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CHAPTER 1
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OTRS( Open Technology — Real Service ) & —MNIFUR I LHAE K R G0, HATVEF2 8 8% P i af f e -1 g
PEIIZhEE o ‘e fE GNU il A3 iEC GPL ) M4k > JFES R Linux P& BTSN o BRI EIvr
ZH TR, A 5 RS A —kem .2 fRex%Z | OTRS 1 !

1.1 K TATMH

SN ETH

AFWHEH T OTRS & RLGY o KT HIR T OTRS #AF M BE o R LU BE 53 B 43 B8 s If » 45 2R B3 S

FEF B RGUE BRI o OIS T admin AR

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

Q

Attachments
Create and manage attachme...

-

Auto Responses — Queues
Link queues to auto responses.

o

Salutations
Create and manage salutations.

B

Signatures
Create and manage signatures.

ANy

B
D

Attachments — Templates

Link attachments to templates.

Lo

fr—
1

Priorities

Create and manage ticket prio...

&

Service Level Agreements
Create and manage Service L...

ul

SMS Templates
Create and manage SMS tem...

IR HRESERAR ]

-

Auto Responses
Create and manage responses...

Queues
Create and manage queues.

F

Services
Create and manage services

o]

SMS Templates -~ Queues
Link SMS templates to queues.
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1. BB E LRG]S BhEA e A7, IR OTRS $RALMME T M P C B fRiIE Do
2. 5% WfTACE OTRS B M HI 1 C SEH] D

XL A B O3 SR P AR ] o N ARt AR A PR B C R ) BT 4 BRI S s IR A
A o fHE BCEDRTH) OTRS 2L B S AN o BATE A E OTRS LLHAT AR B WL 3% &

1.2 i FAT]

vEfi#: OTRS is installed by the Customer Solution Team. Please contact the Customer Solution Team via
support@otrs.com or in the OTRS Portal.

2B OTRS 2N S BUARE « B AE XARGA R IEH TR BMTK

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.

SRJG  FTIFUSHTAS B O3 M PFbk ™ BT BLAS I 2R SEA% F PR 3~ Pt ik o SORGE LTI AF 88577 RS I sE 2
AR A Ak

KT A A tE s WTLME PGP 4] 8iS/MIME AiE-+ e inss o 7 it o

EFRAT ARSI > (EAE AT RE R 2450 ) R GEAS I — 2221 M/elfn 0 o WO REA LRSI BB AL o BT
OTRS 47 —Le4 , (HERINE DL T BcAT & SR M0 o WURFEEE, el LS, JF el ARE /. 4l

TR RGNS A D IR RCEIR S AN DL AL AEUIR S N A R .
BUERE T A Iz e ) o g P e s vl A, 2 R A wl ALK LT .

i g5 N FnZ - R P #S T LA AD 3El LDAP BEAT 5 3 S0 iE 8 o o TEIXLEAHLL T » AT T
EDANe

LRSS N G, B WA DA T AL BRI RO AL o FIRE, WATRLRE R %)
HRIK o

151 OTRS 2%k AL & ARAE M T AR HERE 44 5 (88T B 5 2 2t 48 AT T B S 0 1) ok i NS5 40 o TSR
A MR A4, WICEBIEAST, JF L REN BASI 73 Bl — A R TE N2 44

FEBRERGUME « R 84 A2, ATRURELRE IS o RN ASIL A o — AL I HAT 410K
A RER B BRI BA S R T

BUE , sy LAgsin (A 2l IFAE RIS H 2y PR e AT RIBA A o 56 OTRS 2 2ty
TS AN, AT U] s e AT, AT BB A

S W N T I A TR) i) AE AR R A B
PR AR BT T DM IR PRE A B DR R A% R F 2 AR RRAR

When templates are created, you can set the templates to use in queues in the #ifi  BA%1 or RifFEAR  BA
41| management screens.

4 Chapter 1. M4


mailto:support@otrs.com
https://portal.otrs.com/
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#fqdn
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#systemid
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#sendmailmodule-host
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#sendmailmodule-host
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#timeworkinghours
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#timevacationdays
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BHEARIARICI RS A, IR 2R IHo R o

The customer requests can be categorize into services. If you would like to use this possibility, then create
some JIi %5 and set the %) J1] )" JI%% relations. Furthermore, Il:454% 711X can be assign to the services.

DUE s IR A s s S mT LS N 22 2 IR 55 N B3 B T N o s mT DUAE T FLIi o 4 o R AT I
fE .

LIRSS N G AL, T LLBCE s AT S
OTRS A o A5 PEANI AR G2 mT LIS 22 7 B 9 > AT AT UG 450 213 (ACL) b

W RAS T8 58 P AT 48 AF > W] DLl A Wb 8 o A 11 20 AT 25 AR b sl sl o R it 7 iy 2wl DL A 3l
OTRS R RLEIRAE o A AR HL7~ M AT DA R 5 SC— SRR A 2 D10 e s ok A shFAb BEAT 73 K o

WEARAMNE R G 2 OTRS 4k, Web %5 FAER A -
BOATEILT » OTRS A VZIIRE ER B AT LI i 3 HI AT (04 21 223k Y R DI RE o
AR K RS O B AR R SRR

e ST LAY EAMN B FHI  00  FE SCOUIT AR S 3T UE SRR AEAN RN 53 S )
JUIRSS HK .

1.3 b OTRS &%

The next chapters of this manual describe the features and configuration settings of OTRS more detailed.
There is a separated manual for Configuration Options References, that gives you a good overview of F %t
fic ', that can be modify the behavior of OTRS.

1.3. #l OTRS &5 S


https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/index.html
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2.1 [

X AEAT R AL, 30 A AR5 ) 25 1 RN AR IR 25 B 55 2k BB AL P ]

OTRS " LLAEHE IR 2 (1 C PDF « BREE ) JFa] LU e ATHRIB IRAR o AR SS A BAAS TG 2 2
PR AT B RO Ut AR B Al AT I A A A0 SCIRAREAR
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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. T — SENDER VIA SUBJECT CREATED
Wyle ’ -
1 Phone | User cannot login to his 10/06/2018 11:44
Coyote

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

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 X

and 0S).

Mark Print Split Forward Reply

The user reports outlook will not accept his password.

w Linked Objects
none
i T
K 2.1 THPENE i
[ Attachment Management
Actions List
[+] Add Attachment NAME FILEMAME COMMENT
Product Manual troubleshooting-
Annex guide.doc
Filter for Attachments
Service Agreement service-agreement.pdf

Just start typing to filter...

K 2.2: BHEE BB 4

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: Talldzas... Mincs kijeldlve fajl.
* Validity: = valid

Save or Cancel

2.3: N INBRAE e

A B A — AN
1. sk BRI — AR
2. BB .
3. siili PRAFEL RAF I 58 it

Edit Attachment
* Mame:  Service Agreement
Attachment Talldzas... Mincs kijelolve fajl.
» Validity:  valid

Save or Save and finish or Cancel

K 2.4: BN IT B
AR AN
1. B R g e — S A B b
2. wiili WIATEHL .

VR WERRGE NI T 2 AT A v S SN A4 ROR R E (R PRA

2.1.2 [ BE

AN R L BRI, TR DU B o bR S I T BOR LI B .

ARR* BRI ARR o AT DRI BOR S AT TR R 0 74T B KSR o SRR R AERE N
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

2.5: MHIBR BB 4

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 AEGRHELF A P AN IBT SO R 7 5 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

PUHIE W RS 0T 58 P R FE R TAE SRR B CEEL o WFHRME AR5 o AR R R Ad 52 i i £
AR Oy » AR IEAS BAEMC BN KRG LRI % R o

OTRS AV EAE 235 K G S P % 725 ) 25 2 SR AR RIS St > A ORAATT )3 SR IEAE AL B AT S 37 80
W,

Automatic responses can be sent to customers based on the occurrence of certain events, such as the

creation of a ticket in a specific queue, the receipt of a follow-up message in regards to a closed or rejected
ticket, etc.

A FH O 5 s o 9 Sl i B BAAE BA SR AR A o BRIARSOL R 5 il OTRS e to & — L8 HEhWINY. o A )W N
BT TRBCEALR H SN

@« Auto Response Management
Actions List
[+] Add Auto Response MAME TYPE COMMENT 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 to reiect lid 09/18/2018 09/18/2018
. . auto rejec vali
) " rejected of a closed ticket) L 15:17 15:17
Just start typing to filter... X X
default reject/new ticket created (after 5 by/ 09/18/2018 09/18/2018
. auto reply/new .
closed follow-up with new ticket . ) valid
L ticket 15:17 15:17
creation)
default reply (after new ticket has been . 09/18/2018 09/18/2018
) auto reply valid
created) 15:17 1517

K 2.6: [EZN N B

2.2.1 & AR

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

Kl 2.7: I8N H sl 1 5 4

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

] 2.8: gk A 5l 4

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

ZRR T BB AR o W BLE T B R B R AT AR KE PR o SRR BoRAE MR
ts

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 [ 3 AR

FESCA A AR B w] DU T AT MBS o A, Bk OTRS #5348, 7E2E UM B 4 OTRS # 4t . 78
CUNIT RN CORART BRI R A HR B R R T AR YR A K .

#ltn, A5 & <OTRS_TICKET TicketNumbers> ¥ N T Hgi=, RUFBRASU NS .

Ticket#<OTRS_TICKET_TicketNumber>

Bl IXAPREY N -

Ticket#2018101042000012

2.3 Lk

AR T RAGEFEER o« —IK TR REHR 2 2 00T o RS G LU & et Lt g, LA Bhik mie
J7 B PR A 1B AT IR SR B 00 ORTE o BREAX L S LS AT SRAR R T2, Jf HLnT LApRage b 3 e
fl

OTRS $fft 77— AL T BN LA SE H N AT AT R GER AL BLIX UL S5
* Blue: very low
+ Green: low
» Grey: normal
» Pink: high
» Red: very high

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 2.9: Azl AR B
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P HE T Hetl b 1 IDC ARFARM 1D 24 1 ) SRS ARIN BACHX kL o OB e B E o K

fHEHT PR 1) RGN 64K o BT i) OTRS el & TANBRIA e « “DUSBZAT B Bedide TR BEE AL
PG R R H]

_ Priority Management
Actions List
(+] Add Priority NAME 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
Just start typing 1o fiter.. 4 high valid 09/18/2018 15:17 09/18/2018 15:17
5very high valid 10/12/2018 09:51 09/18/2018 15:17

Kl 2.10: DLoC 205 2 b4

2.3.1 EHLLEH

VEAR: ARG A E PLE AR WL AR AR UL S SOE BME T 4% T BRI

ARSI MK -
1. gl ZE AR i) A 4L -
2. HEBITB
3. st fRAFHEHL -

Add Priority

x Mame:

* Validity; ~ valid

Save or Cancel

K 2.1 il 25t 5

B RN RGH MRS HAEM IR AR EIE TR E o ol I T oRE e .

M BRI R GRBIE 5 MUSEREEAT, IFFB ] 2T 6 MESeHARFFAZ AT REMAEH] .

A B E Y -
1. sty R — s .
2. BB
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3. sl PRATER RAT I SE et
Edit Priority

* Mame: 1 very low

* Validity: = valid

Save or Save and finish or Cancel

K 2.12: gwiB Al 5t 5

FEff WERRGEPIIN T 2GS, NN EHIE I AR BIA] A i e B ks i I sE 2% -

R SRR B A LB AR IR R AR R S 5 S i LT 2E I -
DRAFIF LB SEHr N SE SO SR S S 1 B

ACRAE > TEEF NS EAZIR S22 i e - EHd 2 T30 58
WO BOH M RAE .

#i%:  Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.3.2 i

A e AL DEURINS T LME I DU B o AT LS (P BUR I BL

SR BRI A TR < T LZEBE T B M TR T, RS T RERI A . P R Y e
i

ARNE > BRI BRI AT o WERIE T BB ARG AR SR BT AAE OTRS A H] o K b7 Bris
A JEAR R W SR AR L E BRI (A

2.4 [\%

A5 BE—AN TAEZS A I B ARSI R BE S0 « A0 3BT TEER ST IR TAE » A LA T o oA 4]
A T i 75 AR K 33 SR b A B A H RO o

OTRS 44 HI BAF1 A S5 (A AR AL 254 o BA BB AL T — i oK 1 5 3k o3 TR TAE 7 e 5 S B «

i I B 2 1) RGN INBA A o ZEHT ) OTRS “2erh s 1 4 NERINBAAI : raw . junk .« misc ¥l postmaster .

IR E SO UE SR WP AT A A R AAEAE raw BRI o Junk B W] AR BRI o “BAAIE
B BiffE TR BRI o
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Natice

This priority is used in the following config settings:

m ExternalFrontend:TicketCreate 8P riorityDefault

ExternalFrontend:TicketDetailViews##PriorityDefault

B FAal:ApprovalTicketPriority

PostmasterDefaultPriority

® Process:DefaultPriority

m Ticket:Frontend::AgentTicketBulk##4PriorityDefault

® Ticket:Frontend::AgentTicketClosed##PriorityDefault

® Ticket:Frontend::AgentTicketEmail###Pricrity

® Ticket:Frontend::AgentTicketFreeTexti##PriorityDefault

® Ticket:Frontend::AgentTicketNotesf#sPriority Default

m Ticket:Frontend::AgentTicketDwner###PricrityDefault

® Ticket:Frontend::AgentTicketPending#dd PricrityDefault

® Ticket:Frontend::AgentTicketPhone###Priority

® Ticket:Frontend::AgentTicketPriority### PricrityDefault

® Ticket:Frontend::AgentTicketResponsible###PricrityDefault
m Ticket:Frontend::AgentTicketSMS84EPriority

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'.

# Queue Management

Actions

[+] Add Queue

Filter for Queues

Just start typing to fiter. ..

Save and update automatically Don't save, update manually

K 2.13: fLoEg 5 UEXHHE

List

NAME GROUP COMMENT

Junk users All junk tickets

Misc Users All misc tickets
Postmaster USErS Postmaster queue.
Raw USErs All default incoming ti...

K 2.14: BABIGE B R e

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

AN BAF -
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 B — N BAS) «
1. ABAIBIE R —ANAS .
2. BHUCFE .
3. i RAFEL LRAT I 58 AR

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 .

15 . Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.4.2 P\AixE

AN L BRI, TDMEFI LU B o b R S I T BOR T B .

YRR BEBRIEI AR o AT AR T BOR R AME AT R B AT B RS TR o A FRR RO EME AR
S

SCEAF AT LSBT BAB R BRDBT BAB A I A 1 BAA o T0RE ko o SCBAA:: 5~ BAA
A * w] AR prae ity sl o 1A BABUAIR 55 N 5 B 7 Y™ 2 1) B A B e

R IN 2> B BEBA S b T4T IPIRAS H L BIUE R T R /2 BEE A0 BhBUs A SRS - 8 0 ¢ BRIk )
FORILIASI A 1 T ARAFBIUE o

THS% = B RN TR C 2 BRsle D BRS5 N 55 % P B AR 2 AT SR VF IR s K AR IR

Va5 (D e Vi & N ol 24 i A S R £ N O A = /U ) A T

TH4% = SOBTINTRNC 23 BRg ) IRS5 N B3 IR 2 1A SR VR IR S K A I )
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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
2.17: BAAEALE X TEAE
T = eI Ta) C 2350 D A T 8bRic b O vk 2 B Fo 4 1B 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
-

Tfe IZRBESERHTITC AR TR .

44 The follow up will be rejected.
Z

See [z, chapter for more information.

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

2.4. B\%
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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...

P 2.18: FELBASI) H Bl Wi

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

2.19: BEBAFI IR B BN

2.5.2 pAF| Az RE

e — L BB N Fogs — BB, DURBEE R o

auto reply-F3)j[M|5Z This automatic response will be sent to users, when they send a message to the
queue, and the message is not a follow-up message of a ticket.

auto reject H44i4t This automatic response will be sent to users, when they send a message to the
queue and reject is set as Follow up Option in the queue settings.

auto follow up-H 3t This automatic response will be sent to users, when they send a message to the
queue and possible is set as Follow up Option in the queue settings.

Hah[A[ =8 1T 5 This automatic response will be sent to users, when they send a message to the queue
and new ticket is set as Follow up Option in the queue settings.

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

vEf#:  Auto reply, auto reject and auto reply/new ticket mutually cancel each other based on the [\ 41
settings. Only one will take effect per queue.

2.6 ) fixify

WAIARHEAL T SR R 7 T o 55 7 AT RET AN B 7 EEAVKIE S (AR ) o

OTRS N4t 1 A4 — A BAS G AR AEAL IS K 50 75 1) T - Queue Settings: Il i ih « Fific MI%E 4
rhE SR P A A Ak T Do 2 R e R b A H IR A

I {1 ] AR B — N AN A o T TE AT T0) TR i A5

8 FH 0 B 1) RGN N I i o BT i) OTRS $EE LB S brAER) ki o ) iB 8 B T TRl B4l
L

2.6.1 &P n)fiE

A LI A M
1. il ZE LA R A0 i) o 15 42 L
2. WMBLIUFEL

2.6. [ fxik 23
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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...

Kl 2.20: W55 B b4

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:

[==1] —

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

# Validity: | wvalid
ol

Save orCancel

2.21: NN G E B 4

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

2.22: L MRS 5 4

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.

[ 2.23: ) iEAr

’Dear <OTRS_CUSTOMER_DATA_UserFirstname> <OTRS_CUSTOMER_DATA_UserLastname>,

B, XAPRBEY TN -

’Dear Lisa Wagner,

2.7 5500 ML

Your organization must meet the time demands of your customers. Timely service matters. Response to
questions, updates on issues, and solutions must be provided in an agreed amount of time. The agent must
receive notification of possible breaches, to prevent ticket escalation.

OTRS w] LRI Hbish e 8 75 3K » IR RS K ¢ SLA DA BE . OTRS A4t T B A 2 i 57K
SRR AT REPE R o T AT IR S5 B K o BEANSLA WTLAR RG22 AR SS I e SUIRSS FITHE i AT
HPE «

A 57 4 1T 1) R SIS IR S5 O sl o BRI DL > B OTRS e AU S AT AT Mk 55 e il « k552
SR SCE BB AL T TR B AL RS o BBt

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. W55 27


https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/core.html#ticket-service

OTRS Administration Manual, %1 8.0

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...

Kl 2.24: BRSPS s 21 5 4

2.7.1 & RS Zo Pl

FEAR: A INSS GO I CER B AHG D IRSFIS I B R GE T o AR 55 DEdh BRI 55 -

A BRI — IS5 G P
1. 2L N SLA $41
2. W TR .
3. Al CRAEFH .

By TIENRGH MRS 200 Uh3 o HREERDHS AR IE I B okl i i JE ROk = AT .

A B — ARG N L
1. SRS GO I F 2 i — ARG5S SO sl .
2. BB .
3. riili PRAFEL RAF I 58 it

VEAR: R RGN T 2 ARG GO PR 5 A e D A o B N v ) 44 PR R S A IR 55 2
.

2.7.2 590N A

AN R L BRI, ATDME I U B o BT R S I T BOR T B .

SLA * MBI ARR o AT AFESL 7 BUR MR R SR B 74T, GRS TR o MR B e R
SU

MR55 EFEEIIELT I SLA [ — A s ARG .
FI D5 a5 SCHBAAI AR R H 3 o HIDHE RZERCE g o
TH - XM NI C ke ) g5 N 53 58 IR AR T SRV I K AR ]

TR T RSSO\ G20 A ) P S R BTSRRI ) AN 2 il

28 Chapter 2. T H.ix'H



OTRS Administration Manual, 17 8.0

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

K 2.25: N AR S5 o P is b e
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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

Kl 2.26: g4 1 25 200 DSt
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TH4% = OB TR C 238080 ) RSG5 N B3 IR 2 18] SR VF IR e K AR )
TH = Uik ) C 2008 D AR T RBRIC D CAR R 1T SCVF R B K AR I A

VAR WAREDFATIT L, R AR A S EE .

ARNE * BCEIE BRI AR o WERIE T BOR ECY ARG WA BEE BT AE OTRS A o Kt 7 Bris
B JCRE I R AR L BRI KA

FERE BRI IL e AR o O T R SR SR I BURTE O AT SE R ) T IR BRI IE DR
W s LR

XPTEHEN L WSR2 P ARG TNk £k SLAC AAEAMBA G S T ) MR .

2.8 k55

X HRSS G (3R K AR 52 S e (IR 55 HEAT 2228, DLIEAf LI 3R S B BAKAL B i) L o RN SR T IR S5 A
SAHR T LAAR BRA RE [)8E o R = 2206 Gy ) B8 YR PR il AL S ST P B2 R ) ) i 55 A B T O0 i) REEREAT
FIFELLIERIIHTEA

OTRS AVFASI A& 2 P S MIBTAT IR o IXLEIR S5 AT RERH e 9 B 55 200 P> DARA DRARE 55 )
PSR

A4 L BE R 10 RGN IR S « BRINEDL N Bt OTRS RN S MS o RS E BB R0 T T
B s pget .

a« Service Management

Actions List

B Add service SERVICE COMMENT VALIDITY CHANGED CREATED
Mo data found.

Filter for Services

Just start typing to filter...

K] 2.27: IR% & B b4

Z L

To use this feature, Ticket::Service must be activated in the R4 % 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 HHRS

AN A RS
1. mih ZE AR i AR 5 1
2. HEMIHTB
3. miih PRAFHEHL .
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Add Service

* Service:

* Validity: ~ valid

Save or Cancel

K 2.28: s IR 55 b

Bl EENRGTMERIRS: o R BRI AR I A ek N e ROk AT EATT .

A B GRS
1. w55
2. BB
3. wili TRAFEL PRAFIF5E AL

Edit Service ; Test service

* Service:  Testservice

* Validity: ~ valid

This is a test service.

Save or Save and finish or Cancel

Kl 2.29: Yt IR 55 bF

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

#: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard

filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.
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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 LW B E ALy fr) ity AH R T H » O B HEAT— AN BAA B AR AEAL A5 R 5 - Queue Settings:
T AR ANZE A e SCHY A AR LS AE I AT A DR o R A BB e AL L P

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...

2.30: 4 BBt

2.9.1 HHY

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

* Name:

b B I US

Format - Font

# Validity: | wvalid
ol

Save orCancel

2.31: ININZE 4 %

[==1] —

A- - I, [o Source ) 1

Chapter 2. T ik E



OTRS Administration Manual, %1 8.0

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

Kl 2.32: gmi 254 it

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

35



OTRS Administration Manual, %1 8.0

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=

K 2.33: 4455

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

Best regards,

<OTRS_CURRENT_UserFirstname> <OTRS_CURRENT_UserLastname>

Bt IXAFREEY N -
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Best regards,

Steven Weber

2.10 FEfE K

N DA L R R 5% s B S BOGVE A OTR SRIBCE T HEAF o RSk, 7% ) Tovk vy Ta) B R (1)
THOUT > 2 TR AP ROCAR .

OTRS R JfE1E A =ik 3ett » JF ARVAEE BB IZIB AT B, S5 7 fE—Ff .
TGRS — SO ERIN I SOAS s AT B A R R 55 N B3 B PRt 'S5 T PR s B

A P LR B SR D] T B A5 (K AR AR o BRI LR » Bri0 OTRS 2 AN B AR R AR AR o J A5 BEAR A 2L
BRI AE TR AL J S RO b R 3)

@« Manage SMS Templates
Notice List
TYPE NAME COMMENT VALIDITY CHANGED CREATED DELETE
To be able to use SM5 cloud service in OTRS, No data found.
you have to activate it first.
& Activate SMS 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
10 queues,

Pl 2.34: e fa AR B B

2.10.1 I AE R

AR A OTRS FAEHIMAE RS » 2E JodfE 2 155 Bk EIEE -

Motice

To be able to use SMS cloud service in OTRS,

you have to activate it first.

= Activate SMS Cloud Service

2.35: Pih ks =~ RS

A LI AT AR -

2.10. JH{SHIR 37




OTRS Administration Manual, %1 8.0

1. R ZE ML rp i S A AR
2. HE B
3. wili TRAFHEHL -

Add Template

& Type: Answer
* Mame:

% Template:

* Validity: = valid

Save  or Cancel

Kl 2.36: ¥ IR A AR

A LG — N RLATR AR -
1. S RS BAR S 2 h ) — AN RS B
2. BT .
3. i TRAFEL LRAF I 58 AL

H LB — AN AR AR -
1. A RS AR 51 2 b g 3 3 LA
2. i AR .

VEME R AR GG N T 2 AR AR D R T i A BN A% P BRIV A R R PR A AR

2.10.2 e {F AR B A
ARG AL BRI T DME ] DU IR o AT LS P BUR T BL
FA > AS[RSERL A BT AR H K o BT LU

(IS A T BRI AR A S o A Sl R A [P SR T Mg
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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 2.37: i A0 A AR e e
List
TYPE NAME | COMMENT @ VALIDITY | CHANGED CREATED
Answer Test valid 1001602018 11:11 (Europe/Budapest) 10v16/2018 11:11 (Europe/Budapest)
Pl 2.38: JIHIB A A A e e

DELETE
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s Rt s T
SRRFEAE T T B BRE A0 T i B ) 2 7 T RSB A

PRR BRI AAR o n] LA T B AR TR I AT AR K PR o MR s e IR
S

BRI A3y FL P R L1 SR LESC o

Wi BT DUAGR R RSO BV 918 DM PAF o (HUE, WEREAIKELL 160 74T, A BIIME
SR E N 163 AN FAFIIER s SRJF AL BAE NI THL o BA BRBCR Rz HI7E 160 DN FAFLLA .

R R BRI E . AT A A C TRy R s AR AL Ry AN RN SRR LA — e

ARNE > BRI AN, o WERIE T B B ARG AR SRS ET T AAE OTRS A « K by BL st
BN JEARE I SRR AR LR BRI A

VERE R BEAS IR R o T SR LR T B S i A e R R T R B A, DA TR
s BoREME R .
2.10.3 JEE AL &

AESCA A AR B ] UGV R EAT ML R, « A, FKOh OTRS Fr%%, EZERGH SN OTRS i o 7£
CHSITORT WA AR R A R B (4 AT BRI

lln, A5 & <OTRS_TICKET TicketNumbers> ¥ N T H4iS , AUEEBRAEWTHE .

Ticket#<OTRS_TICKET_TicketNumber> has been raised in <OTRS_Ticket_Queue>.

Bt IXAFREEY N -

Ticket#2018101042000012 has been raised in Postmaster.

211 JofEhit BA%I

R S AL TR BB, s 73 BOB KA 5 5K > AT RES IR BEBUHAR BR 17 Hh > DG e 2R A7 AT BA S A= R
S RA .

OTRS il 5 HEMS R RS 38 4 A REL AR AR P 80 A A 60 35 A O T PP A5 LRI BRI 5 AT Aff PRk 2845 L B 5 1)
L IRRIL &N AR

A B — BN RASBRARS INB A e BB o B GRAA T CRR B E A RS BASIAR
Berpr o

2111 FEAEARR BAIIERR

ARG RAE B g — D e AN A -
1. il JAEREAE R 1 AR
2. LEFE ISR KIBAF
3. niihi PRAFEL PRAF IS8 A%l

A LR BB I ey AN N RAR AR
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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="

2.39: M AR i

# 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

P 2.40: &7 B ASBEAR S5 BABI RS R 3R
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Change Queue Relations for SMS Template Answer - Test

QUEUE

Business Process Management

— ACTIVE

DirectSales
DirectSales:BR

DirectSales::BR::Registrations

DirectSales:CN
2.41: BRI OCEE 1 A S

1. middi BB ARSI
2. JEFEELASIMBAS B R A AR
3. wili RAFEL PRAF IR 58 et

Change SMS Template Relations for Queue Postmaster

TEMPLATE L acTivE
Answer-Test [

Save or Save and finish | or Cancel

Bl 2.42: B TBABI ST A A7 AR -

VM WERARGE NI T 2 AR S N A AN ZE PR A A4 R, BIVAT AR o g A ME 4R 2 (R e
ETEIN I

AT RLLE AN B[R] I 23 BE 22 AN AR RO B A o 3 4h s AESRIRBE S f iy — AN RS B B — AN B KA
AT TT S o0 KL AR AR5 4 G A BA B e

Beitrs i) BAS SR AR AN B B S5 e [ B2

2.12 k&

TR SRR AT DL T AR JRRRUHRIRE R SV RESR AR o PP AR 55 B0 B T AT B -k
BIUARRIFRFFIRS G 1iatT .

OTR AT T AR DR 25 (1l 55 N AR 28 T8 1E A AL BEWIRLE T8, WRSE R AL BE o ghhh, vy DUTE L T
R R e A R TR AR JF HL AT EUAEATASCGRAR « BAAUAI IR 25 B S AT ML HE

Fise e PR IANRE o ATLLASINE 2 BPRAS s (HIZBEER YR L LIRS T A, T HoK 2 Bl o0 T2 LA
i AL AEAT I DL

BRUAREWF -
closed successful-i Il THOL5E « 2R T — AN IR R T % .
closed unsuccessful- OGP TR EE5ER « ) A 153 B o 7 R ak g o 5 BA G
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merged-C A3 TN EREARR) TP .

new-#ig Tl A, WA SRS AR .

open-AbEEH T HCYFTIEAEATH o K P RIS N A HEER «
SEAF BB K AEBIERE R FLR I, TR RE R B O

SR BRI H] TERNIAREARBEIS A1, T HORE il i Bk ARIBOCH

HoREEME BAAF B[R] J5 AR B T

removed-CUIHBR T ARG T HER

s BROAEEOUR 5 BER /NI DY 020 B 2 — R ) TR o XN ERAS IR 2 i () 02:45 |
04:45 . 06:45 5555 o 1ZAT5 T LA E R/ DI2 AT, 78 REE AN KA BRI TICE -

A8 U B 1) RGO RS o BRI DL N > B OTRS e & JLANIRES o RS BB L &4
/Ny 82 ST DA I

w State Management
Actions List

[+] Add State MNAME TYPE COMMEMNT VALIDITY CHANGED CREATED
closed successful closed Ticket is closed ... valid 09/18/2018 15:17 09/18/2018 15:17
e ——— closed unsuccessful closed Ticket is closed ... valid 09/18/2018 15:17 09/18/2018 15:17
feriantates merged merged State for merged ... valid 09/18/2018 15:17 09/18/2018 15:17
Just starttyping to fiter.. new new MNew tIC.kE'( create... valfd 09/18/2018 15:17 09/18/2018 15:17
open open Open tickets. valid 09/18/2018 15:17 09/18/2018 15:17
pending auto close+ pending auto Ticket is pending... valid 09/18/2018 15:17 09/18/2018 15:17
Hint pending auto close- pending auto Ticket is pending... valid 09/18/2018 15:17 09/18/2018 15:17
pending reminder pending reminder Ticket is pending... valid 09/18/2018 15:17 09/18/2018 15:17
vdate the states in removed removed Customer removed ... valid 09/18/2018 15:17 09/18/2018 15:17

http://otrs.github.io/doc

E
i

K] 2.43: IR HLHE

2.12.1 li’lj(lu\

A AR
- ZEMA RS ) AR LA .
2. BTGB
3. wili fRAFHEHL -

Bl EEARGTMERRE o R BEEE s AR IR A ek N e ROk I R AT .

A E IR
- RAPIRES IR RS
2. BB
3. sl PRAFEL PRAT IS8 idacll
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Add State
* Mame:
% State type: ~ Closed
* Validity: = valid
Save | or Cancel
K 2.44: FSIIRAS B
Edit State

* Name: new
# State type: | NEW
* Validity:  vald

New ticket created by customer,

Save or Sawve and finish or Cancel

2.45: YPIRAS HE 4

VEMR: WRARGEPEIN T 2R AT v S B A R R E RS

T B R G T IR A 46 OISR P 05 R DL P50
(RAEIEEI AR 0T O T2 Ml B

AARAE, FENTH WAES FRE TR MR E . TR HET 5w .
WO B IR .

# . Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.12.2 REWE

AN R L BRI, TR DU B o bR S I T BOR T B .
PRR* BEBERII AR o T LAE BT B A AT R P AT WA RS TR R o SRR s RN

o
RESHRI > FAREHEEIE R A RB, WA PRSI RE , WF IR %KM o DU KA
CIPEEE

« 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

2.46: RN THHE

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

Cancel

2.12. K&
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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.

Kl 2.47: BRI 4
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2.13.1 BT

VEMR: A5 BRI  f5 EOEAE AT R QU AT

AN AR
1. gl ZE A i A InBEAR F .
2. WHELITFRL
3. widi TRAFHEHL -
A G MR
1. AR S ) — AR
2. BB -
3. st RAFEL PRAFIF5E EdZ AL -
AR — MR«
1. bR 51 A b SRR AR
2. widi #IAEHL .

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

tEfEhht To be used for writing an email to a customer user or to someone else.

R HTPRAEIH ke b .
7% To be used to create notes.

HLTE T IR AR H T .

MAEXTIRHE To be used in process management to pre-fill text of articles in user task activity dialogs.
BRR* BB AARR o W AR BT AT R B AR, AR RS S RERIE RS o SRR BORAERE IR

ts
T8 The subject of the article added by the template.
TRTT iR N AT AL B 2 A A R o wT DAEEHT LR 59
g5t B EUR AL 2 A E F 3 SN .
TRE AT R e R B
i R U AR A

Fili The body of the article added by the template.

2.13. 5k

47



OTRS Administration Manual, i 8.0

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
K 2.48: s ISR b 4
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
Kl 2.49: i fHASRR B 4
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]

K 2.50: [ RRASEAR S

2.13. Hikx
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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 2.51: itz &

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

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAPREY RN -
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Ticket#2018101042000012

2.14 itk PR

SRR AT A N 2 AHECLIEAL o PEUE » “PRAEAERB AL 27 ol “dnfaf R 4= thi SR e A1 ?” o £
SR T REIEAE A RS I AR o BT IR I A SR LI 2 R .

OTRS (& REM X ILHEAT AP, O b (A PILRCM— 22 ¢ R MR O » FF PR U A T 1 8 ) B FROASEARC
IR 4 PR — A s ARSI B — A el MR o EAERT I RE T EAE RGPS 2= D — AN IR

AR o BB T CARBCE AN B IR .

a« Manage Template-Attachment Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES

Answer - empt'," answer
Answer - test answer
Filter for Attachments

Just start typing to filter...

ATTACHMENTS
Mo data found.

] 2.52: & PIALBCRI PR F 1) R Tk

2,141 FEBA BHFOCR

A EAIN— LE B 2 AR
1wy * B> B g — AR .
2. P BRI (K A o
3. sl PRAFE PRAT IS8 Al

Change Attachment Relations for Template Answer - Signed contract

ATTACHMENT

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

Save OF Saveand finish or Cancel

Kl 2.53: 1B AR OCIER (1 R F

AL LA 222 AR -
1. widi PSR AN
2. JEFFEDR UL BT SR 0 2 AR
3. sl TRAFEL PRAFIFSE AL

2.14. it P
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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

2.54: MEEPHEICIR AR

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

2.55: 5 BBLACIBA A1) (¥ 515k

2.15.1 IR BAFIC R

AR — A BB 53 e — AR :
1. mahy = AR 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

K 2.56: 2 R G KI BA S

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

Kl 2.57: PEBASI IR R

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 walid O%V18/2018 15:17 OV18/2018 15:17
Filter for Types
Just start typing to fiter...

K 2.58: AL B b 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! =

Kl 2.59: FAM BT

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

K 2.60: SNSRI 4

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

AR A

54

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

Kl 2.61: g1

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

2.16.2 KA HE

VSRR A N LRI R B0 o A5 S0 B R B

R LRI o T DR BT R MR T RS TR . 4Bl B R
i

FPMCYE * BT AT R o ISR B T S AT WA BT I OTRS T A . itk 7 B it
B T I TR L 7 S
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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

B 3.1: G B S

[ Source Q) 9% 9

58
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Also send to customers in groups Select this checkbox to send the message also for customers in
groups.

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

EEV e P 1 VT
IE3C* T ERIESTNE

3.2 JRAIE RN

B AT RESHUA R PO IS o — BAEH DR i T — N TIEy  ROm AR IE R -
o FEBT AR B I A
o FERGHHE
o fEFEZAT, FEh R

AT DL R 55 N DL B ER FRAT K B

OTRS appointment notifications satisfies this need. Here an administrator can easily set notifications with
general rules, including trigger events and filters. Afterward, appointments fitting the bill notify the correct
users at the correct time.

A T 55 ) 1) SR GEAS NPT S0 o AEHTH) OTRS 22k, BRAG LU T O INTRL S Bl 50 o Ly &0
PG T AEAE AN AL PR AR

@ Appointment Notification Management
Actions List
o Add notification NAME COMMENT | VALDITY = CHANGED | CREATED EXPORT = COPY | DELETE
. — Appointment valls 09/18/2018  09/18/2018
= Export Noications reminder notification 15:17 15:17

Filter for Motifications

Just start typing to filter...

Configuration Import

juration file to

m. The st in .yml format
ted by the appointment notification

Tallézas... Nincs kijeldlve fajl

|| ovenwite existing notifications?

& Import Notification configuration

K 3.2: THZIE S0 H 5 4
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3.2.1 TR 4

A BRI AN TR BN -
- R AR AR S I A
2. %M Appointment Notification Settings [ BHH 5 A 7B -
3. riili TRAFHEHL
P L S VPSR
- RTINS R AN TRZ SN .
2. 1% Appointment Notification Settings i B & 250 7B «
3. riili TRAFEL ARAF I 58 AL .
A EMIER S TRLE N «
- R HN 5 b A KR
2. sk BAFA .

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

3.3: MR T3 i o

A B AT R TR 3B AN -
R MR S e s
2. (EVIENLPIERE— /M7 & LURTF Export_Notification.yml 3 «
A1 EL T NI -
6 ey 1L AR (I (IR <51 S
2. iz't*x*/\?ﬁﬁﬁ%u”jﬁ’ﬂ yml XA .
3. WUREE SR IATIE AN, 1 Al E SR EATEAN ? SRR
4. pidl S AIHA Dﬁﬂaﬁ?%ﬂ o

3.2.2 AR E

ISINE GBI R, ATV DU RS - A RS I BUE M IH T B .
Z:

Rl ST OTRS 2 & FERIA LY SR 1

LR P FIL) 38 50 B

YRR BEBEIEI AR o AT DT BT R AT R B AT RS TR o SRR R AR
S
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Add Motification

% Mame:

Mo

walid

3.4: FAEMBCE - KA

VERE IR B EAS IR o O T A, IR SR I BORTE i A e B R T I B IE . DDA TR
MR s IR

FEMRSS N G e B LR o 5 SCE AN T 72 IR 45 N B3 i 2 B0 P Sz o ml DU AT LR 2B 0 -
17 WAL BIREMRSS N ST BEE T o a2 RT3k B R AR 4 T A 45 & 5 RIS N .
& JHAURE SR AEIR S5 N DA i 47 BEE P AR R o MR ST N BT DUE R I BGR H -
s, HFRFE /DA A% o WA BoRTEMRSS N B il v E T, HE DT E A
WEITTVE o Xk AAFRSF LI R SR .
Appointment natifications

yse for which kind of v

appointment changes you want

.
m
(a]

MOTIFICATION =

* Appointment reminder notification to receive notifications

 3.5: A N TR R

B2 N PR B AR KA ST AP IR A (R B B A A3 A 5 AR 3 B

1+ BTV AR o A T BB AT A VBN A OCFE OTRS Hh i . 4517 B i
B TR W TR I R

R

w Events

® Event:

Here you can choose which events will trigger this notification. An additional appointment filter car

Kl 3.6: THLHANIE - FAT
FAF AEX AR AT DLIE PR SR 2 Al A X AT > T T PR I DR AT LU FERT 54 2 S RO TR
FIREMISARAT
AppointmentCreate {EAIETIZGHAT -
AppointmentUpdate f£HHi LI JEHUT -
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AppointmentDelete TEMIBRTNZ)EHAT -

AppointmentNotification IX/&—MRFFRIITL A, ¥ th OTRS ~Fd b FE AT « Wiy
A5 T8 0 ) S/ TR C AR SeR g D JF A 22w &0 H I, W OTRS sy 2EFEK 7 51
M AH SR PAT IS AT:

CalendarCreate 7EGIEHJIFHIT -

CalendarUpdate &% H G847 -

U ESpuR S

w Appointment Filter

3.7: TRAEABCE. - AL UE A
C RT3k DA e/ A e 2o DG E B RO R A /N TR 91 3%
H I ERHRIAHEZ 5 H I
Pl ek PETRL ) 53 B e HEFR R
(A SRS TTEA ol o et T VA
B N> BOLE L 1A LA AR BE A h ik #%

RUESPLRILICEIN

w Recipients

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

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

Kl 3.8: TRALBENVEE - W A
RILE RN RRCE AN RS NG o AT REROAE A
o XANTRAEREAIIRASS N 52 C 3P )
o FTEXNIXATLC B ) EBDH AR RSG AR o
o XXM C B DA SRS NG .
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FILGIX LN o5 N by T LLE#E A s A R BOE AN 1Rk 55 A B

FOREARIPTA B CAURSS N GL ) WA FE— A2 AL, JEP s A SR s s 4 o
SRR R AL e A, P RIS A Sei s s s -
SRR W RE R I, R R 25 N G AR S AORTE AN .

—RK—¥ Notify users just once per day about a single appointment using a selected transport. If this is the
first notification about an appointment, then the notification will be sent. If a notification was already
sent before and this option is checked, the OTRS daemon will check the time the last notification was
sent. If there was no notification sent in the last 24 hours, the notification will be sent again.

TRA I EN T

w Maotification Methods

f nir rt t Skip notification delivery

f encryptiorn rt t Skip notification delivery

Web View

SMS (Short Message Service)

# Please activate this transport in order to use it.

3.9: T B E - WANTE
Je X AN A 530 )i P sl A% s 0 7 vk o AN 0T DU HL IR - Web LB sk k15
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M ST, R 2RSS .

oAb B A B skt Additional recipients can be added here. Use comma or semicolon to separate the
email addresses.

RSB BT WL SR Ak 4 2 P BRSNS M Bk i B — A 1
ISR 326 P 3 30 60 ) R ISP A

VEME: I Lttt CHFACE CF R <otrs_home>/kernel/output/html/templates/
standard/notificationEvent/email/ H, W] LLZSINHAD BT BEAEARAR o 152 LI 1) HL 1 IS4
B AR IUR B o

JEPH L A 22 4 e v 3B TRURE I s 38 R 1 HL 1 A

M EAHICIhRE FER PGP Y] BS/MIME k1S .

HLF ISP 22 4 gon W Rag o Rl P e 4tk SR B e o DUR LT A

(X PGP %54, JU{lifil PGP % §I% 0 A1 TUBHE o WA o) RGN PGP 541, ML AR i
W .

{4 PGP I (L{H PGP % 4100350 A1 FHSHE o 0 S8ty 1o RGN PGP #64) , WILE UA o
0.

PGP %54, Rl il PGP BI040 1 L 7 IS AT 46 44 MU o 04 17l RN PGP %4,
W TR T I,

(¢ SMIME %54 548 1l SIMIME HiE-43/56 3 A F0 b B I 5047 1l R SEH I SIMIME HiE45 » Wt
S EN I

(X SMIME f11% 5048l SIMIME HE-13 a4 Fth B« f0 S B 1l RS SIMIME HiE45 » Mt
LR,

SMIME 24 AR A6 ] S/MIME ik 5 %68 38 201 ) HL 5 IS AR BE AT 25 44 AN & o 0 RBAT Tl R G0
S/MIME 45, JUBEZE AT IL

g EAEHICThRE TR PGP Y] BS/MIME it .

U SRR T PIRIETS B REAE SR/ 2 4% B B BUE A5 I AR AR 5 7%
U SR D B RIEAS «  EPEAE SR e P AL I A 5

TR A

A DAy HAT A A S RBURI I SCSCAS R AR 35 R B S ) 1E SO N o IE AT BLE SRS T OTRS & REFRAE )
[ & N EEae

Foll* R E TR AL 3

TESC* R T 5 AL TR SCOA

SN ANTE S CEPERY IR IR AeiEs 3 DL A AR S o 2% ) B 55 N B AT SR A 2 ) R 25 N B i
BWEPIES « K BIERREINES o SEMMT, KIEKAF
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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:

K 3.10: TR S B - 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= )

Pl 3.11: TiZy e Jn g &

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

’Title: <OTRS_APPOINTMENT_TITLE[20]>

B, XAPREEY RN -

’Title: Daily meeting in the-'
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G EE

ILA\

%IE NETES NN N B L e e S 2R

PN ==
He

SRR 25 AT AF ABR RS T L o AERCEEE AL, BT

o 10 H AR N W R o AR Ieik s ) SR g5 4% A8 IR A B BRI A o

OTRS 35| A {5 HERBR .

A5 P S e A 5 A R A AR B Y P9 H A

Communication Log

Time range
Last 24 hours

pecific time range.

Filter for communications

Just start typing to filtter.

AN BBEATL RIS LA K 2 i R R 55 4 2 IRV IRDE L
B AL T Sl AR I AN AL B AE H GBS

ERB N T ERESEA «
o AR H M5 7

Status for: Last 24 hours

? T

No account activity MNo communication logs

—4

(@)

Mo active communications A\"EI'E{QE PIDCESSiI“g time

Hint
Less than a second
In this ScTeen you can See an overview about
3 I;J R ::Ill””.‘: ol L ._\_ er. If w List of communications (0)
clic the different entr ill get Successful (0) Processing (0) Faile
ted to & detailed screen at o
STATUS TRANSPORT = ACCOUNT v START TIME END TIME DURATION
No communications found.
Bl 3.12: Tl A H AR B
3.3.1 A5 HAEM
A H AN DT — SR T BCRB Be e, JEP A LAMEAR IR R R G R BRIS ARG, BAREGR T 1 0k
Jr F) 3 1u o

w Account status for: Last 24 hours

AVERAGE PROCESSING TIME EDIT

4 STATUS ACCOUNT

Mo accounts found.

w Communication Log Details (0)

DIRECTION = START TIME END TIME

STATUS TRANSPORT

Mo communication log entries found.

3.13: Mk IR 4

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.

Kl 3.14: JEA5 H G FEQ0 0L b 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 PV I B AL IR . ML AU TR ALR < % BB S AL
FUAEMEALA R . 5T AT B F e

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 45 75 3 Ay 4 11 121 BA & 31U ] RE 22 () W~ IR AR M bk o S8 B R IR R bl o8 S8 T R 36 IE S 2
W, HRARAEAE— M TS, IF HECE AR - 78 queue settings 1, IR IERMAIAE  DLBF IEAEZ M
e AR R N A A5 K P R 36 FEL IR A

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

68 Chapter 3. 8 {5 Flid %1



OTRS Administration Manual, %1 8.0

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

K 3.15: Ho M fFH ki B

3.4.1 H I

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

Add System Email Address

* Email address:

# Display name:

* Queue: DevOPS

* Validity: | valid

Save  or Cancel

Pl 3.16: s I 1 - s kit o e

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

K 8.17: {5

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

* Queue: DevOoPs

* Validity: | valid
This systemn address cannot be set to invalid, because it is use N oNE Or more gueue(s).

. | Standard Address.

Save or Saveand finish or Cancel

] 3.18: i i 1 IS Stk F

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

T ERARAEIL VT T LU A TR o b 07 B A B B
LT ISP * SV 0 LT IPE H
GRS * MRS T B T T AR RS R A, o %R R 1
RGN U
. OTRS Feedback
. Your OTRS System

: Welcome to OTRS!

K 3.19: KAk A A5 &
BAF * g L7 IS RS I b B 7 B Ak R A
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WA S W NSy A A IR, MR B E ] o IR TR ITIERAS M URIN T R] L
M AR 2 b1l yE 2 B Mail Account Settings 7 i o

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 R o TR, R SR M BT i A e ) I BRIRRRIE . DU TR
W BonEL R

3.4.3 External Email Provider Integration

It is possible to use an external email provider for outgoing emails.
To setup the system to use Office 365 as email provider:

1. Read the POP, IMAP, and SMTP settings for Outlook.com and Add your Outlook.com account to
another mail app or smart device chapters in the official documentation.

2. Copy the one-time application password shown in the administrator area of Office 365.
3. Go to the System Configuration screen of OTRS and add the following settings:
* SendmailModule — Kernel::System: :Email::SMTPTLS
* SendmailModule: :AuthPassword — the application password from Office 365
* SendmailModule: :AuthUser — email-address@company.tld
* SendmailModule: :Host — SMTP.office365.com
* SendmailModule: :Port — 587
To setup the system to use Gmail as email provider:
1. Read the Send email from a printer, scanner, or app chapter in the official Help Center.
2. Go to the System Configuration screen of OTRS and add the following settings:
* SendmailModule — Kernel::System: :Email::SMTPTLS
* SendmailModule: :AuthPassword — your email password
* SendmailModule: :AuthUser — email-address@company.tld
* SendmailModule: :Host — smip-relay.gmail.com
* SendmailModule: :Port — 587
To setup the system to use another external email provider:
1. Read the official documentation of the external provider.
2. Go to the System Configuration screen of OTRS and add the following settings:
* SendmailModule — Kernel::System: :Email::SMTPTLS
* SendmailModule: :AuthPassword — your email password
* SendmailModule: :AuthUser — your email address or username

* SendmailModule: :Host — the SMTP address of the external provider
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* SendmailModule: :Port — the port for the SMTP server

3.5 PGP #*4/]

LA RIS B o/ GDPR(EKEAAK) “— BB Ry AR ) b A URSCED]

F SR 20 1

G NIRRT 2 — o BARAE GDPR R INEEAE SR HBITER » (HAE S & iy S s AN T

OTR AL F LR T S/MIME iiF 15 8k PGP 255 inssifs .

VER: T AR AR AN SN P (R 5 AR A B

i FH IR B %R 10 R G N PGP % 4] « PGP A% Bl B vl 75 S A5 MUB 410 PGP S PIRHerh R3]

# PGP Management
Actions Result
| Q | TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES
No data found.
[ +] Add PGP key
Hirnt

configured in SysConfig.
Description: Introduction to PGP

] 3.20: PGP %% B Jif %%

3.5.1 =¥ PGP %4/

DELETE

VMR 2EAE OTRS il PGP %4, LAUEHIGILIE .

MNotice

= Enable PGP support

K 3.21: Ji ] PGP 3#F

AN PGP %4 :
1. mili Z2 AR I PGP #H14%AL
2. sl * PG FHIRAT T SO EHE
3. WICHFRZEPIESE > PGP #HPICAF -
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4. ik am oAl .
Add PGP Key

* PGP key: Tallozas... Mincs kijeldlve fajl.

Add | or Cancel

3.22: Vs PGP #4 Bf %:

EEE— PGP %54
. fidi PGP 8182 it b S xR o
2. i izl .

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

Kl 3.23: MKk PGP #8157 4

A WARRGTRINT 24 PGP %8, iHMTH M RHEE IR e 1) PGP %4 .

To adjust the PGP settings of the system:
1. B3| RGRCE RS
2. Navigate to Core — Crypt — PGP in the navigation tree.
3. AHWHE -

3.6 M B L I Uk s

FEWCR R BRAERBAFREAT TN 2RI BOE R, JEAR R R OB P A E AU HOR R g 7] — AN o IR
BEFE A, f AT ERE 0
OTRS AP i i) SR B 21 5ok i e R S ICHL 1 B (0 5 e R IBOE D Mt o il s AR Jo sl ke RN

MO0, I8 BIIRSS & (K7 BT T RESS TR T RS Ek%ﬁimﬁfﬂméTHE’JlZlM LGz W 5T 0 485
e P et R R 55

A FH A B 5 T 1) 2R SN I IS e B Bl i s o WIS B D v s B R T A M S 4L i) ISR A B O3 1 Dk
g

3.6.1 A FEMIHTE B DAL UE AR

M When adding or editing a postmaster filter, please keep in mind that they are evaluated in ASCllbetical
order by name.

A5 AN SR B DA 0 S -

3.6. AR BE 611 g 2% 73
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a« PostMaster Filter Management

Actions List

a Add PostMaster Filter NAME DELETE
SPAM filter

Filter for PostMaster Filters

Just start typing to filter...

3.24: WA PH B I DE AR BE B

1o e ZE AR (s I s A 2 Do e
2. HEBITE
3. miih PRAFEHL -
A LG R WS B DA S
1. ol WA B O3 R D8 28 813 (10— AN A P D1 I DB S o
2. BT B
3. wiiht PRAFE PRAF IS8 dacll
A MR > S B DA 0 RS -
1. ol AR B O I DB AR 5 R (B A I B
2. il BN .

List

NAME DELETE
SPAM filter

3.25: IR IS B 63 ol i B

VEME ARG IR IN T 2 AN B Al g A > D) R B A S A BRIV AT A 3 U A A R S (Y HIA

3.6.2 [SAAY B i ik pe e
VRN BRI VU AT DU BEE o 5 AL I BRI BB

LA 1) AR A B 63 1 908 2 e R

MRR BRI AR o T AL T B AR TR AT AR K P REA AR, o KRR s AR SR
S

Hf#:  When adding or editing one of the postmaster filters, remember multiple filters may apply to
a single mail. Rules are executed and sorted by the ASCII value of the names. Based on the sorted
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w Example
Filter Condition

To (me|test)@ example.com

Set Email Headers

X-0TRS-Queue SomeCuesue

3.26: MR P 51 1 e 5 E s 5]
Add PostMaster Filter

* Mame:

* Stop after match: | Mo

] 8.27: WA B LI JEAR B - LA

order in the overview, they are applied from top to bottom. Look at the ASCII table to see how to sort
your names based on the ASClIbetical order.

ILAC 51510 * Postmaster filters are evaluated in ASCllbetical order. This setting defines the evaluation of
the subsequent postmaster filters.

PR AR B G L g AR AT
s AT VAL 2 i AT B R g A 5 (H S UM X IR KPP .

JuR/Ens L

w Filter Condition (AMND Condition)

Search header field: for value:
Meqgate: J
Search header field: for value:

Megate: |:|

P 3.28: WRFHE B AL JEAR BEE - RLyEAS &1
HSHE 7 HE B P 2 — AN I AN I 4 2E s DUMELE IR EE ERAT 52 PRAE o ml DLk s s A3k
2% B BB 1 SO 455 £ o SUTRTE 41«

Search header field ---for value Select a mail header or an x-0TRS header from the first drop-down list,
and enter a value as search term for the selected mail header to the second field. Even regular ex-
pressions can be used for extended pattern matching.

Mk 2% H U AT LA7E RFC5322 4k H] o il LK x-0TRS ke SCA I IESATF « AR x-0TRS &
SIS Sy

X-OTRS—-AttachmentCount Xl HLF MR A & & Rt EE C fln, 0 R A B b Do

3.6. HHHE HL O I YE AR 75
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X-OTRS-AttachmentExists Depending on whether attachments are included in the email this
X-0OTRS header is set to yes, or it has a no value if no attachments are included.

X-OTRS-BodyDecrypted WIH A& NMBAEE NS, W] PLZS N8 28 DA #6488 iR 2F #9 1F 3 »
X—-OTRS—-CustomerNo W L H[{% 7 ID .
X-OTRS-CustomerUser W& .HHEH/ .

X-OTRS-DynamicField-<DynamicFieldName> ff <DynamicFieldNamey #7 7 Bt b {f 47 T i
B N A JSAE o AT RE A B R T 2h 2 7 B & C B4 : A : Notebook, H: 2010-11-20
00:00:00, #%: 1 ).

X-OTRS-FollowUp—* X[k 5% FollowUp C BRHE ) RTZR ML SLAH ) » 1HIX L8 4 SkAR
& T ERIE IR A .

X-OTRS-FollowUp-State-Keep WK HE A 1, WAENRIRIEN BB AS TR T HRAE . ik,
A DIE RGBS A LT KeepStateHeader A XMBAEL -

X-OTRS-Ignore If setto Yes or True, the incoming message will completely be ignored and never
delivered to the system.

X-OTRS-IsVisibleForCustomer #iil&%E %) ) BonfElE - WREMIE N 0 5% 1
X-OTRS-Lock Set the lock state of a ticket. Possible values are 1ock or unlock.

X-OTRS-Loop If setto Yes or True, no auto answer is delivered to the sender of the message (mail
loop protection).

X-OTRS-Owner W& T HATH & MRS AT -
X-OTRS-OwnerID W& T HIHHEHIRS AL ID .
X-OTRS-Priority W& LML -

X-0TRS-Queue Defines the queue in which the ticket should be sorted. If a queue is set with this
header, this setting has priority over all other filter rules that refer to queues. If you use a sub-
queue, specify it as Parent::Sub.

X-OTRS-Responsible W& 457 A% A A .
X—-OTRS-ResponsibleID % & [ MTT AR AL ID .

X-OTRS-SenderType Set the sender type for the ticket. Possible values are agent, system or
customer.

X-OTRS-Service WH&H LHJTEMIRG o W RATH 7RSS W IHIRE N QRS TR -

X-OTRS-SLA W& LT RS S0 PR

X-OTRS-State WH LH[IPIRE .

X-OTRS-State-PendingTime Set the pending time for the ticket (you should sent a pending state
via X-OTRS-State). You can specify absolute dates like 2070-17-20 00:00:00 or relative dates,
based on the arrival time of the email. Use the form + $Number $Unit, where $Unit canbes

(seconds), m (minutes), h (hours) or d (days). Only one unit can be specified. Examples of valid
settings: +50s (pending in 50 seconds), +30m (30 minutes), +712d (12 days).

W & +1d 120 IXFEBEE R AT REN) , AT LU +36h KEAC .

X-OTRS-Title W TIAMIARE .

X-OTRS-Type W& [ FRIFZRI
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b X UR RSk s ZIE i OTRS ARBEAE A 7 K FahiE AMAE - OTRS R 522k B {5 KR YR I
X-0TRS 3k

Z
Mail Account Settings & XA5EZ «
SR RS, WA A A R SRR .

BCE Mk

w Set Email Headers

Set email header: with value:

Set email header: with value:

P 3.29: WS B B3k PR VAL - BB Bk
FEATE AR, AT LUGE R ad 8 U UG C I i A (R334

Set email header ---with value Select an x-0TRS header from the first drop-down list, and add a value to
the second field that should be set as value of the selected Xx-OTRS header.

ZL:
The x-0TRS headers are already described above.

3.7 ISR I O3 HE Ak

WA TR D EMALGEREPF T IR & 0 2 A BIAIRSS o RSB AT DA HL)
BLHBAS

OTRS fijfk 1 HL T IBA B E - OTRS Ml 48 vy PL— A B2 ATy HLIB AR SR TR F) F 1 HSA
A FH 5 4 S PEMR P A I B R GE o MISPER  B B 1 AR AT IR AN ZEL A ISR A B DL A R Bl

pin

W ORI OTRS 2 POP & IMAP Jik 5525 EMIBRIEAE o BOA TR E IR 5525475 R B — B AS
SR ARABAE IR 55 4 DR B RIAS ORI 24 A IS R 55 4 G e A TN 5 75 8 D50 AR ) RIS P e 55 4 SR A
ARHEAEE

VEAR: WRIERE IMAP AT LU G SRR SO o SRRl T BLIE SRR 7 A AT

e £ bk P M o F O O R £ £ OTRS # # J& H .bin/otrs.Console.pl
Maint::PostMaster::MailAccountFetch iy 418 F B30 B o /0w B JF W BCIE 12 - & 0] BLF 3 3
1776 DR 2 AT B4R 16 e 15 1 TAE

FEERINZ e, 2 OTRS Sp4 bR TN &F 10 20 Bl i .
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a« Mail Account Management
Actions List
[ +] Add Mail Account HOST/USERNAME TYPE | COMMENT VALIDITY | CHANGED CREATED DELETE = RUN NOW!
mail.example.com / This is a . 10/18/2018 10/18/2018 .
IMAP i valid I Fetch mail
test mail ac... 10:54 10:54

Filter for Mail Accounts

Just start typing to filter...

Hint

All incoming emails with one account will

for example i|"F':

Outgoing email can be configured via the
Sendmall* settings in System
Configuration.

3.30: MK e B 5

3.7.1 E LR

AT AN S )
1. ke 2 AR Hh e S s bk 7 e
2. HEWIHTE .
3. riili TRAFHEHL

A B G AN SR )
1. skl ek P B A IR P
2. BB .
3. sl TRAFEL ORAT T Se AR

A BRSSP
1. kP B3 (B A A
2. sk BT .

VEME WA Z AN HRAEIR S B R Ge s U A AN OG5 B AT T PR AR AE A R i Rk

3.7.2 HRfFIK ) ¥

AN e AL BRI T DME T DU R o AT LS P BUR T BL
FA* AT RIS H O WO o SCHRFRU R R

+ IMAP
+ IMAPS
* IMAPTLS
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Add Mail Account
* Type:
% Username:
* Password:

% Host:

IMAP Folder:

% Trusted:
# Dispatching:
* Validity:

Comment:

Edit Mail Account

® Type:
% Username:
# Password:

% Host:

IMAP Folder:

# Trusted:
% Dispatching:

* Validity:

Comment:

IMAP

Example: mail.example.com

INBOX

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

valid

Save or Cancel

P 3.31: o n sk p o e

IMAP

test

IIIIIIIIIIII.IIIIII.IIIlllllléfi‘

mail.example.com

Example: mail.example.com

INBOX

Only modify this if you need to fetch mail from a different folder than INBOX.
No
Dispatching by email To: field.
valid

This is @ mail account test.

Save or Save and finish or Cancel

Bl 3.32: Z A Mk 5

3.7. WRHGE BE G WEEbK
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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

3.33: MHERMELFMK ™ b4

+ POP3
+ POP3S
+ POP3TLS
P44 WAER P K 44
W R R
FHL* WBPER T R
IMAP SCES SRR 7 A SR o FA SO e fREFAEE

TR E WREFE T Yes/iL» WIPPAL I HAT BTN EL AT BAER x-0TRS 2k o IO X-OTRS Sk LIAET.
LRGP PAT IR AT, T A OO S AN R A AR IR B E 2 .

% s
FEMBHRAE BE DA e 4% e & R T x-0TRS 3k »
Iy T B BA A El R N B N AR N BBE T HE S . AT AR RN B K

L E I To:(Befh N) FBo k. ARG A SIS 5 A NBPEI) To: (B fE ) 7 BOh b 4% .
TR LIRS F il B ool bk R RIS o 2R To: (e ) 7 Berb i bl B BAA B, e
TH BRI KRBV BER ST o AR To:(WerE ) 7B b stk S5 AT BA A 2 18] R 4% BT o 4%
WU SR RA R LI Raw IS iZBABIE ERIA 222k e A HISAH 27 22 O3 (K1 ER A BA B

Z

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

FEPTIENSN Iy B AT A N SRR e 2 R BFRE S o AEXRRE DL » R AR HE A ik o

ARNE * BRI BRI AN o WERIE T BOR B ARG WA BEEEI A AAE OTRS A « Kt 7 Bris
B JCRE I R AR L BRI KA

TR ﬁﬁtﬁﬁﬁﬁﬂﬂ EfEE o O T NS, UG 2R I BUR TS N AT S8 B ) T B R R ERE
R R e &t .

3.8 S/MIME iif 17

BEARAMIN DL I St B 2 A BOR  RAERTE S R ORI SCBAE R o 2 A WL 7 B AR A 2 R 7 IR
e A AR

OTR AL LR E T S/MIME iiE -1 8k PGP 255 nasffs .

VEME T A AN s SR AR AN N BT IR 25 AR AT T
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fHEH e B 170 R GeiN I SIMIME AEFS o S/MIME 48 B 4 A8 JEAS AT 041y S/MIME ARt

# S/MIME Management
Actions Results
Add certificate TYPE SUBJECT HASH FINGERFRINT CREATE EXFPIRES DELETE
No data found.
Add private key

[ 3.34: S/MIME 43 5 %%

3.8.1 &2 S/MIME -5

dfif: A7 24E OTRS A SIMIME UE4S » 201 Se i ok & o

Motice

To be able to use SMIME in OTRS, vou h
o enabole 1t fnrst.

= Enable SMIME support

3.35: 3/ S/IMIME 3Z#¥

FrEIIN—A SIMIME iiFE-15
1. AU ZE MR ) VR IIE TS 440
2. Sk * BN S SRAT I SCERTRAE
3. W RS iS4 SIMIME GIEF .
4. gl TNt L .

Add Certificate
# File: Talldzas... Mincs kijeldlve fajl.
Add | or Cancel
&l 3.36: ¥ A1 S/MIME 3iF-15 Ji %&
R Heg bl ————- BEGIN CERTIFICATE ————— ATIFEE Y ASCIIC base64 ) £ 4 13k

TS SO W g key . pem B root.crt o cert.p7b ZFH Ak XL 42 H OpenSSL 5
F o

A EAI— R

3.8. S/MIME i1 81
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1. R ZE MR ) AR PIHZ A

st * PG FHERATIT SO TR HE
MR G Ik FE— DN FAISCAT

sl JEAEHL

A 0D

Add Private Key

* File: Tallozas... Mincs kijelolve fajl.

LTI

Submit | or Cancel

& 3.37: Vi SIMIME FA%H ot 3

A EEMER—A> SIMIME HiE -
1. xiili SIMIME E-P 41 3& B R AR AR
2. mihi HiAEH .

Results

TYPE SUBJECT HASH FINGERFRINT CREATE EXFIRES DELETE
Mo data found.

] 3.38: M S/IMIME iiF45 i 4

M WERAGHRM T 24 SIMIME TE-, X 8N ZETH L 10 A K > BV AT AR oL 98 o HE A R S 1
S/MIME iEF5 »

To adjust the S/MIME certificate settings of the system:
1. %3] RGERCE DA
2. Navigate to Core — Crypt — SMIME in the navigation tree.
3. AEWE .

3.9 T HiH%

TRj AL YAy ] LA 48 T 5B 1k A o AETIE 2 AT A B B A i eyl SN AT DLk P FOIR 45 N 03 T i
s S T ELE T LI o R 2k % B R IR 4 AR

RIGH) OTRS 2 T HB 1845 A A T M A3 AT AR 3 R 40 AT AR] B4 Dy IR SR AL e 3 p g a4 28 461 o

e B Fofs Tl s N2 R 48 o AEFTH) OTRS 223erh, BUANEOL N Cisin 7 24 T o T im0
B BILBR R T A M AN AL TRl SR b .

3.9.1 I T AN

LIS AR
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A Ticket Notification Management
Actions List
[+] Add notification NAME COMMENT = VALIDITY | CHANGED CREATED EXPORT COPY DELETE
Ticket create e 09/18/2018 09/18/2018 " P
vali ) /g ]
- Exqor Nomncanons notification 15:17 15:17 g .
Ticket email delivery . 09/18/2018 09/18/2018
. . . valid X 2l B
Filter for Motifications failure notification 15:17 15:17
Ticket escalation . 09/18/2018 09/18/2018
! I valid X f2a) B
Just start typing to filter... natification 15:17 15:17
Ticket escalation . 09/18/2018 09/18/2018
) . valid £ 5 ) ]
. warning notification 15:17 15:17
EENE M0 (e Ticket follow-up i 09/18/2018  09/18/2018 \ o i
I vall . . —= C]
Here you can upload a configuration file to notification (locked) da:1) d5:17
import Ti ifications to vour sys Ticket follow-u
I_I11|.CI.‘I icket Notifications to your system. e p ) 09/18/2018 09/18/2018
he file needs to be in .yml format as natification valid P P < ] =
exported by the Ticket Notification module. {unlocked) . -
. o . Ticket lock timeout valid 09/18/2018 09/18/2018 ~ & _
Tallézas... Nincs kijeldlve fajl. notification 15:17 15:17 = &
o Ticket new note 09/18/2018 09/18/2018 + P _
|| ovenwite existing notifications? notification gad 15:17 15:17 - l =
Ticket owner update 09/18/2018 09/18/2018
& Import Notification configuration T P valid L ) w
notification 15:17 15:17
Ticket pending
) = _ 09/18/2018 09/18/2018
reminder notification valid L &3] w
15:17 15:17
(locked)
Ticket pending
) = _ 09/18/2018 09/18/2018
reminder notification valid L 5] &
15:17 15:17
(unlocked)
Ticket queue update . 09/18/2018 09/18/2018
I valid X f2a) B
natification 15:17 15:17
Ticket responsible . 09/18/2018 09/18/2018
o valid £ [} ]
update notification 15:17 15:17
Ticket service . 09/18/2018 09/18/2018
o valid £ 5 [} ]
update notification 15:17 15:17
. 3 pezen
Pl 3.39: I FLIE KB B e
3.9. il 83
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A MR S A .
2. #%® Ticket Notification Settings )i B 5 7B .
3. sl CRAFHLHL .
A7 B G — > T K
1. Rl B RN R A AR IE A o
2. %M Ticket Notification Settings i W45 B 7 B¢ «
3. sl CRAFEL DRAF I 58 id .
E R — A T @
1. sl Al AN ) 2 vb R s AR A
2. riili A%

List
NAME COMMENT = WALIDITY  CHANGED CREATED EXPORT COPY DELETE
Ticket create - 09/18/2018 09/18/2018
vali
notification 15:17 15:17
Ticket email delivery i 09/18/2018 09/18/2018
vali
failure notification 15:17 15:17
Bl 3.40: IR T 530 501 e e
Fr LT ) TR S

R ZE AR Y S A s .
2.&ﬁﬁﬂ*ﬁ%*ﬁﬁauﬁﬁEHDRJ%Uﬁonmwui#o

i RUSRCERAECY ID Sl R ABIAN BRI 8 i B G | AR A 4 U R ST P T

m}%

HESE TR
R MR B
2. EFE LTI Lyml 30 .
3. W R AT IEAN, VE AGT EEIATE AN ? SIEAE
4. gk SRS FE .

3.9.2 T HIHANIKE

I B G B RS IN) , AT DUE F DL R R« A R S I BRI .
Z L
R, WS EH OTRS 228 a2 i BRI T3
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Add Motification

* NMame:
Comment
Show in agent |,|'i="5=|'5=|':::5=-_-. Mo
Agent preferences tooltip
This message will be shown on the agent preferences screen as a tooltip for this
notification.
Validity valid

K 3.41: LHAMMIEE - HA

SR T RIS

YRR SRR AR o AT DR T BT R AT R B AT B RS TR o SRR R AERE N

o,
HERE LRI S (5 - O T ST AR DU T B 541 5 ) FROHURAIE » B
ol BRI A

FEMRSS N G v B LR s s SCE AN AT 72 IR 45 N\ B3 i 2 B0 AP Sz o AT RUAEHT LR 2B I3 -
17 AL BoREMRSS N AT BEE T o I ST 3Rl R R 4 T T & SRR S N A .
s JHAURE AR IR S5 N D BB P DARLE R o IRST A BT DUE R I A BER H .
S, HAFE DA AT o AR EREIR S N R il BB T HE D E AT
NIV o X A RRSF LI A SR .

Ticket notifications

Choose for which kind of ticket W
ou want to receive

notifications. Please note that

you can't completely disable

MNOTIFICATION

.
m
o

* Ticket create notification

Ticket follow-up notification (locked)
Ticket follow-up notification (unlocked) notifications marked as
Ticket lock timeout notification WELLEL K
Ticket queue update natification

Ticket service update notification

(<N <N<N<N<N<M

Kl 3.42: N AT IR T

M5 N DAl BB R IXAME R S AR AR 55 N B O B0 e A A I AN A BB A5 R s o

ARNE * BRI BEIR A o WRIE T BOREDY ARG AR BEE BT AAE OTRS HAEH] o K b7 Bris
BN TEARE W TSR 2R LR BRI A

Events( Fift )

Ff AR RAR AT DA LR SR il A X AN ST, A T v T DO AT AR A T
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w Events
* Event:
Here can choose which events |II trigger this notification. An additional ticket
filter « 1| Ih applied below to only s or ticket with certain criteria
Kl 3.43: T HLEAIE - FF
T AT

CRJak DA b/ A3 o DC E G 35 RO A /N T 540 3%

VEME R R AT REE RS KM R GT RE A T B MINREE , SR

WA TLIETRIPIRE S

Peoedl L TR .

BAZI Tk 8 T BT AE I A

Bl g TRmEHEIRE .

Z/ID g TR ID .

Z O ID g T S T ID

METR LIWRINBI RGN — L ETR . HRDETFBIEEIE, ESHhE TR —

(EfiBuN) 23

Wy REAE FAE PP T ArticleCreate( 54618 Dk ArticleSend( [HH K% O, I
INHAEA TR

A RIE NI bk TR R AE NERL . nTREMI{E N agent( JIk%: NI ) . system (. &%t ) B customer

CEF Do
AP ULEE g PR WL RE . ATREMIME A Invisible to customer( 7% A ANT] WL ) R Visible to customer( %
Far I s
WS U eSS, WTHEMME N ChatC TR D Email( #-T-IB4E ). OTRS . Phone( Hii% )ik SMS
CHEED

WAL A SRR 2, WS PR A S B s SRR AR AT T e
B 4n o pERAT 4 .
B IR TR
TESC YR IESCOA S
ik WIS FE
RAEN LI RAENTFBL .
Fll AR .
T IX AR B TR IR S e 2
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w Ticket Filter

State:
Priority:
Queue:

Lock:
Customer ID:

Customer User 1D

Dynamic Fields

Process:

Activity:

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

Vacation Info:

K 3.44: TGN E - TRl ygss

3.9.

MR GIES
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w Article Filter (Only for ArticleCreate and ArticleSend event)
Article sender type:
Customer visibility:
Communication channel:
Include attachments to notification: | Mo
Attachment Name:
Bcc:
Body:
Cc:
From:
Subject:
To:
SMS phone number:
SMS text:

SMS transaction number:

K 3.45: T Ul - fEITFL gD

88 Chapter 3. 8 {5 Flid %1



OTRS Administration Manual, %1 8.0

Wb N L R N B .
RLAE G TS PR A R .
RAESOA PRI AR HISCAS &
RfEFS T SIEKRAE I E ST .

T S N

* Recipients

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

J MNotify user just once per day about a single ticket using a selected transport.

Kl 3.46: T HULESIBEE - IfEA

RISy PN BBCE RIS NG o AT REMIE I -

o QUERIZ T R Ss A0

o WFIXAS TR BT RSS A A

o P TR MRS A R

o BT ORTE T LSBT AE BA SR LSBT I 55 e i 55 N R

o FTAORTE T LSBT AE S I R S5 N

o AR T TR RS A A

o FTA RERA T ARG A 5

o FTAREEA TR SR RS A 5

o HIHEE A A

o FoE—EE TR

o LR
JILLE X5 N A P DL R — AN S A IOB A g A 5t .
RILAAMPTA B CAURSS NG D T RUERE— A2 Al P RS A SO S @ s .
RIEGAETITA R ATRLOERE—AN a2, L RS A S s s .
AN RIS W e I, RIS AR S5 A G M A s RIS .

— RK—¥ Notify users just once per day about a single ticket using a selected transport. If this is the first
notification about a ticket, then the notification will be sent. If a notification was already sent before
and this option is checked, the OTRS daemon will check the time the last notification was sent. If there
was no notification sent in the last 24 hours, the notification will be sent again.
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R IESIWIGS
o FHXANE 40 790 e FH A e S 40 v o 326 R DL TR . Web R B (S

MR BRI, R 2RSS

oAb A ARk Additional recipients can be added here. Use comma or semicolon to separate the
email addresses.

fRAEXS 3 BT L G R A3 45 5 P S R ISP M Bk I B — A A
ISP -6 P 3 30 60 ) P ISP ABEA

VEME: BIK— Lttt CHFRUCE SO R <otrs_homes/kernel/output/html/templates/
standard/notificationEvent/email/ T, W] LA INEAh B R AR o S WA 11 1l 12k
Bt LSRR

JE R A 22 4 30 R P B TRURE o U R ) EL T M

I EAEHICThRE TR PGP Y] BS/MIME it .

HL IR 2 A 2 ) sk rh i H B s 2 Ak, G e s o DU BT AT A
PGP %4 HAfFH] PGP %Al AN sl o Ry m R4 in PGP %548, ik AN ]
/R
1 PGP i AW PGP %58 hn = 40 i B 1B o Wi sdefT 1n) 2G4 PGP %4, I gk AR mf
.
PGP 24 A H PGP & Xl &n ) s~ isAF2EAT 2 A A o W Rl A W RE 9 n PGP %41,
) R TAN T T, o

I SMIME 2244 AT S/MIME k4525 B3l 1 (1 v -7 WRAF o WER¥AT 17 R G0 SIMIME TE45, Ttk
AL

X SMIME Jin AUAEH] S/MIME SE-5 im0 k0 i v 3~ WS o dr SR BeAT [n) RS0 in S/MIME TiE45 » Uit
HEIATTIL .

SMIME 24 Fina ] S/MIME AiE 5 X6k 38 401 (1) H 5 B8 2F E AT 28 24 Fon 5 o S5 1) R SL i
S/MIME iE15, Mg AT I o

T BRI ThAE, TR PGP %Y1 BS/MIME it .

IR DA EPINE NS AR Bl /D A8 A2 8 I BIE 5 I Y AE T K
U SR I PIRIESS « S PEAESR DN B P e A5 I AR I 7

TS

] PLh EAE A AL 32 BURN 1 SCSCAR AR SIS IE AN IE LN AT BLE IRE T OTRS B REARZE 1
PR SUARNE .

TR REEE S AL R

IESC* REETE S AR IE SCOA .
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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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91



92

OTRS Administration Manual, %1 8.0

« MNotification Text

w English (United States)
% Subject:

* lext:

B I US

Format u

3.48: LI ANTCE - WA IE S

E = =

A- - T, | [¢ Source
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N DNIELAIE S S IS I i 5 LA U A LI AN % 7 U5 N B3 I R 2 IR 95 A B2 B
BEE PGS o K RIEFERGERNR T o SHEAMMT, SERA .

#i%: 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 HHAIA

AESCA AR AR ] O RBEA TP iR o A28, FOh OTRS #R%%, EZERUH B4 OTRS #4i o 7E
CUNINT R GRS A R L B YR T I AR AR A

it , AFE <OTRS_TICKET_TicketNumber> § N T #4i5 , AVFHARA S FRA

Ticket#<OTRS_TICKET_TicketNumber>

it IXAFREY N :

Ticket#2018101042000012

3.9. T4l o3
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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=
9E[]'TF{S_TICI'(ET_Tl::kElt ID=

Chapter 3. {5 FliE 40
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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)
| Q | USERNAME NAME
Wildcards lik e roct@localhost AdminOTRS
sa Super Admin
Add Agent
Hint

Agents will be needed te handle tickets,

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

EMAIL
root@localhost
sa({@trash-mail.net

LAST LOGIN
10/19/2018 10:18
10/18/2018 05:26

B 41 RS N G B 5

VALIDITY

valid
valid

CHANGED CREATED
09/18/2018 15:17 09/18/2018 15:17
10/06,/2018 09:21 10/06/2018 09:21

95



OTRS Administration Manual, %1 8.0

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 .

AR — MRS N 5L
1. A 22 R st AR N A%
2. M5 WMIHT B .
3. i A HH .

Add Agent

* Firstname:
# Lastname:

* Username:

* Email:

valid

Save orCancel

Kl 4.2: IS InARSs N 03 bE

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

] A RAZ IR S5 N A N o ZEPAT BEERAE T8 5l SRR o5 N B3 B ZE LA P 1 G SR A iR 55
NGRS N Al B v 2

ArEER ARG A
1. AR/ MR A P AR R 73]
2. Wk BOR TR B Pl b i — 1 [0 4 o
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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

4.3: GRS N bR

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 4.4: JIR55 N 03 IR OB R /N 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

Hff HTRRREE AT MX SR I RO 7 T RE S BHIE 3R A R B o 6 TS R 4e, G
Lek AN e T LAERZ I . 1521 Agent Configuration Options .

FHL RS NG THLSHE .

AR BEE LTI IATRNE o W R BO B AT AR BRI RIATAAE OTRS AR ] « H5 b 3 Bt
N TR i N E AR 25 LR BB AL

4.1.3 55 N bt 5 i

Agents can be read and synchronized from an Active Directory® or LDAP server.

In case of using On-Premise system or ((OTRS)) Community Edition, you may use the following section to
configure your system.

7 f#:  The following configurations are taken care of by the Customer Solution Team in OTRS. Please
contact the Customer Solution Team via support@otrs.com or in the OTRS Portal.

k55 N BLINAIE ) i

BUIEDL T users RAFAEIEIIRSS N G3 58 o 8T LK H s %54+ ¢ LDAP/Active Directory ) [t in & i1 &
G AT SIS UE o O T SEIXAN s A Defaults. pm BRI A TEH AR config. pm HY o

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

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

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

# S$Self->{'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)

# SSelf->{'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 if the

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

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

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => ' (mail=%*)' or AlwaysFilter => ' (objectclass=user)

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

# S$Self->{'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).

# SSelf->{'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,

# }i

He

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

He

You should uncomment the following settings as a minimum.

R H SR MR 55 A BT 8 1) doe A R

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';

Host HXR5-431 DNS 2 IP o
BaseDN H s H 1L & o
uID H T &AM ENE .

vEfi#E: X+ Active Directory iX L /& sAMAccountName o

AT 2N 5 v 15 9k S R GRS N B config. pm MBS o WA RTE DT A CE S INEUE [1-9]

LASR 7R IIR L8 v 8 e T i o o

### 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';

41, RENG
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### 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';

ety A R RS o 6T R > UID # AU ME— K, A ) B AR — e REIE] .

91 e H SRS s lA2E (i 0 Rl Agent User Data ), 250838 24 (1) 48 & 3 N %)) Agent Authentica-
tion Back End . ZSzHRAE, 155 H] Defaults.pm THILLT WA IR LKL S config. pm 1 o

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

BATH 2 5 15 Ak SR R BIACRS A N 2 Config. pm IHCE S o WA ORAE DT A WCE S INEUE [1-9]
PAFRZR WS L 50 e TR A i i o

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

] LAE & fif il Agent Synchronization Back End .

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

g5 N B3 [R) 20 )i i

R M55 N Rl DMELERIRLZ fiT AN T3l s A s B AL 2emb o gedh, wr DU H SR 55 &%
(K12 5 B Ehis A .

J 25 N 53 et

oI R PR o SESCBLEERE , 1S Defaults. pm L F NAIFIORINGS] config.pm 1 .

# This is an example configuration for an LDAP auth sync. backend.

# (take care that Net::LDAP is installed!)

# $Self->{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'} = '';

# S$Self->{'AuthSyncModule: :LDAP: :SearchUserPw'} = '';

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

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

# or if you want to filter with a logical OR-Expression, like AlwaysFilter =>

— " (| (mail=*abc.com) (mail=*xyz.com)) '

# S$Self->{'AuthSyncModule: :LDAP: :AlwaysFilter'} = '';

# AuthSyncModule: :LDAP: :UserSyncMap
# (map 1f agent should create/synced from LDAP to DB after successful login)
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# yvou may specify LDAP-Fields as either
# * list, which will check each field. first existing will be picked ( ["givenName", "cn

;}H/ ”7S‘mpty”] )
# * name of an LDAP-Field (may return empty strings) ("givenName")
# * fixed strings, prefixed with an underscore: "_test", which will always return this,

—fixed string

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

# UserFirstname => 'givenName',

# UserLastname => 'sn',

# UserEmail => 'mail’,

#

b7

R H SR M55 45 BT A 15 K B A R

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

Host HMRE-#31 DNS ZHkE IP o
BaseDN H M AT .
UID H T8 ARG EYE .

HEf#E: 4T Active Directory iX 2 sAMAccountName o

AR TTLUE ] 24> Agent Synchronization Back End Bt . &6 4E T A ¥ B G i in— MUY [1-9] LR
TRMRLE T B JE TN S5 o BE4S AuthSyncModule @A Z07E Agent Authentication Back End 1 I #fi 1 1] .

55 N o3 L8

AT LMEH 2zt o P RP 2] OTRS 41 o o TSEX AN, M Defaults.pm &R I P2 IR 2R S
F| config.pm H .

efft: 4 Z(E OTRS el A Refli FH L Ll fE .

g5 N b A e e

Al LU e 40t %8 T 7 R 25 B OTRS /il o o T 928X A, M Defaults. pm &6 A &I HAL
Ii%] config.pm ¥ .

e s waiE OTRS il A R4 b D) fe
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4.1.4 R55 N DLC B 1k
4.2 kRSN A

FEAWT R FEIONESS T s ek BB RAE B A oG 2L o AERERPIG DL » #A 2T AR LR 4 € HT P 2 i g 4L
LA R 15 ) M e B R 7 1)

OTRS ik s he it 145 BRI G50 — A el ANMREE AL U7 ) BB T REPE o [IRE, 0T DUk DM S 4
LA ORHET— AN LT R BLR

IR B ERE— A B ARSI R — A B AN o AT RE , JF BRI
FRGH  EEBERAT H L AR EAR RS A AR .

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

Filter for Groups

Just start typing to filter...

K 4.5 EHRSS A G HFIHBR

4.21 FHRS N AR

AR L e — MRS N DA
1. mil g NG a0 il — s N5
2. RIS N PSR B4 IBLR .
3. st TRAFEL PRAF IR AL
AR RS N o e sy — L
1. mi ABIP K —A4 .
2. EF R ALER R ST N B IBLR
3. wili RAFEL PRAF IR EdAL -

VEMR: IR R ARGAIN T 2 AR AL A R, B N E DR AL FROR 2 A I g5 A B
B .

] LAFE AN ) I e 22 ARG N B s o S8, ESCIDRDR b e o R 95 A\ DA sADREAR N AT T i 48
g5 N B3R e i B R
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Change Group Relations for Agent Admin OTRS

GROUP (Jro [movento [Jcreare  [Unote Uowner [ priormy | [Llcw
admin o o d d L L 4
faq OJ OJ UJ UJ UJ OJ O
faq_admin D D D D D D D
faq_approval [ U UJ UJ UJ U U
stats | | o o W W '
users ] ] e e L e e
Save or Saveand finish or Cancel
4.6: B8RS N 53 CEE 4

Change Agent Relations for Group users
AGENT YIiro ¥ wmove nTo | M creatE | (¥ nOTE | (M owneErR | Y PRIORITY (¥ ¢
rooti@localhost v v v 7 7 7
(Admin OTRS)
sa (Super v v v v v v v
Admin)

Save or Saveand finish or Cancel

K 4.7 BRI R 55 A B
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Bt Uil IR gs N 0 SR AN SR A B IR 4 1R 3R [P BERE

4.2.2 RSN HRIKSH

K Mes N R BCgr 1 C 2 IRER DI 1] LUK 2 MR BEE 0 e N S 22 (R 3% o BRIMELL R » LUF
BB AT H] =

roC Hik ) X TA/MIPRTHAA i AR .

R R R TR B I AN/ B AR o

create ( G ) EIXANAL/AS LA QIE T AR -

note ( #iF D EIXANAL/BABEATIR I AR .

owner( i ) {EXANA/BAFHATAR S TP & AR .
priority ( fR5EZ% O EIXANZL/IAF LA 53 S TR S S BLRR
WR P MRS N B HA IR I 56 B RR > W] A2 IR K .
WRZ 53 R4 N EH AT A K .

WRMEE# R4 N AW LAER RS H IR .

rw( 525 ) A FA/AE T T BT A I SRR

ZL:

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 ( Zeit ) Vil Gevk s AL .

E[F] IR [E L IR IA PR C 7E TRt B e o AR (R4 ).
BE b THREE NS AR

I ST R AR .

B R MSPERORUBR C A “RER” 5l

Hld ¥ TR E R B .

HLTE [ AR N P SR LA B

FEEN BB RRSS A 55 NI

VEAR: R SR U (N A, A BB TS R AT R HE o B E RS A rw S IR HE
B B B TEAT T I T AT SRR

4.3 5N M

BE AL R HARERCA T A BT AR I 73 BF o A (O ARFHBORRE 22, DU A (LAY 4RI AL
PR o ANFTRAZE — A ANSRAEESRIAER > B T M ) EAR .

OTRS StVFitid i S — s A (R FA S ) Tl e IR AR o XL A (] B8R 23 e — D IR 55
NG 8ok A AR N S i MR
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(ORI TR 2K S 51 A €S/ NI R0 1 21 Rt 51 A= NGNS L RS N1 v - S L WA | R 1 6 DN
RI—ANMf o A BBRREAL T FP AU e dlm I A it .

L] Manage Agent-Role Relations
Actions Overview
[ +] Add agent AGENTS ROLES
root@localhost (Admin OTRS) Supervisor
a fadrale sa (Super Admin)

Filter for Agents

Just start typing to filter...

Filter for Roles

Just start typing to filter.

K 4.8: BEURS N S M ERRR

4.3.1 FHRF AL MERR
ARG O s — DRSS A
1. il BRgs NG — A RSs A
2. ERIEA RS NG PRI .
3. siiht PRAFEL PRAF IS it

Change Role Relations for Agent Admin OTRS

ROLE | acTivE

Supervisor ||

Save or Saveand finish or Cancel

Kl 4.9: BHUIRSS N DRI A (8

ARG RS N g — At
1. widi s — At .
2. EPEEASINBI SRS N0
3. wili TRAFEL PRAFIF5E AL

VEMR: IR RGAIN T 2 ARG N R 0, HE A PRI AR R AT Rk s A A R E g A
AESAT .

AT LLAE PN i i o [ I B0 22 AR5 N BB 8 o S8k A SQIBR 4k v B ol R 25 N D3 A €00 K AT N 3T T
G AR 55 N B3 B e G A €0 D e
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Change Agent Relations for Role Supervisor

AGENT

root@localhost (Admin OTRS) I:
sa (Super Admin) |:

Save or Saveand finish or Cancel

4.10: B E8Uf TSR IR 55 A 54

2/ o
T

Y7 IRl AR 55 N A G AN SR A B IR e 5 1 IR [P B

VEAR: TR B E A BRI R EHE S R B E A TP I P R EAE .

4.4 %

A e ofs 2 P LIS N B R G o BTG DL T OB K] OTRS 2R SATMT R o 7 i B AL T
P A AR % 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

K 411 B E B4

4.4.1 EHE P

VEAE LRI I A e PR i kA N e i 2 7 o A LDAP SESNES H SRS AR R % A BT RE .
AN AR

1. R ZEMELRE ) SN g 42
2. WELHTB .

3. miili PRAFHZHL -

106

Chapter 4. 1/ . 4ififa(n




OTRS Administration Manual, %1 8.0

Add Customer

* CustomerlD:

% Customer:

* Valid:  walid

Save or Cancel

Kl 4.12: RN ;o be s

By LIENRGHMERS ™ o RS RDR AR i B0 TRl In i Rk el .

RGN
1. /B PR T AR .
2. BT B -
3. wiihh PRAFEL PRAF IS8 it
FEEL AR
1. AEAC AR AR R ME A AR R 73]
2. ey BoA MK OB B bR ey — IRl g

T AR AR EINBE RS T, WA REE SRR E R o BUATEOU NS ] AT 1000 N5

442 KJRHE

AN L BRI, TDME I U W o bR S I T BOR AT B .
DX E PN EAARR o WAZ R WETRE, BT SRR R AT .

P MBI AR o R AE G T B R R AMET R A s AR K R o SRR s AR
e

g = AEE AR -
Mg )7 (KIHB S o
Wl R AR
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Edit Customer

% CustomerlD: | acme.co
% Customer: Acme Inc.
Street 123 Anywhere 5t.
Zip: | 12346
City Somewhereviell

Country United States of America
UR https:/facme.exapmle.com

Comment: |A great company.

* Valid:  walid

Save or Saveand finish or Cancel

Kl 4.13: gntE % 5 54

HR FIEK o MBI E X .
Rk 2 R T e Al URL

FERE IR BRI AR o O T M, U SOR I BURTE N AT SE R R T I B IE . DD TERE
WA WoRfERE R .

AR BRI RN - R T BOR BN A% WA BRI RN AAE OTRS FRAEH] o by Brist
A TCRE I TR AR L BN LA

4.5 ®)Q A

IS EAWIR R > AE TSI ok BR 23BC 25 25N P e AN VD SEBR I » 18T BB BUR 2 BL 28 % P IR BT A % P
M

OTRS RVFE A —AE ) 4l BUR o« SRS A G 5 M al B E& B SR A — AR o
I, RWE P EETIREEF NS R, a5k Ty 4 .

Z:

WREE ) A OBRAE S S IR AN

IR B RER —A B AR R IR — A s AN o EAII I RE , TR AR AN AN R
girh o HHBERALT H L ARMEAN & b .

il AR A AN SR R SR AT B h fiE o X T ERIAE) OTRS Jridii» w] LUB I AE R 4
P b iy AR R E .

T BARAEH] H s MR Ss & sl 2 AN FEERA G i i) R GE b A P DD BE 75 288 1 G & SO AE Kernel /
Config/Files el h 7.77_CustomerBackend.pm )o WO G BeJE s BT A P ) T 24y
A .

108 Chapter 4. f)" . 4ifiifaits



OTRS Administration Manual, 17 8.0

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 4.14: FHE -2 FI Bk

MNotice

1is feature is disablec

Just use this feature it you want to define group

pPErmissions for CUstomer users.

& Enable it here!

4.15: Jg % Ao

w4 109
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3

T YA A RANBR R SS SRR Ay, XA RE s P EVERERTIN R .

451 FHEF  4HIHk

W BRI URIhRE B EIT LR .

Motice

= Enable it here!

4.16: JGH &) -4 R

A ERGLA IG ADE
1. mile ZP PRI
2. IEFE PRI MBI
3. niili PRAFEL PRAF IS8 A%l

Change Group Relations for Customer Acme Inc.

SAME CUSTOMER
GROUP Uro U rw
admin [
faqg
faq_admin

faq_approval

stats

Save or Saveand finish or Cancel

417 B0 R4

AR s N
1. midt APP A4 .
2. PR ALERRR T FIBUR
3. sl PRAFEL PRAT IS8 Al
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Change Customer Relations for Group admin

SAME CUSTOMER
CUSTOMER (1) LJro LJrw

acme.co Acme Inc. [ [

Save or Saveand finish or Cancel

4.18: BRI %=

B ECR ) RN
1. Bl AR () G2 ) BRI AL
2. Add or modify groups in setting CustomerGroupCompanyAlwaysGroups.
3. MHRBLAMWATHE -

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).

4.19: CustomerGroupCompanyAlwaysGroups &R AN E bt 4e

R HEN PG TR .

VEMfR: WERARGEHISIN T 2% s, TR R SRS E R A P e i A oL B N\ L 4
PRRAHREFEAL -

FTRAAE A e (R I 0 L 2 A% )7 Bl o a4 AR RIS e o o 2 7 B4R AT AT T > g% > f
et gL bR

Bits ViR B AR AR ORISR IR [ B

452 %) HXHSH

R BeRI A sz, T LORE 22BN % ) R AL 2 18] R38R « BROATE DL » DU B AT

A% 2R P R BT RER AR SR 3 P P I C TR ID S5 P i 7 ID )3k
TV TIARR

roC JBE ) B BT ALK .
rw( 525 ) RHZBHEI 58 4k SV HAUR
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VEAR: TERLAESIAR ST BB ALIENE R BB T IE A I T A RIEAE .

4.6 % H

RN A YT ALk 2 R TMARI R - SERR AL E C T A o H i D LUK B 7 S AE A HL s
MIER R

OTRS 4t T TR AL (K 75 VKR AT 53 23 W BT IR SS AH ZUA FRIEE R IS NAB L o 88T IR 7522 1) OTRS
AINME SR A NER

R LB ) RGN 7 o BRAE UL R » BT OTRS A EAEM %« &5 o8 B b
L= HI S AUt ARz P Bt .

[ 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
[+] Add Customer User

Database Backend
Hint

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

panel.

Kl 4.20: 2 H A B S

4.6.1 EHEH M

iy AARELA AR AN AReE S IReI R o wtld A AE .

FEMR: SURE A e 1 e v AR AN I g B T o 4] LDAP S840 H S i 55K 25 0 % )7 P i 2
IfE

HERIN—AES )
1. ri A MEAE R % - P 44
2. WHMIHTEL .
3. riili TRAFHEHL

Bl EEANRGTMERE RREEEH AR I A e I e ROk 5 A EATT
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Add Customer User

% Firstname:
% Lastname:

* Llsername:

% Email:

* CustomerlD:

# Valid:  valid

Save or Cancel

4.21: NI e
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ARG AR
1. mai& S B A
2. BHTBL .
3. wili RAFEL PRAFIF 58 edZAL

Edit Customer User

Title or salutatior
# Firstname: Wyle
# Lastname: Coyote
% Username; we
Password
# Email:  we®acme.example.com
% CustomerlD: | acme.co Acme Inc.

E 1
viobile
alreel
Zi|

City
Country
Comment

# Valid:  wvalid

Save or Saveand finish or Cancel

K 4.22: Gt R B

BEAH AP
1. (e AU ZRE A 2R 17
2. WL BT DU KB b sl — [

M WA % A mEIR g WA A A 5 ) BOAE LR XA ET 1000
NES

AL R B g 7 P IS I B2 R P BUR o X AT g2 T BUR AR IOBLRAERE o R LAAE g7
JUH Bk e A A R AT 28R

Z L
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Effective Permissions for Customer User

Group Permissions

GROUP RO RW
LSErs 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 Access
CUSTOMER DIRECT
acme.co Acme Inc. v

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.

Bl 4.23: ) P AT OB BRI Es

Wz A A e e .

4.6.2 ) CE

AN R L BRI, TR U B o AT R S I T BOR T B .

VEAR: IX L AT RS R I BRA T B .

AT TR v DALEREAL TR I — S8 A FRAT SR W0 Mr . Dr. < Jr. 55 .
Yo BT .

gE > g R

Mg BRGNS -4 .

T RSN . AR KA .

Email * %7 HUP I 7 IR AFSBAE

B TR AL o N BRI AR .
RGBT T I R D

3 BRI E S .

THL B PTHLS .

HiE &) NEE AR .

g )7 (KIHB S o

Wl RS

2 2 P I E AR

VERE IR BRI TR R o TN SR LR T B S i A e B R T R B A, DA TR
WA oRfERE R .
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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

ZL:

It is possible to assign multiple customers to customer users via the %) [{{/* %) screen.

4.6.3 Customer User Back Ends

The system works with many customer user data attributes such as username, email address, phone num-
ber, etc. These attributes are displayed in both the agent and the external interface, and also used for the
authentication of customer users.

Customer data used or displayed within the system is highly customizable. The user login and the email
address are always needed for customer authentication.

You can use two types of customer back end: database or LDAP. If you already have another customer back
end (e.g. SAP), it is possible to write a module that uses it.

The administrator interface does not support the configuration of external back ends. Administrators need to
edit the file Kernel/Config.pm by copying and pasting code snippets from Kernel/Config/Defaults.
pm manually in case of using On-Premise system or ((OTRS)) Community Edition.

#i5: Do not modify the file Kernel/Config/Defaults.pm, it will be overwritten after upgrading the
system! Copy and paste the code snippets into Kernel/Config. pm instead.

v fi#:  The following configurations are taken care of by the Customer Solution Team in OTRS. Please
contact the Customer Solution Team via support@otrs.com or in the OTRS Portal.

Database

This is the default customer user back end for new installations. The example below shows the config-
uration of a database customer back end, which uses customer user data stored in the database table
customer_user.

# CustomerUser

# (customer user database backend and settings)

SSelf->{CustomerUser} = {
Name => Translatable ('Database Backend'),
Module => 'Kernel::System::CustomerUser::DB',
Params => {

# if you want to use an external database, add the
# required settings

# DSN => 'DBI:odbc:yourdsn’,

7 Type => 'mssql', # only for ODBC connections

# DSN => 'DBI:mysql: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
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# CaseSensitive defines if the data storage of your DBMS is case sensitivey,
—and will be

# preconfigured within the database driver by default.

# If the collation of your data storage differs from the default settings,

# you can set the current behavior ( either 1 = CaseSensitive or 0 =,
—~CaseINSensitive )

# to fit your environment.

#

# CaseSensitive => 0,

# SearchCaseSensitive will control if the searches within the datay
—storage are performed

# case sensitively (if possible) or not. Change this option to 1, if youu
—want to search case sensitive.

# This can improve the performance dramatically on large databases.

SearchCaseSensitive => 0,
}

# customer unique id
CustomerKey => 'login',

# customer #
CustomerID => 'customer_id',

Customervalid => 'valid_id',

# The last field must always be the email address so that a valid

# email address like "John Doe" <john.doe@domain.com> can be constructed,
—from the fields.

CustomerUserListFields => [ 'first_name', 'last_name', 'email' 7,
# CustomerUserListFields => ['login', 'first_name', 'last_name', 'customer_id',
—'email'],

CustomerUserSearchFields => [ 'login', 'first_name', 'last_name',
—'customer_id' 1],

CustomerUserSearchPrefix => '*1,

CustomerUserSearchSuffix PR,

CustomerUserSearchListLimit => 250,

CustomerUserPostMasterSearchFields => ['email'],

CustomerUserNameFields => [ 'title', 'first_name', 'last_name' ],

CustomerUserEmailUnigCheck => 1,
# # Configures the character for joining customer user name parts. Join singley
—space 1f it is not defined.
# # CustomerUserNameFieldsJoin => '/,

# show now own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

# generate auto login prefix

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,
# use customer company support (reference to company, See CustomerCompany.,

H o HH R W HHR R

—settings)
CustomerCompanySupport => 1,
# cache time to live in sec. - cache any database queries
CacheTTL => 60 * 60 * 24,
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# # Consider this source read only.
# ReadOnly => 1,
Map => [

# Info about dynamic fields:

#

# Dynamic Fields of type CustomerUser can be used within the mapping (see.L
—example below) .

# The given storage (third column) then can also be used within they
—~following configurations (see above) :

# CustomerUserSearchFields, CustomerUserPostMasterSearchFields,
—CustomerUserListFields, CustomerUserNameFields

#

# Note that the columns 'frontend' and 'readonly' will be ignored fory
—dynamic fields.

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,Z2=1lite), required, storage-type,
— http-1ink, readonly, http-link-target, 1link class(es)

[ 'UserTitle', Translatable('Title or salutation'), 'title', U
[ 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFirstname’', Translatable ('Firstname'), '"first_name', U
- 1, 1, 'var', '', 0, undef, undef ],

[ 'UserLastname', Translatable ('Lastname'), 'last_name', U
o 1, 1, 'var', '', 0, undef, undef ],

[ 'UserLogin', Translatable ('Username'), 'login', u
. 1, 1, 'var', '', 0, undef, undef ],

[ 'UserPassword', Translatable ('Password'), 'pw', U
[ 0, 0, 'var', '', 0, undef, undef ],

[ 'UserEmail', Translatable('Email'), 'email', u
o 1, 1, 'var', '', 0, undef, undef ],
# [ 'UserEmail', Translatable ('Email'), 'email’, u
N 1, 1, 'var', '[% Env("CGIHandle") %]?Action=AgentTicketCompose;ResponselD=1;
—TicketID=[% Data.TicketID | uri %];ArticlelID=[% Data.ArticleID | uri %]', 0, '',
— 'AsPopup OTRSPopup_TicketAction' ],

[ 'UserCustomerID', Translatable ('CustomerID'), '"customer_id', 4
[ 0o, 1, 'var', '', 0, undef, undef ],
# [ 'UserCustomerIDs', Translatable ('CustomerIDs'), 'customer_ids
!, 1, 0, 'var', '', 0, undef, undef ],

[ 'UserPhone', Translatable ('Phone'), 'phone', wu
— 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFax', Translatable ('Fax'), 'fax', U
o 1, 0, 'var', ''", 0, undef, undef ],

[ 'UserMobile', Translatable ('Mobile'), 'mobile’, 0
N 1, 0, 'var', '', 0, undef, undef 17,

[ 'UserStreet', Translatable ('Street'), 'street’, u
[ 1, 0, 'var', '', 0, undef, undef ],

[ 'Userzip', Translatable('Zip'), 'zip', U
o 1, 0, 'var', '', 0, undef, undef ],

[ 'UserCity', Translatable('City"), 'city!', o
N 1, 0, 'var', '', 0, undef, undef 17,

[ 'UserCountry', Translatable ('Country'), "country', U
[ 1, 0, 'var', '', 0, undef, undef ],

[ 'UserComment', Translatable ('Comment '), 'comments', U
o 1, 0, 'var', '', 0, undef, undef ],

[ 'ValidID', Translatable ('Valid'), 'valid_id"', u
N 0, 1, '"int', '', 0, undef, undef 7,
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# Dynamic field example
# [ 'DynamicField Name_X', undef, 'Name_X', 0, 0, 'dynamic_field', undef, O,
— undef, undef ],
J r

# default selections
Selections => {

# UserTitle => |

# '"Mr.' => Translatable('Mr."'),

# '"Mrs.' => Translatable('Mrs.'),
#

}/
}!
}i

If you want to customize the customer user data, change the columns or add new ones to the
customer_user table in the database.

For example, to add a new field for room number:
1. Add a new column room to table customer_user.
MySQL or MariaDB:

root> mysql -u root -p -e 'ALTER TABLE otrs.customer_user ADD room VARCHAR (250)' ‘

PostgreSQL (from the /opt /ot rs directory):

’otrs> psgl -c 'ALTER TABLE customer_user ADD COLUMN room varchar (250)'

2. Copy the $self->{CustomerUser} section from Kernel/Config/Defaults.pm into Kernel/
Config.pm.

3. Add the new column to the Map array.

[ 'UserRoom', 'Room', 'room', 0, 1, 'var', '', 0, undef, undef 7],

You can set the HTTP link target and link class (the last two keys) to undef in map array elements,
if they are not to be used. These keys add target="" and class="" attributes to the HTTP link
element, respectively. They are ignored if HTTP link is not set (itis ' ' in this example).

vEf#: It is recommended to always use English words for names.

Z .
Names can be translated into other languages with custom translation files. See the Custom Transla-
tion File chapter in the developer manual.

LDAP

If you have an LDAP directory with your customer user data, you can use it as the customer user back end.
The example below shows the configuration of a LDAP customer user back end.

# CustomerUser
# (customer user ldap backend and settings)
$Self->{CustomerUser} = {
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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 (one|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP tree
UserDN => '',
UserPw => '',
# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>

— ' (objectclass=user) '

—space

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 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'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# Configures the character for joining customer user name parts. Join single,
if it is not defined.
CustomerUserNameFieldsJoin => '',
# show customer user and customer tickets in the external interface

1
!

CustomerUserExcludePrimaryCustomerID => 0,

# 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,2=lite), required, storage-type,

— http-1ink, readonly, http-link-target, 1link class(es)

[ 'UserTitle', Translatable ('Title or salutation'), 'title', 0
N 1, 0, 'var', '', 1, undef, undef 17,
[ 'UserFirstname’', Translatable('Firstname'), 'givenname', w
1, 1, rar 7 - 7 1, uudcf, traef ] 7
120 Chapter 4. H/ . AFf{0




OTRS Administration Manual, %1 8.0

[ 'UserLastname', Translatable ('Lastname'), 'sn', L
— 1, 1, 'var', '', 1, undef, undef ],

[ 'UserLogin', Translatable ('Username'), 'uid', U
— 1, 1, 'var', '', 1, undef, undef 7,

[ 'UserEmail', Translatable('Email '), 'mail', L
s 1, 1, 'var', '', 1, undef, undef ],

[ 'UserCustomerID', Translatable ('CustomerID'), 'mail', L
s 0, 1, 'var', "', 1, undef, undef ],

# [ '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', u
N 1, 0, 'var', '', 1, undef, undef 7,

# 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 ],
1,
}i

To activate and configure the LDAP back end:

1. Copy the $Self->{CustomerUser} section from Kernel/Config/Defaults.pm into Kernel/
Config.pm.

2. Remove the comments (# characters) from the beginning of the lines.

If additional customer user attributes are stored in your LDAP directory, such as a manager name, a mobile
phone number, or a department, this information can be displayed in OTRS.

To display additional customer user attributes from LDAP directory:

1. Expand the Map array in Kernel/Config.pm with the entries for these attributes.

[ 'UserMobilePhone', 'Mobile Phone', 'mobilephone', 1, 0, 'wvar', , 1, undef, .
—undef ],

vEfi#: It is recommended to always use English words for names.

Z

Names can be translated into other languages with custom translation files. See the Custom Transla-
tion File chapter in the developer manual.

4.6.4 Multiple Customer User Back Ends

If you want to use more than one customer user data source, the CustomerUser configuration parameter
should be expanded with a number, like CustomerUserl and CustomerUser?2.
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The following configuration example shows usage of both a database and an LDAP customer user back
end.

# 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 => '',

Die => 0,

Params => {
port => 389,
timeout => 120,
async => 0,

version => 3,
}/
}/
# Other setting here.

}i

It is possible to integrate up to 10 different customer back ends. Use the % )" Jil /" screen to view or edit
(assuming write access is enabled) all customer user data.

4.6.5 Customer User Data in Dynamic Fields
Sometimes it can be useful to also store customer user data directly in dynamic fields of a ticket, for example
to create special statistics on this data.

The dynamic field values are set, when a ticket is created or when the customer user of a ticket is changed.
The values of the dynamic fields are taken from the customer user data. This works for all back ends, but is
especially useful for LDAP back ends.

To activate this optional feature:
1. Activate the setting Ticket: :EventModulePost###4100-DynamicFieldFromCustomerUser.

2. Activate the setting DynamicFieldFromCustomerUser: :Mapping. This setting contains the con-
figuration of which customer user field entry should be stored in which ticket dynamic field.

3. Create the dynamic fields, if the dynamic fields are not present in the system yet.
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4. Enable the dynamicfieldsin setting Ticket: :Frontend: :AgentTicketFreeText###DynamicField
so that they can be set manually.

VEf#: The dynamic field must not be enabled in the following settings:
e Ticket::Frontend: :AgentTicketPhone###DynamicField
* Ticket::Frontend: :AgentTicketEmail###DynamicField
e Ticket::Frontend: :AgentTicketCustomer###DynamicField

If they were, they would have precedence over the automatically set values.

4.7 ZJHP B

B, 2E— AN PR TR BA AR, & P TR R B0y ) 2 A% 7 LR DLk AT o iR
JLMREARR A TGN , B — DA FEEEMATT AT PR ER .

KT E RGO, OTRS #3424 T Ak o BT EER 240, IR 1 P da LUy m s e L2 A% 0 T
EERN

RS AW EANE T H I NNE—AE 2N B IIEE, 2O0FEE —ANE S H—A
HPRIMAI RS T  SPERSAT P A 2R AP #Pafdd

a Manage Customer User-Customer Relations
Actions Search Results:
@ CUSTOMER USERS (1) CUSTOMERS (1)
Wyle Coyote <we@acme.example.com= (acme.co) acme.co Acme Inc.

4.24:; FEHE AN ORI

4.7 FHEERT F)OREK

W AR B RS E R Adsk - B8 IE R Customer User Settings #£477)
e .

HER L P e — N T
1. me Z PP PRI T
2. ERE NG T
3. sl RAFEL PRAFIFS5E edZAL -
A BRSPS AN
1. male ZPPERPI A%
2. WEPEEN G ZE RS .
3. siihi PRAFEL PRAFIF S8 it
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Change Customer Relations for Customer User Wyle Coyote (we)

CUSTOMER (0} ACTIVE
Mo data found.

Save or Saveand finish or Cancel

4.25: 1BH0R ) P AN R ORIk

Change Customer User Relations for Customer Acme Inc.

CUSTOMER USER (0) ACTIVE
Mo data found.

Save or Saveand finish or Cancel

4.26: Bz Rk S R

Before OTRS version 7.0.14 it was only possible to enable or disable access to company tickets for customer
users for every customer user back end via CustomerUserExcludePrimaryCustomerID parameter. It
was not possible to select the primary customer ID, because it was assumed to be always there anyways,
and for the same reason it is still not possible if CustomerUserExcludePrimaryCustomerID is disabled
for that customer user back end.

In order to allow privilege separation for customer users of a common company, it should be possible to
remove access to tickets of the same company and then individually reassign access to specific customer
users. Then these customer users have company ticket access while all others do not.

To allow privilege separation for the customer users of the same company:

1.
2.

) ZGME R

Search for the setting CustomerDisableCompanyTicketAccess and enable it to make sure not
all customer users get access to company tickets until the configuration is finished.

. Copy the $self->{CustomerUser} section from Kernel/Config/Defaults.pm into Kernel/

Config.pm.

Remove the comment (# character) from the beginning of the line contained
CustomerUserExcludePrimaryCustomerID and set the value to 1.

CustomerUserExcludePrimaryCustomerID => 1,

Set Customer Users Customers relations for customer users who need to have access to company
tickets.

3 RGRCE B .

Search for the setting CustomerDisableCompanyTicketAccess and disable it to allow access to
company tickets only for customer users configured in step 5.

FEfR: AR 2 A% P B IR S AR ZAE A SR E 0 L s o BRSO X
FIHET 1000 A% PRI T
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AT LAE A B o A I 2 BE 22 A 50 7 P B 7 o AN, FESCIR e 4 rh ALl 2 P s R AR N AT T
G e e R 7 DR

Bty ViR AR OE R IR SR A (R [ B

VM R AESbR R B E R EAE R U E PTIE S T REAE

4.8 =/ A
P PSSO MSS £ HIP 0 TAE o 3SR R T LR LSV 1 AR AT AR AR T %
PR IF HAPE T

OTRS etz P oy Eeal AR o L5 Mk 55 A G i 1n) 5 sCAH ) S mT B 1% B oM & — MK o
I, RVFE L T ERARIEAE SR, TRl — Rk TR .

Z L
ER% T 4B THIEANE .

i B — A B A% P B — A s A o E AR, BT A4
WINBIRGD  EHEBRAT H L ARMEAER R AR .

a« Manage Customer User-Group Relations
Actions Search Results:
@ CUSTOMER USERS (1) GROUPS
Wyle Coyote <we@acme.example.com= (acme.co) admin
faq
[ Edit Customer User Default Groups fag_admin
faq_approval

TR stats

Customer User Default Groups:

Filter for Groups GROUPS

Users

Just start typing to filter..
art typing No changes can be made to these groups

4.27: BRI -4 Rk

i BAE A DN P SR R SR A AT B fE o X T ERIAI) OTRS Jdii» w] LU I AE R 4¢
Bl s AR R LR E .

Tff: TR H RS A2 A JEBA S o I R Ze b Ja b Dhfe » 75 20K B o XIC & S JE Kernel/
Config/Files F1( B4 222_CustomerBackend.pm ). )5 WEuHIETE &5 H - #85 E 5
4 .

I

T YR E  RAINBR R SS SR gAY, XA e P EERE RTINS R .
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Motice

& Enable it hare!

Kl 4.28: 3 F% P AL ThRE
4.8.1 EHEFHP 48k

WEAG A AR
1. il B R
2. S FEIEHE R P T BRI AR -
3. sili RAFER RAF I SE L -

Change Group Relations for Customer User Wyle Coyote (we)

|
(o]
|
=

GROUP
admin

faq
faq_admin

faq_approval

stats

Save or Saveand finish or Cancel

Kl 4.29: & 2405 H P ORER 4L

AL LR P e — AN
1. s AP — A4
2. LR AHER RN ) T IR o
3. riili TRAFEL PRAFIF 58 UL o
A 7 R ER AL -
1. i R b i g e ) P I BRIAZH 44 .
2. Add or modify groups in setting CustomerGroupAlwaysGroups.
3. MHRBAMATAE -
XA A RCS AR P .
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Change Customer User Relations for Group admin

CUSTOMER USER (1) Lro LJrw

Wyle Coyote swe@acme.example.com> (acme.cao) L [

Save or Saveand finish or Cancel

Kl 4.30: B4R %
CustomerGroupAlwaysGroups

UsSers 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).

¥ 4.31: CustomerGroupAlwaysGroups R EHC E F 4t

FEff: WRCK 2 A2 P s MBI R GE R s WA R ME A e & s B A L e A 1 B A
LRI A PR AR E A

A DALE A B R R I 2 L 22 AN 20 7 T B o A, FE R AR B b nali 8 7 L™ SR AH N AT T 234
=R R el iR AL B

B Yl P AN I B SIS 4 IR [ L

4.8.2 HIH P ARES %

e P P oy BeEs AN C [ 2 JRAR D W LLKE 2 MBI E N % 7 P A2 T 38 « BOARE LR » BUR
GUCTIDER

roC Rk ) RHZ B R BT ALK .

rw( B85 ) RHZBHEI 58 i ST MR

VEMR: B ILAESIAR R P BB RENE , R BB FTIES ) T RIEHE

4.9 =R Mg

AL DERR G — A AR RIS AN s ARG o EA B IIRE . BT E W RGEI A%
FURI—MRSs o EBRRRALT P AR Al PP RS
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a« Manage Customer User-Services Relations
Actions Search Results:
| Q | CUSTOMER USERS (1) SERVICES
Wildcards like ™ are allowed. Wyle Coyote <we@acme.example.com> (acme.co) Test service
= Edit default services

Filter for Services

Just start typing to filter...

4.32: PR -5 2 10 ) Ik
4.9.1 FHE T MRS oRHK

AN A e RS
1. widde Z PP PRI A% T
2. LR IG T  IIRS
3. wili RAFEL PRAF IR 58 edZAl

Allocate Services to Customer User Wyle Coyote (we)

SERVICE L] acTive

Test service |

Save or Saveand finish or Cancel

Kl 4.33: B T SRR 55

BN ARG
1. wid IS o i — A s .
2. RIS RS R
3. wili RAFEL PRAFIF 58 et

Allocate Customer Users to Service Test service

CUSTOMER (1) L acTivE

Wyle Coyote <we@acme.example.com= (acme.co) [

Save or Saveand finish or Cancel

Kl 4.34: B RIR 55

VEff: WRCR 2 A M SRS AR RS T RS R e AT BT I e eI
ANEERL PRI A RO B E RS
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A LAAE A B o ) I o S 22 A 20 7 P B SS o Ja 4, AR SRR 4 b i ol 2 P s 55 K AR N B 4T T
G B e R A 55 D

Bty ViR R SS A SR OE B IR A (KR [ B

VM R AESbR R B E R EAE R U E PTIE S T REAE

4.9.2 & HERNIRS

AL INER AR SS > LME A % R #R AT LA R EAT] o IR LIRE S 1 e 20 ) AN TP s I A IR 55

A B RIERA RS -

1. i ZE A RE ) BB IR S5 444
2. JEFEFTAT R L # AT LUEFE R S5
3. sl PRAFEL PRAT IS8 idacll

L Manage Customer User-Service Relations

Actions

1 Goto overview

Filter for Services

Just start typing to filter...

Allocate Services to Customer User

Allocate Services to Customer User

SERVICE ACTIVE
Backup and Archiving

Communication
Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet
IT Operations

Metwork Access
Remote Access

Standard Desktop

Save or Save and finish or Cancel

4.35: 7} HCHR S5 2% 7 L B

H A M55

B A TR SS R SE IS5 TR NI o WERZ 7 7 0 IE T4 8 IR 55 » AN

4.10 4]

e R Rl LS IN B R 48 o Hi) OTRS et

Herpr s

—EBRAAL o A EBRRAL T T L LA (AL 1A

4.10. 4
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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

K] 4.36: 4153 55

4.10.1 4

AN
1. R ZEMELRE ) g2 .
2. WMBLIUFRL
3. st fRAFEHL -

Add Group

* MName:
* Validity:  valid

Comment

Save or Cancel

K| 4.37: A4 bt

i TENRGT MR o R REE DR A R IE IR E Y ok i ook EAT

AL
1. SR — A4 .
2. BB .
3. Auili fRAFEL RAF I 5 it

VEMR: QR PRGN T 2L WA I DRSS R I B B pE A A AR AR E 4L .
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Edit Group

* Mame:; users
# Validity: | valid

Comment Group for default access.

Save or Saveand finish or Cancel

4.38: Yt 2 i H:
4.10.2 Hix'E
ISINE GBI PRI, AT DAME R DU S - A R S P BUE B IH B .

AR BRI TR LRI BT R M KT A LR RS TR o 4R A N
i

WfF: B LA SR BB o 4 group? DLAERERR A group2 I} > % T 15 284 73 BiL £
groupt (I s FTA BURASEARRI ) o IXAGERED OTRS 1] ID SKFIR KA, MAZHLHK -

AR BEE LTI o W R BUs BN AT AR BRI R AT AAE OTRS AR H] o H5Ib3 Beist
B TCRE i TR AR L E BB A

M AR A W R s (B R S AT IE R R Hrisas A B R 4 P
PR A2

VERE R B EAS ISR R o T SR LR T BOR TS i A e R R T R B E . DA TR
(ERERTAZ R e L

4.10.3 ERil4

FEAIRSS N DU N 2 /D J& T AN 1 o AR 2edkert, A7 —283iE LA mT Al
admin AVFHAT R E TS .

stats % V5 i OTRS G THELHIFAE g it k¥ .

users fIR%5 N DIVAZJE T XA HA B SHIR » IXFEADATTA REVS 0] T RGP A DIe .

4.11 Mt

A0 IS e 5 T ) RGN A€ o BRIAIE LR > B0 OTRS e AN AR f (4 o A (O BB AR T P
A AL it .
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a« Role Management

Actions

]

List (1 total)

Add Role NAME COMMENT
Supervisor A role for quality insu...

Filter for Roles

Just start typing to filter...

VALIDITY

CHANGED CREATED
valid 10/24/2018 09:45
Hint

10/24/2018 09:45

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

Kl 4.39: ff 0 B 5
1. Fai ZE MDA 8 0 £ (42250
2. WH LT,

3. miih PRAFHEHL -

Add Role

* MName:
= Validity: | valid

Save or Cancel

Kl 4.40: st
gt EIENRG P MR e o HREE R

ARG M

MRS AR I A D ek I N e ROk AT EATT
1. m A EsEP Mt .
2. BB

3. sl TRAFEL RAFIF 58 AL

4.11.2 O E

EfE WRRG RN T 20, A ZEIRM AR, i s dsie & s e Mt .

ARG A UL DEPIN T LMEH AN R o AT AT (P BUZ I BL
S

YRR BEBEIE AR o AT DR BOR R AME AT R B AT RS TR o A FRR RO EME AR
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Edit Role

* Mame: Supervisor
# Validity: | valid

Comment: | A role for quality insurance.

Save or Saveand finish or Cancel

Kl 4.41: GidRfh (b4

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

FERE IR BHEAS IR R o O T, B SOR I T BORTE i AT SEBER) T I BRI IE . DD TR
WA oRERE R .

412 Mt A

U H BE B — AN B A ORI B AN A B IR R s P E R A RSN
RGH o EHBERALT FP AR E A Mt it .

# Manage Role-Group Relations
Actions Overview
Add Role ROLES GROUPS
Supervisor admin
Add Group

stats
users

Filter for Roles

Just start typing to filter...

Filter for Groups

Just start typing to fiter...

4.42: FHL -4 1) OCEE

4121 EHMEO AKRAR

AR R S s — DM
1. miad s — A .
2. LR A R RI AL IBUR
3. sl PRAFE PRAT IS8 idacll
AR o i N
1. sl A5 —A4l .
2. IEFFELRADER B L IBUR
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Change Group Relations for Role Supervisor

croor [ LJro  Uwmovemro  Uecresre Wnote Uowner U priormy | [ char oBserver
O O O O O

stats O O O O O
]

admin

USErs

Save or Saveand finish  or Cancel

Kl 4.43: B Rk 4L
3. miii PRAFER PRAT I 5 AL AL -
Change Role Relations for Group users

ROLE Llro | Lwmove wto LJcreate | LlwoTte | LJowner | LJpriormy L cHar
Supervisor ] U ] O ] O J

Save or Saveand finish or Cancel

Kl 4.44: 15504 B A 10,

VEME WERB RGN T 2 MO, A AL UE A4 AR BIURT A A R DE AR A A e i A il .

A LAAE AN B A ) I 23 e 22 AN F E B o o 4b s AR SRIBCBE S i o A 0 B AT N ST T 2 i A0 0 57
o G2 B

i YA s AN S PO RIS B R [Pl

4.12.2 fith KRS H
BB A C R ZIRSR DI, AT LUK 22 NP 5 ok 4 €0 5 20 2 TR (R 3% o BRIAS UL T > LU RAUBR AT
i -

roC H ) XTSI TRRA i B .

R R N TR 2K AN/AF B

create( O ) 7EXANE/IAFHAT G TR o

note ( i ) EIXANLL/PAFI LA IR a7 AR .

owner( JTH#E ) EIXAL/BASEA AR T T 7 5 R

priority ( 564 O 7EXAN/BAH ELAT 5 ST AR S8 AR o

MRS A BRI A8 NI 5 SUnT DO B (R .
WRZ 5% PASARRERH > Hon] DU s gk N RGEIE 5 2 5K .

WIRFTA % BA HBRE R ] P oR RE 32 2 7 P ST P IR K IFAEIN R AT 25 P 25 M S
HHEBRAE
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rw( 25 ) KPR ) T AT e A B AR .
ZL:

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 ( Ziil ) Vil Gevt s AR .

R[] BRI AR O 72E Tt DR e A AR L Do
BE AT HREERE AR .

B ST R R .

R FERMFIORCR C A “Hek” 424 e

il R TR E R BE .

HAE ) AR e PR FL A R

Pt N BT IRSS N R e AR .

VEMR: I BCE S ARE R R, KRB TS R R P A EAAE o G W E RS A rw S R AE
B B B TIEAT R I T AT AR

412. . 4 135
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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] 5.1: ACL %34 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

Kl 5.2: @) ACL b4+
i g —> ACL :
1. S ACL #I& Pt —A~ ACL, mkiH M Bl ACL i %EH 5 i B4k o
2. BB ACL 454 o
3. il CRAEEL RAF I 58 LAl
4. HFEPTH ACL -
M BR—~ ACL
1. Aiili ACL #IZ&t—A~ ACL .
2. B AL TR E R T RE IR TERL .
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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

K| 5.3: 4wt ACL 45 H4 bt %
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3. Rl PRAFHEHL o L6 /C MRS Aot AN IR BRI ACL 444 .
4. st BRI ACL 424 .

5. Rk IADERE Y M BR A

6. fE T ACL .

i ACL UL Perl #$ U5 A zzzacl.pm UM o FEAEE LT » REMIER T Frfr ACL 2ok A 24t
MEITBEE N TR I TR I ACL eI ZEA7 A « AESICAE B U H3E I ACL !

AR E T ACL :
1. R ZEMELRE R 725 ACL 424

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

FESF T ACL:

1. s Ze k) S ACL 124 .

2. FEMEHL IR M E DR SF Export_ACL.yml fF .
FEFE N ACL:

(s vt ik =i 5 (AR 17 | A

2. AT T L yml O

3. WA SIAM ACL, siih BT ACL 5?7 SIEHE .

4. piili $ ACL BlE&H .

5. miili #i# ACL 41 # & 3 A ACL .

VEMR: WARARGEEIN T 2 A ACL, i i i DEAR A 1 B\ By ) 44 ok Bk € ACL

#: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

5.1.2 ACL & &

AN R L BRI, ATDME I U B o bR S I T BOR T B .

PRR* BRI AR o R AL 7 B AR TSR AT AR K PR o FRHS s AEE IR
S

FERE IR BHEA I AR o O T M, U SOR I BURTE A AT SE R R T I B IE . DD TERE
WA oRfERE R .

A RALTRE  HA] DR AR B I SOA
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VLHC/sf5 1k ACL 4% RS EAT VP o BB A5 1L 221 ACL TFAl .

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

5.1.3 %i%h ACL 4itt)

ACL & LRI LAy AP RS » VEHCBCE M BB s o AEVLRCAR S h . ACL L5 A H] ACL 25005 i ) J& 1
WHRAE ACL e LI Ja itk 5 R JE 1 J& M ASUL L » T84 ACL A2 32 BT M, AHATA] J e VEFL i) ACL 4
SR BN o SO B Bl D TR AT REE TR RN o

VLR A AF

Properties( JAME ) AT O AT B A S UCRETR o Ik 46— 1o QLRI B IR S A Y T
S AT AN AR o T MO . o L% ACL ULHL T — A TS b » T EUA7 4 UCAC 1 M BVE R I ACL
A5 LT T R S I T R, (LB T 5 —ME . ACL WS AT I

PropertiesDatabase( EFIRETHIEN ) AR T Properties( JEME ) HAS T B RRA
BB R T EYE, X ERE B ECRIEA R B EAS F= AEAT AT 500 o A 40+ ) gt i
C R AR AR e rh A T Do

i

Possible( A[HEM) D ASHSI F T4 ZE00 A 1R Botis 3 B0 AEA 70 H I B K T3 o

PossibleAdd( R[EEINM ) A H T INAE A ACL Fis /b FIsk ke % « A5 HH Possible
( AJHEM DB PossibleNot ( ANAJHEN )R Al ACL —iefliH] .

PossibleNot ( ANAIHEMT ) AHE 4 H T MY ar £ Hh I BRESE  c& .« e nl LU Al A, tn] LS A 2
# Possible( AJHEN DB PossibleNot ( AHEEM) D Fr ACL —&AFH -

1

W

7

N TAE ACL [IT A B2 5y HEE 5K, AN — 22 prif st B o XAMEMRF IR s

[Not] MBEBMEFF T E , Bl (Not] 2 low . TR HIXLZEAMFIN : 1 very low . 3 normal «
4 high . 5 very high .

[RegExp] & T 7E XILHEZMAMIENZRILL, #U1 [RegExp] Low o EXFMELLT > JHTHLESRN L 1
very low . 2 low H[F] .

[regexp] E5 “[RegExp]” AEHAHLL, (HAX > KNE

[NotRegExp] /& IENIZRIARX , FlUl [NotRegExp] low « TR 5 3 normal . 4 high . 5 very high
AHIA] o

[Notregexp] TS5 [NotRegExp] FEHAIMLL, HAK S KNE .

5.1.4 ACL i/

RIS et T 548 5) 21 A4

XA T W 38 7 T an el e sl e g2 5 very high I TR A A A
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", EHREAANST o fEXE, WAL 100-Example-ACL o 1T s ACL B AE P AT i BT 57 HF 5
PEAE NAZAT AL X EE A B o VERERIIA 7B vl IE ) .

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 wery high".

* Validity:  invalid

Save or Cancel

% 5.4: 100-Example-ACL - FEA K &

Hws A BYEER  E SRR TRt e 2% o A s U BT 4ot B0 T T8, DA 8 S 15 6 0
N ACL o ZEFRATH7RBI s Wi T 2R B3 Raw 3 HALSEZ0Hh 5 very high, WIHUCED o X552 F)7E %
B R O s C s an B SEBABh Raw IF BALYE A 3 normal I ACL K ANUCHEL » {HIEAR J ik FR AL
SRR AR ISR 5 very high, #R)G 1A ICHE Do

)i » Possible (. TTREM D58 LT R BEREIIME L o FEARGI T, THpE T F IR BA B L BRI 4% Alert
BAF

VEMR: ANELEACR AR E N A RO R E B G2 1 ACL .

AR A7 fifi A 58 1 I 56 40k T s s 21 BA A

AT 5 S AR BIARFE AL, AR A, UG Raw B3I HARSE N 5 very high (T 5., P&
A B AERC P P N A S VUIC o A5 B0l A S B BEOBT T2 i > 2R ACL AN IEAE R AP I B E

FE BB AR 5 P T B R Rk ok P 2

This example shows how to disable the closing of tickets in the queue Raw, and hide the close action. Itis
possible to filter a ticket field (state) with more than one possible values to select from. It is also possible to
limit the actions that can be executed for a certain ticket. In this case, the ticket cannot be closed.

B BRI

AT s T ] s SCH e I B CARES Eh o PR IER Do SB0ERT AR 215 A2 ST H A DL s PR L
FCAEAT T, RIS A28 AT ACL o Ui RAAY BRI BROBCRCLE e, JF HAERA BRI OL T R EA1C fltm, i
M g5 N AT — e ) BRI ReARAT ] -
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w Edit ACL Structure
Match settings

* & Properties

* [ Ticket
2 Queus
Raw Exact match v
B Priority:
Svery high Exackt match b

Change settings

5.5: 100-Example-ACL - VL ¥ &

fi I I 2k 5K

AR E 7 T el I ) 2Rk A USRS T RN e T Ak o b ACL AXUE R AE LA HW T3k I BA A v 6 2 1)
T ) Hardware % -

SRR

It ACL 1iJ11% )" ID TheCustomerID BRIAMEE AN 51 St b (RS P14 .

5.1.5 ACL &%

AI{E ACL A I Jm P+ BEAVEAEAR RRE L IR T OTRS Z2%% o it , ] LU R 22k i e f by e v]
REMIME, JF el DU T4E Config. pm M BCE K7/ WU o I, TEdA SR 05 pry BUE M 5E B
ACL % .

AR AE ACL HE IR B « BERIME , 12 LLT YAML #30H) ACL 743 .

— ChangeBy: root@localhost
ChangeTime: 2020-04-15 16:46:23
Comment: ACL Reference.
ConfigMatch:
Properties:
# Match properties (current values from the form).
CustomerUser:
UserLogin:
- some login
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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
H Queue

Alert Exact match b

5.6: 100-Example-ACL - ik &
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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

& 5.7: 101-Example-ACL
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w Edit ACL Structure
Match settings
* B Properties
* 3 Ticket
8 Queue:

Raw Exact match v

Change settings
¥ B Possible
* 3 Ticket

B State:

new open pending reminder

Exackt match b

B
B

|
* B PossibleNot

* = Endpoint

AgentFrontend::Ticket::Action:: Close

F 5.8: 102-Example-ACL

 Edit ACL Structure

Match settings

F 5.9: 103-Example-ACL

Exact match v
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w Edit ACL Structure
Match settings
* & Properties
* [ Ticket
B Queue

[RegExp]HW Regular expressv

Change settings
* [ Possible
* & Ticket
B Queue

[RegExp]*Hardware REQU[&I’ expressy

¥ 5.10: 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

il 5.11: 105-Example-ACL
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Us

Gr

Dyna

erCustomerID:

some customer ID

oup_rw:
some group
micField:

# 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

Fron
En

tend:
dpoint:

AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend::
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend::
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend::
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend::
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:
AgentFrontend:

:KnowledgeBaseArticleDetailView: :Property
:PersonalPreferences
:ProcessTicketNextStep

:Ticket::Action:
:Ticket::Action::
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
Ticket::Action::
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
Ticket::Action::
:Ticket::Action:
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
TicketArticle::
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:

:TicketCreateEmail
:TicketCreatePhone
:TicketCreateProcess

:Close

Customer
:EmailOutbound
:FreeText

:Link

:Lock

:Merge

:Move

:Note

:Owner

:Pending
:PhoneCallInbound
:PhoneCallOutbound
:Print

:Priority

Redirect
:Responsible

: SmsOutbound
:TicketHistory
:Unlock

Unwatch

:Watch
:Action: :CopyLink
:Action: :Forward
:Action: :MarkAsImportant
:Action::Plain
:Action::Print
:Action: :Redirect
:Action: :Reply
Action::ReplyAll
:Action: :ReplyToNote
:Action::ReplyViaSms
:Action::Split
:Action: :UnmarkAsImportant

5.1. Vjn$=

il%1% (ACL)
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— AgentFrontend::TicketCreateSMS

— AgentFrontend::TicketDetailView: :Property
— AgentFrontend::TicketList::Bulk

— AgentFrontend::TicketList::Filter

- 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-f8b2fdebebdeeb7bl47a5£f8eldabe35bc
ActivityDialogEntityID:
# the current activity dialog that the agent/customer 1s using
— ActivityDialog—-aff0ae05fe6803£38de8fff6cf33b7ce
Queue:
Name:
- Raw
QueuelD:
- some ID
GrouplD:
— 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
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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

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:
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# Match properties (existing values from the database).
# Please note that Frontend is not in the database, but in the framework.
# See section "Properties'", the same configuration can be used here.

ConfigChange:
Possible:

# Reset possible options (white 1list).

Action:

# Possible action options (white 1ist).

ActivityDialog:

# Limit the number of possible activity dialogs the agent/customer can use in a.

—process ticket.

— ActivityDialog-aff0ae05fe6803£38de8fff6cf33b7ce
- ActivityDialog-429d61180a593414789a8087cc4b3c6f

Endpoint:

# Limit the functions on agent interface.

— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
- AgentFrontend::
- AgentFrontend:
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
— AgentFrontend::
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
- AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
— AgentFrontend:
- AgentFrontend:
- AgentFrontend:
— AgentFrontend:
- AgentFrontend:
— AgentFrontend:

:KnowledgeBaseArticleDetailView: :Property
:PersonalPreferences
:ProcessTicketNextStep
:Ticket::Action::Close

:Ticket::Action: :Customer
:Ticket::Action: :EmailOutbound
:Ticket::Action: :FreeText
:Ticket::Action: :Merge
:Ticket::Action: :Move
:Ticket::Action: :Note

Ticket::Action: :Owner

:Ticket::Action::Pending
:Ticket::Action: :PhoneCallInbound
:Ticket::Action: :PhoneCallOutbound
:Ticket::Action::Priority
:Ticket::Action::Redirect
:Ticket::Action: :Responsible
:Ticket::Action: :SmsOutbound
:TicketArticle::Action: :CopyLink

TicketArticle::Action: :Forward

:TicketArticle::Action::Redirect
:TicketArticle::Action: :Reply
:TicketArticle::Action::ReplyAll
:TicketArticle: :Action: :ReplyToNote
:TicketArticle: :Action::ReplyViaSms
:TicketArticle::Action::Split
:TicketCreateEmail
:TicketCreatePhone
:TicketCreateProcess
:TicketCreateSMS

:TicketDetailView: :Property
:TicketList::Bulk
:TicketList::Filter

# Limit the functions on external interface.

- ExternalFrontend: :PersonalPreferences

— ExternalFrontend::ProcessTicketCreate

— ExternalFrontend::ProcessTicketNextStep
- ExternalFrontend::TicketCreate

— ExternalFrontend::TicketDetailView
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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,
- some owner
0ldOwner:

# For ticket
- some owner

action screens,

Owner:
# For ticket
- some owner
# more ticket attributes
PossibleAdd:
# Add options (white 1ist).
# See section "Possible", the
PossibleNot:
# Remove options
# See section "Possible',
CreateBy: root@localhost
CreateTime: 2020-04-15 16:46:23

create screens,

(black 1ist).
the

Description:
ID: 1

Name: 200-ACL-Reference
StopAfterMatch: 0
ValidID: 3

where the Owner is already set.

where the Owner is already set.

because Owner is not set yet.

same configuration can be used here.

same configuration can be used here.

This is the long description of the ACL to explain its usage.

5.2 ShETE

B TP TR A R Ak UL

AR I TS

I T RS I S AR o BT A BRI A A 5, e

OTRS SRR INFT I HUa) & 7 Be RACBESCA L 488 . T Hua R  ZIEFE 7B . HI-Ia) o SR HESS
OTRS /& B 53 1] LUSE SCWIR L5 BN 22 ] UL I sn] ) 2998 Gevt Al Andi o bt mp LME I 3h &7 B .
R BEAR S P M Eh A T B« BRIAEOL T, — VBT OTRS 223 =4 ah& 7B . ahas v BUF B
Bl £ AR B S LAl shaA T B e AR .

5.2. ZhaT B
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« Dynamic Fields Management

Actions Dynamic Fields List

Ticket 114 0f 14
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE

T ——— 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 f

Add new field for object: Article PreProcDaysRemaining Days Remaining 5 Text Ticket wvalid f

AEETT PreProcVacationStart Vacation Start 6 Date Ticket valid f
PreProcVacationEnd Vacation End U Date Ticket valid @
PreProcDaysUsed Days Used 8 Text Ticket valid f
PreProcEmergencyTelephone Emergency Telephone 9 Text Ticket valid @
PreProcRepresentationBy Representation By 10 Textarea Ticket valid f
PreProcProcessStatus Process Status 11 Text Ticket valid f

: CustomerUser PreProcApprovedSuperior Approved Superior 12 Dropdown Ticket valid f

FAQ PreProcVacationinfo Vacation Info 13 Textarea Ticket valid f
CallerReachable Caller reached 14 Dropdown  Article valid @

Add new field for object: FAQ

K 5.12: BT B A

5.2.1 EHHETFLE

A BN AT B
1. WA RS G, IF IR Hr R ik a7 Bk

o

2. HEMIHTB
3. widli fRAFHEHL

General
* Name: 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: | 11

This is the order in which the field is
displayed on the screens where it is active.

For more information please check the
documentation.

5.13: BB sl T Bhi 4t

PG AT
1. MEE TR A SRR .
2 BEHFR
3. sitili RAFER (RAEHSe AL
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5.15: ka7 Bobt 4

General
# Mame: PreProcVacationStart Validity: | valid
Must be unique and only accept alphabetic
and numeric characters. Field type: |Date
% Label: Vacation Start
Object type: | Ticket
This is the name to be shown on the oo
screens where the field is active.
* Field order: 11

This is the order in which the field is

displayed on the screens where it is active.

For more information please check the

documentation.

K 5.14: GitHzh A7 BUR 5
A EMIER ST B
1. R SR R n — SRR A AR
2. piili WfAdZHL
Dynamic Fields List
Fl40f14

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 ]
PreProcDaysRemaining Days Remaining 5 Text Ticket valid o]
PreProcVacationStart Vacation Start 6 Date Ticket valid o]
PreProcVacationEnd Vacation End T Date Ticket valid ]
PreProcDaysUsed Days Used 8 Text Ticket valid o]
PreProcEmergencyTelephone Emergency Telephone : Text Ticket valid o]
PreProcRepresentationBy Representation By 10 Textarea Ticket valid o]
PreProcProcessStatus Process Status 1 Text Ticket valid ]
PreProcApprovedSuperior Approved Superior 12 Dropdown = Ticket valid o]
PreProcVacationinfo Vacation Info 13 Textarea Ticket valid o]
CallerReachable Caller reached 14 Dropdown  Article valid ]

VEMR: WORRARGNIN T 20T B AT R E ST R B G IR A AR A R 2 I Eh AT B
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5.2.2 AT RKE
VR INER R A R, T LU DL F B o AR R S I T BUR LR

A FBOAH R E
FiT A R S A - B IR IR 281 B # AR [H] o
General

* Name: Validity: | valid
Must be unigue 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; 11

This is the order in which the field is
displayed on the screens where it is active.

For more information please check the
documentation.

K 5.16: 327 BB BEE bf
SRR IEBIRAI A FR o 0 DAZE S B P R AT 2RI ) 45 B KRS FRER SR o A RRR R EAE
o
FREE * KRR T B 4 E BRI o
Z
A LA Sh A T B BN IR o 0 F sl AR S j PR N 2135 5 B0 S .

BT * This is the order in which the field is displayed on the screens where it is active.

7 #: The configured value for the field order is considered in the following screens:
« all screens in the administrator interface
« all screens in the external interface

In other screens the order can be configured in other ways, e.g. via a specific order of fields in the
form configuration.

ARNE * BRI AL o WERIE T BOR EDY ARG WA SR BT AAE OTRS A o K by Br st
BN JERE I SR AR L E BRI A

FBERAY LSRR OAE b IR, APHEIAE L o I A BT
XIGIM R OAE E— Ik HE, AP T o o — R
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VMR RGN  E v LLAE ] Bha - BURALE o B, XA TR ) &7 BOLREAE T Al
s AREAEREH AL

LU BB A R 3 &7 B .

HIEHESh & T B E
SENES) S T-BUH TA24# true B¢ false fH .
Checkbox Field Settings

Default value: | Unchecked

This is the default value for this field.

K 5.17: HIkMESh AT B E
BRE > BIEHERIBRIAE o
ik BOAEOR , BEHECET .
Akrp BRAATEGL R, EEHERE G .

PRAR NG B & T B B
P A T B AR VFAS IR R A5 B 21
Contact with data Field Settings

* Name Field:
* ValidiD Field:
Other Fields:
Add Field:
These are the possible data attributes for contacts.

Mandatory fields:

Comma separated list of mandatory keys (optional). Keys 'Name' and "ValidID' are always
mandatory and doesn't have to be listed here

Comma separated list of keys in sort order (optional). Keys listed here come first, all
remaining fields afterwards and sorted alphabetically

Searchable fields:

Comma separated list of searchable keys (optional). Key 'Mame' is always searchable and
doesn't have to be listed here.

Kl 5.18: AR NME B ah &7 Bl &
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AT B Name JRIEIGZE T, I HAS B30I P TAREASHEE U, 00T s itk J& 1t .
FEBHEYE E O AT BRICE O, e b Name £, A LLZE Name 22K .

ValidID 7Bt * validiD JEPEAE R JFHAG B, I T-REASH s, 20T shis it
JEVE o AEEEE X C @l BIE DT, e validIp Fow . HW UL Validity 228

e B XERIAR AW B R S T o sl SN BOh ) S R A AN B 7 B o T LA
C AHBAE DFIAEC Won il Do AEMZALH f8n] LLZS I 2 AN BB X .

il

it Name Ml validID $ CUBF #E44 7B ValidID 7B AT o ANEEAE A IX Mg A !

AT Be AR AT DA 3 T BaAs IS 2 7 BL
WA T B LU 5 70 B IR A6 20 R B 2

Wf#: Name Rl validID BHIELE I, ANUBTEHTH «

HeP B LUIE 570 B HE P U322 36 o BeAb s B i Se L, 2R e T R 7B IF e 7 BEU 4
FP o

RN T B LS S BRI AL R ISR .

VEfR: Name BIGZE TR, AUBAEMAIIH .

BT B, MR PO AR I T BN AR o R ATIT MRS T B o A BN e IR
NIZHLS $R 1 T — ZdEIB AR (m R LA I — 28l .

Contact with data management

H Contact with data
Actions List (Telephone)
Telephone NAME VALID
IE‘ Internal Helpdesk valid
[+] Add contact with data
5.19: BRAM B B 5
I R AE B

1. WA AN ERAE I R R8s A& 7B .
2. i ZE LA A B S IR AR A L .
3. WMELIUFEL
4. i PRAFHEHL -
G NRARE R |
1. RIBRARGE BRI DMRRER .
2. BB -
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Add contact with data (Telephone)

3.

* Name:

* Validity: | wvalid

Save or Cancel

K 5.20: N RS B b5

st DRAF R ORAT IS AL AL

Edit contact with data (Telephone)

« Name: | Internal Helpdesk
555123

* Validity: | wvalid

Save or Save and Finish or Cancel

5.21: Gt A5 B 54

XA T B e Al 7 BOE SR o EAR NS R B EHTE IR

1.
2.

o O A~ W

A — MR NG BRI Hsh & 7B .
BCE T REM IR R B IE C ATREAH -
o E WA B Name o
« 1F ValidID Bt i\ Validity .
o R I8N Boas I AR B, B Telephone @Y (C 8 : Telephones {H: Phone ).

- SN ELIZ 523 B R 25 ) A B 91 C AN 2 Name 1 ValidID D

B R Y P RIS /RN ¢ Name, Telephone, ValidID o

CWITAE R E SR ( AT Name )y LUES5 506 o

DR SMRETEE TR — eI R NG R AR B R S i & b — AR R A K IE

S TR 113 =TS O = | 2 VA AR 1 V7 s S B | PR R U M- LA T 5 5

fic & & ®H Ticket::Frontend: :AgentTicketPhone###DynamicField F
Ticket::Frontend: :AgentTicketZoom###DynamicField, ¥ N 3 ) & # iF T A 57 35
o

RER] QU LS TSR VERCH P BUNBL T o R PTAT A B R BB TR

9. [ A REHBLABRARN , JFEH DR .

10. PECHIIEAR A S B MR 23 o AE T et b
5.2. ZhATE 159



OTRS Administration Manual, %1 8.0

11, 0 DU ik B 156 R A S HEAR A U 27 1) G 6 2R A AR AR B e R N @ 7k C 2R P
ERGMEXRE Frontend: :Module###AdminDynamicFieldContactWithData H & XK ZH 1K)
B Do

12, IR E SO TR AR AT LG e T S it 3l A 7 B A ] oAt TR AR SE K .
HIZh &7 Bl &

H I shas 7 BOU T4 — D H I

Date Field Settings

5.22: H#sh&x 7B E

BN ()22 IS AT 2508 C DAORD A 57 ) SRk SEA 7 B ERIAME C 541 3600 =-60 -

S8 SCEIY) WG L D B8 AT 58 SCEEAE 7 BURIAEA B8 70 s R 11 5 4 00 Y Tl C RN 25 D0 2R BEE N A2, U
A LA DA 3850

MERJUE g PR E PN s T BINER T, REIEFN LRI EIJLE .
ARRIUEE FEG S RL HZ Sl T BUNER I, REE R REARKIN LA -
SRHERL T DLAE G A D R SE AN VRS R AR BUE TR € AT HTTP B8 . il -

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

T EER RS T AR £ T RPN B 2 B s 24 URL EJ5 I s URL FOTINE o T
FAFIXADIREERL, I/ 2 I3 URL 7B S 4 T

PR AV ] £ HE T DARR Al A A
Bl LR AR 4% H B 6 Pl TS FEL L Bag A\ 25 i 2 s 6 H 30
Bkt i H 4 H Pt 0K BHL BN >4 i 2 A 39
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H U3 ) 2y A7 B B
U8 355 B A7 — > ELI T

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:
If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.
Restrict entering of dates:

Here you can restrict the entering of dates of tickets.

5.23: M/ ) ahas 7 Bri &

PR AT Bh v B S HIsh & 7 B EAR A

HES AT BB E

M HHES) AT BUH FAF il B PSR I RAME .

FIREME XSS AR N T REI B Bt o e SRR A I AR T B e R DL AR C N EE D AME
CSRoRfE Do fEHIZARHL, BRI LA I 2 MR .

BOME 20 BB R Bosfedn s i 1 .

A RS R T, W2 S ANBOME, DAAERT (AR P Bl - o BURFIRAEAE A N S o
POIEALE s izt F LRRRB LS s v .

FIRHEEROE G OT LI T SRR B e 5 T P o UK

VEMF: S B R T B 5 WS .

SRHERL T DLAE G A D R SEAN VRS DE R AR BUE TR € AR HTTP B8 . il -

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

PRHER: WIAUHS TR 78 T RS bf e b 2 BB 3 20X URL _EJ5 IR S 7s URL IOTIUE o 15T -
T DIREAERL, b 2 I URL B S I TINA -

5.2. IATE 161



OTRS Administration Manual, %17 8.0

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.

5.24: FRAHMEBNATBEE
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LIEMES AT B E

Multiselect Field Settings

* Key: *Value: =

No

Neo

No
f 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

5.25: ZEMER)ASF B E
PIREME XS IER AN T RER B R M o Rl FEDRE A I AR B b nT DL E R C A D Al
C BonfE Do Al HZIEHEL, S0T LA I Z AN BT .
BRI BB 0K SR g e b o
IINAAE A ROE BRI, W28 SC—ANEAME . DAAERTREAE SR T Rl - o BERFIRAEAE AR 2 .
PR g I T K LARPIRE 308 oR il .
AR SR I T, R Dl e Bk P P TR .

TEfR: ST B R T ah i 20 S RSO .

UAMESN AT B E

SCARERN A BUH TAE A AT
BRI R T BB - 0K SR AR |
SRR T LS A RS RPEN BERE A T B 2 I HTTP B . it

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

ST HER WARHS T AR £ T RTEN Jiash 2 AR 3l 21X A4~ URL EJT I s URL BT o 7
T DIREERL, B2 I URL 7B S 4 T WA

IEMFGA AR A ] DX AR MIENRA AR A E 1RGN xms BHRFHAT - B0
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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:

K 5.26: LANE A FEKE

~[0-91$%

AINENFGES sy SLHLRAR I A Hr 5= B AL In— A IR R UM — R . -

ZATIAMES S T B E

ZATIAGE T B T4 D 2T TR .

I8 ey BeAE g AP IR B C AT .

FIGE I BAEG R P I SR C B PR

BRI XA B BRI 2O R e g4 b4 | o

IEMFEAR A T DX AR E — MENRE SRR EE . ENRIEZCRAEH] xms BRTRAT - Fl0

~10-91s

AIENIEA fiihy FERR IS 7 B A I AN IE A A 2 .

Bl e AT B

VEAR: ZAENIXMRR A AT B, T OTRS o5 MAT4l « ik R sales@otrs.com HEAT 14 .

Web Jili 45 sh 257 B
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Textarea Field Settings
Number of rows
Specify the height (in lines) for this field in the edit mode.
Mumber of cols:

Specify the width (in characters) for this field in the edit mode.

F
This is the default value for this field.
Check RegEx: Here you can specify a regular expression to check the value. The regex will be executed
with the modifiers xms.
Example: ~[0-9]%
Add RegEx:

5.27: ZATCARESN A& T BB E

VEfR: B X MR B AT, 55 OTRS RS HAEY - LR sales@otrs.com AT TH -

5.2.3 E5T BRa AT

AR A B AT B
1. PR IZENA T BUK AR BCE ) AT
TERGUE BT T R E R
SR A — MRS S — B RS EASINEh A T B
FILL #44# DynamicField STRINBCE » RJa P gifHiX N E L .
st + LA INEh ST B .
FESCARER AN T B RK . SR il 2 e el .
W1 - RHE 2 - FH Hae .
s AT ) 20 45 L AR AP B
EE SN RARLE -

© ® N o O k0D

FEfR: ATLAFIRAS N2 A& 7B . ik, iHERDR 57 .
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Ticket::Frontend:: AgentTicketZoom#&&#EDynamicField

Dynamic fiekds shown in the
RedMinelD 1- Enabled : <=
sidebar of the ticket zoom screen

of the agent interface.
BuggzillalD 1 - Enabled

Il 5.28: 75 R T WoR A T B
5.2.4 JER T HAFIFER S EEOME

WHAZ T BB, W T Flal TicketCreate ) Al LU R A FEIFME R E -
1. FERGUE IR ITIT RSEHCERR .
SRR O — F — THIFHRKE Ticket : :EventModulePost ###9600-TicketDynamicFieldDefault .
milT SR IS B E AL LT BE
A MR 20 e 42 R LLRAF L
MEBRERGRE -

Al A

Ticket::EventModuleP ost#E#0600- TicketDynamicFieldDefault

Event module registration. For
Module Kernel:System::Ticket: Event: TicketD : i =
more perfoimance you can
define a trigger event (. g.
ransaction 1 Event == TicketCreate). This is

only possible if all Ticket dynamic
fields need the same event.

Kl 5.29: uih T s R

Jufil . fE TicketCreate (G T H) HAHELE Field? :
1. AERGE R I RGEC AR .

2.5 i o®» ¥ o — I ¥ —  DynamicFieldDefault 3 # ® % #®
Ticket::TicketDynamicFieldDefault###Elementl o

3. wiali G XA B EALH] LSS BEE
4. A M 20 AL L LR B -
5. B BEBRINARAME

Ticket:: TicketDynamicFieldDefaultt35Element 1

Event TicketCreate Configures a default

TicketDynamicHeld setting. "Name”

defines the dynamic field which

should be used, "Value" is the data

i Defautt that will be set, and "Event” defines
the tigger event. Please check the
developer manual
(http:#otrs.github.io/docs), chapter
"Ticket Event Module™.

Mame Field1

[ 5.30: 7RG TP i rh s sh 7B
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VR XATCE LA 16 4 Ticket: :TicketDynamicFieldDefault###Element W& AL —/
WHE .

Z

R A 16 ANTFE Wi 3 XML SCAFHIHE SOTRS_HOME /Kernel /Config/Files/XML
Hag LAy ik ohie -

5.2.5 G e dy s W E B

AT LS A OE A N Al 2 B P B0 PH P i SAEE o 3 a7 BOSAE
1. (ERGE H A I RGEE AR .
LR AT — RSN — I — R E I RN E PreferencesGroups###DynamicField o
il GRS BB FH OO B .
A IR 2) e L ARAF . o
B BURARGNE .

A R

PreferencesGroups##EDynamicField

Defines the config parameters of
Active 1 e <L
this item, to be shown in the
preferences view. Please note:
Block Input

setting "Active” to O will only
prevent agents from editing

Data [% Enw("UserDynamicField_MameX") settings of this group in their
personal preferences, but will stil
allow administrators to edit the

est n for DynamicField on Framework.

LE ption for DynamicField on Framewo: settings of another user's behalf.
Use "PreferenceGroup’ to control

Key Default value for NameX in which area these settings
should be shown in the user

Label MameX interface.

Module Kernel:Output: HTML::Preferences: G

Prefikey UserDynamicFigld_NameX

PreferenceGroup Miscellanecus

Pric: 7000

P 5.31: fEAN M dr B E PSR s & T B
PR AR SRR RE DA BEE — AL LIS INEh &7 BUBOAME .
Mamex

Default value for NameX: This is a Description for v
DynamicHeld on Framework.

5.32: N A i b BEE PNl 7B
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VEBE B AT P O e v B o b B A A I LA h i P P 0 0 3 2 5 B Name_x (9 ERIAELI)
B o MR RS e R RV — AT B o R B AN T BOR AT g WA B E X

XML P B3 DA 0 55 R SR AL 5 2 0 E

M WA XML s T 2 WE, WA BEE AR R G e e ME (1, IR AR T

PreferencesGroups###DynamicField . 1 :
* PreferencesGroups###101-DynamicField-Fieldl
* PreferencesGroups###102-DynamicField-Field2
* PreferencesGroups###My-Fieldl

* PreferencesGroups###My—-Field2

5.3 HaMES

AL BE TR AR o FATIRZ A “if-then” 53] .
If fRELRCAAE, et

o TN LHOREEANRFER S

o —ANTRSPRCE]—ANE MBS

o NS —ANE ARG S

o AN TRAEATE R SCHEA .

WIRIAAT — LR (353l W EE ST RALIE S K TR B BIARAL | O TR RCIR G5 4E

BEAN s I AT LI T IR R K5 3 ] Qg o3 B SR BB

OTRS 1] ABNESS S R ILIIfE - AT LAE OTRS i Bo B — L8 15 B 55 ol hE T I R A AR I 5155 1

Tt I ARE T o RIEHEREAT W s EpRiE . Az TR TR .

UL B T B AR G P (1 A SISk o BRIAEOL T OB OTRS A& AR A TS 1EL -« B3h

RSNV SR AT T SRR A Zh ALY H TR .

a Generic Agent

Actions List

[ +] Add job NAME LAST RUN VALIDITY RUN NOW!

Mo data found.

Filter for Generic Agent Jobs

Just start typing to filter...

K 5.83: HBIESE B4
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5.3.1 FH HENMT5%

A EEASH A B S
1. i ZE MR IR LS5 424
2. B LIATRL
3. mili RAFHEHL .

Job Settings

* Job name:

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

p Execute Custom Module

Save Changes

Save or Cancel

5.34: BUEEHI Y H SIS B

BB —A TS
1. sk BT IR 1 — A AT S .
2. BSTFE .
3. Riili PRAFEL RAF I 58 it
FEMBR—A B TS
1. SRS 4 H b A K br .
2. sl BT .

VEMR: AR 2 A HENESSS B R SE T 07720 A o B\ R 12 1) 44 R A R R 5E 1 H BT ST .

5.3. HaT5
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Job Settings

# Job name: Testjob
Validity: ||Yes
b Automatic Execution (Multiple Tickets)
» Event Based Execution (Single Ticket)
b Select Tickets
» Update/Add Ticket Attributes
» Add Note
b Execute Ticket Commands
b Execute Custom Module

Save Changes

Save or| Save and finish or Cancel

Kl 5.35: Gt A ST 55 Dt

List
MAME LAST RUN VALIDITY DELETE RUN NOW!
Test job valid [ Delete Run this task

5.36: MEx 3055 i
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5.3.2 HIMFHSKE

AN e AL BRI T DME T DU R o AT LS T BUR BT BL
W AR S5 BE

Job Settings

* Job name:

Yes

K 5.37: {E55BE -

FES5ARR > B AR o W AFE M 7 Be P M AR TR 1) 74, 46 K P REAI SR, o Z R s fE 8
WERF .

AR BRSO R B E Y Yes/g, LB T OTRS o Kb 7Bk E b No/f
R EEF BRI A -

EEIEARH]
HE Wy LRCE A S PATAE S I .
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

5.38: {L55 I E - HalAT
RN 2B SR FERATAEST B8 . Biltn, ik 10, WHESSREAE 00:10 « 01:10  02:10 S54E /M P47
—K .

VRIS EFERATAE S5 1 /NI B o B, i 2RIESE 10 1F 2080 H 02 O FE 0 /NN H, MR S5 45 420
— R 02:10 4T «

PRI R EFEPAT VNV 3] o ldn s an SRk 10 16 or kb, 4% 02 15 R/, JF Hak®E Fri b HIY
AT 45K e R I AL 02:10 4T -

HTHERAT

UG R 7 LR B R AT S5 I A F

il Ay XL I IMAYFAEIIER o WER MRS IR A, WAIRACEAER TR o« Bilif)n—2H i
B A AR T LA BR G 3% .

IR oy B PERHAAT S5 B AN FAT .
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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.

K 5.89: (ESSBLE - FETHIFHAT

IG5 AT Tk B2 2 i) T B g JE ik
FBOE A BMRENT P LA BT BN AR R .
AR I TR
THE S 40 DA SE RN/ BAs n T Jm v o
TBOE A TARREN BT LXK HL A BN AR .
WM& iE
TS 43 DA ) 52 A 25 AT 5% T 1) TSR v R
w Add Note
From:
Subject:

Text:

Visible for customer:

Time units (work units):

Kl 5.40: {55 & - ININE&TE
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AT T34
G A AR FZAT A5 T A o Ui S IEES IS .

w Execute Ticket Commands

Yes

This command will be executed. ARG[0] will be the ticket number. ARG[1] the ticket id
No

Warning: All affected tickets will be removed from the database and cannot be restored

K 5.41: {1545 WE - BT L RigS

S5 N R ORGETE RN WARIEFE T Yes/it s WIS A 55 N BRI )7 3 AT 50 T SE Ui i A o
T TEMALH AR HAT I A2 - ARGIO] KA T i 5 - ARG[1] & T ID .

VEME IR AR, WA ¢ o AR SR RRTT .

TR T8 R, T Yes/iZ » WA ST SR MIBR UL AT T8

%

Bt TAT SR R TR KO A IR e R !

I

T B
0 R TE AT AT 1 SRS, TS L)

w Execute Custom Module

Kl 5.42: (L5 E - AT H e U

R TR BERPAT B A2
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W mRME SRS, WA o A A SRR

SHE M N DAR IR SR .
SR WA DAL BRI S HUNE -

5.4 RS

IR EEHSR PR RE 5 R d5 B SE Hhu il D N A B2 A5 R IR A0 — IR 5K o X3 FIIEAT 555 52 LI
PR TAFE AT LA ALIX 5K o B R PITAT 201 (M5 EAE IER O AL BT > ORI IBCAR A JEAR LIS, dnidsin
fE R AL REE .

OTRS i Wit fe e B SCHFIX — oK o Sl I A FH A SRR 5 B C W 2 B a7 B ) ORI B AE QIR T
YRR FR N G 2P R P A Rd IR e 5 B o URE L T2 5 P IR S5 A DR AR A Zy Ab B DRI A
SEALKEIN

JREAE OTRS Hijsi A 5847 e v » DA 2 A 2Rk .
R IE B BEAR SR IOAAE o WURRR BB R T AR Ly A SR AL iR iy PR

5.4.1 FH R

A B -

- ZEAA R R ) BB R AR L

B T B .

sl DRAFFEHL

WG] - I PARSAE S TEHE « USSR F IR AE
K RS VCE GBI

B BT R .

—

o o~ w0 D

Create New Process

# Process Name:;

+ Description:

Inactive

Save or Cancel

P 5.43: G HHT I FURE b

A N
1. bR IR I — AR -
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2. BHUF BRI A o
3. siilt PRAFEL PRAF IS dae el
4. MEPAH U -
A EE RN
1. RREESIR SR 5 FI I A .
2. midiH B R R G -
AT ER— AR -
1. R RESIR IR -

2. R RS BEE N ARG BN -

3. mili RAFHEHL o AEZE MR AR I — S8 IR AR B IR S

4. g MIERARE SRR AL -

5. s ehfiih B ) BHERAZAL -

6. HEPTATNRE o
i WAELL Perl MG ASCME o AEATEIINGOUT » BT R N AE s AF SO rp, RIMEE AT 4
B el ORI B ARSI e IR o NSRS B P R !

EMIBR FRLZ BT o 0TG5 A Bt — B W) 5 E 2 AT (ORI AT« ] DT RbR T I I AR
B A FRE S o RS T

BN PR TR T .
THIR JoVE ol TR Ae , B gy a] LU %O EE -
AREEN SREAS ] ANBE TR B ST R T
AR B P A :

1. mii ZE AR Y 32 P A R AL

M O TIREWARGINAT N AR (K B SO A RE o A IR B 1 80 K s A% 5 W

FEGH AR
1. S RFEYIREE 4 HIH S B EE .
2. I EN LR — ML E MEAF Export_ProcessEntityID_xxx.yml X/ o

o

i RS R B EREAS  AMUSREITRRIAS L RS Aot s TR

r
48

RN -

1. R ZEMEORE P B E SN R D524 .
2. EF AT L yml SO

3. s AR B .

4. MEPH U -
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VEME: AESRANREEZ T, U9RTRE EEIE 3 N BRI T A RS L 55 A DL Ml A B, PR B
BAGNE o R T EAT Uy 215k (ACL) » XSS E T RE .

M WERARGTRI T 240k, KA ZE IR A PR, RV TAdH i s S HE 2 $0R 2 Ui A o

5.4.2 JifiLE

TR ERER TR AR CIE N T MR R £ 5 (BPMN) ISO s 44 5E o LR AESS IS sl DU AE SR
IFEATLER o

JIAAT 5552 AT 5515 3h th PR i BT, B rT LABCE a7 B e s H 3 BT

Edit Activity ""Example task activity"

Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type:  Script task activity

=fine a custom error code for script or service task activities. The custom error code must be a positive integer number.

Agent Interface

w Script Settings

Please select the script which should be triggered immediately if this activity is set.

#* Script: DynamicField Set Configure

5.44; HAFLIE 5% N

AN e AL BRI T DME I DUR IR o Ay LS (P BUR T BL
WHENZAR * IEBHRINAARR o AT ARy BT S AME TR 74T, W6 KRS P REA A%
THBIRAL > T LU DR R A 5535 5
« BAAESS TSN C ATk SE )
© IRSSATSS S
o PRSI
iﬁibfﬁgi I S B YRR I B IS B o b TSI AT IS ZORE I B S A Al A S B 1 K B A

RS B SO AT AR BIR 55 A 55 3 B AR R AR o e SCRIA IR AU 500 IE A .
ATEUR SR T 52 RS N G sl 7 AT AR IR sl A o v RAAELL B S e ShifiRe
&N
& INAVIIP IS I PN AR 1]
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A I N

A FEXAS N AErR, mT DU PR R TS AL Rk A WA BAAS o P O A B
mZH (BEX) -

AT 558 MASAL 55 im B ] WEB JIR 55 K58 55

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 5.45: M5 AT45 1530 1

ARG AL DRI T RDME I DU B o AT AL S [ BUR U BL
WBENZAR * IEBHRINAARR o AT DAEIE 7 BOP S AT AR 74T GRS 7 RERI A%
B > AT LUE I LR 2RI AR 55405 30 «

o AL S

o MSAESTIESN C HHTiLEsE )

« PRSI E)

TEANHA ) RIS 0 B INAE R o O T RE I T, AR 24 1 B e kA 58 2 ) I B R AR

AR RACES A2 SO A T AR IR 25 AT 55 i S AR AR o B SRR R AR 6 200 1R 24 .

BRI T 5 OS5 N 5L 8 ) P AE AT A SR SR o vl AAE U St b s shift e «
YNGR ]
& NAYIIPIS I PNAE 1]
A N ETH]

Web /g5 M F gk rpiksg—Web il .

AR * O Web IR5 68— NMEAREY o sl BCEEZHUDY R R IS4 .

MRS EE 2RSS RS N Bl = F P SR AT T LME S A P AR 5595 30 -
AN AR L BRI, TR LU R B AT R S I T BOR T B .
WBRIAARR > BTN AAK o W] DRI T BOR i MBS R P4, A RS 7 RERTEHS
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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

5.46: T4 3G shE 1

B > AT LUE ] LR R A 5505 30 «
o AR SN
© IRSSAESS TSN
o RS IESNC ARE+E )

MRS TGS AEHE S Bk e R MBI RAG R A F03  mT LURE L P AT 55 0 Sl 1 AR 7y e 45 13
) o RO AT LS S R AT HERE

s AU AT 450 ST HE F A A A
5.4.3 et

WiFEtl OTRS A AR B R 2% o« AR T EHAT LD IR o NI E Y ) s T W) 4
U 5E SR G TR B8 o iEFRATE M7, ke ABORTE o JATHRE BT IR .
ARG

KT iRt A DU AR .
R FTR AT BT i OSBRI RR ik o MR ER BATR G BT EL O

Title: Prozessmanagement fir Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

ML WL B BT R o IR, T EACSRHE N o FRE RN 2 B BRI .

R B AR B A E RN B3 5 4 R QA DA s 4 1) 2 P SR e il 15 48 o 35 AR B BT, 7 B4 T b gt 4rag
o W) T, KRR N B AN .

Wk AR XA BT Bk A ] o BRI SR A BT, RSB SR BIA HU) o B B TR AT ]
FAT 2L, 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

» AgentFrontend:: TicketDetailView::Widget::BusinessProcessInformation###DynamicField
— Author — 1 - Enabled
— DateOfReceipt — 1 - Enabled
— DeliveryDate — 1 - Enabled
— ISBN — 1 - Enabled
— Price — 1 - Enabled
— Status — 1 - Enabled
— Supplier — 1 - Enabled
— Title — 1 - Enabled

» AgentFrontend:: TicketDetailView::Widget::BusinessProcessInformation###DynamicFieldGroups

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
5.47: BT - A 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

5.48: KT - F P AT 4515 B0 HE

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

5.49: FSTIIT - S5 P 4T 55 B R HEAE

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...

AVAILABLE FIELDS

CustomeriD

DynamicField_DateOfReceipt
DynamicField_DeliveryDate
DynamicField_PreProcApplicationRecorded
DynamicField_PreProcApprovedSuperior
DynamicField_PreProcDaysRemaining
DynamicField_PreProcDaysUsed
DynamicField_PreProcEmergencyTelephone
DynamicField_PreProcProcessStatus
DynamicField_PreProcRepresentationBy
DynamicField_PreProcVacationEnd

DynamicField_PreProcVacationinfo

MamarmicCinld DraDracilacatinnCiark

¥l 5.50: [&I-FTIET - AL AR 55 T SR HE 7 B

ASSIGMED FIELDS
Article
DynamicField_Title
DynamicField_Author
DynamicField_ISBN
DynamicField_Status

=
=
=
=
=
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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

5.51: BT - Gl FH AT 5506 B0 TR AE 2 B

5.4. Ui 183



OTRS Administration Manual, %1 8.0

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

K 5.52: KFTIT - JFPAI

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

5.53: &SI - i A1ii

0
13'

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

5.54: FHEIT - AR EAE

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

5.55: K BIIT - IR Iy S A

186

Chapter 5. JifEF [ 301k



OTRS Administration Manual, %1 8.0

Bl ECE T AL ASINPT DCE S AN

w Config Parameters (Key/Value)

Key: Queue Value: Management

K 5.56: KT - R AIRERIES HL
HE A 7BUR > Wil SRAFIF S8 AR L RAE T SO Pk 0] B A BE B35

ZL:
MR B CHIANRIZHL o AR BOSCR LT I L fE M 24 .
» DynamicFieldSet
* TicketArticleCreate
+ TicketCreate
+ TicketCustomerSet
* TicketLockSet
* TicketOwnerSet
+ TicketQueueSet
» TicketResponsibleSet
* TicketSLASet
* TicketSendEmail
* TicketServiceSet
* 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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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 .
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XFEHE o
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w Activity

Available Process Elements

w Activities
Fitter Activities...
Aprroval of manager &=
File Request ITEE4
Process complete m =
Recording the Application ITEE4
Create New Activity
Jser Task Activity Dialog
sequence Fl
Sequel Fl Action

K 5.57: KHTLT - %3k

# Activity name: | Recording the demand

# Activity type:  Usertask activity

K 5.58: BT - GG 3l

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...

AVAILABLE USER TASK ACTIVITY DIALOGS
Approval denied

Request filed

Recording the Application for leave
Shipment received

Approval

Order denied

Approved

Order placed

Create Mew User Task Activity Dialog

=
=
=
=
[E4
=
=
=

ASSIGNED USER TASK ACTIVITY DIALOGS

Recording the demand A

K 5.59: KT - 70 BCH] AR S5 6 S 1EHE
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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
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

&

Recording the
demand

5.60: &5 - miA_F 5 — s 5)
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
demand
&
Approval

5.61: ST - miAn A5 NG s)
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
denlangd :>_ Approval
&
Approval

5.62: 5T - WA RS — N8
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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

Kl 5.63: BB - 2 BCE— NP A EEAE
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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 )

— RGP TR
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

5.64: K51 - VLSS IK

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.

Kl 5.65: Web k45 & 7 5=

5.5.1 7 Web JIi%

A EBE A Web JIk4s
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

4 5.66: Il Web 5557 7

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

5.67: 4k Web JI%5 hi4e
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Delete web service

Cancel Delete

K| 5.68: M Web 55 5t %%

2. mili ZEMARH ) sa e Web i ds #4241 -
3. XA~ Web RFFHIN —SFIATK -

Clone web service

# Mame: |Ticket Connector-1541423395710

Clone Cancel

5.69: 1il% Web % hi4e

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

I 5.70: Web IR4sHIHC & D1 5 5t

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

5.71: Web Ji 45 AR 4% bt 5e

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

5.72: Web fikR 55 . - ]

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
« Debug( ik )
e InfoC 52 )
* Notice ( 77 )
* Error( iz )
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

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 Mo data found.

Operations

Operations are individual system functions which remote systems can request.
NAME DESCRIPTION CONTROLLER INBOUND MAPPING QUTBOUND MAPPING
Mo data found.

¥ 5.73: Web JIk55 & - OTRS 14 f2 i
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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| 5.74: Web %5 ¥ & - OTRS 1E W3R AtF sy - #1k

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

5.75: Web JI45 ¥ . - OTRS 1E 4 #¢ it/ - 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

204
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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.

Kl 5.77: Web Jik55 55 - OTRS 14l Rk#H
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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?

28 mit
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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

K 5.79: Web R4 % & - OTRS 1E Kifisk#% - 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

] 5.80: Web x4 & - OTRS 1E i K+ -HTTP::SOAP

208

Chapter 5. JifeHI H 3k



CHAPTER O

&P NAE ]

Completely new user interface has been developed for agents. This setting makes it possible to edit the
agent styles that are selectable for all agents.

6.1 Styles

Use this screen to manage styles and choose style variants for use in agent interface. A fresh OTRS instal-
lation already contains some variants by default. The style management screen is available in the Styles
module of the Agent Interface group.

The management screen consists of two widget. In the Edit Styles widget can be selected the styles for
editing. The Defaults widget defines, which variant will be used as default for the agent interface. The
agents can override this setting and they can select a different variant in they personal preferences, but they
can not edit the styles.

6.1.1 Manage Styles

Styles are grouped into four categories: Bright, High Contrast Bright, Dark and High Contrast Dark.
To edit a style, select a category first. The edit screen will be opened for the selected category.
The Edit Layout section is the same for all categories.
The following settings are available when adding or editing this resource.
Enable Select whether the style is available for agents.
Header Logo The logo is a small image that is displayed in the header of all pages.
HEH Logo s il e PAL MK A $5HL, SRIGEEEEENY Logo ¥ A o LI SCAF#S 0 PNG .
W bR W[4 bt R TE Web B3 1 URL A2 Hp i) Bl Ax o

FLE SOOROE b > il P EAR I T I KRR R AT R o XA R E PNG 85X 1CO #3i
16x16 5K F o
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A Manage the Styles of the Agent Interface

Hint Edit Styles

In this screen you can tweak the layout of the
efining colors and images

f rea will be updated as
you make your changes, but make sure to hit
Save when you finish. The new layout will be

immediately deployed.

Bright style with lighter background High contrast style with lighter
background

High contrast style with darker
background

Defaults
Login Logo: | [Eal Selectimage to upload
Will be displayed in the Login page.
Style and Variant: | Variant1
Save Changes

Save or Cancel

6.1: Agent Style Management Screen

it

Dark

Sleek style with darker background

210
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Edit Layout

[=a] Select image to upload

’.( OTR

Will be displayed in the header of all pages.

[=a] Select image to upload

Will be displayed in the browser address bar and for bookmarked links.
6.2: Agent Style Layout Edit Screen

Some categories contain different variants. Each variant can be customize in the same manner.
The following settings are available when adding or editing this resource.

Enable Select whether the variant is available for agents.

SR BETRIRIAARR o A DAYEIE S B A AT IR B A4 > AR RS SRR A .

FAA This color will be used as the background color of primary buttons and the color of textual links and
hovered icons.

G, T I R e — Ao SR o R8T LU TG B R h BEAT R £, AT LUl
IR &5 PR R O BB N ERIME R E SO B o B (oo 37 B s AE U 2 1 /N A F
ts

Secondary Color This color will be used as the background color of table rows and the color of icon links.

To change the secondary color, just select a new color from the color palette. You can chose from the
pre-selected colors or define other colors by choosing it from the color selector or typing the hexadec-
imal value. The new color will be displayed in the preview widget immediately.

Prominent Color This color will be used as the background color of the organizer sidebar.

To change the prominent color, just select a new color from the color palette. You can chose from the
pre-selected colors or define other colors by choosing it from the color selector or typing the hexadec-
imal value. The new color will be displayed in the preview widget immediately.

6.1. Styles 211
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w Variant 1

Enabled
Mame

Variant 1

Primary Color

N

Will be used as the background color of
primary buttons and the color of textual
links and howvered icons.

Secondary Color

[

Will be used as the background color of
table rows and the color of icon links.

Prominent Color
[ R

Will be used as the background color of the
organizer sidebar.

6.3: Agent Style Variant

Preview
Make changes to your layout on the left and preview them

here.

Dﬁ" http:/fyourhost.example.com/agel

2 Q +>{/ OTRS
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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

7.0 )RS H

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.

K 7.1 57 g5 H S B
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7.1.1 FRRS H

A FH G B s IR 5 L s LLOREAT [R] 16 i 25 300 H e 2 4
B 55 H % BERHRAT

a« Customer Service Catalogue Category Management
Actions List
[+] Add Category TITLE LANGUAGE
Test Category English (United States)
= Gotoitem management

Filter for Categories

Just start typing to filter...

Filter for Languages

English (United States)

o Med5 H s BB AT L % B IR 55 H A %

VALIDITY DELETE
valid

7.2: JIng5 H R B GR 4

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 7.3: IS InA S H ok bE 4

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 -

CHAMNGED CREATED
11/05/2018 17:15 11/05/2018 17:15

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 7.4: gat s H bt 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 7.5: MIBR IS5 B sk b 4
M55 H i

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

7.1.2 ERARSS I H
A6 FH B 0 R 25 0 T S B0 B 25 1 S o T LK IR 4500 L SR B AR 45 F s rb o IR 45000 L6 B8 s T o
IR 45 00 H 45 B A e IR 4500 H A B R AT
EERI ARG T

1. b e MRS G 8 0 R 45 350 I 444

2. HENIFE .

3. i e .
EEYE ARSI

1. b R4S I H IR P I — ARSI

2. BB .

3. i BRAFER RAE I SE L
EEMB ARSI

1. SRS (K IR 510 F SRR PR

2. i WA .
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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:

tem

Test ltem

valid

Test ltem

Test Text

TestCategory

https:/example.com

Save Changes

7.6: MRS I0H R G

Add Item
* Internal Title:
* Validity: | wvalid
7.7 SIS I H B
Edit Itemn
* Internal Title:  Test Item
* Validity: | wvalid
Kl 7.8: gt IS5 1 H b 4
Edit Itern
* Internal Title:  Test Item
* Validity: | wvalid
Kl 7.9: IR iS50 H B4
216

Save or Save and Finish or Cancel
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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 .

7.2 F5E U

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 INTERNALTITLE ROUTE LINK VALIDITY ~ DELETE | CHANGED CREATED
Privacy Policy example [c/privacy-policy-example valid 09/18/2018 15:17 09/18/2018 15:17
Imprint example [c/imprint-example valid 09/18/2018 15:17 09/18/2018 15:17

Did you know? .
Contact Us example /c/contact-us-example wvalid 09/18/2018 15:17 09/18/2018 15:17

g | car system
nfiguration. Manage navigation menus of
the external interface.

Filter for Custom Pages

Just start typing to filter...

T P

A

K 7.10: @& X
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7.2.1 &P E U

b 572

I

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

7.1 IS0 E SO 5
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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

7.12: gk B E SO R

55 4 BINIBIAR E AR

7.2, HE 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 7.13: MR A R SO e 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

7.2.2 HE XA

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 .

7.3 F0T

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

7.3.1 EAANE

Pl 3 e DR B (R )T R
TR S8 O SN S AT o AT LU LUR 30 -

220 Chapter 7. Z}MA 2 SH



OTRS Administration Manual, % fii 8.0

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

7.14: FE SR/
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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 .

7.3.2 THH|E

Ticket List

Show a ticket list for logged in users

Yes

Row Title

K 7.15: THBIIR /NI
BoR BT LB A e SR AT N Sk ] s A
IThRd C nlak D AEAMEN B3 ST AL 5 /N (AT FRIAR R

7.33 B HE A

T BLRESN A BTG — A AT
FPRRRL C BT D AESNA S TR 45 B N I O PR

risstt EEET S0, R NIRRT F Mo Bt R mT o fon DU TG IE B B o b AT 2E 4%
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 * WoRAESRAE H P RAR BT
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
7161 JER) & B N A
=
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

K747 %) SR A
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7.3.4 AL
BEFRD) R BoRAEANE N S A — AN BT
Link Lists

Row Title

7.18: BEER AR AN

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

7.19: By %R

b * WORAEIEAE H P AR S

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

224
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Jotrafindex.pl? Acti | | Manage service cal
Jotrsdindex.pl ?Acti || Manage custom oc
Jotrsfindex.pl ? Acti | | Manage home pag

Cancel Save

Kl 7.20: FahidsinsgH

Search Query

Number of Search Results to be Shown

Cancel Save

7.21: B R AR

7.3. T
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735 NEER
BEFED) R BoRAEAN N L S I — AN AT
Content Cards Add

Row Title

Kl 7.22: WK B /NRAE

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 * WoRAESR A H P RAR BT

IR A H SO S

HERSOAR Oy WoR 2 HERRINSCA

R H AR AEAMBA S F I P i i A¢ BS KT IR URL .

7.4 HhiA )R

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 » ity R DAL I FE  ARJGIERERNT Logo B o s SRS U PNG .
WO Pl bR e Pl b i SR 7E Web 38811 URL A2 H (1B A
PR ORI AR > s SRR AR R AR EIE AN ETEIRR o IXIEH L PNG 8 1CO 4% U1
16x16 R F K )7 .
Sta B AN ST R I C 1S W RS e
P, SUE AT AR AT T o T UM TSGR B e AT B, BT DL
ik B P T A B A BB N TS REIME R e e B o BB o R R AE TN /A
CEIN

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 [

K 7.23: WA R
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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.

& 7.24: GAEAT R 55
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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 €55 here to make changes which can't be made using the configuration above. Please note that your custom C55
changes are not visible in the preview area above.

Kl 7.25: HiE X CSS /Mt

7.4 Q5 HE XA

AN B3 S TR P ORGSR T 2428 — i AR o B JLAMHLEL . LI OR A o (1 A7 ARG #6 i OTRS
HEZL AR AL .

UEAL . B Web iRk 558 BUAERIRIRR R 7 22 4 B ARk i) 22 aebmife o EAR A fgJa — 8B 2k, R —L4 504k
HIACREATI IR IR G5 7 7 o » "B DR P O B U AR 4 AT e .

HE, DIRAAAEIXAEI G, BRI IR WEB W AR oAl il RE 5 28 AT — S8R AOARAD » TS i
S B B AR o )5 F] DU AR IR I A w5 58 AT LU T4 WEB 2347 (1 W IBA S J

=

=] o

Z:
A8 A AT RS S il PLU & & 5E K

* ExternalFrontend: :ExternalScripts

)

* ExternalFrontend::InlineScripts

* WebApp::Server::AdditionalOrigins

WEB 73 #r (#1411

FEABI s FRATHEIE 1 7EA SN b3 1 N AR e A & WEB 0 B 8 A T i 8 52 SUBIAH D 3R o AT TR
FERFAE I A RE P s AT > DMERRERANR S P 19AT > BEELS 24T

AT TR F 58 =5 (N B AR A BT 46 -

<script async src="https://www.example.com/track/js?id=UA-XXXXXX-Y"></script>
<script>

window.datalLayer = window.datalLayer || [];

function track () {datalayer.push (arguments) ;}

7.4. fHA R 229



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

OTRS Administration Manual, %1 8.0

track('js', new Date());

track ('config', 'UA-XXXXXX-Y'");
</script>

AT B AT 5 A SN B i script ARZEINE -
FE NI RIA e JeA T — 28 IBACHE e g it Je L REAT .

RN SR e

T FATT G A O A AN A ) 7
1. B3 RGNCE B .
2. #Z ¥ 'H ExternalFrontend: :ExternalScripts s
3. Mz E Y .
4. IR CAAFAEAE , W IS4 o A0, RS TP IR
5

CAESCAR B N AN YR 5E AL E . B W https://www.example.com/track/js?

1d=UA-XXXXXX~Y o
6. i AR L MRAF B BUS IR, .
7. MEBLURARSERE

A IBRACRS B B

HROK BADL LA IS B IS 75«
1. B3 RERCEFE# .
2.ﬂgéﬁ&ﬁfExternalFrontend::InlineScriptso
3. Ml EUMEE .
4. WRCAAAEM, WIS il « 0, ZReE NP .
5

- AESCARX IR SE RN 7 B, R BT script ARZE o B

window.datalayer = window.datalLayer || [];
function track () {datalayer.push (arguments) ;}
track('js', new Date());

track ('config', 'UA-XXXXXX-Y');

6. mii IR IC MR E TR IR -
7. WEBEUR RSB .

HOBT RSN B3 S R

N T S FRATIE T E A AN RSN R o R AR shell, $AT AR A4

bin/otrs.WebServer.pl —--deploy-assets
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EEr e TS L BN Ce VI PN EZR

I RS IUAE AR YT R AN GG N IR > AT ASGAIE BRIAS ) 75 E0 S AE AU o (HUR B30 N8 T e s
FHAEDT I BT A PAIBCAT AR Be s AL ACRE T e 4 DA S8 R 8 i 2R UL

XA B AR RO AT AR A 2 A SR AR Sk W AN 44 SN A RE NS E BE U
AR AP ZEAAT VAT IE ) WEB WS 380 & TR o ZEFATI R, A4 H Mozilla Firefox 2%
FLWEB il 6 iz G N TH —Web JTk# —web 1| 6 5 I8l F12 HREEFERTT .

ST R BIARS B AEVS ) SRR PN T e s A2 ) & B B LR A i

nspector Console De ditor () Performance {J Memory & Network :
L ) ¥

Errors Warnings Logs Info Debug
A\ Loading failed for the <script> w https://www.example. com/track/js? id=UA-00000-Y" .

Content Security Policy: The page’'s settings blocked the loading of a resource at eval ("script-src”).

Content Security Policy: The page’s settings blocked the loading of a resource at https://www.example.com/track/js?id=UA-X00000-Y ("script—
APIClient: Opening WebSocket connection... n

Content Security Policy: The page’s settings blocked the loading of a resource at eval (“script-src”).
APIClient: WebSocket connected!

» |

7.26: P AR G B R

MNFE & B R BRATT AT LA B A A SR AN GE B gk (1 F1 3 4T) o BRULZ Ah, BASVPA Rt pl B8 (2 F1 5
7)o ITARTRIGIH T — N84 script-src I WA RIS, ZHNER R AT .
TRAN V7 BN AR T USRI PAG T A I 381 P 2522 4 SR b Sk i) He e o e v

1. #3) RGRCE DA

2. RN E WebApp: :Server: :AdditionalOrigins o

3. xR E LAY .

4. W3R script-src CAAAEME » WSS S4 o 0, QR T DR .

5. FESCARTE B U N B FE IR G 7 o BN https://www.example. com o X VPN

N

VR o
sl BRI S L, SRR T 5 —AME .
R T BTN TIRS , 46515 'unsafe-eval' o X AVFHATIFANTIA .
s IERRC VR B BUR I B -
9. HEBBEBRNARAME .
W AN i 2 FROH RS A BN B3 ST S IR 5 DR e e BT B A2
WERFHONASN N G A RN A FES? > FTRE AT B LU KA iR o AETRATIG] 7 AT REZIXAE:

© N o

® {3 inspector [ Console De Style Editor () Performance {3 Memory T Network [ ¢

Errors Warnings Logs Info Debug
Content Security Policy: The page’'s set blocked the loading of a resource at https://www.example.com/track/track@2x.png (*img-src”).
APIClient: Opening WebSocket connection...
APIClient: WebSocket connected!

» |

Kl 7.27: g B 24 i & A R AT A
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PEAR R R RIE AR T 55— SR, B AL B MR C 55 14T Do BATAT LB 5] BB BRI A A 2 425K
ISR img-sre FIAAFRAERT HHIZX — R o BRSNS 44 5, T2l Bl R ERAf:

1.

a > © D

N o

2N

R RGEE DR o

&% E WebApp: :Server: :AdditionalOrigins »

MRTZBCE A

WRCAEAFAE img-sre BIME, WS SFARIMN T4 « H0), 48 NP .

L0 SCAR T B H i Nk BH ZE B8R 35843 o B0 https://www.example . com o X FLVFINZ AN
R .

s IEARC VR B BRI B -
MEB U INRARE -

SOREPINBSMB 3N R IR AR AT BB AR o WRBAT B MIARBLAE AT REIE S TAF o

ANSERIE s TCVE T IAS AT BE T SRR BER o (H2, AHHRL, BT LU IR BB A2, T
PRIEIR P AR & H S s PR ERER o 75T B A AT N AAR Sk U T AT N3 324 T BB .

VEAR:

Bl e i FA ISR, DT e 2 2 AR REIE IR BT A A

ik =3
KA EESRIEI IR oo TEICHE, IR A R A1 %B%Ta%%“ﬁﬁ%)ﬁﬁ}}%yé R
ol

AR TEUR A 44 PR AE R 1Y) OTRS IR > o I v 6 1) 22 42 ALK ! ﬁi@?ﬂﬁ%wﬁﬁf&ﬁ H
©
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CHAPTER 8

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 .

8.1 =JIR%%

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.

8.1: 2 455 BT

8.1.1 &1 = R4
W A 2 RS

4 OTRS sFHEFIAIA 2055 WAULHGTE - & ORI £ IR -
1. BRI ) WO S 25 s 4L
2. UG FEL .
3. it fAEHL -

233



OTRS Administration Manual, 17 8.0

Configuration

Mame:

# Phone field for agent:

* Phone field for customer:

# Sender string:

Allowed role members:

Perform URL shortening:

Phone black list:

Comment:

Validity:

SMS

UserMobile

Agent data field from which the mobile phone number for sending messages via SM5
should be taken.

UserMaobile

Customer data field from which the mobile phone number for sending messages via SMS
should be taken.

Example Company

Will be shown as sender name of the SM5 (Mot longer than 11 characters).

If selected, only agents assigned to these roles will be able to receive notifications via SMS
(optional).

Perform URL shortening before sending the message.

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.

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

K 8.2: Iz R4S
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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

8.2 IR HE ARG

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

8.3: MECLFF b4
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8.2.1 i H R Bl S Ay

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 EA RS
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

Bl 8.4: T SR AU B R A
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8.2.2 WA E

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 RS Niiof e SIDERHN

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 H s A SR — I 1] A fe K8 s P A5 L o

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

FQDN (Domain Name) Display the fully qualified domain name set in system configuration setting FQDN.
VARG S BRI RG R A .

IHARECE #5102t LED Ron ey $k 2 IHRiC & 46 03 S o

A BOIRAS 2t LED Ron rfy A A IR 22k .

BAPOHERE ARG 4% t5 LED Wkt OTRS HEERRACIE HI T 22 ke (A
BAFORAPIRE (0 LED F£oniTf Lt ayidnd 7 OTRS AR ERAE
Package List Display the list of installed packages.

Push Events Status Display the status of the push events per day.
RURCEBCE WoRBEN RS N DRI ARV B R 2 1 A

R AL 7 S kvt o 1 H - IS
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%4 ID Display the system identifier set in system configuration setting SystemID.
AHUE K TSN SR BCE A TR O HBUE TS TR 4 .
AEFER TR BOR RGP ) TR o AE RS REY 60,000 AL TR HT, A IE S PERE

I"i]J % o

T g E5|#e Display the ticket search index module set in system configuration setting
Ticket::Searchlndex::ForceUnfilteredStorage.

IE R Bos OTRS « HIIAH I X AE R

FHPFE = a8 N B BRASE IS 0 SR B/ e 25 N 8 U AR R R

PP G - Mg N BRI B SR AE R g A B S b A ¥ 428
FPFURT - FERR ST Bon—2AT A MBS 5 5 I ome A SCRRHTE .
OTRS fitA Gx OTRS WA S .

WebSocket Connection Display connection status for WebSocket connections.

8.3 RGN

R SR S BT RGN FAFBUE - 2l R SE A EIE KR GE s s A K
-

(EFBCIERE 1 OTRS SHNENME I RSE o SEHBHHEGL T OTRS $ellR% * AL * REVENHLSf .

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.
8.5: ARVEMHI R Ge b4k

8.3.1 EH R

LB RS -
1. 343> OTRS ID . &2l OTRS 1) kil LyEMt, i Ma sthers 2% OTRS ID.
. ¥ %) OTRS S 4L RGENEE, SR AR OTRS ID M
sl AL
PRGN
-l EHZHL .
- R AR .

o g A W N
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OTRS-ID Login

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

lgl 8.6: ?\é’ulf

System Registration

i -

) yet? Sign up now

d? Retrieve a new one

s hn OTRS ID

This data will be frequently transferred to OTRS Group when you register this system.

ATTRIBUTE
FQDN

OTRS Version
Database
Operating System
Perl Version

* System type: = Production

Description: | Ticket System for my company.

ription of this system.

The system will send adc
Support Data Collector

+ Register or Cancel

VALUE
otrs.example.com
7.01
MySQLE5.7.24
uburitu 16.04
5221

ata information to OTRS Group.

System Registration

8.7 RGULM - EF ARG

This system is registered with OTRS Group.

& Production
. TicketSystem for my company.
1 BedB28921def3beS7belbcar 22626189

r 11602018 08:21

K 8.8: LM ARSE
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A L R G
1. s e MR R ) G .
2. BUARGRIUASIE .
3. sl HHrEHL .

Systemn Registration

You can modify registration settings here.

# System type: | Test
Description:
Optional description of this system.
The system will send additional support data information to OTRS Group

Support Data Collector

Update or Cancel

8.9: Z’H RGN R4

A7 AR Hd -
1. R AR SR CAR R B 24
2. DL JSON #% & A K

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 JSON format via a secure
https connection,

System Registration Data

{
‘DatabaseVersion’ == 'MyS0L 5.7.24°,
'FODN' == 'otrs.example.com',
'05Type" == 'Linux',
‘05Version’ == ‘ubuntu 16.84°,
'0TRSVersion' == '7.8.1",
'PerlVersion' == '5.22.1"

+
e
Support Data
[
'DisplayPath' == 'Database’,
'Identifier' ==
‘Kernel: :System: : SupportDataCollector: :Plugin: :Database: :DatabaseChecks: :Kernel System: :DB: :Check: :OutdatedTables',
'Label' == 'Outdated Tables',
'ShortIdentifier' == 'Database::DatabaseChecks::Kernel System::DB::Check: :0utdatedTables’,
'State’ == "O0K',
'Status' == '2',
"Valug' = "' d
. A A
Pl 8.10: AR Bt REE Y
Z .

BT BB W5 RO —
TN O R
1. M ZENRE P ) CLPE RS
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2. B%F OTRS 1) Ml
3. AR CIEMARLEHIIIE .
A LRGN R GE M -
1. Rl ZE LA ) O R0 ENHZH

A R ) STORM powered by OTRS™ sl A7 47 A k45 & [A) » MGV IO ENHE I R 4E -
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CHAPTER 9

Chat

The chat feature allows the agents to provide real time communication with each other, with customer users
or with public users. The chat feature is enabled by default.

9.1 IR A

Being able to offer chat possibilities to customers is a must-have for many organizations. Depending on
the amount of customer chat requests and the organization’ s structure, it must be possible to group chat
requests.

OTRS $& L& AitiE nf AT AN IR 1) 2 AN WA > JXFE R0 T LA 1 Ay R 45 [ 2 ) R0 Fe i 7 % 7 4
PEA IR ARE
Use this screen to add chat channels to the system. A fresh OTRS installation already contains a chat

channel by default. The chat channel management screen is available in the Chat Channels module of the
Chat group.

Manage Chat Channels

a Manage Chat Channels
Actions List
[ +] Add Chat Channel NAME GROUP COMMENT CUSTOMER PUBLIC VALIDITY ~ CHANGED CREATED
Default . 2020-03-25 2020-03-25
users Default chat channel yes yes valid
channel 11:43:38 11:43:38
Support channel for . 2020-03-25 2020-04-07
Support users . yes yes valid
software issues. 13:16:03 11:33:30

P 9.1 IR MIIE 5 HBt 4
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9.1.1 EHWI KNG
FEBER I — AN R A1

1. i ZE MRS ) BN RATGE 424
2. G B FE .

3. mili RAFHEHL .

Add Chat Channel

* Name:

* Group:

# Validity: = valid

Save orCancel

9.2: VN NI R IIE it
Bl ERNRGHMERIRAUE o HREEEHs AR I v A e I ROk 5 AT
A LGN -

1. KRR AE 5114 b K A E
2. BB -

3. miih PRAFEL TRAF I e A% AL
Edit Chat Channel

* Name:  Support

* Group: | users

V]

V]

# Validity: | valid

Support channel for software issues.
Save or Save and finish orCancel

9.3: G IR AIIE 5
244
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9.1.2 WilRAiE v e

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

ZRR T BB AR o W BLE T B R B R AT AR KE PR o SRR BoRAE MR
ts

A% PEMREEL 2 W LAY ) IR ATE
F R RTINS 5 ik % R IEAE .
KNI RS A I BRI RIS » 1518 % IEAE .

ARNE > BCEIE BRI AR o WRIE T BOR EDY ARG WA BEEEI A AE OTRS A « Kt 7 Bris
B JCRE I R AR L B KA

VERE BRI IL e AR B o O T I SR SR I BUR TSN AT SE R ) T IR BRI IE . DR
MR s EL IR

9.1.3 Manage Chat Support

H:f#: The chat feature is enabled by default.

To enable or disable the chat feature:
1. #e3) RGRCE A .
2. {fEFHiM P42 Core — Chat .
3. Enable or disable the setting ChatEngine: :Active.
JE IR IIBE G » WRAAAAEERASIE » W< A @I BRAMINE .
A AT IRAN RSB, -
1. B3| RGRCEDFRE -
2. fEHZRMEF R chatEngine il »
3. HREWHE .
ZL:
JIR 55 N B SO AE AR BB P BRI /b BAT roC i3 DAL
* ChatEngine: :PermissionGroup: :ChatReceivingAgents

* ChatEngine: :PermissionGroup: :ChatStartingAgents

9.2 Chat Integration

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

Use this screen to generate the chat integration code. The chat integration configuration and snippet gen-
erator is available in the Chat Integration module of the Chat group.

To configure the chat and generate code snippet:

9.2. Chat Integration 245
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1. Select a pre-selected chat channel in the Pre-selected channel field.
2. Select a primary color for the chat design.

3. Customize the texts in the Texts section.

Hf#:  All changes made in the Configuration tab will not be saved. Every time you open this dialog,
all fields will be reset to default values.

4. You can check the result in the Preview widget.

vEfift:  The preview uses the real chat module. Other agents have to be available for chatting to
preview all features.

5. Copy the code snippet from the Integration Code widget and paste it into your website right before the
</body> element.

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

For example, if the website is running OTRS on SSL, the system configuration option must be setto https.
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Configuration

General Settings

Pre-selected channel:

Primary color of the chat design

Chat conversations title:

No chat conversations:

Mew conversation link:
ncoming chat requests title:
Outgoing chat requests title:
Active chats title:

Closed chats title:

Create chat title:

Mo available agents message:
User name field label:

User name field placeholder:
Chat channels label:

Chat conversation title:

Chat removed message:
Chat close link:

Chat closed message:

Mext steps link:

Mo answer message:
Pending request message:
Try again message:

Close chat modal title:

Close chat modal message:
Close chat confirm button:
Close chat cancel button:
Chat message placeholder:
Send email title:

Send email field placeholder:

Send email button:

A
Texts
Conversation(s)
You are not participating in a chat at the moment.
Mew conversation
Inceming chat requestis)
Outgoing chat request(s)
Active chat(s)
Closed chat(s)

Do you have any questions? Chat with us!

Please enter your name.
John Doe

Please select a channel.
Chat Conversation

This chat has been removed.
Click here to close the chat.
This chat is closed.

Click here for next steps.

There are no chat agents available at the moment.

Please try again later.

Close Chat

Are you sure you want to close this chat?
Yes

Ma

Write a message.

Send me a summary of this conversation.
Enter email

Send

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

Please bear with us until one of our agents is able to handle you

9.2. Chat Integration

¥l 9.4: Chat Integration — Configuration
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Preview

Please note that this preview uses the real chat module. If the chat widget doesn't show up after the configured amount of
time, there is probably no agent available for chatting and you have configured the chat shouldn't show up in this case.

c http:/fwww.some-preview-site.domain

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

] 9.5: Chat Integration — Preview

Integration Code

e bottom of your page:

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

[¥] 9.6: Chat Integration — Integration Code
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cHAaPTER 10

ARG IR« BOE RGN T — DR RS, BE TR MEEH] .
OTRS &4t T Z A BT HORICE.  If% WAy & OTRS .

10.1 H/Ji

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

10.1: H i B e

10.1.1 S H],

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

K 10.2: @ nEr e B b

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

Kl 10.3: gt H g bt 4

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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10.1.2 HHKE

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

+5minutes

#* Queues:

Attachment Name

E3 Add Rule

10.4: HP3icE - THHIZ

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 .
WREYE WIS e, ARSIl R v DL AT D .

10.1.3 AT

WRRG 2 DTN T —AHPi s WA DA R SN H D .
D N S (AR

1. A Ze AR i) SN L .

2. A% iCal CFIFEFEH DT o

3. il FATHLLH .

Import Appointments

* Upload: Tallézas... Nincs kijelolve Fajl.

* Calendar:

Import appointments or Cancel

10.5: FATIL b4

A Rl BN JFERE AN RN iCal (L ics) K EAR .
HID* A HEHE D -

MR WEARBAERI TR H I s R 2D SRR .

BB CAMTZg R, W H P BAHE uniqueId HIPTA LA FRZHUR B o -

10.2 FAQ 24

e T B FAQ SCEERT IS o BRIAEOLT > Bril OTRS 23 L& 380 « FOE BB T &

G AT FAQ B

L FAQ Category Management

Actions List

[+] Add category NAME VALIDITY DELETE
Misc valid

K 10.6: FAQ 2545 i b 5%
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10.2.1 &3 FAQ 2K Y

A EAI A IRSS H %
1. sl ZE LA G IS 424 .
2. HWELIHTE .
3. mili FEAZHHL .

Add Category

* Name:

# Permission:

valid

% Comment:

Submit or Cancel

K 10.7: s H 3 Biss

A GRS H ok
1. miiiRgs HorBIZR R i — Mg H =%
2. BB
3. il $RATHH .

Edit Category

* Name: Misc

# Permission: | admin USErs
- |_|
valid
+ Comment: | Misc Comment

Submit or Cancel

Kl 10.8: G ss H % i

10.2. FAQ
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A EMIER IR SS H o
1. O FZE T b AR EAR
2. Wl R R AL

List
NAME VALIDITY DELETE
Misc valid

10.9: MIBRAR %% H % b %

10.2.2 FAQ &) & &

AN L BRI, TR LU W o AT R S I T BOR T B .

PRR* BRI AR o n] LA T B AR R I AT AR K RPN o MR s AR
S

RIGFE W AEBUAT H s MESIEr H A0 7 H % o R oy H % THX .
BURR * BEVs ) L2 SRR 55 N 53 2L

ARE BRI RN o WL BORCE ) A0 WIREA BB AT {XAE OTRS Fi I o Rt 7 B &
N JE R i I TE ek AR e BRI A

VERE > [ BRI N ILE AR R o O TSI IR, IR 2R M BUR TR A AT SE B R I BRI IR A E
R BoRfE AR .

10.3 FAQ i =

i e b v 8 B FAQ SCE AT HIIOTE & o BRSO T > BT OTRS el — L85 5 o 15 5 & H DAL
T RGP FAQ TE S LR

il

A FAQ Language Management

Actions List

[+] Add language NAME | DELETE
de
en

10.10: FAQ i = & P 5%

10.3.1 2 FAQ &+

BERIN—ME
1. A ZE RS ) 8 0 5 44 .
2. HEWMIHT B .
3. sy AT .
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Add Language

* Name:

Submit or Cancel

1011 S INEE 5 o

G ANET
1. HHE SRR MBS .
2. BTFE .
3. Aiili $essH

Edit Language

* Name: en

Submit or Cancel

K 10.12: gl iE 5 s

T EMGE—MES
1. maliE S AR b S E s .
PR T N S I 72
List

MAME | DELETE
de
en

Kl 10.13: MHIBRTE & bihe

10.3.2 FAQ iE S X &
TSI B G B 2SI, AT DU AR RE - A R S I BRI .
SRR * ZIES 1SO 639-1 /864 o

10.4 s P a8

A LLIE T 1] HE SRR I FCAR SR SRy R B R G o B 0L TR R R S Rk A e T RS T R
WA A, FFEEORBEASIN SO BR AL

OTRS i Aty BLER A2 P TR SR T R AT B Ay S5 AR A R IR 3
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TR ABAGE N T On-Premise 5 * (OTRS)) #LXhix * o #7 2 A U BRI HI 3K, i ] LA E 2
SRACE S g

ST HI G B v] L2 e AN B e OTRS D RE A o B0 BB HE R0 T RS BRAL Y AR08 LS
Bt

_ Package Manager
Actions Online Repository
Tallozas... Nincs kijeldlve Fajl. NAME VERSION VENDOR DESCRIPTION ACTION
Mo data found.
X Install Package
OTRS:ITSM 7 Master Local Repository
< Update repository information NAME VERSION VENDOR DESCRIPTION STATUS ACTION
No data found.

Features for OTRS customers with service package only + sales@otrs.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.

MNAME DESCRIFTION

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.

K 10.14: BP0 ig BLas B

10.4.1 & B4

s BOAROLR » ek ke kg OTRS SRRIRAE A .

Z

You can activate the installation of not verified packages in the system configuration setting Pack-
age::AllowNotVerifiedPackages.

LR

A EMAEL AT P 2 A
1. WZEMEARER R R R s 8 NMESRAT O -
2. ik BB AT R LUR BT AT R B A A3 .
3. M AELIRA /N IERE DA 5 R m S 2 .
4. LI UL I ERAE
5. W n » BHATRAG WoRAE AMEATG RN
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Online Repository
MAME VERSION | VENDOR = DESCRIPTION ACTION
OTRSAdvancedEditor B T.0.1 OTRS This package elnables . . 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...
OTRSCIReferences A i T0l OTRS This packag? adds the possibilty Install
AG fo add additional ...
10.15: fEL B AMFO
Z
The repository list can be changed in system configuration setting Package::RepositoryList.
H NS 2 AL
1. T AL D - 4%
2. WNAHSAF ARG EFE—A> . opm XAF -
3. sl A .
4. MR U ERAE o
5. wHn, BN EostE ARG N .
Local Repository
MAME VERSION VENDOR DESCRIPTION STATUS ACTION
v OTRSverify ™ , o OTRS This package enables installed .~ Uninstall
OTRSAdvancedEditor - - AG TemplateToolkit code snippets i... netate s
Kl 10.16: AL FG N AT
Ci i RN
A LN AT P RN R
1. W BRI R, T AE (RGBT RN AR R A ] H AR .
2. il BURTEEE .
3. R U HIERAE .
4. HOFT G BAFR oA ARG N R .
A NS B — AN AT
1. sl Ze AR - 44
2. WAHE A R Ge ikt — N C 2 A BT . opm SCHF S
3. rlili B IRH .
4. FEIEOF U ERAE .
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5. HHa » BAFR Bon e AP
A ORI A

1. i ZE R R SR T AT E 2 e A e e .

2. FMEHr U IR .

3. A » BAFR WondE AN

UL D REEIUITAT R S HAT G ERIE R BUfE R R 2RI 2 A A AEBT A » IS 5B 21
RS AL SIS C RIMEBRAT O IR BT RRCAS 75 2 1 R e /e R A Hh I O I IERA

VEME WSR2 TR AE R G E SCRXS LR A G PR (A AR D RE SR » JF HRsgebmic 2k
Wl PR AT B

HOB A AT

WERAEAMAE S T AR DA, WA B S 2K P bR i o SR R BEER 208 .
A BTN

1. N A A /N AT R AR L A OB 2RI AT

2. wiali BAEHI PN BRSO

3. R VIWIERAT -

EI AR

A7 AN A
1. N ASHUARAE G BN Rz A
2. wiihi ARSI EBAERE -
3. MBI

Local Repository

MAME VERSION | VENDOR | DESCRIPTION STATUS | ACTION
OTRS This package enables . .
- - 101 ; < . , . installed =~ Uninstall
OTRSAdvancedEditor AG TemplateToolkit code snippets ...

10.17: AT PN

10.5 PEREH A&

PEREUR 2 ZHET- Web (14 N TR J3 (1 < B 328 o A8 PR B3 ) e 22 A 7 B I ) A HERS MR e sh > (T 22 /0
I ) AASE A 5 B AE PRI KGRI A R 15t

OTRS it i F &S R SR WIS » A7 BRS39S 7% 4 P s 280 Sk K/ 748
RS ) B A A I T R MR

LRI A5 OTRS MPEREH A& o HUSHEM bR A T RGUE BEAL A PEfE H AR .
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WA AT RENSAE OTRS & B MEREH &, B2y Joa LB .
Hint

This feature is disabled!

48]

Just us

ch
Activating this feature might affect your
system performance

T.-L'l

ea Les

|_'_. Ll

2 this feature if you want to log
St

& Enable it here!

P 10.18: A Ik RE H &5

AR THEREH A, OTRS R ML Tl e ST SR . (4 i 1 15 2
rii N F 2 R RS

10.6 < il 3

FLT Web (F8 FIFE 7 (K045 BE 53 75 ERERS VT IR IEHE B RGHIE B JRAETR Z IR A T 22

OTRS L& iFE B, A Uﬁ%ﬂiiﬁcﬁXE&%)\Jﬁugﬁ I ~ M HTE SR RS A AR P E— 4 H A
W,M&Aﬁ*&mﬁ5$WT%ﬁ TR RE

IR hE AR BRSO B P il o U BB RO T ARG B S B .

10.6.1 i Pin

HEBE A CGRMH 2
1. NIRRT IEHE— A C R
2. R .
3. HEVEN -

HELR A
1. NSIRPR P IERE— A CER I
2. ki ZalHI &bizos i .

B piil ARSI A ST MR AR AT AL, REAFIT T TARR 2K

BT
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Overview

Range (last 5 m)

INTERFACE

Agent

Admin
AdminSystemConfiguration&AJAXNavigati..
AdminSystemConfiguration;ChallengeTok...

Range (last 30 m)

INTERFACE

Agent

Adrmin
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
15
15

MIN RESPOMNSE
0s
Os
Is
Is

MIN RESPONSE
0s
Os
15
Is

MIN RESPONSE
0s
Os
Is
Is

MIN RESPONSE
0s
Os
15
15

MIN RESPONSE
0s
Os
15
15

10.19: MEREH & hF 5

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 MIMN MAK AVERAGE
11/08/2018 09:17 7 Os Os Os
11/08/20158 08:17 0 Os Os Os
11/08/2018 0717 0 Os s Os
11/08/2018 06:17 0 Os 0s Os
11/08/2018 05:17 0 Os s Os
Kl 10.20: TERE H G VR BESE
L Session Management
Actions List
All sessions 2 SESSION j TOKEN TYPE USER
Agent sessions 2 BplomfwFIDBVtazX PglwT4ERMitTYPx Agent Admin OTRS
Customer sessions 0 I5wVIuBFCWEIni4NUuihddnUVithx8Tc Agent Admin OTRS
Unique agents 1
Unique customers 0
™ Kill all sessions
Filter for Sessions
Just start typing to filter...
K 10.21: iR PGS

Detail Session View for: umdlJrc3smVwEYcLwiQa.J3fUen2j0TM - Admin OTRS
KEY VALUE
AdminCommunicationLogPageShown 5
AdminDynamicFieldsOverviewPageShown 25
AgentDocumentSearchPageShown 10
ChangeTime 2018-09-18 15:1T:44
CreateTime 2018-09-18 15:17:44
SessionlD umdlrcSsmVwEYcLwiQaJ3fUen2j0TM
SessionSource Agentinterface
UserChallengeToken FAKFWQsnOTzHNKrnUmolLDbnHEVPUCGIS
UserErmail root@localhost

UserFAQUournalOverviewSmallPageShown
UserFAQOverviewSmallPageShown

List

SESSION | TOKEN
umdlJrcSsmVwEYcLwiQaJJ3fUen2j0TM

25
25

K 10.22: 2B BEVENS b HE

TYPE
Agent

USER
Admin OTRS

KILL

K 10.23: & -4k bR

KILL
Kill this session
Kill this session

Kill this session

10.6. ZiFE Bl
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1. s MR 2T il .

W il Kb SRR SL AV R S 1 AT BN . R ERAEIIT T AR 2R

VEMR: WRAT ARG BIRSE VAL v S B N B R AL O R E A

10.7 SQL &% [

7 This feature is not enabled by default. Activate the system configuration setting Fron-
tend::Module###AdminSelectBox to enable this feature.

FE— AN THRRGH, W AT LA GevH 5 BAE G ZEN s T BT S A o (0, A7 I S e Uy ) 2
P P AARAS B 2 R SRS SRVRANER e TR AR SE A SO — A T HAT A AT RN AT .

FLAE VT ) Kt P i B0 1) W] BE I B O3 th AT I A AT o BR T U0 IR A AT EE I P A RS C AR BT
ARG D 2 Ah, T PRI P A4 R R o X S Reeht vl g 23 BEL A5 3 DA B Pk AT B0 52 2 i 4
FAHRAE

OTRS v IR R4 #8171 i i) SQL A& 1 o & SV B PR B2 Vs i) » BT A7 45 ST AT LA
FE PR F it A 21 55 4 21 CSV/Excel SCAT .

i MR A R e 1 SQL 1R ) » SQL & Al HUE e REUE BIALI) SQL Al i bt o

Hint Options

Here you can enter SQL to send it directly to * SQL: | SELECT * FROM

t [40

HTML

Run Query

K 10.24: SQL A if) % 11 i 5

10.7.1 &) SQL 1E1)

VEME: SRARER AN SQL AR B R IE BN R R B A o BOATEOL T, EVEEECRIN N A, L e vF
SELECT #&ifi «

it ltis 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!
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A EPAT—4 SQL A -
1. 7€ SQL A ififE 4 A SQL ) .
2. wFEa R .
3. ruili isAT e

Options

% SQL: | SELECT * FROM

40

HTML

Run Query

K 10.25: SQL & )% /N Esft

10.7.2 SQL W&

U IR B BRI, FTLMEI LU RCE - i A S I BO B .
SQL * #F EAMI1Y SQL KA -

BRI N — A E 7 LUK 45 R R f5e 22 AT o K 7 BB 22 B BT B

Ve RELAE SQL IEA AR TIMIT, R T BOR BRIS SRE 0 .

gk aX SQL ) A w45 SRS L
HTML &if 45 R Bos A8 /N AE ) SQL HE T T
CSV #rif 4l Bl Ha 5 73 bR (i 2l SCA M LA R 3k .
Excel #5ifi4f 5 4ii ] Microsoft Excel HL 1A A LI R4

10.7.3 SQL /=4
BRSNS e — e O 45 R HTMIL «

SELECT id, login , first_name, last_name, valid_id FROM users

2 Results
ID LOGIN FIRST_MAME LAST_MAME
1 root@localhost Admin OTRS
2 53 Super Admin

K 10.26: SQL & if45 1

VALID_ID
1
1

10.7. SQL #ifi & H
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H

HEPNPATR 2R BRI B e A DU T 2 -

’SHOW TABLES

AR users RINEH, BHZ ARG 1 JHS T UM &l C iSRSk

’SELECT * FROM users

10.8 RGN HE

Modern systems have many ways to configure their behavior. Some use configuration files edited on the
command line, and some use a graphical interface (and save the information to configuration files in the
background), yet others use a database. Maintaining changes and auditing can sometimes be an issue, as
it is not always clear who made a change. Making bulk changes is not always possible, and rolling back
changes a chore.

OTRS 1 HI#F & K- JE SR L B AR S o X BRI RGUICE T A S SRR A A Bt e b > JF LT DL AT s vt
CUEERTIN B E T B8 REREE AT 4 ) FFERCE BRI DL R MR BE AT PR .

FPIE AR D RE T DA L R R BT TR R .
Z:

R AR LAy L R, ST DU A TR 7 PR S - E KR sales@otrs.com LRI Th fiE
AINBERGH .

AT B v B R LB W E - OTRS ik T K%Y 2200 ML E WHE « RGN ES R T R H
A RERCER .

10.8.1 B H RSN E

Jf T 2ali B, VAR RGN E 1 B F T b 5 oS B 2 B 1 B WCE o X SR A
Kernel/Config.pm HFHEKE .

HBERARGME, Bl ZERATILA DT DUl B Tk 2o, S8 A RGN E

FirstnameLastnameOrder .
1, B AMBEF AL R lastname KEHKRAME -

AR AT T B RE LA DN R Y o SRR A DR R E B E AR
AL AR, XFERIEAFITEAFR, AT DU R o3

MARR LR IEFEBLE -

st IR bR DL T

K bR AE /N B AR B GRS B E LA -

st G B AN B B A G A X o ARG AR /N 2 DR AR (LA

o M © D

VM WIS BEE i 5 — M B L e, AR D) — NS B SE L AR 2T, Tk R
(KIgw B
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Navigate through the available settings
by usingthe tree in the navigation box
on the left side.

Find certain settings by using the
search field below arfrom search icon
from the top navigation.

Find out how to use the system
configuration by reading the online
administrator documentation.

Iastname|

FirstnameLastnameCrder

FirstnameLastnameOrder

Firstmame Lastname

FirstnamelastnameOrder

@ History [OTRSSystemConfigurationHistory)

Firstmame Lastname

10.27: REHLE - BREE

Specifies the order inwhich the
firstmame and the lastname of agents
will be displayed.

K 10.28: RLACE - RANE

Frameworkxxml Frontend::Base

) Reset setting | | 9% Copy direct link | | £z Add to favourites [# Edit this setting

Specifies the order inwhich the
firstname and the lastname of agents
will be displayed.

Default: O
10.29: RA[E - ITEE
FirstnamelastnameOrder Frameworkxml Frontend::Base
@ Edit this setting
K 10.30: REEE - BIFAERE -
FirstnamelastnameOrder Frameworkxml Frontend::Base
Firstname Lastname Specifies the order inwhich the L4 x
firstname and the lastname of
agents will be displayed.
K1 10.31: RAEME - sl i
10.8. RANE 265
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FirstnamelLastnameQrder

4 =
@ History (OTRSSystemConfigurationHistory) | | ‘D Reset setting | | % Copydirectlink | | tr Add to favourites « Save | X Cancel

Lastname Firstname Specifies the order inwhich the
firstname and the lastname of
agents will be displayed.

Default: O
K 10.32: RGEBCE - Bk E

6. SHCCBEE AU o St M) IO e e A ) Esc ST IO nlt o IBOH RIS, f 2 i i
S U IR e AR BT A S

7. il AL o W SRAARAE TAB S T TN AE 2 SRAS SR EA A HE o
FirstnameLastnameOrder T=
@ History (OTRSSystemConfigurationHistory) | | ‘D Reset setting | | % Copydirectlink | | t* Add to favourites

[# Edit this setting
Lastname Firstname

Specifies the order in which the

firstmame and the lastname of agents

will be displayed.
Default: O

K] 10.33: RAHLE - IRAFKE
8. AR\ H el ZE ML P i S B 45 o IR S eI AN T B A S AR S RS .

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.

FirstnameLastnameQrder

Lastname Firstname

K 10.34: RGN E - WE F
9. & HHH
10, BATLLpT A B SR HE LR S 2 o

1. iy M PTik Ea RS T 2 ARE MW DG P IE B .
12 URINFREAERE » O FOAM Y B AR S A DL o A LG T e ) T

13, RFDFFFXIERARTE 1lastname BB SUS IR o & H/NEIFE LA — DR EILHE , RosibBt
OB
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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

/K 10.35: RGACE - W E 2 S E L

Deploy

Modified the display of agent name.

Deploynow or Cancel

K 10.36: RAMCHE - MBEWE

FirstnamelLastnameQrder
Lastname Firstname Specifies the order in which the

firstmame and the lastname of agents
will be displayed.

10.37: AGHLHE - CHERE

10.8. RGAHE 267
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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

K 10.38: RLMCHE - HHKE

15. My #iAds .
16. FEWRE -

10.8.2 i [ S Mt

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

i, FirstnameLastnameOrder A] LAYE Frontend — Base W1 4k%) »

10.8.3 S A S H RSN E

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)

P Frontend
* Genericlnterface (1)
» WebApp (3)

& 10.39: ZR 4 E ik

FirstnamelLastnameOrder Frameworkxml Frontend:Base B =
@ History (OTRSSystemConfigurationHistory) | | "D Reset setting | | S Copy direct link | | t¥ Add to favourites [# Edit this setting
Firstname Lastname Specifies the order inwhich the

firstmame and the lastname of agents
will be displayed.

Default: O
4 10.40: RERLH - R
Import Export
Upload a file to be imported to your system (.yml format as Download current configuration settings of your system in a
exported from the System Configuration module). yml file.
Tallézas... Nincs kijelolve Fajl. T
1 Import system configuration £ Export current configuration

K 10.41: RAERCE - FANGH
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3. riili FARGNEIZH .

10.8.4 Business Object Configuration

The following section contains a description of the business object configuration, including the business
object lists, business object detail views, business cards and forms.

Business Object Lists
The business object lists provide a tabular view of items with support for configurable columns, sorting and
filtering. These lists can be used in many contexts, including as stand-alone screens, widgets, actions, etc.

The default configuration of business object lists can be defined in several places, depending on the screen
or element where they are used.

AgentFrontend: : <BusinessObjectListType>: : <SlugName>###DefaultConfig Standalone or
static list screens which are usable via their own URL.

{3 > Unlocked Tickets (2 Tickets) o3
Unresalved x ?g

© Title Priority Created -~ State Sender Lock Queue Owner
Welcome to OTRS! 3 normal 22daysago new OTRS Feedback unlocked queue agent-1agent-1
2Test Ticket Title 3 normal 5 months ago open unlocked TestQueuetest9393303665200006 test9393303665200007 te

Kl 10.42: An Example of the Unlocked Tickets Screen

The following system configuration settings are relevant:
» AgentFrontend::KnowledgeBaseArticleList::Static###DefaultConfig
+ AgentFrontend::KnowledgeBaseArticleList:: Added###DefaultConfig
» AgentFrontend::KnowledgeBaseArticleList::Updated###DefaultConfig
» AgentFrontend::KnowledgeBaseArticleList::Rated###DefaultConfig
+ AgentFrontend::KnowledgeBaseArticleList:: Custom1###DefaultConfig
+ AgentFrontend::KnowledgeBaseArticleList:: Custom2###DefaultConfig
» AgentFrontend::KnowledgeBaseArticleList:: Custom3###DefaultConfig
» AgentFrontend::KnowledgeBaseArticleList:: Custom4###DefaultConfig
+ AgentFrontend::KnowledgeBaseArticleList:: Custom5###DefaultConfig
» AgentFrontend::TicketList::Static###DefaultConfig
» AgentFrontend::TicketList::Unresolved###DefaultConfig
» AgentFrontend::TicketList::Unlocked###DefaultConfig
+ AgentFrontend::TicketList::Reminders###DefaultConfig
» AgentFrontend::TicketList::Escalations###DefaultConfig
» AgentFrontend::TicketList::Created###DefaultConfig
+ AgentFrontend::TicketList::Closed###DefaultConfig
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https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-knowledgebasearticlelist-custom4-defaultconfig
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https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-static-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-unresolved-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-unlocked-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-reminders-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-escalations-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-created-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-closed-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
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AgentFrontend:: TicketList::Queues###DefaultConfig
AgentFrontend::TicketList::Legacyservice###DefaultConfig
AgentFrontend::TicketList::Legacystatus###DefaultConfig
AgentFrontend:: TicketList::Legacyescalations###DefaultConfig
AgentFrontend:: TicketList::Legacyresponsible###DefaultConfig
AgentFrontend::TicketList::Legacywatcher###DefaultConfig
AgentFrontend::TicketList:: Custom1###DefaultConfig
AgentFrontend::TicketList:: Custom2###DefaultConfig
AgentFrontend::TicketList:: Custom3###DefaultConfig
AgentFrontend::TicketList:: Custom4###DefaultConfig
AgentFrontend:: TicketList:: Custom5###DefaultConfig

BusinessObjectListType Type of the business object list to use.

Possible values for the BusinessObjectListType key:

TicketList
KnowledgeBaseArticleList

SlugName Determines the search engine-friendly URL part via which the screen is available.

vEfiF: Currently only single word search engine-friendly URL parts are supported. Also note that
the first character of the search engine-friendly URL part will always be converted to lower case
variant, for example:

AgentFrontend::TicketList::Static => /agent/tickets/static
AgentFrontend: :TicketList: :Unresolved => agent/tickets/unresolved
AgentFrontend: :TicketList::Reminders => agent/tickets/reminders
AgentFrontend: :KnowledgeBaseArticleList: :Added => agent/knowledge-base-—
—articles/added

AgentFrontend: :WebNotificationList###DefaultConfig The default configuration for the Web
Notifications list.

{3 > Notifications (2 Notifications) 03

Select Preset v E

Name Age Subject Object Type Related To ﬁ
Ticket new note notification a minute ago Ticket Note: Test note Ticket 2020061954000011 y|
Ticket new note notification afew seconds ago Ticket Note: Test note 2 Ticket 2020020254000078 0]

4 10.43: An Example of the Web Notifications List Screen

Link to the reference of the system configuration:
+ AgentFrontend::WebNotificationList###DefaultConfig
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https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-legacyservice-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-legacystatus-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-legacyescalations-defaultconfig
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-legacyresponsible-defaultconfig
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-legacywatcher-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-custom1-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-custom2-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-custom3-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-custom4-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#agentfrontend-ticketlist-custom5-defaultconfig\__xunadd_text_character:nN {\textgreater}{>}{}{}`__
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{3} > Search Results (2 Results)

Sorted by Relevance Select Preset v ?Q
Additional Filter Manage Filter Presets
Document Type

Insert preset name

i = ]

welcome Q
Type Result Source
:] Ticket#2015071510123456: Welcome to OTRS! TicketList > queue
Welcome to OTRS!
Welcome to OTRS!
Ticket Ticket#2015071510123456: Welcome to OTRS! TicketList » queue

Welcome to OTRS!

K 10.44: An Example of the Search Results List Screen

AgentFrontend: : Search###DefaultConfig The default configuration for the Search Results list.
Link to the reference of the system configuration:
+ AgentFrontend::Search###DefaultConfig

AgentFrontend: : TicketList: :ArticlePreview#i##DefaultConfig The default configuration for
the Article Preview in the Ticket list.

Link to the reference of the system configuration:
+ AgentFrontend::TicketList::ArticlePreview###DefaultConfig

AgentFrontend: : *###DefaultConfig The default configuration for the inline business object lists. In-
line list tables are shown as part of several actions like Merge, Link or Append to Ticket.

The following system configuration settings are relevant:
+ AgentFrontend::Merge:: Ticket###DefaultConfig
» AgentFrontend::LinkObject:: Ticket###DefaultConfig
 AgentFrontend::LinkObject::KnowledgeBaseArticle###DefaultConfig
+ AgentFrontend::LinkObject::CalendarAppointment###DefaultConfig
+ AgentFrontend::Chat::AppendToTicket###DefaultConfig

AgentFrontend: : *AddressBookList *###DefaultConfig The default configuration for the Customer
User and Customer address book screens. The address books allow contextual adding of customer
and customer user records to target form fields.

The following system configuration settings are relevant:
» AgentFrontend::CustomerUserAddressBookList::Email###DefaultConfig
» AgentFrontend::CustomerUserAddressBookList:: SMS###DefaultConfig
+ AgentFrontend::CustomerCompanyAddressBookList###DefaultConfig
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Title

i Welcome to OTRS!

i 2Test Ticket Title

Ticket#2015071510123456

#2 Thisisatestnote - Lorem ipsum

dolor sit amet, consectetur adipiscing elit. ... *
| Test ticket a few L]
seconds
1Test Ticket Title e 3
OTest Ticket Title 3

@

22 days ago

0Test Ticket Title

#1 Welcome to OTRS! - Welcome to
OTRS! We're glad that you've selected ...

K 10.45: An Example of the Article Preview in the Ticket List Screen

Add Links

* Link with

Ticket R

Results (2 tickets)
Number Title Priarity

2015071510123456 Welcome to OTRS! 3 normal

2020020254000078 2Test Ticket Title 3 normal

Cancel

Created .

22 days ago

open x v =P

State Queue Linked As

new gqueue

5 months ago open TestQueuetest9393303665200006

Normal

-

%] 10.46: An Example of the Link Action in the Ticket Detail View
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Customer User Address Book v X
Add to: Customer User Qo selectPreset v 1
Username Firstname Lastname Email CustomeriD
customer-1 customer-1 customer-1 customer-1@localhost customer-company-1
customer-2 customer-2 customer-2 customer-2@localhost customer-2
Cance

10.47: An Example of the Customer User Address Book List Screen

Each business object list setting has a Config key which contains its configuration.

Z L

The detailed explanation of the possible Config key values can be found in the Business Object List YAML
Configuration chapter.

YAML Configuration Basics

Before we delve too deeply into the business object configuration, it is important to explain the YAML syntax
which is heavily used for some of the setting values.

YAML (a recursive acronym for YAML Ain’ t Markup Language) is a human-readable data-serialization lan-
guage. Itis commonly used for configuration files, but it can describe data structures of arbitrary complexity.

Although YAML supports many of them, only a few data types are used in the context of OTRS configuration:

Scalar This is the most basic data type; it could be a number, a string, or a boolean expression. Sometimes

it is also referred to as a value.

Number: 42

Stringl: Foo

String2: 'Foo bar'
String3: "Foo bar Xyzzy"
Booleanl: 1

Boolean2: 0

vEf#t: Scalar data type is never used on its own, but it is always part of another higher-level structure.

List List contains an arbitrary number of items which can be of any data type. Sometimes it is also referred

to as an array.

Each item in a list is divided from others by a separator in the form of a minus sign followed by a single
space.

Listl:
- Iteml
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- Item2
- Item3

#h: In YAML, the number of spaces is important. The number of spaces used for indentation
must always be consistent, otherwise unexpected structures or syntax errors can occur. It is rec-
ommended that list items are indented via a minus sign followed by a single space. This style is
used throughout this guide and default configuration.

W #: To define an empty list, you can use the square bracket syntax:

EmptyList: []

X% Object is a data type consisting of key/value pairs, separated by the colon punctuation mark. Some-
times it is also referred to as a hash.

Object key is always on the left side of the colon punctuation mark, while the value is always on its
right side (or indented below):

Objectl:
Keyl: Valuel
Key2: Value2
Key3: Value3

42 In YAML, the number of spaces is important. The number of spaces used for indentation
must always be consistent, otherwise unexpected structures or syntax errors can occur.

It is recommended that object key/value pairs are indented with two spaces. This style is used
throughout this guide and default configuration.

HEfi#: To define an empty object, you can use the curly brackets syntax:

EmptyObject: {}

To signal that a text uses YAML syntax, it is recommended to add a document header to its first line that
consists of three consecutive minus signs, followed by the line break. By doing this consistently, it becomes
very easy to identify YAML structures when mixed with other configurations.

With the three basic data types explained above, it is possible to create more complex structures. For
example, an array of hashes:

Array:
- Keyl:
Key2:
Key3:
- Keyl:
Key2:
Key3:
- Keyl:

H wWNEFE QW
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Key2: II
Key3: III

#f#:  In a list that contains multiple object keys, only the first key must be prefixed with the minus sign
followed by a space. Each subsequent key must be prefixed with two spaces.

The following example illustrates the usage of a hash of arrays:

Hash:
Key:
Subkeyl:
- Iteml
- Item2
- Item3
Subkey?2:
- Item4
- Itemb
- Itemb6

vEfiF:  If the object keys are separated by other structures, it is important to keep them on the same inden-
tation level. Since they are all siblings, they must be prefixed by the same number of spaces.

It is also possible to mix the data types that result in more complex data structures:

Keyl:
— Subkeyl: Valuel
- Subkey2: Value2
Key2: Value3
Key3:

Subkey3:

- Value4

- Valueb

vEf#: YAML supports comments in its code, so it is possible to include additional text that will be ignored
during parsing. Comments can be marked with #. Any following text will be ignored:

# This is a comment
Key: Value # This is another comment
# Key2: Value 2

This is useful in case users need to describe certain parts of the structure, perhaps for future reference, or
to quickly ignore part of the code without actually removing it.

In the example above, the third line will be ignored too since it starts with #. If you actually want to use the
pound key as part of your string of values, simply enclose the complete string in quotes:

String: 'This is # not a comment'
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When you edit an OTRS system setting with the YAML value type, a suitable text editor will be displayed.

AgentFrontend::Merge: Ticket###DefaultConfig

S Default configuration for the link v x
Type: Elusirlu-_'ssDbject } object add list from type
BusinessObjectType: Ticket "Ticket"

icket".

FilterPresets: {}

ActiveFilters: {}

Columns:
TicketHumber :

IsVizsible: 2

Title:

IsVisible: 2

Priority:

IsVisible: 1

Created:
IsVisible: 2
hge:

10.48: System Setting with a YAML Value

When saving the setting, the YAML structure will be checked for validity. In case of an error, it is possible to
change and correct the structure.

AgentFrontend::Merge: Ticket##t#DefaultConfig

— Default configuration for the link v ®
Type: BusinessObject object add list from type
BusinessObjectType: Ticket “Ticket"

icket".

FilterPresets: {}
ActiveFilters: {}

MISTAKE MISTAKE

Columns:
TicketHumber :

IsvVisible: 2

Title:

IsVisible: 2

Priority:

IsVisible: 1

*Value is not correct! Please, consider updating this field.

10.49: Error in a YAML Structure

It is important to understand that only the syntax of the structure is checked during validation. A deep
validation will not occur. It is your responsibility as an administrator to ensure that the configuration you

specify is correct.

2.
f acH

indentations are consistent, especially the indentations of the different data types. For example, the
following two structures are considered different.

The most common errors that occur are related to indentation. You have to ensure that your

Object:
Key:

Subkey: Value

Object:
Key:
Subkey: Value
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Since the subkey in the second example is not aligned properly within its parent Key, it is considered to
be its sibling part and not a child. In this case the actual value of the Key will be empty.

Business Object List YAML Configuration

A business object list YAML configuration can have many parameters. The following example shows how to
construct a business object list in general.

Type: BusinessObject
BusinessObjectType: Ticket
ScreenTitle: <Some Screen Title>
Changeable: 1
FilterPresets:
"<Displayed Filter Preset Name>":
<FilterNamel>:
Value: <Value>
<FilterName2>:
Value:
- <Valuel>
- <Value2>
<FilterName3>:
Value:
<Parameterl>: <Valuel>
<Parameter2>: <Value2>

ActiveFilters:
<FilterNamel>:
Value: <Value>
<FilterName2>:
Value:
- <Valuel>
- <Value2>
<FilterName3>:
Value:
<Parameterl>: <Valuel>
<Parameter2>: <Value2>

AllowGETConfig:
— <ConfigurationNamel>
— <ConfigurationName2>
Columns:
<ColumnNamel>:
IsVisible: 0]1]2
IsInlineEditable: 0]1

DefaultColumnOrder:

- <ColumnNamel>

- <ColumnName?2>
HideAvailableFilters:
- <FilterNamel>

- <FilterName2>
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ItemsPerPage: 10

Limit: 1000

SortBy:

- Column: <ColumnName>
Direction: Down|Up

AvailableDynamicFieldFilters:

- <FilterNamel>

- <FilterName2>

The following YAML keys and values can be used for business object lists.

Type Defines the type of the setting. This is an internal value which is always set to BusinessObject and
must not be changed.

#%5: Changing this value might result in a broken system configuration.

=

BusinessObjectType Defines the business object type of the business object list. This is an internal
value which is specific for the current list type and must not be changed.

#&st: Changing this value might result in a broken system configuration.

ScreenTitle Defines the title of the business object list.

W f#: In some places, you may notice # translatable comments that are displayed next to the
text values. This marker is only used for the internal collection of translatable strings and has no
effect in the changed settings. Adding this comment to modified values will not result in the actual text
translation.

The visible text in the configuration can be translated into other languages with custom translation files.
See the Custom Translation File chapter in the developer manual.

Changeable Defines whether the business object list can be personalized by the user in the front end. If
turned off, the view configuration will not be available and also filter presets for the view cannot be
saved. The value can be 1 (on) or 0 (off). The assumed default is off when the key is not used in the
definition.

FilterPresets Defines the pre-defined filters used for the business object list. Multiple filters can be
defined here. The filter value can be a string, array or a hash. The following YAML snippet shows
examples for all types.

FilterPresets:
Closed:
StateType:
Value: Closed
Locked:
LockIDs:
Value:
- 2
"Reminder Reached":
TicketPending_DateTimeRelative:
Value:
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Format: minute
Point: 1
Start: Before

Z L

The list of possible filter names can be found in the Filter Names chapter.

ActiveFilters Defines the filters that are active when displaying the business object list. Multiple filters

can be added here; each is defined by the filter name. The filter value can be a string, array or a hash.
The following YAML snippet shows examples for both.

ActiveFilters:
StateType:
Value: Closed
TicketClose_DateTimeRelative:

Value:
Start: Before
Point: 1

Format: minute

Z

The list of possible filter names can be found in the Filter Names chapter.

AllowGETConfig Defines what parameters can be changed via the URL with the config URL query pa-

rameter:

AllowGETConfig:

— VisibleColumns

- SortBy

— ActiveFilters

— FilterPresets

- ItemsPerPage

- FilterPresetSelected

The list should contain names of other configuration keys for which definition will be allowed when
passed via the correct URL query parameter to the view.

For an example, let’ s see how we can set an active filter preset by carefully constructing a URL for
the view.

First, we must make sure that the key A11owGETConfig contains the properties FilterPresets and
FilterPresetSelected which we will pass via query parameter.

Then, we first construct a valid YAML configuration that defines a user-defined filter preset and sets it
as pre-selected.

FilterPresets:
"Total Tickets":
CustomerID:
Value: my-customer@otrs.com
FilterPresetSelected: "Total Tickets"

Next, we convert this structure into JSON syntax, since YAML is unsuitable for passing via parameters.
If we do this, we get the following analogous structure.

{
"FilterPresets": ({
"TotalTickets": {
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"CustomerID": {
"Value": "my-customer@otrs.com"
}
}
}!
"FilterPresetSelected": "Total Tickets"

Then we remove all the extra white space to compress this configuration into a single line.

{"FilterPresets": {"Total Tickets": {"CustomerID": {"Value":"my-customer@otrs.com"}}}
—, "FilterPresetSelected":"Total Tickets"}

Finally, in order to open the screen located at /agent/tickets/static, we just need to define an
URL query parameter named Config and set the JSON structure above as its value. Of course, we
have to take care to avoid all special characters that are normally used in URLs (e.g. quotation marks).

/agent/tickets/static?Config={"FilterPresets"%$3A{"Total Tickets"$3A{"CustomerID"%3A
—~{"Value"%$3A"my-customer%$40otrs.com"}}}, "FilterPresetSelected"%3A"Total Tickets"}

{3 > Ticket List (1 Ticket)

Total Tickets >~ E

© Title Priority Created - State Sender stomer ID
Type to filter...
Welcome to OTRS! 3 normal 21 minutesago new OTRS Feedback {-customer@otrs.com

Total Tickets

K 10.50: An Example of the Filter Preset Defined via URL Query Parameter

Columns Defines the columns that are available for the business object list in the front end.

IsVisible Defines whether the column is not visible (0), not visible by default but the agent can
make it visible (1) or visible by default (2).

IsInlineEditable Defines whether the value in the column is inline editable (1) or not (0).

Z .

The list of possible column names can be found in the Column Names chapter.
DefaultColumnOrder Defines the default column order in the business object list.

HideAvailableFilters Defines the filters which are not available for the agents in the front end, either
in the view configuration or in the filter presets.

ItemsPerPage Defines the number of objects per page that are displayed by default and the num-
ber of new objects that are loaded when the agent scrolls down the list. If omitted, it takes the
default value of 10''. Although there is no upper limit, it is not advisable to
set the value greater than 100 for performance reasons.

Limit Defines the maximum amount of displayed objects in a business object list. Most of the list types in
the system are limited to an upper boundary of 10,000 objects for performance reasons.

SortBy Defines the sorting criteria and the sorting order of the objects in the business object list.
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AvailableDynamicFieldFilters Defines the list of dynamic fields by name which are available as
filters.

Business Object Detail Views

The business object detail views can be organized into several families.

The following settings define the default column layout configuration for the detail view screens.

= La + >4< OTRS

43 > InMyQueues > Welcome to OTRS! ® G ©
Actions - Scroll To E ED
~» Communication Stream Expand All & Select Preset ~ ?5 f‘f#‘f?

LIVE
#2 Thisisatestnote - Lorem ipsum dolor sit amet, consectetur adipiscing elit. = O

Nullam malesuada malesuada sapien ac maximus.
Eminutes

ago

e@ #1 Welcome to OTRS! - Welcome to OTRS! We're glad that you've selected OTRS

as your service management solution, and we look forward to helping you ...
22 daysago

~ Properties

Ticket#  2015071510123456

Archive Flag Created Lock
Archived 22 days ago ‘85 Ticket is unlocked
Priority Queue State

3 normal queue new o

10.51: An Example of the Ticket Detail View

The following system configuration settings are relevant:
» AgentFrontend::CustomerCompanyDetailView###001-Framework
+ AgentFrontend::CustomerUserDetailView###001-Framework
» AgentFrontend::KnowledgeBaseAtrticleDetail View###001-Framework
* AgentFrontend::TicketDetail View###001-Framework

The following settings define the default column layout configuration for the business object overview
screens.

The following system configuration settings are relevant:

» AgentFrontend::CalendarOverview###001-Framework
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= £ a + >4< OTRS
{ Dashboard

3
Scroll To E D o

~ Queue Metric

Queus new open pending reminder Total

Postmaster 0 1 0 1
TestQueuetestd393303665200006 0 4 0 4

queue 1 0 ] 1

Total 1 5 0 [

~ Escalations Select Preset v V]
Number Title Priority Created Escalation Time

Currently no data available.

~ Reminders SelectPreset v 15

Number Title Priority Created State Pending till

Currently no data available.

~ Unlocked (2 Tickets) open x v & O3
Number Title Priority Created " Pending till o
2015071510123456 Weleame ta OTRS! 2 nnrmal 22 davs aro

10.52: An Example of the Dashboard Screen
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» AgentFrontend::Dashboard###001-Framework

» AgentFrontend::StatisticReportOverview###001-Framework

The following settings define the default column layout configuration for the business object create screens.

Scroll To ~

Properties

* Customer User

Customer ID

* Queve (I

Service [J

* State (D

~ Service Level Management

4 > New Email Ticket

~s Customer Information

~ Customer

Customer User

Currently no data available.

Customer

Currently no data available.

~ Assignment

Owner (I
s Customer User History

Number State Title Created Sender

sa [0 * Priority [J

3 normal ~ .
~ Customer History

F T [ U S T -

10.53: An Example of the Create Email Ticket Screen

The following system configuration settings are relevant:

AgentFrontend::
AgentFrontend::
AgentFrontend::
AgentFrontend::
AgentFrontend:
AgentFrontend::
AgentFrontend::
AgentFrontend::
AgentFrontend::

CustomerCompanyCreate###001-Framework
CustomerUserCreate###001-Framework
KnowledgeBaseArticleCreate###001-Framework
StatisticCreateUpdateView###001-Framework

:StatisticReportCreateUpdateView###001-Framework

TicketCreate::Email###001-Framework
TicketCreate::Phone###001-Framework
TicketCreate::Process###001-Framework
TicketCreate::SMS###001-Framework

Select Preset ~

?Q —

Lock Queue Owner CustomerID

Currently no data available.

Select Preset
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The following settings define the custom column layout configurations for adding additional widgets to a
specific view. By default, these are empty settings. If additional widgets are added to them, they will be
merged with the remaining settings for the corresponding view.

The following system configuration settings are relevant:
» AgentFrontend::CalendarOverview###100-Custom
» AgentFrontend::CustomerCompanyCreate###100-Custom
» AgentFrontend::CustomerCompanyDetailView###100-Custom
+ AgentFrontend::CustomerUserCreate###100-Custom
» AgentFrontend::CustomerUserDetailView###100-Custom
» AgentFrontend::Dashboard###100-Custom
« AgentFrontend::KnowledgeBaseArticleCreate###100-Custom
» AgentFrontend::KnowledgeBaseAtrticleDetailView###100-Custom
» AgentFrontend::StatisticCreateUpdateView###100-Custom
« AgentFrontend::StatisticReportCreateUpdateView###100-Custom
+ AgentFrontend::StatisticReportOverview###100-Custom
» AgentFrontend::TicketCreate::Email###100-Custom
» AgentFrontend::TicketCreate::Phone###100-Custom
« AgentFrontend:: TicketCreate::Process###100-Custom
» AgentFrontend::TicketCreate::SMS###100-Custom
» AgentFrontend::TicketDetail View###100-Custom
Each of the above settings has the same key structure:
Type Type of the business object screen.

Possible values for the Type key:

BusinessObjectCreate
BusinessObjectDetailView
BusinessObjectOverview

BusinessObjectType Business object type behind the screen.

Possible values for the BusinessObject Type key:

CustomerCompany
CustomerUser
Dashboard
KnowledgeBaseArticle
Statistic
StatisticReport
Ticket

ColumnLayout The YAML configuration for different column views.
ZL:

The detailed explanation of the ColumnLayout key can be found in the Business Object Detail View
YAML Configuration chapter.
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Business Object Detail View YAML Configuration

The YAML structure defines the content for the one, two or three column views. The definition contains the
information about which widgets are displayed per default in each view.

OneColumn:
1:
— Name: <WidgetNamel>
- Name: <WidgetName2>

TwoColumns:
1:
- Name: <WidgetNamel>
- Name: <WidgetName2>

- Name: <WidgetName3>

- Name: <WidgetName4>
ThreeColumns:

1:

— Name: <WidgetNamel>

- Name: <WidgetName2>

2:

- Name: <WidgetName3>

- Name: <WidgetName4>

3:

- Name: <WidgetNameb5>

- Name: <WidgetName6>
StripeSidebar:

— Name: StripePeople

H#f#: The sidebar is only available for business objects of type Ticket.

Available widget names depend on the specific business object screen.

CalendarOverview Possible widget names for the Calendar Overview screen.

AppointmentsToday
AppointmentsThisWeek
AppointmentsThisMonth

CustomerCompanyCreate Possible widget names for the Add Customer screen.

CreateProperties

CustomerCompanyDetailView Possible widget names for the Customer detail view screen.

CustomerInformation
CustomerUserList
EscalatedTickets
OpenTickets
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ReminderTickets
TicketList

CustomerUserCreate Possible widget names for the Add Customer User screen.

CreateProperties

CustomerUserDetailView Possible widget names for the Customer User detail view screen.

CustomerInformation
EscalatedTickets
OpenTickets
ReminderTickets
TicketList

Dashboard Possible widget names for the Dashboard screen.

CalendarView
CustomerList
CustomerUserList
DashboardIframe
DashboardImage
DashboardPeople
EscalatedTickets
KnowledgeBaseArticlelList
News

OpenTickets
QueueOverview
RecentlyUpdatedKnowledgeBaseArticles
ReminderTickets
TicketList
UnlockedTickets

KnowledgeBaseArticleCreate Possible widget names for the Add Knowledge Base Article screen.

CreateProperties

KnowledgeBaseArticleDetailView Possible widget names for the Knowledge Base Article detail view
screen.

KBAAttachments

KBAItemFieldl

KBAItemField2

KBAItemField3

KBAItemField4

KBAItemField5

KBAItemField6
KBALinkedObjects::CalendarAppointment
KBALinkedObjects: :KnowledgeBaseArticle
KBALinkedObjects::Ticket
KBAProperties

KBARating

People

StatisticCreateUpdateView Possible widget names for the Create Statistic and Edit Statistic screens.

CreateUpdateProperties
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StatisticReportCreateUpdateView Possible widget names for the Create Report and Edit Report
screens.

CreateUpdateProperties

StatisticReportOverview Possible widget names for the Statistics and Reports overview screen.

StatisticLists
StatisticMetrics
StatisticReportList
StatisticStatic

TicketCreate: :Email Possible widget names for the Create Email Ticket screen.

CreateProperties
CustomerHistory
CustomerInformation
CustomerUserHistory

TicketCreate: :Phone Possible widget names for the Create Phone Ticket screen.

CreateProperties
CustomerHistory
CustomerInformation
CustomerUserHistory

TicketCreate: : SMS Possible widget names for the Create SMS Ticket screen.

CreateProperties
CustomerHistory
CustomerInformation
CustomerUserHistory

TicketCreate: :Process Possible widget names for the Create Process Ticket screen.

CreatePropertiesProcess
ProcessInformation

TicketDetailView Possible widget names for the ticket detail view screen.

Attachments
BusinessProcessInformation
CommunicationCompact
CommunicationStream
CustomerInformation

FormDrafts
LinkedObijects::CalendarAppointment
LinkedObjects: :KnowledgeBaseArticle
LinkedObjects::Ticket

People

Properties

Widget Type Definitions

Each widget type provides its own definition that will be inherited by any widget that uses it. For example,
let’ s take a look how this definition looks for one of the dashboard widget types:
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~ Ticket List (2 Tickets) Select Preset ?Q

Title Priority Created State Sender Lock Queue Owner

Welcome to OTRS! 3 normal 22daysago new OTRSFeedback unlocked queue agent-1 agent-1

2Test Ticket Title 3 normal 5months ago open "agent-2 agent-2" unlocked TestQueuetest9333303665200006 test9393303665200007 test9393;

10.54: An Example of the Ticket List Widget Type in the Dashboard Screen

The configuration of this widget type is located in the related system configuration setting in the YAML format.

A widget type definition contains the following general YAML keys:

Type: BusinessObject
BusinessObjectType: Ticket
ActiveFilters: {}
FilterPresets: {}

Columns: {}

Collapsed: O

Hidden: O

Type Defines whether the related widget type handles a business object or other data. BusinessObject
is currently the only supported type, but this might be extended by installed packages.

BusinessObjectType This key defines the type of object the configuration is valid for. Based on this type,
the front end and the back end will handle this object differently. New business object types may also
be added by installed packages.

ActiveFilters This key defines the default filters that are active when displaying the business object list.
It contains a hash of filters. A single filter also has a hash structure that normally contains a filter value.
The value can be a string, array or hash for special filters like dates.

ActiveFilters:
<FilterNamel>:
Value:
<Value>
<FilterName2>:
Value:
<Value>

The following example illustrates two active filters which are showing only tickets that were closed
recently:

ActiveFilters:
StateType:
Value: Closed
TicketClose_DateTimeRelative:

Value:
Start: Before
Point: 1

Format: minute

Z
The list of possible filter names can be found in the Filter Names chapter.

FilterPresets A hash of default filter preset names with a defined set of filters.
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FilterPresets:
"<Filter Preset Name 1>":
<FilterNamel>:
Value: <Value>
"<Filter Preset Name 2>":
<FilterName2>:
Value: <Value>

The following example illustrates three separate filter presets: locked, unlocked and unread tickets.

FilterPresets:
Locked:
LockIDs:
Value:
-2
Unlocked:
LockIDs:
Value:
-1
Unread:
AgentTicketFlagSeen:
Value: Unread

Z L

The list of possible filter names can be found in the Filter Names chapter.

Widget Definitions

Each widget provides its own definition that will be merged with the configuration of the inherited widget
type. For example, let’ s take a look at what this definition looks like for one of the widgets in the customer
business object detail view:

~ Reminders (2 Tickets) SelectPreset v =
Mumber Title Priority Created State Pending till

2015071510123456 Welcome to OTRS! 3 nermal 22 days ago pending reminder one day ago
2020061954000011 Test ticket 3 normal 2 hours ago pending reminder one day ago

10.55: An Example of the Reminder Tickets Widget in the Customer Detail View

The configuration of this widget is located in the related system configuration setting in the YAML format.

A widget definition contains the following general YAML keys:

Title: Reminders # Translatable
Active: 1

IsVisible: 1

IsAlwaysPresent: O
IsDuplicatable: 1

Config: {}

Active Defines whether the widget is active.

Collapsed Defines whether the form group is collapsed by default.
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Config This key contains the complete default configuration of a widget. If left empty, the configuration of
the widget type is used.

Hidden Defines whether the widget is hidden.

IsVisible Defines whether the widget is visible per default.

IsAlwaysPresent Defines whether the widget can be removed from a view by the user.
IsDuplicatable Defines whether the widget can be placed in a view multiple times.

Title Defines the displayed title of a widget in the header section.

Hf#:  In some places, you may notice # translatable comments that are displayed next to the
text values. This marker is only used for the internal collection of translatable strings and has no
effect in the changed settings. Adding this comment to modified values will not result in the actual text
translation.

The visible text in the configuration can be translated into other languages with custom translation files.
See the Custom Translation File chapter in the developer manual.

If the widget contains a business object list:

Columns A hash with column names that are displayed in the business object list.

Columns:
<ColumnNamel>:
IsVisible: <Value>
<ColumnName?2>:
IsVisible: <Value>

Possible values for the Tsvisible key:
* 0 = not available
+ 1 = available but not visible
» 2 = available and visible
Z
The list of possible column names can be found in the Column Names chapter.

ArticleDynamicFields Contains a list of dynamic fields to be displayed in the article preview. The prefix
DynamicField_ must be added, for example DynamicField_MyFieldName.

ArticleDynamicFields:
— <DynamicField_FieldNamel>
— <DynamicField_FieldName2>

ArticleViewType Defines whether the articles should be displayed collapsed or expanded by default.

ArticleViewType: collapsed

DefaultColumnOrder An array of column names that defines the default column order in the business
object list.

DefaultColumnOrder:
- <ColumnNamel >
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- <ColumnName2>

DefaultFilterPresetFields Defines the default filter preset fields and their values.

DefaultFilterPresetFields:
<FilterNamel>:

Value: '<Value>'
<FilterName2>:
Value: '<Value>'

CountPolling This determines whether the organizer item queries the current number of its objects in
the background and displays them in a speech bubble next to the icon.

CountPolling: ShowNumberFoundItems

Possible values for the CountPolling key:
* 0 = do not show number
* ShowNumberFoundItems = show number of found tickets
Header

This key contains the definition of information fields to be displayed in the header section of
the agent business cards.

Header:
Properties:
— Name: Avatar
IsVisible: 1

HideAvailableFilters This key contains a list of filter names that are not present in the list of available
filters in the widget configuration.

HideAvailableFilters:
- <FilterNamel>
- <FilterName2>
- <FilterName3>

The following example hides filters for the ticket customer, text search and ticket type:

HideAvailableFilters:
— CustomerID

- Fulltext

- TypelDs

Identifier Defines the property that will be used as a full-width card in the Properties widget. The property
must be a unique identifier of the business object. If defined this property can be configured separately
from other cards.

Identifier:
Name: TicketNumber
IsVisible: 0

InitialLimit Defines the limit of displayed agents in the stripe sidebar in the collapsed state.
ItemsPerPage A number that defines the number of items per page or load.

Limit A number that defines the maximum amount of displayed items.
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LastUsedFilterPreset Defines the last used filter preset of a widget. This will be automatically applied
when the widget is loaded.

LastUsedFilterPreset: "Reminder Reached"

Properties( J&: ) The properties are special containers (cards) within a widget that contain detailed
information about a specific value of the associated business object. The cards have the option to
allow editing of the associated value directly, such as setting a new queue or the owner of a ticket. The
properties list in the configuration contains the name and default visibility state of every property.

Properties:

— Name: ArchiveFlag
IsVisible: 1

— Name: Created
IsVisible: 1

— Name: CustomerTickets
IsVisible: 1

— Name: Lock
IsVisible: 1
IsInlineEditable: 0

— Name: Watch
IsVisible: 1
IsInlineEditable: 0

Possible values for the ITsvisible key:
* 0 = not available
» 1 = available but not visible
+ 2 = available and visible
Possible values for the IsInlineEditable key:
* 0 = not editable
+ 1 = editable

ShowPropertyOnEmpty Defines whether the customer or customer user business card is displayed in the
customer information widget when it does not contain a value.

ShowPropertyOnEmpty: 1

W f#: This key is supported only by the customer and customer user business cards and cannot be
used for regular property cards.

SortBy Defines the sort order of the business object list. To sort by multiple columns simultaneously, add
each sort column as a separate element in the configuration.

SortBy:

— Column: Created
Direction: Down

— Column: Priority
Direction: Up

Z:

The list of sortable columns per business object type can be found in the Column Names chapter.
Look for the :abbr:* (sortable) marker next to the column name.
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A#: Only certain business object types support the multi-sorting feature, please see Column Names
chapter for more information.

Forms

The configurable forms can be used in many screens, including ticket and article actions. The form config-
uration will define the fields and properties displayed for each action. Here is the form of Add Note ticket
action as an example.

Add Note s X

v Write Article

/%/ Drop files here or click to select files

Save as New Draft Cancel m

K 10.56: Form of Add Note Ticket Action
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The configuration of this form is located in the related system configuration setting in the YAML format.

In general a form can contain a list of fields and form groups. Both are optional and can be added multiple
times.

- <Field>

- <FormGroup>

The field is the basic element of a form. A field can have multiple properties.

— Name: <InternalName>
Label: <Displayed Label>
Config:

<Parameter>:

- <value>
Default: <default value>
Description: <some description>
Disabled: 1
Hidden: 1
Hint: <some hint>
Required: 1

The following keys and values can be used for the fields.

e The keys marked with the * (mandatory) symbol are mandatory. Skipping them might result in
broken configuration and/or non-functional features.

If a non-mandatory key is missing from the form field configuration, it will assume the built-in default
behavior.

e Most forms and their fields are subject to existing Access Control Lists (ACL). These rules have
the final word on which values can be used in the fields and which will overwrite the form configuration.

Name * Defines the internal name of the field. This key has pre-defined values for each form.
Z
The list of possible field names can be found in the Form Fields chapter.

The dynamic fields can also be added to the form by using the DynamicField_ prefix and the name
of the dynamic field. For example, if there is a dynamic field with the name TestDropdown, you need
to use DynamicField_TestDropdown in the form configuration.

Label Defines the label of the field displayed above the input element. If omitted, the default label is
displayed for the field specified with Name.

Hf#:  In some places, you may notice # translatable comments that are displayed next to the
text values. This marker is only used for the internal collection of translatable strings and has no
effect in the changed settings. Adding this comment to modified values will not result in the actual text
translation.

10.8. RGAHE 295



https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#forms-agentfrontend-ticket-action-note

OTRS Administration Manual, %1 8.0

The visible text in the configuration can be translated into other languages with custom translation files.
See the Custom Translation File chapter in the developer manual.

Config Defines the values that can be selected in a drop-down list. The values depend on the field specified
with Name.

— Name: StatelID

Config:
StateType:
- open
- pending auto
- pending reminder
- closed

Default: 4 # open

vEf#: The config key is not applicable for all fields. It is only supported for specific fields. If the key
is missing from the default configuration, it is most likely not supported by that field.

Default Defines the default value for the field. If the form field refers to an ID, the default value will be an
ID from the appropriate database table.

In the example above, the state type open has the id=4 in the ticket_state table.

Hf#:  The Default key must refer to a constant value. Substituting it with search terms, regular
expressions or similar constructs is currently not supported.

Description Defines the description of the field. The description is displayed next to the label as a bubble
icon and shows a tooltip when the mouse is hovered.

Disabled Defines whether the field is displayed in a disabled state. A disabled field means that the field
is read-only. The field value will, however, be sent by submitting the form.

Hidden Defines whether the field will be hidden. A hidden field is still part of the form and its value will be
sent by submitting the form, but it will not be displayed in the user interface.

Hint Defines explanation text for the field which is displayed below the input element as help text.
Required Defines whether the field is mandatory. A mandatory field cannot be empty.

The fields can be grouped into form groups. The form groups can contain other form groups or fields. The
form groups can be displayed in one, two or three column layouts.

- Label: <Displayed Label>
Collapsible: 1
Collapsed: 1
Fields:

- <Field>

<FormGroup>

— ColumnLayout: N # Repeated N-times (2 or 3)
Fields:
- <Field>

— <FormGroup>
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The following keys and values can be used for the form groups.

uration and/or non-functional features.

it The keys marked with the * symbol are mandatory. Skipping them might result in broken config-

Label * Defines the label of the form group.
Collapsible Defines whether the form group is collapsible.

Collapsed Defines whether the form group is collapsed by default.

Fields * Lists the fields and form groups that belong to this form group. There is no limitation on how many

fields can be added or how many form groups can be nested.

If the form group has no fields and acts only as placeholder, then this key has to be defined as an

empty list.

— Label: Placeholder Form Group
Fields: []

ColumnLayout Defines the grid in the form component. The fields are displayed in one column layout by
default. This key can be used only for the two or three column layouts. The width of the columns are

the same, 50%-50% for two column layout and 33%-33%-33% for three column layout.

- Label: Two Column Example
— ColumnLayout: 2
Fields:
— Name: IsVisibleForCustomer
— ColumnLayout: 2
Fields:
— Name: MarkAsImportant

Business Cards

Business cards are used throughout the system to display additional information about agent users.

Owner
John Smith
11:53 (Europe [ London)
English (United Kingdom)
Contact Chat

=

10.57: An Example of the Ticket Owner Business Card
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The configuration of this business card is located in the related system configuration setting in the YAML
format.

AdditionalProperties Thiskey is used to show additional user fields in the agent business card. Each
field is referenced by its Name key. It is possible to customize its DisplayName and control visibility
via IsVisible flag (1 shows it, 0 hides it).

Contact This key defines contact options in agent business cards. Each property item is referencing a
user field with some contact information via the Name key (i.e. UserEmail), an icon to show the user
(regular weight only!) and can be made visible via the Tsvisible: 1 key. By default, clicking on
these contact icons will copy the value of the user field to the clipboard.

Alternatively, the 1ink key can be specified to show a URL instead. Each Link key supports the
TemplateToolkit syntax for replacements, and will receive all of the field values of the user via the
Data variable.

Chat This key adds an icon to call the chat function directly from a business card.

Header This key defines the information shown in the header of a business card. Each field is referenced
by its Name key. It is only possible to control the visibility via Isvisible flag (1 shows it; 0 hides it).

10.8.5 Business Object Reference

This chapter lists all possible values for specific business object configurations. The values can be different
in each setting.

Column Names

The columns can be referenced by their name. This section lists the possible column names for specific
business object types.

Ef#: The columns marked with the (sortable) symbol are sortable. The default limit for the multi-sorting
feature is a maximum of three columns at a time, unless explicitly mentioned differently.

ChatRequest Possible column names:
* Action
* Channel
* CreateTime
* Description
* RequesterName

* RequesterType

* Type

EM#: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

CustomerCompany Possible column names depend on the available fields in the
CustomerCompany###Map configuration array. For the default database back end, these in-
clude:
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Additional column names which are always available:

CustomerCompanyCity
CustomerCompanyComment
CustomerCompanyCountry
CustomerCompanyName
CustomerCompanyStreet
CustomerCompanyURL
CustomerCompanyZIP
CustomerID

ValidID

ClosedTickets
Edit

OpenTickets

CustomerUser Possible column names depend on the available fields in the CustomerUser###Map and
the CustomerCompany###Map configuration arrays. For the default database back ends, these in-
clude:

CustomerCompanyCity
CustomerCompanyComment
CustomerCompanyCountry
CustomerCompanyName
CustomerCompanyStreet
CustomerCompanyURL
CustomerCompanyValidID
CustomerCompanyZIP
CustomerID

UserCity

UserComment
UserCountry
UserCustomerID
UserEmail

UserFax

UserFirstname
UserLastname

UserLogin

UserMobile
UserPassword

UserPhone
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* UserStreet

* UserTitle

* UserZip

* ValidID

Additional column names which are always available:

¢ Chat

* ClosedTickets

* CreateTicket

* Edit

* OpenTickets

* SwitchToCustomer
FormDraft Possible column names:

* Delete

* Saved

e Title

* Type
KnowledgeBaseArticle Possible column names:

* Category

* Changed

* Created

* Language

* Number

e State

e Title

* Valid
KnowledgeBaseArticleAttachment Possible column names:

* ContentType

* CreateTime

e Download

* Filename

* Filesize

* Preview

W #: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

Search Possible column names:
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* Result

* Source

* Type
Statistiec Possible column names:

* Changed

* Created

* ObjectName

* ObjectType

* StatNumber

* StatType

* Title

* Valid

v f#: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

StatisticReport Possible column names:
* ChangeTime
* CreateTime
* CronDefinition
* Description
* Language
* Name

* Valid

v f#: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

Ticket Possible column names:
* Age
* ArticleTree
* Changed
* Created
* CreatedBy
¢ CustomerCompanyName
* CustomerID
* CustomerName

¢ CustomerUserID
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* EscalationResponseTime
* EscalationSolutionTime
* EscalationTime
* EscalationUpdateTime
* Lock
* Owner
* PendingTime
* Priority
* Queue
* Responsible
* Sender
* Service
e SLA
* State
* Subject
* TicketNumber
e Title
* Type
* Watch
TicketArticle Possible column names:
* ArticleNumber
* ArticleProperties
* Attachment
* Channel
* CreateTime
* Direction
* Sender
* Status

* Subject

vEfi#E: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

TicketAttachment Possible column names:
* ContentType
* CreateTime

* Direction
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* Download
* Filename
* Filesize

* Preview

vEf#E: This business object type does not support the multi-sorting feature. Sorting is supported only
by a single column at a time.

WebNotification Possible column names:
* CreateTime
* Name
* ObjectReference
* ObjectType

* Subject

Filter Names

Filters can be referenced by their names. This section lists the possible filter names for specific business
object types. Each filter has a value type displayed next to it that can be used to quickly jump to the reference.

2.

The list of possible filter value types can be found in the Filter Value Types chapter.

vEfift: The filters marked with the x (multiple) symbol support array values for multiple matches.

ChatRequest The following filter names and values can be used for the Chat Request business object
lists.

ChannellIDs: array x Defines the IDs of the chat channels.

Create_DateTimeRange: absolute date Defines the absolute range of the chat request creation
time.

Create_DateTimeRelative: relative date Defines the relative range of the chat request creation
time.

RequesterType: array x Defines the type of the user that initiated the chat request.
User The useris an agent.
Customer The user is a customer user.
Public The useris anonymous (public user).
Type: array x Defines the type of the chat request.
Invitation The invitation to a chat initiated by another agent user.
Request A chat request initiated by a customer user or a public user.

CustomerCompany The following filter names and values can be used for the Customer business object
lists.
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CustomerCompanyCity: sfring Defines the text when searching for the customer city. Wildcard *
can be used. The search is case insensitive.

CustomerCompanyComment: string Defines the text when searching for the customer comment.
Wildcard * can be used. The search is case insensitive.

CustomerCompanyCountry: string Defines the text when searching for the customer country.
Wildcard * can be used. The search is case insensitive.

CustomerCompanyName: sfring Defines the text when searching for the customer name. Wildcard
* can be used. The search is case insensitive.

CustomerCompanyStreet: string Defines the text when searching for the customer street. Wild-
card * can be used. The search is case insensitive.

CustomerCompanyURL: siring Defines the text when searching for the customer URL. Wildcard *
can be used. The search is case insensitive.

CustomerCompanyZIP: siring Defines the text when searching for the customer postcode. Wildcard
* can be used. The search is case insensitive.

CustomerID: siring Defines the text when searching for the customer ID. Wildcard * can be used.
The search is case insensitive.

ValidID: array x Defines the IDs of the customer validity. By default, these include:
+ 1 =valid
» 2 =invalid

* 3 = invalid-temporarily

CustomerUser The following filter names and values can be used for the Customer User business object

lists.

CustomerCompany_CustomerCompanyCity: string Defines the text when searching for the cus-
tomer city. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyComment: sfring Defines the text when searching for the
customer comment. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyCountry: sitring Defines the text when searching for the
customer country. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyName: sitring Defines the text when searching for the cus-
tomer name. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyStreet: string Defines the text when searching for the
customer street. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyURL: siring Defines the text when searching for the cus-
tomer URL. Wildcard * can be used. The search is case insensitive.

CustomerCompany_CustomerCompanyZIP: string Defines the text when searching for the cus-
tomer postcode. Wildcard * can be used. The search is case insensitive.

CustomerCompany_ValidID: array x Defines the IDs of the customer validity. By default, these

include:
e 1 =valid
e 2 =invalid

* 3 = invalid-temporarily
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CustomerID: siring Defines the text when searching for the related customer ID. Wildcard * can be
used. The search is case insensitive.

UserCity: string Defines the text when searching for the customer user city. Wildcard * can be
used. The search is case insensitive.

UserComment: string Defines the text when searching for the customer user comment. Wildcard *
can be used. The search is case insensitive.

UserCountry: string Defines the text when searching for the customer user country. Wildcard * can
be used. The search is case insensitive.

UserCustomerID: sfring Defines the text when searching for the customer user ID. Wildcard * can
be used. The search is case insensitive.

UserEmail: siring Defines the text when searching for the customer user email address. Wildcard
* can be used. The search is case insensitive.

UserFax: string Defines the text when searching for the customer user fax number. Wildcard * can
be used. The search is case insensitive.

UserFirstname: sfring Defines the text when searching for the customer user first name. Wildcard
* can be used. The search is case insensitive.

UserLastname: siring Defines the text when searching for the customer user last name. Wildcard
* can be used. The search is case insensitive.

UserLogin: sitring Defines the text when searching for the customer user login name (username).
Wildcard * can be used. The search is case insensitive.

UserMobile: siring Defines the text when searching for the customer user mobile number. Wildcard
* can be used. The search is case insensitive.

UserPhone: siring Defines the text when searching for the customer user phone number. Wildcard
* can be used. The search is case insensitive.

UserStreet: string Defines the text when searching for the customer user street. Wildcard * can
be used. The search is case insensitive.

UserTitle: siring Defines the text when searching for the customer user title. Wildcard * can be
used. The search is case insensitive.

UserZip: string Defines the text when searching for the customer user postcode. Wildcard * can be
used. The search is case insensitive.

ValidiID: array x Defines the IDs of the customer user validity. By default, these include:
* 1 =valid
* 2 =invalid
* 3 = invalid-temporarily

KnowledgeBaseArticle The following filter names and values can be used for the Knowledge Base
Article business object lists.

Approved: boolean Defines whether the article has been approved.
CategoryIDs: array x Defines the IDs of the article categories.
CreatedUserIDs: array x Defines the IDs of the agents who created the article.

ItemChange_DateTimeRange: absolute date Defines the absolute range of the article change
time.
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ItemChange_DateTimeRelative: relative date Defines the relative range of the article change
time.

ItemCreate_DateTimeRange: absolute date Defines the absolute range of the article create time.

ItemCreate_DateTimeRelative: relative date Defines the relative range of the article create
time.

Keyword: string Defines the text when searching for the article keyword. Wildcard * can be used.
The search is case insensitive.

LanguagelIDs: array x Defines the IDs of the article language. By default, these include:

* en

* de
LastChangedUserIDs: array x Defines the IDs of the agents who changed the article last.
Number: string Defines the text when searching for the article number. Wildcard * can be used.
Rate: comparison Compares the article rating in percentage against the supplied value.
StatelIDs: array x Defines the IDs of the article state. By default, these include:

* 1 =internal (agent)

» 2 = external (customer)

» 3 = public (all)

Title: siring Defines the text when searching for the article title. Wildcard * can be used. The
search is case insensitive.

ValidIDs: array x Defines the IDs of the article validity. By default, these include:
* 1 =valid
* 2 =invalid
* 3 = invalid-temporarily
Votes: comparison Compares the number of votes for the article against the supplied value.

What: string Defines the text when searching through the article full text. Wildcard * can be used.
The search is case insensitive.

KnowledgeBaseArticleAttachment The following filter names and values can be used for the Knowl/-
edge Base Article Attachment business object lists.

Create_DateTimeRange: absolute date Defines the absolute range of the attachment create time.

Create_DateTimeRelative: relative date Defines the relative range of the attachment create
time.

Filename: siring Defines the text when searching for the attachment filename. Wildcard * and reg-
ular expressions can be used. The search is case insensitive.

Type: sitring Defines the text when searching for the attachment MIME type. Wildcard * and regular
expressions can be used. The search is case insensitive.

Search The following filter names and values can be used for the Search business object lists.

Appointment Calendar: siring Defines the calendar in which to search for the appointment.
Please set it to a string value formatted as:

CalendarID# Where # is the ID of the calendar, i.e. CalendarIDI1.
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#et: This filter is applicable only when the filter Document Type is defined and set to the
value Appointment. Otherwise, it will be ignored.

Appointment Schedule: siring Defines the type of the appointment.

Allpay The appointmentis an all day appointment (i.e. it does not have the time component).

TimeFrame The appointment is a time frame appointment (i.e. it has the time component).

e This filter is applicable only when the filter Document Type is defined and set to the
value Appointment. Otherwise, it will be ignored.

» FAQ = Knowledge Base Articles

Document Type: string Defines the type of document to be searched. By default, these include:
* Appointment = Calendar Appointments
* Ticket = Tickets

FAQ FAQ Categories: siring Defines the knowledge base article category for which you are
searching. Please set it to a string value formatted as:

CategoryID# Where # is the ID of the category, i.e. CategoryIDI.

ey This filter is applicable only when the filter Document Type is defined and set to the
value FAQ. Otherwise, it will be ignored.

FAQ FAQ Languages: siring Defines the knowledge base article language for which you are
searching. Please set it to a string value formatted as:

LanguageID# Where # is the ID of the language, i.e. LanguageID1.

%y This filter is applicable only when the filter Document Type is defined and set to the
value FAQ. Otherwise, it will be ignored.

FAQ Has attachments: siring Defines the presence of knowledge base article attachments.
HasAttachments The article has at least one attachment.

e This filter is applicable only when the filter Document Type is defined and set to the
value FaQ. Otherwise, it will be ignored.

set it to a string value formatted as:

FAQ State: siring Defines the knowledge base article state for which you are searching. Please
StateID# Where # is the ID of the state, i.e. StateID1.

ey This filter is applicable only when the filter Document Type is defined and set to the
value FAQ. Otherwise, it will be ignored.
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Ticket Has attachments: siring Defines the presence of the ticket article attachments.
HasAttachments The ticket article has at least one attachment.

ey This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

value formatted as:

Ticket Owner: siring Defines the ID of the agent who is the ticket owner. Please set it to a string
ownerID# Where # is the ID of the agent, i.e. OwnerID1.

# %y This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

ted as:

Ticket Priority: string Defines the ID of the ticket priority. Please set it to a string value format-

PriorityID# Where # is the ID of the priority, i.e. PriorityIDI1.

#eb: This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

as:

Ticket Queue: string Defines the ID of the ticket queue. Please set it to a string value formatted
QueueID# Where # is the ID of the queue, i.e. QueueID1.

#ei: This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

it to a string value formatted as:

Ticket Responsible: siring Defines the ID of the agent who is the ticket responsible. Please set

ResponsibleID# Where # is the ID of the agent, i.e. ResponsibleID1.
ks

This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

Ticket Sender type: sifring Defines the sender of the ticket articles.

SenderTypeAgent The sender of the ticket article is an agent user.

SenderTypeCustomer The sender of the ticket article is a customer user.
SenderTypeSystem The sender of the ticket article is a system user.

ey This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.
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it to a string value formatted as:

Ticket Service Level Agreement (SLA): string Defines the ID of the ticket SLA. Please set
SLAID# Where # is the ID of the SLA, i.e. SLAIDI.

e This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

as:

e =
e

Ticket Service: siring Defines the ID of the ticket service. Please set it to a string value formatted

ServiceID# Where # is the ID of the service, i.e. ServiceID1.

This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

Ticket State: siring Defines the ID of the ticket state. Please set it to a string value formatted as:
StateID# Where # is the ID of the state, i.e. StateIDI.

#eb: This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

tomer user.

Ticket Visible to customer: string Defines whether the ticket articles are visible to the cus-

IsVisibleForCustomer Ticket article is visible to the customer user.

#ei: This filter is applicable only when the filter Document Type is defined and set to the
value Ticket. Otherwise, it will be ignored.

Statistic The following filter names and values can be used for the Statistic business object lists.
used.

StatNumber: siring Defines the text when searching for the statistic number. Wildcard * can be

StatType: array x Defines the statistic type for which you are searching.
static The statistic is of the static type.
dynamic The statistic is of the dynamic type.

search is case insensitive.

e Ticketlist

Title: siring Defines the text when searching for the statistic name. Wildcard * can be used. The
ObjectName: array x Defines the statistic object name to be searched. By default, these include:

e TicketAccountedTime

e TicketAccumulation

¢ TicketSolutionResponseTime
* FAQAccess
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* StateAction
ObjectType: array x Defines the statistic object type to be searched.
DynamicList The object type is a list.
DynamicMatrix The object type is a matrix.
Static The object type is static.
Vvalid: array x Defines the IDs of the statistic validity. By default, these include:
* 1 =valid
* 0 =invalid
StatisticReport The following filter names and values can be used for the Report business object lists.

Name: sfring Defines the text when searching for the report name. Wildcard * can be used. The
search is case insensitive.

Description: string Defines the text when searching for the report description. Wildcard * can be
used. The search is case insensitive.

LanguagelD: string Defines the report language code, i.e. de.

ValidiID: array x Defines the IDs of the report validity. By default, these include:

e 1 =valid

e 2 =invalid

* 3 = invalid-temporarily
Ticket The following filter names and values can be used for the Ticket business object lists.
AgentCreator: boolean Defines whether the ticket was created by the current agent.
AgentInvolved: boolean Defines whether the current agent is involved in the ticket.
AgentOwner: boolean Defines whether the current agent is the ticket owner.

AgentQueues: boolean Defines whether the ticket is in one of the subscribed queues of the current
agent. Agents can subscribe to queues via their My Queues personal preference.

AgentResponsible: boolean Defines whether the current agent is the ticket responsible.

AgentServices: boolean Defines whether the ticket has one of the subscribed services of the cur-
rent agent. Agents can subscribe to services via their My Services personal preference.

AgentTicketFlagSeen: string Defines whether the current agent has read the ticket.
Unread All articles are unread by the current agent.
Read All articles are read by the current agent.

AgentWatcher: boolean Defines whether the current agent is watching the ticket.

ArticleCreate_DateTimeRange: absolute date Defines the absolute range of the ticket article
creation time.

ArticleCreate_DateTimeRelative: relative date Defines the relative range of the ticket article
creation time.

Chat_ChatterName: string Defines the text when searching for the chat article participants. Wild-
card * can be used. The search is case insensitive.

Chat_MessageText: siring Defines the text when searching for the chat article message. Wildcard
* can be used. The search is case insensitive.
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CreatedQueuelDs: array x Defines the IDs of the queues where the ticket was originally created.
CreatedUserIDs: array x Defines the IDs of the agents who created the ticket.

CustomerID: string Defines the text when searching for the ticket customer ID field. Use this filter
for a complex search. Wildcard * can be used. The search is case insensitive.

CustomerIDRaw: sftring Defines the text when searching for the ticket customer ID field. Use this
filter for an exact match. The search is case insensitive.

CustomerUserID: siring Defines whether the ticket is accessible to a specific customer user in the
external interface. Supports only exact match. The search is case insensitive.

CustomerUserLogin: string Defines the text when searching for the ticket customer user ID field.
Use this filter for the complex search. Wildcard * can be used. The search is case insensitive.

CustomerUserLoginRaw: siring Defines the text when searching for the ticket customer user ID
field. Use this filter for an exact match. The search is case insensitive.

Fulltext: siring Defines the text when searching for the ticket article full text. Wildcard * can be
used. The search is case insensitive.

LockIDs: array x Defines the IDs of the ticket lock types. By default, these include:
* 1 =unlock
+ 2 =lock
* 3 =tmp_lock

MIMEBase_AttachmentName: siring Defines the text when searching for the article attachment
names. Wildcard * can be used. The search is case insensitive.

MIMEBase_Bcc: sfring Defines the text when searching for the article blind carbon copy field. Wild-
card * can be used. The search is case insensitive.

MIMEBase_Body: siring Defines the text when searching for the article body. Wildcard * can be
used. The search is case insensitive.

MIMEBase_Cc: string Defines the text when searching for the article carbon copy field. Wildcard *
can be used. The search is case insensitive.

MIMEBase_From: string Defines the text when searching for the article sender field. Wildcard * can
be used. The search is case insensitive.

MIMEBase_Subject: siring Defines the text when searching for the article subject field. Wildcard *
can be used. The search is case insensitive.

MIMEBase_To: siring Defines the text when searching for the article recipient field. Wildcard * can
be used. The search is case insensitive.

OwnerIDs: array x Defines the IDs of the agents who are the ticket owners.
PriorityIDs: array x Defines the IDs of the ticket priorities.
QueuelIDs: array x Defines the IDs of the ticket queues.
ResponsibleIDs: array x Defines the IDs of the agents who are the ticket responsibles.
SearchInArchive: string Defines how the search behaves related to the ticket archive status.
ArchivedTickets Search in archived tickets only.
NotArchivedTickets Search in unarchived tickets only.

AllTickets Search in all tickets.
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ServicelIDs: array x Defines the IDs of the ticket services.
SLAIDs: array x Defines the IDs of the ticket SLAs.

SMS_PhoneNumbers: siring Defines the text when searching for the SMS article recipient phone
numbers. Wildcard * can be used. The search is case insensitive.

SMsS_Text: string Defines the text when searching for the SMS article body. Wildcard * can be used.
The search is case insensitive.

SMS_TransactionNumbers: siring Defines the text when searching for the SMS article transaction
numbers. Wildcard * can be used. The search is case insensitive.

StatelIDs: array x Defines the IDs of the ticket states.
StateType: sitring Defines the ticket state category.
Open Search in open tickets only.

Closed Search in closed tickets only.

%45 Despite its name, this filter does not apply to the actual ticket state types. Open and
Closed are not valid state types. They are group constructs included for compatibility reasons.
If a ticket is in a state which has any of the state types defined in the Ticket::ViewableState Type
setting, it will be considered as open; otherwise, it is closed.

StateTypeIDs: array x Defines the IDs of the ticket state types.

TicketChange_DateTimeRange: absolute date Defines the absolute range of the ticket
change time.

TicketChange_DateTimeRelative: relative date Defines the relative range of the ticket
change time.

TicketClose_DateTimeRange: absolute date Definesthe absolute range of the ticket close
time.

TicketClose_DateTimeRelative: relative date Defines the relative range of the ticket
close time.

TicketCreate_DateTimeRange: absolute date Defines the absolute range of the ticket cre-
ate time.

TicketCreate_DateTimeRelative: relative date Defines the relative range of the ticket
create time.

TicketEscalation_DateTimeRange: absolute date Defines the absolute range of the
ticket escalation time.

TicketEscalation_DateTimeRelative: relafive date Defines the relative range of the
ticket escalation time.

TicketLastChange_DateTimeRange: absolute date Defines the absolute range of the
ticket last change time.

TicketLastChange_DateTimeRelative: relafive date Defines the relative range of the
ticket last change time.

TicketNumber: string Defines the text when searching for the ticket number. Wildcard * can
be used.
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TicketPending DateTimeRange: absolute date Defines the absolute range of the ticket
pending time.

TicketPending DateTimeRelative: relative date Defines the relative range of the ticket
pending time.

Title: siring Defines the text when searching for the ticket title. Wildcard * can be used. The
search is case insensitive.

TypelDs: array x Defines the text when searching for the ticket type.
WatchUserIDs: array x Defines the IDs of the agents who are watching the ticket.

TicketArticle The following filter names and values can be used for the Ticket Article business object
lists.

CommunicationChannellID: array
IsVisibleForCustomer: string
SenderTypelD: array

TicketAttachment The following filter names and values can be used for the Ticket Attachment business
object lists.

Article: string
Create_DateTimeRange: absolute date
Create_DateTimeRelative: relative date
Direction: array x

Filename: string

Type: String

WebNotification The following filter names and values can be used for the Web Notification business
object lists.

Name: array x
Subject: string
ObjectTypes: array x
Seen: array x

ObjectReferences: array x

Filter Value Types

Every filter supports exactly one kind of a value type. Depending on this type, the following structures should
be used to define it in the YAML configuration.

Boolean A simple value that is considered either true or false.

<FilterNamel>:

Value: 1
<FilterName2>:
Value: O

1 The filter is active (turned on).

0 The filter is inactive (turned off).
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String A text value, normally used when searching. Check specific filters for more details.

<FilterNamel>:
Value: simple
<FilterName2>:
Value: 'String with spaces or special characters like @$#!+*"'

Array An array value normally used to search for multiple values at the same time.

<FilterNamel>:
Value:

Absolute date The time range value between two absolute dates.

<FilterNamel>:
Value:
Start: '2020-01-01 00:00:00'"
End: '2020-02-01 00:00:00"
<FilterName2>:
Value:
Start: '2020-02-01 00:00:00'"
End: '2020-03-01 00:00:00"

Start Absolute timestamp in ISO format for the start of the range (i.e. 2020-01-01 00:00:00).
The value must be supplied in the current system time zone (configurable via the OTRSTimeZone
system setting).

End Absolute timestamp in ISO format for the end of the range (i.e. 2020-02-01 00:00:00). The
value must be supplied in the current system time zone (configurable via the OTRSTimeZone
system setting).

Relative date The time range value relative to the current time.

<FilterNamel>:

Value:
Start: Last
Point: 1

Format: month
<FilterName2>:

Value:
Start: Before
Point: 3

Format: day

Start The type of the relative range.
Possible values for the start key:
* Last = within the last--
* Before = more than ---ago

Point Integer value of the time unit (i.e. 3).
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Format Time unit of the relative range.

Possible values for the Format key:

minute
hour
day
week
month
year

Comparison The comparison with the supplied value.

<FilterNamel>:
Value:
Type: Equals
Value: 25
<FilterName2>:
Value:
Start: GreaterThan
Value: 50

Type The type of the comparison.
Possible values for the Type key:
* Equals = equals -~
* GreaterThan = greater than -
* GreaterThanEquals = greater than or equals -
* SmallerThan =smallerthan -
* SmallerThanEquals = smaller than or equals ---

Value Integer value to compare against (i.e. 25).

Form Fields

The form fields can be defined via their Name key. This section lists the values of the Name key for the
specific settings.

Z L

Form fields can be made mandatory by setting their Required key to 1.

Possible field names for ticket actions:

Forms###AgentFrontend: : Ticket: :Action: :Close Configurable form for the Close Ticket ticket
action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::Ticket::Action::Close

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments
Bcc

Body
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Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplatelID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Customer Configurable form for the Customer ticket
action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::Ticket::Action::Customer

Possible values for the Name key of the form field:

CustomerUserID
CustomerID

Forms###AgentFrontend: : Ticket: :Action: :EmailOutbound Configurable form for the Create
Outbound Email ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::EmailOutbound

Possible values for the Name key of the form field:

AccountedTime
Attachments
Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
EmailSecurity
From
HistoryComment
HistoryType
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InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID

PriorityID

QueuelID
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplatelID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :FreeText Configurable form for the Change Free

Fields ticket action.
Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::FreeText

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsiblelID
SenderType
ServicelID
Signature

SLAID
StandardTemplateID
StateID

Subject

Title
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To
TypelD

Forms###AgentFrontend: : Ticket: :Action: :Merge Configurable form for the Merge ticket action.
Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::Merge

Possible values for the Name key of the form field:

AddMessage
Attachments

Body
DynamicField
From
HistoryComment
HistoryType
IsVisibleForCustomer
MarkAsImportant
Messages
RelevantKnowledge
SenderType
Subject

To

Forms###AgentFrontend: : Ticket: :Action: :Move Configurable form for the Change Queue ticket
action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::Ticket::Action::Move

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages
OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsiblelID
SenderType
ServicelD
Signature

SLAID
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StandardTemplateID
StateID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Note Configurable form for the Add Note ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::Note

Possible values for the Name key of the form field:

AccountedTime
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplatelID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Owner Configurable form for the Change Owner

ticket action.
Link to the reference of the system configuration:
» Forms###AgentFrontend::Ticket::Action::Owner

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments
Bcc

Body
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Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplatelID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Pending Configurable form for the Set Pending Time
ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::Pending

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages
OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsiblelID
SenderType
ServicelID
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Signature

SLAID
StandardTemplatelID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :PhoneCallInbound Configurable form for the Add
Inbound Phone Call ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::Ticket::Action::PhoneCallinbound

Possible values for the Name key of the form field:

AccountedTime
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :PhoneCallOutbound Configurable form for the Add
Outbound Phone Call ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::PhoneCallOutbound

Possible values for the Name key of the form field:

AccountedTime
Attachments
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Bcce

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StateID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Priority Configurable form for the Change Priority
ticket action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::Priority

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages
OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
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SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StateID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: :Responsible Configurable form for the Change Re-

sponsible ticket action.
Link to the reference of the system configuration:
» Forms###AgentFrontend:: Ticket::Action::Responsible

Possible values for the Name key of the form field:

AccountedTime
AddMessage
Attachments

Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages
OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : Ticket: :Action: : SmsOutbound Configurable form for the Create Out-

bound SMS ticket action.

Link to the reference of the system configuration:

» Forms###AgentFrontend::Ticket::Action::SmsOutbound

Possible values for the Name key of the form field:
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AccountedTime
Body

CustomerID
CustomerUserID
DynamicField
FlashMessage
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StateID

Title

To

TypelD

Possible field names for article actions:

Forms###AgentFrontend: : TicketArticle: :Action: :Forward Configurable form for the Forward
Article article action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketArticle::Action::Forward

Possible values for the Name key of the form field:

AccountedTime
Attachments

Bcc

Body

Cc

DynamicField
EmailSecurity
From
HistoryComment
HistoryType
IsVisibleForCustomer
MarkAsImportant
Messages
RelevantKnowledge
SenderType
StandardTemplatelID
StatelID

Subject

To
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Forms###AgentFrontend: : TicketArticle: :Action: :Redirect Configurable form for the Redi-
rect article action.

Link to the reference of the system configuration:
+ Forms###AgentFrontend:: TicketArticle::Action::Redirect

Possible values for the Name key of the form field:

AddMessage
Body

From
HistoryType
Messages
RedirectTo
StatelID
Subject

To

Forms###AgentFrontend: : TicketArticle: :Action: :Reply Configurable form for the Reply arti-
cle action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::TicketArticle::Action::Reply

Possible values for the Name key of the form field:

AccountedTime
Attachments

Bcc

Body

Cc

DynamicField
EmailSecurity
From
HistoryComment
HistoryType
IsVisibleForCustomer
MarkAsImportant
Messages
RelevantKnowledge
SenderType
StandardTemplatelID
StatelID

Subject

To

Forms###AgentFrontend: : TicketArticle: :Action: :ReplyAll Configurable form for the Reply
to All article action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketArticle::Action::ReplyAll

Possible values for the Name key of the form field:

AccountedTime
Attachments
Bcc

Body

Cc
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DynamicField
EmailSecurity
From
HistoryComment
HistoryType
IsVisibleForCustomer
MarkAsImportant
Messages
RelevantKnowledge
SenderType
StandardTemplateID
StateID

Subject

To

Forms###AgentFrontend: : TicketArticle: :Action: :ReplyToNote Configurable form for the
Reply to Note article action.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketArticle::Action::ReplyToNote

Possible values for the Name key of the form field:

AccountedTime
Attachments
AutoInvolvedAgents
Bcc

Body

Cc

CustomerID
CustomerUserID
DynamicField
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsiblelID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StatelID

Subject

Title

To

TypelD

Forms###AgentFrontend: : TicketArticle: :Action: :ReplyViaSms Configurable form for the
Reply via SMS article action.

326 Chapter 10. RZ 1


https://doc.otrs.com/doc/manual/config-reference/8.0/en/content/frontend.html#forms-agentfrontend-ticket-action-replytonote

OTRS Administration Manual, %1 8.0

Link to the reference of the system configuration:
» Forms###AgentFrontend::TicketArticle::Action::ReplyViaSms

Possible values for the Name key of the form field:

AccountedTime
Body

CustomerID
CustomerUserID
DynamicField
FlashMessage
HistoryComment
HistoryType
InformAgent
InvolvedAgent
IsVisibleForCustomer
MarkAsImportant
Messages

OwnerID
PriorityID
QueuelD
RelevantKnowledge
ResponsiblelID
SenderType
ServicelD
Signature

SLAID
StandardTemplateID
StateID

Title

To

TypelD

Forms###AgentFrontend: : TicketArticle: :Action: :Split Configurable form for the Split article

action.
Link to the reference of the system configuration:
» Forms###AgentFrontend::TicketArticle::Action::Split

Possible values for the Name key of the form field:

LinkAs
Messages
ProcessID
Target

Possible field names for the ticket create properties forms:

Forms###AgentFrontend: : TicketCreate: :Email: :CreateProperties Configurable form for

the Properties widget of the New Email Ticket screen.
Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketCreate::Email::CreateProperties

Possible values for the Name key of the form field:

AccountedTime
Attachments
Bcc
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Body

Cc

CustomerID
CustomerUserID
DynamicField
EmailSecurity
HistoryComment
HistoryType
IsVisibleForCustomer
LinkTicketID
LinkType

OwnerID
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
SenderType
ServicelD
Signature

SLAID
StandardTemplatelID
StatelID

Subject

To

TypelD

Forms###AgentFrontend: : TicketCreate: :Phone: :CreateProperties Configurable form for
the Properties widget of the New Phone Ticket screen.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketCreate::Phone::CreateProperties

Possible values for the Name key of the form field:

AccountedTime
Attachments

Body

CustomerID
CustomerUserID
DynamicField
From
HistoryComment
HistoryType
IsVisibleForCustomer
LinkTicketID
LinkType

OwnerID
PendingDate
PriorityID
QueuelD
RelevantKnowledge
ResponsibleID
SenderType
ServicelD

SLAID
StandardTemplateID
StateID

Subject
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To
TypelD

Forms###AgentFrontend: : TicketCreate: : SMS: :CreateProperties Configurable form for the
Properties widget of the New SMS Ticket screen.

Link to the reference of the system configuration:
» Forms###AgentFrontend:: TicketCreate::SMS::CreateProperties
Possible values for the Name key of the form field:

AccountedTime
Body

CustomerID
CustomerUserID
DynamicField
FlashMessage
HistoryComment
HistoryType
IsVisibleForCustomer
OwnerID
PendingDate
PriorityID
QueuelID
RelevantKnowledge
ResponsibleID
Sender

SenderType
ServicelD

SLAID
StandardTemplatelID
StateID

Subject

To

TypelD

Possible field names for knowledge base article actions:

Forms###AgentFrontend: :KnowledgeBaseArticleCreate: :Properties Configurable form for
the Properties widget of the Create Knowledge Base Article screen.

Link to the reference of the system configuration:
» Forms#i##AgentFrontend::KnowledgeBaseArticleCreate::Properties

Possible values for the Name key of the form field:

Approved
Attachments
Category
DynamicFields
Fieldl
Field2
Field3
Field4
Field5
Fieldé6
Keywords
Language
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State
Title
Valid

Forms###AgentFrontend: :KnowledgeBaseArticleUpdate: :Properties Configurable form for

the Properties widget of the Edit Knowledge Base Article screen.
Link to the reference of the system configuration:
« Forms###AgentFrontend::KnowledgeBaseArticleUpdate::Properties

Possible values for the Name key of the form field:

Approved
Attachments
Category
DynamicFields
Fieldl
Field2
Field3
Field4
Field5
Fieldé6
Keywords
Language
State

Title

Valid

Possible field names for customer actions:

Forms###AgentFrontend: : CustomerCompanyCreate: :Properties Configurable form for the

Properties widget of the Create Customer screen.
Link to the reference of the system configuration:
» Forms###AgentFrontend::CustomerCompanyCreate::Properties

Possible values for the Name key depend on the available fields in the CustomerCompany###Map
configuration array. For the default database back end, these include:

CustomerCompanyCity
CustomerCompanyComment
CustomerCompanyCountry
CustomerCompanyName
CustomerCompanyStreet
CustomerCompanyURL
CustomerCompanyZIP
CustomerID

ValidID

Additional column names which are always available:

DataSource

# &1 In case Multiple Customer User Back Ends are configured, all possible fields must be present
in the form configuration in order to be able to modify them. Both configurations must be kept in
sync, otherwise it will not be possible to modify the customer records.
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Forms###AgentFrontend: : CustomerCompanyUpdate: : Properties Configurable form for the

Properties widget of the Edit Customer screen.
Link to the reference of the system configuration:
» Forms###AgentFrontend::CustomerCompanyUpdate::Properties

Possible values for the Name key depend on the available fields in the CustomerCompany###Map
configuration array. For the default database back end, these include:

CustomerCompanyCity
CustomerCompanyComment
CustomerCompanyCountry
CustomerCompanyName
CustomerCompanyStreet
CustomerCompanyURL
CustomerCompanyZIP
CustomerID

ValidID

% In case Multiple Customer User Back Endss are configured, all possible fields must be present
in the form configuration in order to be able to modify them. Both configurations must be kept in
sync, otherwise it will not be possible to modify the customer records.

Possible field names for customer user actions:

Forms###AgentFrontend: : CustomerUserCreate: :Properties Configurable form for the Proper-

ties widget of the Create Customer User screen.
Link to the reference of the system configuration:
» Forms###AgentFrontend::CustomerUserCreate::Properties

Possible values for the Name key depend on the Customer User Back Ends configuration. For the
default database back end, these include:

UserCity
UserComment
UserCountry
UserCustomerID
UserEmail
UserFax
UserFirstname
UserLastname
UserLogin
UserMobile
UserPassword
UserPhone
UserStreet
UserTitle
UserZip
ValidID

For most customer user preference modules registered under CustomerPersonalPreferencef##*
namespace, it is also possible to show dedicated form fields. By default, these include:

Preference_LoginForbidden
Preference_PGP
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Preference_SMIME
Preference_TwoFactor

Additional column names which are always available:

DataSource

e In case of Multiple Customer User Back Ends, all possible fields must be present in the
form configuration in order to be able to modify them. Both configurations must be kept in sync,
otherwise it will not be possible to modify the customer user records.

Forms###AgentFrontend: : CustomerUserUpdate: :Properties Configurable form for the Proper-
ties widget of the Edit Customer User screen.

Link to the reference of the system configuration:
» Forms###AgentFrontend::CustomerUserUpdate::Properties

Possible values for the Name key depend on the Customer User Back Ends configuration. For the
default database back end, these include:

UserCity
UserComment
UserCountry
UserCustomerID
UserEmail
UserFax
UserFirstname
UserLastname
UserLogin
UserMobile
UserPassword
UserPhone
UserStreet
UserTitle
UserZip
ValidID

For most customer user preference modules registered under CustomerPersonalPreference###*
namespace, it is also possible to show dedicated form fields. By default, these include:

Preference_LoginForbidden
Preference_PGP
Preference_SMIME
Preference_TwoFactor

ity In case of Multiple Customer User Back Ends, all possible fields must be present in the
form configuration in order to be able to modify them. Both configurations must be kept in sync,
otherwise it will not be possible to modify the customer user records.

Possible field names for calendar appointment actions:

Forms###AgentFrontend: :Calendar: :AppointmentCreate: :Properties Configurable form for
the Add Appointment calendar action.
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Link to the reference of the system configuration:
» Forms###AgentFrontend::Calendar::AppointmentCreate::Properties

Possible values for the Name key of the form field:

AllDay
CalendarID
Description
EndTime
Location
Notification
Recurrence
ResourcelID
StartTime
TeamID
TicketPlugin
Title

Forms###AgentFrontend: :Calendar: :AppointmentUpdate: :Properties Configurable form for
the Edit Appointment calendar action.

Link to the reference of the system configuration:
» Forms###AgentFrontend::Calendar::AppointmentUpdate::Properties

Possible values for the Name key of the form field:

AllDay
CalendarID
Description
EndTime
Location
Notification
Recurrence
ResourcelID
StartTime
TeamID
TicketPlugin
Title
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_ System Log
Filter for Log Entries Recent Log Enfries
Just start typing to filter... TIME PRIORITY | FACILITY MESSAGE
Tue
Nov & . i
Hint TR b e OTRS-otrs.Console.pl- There was an error executing Execute() in Kernel:System::Console:Com
£:38:10 rrar . . . - 3
2018 Maint:Email:MailQueue-13842 © 522.10S: linux Time: Tue Nov 6 16:38:08 2018
£uls
Here you will find log information about your
o g ! (uTC)
system.
[=] Hide this message

OTRS-otrs.Console.pl- CommunicationLog(ID:38719,AccountType:- AccountlD:- Direction:Outge
Maint:Email:MailQueue-13842 = Permanent sending problem or we reached the sending attempt limit. M

K 10.58: 24 H &5

1. B3] RGECE R .
2. Navigate to Core — Log in the navigation tree.
3. MAEWHE .
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