZBCE Y o

© N o
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® Om or [J Console O : ditor () Pe e {3 Memory N Network B
0]

Errors Warnings Logs Info Debug

Content Security Policy: The page’s sett locked the loading of a resource at https://www.example.com/track/track@2x.png ("img-src”).
APIClient: Opening WebSocket connection...
APIClient: WebSocket connected!

» |

27: L T a2 1 5 B R A

4. MR CEAFHE img-src WMEH, WEREFALMIN S B0, ks FrirbE .

5. FESCAR T B i AN BE 2E SR 3855 - 23 https://www.example.com o iX SOV INZEAMEE K
R .

6. i IR L MRAHE TR IR &
7. WERBEUR M ARSRCE .
PR FR AN G RN AR P A 2R A 2 HHR . MRS A ELE vl BE W TAE .

ANSERIE s TCVA TN IAS o] BE T SRR B o (H2 , AR, BT LU R Z BB A2 5, T
PRI T 2716 5 H R8P s I 3R R BRER o ZEPCE 2 FRAT Y (KU AR S FAH B3 BEAT BT

VM REEETER I REO A TSR, DT RERE B2 AUA BE I BT N A

et ANEUEYR 1 44 R ARSI OTRS N A2y Hh i I v AE 1 22 4 AU 1 B Ao VR AR e f i (s e %= L
KA A EERIEI PR oo VIO, R IELE TR A R AL AN WIHEARRE CAEH R %4 - HR%E
ol

6.4.2 Cookies and Local Storage

The applications need cookies and local storage for proper working. Both the cookie and the local storage
are stored on the user’ s computer. This storage does not include personal data, they are only needed for
the operation of the application.

The only cookie stored when the user visits the external interface is AuthenticationCustomer. This
cookie stores the session ID of the logged in customer user and has a lifetime of 16 hours.

Additionally, the following key-value pairs are stored in the web browser’ s local storage:

Plugins/Store/LoggerOptions = {
"logLevel": "info",
"logRecord": false

}
Apps/External /Plugins/Store = {
"accessToken" :null,
"isLanguageSet":false,
"language":"en"
}
Apps/External/Plugins/Store/PrivacyNotice = {
"isNoticeVisible": true
}

()
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(£ E0)

Plugins/Store/PerlProfiler = {

"perlProfiler":

}

{1

Plugins/Store/PublicChat = {

"publicUuid":
}

"<uyuid-string>"

The UUID values in the local storage are auto-generated when the user visits the external interface for the
first time. The local storage has no expiration date and stores data used for the application itself.

6.4. HeRAL
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CHAPTER /

OTRS %1k %%

FERLPEOCHAT 55 RGEN . — o KIS VRIK PR AREF (Y o B E IR B IRSS » A STRIK AN %
FEmAE T R DMER TR, MR RS *OTRS 4 M * SRR 2 ST —i .

7.1 =%

A8 6 B 5 1) RSN 2 55 o BROATE DL N > B OTRS e AU EART DI E I 2RSS o “o RSB R
BEHAL T OTRS SRR AL = oStk .

a Cloud Service Management

Hint Available Cloud Services

configure available cloud HAME DESCRIPTION
mmunicate securely with O SMS This will allow the system to send text messages via SMS.

10 RS BB

7.1.1 B EIRS
W A 2 RS

4 OTRS sFHEFIAIA 2055 WAULHGTE - & ORI £ IR -
1. BRI ) WO S 25 s 4L
2. UG FEL .
3. it fAEHL -
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Configuration

Name: SMS

# Phonefield for agent:  UserlMobile

Agent data field from which the mobile phone number for sending messages via SM5
should be taken.

* Phone field for customer: | UserMobile

Customer data field from which the mobile phone number for sending messages via SMS
should be taken.

# Sender string:  Example Company
Will be shown as sender name of the SM5 (Mot longer than 11 characters).
Allowed role members:

If selected, only agents assigned to these roles will be able to receive notifications via SMS
(optional).

Perform URL shortening: (v
Perform URL shortening before sending the message.

Phone black list: Add phone number

A blacklist of telephone numbers where it is forbidden to send SMS messages to. Phone
numbers must be added in international format without spaces, e.g. +491791234567, one
number per field.

Comment:
Validity: | walid

C] In order to be able to use the SMS transmission feature of the OTRS
AG, | hereby declare that | have read and understood the Data

Protection Information.

Save or Cancel

2: NN 2 IR 55 B
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[

WIS =R, DU E T o A A ST BUE LT .

MR 45 N DA G B % S T A AR B TS R R RS N D B

PGB WIS BTl A AR B TS A B B

RIENFRFR > B s RN C AT 11 ANFHE s

VERT A b W RIS T AR, W) LA 4 40 i 6 £ € R IR 25 N 53 A B ik A B2 i 4

PAT W HES R 8 R0 A0 T B AT R4

TG A% B AR 1 R 6 A I RIS S 1 PR A B o H U S R 2 DL B i S i R BEAT A Bl
+491791234567 » TR ANHLIE o

AR U RIS I e R R o O TRV, AR Ak I T B A O R S ) T R A, RO R
ok BoRTERE R

AR B ISR o iR T BRSO AR WIS BRI AR OTRS A o Rtk 7 Br i &
hy T ARER B JE ROk A R IR A

A58 b TREW A OTRS AG IS AEMIhAg 75 ZEL IO HE AR R (5 . o

7.2 SRR

WERARGECTEN » WSCFRP R R 4 0 Tl B — 285 o F e I A0k 21 OTRS 411

i L e B A B4 ) OTRS ALt o« SCRFEa AR & e 40 T OTRS 2 MRS 4L s B i sk &
B

Support Data Collector

Note 5 Cloud Services

{ to OTRS Group on a reqular Bl Available SMS (50)
Your available SMS messages are getting low. Please contact sales@otrs.com to get more SMS messages.

EE System Registration o
11 Database

Show transmitted data
B El Outdated Tables

El Table Presence

Client Connection Charset (utf3
Server Database Charset (utfS
B SIS Table Charset

InnoDB Log File Size (512 MBE

Invalid Default Values

m

Maximum Query Size (1024 M

Database Size (0.027 GB

4] Generate Support Bundle El Default Storage Engine (InnoDE
Hl Table Storage Engine

El Database Version (MySQL 5.7.24

3. SRR
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7.2 EHESCRP RS

WER ARG RN, WSCR R e 4 T Tl B — L85 O 52 U1 A ik 1) OTRS 4R M o 4 EEIHME I R 48 :
1. R ZEMARLR) RGTENHZH -
2. AIRE MU RAE
AL A R EAT AR B -
1. sl Ze AR ) R AR S i B #2411
2. (EBATITI bimerh AR RGUEM R AT SCREE
A LT Bl R SRR K%
1. Rl ZE AR Bk BB il .
A CSCRFNGRAL AT L R R AE
1. R ZE M A () A S R s 2 .
2. MRS
3. ML AT EIF AR -

Support Bundle

The Support Bundle has been Generated

Please choose one of the following options.

Send by Email

The support bundle is too large to send it by email, this option has been disabled.

Download File

4 Download

A file containing the support bundle will be downloaded to the
local system. Please save the file and send it to the OTRS

Group, using an alternate method.

Close this dialog

4: N REH A O TR AE
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7.2.2 WAERIEHE

Bt LAy o BRSSO ST ZLAR T I 4 H o FR R LR AR
« Kt LED Fonfi, HEon M .
o k(0 LED FoRiE® , FHMERLY o
o B0 LED FRoili A, A A%, (HEAR MR .
o« 2100 LED FRoRfiR, SR U it i o 1) e o

Py &g

A o Kk OTRS =4 HfE A .
RS A H B O AR A S o WRARAR, LED A h 2t .

Kot P #l oy

A4y o AT 2 OTRS A S 2 15 8. o

MR BRI BEE R o a0 LED FoREA R .
TAAAE o B b R B AT TR I .

FUER TR BRI TR o B ut£s .

e 55 5% i B0 P AT SR PE R S5 A I AR o BB ut £8 .
REME WoRBIR RN o B2 utfs .

InnoDB H&ESC AR/ 7R InnoDB SXENFEFF 1K H A S0 KA o Bz /bid 512 MB .
TR ERMME B TR ERINE » 20 LED /R LR ER I -
HREWRN R B PEA IR R R/ o b A /b 1024 MBS
Bl e /N BoR B ER RN « XHZE—MER -

BRI AR5 18 Bos s P R BR A 5 1 o B A Z0 /2 ITnnoDB .
RALEGE BB R A5 % . B AU InnoDB .

B PERAS R B IR S P ROA o (0 LED RORAUA L 08 5 «

SRR

ASHR ) W ARAT RIS AL AR A5 R,

i S QRS Niio e SIbEY i

HERIZIPIROLTER Bon CAE AR — S8 N AR AL R
KRBT BaRRSIIER -

RO RN BRBEANRIIIGT .

W RIBAPIRGL B A RS R .
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BAERGH

AHR I W AT RIEAEIZAT A RGN C 2 i A AL A S o
WETHOE WA R BE R R .

OTRS Wfit 73X fion 2% OTRS IR/ X

WEAE Y AL IS O s M 7 X R ST 251 o

FATIAS WoRBRIE RGN RAT AR

WIZIRA Bt RGN AL IRCA .

RGN WoRBIERRN ARG K « RE B ANEN ARG HATH CPU 2 filln, fEH47 8 4~ CPU [
ARG L, 8 MEUE DR FBGEIER K D

Perl itA Eox Perl A o
A HeZS (0] (%) K] A S M Bom A B4 o Nz AT 60% fm] HAZ #2800 .
EH AL X (MB) LA MB 4 54 /s B H IAS e T0) o Al A8 25 ) AN Bl ik 200 MB

OTRS 74}

A4y oA % OTRS 8L 15 & o

FEHERRIPRES B ROERIIEFER .

(AR GUEEES R TN SIS TR R SR Y O 6 1a

HWAEHE SR AR REE .

I SR SR C feilr 24 /NN D BoRErilr 24 /M NS HAEK SORASFE R
IRAPVEAER BN, B oE S AR .

IR EL N7 AT R IR — I 8] P ds R 8 s P B L

BCEWE DR RGEMCE DK — RSN T ROE .

PR Won OTRS sPH R R T IEAEBAT «

Hetl PRad sk 2or 3 OTRS X G AN b A Gl s 4L .

ERNHI RGP B 0 400 LED o8 O SC BRI B 03 5510

HL TSP R A 7R BAAE A A 1R HL 1 A

1k Display the fully qualified domain name set in system configuration setting FQDN.
YHRGRWEN BRI RGELT S .

[RGB A4 2t LED oAy $R.3 IH hiic B 25 4y 3CF1: .

A BOIRAS 2t LED Ron rfy A A IR 22k .

BAOAERE R ARAS 4t LED B OTRS HEALRRANE H T O 22 MR 4 .
BAFORAPIRE (0 LED F£oniTf Lt ayidnd 7 OTRS AR ERAE
Package List Display the list of installed packages.

RUWRCEBCE BB RS N ORI R VF R R 2 1AL .

AR BEBLHIS A 408 7 ekt o F Pl A 4

%4 ID Display the system identifier set in system configuration setting System|D.
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TR 5| fith Display the ticket index module set in system configuration setting Ticket::IndexModule.
ABE R TR IEAH T SR ICE D R OB T AL TR 4
AEFER TR BOR RGP ) TR o AE RS REY 60,000 AL TR HT, A IE S PERE

I"ijﬁo
T g E5|#e Display the ticket search index module set in system configuration setting
Ticket::Searchlndex::ForceUnfilteredStorage.

ticket_index EH AI0JLic% BI/RTE ticket_index RIS FIE R -
ticket_lock_index & 1A Lics% BIRAE ticket_lock_index RPFILICKMIEE .

I BEE Zos OTRS « HIIAH P I X5 .

PP G - Mg N R IRASE I 00 S B R 25 N 04 IR R

R 5 = g5 NG E U IS B o E IR g N G S b A 6 328

FH P 510 - RERR M GEt o — 26 0N MBI Ge 5 2 Al GRS 1A e SCRRHET S
OTRS fitA 4o OTRS AT .

WebSocket Connection Display connection status for WebSocket connections.

7.3 RGN
i Rt B S RS . RETH AT BOE < ARSI R ISR IHE KRS ok AU K

W
i bR 1) OTRS ERIVENHERI RS o VN BRAAL T OTRS WIS * 411 * REUE ML

Un-registered system

Un-registered period expired

©

This system uses OTRS without registration! Please go to System Registration Management!

To continue using this system please register it.
5: RIEMH RS54

7.3.1 EH ARG

HEE B R R G
1. 3fkf3—4> OTRS ID . e Zit®] OTRS [1)7 45t i, yEMEstagss 2141 OTRS ID.
2. ¥ OTRS SePlIRIS A REUEMBIEL, RIG MK K OTRS ID AT .
3. wiihi FbHEH .
4. EHFARGAAIFMARIL -
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OTRS-ID Login

System Registration

5. sl EHZHL .
6. R EEAEN

System Registration

A E G AR GUE N -

You need to log in with your OTRS-1D to register your system. Your OTRS-ID is the email address you
used to sign up on the OTRS.com webpage. Data Protection

% OTRS-ID: | balazs.ur@otrs.com

* P

o't have an OTRS-ID yet? Sign up now

word? Retrieve a new one

Next »

6: RGN - % n OTRS ID

This data will be frequently transferred to OTRS Group when you register this system.

ATTRIBUTE VALUE
FQDN ofrs.example.com
OTRS Version 7.01
Database MySQL5.7.24
Operating System ubunitu 16.04
Perl Version 5221

* System type: | Production

: | Ticket System for my company.
Optional description of this syster
The system will ser tional suppor

Support Data Collector

+ Register or Cancel

K 7: RGOEN - ERER SR

This system is registered with OTRS Group.

PE Production
ption: TicketSystem for my company.
[ Be4828921def3bed7be0Ecar22626189

o 171662018 08:21

K 8: BN RS

1. Pl A MARE TP SR P 4L .
2. B ARG RMAHIA .

3. sl HOBrEH .

A7 L7 AR 2 -

1. i ZE MR i s EA% A Bt 4% L
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System Registration

You can modify registration settings here.

# System type: | Test

Optional description of this system.

The system will send additional support data information to OTRS Group
Support Data Collector

Update or Cancel

9: Gl RGUEM A

2. LI JSON ## A Hudl

Overview of Transmitted Data

The following data is sent at minimum every 3 days from your system to cloud.otrs.com. The data will be transferred in JS0M format via a secure
https connection.

System Registration Data

{
'DatabaseVersion' == 'MyS0L 5.7.24",
'FODN' == 'otrs.example.com’',
'05Type" == 'Linux',
'05Version' == 'ubuntu 16.04',
'0TRSVersien' == "7.8.1",
'PerlVersion' == '5.22.1'

Support Data

[

'IisplayPath' == 'Database’,
'Identifier’ ==

'Kernel: :System: :SupportDataCollector: :Plugin: :Database: :DatabaseChecks: :Kernel System::DB: :Check::OutdatedTables’,
‘Label’ =» "Qutdated Tables',

'ShortIdentifier' == 'Database::DatabaseChecks::Kernel System::DB::Check::0utdatedTables’,
'State’ == "OK',

‘Status' == '2°,

"Value' == "'

Bl 10: AE5EUR B AERE Y

Z
HRFBGTEM U] S W R 2 —3
BN LR R A

1. i AR R ) O RGN LA

2. B3F) OTRS 1) Myl

3. BAHECHEMRLNIIZE .
BN RS A

1. R AR Y U R G A
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A AL ) STORM powered by OTRS™ slifiiA7 47 A k45 & [A) s MITGVEIOH v ENHE R R 4L
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ARG IR« BOE RGN T — DR RS, BE TR MEEH] .
OTRS &4t T Z A BT HORICE.  If% WAy & OTRS .

8.1 H

LR PUMERS s BEERRIAT AT REE — TR IR MIAEST « TR 0Ly, ST LURH N B s 2 S 5 7 o

OTRS Jiid H Py S bisk o H P AVFE BT RGN I TRAI M B o 50T LUK T OB R R 55 » Jf Al
Hoar gt R B o SRDhREv HEnE I DL RS TN A S 300 F8k o 1) 25 A v ANl F R DR
I B R A BRI H D o BRSO » B OTRS 2 A& H Py o HDAE BEBE SR T R G4 B
A H It

A Calendar Management
Actions Calendars
g Calendar Overview NAME GROUP VALIDITY CHANGED CREATED EXPORT DOWNLOAD URL
Test 2018-11-06 2018-11-06
- admin  valid L o i
e A0 calendar Calendar 135132 135132 -
X Import Appointments

K1 H D b4

8.1.1 FHH/,

A LI —ASE H I
1. s ZE AR i A A Pl .
2. HEMIHTBL
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3. mili fRAFHEHL .
* Add new Calendar
Calendar
# Calendar name:
« Color: |~
* Permission group: = admin

* Validity: | valid

2: INTIE IR H 3 e

Bl RRARGHMER AP o B AR IR A e I N e ROk AT EATT

AN H
1. i H gk —A~H b
2. BB -
3. sl RAFEL PRAFIF 58 et

w Edit Calendar
Calendar

# Calendar name; Test Calendar
« Color: [~
* Permission group: = admin

* Validity: | wvalid

Pl 3 i 4 1] )77 o

HESH A

1. Bt H g i 3t EFE .

2. i ENHIER— ML E MRS Export_Calendar_CalendarName.yml X o
HEFNHD

1. Rl e ML S04 o

2. EFEAEAT A L yml 3 .

3. WUREARESIA I H I, sl 85 O 4 H SIEHE .

4. il SAH PR .

s WRRG I T 2D, KA ZIRM AR, Rl s S & sk 2 H G o
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8.1.2 HIHik®

AN e AL BRI T DME T DU R o AT LS T BUR BT BL

HOREH D s

HDAaFR > SRR A AR o T LLAE 7 B A AEAT R 777 B RS PRI o SRR /s 7R
R

B * R AE H DR 5 s B I .

L H P, A ATt bk £ — R @ B e o ] DU TS PR B e b BEAT B R, ]
DI o M €0 328 4 TP s PRI (0 BN /N BERI (A s A

RURZE * EREMRLEZH 41 vy LAV el H I .
WAL 7B, ARGl H P ARG R SE VT B 7 1 (K H g
o HBE: P ATLUE BIANG H H DG A Iy .
« BB I ATLUMESCH DD R Ly, (AAREIE SOE R H DI .
o G J AT DB ER H D T
s BH: AP ATBAEEE .
ARME > WE BTN ARNE o WURIL T BUR E O ARG WA BRI AT E OTRS HHAEH] o Rt v Bist
BN JCAER i SR AR LR SR BRI A

THIRZTH
SE XAEIXAS B D3 2T i A 3h QU TR (U o ZEERIE RUN » 3 sl AR %L o

w Ticket Appointments

Rulel 3@

First response time

E af +5 minutes

#* Queues:

Attachment Name

E3 Add Rule

K 4. HIDBE - TRz

THGH T 8 Ty T aa H Y .
SR R TR AR E I .
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BAF * e #E A e AN B LA N Gl A ) B TR FRg 1yE .
WRENE WAL R I T e, o ARSI AR R R L AT 2k .
By default, these events can trigger an update of a calendar appointment:

* TicketSLAUpdate

* TicketQueueUpdate

* TicketStateUpdate

* TicketCreate

* ArticleCreate

* TicketPendingTimeUpdate

e TicketDynamicFieldUpdate_.*

8.1.3 ALY

W RGBT —AH 7 WAy Lo R ig SN H T .
DS AN = T

1. BRAEMIARS P S NTZ R

2. A% iCal CAFIFEFEH P o

3. M AL

Import Appointments

# Upload: Browse... No file selected.

# Calendar:

Import appointments or Cancel

Kl 5: AL b

A gl PN JFERE AR iCal (. ics) K EAR .
HIG > A HKHE D .

W RS T a i H D TR IR = AT BUERUR -

SR CAT A2 Akt WH P RA MR uniqueId IFTA A L HCR D& o -
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8.2 Wi-KAiiiE

REfS % SR ALK T R VF 2 LA 26 25 o AR B0 IR SK A B AL AR 2 5 A 20 E A% X )
RIUGRHEAT A

OTRS 2t &IE n] HAT AN RIS BR K 2 AN IRBUE » X8 € AtnT LU T U M i A [R) 2 )7 A S e % ) 4
PEA R R RARE

A T e 5 ) DA ) R GEAS NI R ABE o BROATE DL T » B i) OTRS 3 A SAR TR SUE o W A0E 4 B
BEFALT * RG> A WIERHUE * Bt .

Manage Chat Channels
_ Manage Chat Channels
Actions List
[+] Add Chat Channel NAME GROUP | COMMENT CUSTOMER | PUBLIC = VALIDITY | CHANGED CREATED
Test Thisis a test . 2018-11-07 2018-11-07
Users no no valid
Channel channel. 08:09:30 08:09:30

6: MR ATUE i B B

8.2.1 & IR AIE

A7 EEAIN AN IR A -
1. sl ZE AR T i) AN R OB AL
2. WMBLIUFRL
3. st TRAFEHL -

Add Chat Channel

* MName:

* Group:

#Valid: | valid

Save or Cancel

B 7: R I I AE B

ity KRR MERIIRAEE o R AR AR g I B0 Tl Im i Rk el .
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A LGN -
1. R AGEE 513 IR A0E
2. BHTBL .
3. wili RAFEL PRAFIF 58 edZAL

Edit Chat Channel

« Mame; |Test Channel

»Group: | users

#Valid: | valid

This is a test channel.

Save or Save and Finish or Cancel

Kl 8: G fEH I I HIE i

8.2.2 IR AiiE v .

AN e AL BRI T DME ] DU IR o AT LS P BUR T BL

DR BRI A RR o LA T BU R R BTSRRI A AT, RS TR o SRR R e R
ts

AL * PEMRLEL 2w LAY; R IR ATE
PRI AR B e P R R UE 5 VI TR R A .
RIS R B A SRR IS 5 1518 % IEAE .

A% BCEIL BRI RN o R T BB E ARG MRS BEE I AAE OTRS FAE A o A5t 7 Brist B
TERE i I JE RO AR B BRI AR

VERE IR B AN E AR R o O TEIEM R ZOR I BT il A e B T I BRI IE DDA TR
W s fEML IR

8.2.3 Jo JHMIR S HF

VEAR: BB R TR D RE

TP A IR Thfg
1. B3 RGHE R .
2. {ESHIM 2| Core — Chat .

3. B ¥ ® ChatEngine: :Active
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JA R Ih e )G > WERAAAERR IS » W< B 3h ) BOAMUE .
A EAEE A IR -
1. B3 RERCEBER .
2. {EMEHMEPHEK ChatEngine i .
3. MAWH .
Z .
g5 N DA T B AE LT BB BEE A 2 BAT roC i HRR :
* ChatEngine: :PermissionGroup: :ChatReceivingAgents

* ChatEngine: :PermissionGroup: :ChatStartingAgents

8.3 FAQ 7

BB T B FAQ SCEE T TS0 o BRIAEOL T > il OTRS 238 &30 o FOE B0 T &
G BT ) FAQ IR

_ FAQ Category Management

Actions List

[+] Add category NAME VALIDITY DELETE
Misc valid

9: FAQ 514 B 4

8.3.1 &I FAQ 257

A AR S5 H %
1. s ZE MR B IS
2. HEBITB
3. widi FEAEHL .

A G IRSS H o
1. miaek s H B il — s H ok .
2. BB -
3. it FEAHHL .

AR AR S5 H 3%
1. mZRRI SR A I A F A
2. Huliifil g R R AL
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OTRS Administration Manual, % i 7.0

Add Category
* Name:
Subcategory of:
* Permission:
Agent groups that can access articles in this category.
Validity: | walid
#* Comment:
Will be shown as comment in Explorer.
Submit or Cancel
10: WINHR S5 H =% b 4
Edit Category
* Name: |Misc
Subcategory of:
# Permission: = admin users
Agent groups that can access articles in this category.
Validity: | [walid
#+ Comment:  Misc Comment
Will be shown as comment in Explorer.
Submit or Cancel
K11 gk os H s et
List
MAME VALIDITY DELETE
Misc valid

12: BRI 55 H =5 4
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8.3.2 FAQ KU &

AN e AL BRI T DME T DU R o AT LS T BUR BT BL

YRR BRI IR o W LR T BOT R AT R AT WK PR R o SR B ERE R
ts

RFGIE W AAEBUA H sk RIS IET H o0 5 H o o R R R H s THx .
BURR * eV ) L2 SCE iR 55 N B2 21

AR BRI R o WL BOB B AT IR BHRBI W] {XAE OTRS Hr i o Rt v B &
N FE A% i TR CRE AR A R B IR A

VERE U BHEAINILEAR R o O T, R BUA ER IL  BUE e AT SE R ) T M BEEE . DA TE
AR s R .

8.4 FAQ it

i e i v 87 B FAQ SCE AT IR & o BRMNIEOLT » i) OTRS e L85 o 15 5 & B AL
T RGP FAQ B SR

a« FAQ Language Management

Actions List

[+] Add language NAME DELETE
de
en

8.4.1 “I FAQiIES

BB AES
1. SR ZE R i A INIE 5 4
2. HEWIHTFE .
3. Al At

Add Language

* Name:

Submit or Cancel

Pl 14: TN 5 R
LG — M
1 sl F AR —EE .
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2. BT B
3. mili $AZHAHL .

Edit Language

* Name: en

Submit or Cancel

15: Ywiiils 5 bt
MR —AMES -
1. AU S PR B AR B
2. Rl b LI R .
List

MAME | DELETE
de

en

16: MIFR1E = b o

8.4.2 FAQ 5 5

ISINE SR IE PRI, AT DAME R DU S - A RS T BUE M IH T .
SRR * ZE SISO 639-1 AUH .

8.5 MM{uE g%

A LLE S ) HEE VR I SAR AR Rk A AL R G0 o 45 B DU P T L RSk A R e T R )RR 11
WEASRRAS > JFERORBEAS N« HOBTATIIER AT

OTRS i FH A e B S A5 B TR T AT 3 BTy 5 A AR SRR 30

VEfR: ABIAGE ] T On-Premise & * (OTRS)) #h[Xhit * o #7 2 H U BRI S, & v LA E 2
SRACE S g

AUTHT G 7 w] L2 e AN BT e OTRS D REM A o A0 BB HR 0 T RS FAL Y AR LS
B
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w Package Manager
Actions Online Repository
Browse... No File selected. NAME VERSION VENDOR DESCRIPTION ACTION
No data found.
X Install Package
Local Repository
< Undaterepository information NAME VERSION VENDOR DESCRIPTION STATUS ACTION

No data found.

Features for OTRS customers with service package only + sales@ofrs.com

With a service package, you can benefit from the following optional features. Please make contact with sales@ofrs.com if you need
more information.

NAME DESCRIPTION

With this Feature Add-on, time periods specified in a ticket are displayed as calendar entries. This allows
Customer Event appointments to appear in the customer interface in such a way that customers can easily see
Ticket Calendar information about availability or scheduling, such as when they want to find the date of a WebEx

meeting. The post Customer Event Ticket Calendar first appeared on OTRS.

Typically, an inbound ticket is first assigned to an edit group/team, known as a queue, by an agent. This
Service agent usually has no knowledge of which employee on the respective team should handle the request.
Responsible The ticket is then reopened by the team that manages the queue, and it is assigned to the person who [...]

The post Service Responsible first appeared on OTRS.

Bl 17: 3R 8 e

8.5.1 H I 4

s BOAROLR » ok ke ks OTRS ALRIRAE A .

Z:

You can activate the installation of not verified packages in the system configuration setting Pack-
age::AllowNotVerifiedPackages.

LR

A7 ENAEL AT A
1. ZEMEARERF frd R i s MEL BTG .
2. wiili BB S URDET il R A a1k .
MAELAT B NI IR NI, SRR sl a1 2
LR LRI ERAR
LA PAFRE oRAE A AN R

A

Z L
The repository list can be changed in system configuration setting Package::RepositoryList.
AN 2 A

1. R ZE MR 842 o

2. WA ARG FE—A . opm XA -
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Online Repository
MAME VERSION | VENDOR = DESCRIPTION ACTION
. OTRS Thi k bl
OTRSAdvancedEditor £ T.0.1 = pac ageelna & . . Install
AG TemplateToolkit code snippets ...
, ) . i OTRS This package provides
OTRSClAssignmentAttributeDynamicFieldMap = [§ = 7.01 i Install
AG add/remove of service and SLA ...
i OTRS Adds an additional Configltem
OTRSCICustomSearch I .01 . Install
AG search screen, where i...
i OTRS Thi k dds th ibili
OTRSCIReferences I 7.0.1 s pac ag?a s the possibility Install
AG fo add additional ...
18: fEL A%
3. riili AR .
4. PRI ERAE o
5. A, BATORE BoRAE AT BN R .
Local Repository
MAME VERSION | VENDOR | DESCRIPTION STATUS | ACTION
: OTRS This package enables , .
. 101 stalled = Uninstall
OTRSAdvancedEditor - AG TemplateToolkit code snippets i... netate s

19: AHWERAT PN

OB AT

A7 AE LA OB R
1. R ARSI AT B, A ARG RN A A T I B
2. wiahr BB .
3. FEME TR Ui IR AL
4. HPE AR BoRAE ARG RN AR
A5 E M ICAE S AN A
- T ZE LR PB4
2. WAHISCAF RGPk — AN L E 2B . opm SCAF &
3. sali ZRAF LA
4. LR U ERAE
5. BHR » AT RAS BoRAE AT AN
A7 ORI AT A
1. w22 AR SR T L2 R i AR el
2. IR U IERAE
3. HHE » AT WoRdE AT G AN

—
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UEDRESE AT i SR BTG E  LUE RS DA R AR A AR A » I oH S 50FT 2
RIS LI A OB A C RIMEBAT O 6 RBTRRAS 75 2 R e e R A h B AL O IO IE RIS

VEff: WAL T B AE RS SRR N R AR AN REE I o e BB » I ELRE AR A Kk
WOl E AR A B .

OB e A

WERFEAMAE T T AR 2D 30 WA PR SR A bmic o B, ma B0 2038 .
A7 B AR

1. N AHIAA /N AT PEAR 10 D BB 2R AT AL

2. wiili BRAESIA (Y BB R 1%

3. HM LA Ui WAL .

EEAR AT

A AN AT
1. N AHIA A BNk P AT
2. wiali BAESI ) EERERL
3. HZMEEBIERAE .

Local Repository

MAME VERSION | VEMDOR DESCRIPTION STATUS ACTION

] OTRS This package enables

i installed = Uninstall
OTRSAdvancedEditor AG TemplateToolkit code snippets i... netatie rinsta

Kl 20: AHERAFB PN R AT

8.6 h:AEH &

PEREUR AR HE T Web FOR FIRE 7 (R SCHE 18 o A% BE O3 n] RE 75 S &0 B I 18] AR HERS DR L83 s o> il 22 20
IS 1) A S W AE G, IR RIBOE M K I o

OTRS i PEfE H A SCHRF I ER o s e > PERE H ST Ll s 3 0 s & Alas sh F M R I fi /M K2y
Wi I ) A SCAE AN [ I ) g iR SR

LRI &% OTRS MMEREH & o HAEBEBERAL T R BLALY PERE H GBI .

MR O T RESAE OTRS "B TEREH &, EAUE Jn HIL e .

WRJA I TYEREH R, OTRS RHAE M N2 Al R AT I SR AR W PR T AT 15 6L
mai— AN H e R RS S .
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Hint

This feature is disabled!

e this feature if you want to log

Activating this feature might affect your
system performance

5| Enable it here!

21: A HIPERE A &SR
8.7 &g

BT Web [R3 FHRE > 10075 BE B3 A SERE S U7 I LRI R SN R JFAET ZE I ERANT 202l o

OTRS FE b ih A 2, vl DUPRIE AR IR 55 N SR B 23« 2478 sk A I 95 A\ DA 2 7 R E— 2% H X A8
o BB — U B e o RIS 28 0k e T [V fE

PR B AR GU G SR K 21 o AR PR R T REUE PN 1R PR

8.7.1 HFHLIE

HEAEE A CERMH 2
1. NSIRFIRPIER A CERIH
2. midi .
3. BEVEN -

AELR A :
1. NS TRFERPIERE D CERM ) .
2. il ZAbAI) &bz iR .

B piil KA IR S B R S A T AN AT REAEIIH T TARRE 2% )

AL BT b
1. s MR ) 2P il .

T mil Bk P SRR SLAVIN R S 1 AN REAT BN . R ERAE I TR 2R

VEMR: WA AR BIRSE VAT v S B N B DR AL RO A R E 2
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Overview

Range (last 5 m)

INTERFACE
Agent
Admin

AdminSystemConfiguration&AJAXNavigati..
AdminSystemConfiguration;ChallengeTok...

Range (last 30 m)

INTERFACE
Agent
Admin

AdminSysternConfiguration&AJAXNavigati...
AdminSystemConfiguration;ChallengeTok...

Range (last 1 h 0 m)

INTERFACE
Agent
Admin

AdminSysternConfiguration&AJAXNavigati...
AdminsystemConfiguration;ChallengeTok...

Range (last2h 0 m)

INTERFACE
Agent
Admin

AdminSystemConfiguration&AJAXNavigati..
AdminSystemConfiguration;ChallengeTok...

Range (last1d0h)

INTERFACE
Agent
Admin

AdminSystemConfiguration&AJAXNavigati..

AdminSystemConfiguration;ChallengeTok...

Range (last2d0h)

INTERFACE
Agent
Admin

AdminSystemConfiguration&AJAXNavigati..

AdminSystemConfiguration;ChallengeTok...

REQUESTS
4

2
1
1

REQUESTS
4

2
1
1

REQUESTS
4

2
1
1

REQUESTS
4

2
1
1

REQUESTS
4

2
1
1

REQUESTS
4

2
1
1

MIN RESPONSE
0s
Os
Is
Is

MIN RESPONSE
0s
Os
Is
Is

MIN RESPONSE
0s
Os
Is
Is

MIN RESPONSE
0s
Os
1s
1s

MIN RESPONSE
0s
Os
Is
Is

MIN RESPONSE

22: PLAEH &4t

MAX RESPONSE
1s
1s
1s
1s

MAX RESPONSE
1s
Is
1s
1s

MAX RESPONSE
1s
Is
Is
Is

MAX RESPONSE
15
1s
1s
1s

MAX, RESPONSE
1s
1s
1s
Is

MAX RESPONSE
1s
1s
1s
1s

AVERAGE RESPONSE
0.755

0.5

Is

Is

AVERAGE RESPONSE
0.75s

0.55

Is

Is

AVERAGE RESPONSE
0.755

0.55

Is

Is

AVERAGE RESPOMSE
0.755

0.55

Is

Is

AVERAGE RESPONSE
0.755

0.55

Is

Is

AVERAGE RESPOMSE
0.755

0.5

Is

Is
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Range (last 5m)

Interface: Agent, Module: -, Period: 1 minutes

DATE REQUESTS MIN MAX AVERAGE
11/08/2018 09:17 7 Os s Os
11/08/2018 08:17 o) Os s Os
11/08/2018 0717 0 0Os s 0Os
11/08/2018 06:17 0 0Os 0s 0Os
11/08/2018 0517 0 0Os 0s 0Os
Kl 23 YERE FLS TN b b
L Session Management
Actions List
All sessions SESSION  TOKEN TYPE
Agent sessions BplomfwFIDBVtazX PglwT4ERMitTYPx Agent
Customer sessions I5wVIuBFCWEIni4NUuihddnUVithx8Tc Agent

Unique agents
Unique customers

]

(=T = I ]

Kill all sessions

Filter for Sessions

Just start typing to filter...

24: SN LSRR

Detail Session View for: umdlJrc3smVwEYcLwiQa.J3fUen2j0TM - Admin OTRS

KEY
AdminCommunicationLogPageShown
AdminDynamicFieldsOverviewPageShown
AgentDocumentSearchPageShown
ChangeTime

CreateTime

SessionlD

SessionSource

UserChallengeToken

UserEmail
UserFAQUournalOverviewSmallPageShown
UserFAQOverviewSmallPageShown

List

SESSION | TOKEN
umdlJrcSsmVwEYcLwiQaJJ3fUen2j0TM

VALUE

25

25

10

2018-09-18 15:17:44
2018-09-18 15:17:44

USER KILL
Admin OTRS Kill this session
Admin OTRS Kill this session

umdlrcSsmVwEYcLwiQaJ3fUen2j0TM

Agentinterface

FAKFWQsnOTzHNKrnUmolLDbnHEVPUCGIS

root@localhost
25
25

K 25: SR BEVEN b Re

TYPE
Agent

USER
Admin OTRS

26: b1l gE

KILL
Kill this session
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8.8 SQL i ifi i I

FE—ADTHRRGH, W AT LUE R GEvH5 BAE 7 S s T s BT S A o (HU A I S e Uy )
o P AARAS B 2 R SR SRVRANER e TR AR G s SOt — A T HAT N BEATRA AT -

L7 i) B 2R R T ) ] BEE R L B A AT - BT TR AT R E R P A R C AT
LRFRIRAL D 2 Ah , BT SRR R FH P 42 R o X LU lE RS T e 2 BH 145 B 03 A P B e 3 AT 5 A 2 T4
KRR .

OTRS W HIFE P45 B Gt 1 IR St i v i) SQL A& 1 o & SRVFR Bl PR B s ) » BT 45 S mT L
AR F i A 21 5 5 ) 21 CSV/Excel SCAF .

e R R Seh ) SQL 1HA) - SQL A H Bos /e REE HALN SQL A e A .

Hint Options

# SQL: SELECT * FROM

t (40

HTML

Run Query

Kl 27: SQL &l i 1 G4

8.8.1 #rifj SQL i)

VEf#: MEALA AR SQL R fRE T Ak BN I RE e B o BRAIE LT, I SCRI A, AT
SELECT & .

5 Itis possible to modify the application database via SQL box. To do this, you have to enabled the
system configuration setting AdminSelectBox::AllowDatabaseModification. Activate it to your own risk!

FEPAT % SQL i) -
1. /& SQL A #HE Fr A\ SQL i5H) .
2. dFEa Ak .
3. sl AT Al .

8.8.2 SQL W

AN L BRI, TDME I LU B o b R S I T BOR I B .
SQL * #HEA M SQL iK1 .
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Options

% SQL: SELECT * FROM

40

HTML

Run Query

28: SQL i el /i

BB BN — B LUK 45 R R b fe 22 AT o B b7 BB 2 A BT B

VEMR: RELAE SQL IEA AR TIMIT, MR I BORBRIS SRER: .

g a0 SQL R A A Rk L .
HTML &if 45 R Sos A8 /N AE ) SQL HE TR 7
CSV #rif 4 Sl HiZ 5 7y B M 2l SCA S AL R 3k .
Excel 4t 5444 ] Microsoft Excel 1A%tk i LI R .

8.8.3 SQL /=1l

B RS N B SR — 2845 B 45 R i o HTML

SELECT id, login , first_name, last_name, valid_id FROM users

2 Results
ID LOGIN FIRST_MAME LAST_MAME VALID_ID
1 root@localhost Admin OTRS 1
2 53 Super Admin 1

Kl 29: SQL rify4h

AEPNRPATR TR IRE1 7 B e AT DL T A -

SHOW TABLES

IR users RINEHN , BT EREIRIRGIN 1 I UM &ily C IS A& L »

SELECT * FROM users
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8.9 RAMLE

DRARGA VL IHERI BT o — S A A AT BRI BC B S0 fF , — LB S ¢ JFfEJa
BN SRR E SO ) T 55— S U FH K e o AR R AR SR AT A I AT B AN R, R AR R
TERMEMGE T2 TR BOFE R TAT . MRS =4 .

OTRS i J1 &3 [ ST A TR L B AR SE o AR R GEIC B AT S i A B et O Hong DLBEAT d o
CUEAERTIN DS T B8 BEREE AT A ) FFERCE R RIS DL R BE AR .

PG IR I RE A DA | R R BT TR R .
Z L

A AL E ) A, T DURRA M R L 7 P R SE K . TR R sales@otrs.com LUK D) fiE
MEER RS .

e ] B R G E W - OTRS ik 7 K2y 2200 MCE R E - REUHCE S B0 T R A
L) RGEHC B AR

8.9.1 HH ALNE

A T AR, oA RGURCE B ETE TP S b S OO R R T R R o IR LS A
Kernel/Config.pm FFHNEKE .

R ARGME, BHEPATILADE . LUP ROl SR T ik B, &M EE RGN E

FirstnameLastnameOrder o
1. W EHRHEF AR lastname KELRRANE -

MW AR TR T A BB DA A AR o AR AR R IR BRI AR
AL RAIRANE » XFERMEAFIITE A TR, T DRI TR

4 Q v

Navigate through the available settings Find certain settings by using the Find out how to use the system
by usingthe tree in the navigation box search field below or from search icon configuration by reading the online

on the left side. from the top navigation. administrator documentation.

lastname] Q

FirstnameLastnameOrder

K 30: AL E - WREKE

2. MNARRERAPELFEBE .
3. sl /N (bR DL B A I T
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FirstnameLastnameOrder
Firstname Lastname Specifies the order inwhich the

firstmame and the lastname of agents

will be displayed.

K 31: REMLE - RBNNE

FirstnameLastnameOrder -
@ History (OTR35ystemConfigurationHistory D Reset setting | | % Copy direct link | | £ Add to favourites [# Edit this setting
Firstmame Lastmame Specifies the order imwhich the

firstmame and the lastname of agents

will be displayed.

Default: O
32: AGMLE - EITRE

4. R Wb AE N R B AR B LUV g BB .

FirstnameLastnameOrder

[ Edit this setting

K 33: RLMLE - BiFERE L
sl G RIS B BT DL G A o A AR s /N AE 2 RGBS (LA

o

M WA BEE i 5 — M B g, AR S — M B e L AR Z T, Tk R
(K1 G B

6. SHCCBEE AU o SRt MR IO e e B A ) Esc BT RO gl o IO RS, s 2 i g
S U YA T AR T AT S

7. il BRAFHEHL o WERERAE THES W LNERPEAE 2 IBRAS 2 (I HE .
8. R Al ZEMELAE ) B LA o ROESAEE EIAE R A, 5 B B
9. HF LA -

10. AT LU AT AN AP BT A

1. mily MCE PR SR o WRE S T ZABCE W] LGB i B .
12, USINEBEERE O FAR A B AR S A A DA B o AEIX AR e B A) 1 o

18, R[FEDFHXIEEARE lastname UERBSUSHIBE o & /NEBPHE LN — D ROTUHE, FoRiti
BHOPE .
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FirstnamelLastnameOrder

Firstmame Lastname

FirstnamelastnameOrder

Lastname Firstname

Default: O

FirstnamelLastnameOrder

Lastname Firstname

Default: O

Changes Overview

@ History (OTRSSystemConfigurationHistory)

@ History (OTRSSystemConfigurationHistory)

Frameworkxml Frentend::Base &5

Specifies the order inwhich the v x
firstname and the lastname of

agents will be displayed.

K 34: RLMLE - MiliiE

Frameworkxml Frontend::Base @ =

O Reset setting | | % Copydirect link | | < Add to favourites + Save || x Cancel

Specifies the order inwhich the

firstname and the lastname of
agents will be displayed.

35: RGME. - BHBE

Framework.xml Frontend:Base & =

O Resetsetting | | % Copydirectlink | | 1 Add to favourites [# Edit this setting
Specifies the order in which the
firstname and the lastname of agents

will be displayed.

36: RGMLHE - RAFIEE

You have 1 changed settings which will be deployed in this run. Switch to advanced mode to deploy settings changed by other users,

FirstnameLastnameQrder

Lastname Firstname

too.

Frontend::Base

K 37: RGRCHE - BOE H UG

8.9. RGN E
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Changes Overview

You have 1 changed settings which will be deployed in this run. Switch to advanced mode to deploy settings changed by other users,

too.
FirstnamelLastnameQrder oW FirstnameLastnameOrder HEW
User modification: disabled User modification: disabled
Setting state: enabled Setting state: enabled
Firstmame Lastname Lastmame Firstname
Default: O Default: 0

Kl 38: RGACHE - BEEZAIEI

Deploy

Modified the display of agent name.

Deploynow or Cancel

39: RLEME - MEKE

FirstnamelLastnameQrder
Lastname Firstname Specifies the order in which the

firstmame and the lastname of agents
will be displayed.

40: REGNHE - OB R E
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14, WHEERE, WP H/ANBIERIARE LA o K5 sl EERCEIGH .

Reset setting

FirstnamelLastnameOrder

Do you really want to reset this setting to it's default value?

Confirm Cancel
41: Rl E - EE KA

15. My #iAds .
16. FEWRE -

8.9.2 i/ FATH

RN E B BTN A o ML LW P AR ICR o lEFIL DN INEH Kior
SYBCLE I NIPAT BB o WERBAT 2288y e, JOiEFemt o B o, (FILEL5% 1Ay H QB E s
C Biltn ITSM B sl Bt D IEPFEL , mtas Won I o ERERHMIAL T2 ST DU 7R 8 T Tk 2] (1
TRl .

HRIT A0, WA EHUREk - 55 2 M TRRZITRAZ DD RE QR TCRBATH
o WP THEICEIN, BERARE, AT .

AU IR 45 R SRR BB WOREAREE D CE R TN L, I o A /N S AR A T
o

For example FirstnameLastnameOrder can be found in Frontend — Base.

8.9.3 SAMIT I RL4NE

skt ZEAMA R A AR NG A2 AR DAV ) 2 N3 HE DR
HEFMARLRE
1. il S HNEPER I S TR E AL
2. % Export_Current_System_ Configuration.yml SR B A S RS
3. RSO E iy 44 ) S ERIEPE AR
HEHIANRGRE :
1. i SN S5 4% AL
2. EF AT L yml SO
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w Navigation

* CloudService (1)
* Admin
ModuleRegistration (1)
¥ Core(T)
* Daemon (1)
Log (4)
ModuleRegistration (5)
P SchedulerCronTaskManager
SchedulerGenericAgentTaskManager (2)
SchedulerGenericinterfaceTaskManager (.

SchedulerTaskWorker (2)

M Frontend

* Genericlnterface (1)

» WebApp (3)

K 42: RGURCE K

FirstnamelLastnameOrder

@ History [OTRSSystemConfigurationHistory) | | "D Reset setting

Firstname Lastname

Default: O

% Copy direct link | | 1* Add to fawourites

Frameworkaxml Frontend::Base @ =
[# Edit this setting
Specifies the order inwhich the

firstmame and the lastname of agents
will be displayed.

43: RGRCHE - TR

Import

Upload a file to be imported to your system (.yml format as
exported from the System Configuration module).

Browse... No file selected.

1 Import system configuration

Export

Download current configuration settings of your system in a
ymil file.

Include user settings

& Export current configuration

K 44: RGRCE - AT H

262

Chapter 8. ZRZEH!



OTRS Administration Manual, % i 7.0

3. riili FARGNEIZH .

8.10 ARG &

LV ARG HAG B A AN AN HE SO, DA B H 53 HEA T R e B ol PE A ) b T IR R Gk
AR .

FEBRAE R G A GON IR RN B RE AT OL T > W HTRE P4 B O ik I 2 H & .

OTRS Suvr iy FIFE 3 B 34 ] PR T S AR Vs i) R ST HL A& e U5 ) R 45 45 R i shell o 457 B 63 AT LL
YE T ERA o H Rl sk, BUIRAN S AN S R 78 H RS0 .

LRI & OTRS MHE&H « HEHBUR AL T R AN KRG HERRY .

w System Log
Filter for Log Entries Recent Log Entries
Just start typing to filter... TIME PRICRITY FACILITY MESSAGE
Tue
: There was an error executi in Kernel::System::Consol m
Hint 16:3810 © error =5 T : A 0 '
- 5221085 linux Time: Tue 2018
E ..::I.I will find log information about your uTE
e
Tue
[x] Hide this message MNov 6
1 OTRS-otrs.Console.pl- CommunicationLog(ID:58719,2
B.38: rror . . -
. Maint:Email:MailQueue-13842 = Permanent sending problem or we reached the sending attempt
(utc

Kl 45: R4 H &b
HG P s — TSk - HEeH - KRG HELEAS .

s WRHET B2 HGEH WA s SAEi s N Z I A Mok & ke s H .

To adjust the logging settings of the system:
1. B3| RGNCEDFAE -
2. Navigate to Core — Log in the navigation tree.
3. AEWH .

8.11 RGYEY"

ARG 2T R B T TAE R R A iy o Y55 T S8 I A AEXM SO0 » T3l
M SRS B AT, DLER A AT TR B

OTRS i REUEY B SR IL T RE » AR SR VFE B 63 PR A e HR e 1 11 > e X5 S B 5G4
YEF A AR A T o BeAh s AEVERIR YRS LI, ARV B LSRRG

UL BE RN R LR - REUES S BR RO T ROUE AN REYEy Btk o
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« System Maintenance Management
Actions List
Schedule New System Maintenance START DATE STOP DATE COMMENT VALIDITY DELETE

2018-11-09 20:00:00 2018-11-09 21:30:00 Systern Update valid

Filter for System Maintenances

Just start typing to filter...

Hint

K 46: RGUEY BB RE

8.11.1 FH ARG 4t

B ELH— IRRGYEY
1. i ZE A i AR B R S 44
2. B LITEL
3. sl PRAFEHL -
A B  IRRGLEY
1. /i RGP 5 H RPN RSG5 H s O IRIIH KR o4 s 50 ) B LAL .
2. BT B
3. siih PRAFE PRAF IS it
AR — IR G LD
1. B R g 5 — SR A B b
2. il BAEHL .

M AR RGN T 2D RGYe 4 B W5 I RS HETE I B\ 2198 10 44 FOR 2 1R € 10 R e 4
.

8.11.2 R W E

THEFH] 8 R GYES TR E .
SR ) PR GG TR SR I A .

PERE BRI AT < T DLZEBE T B R A M TR T, S TR « VR R 7
i,

BRIEE WRSH T HOCA, FRER T N —ANEI, 2K BRI S XA .
Z L
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Schedule New System Maintenance
* Start date:
* Stop date:

* Comment:

_:Zgil'l message:

Show login message:

Motify message:

* Validity:

w Edit System Maintenance Information

Start date:

Stop date:

+ Comment:

_::gil'l message:

Show login message:

Motify message:

* Validity:

Mv | orTv | 2018~ E- 15v ;| 34~
1M~ ] oTv | 2018v B_ 15w : 34~
i
.

valid

Save or Save and Finish or Cancel

47: RPN R G UEY b

M~ [ 09v [ 2018v BB- 20v | 00w
1Mv Jo9v | 2018v B. 21v: 30v
System Update

.

There will be a system update at

Friday.

valid

Save or Save and Finish or Cancel

48: Yt RO YEYE B
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List
START DATE STOP DATE COMMENT VALIDITY DELETE
2018-11-09 20:00:00 2018-11-09 21:30:00 System Update valid o

49: MMk RGeYky JF

RGN ETH SR RELET HERE - AREZER, WS N RGICERE

« :sysconfig:‘SystemMaintenance::IsActiveDefaultLoginErrorMessage
<core.html#systemmaintenance-isactivedefaultloginerrormessage>‘

+ :sysconfig:‘SystemMaintenance::IsActiveDefaultLoginMessage
<core.html#systemmaintenance-isactivedefaultloginmessage>*

« :sysconfig:‘SystemMaintenance::IsActiveDefaultNotification <core.html#systemmaintenance-
isactivedefaultnotification*

WoRBFIEE Wik, PSSR B onrE OTRS HIE x5 o

TEEEE RGN T SR, WAETFIR REYEY 217 % SCAKAE RS N G S B iE 4 o
Z
FE R GURC S B E B s BIEE BIOR 1) 2 Ge 4E 5 39 A 38 S P o B B

+ :sysconfig:‘'SystemMaintenance::TimeNotifyUpcomingMaintenance
<core.htmli#systemmaintenance-timenotifyupcomingmaintenance)*

ARNE * BRI BRI AR o WL T BOR B ARG WA BEE BT AAE OTRS A o Kt 7 Bris
B TR I RO AR L BRI KA

BTN XA RIS T8 iﬁ’]ﬂ%)ﬂiﬁmoi_pﬁfﬁ ZAAZ IR T A R REA 0 o ARIE ] BLIE
R mil AR BRA S TR A 2 U R A R BRAR K21 LA T A 21

* Manage Sessions

All Se 5 1
ueagents 1
ue customers 0
Agent Sessions
SESSION TYPE USER KILL
umdlJrcSsmVwEYcLwiQaJJ3fUen2j0TM Agent Admin OTRS Kill this session
Customer Sessions
SESSION TYPE USER KILL
Mo data found.
T} Kill all Sessions, except for your own

50: Zi’l RGUEY - BN
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Tutorials

ARG IR« BOE RGN T — DR RS, BE TR MEEH] .
OTRS it 7 2 A Bl T HKRIECE. « s FEHIAY i OTRS .

9.1 Archiving Tickets

OTRS can be used as an audit-proof system. In this case deleting closed tickets may not be a good idea.
Therefore a feature has been implemented that allows you to archive tickets.

Tickets that match certain criteria can be marked as archived. These tickets are not accessed if an agent
do a regular ticket search or run a generic agent job. The system itself does not have to deal with a huge
amount of tickets any longer as only the latest tickets are taken into consideration. This can result in a huge
performance gain on large systems.

To use the archive feature:

1.

o g M 0D

N

Go to the %ML screen.

Search for the setting Ticket: :ArchiveSystem and enable the setting.

Go to the [14){F-55 screen.

Click on the Add job button in the left sidebar.

Provide a name in the Job Settings section, and select proper options to schedule this job.

Define the ticket filters in the Select Tickets section. It might be a good idea to only archive those
tickets in a closed state that have been closed a few months before.

In the Update/Add Ticket Attributes section, set the field Archive selected tickets to archive tickets.
s PRAHZHL

Run the job. The system will display all tickets which will be archived when executing the generic agent
job.
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vEfift: When you search for tickets, the system default is to search tickets which are not archived. If you want
to search through archived tickets also, simply add the Archive search filter while defining search criteria.
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