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NpeoucnoBue

[JoKyMeHT npefHa3HayeH Ans nonb3oBaTenenm OTRS:ITSM m agMUHUCTPATOPOB U
comepXuT mHhopmauunto o6 ocHoBax mcnonbioBaHus OTRS:ITSM UT-meHemxepamu,
CEPBUCHbIM MepcoHasioM (areHTamMu) U KOHEYHbIMX MOoJib30BaTeNsaAMU (KaneHTamu).
WHpopMaumsa, OTHOCALWLAACS K YCTaHOBKE, HAaCTporMke UM aAMUHUCTPUPOBAHMUIO
OTRS::ITSM npmBoAuUTCHA TONILKO B TOM CJly4ae, €C/iM OHa OT/In4aeTca OT OCHOBHOIO
npoanykTa OTRS vnum ona pyHKLMA, nMetowmxca Tobko B OTRS::ITSM.

HecMoTps Ha MHOrMx MHOrMe 4acbl paboTbl, Mope Yalek Kode u HECKOJIbKUX
COCUCOK W KpeHAaesnein, ynoTpebsieHHbIX B NpoLecce HanncaHus cneayowmx pa3aenos,
[aHHOe PYKOBOACTBO He MpeTeHAyeT Ha MoJsiHOTYy. [naBbl GyayT nepuoanyecku
nepecMaTpuBaTbCs U/UNW OOMOSHATLCSA AJ1S MOCTOAHHOr0 COBEpPLUEHCTBOBAHUS.

Mbl NpnBETCTBYEM BallM COOBLLEHNS KaK HEOLLeHUMbIA BK/ag B yay4dlleHne KavecTBa
pyKkoBoACTBa W npoaykTa B uenoMm. Coobwante Ham, ec/in Bbl HE HALUAN HY>XHOWN
MHopMaL MK, oWy TUAN TPYAHOCTU B MOHUMAHUK Pa3NnYHbIX aCMeKTOB NN CocoboB nx
onucaHus, nMmeeTe NpPeanoXXeHus uan 3amedaHus. Jliobole coobLieHnsa oTnpaBAEeHHbIE
Ha http://otrs.org BcAYeCKU NpUBETCTBYIOTCA.

Mbl O4eHb ropaouMMcs pe3yfbTaTOM Hawux ycuamm un xouymm nobnaropaputb ITIL
s3kcnepToB Enterprise Consulting GmbH 1 Hawmnx nepsoknaccHbix OTRS pa3paboTynKoB.
NX COBMECTHble YCWINA BHEC/AN 3HavYuTesibHbI BKNAaj B YCMewHoe pa3BuTue
OTRS::ITSM.

Mbl XoTuM nobnarogapuTb Tak>xe 4YneHoB Hawero OTRS::ITSM coobliecTBa 3a BCe BUAbI
MOMOLLM N OT3bIBbl N HA4EEMCS, YTO Bbl MNOJy4UTE YAOBJETBOPEHNE OT NCNOJIb30BaHUA
OTRS::ITSM.

André Mindermann, Managing Partner OTRS AG
Bad Homburg, May 2007

((enjoy))
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Chapter 1. OTRS::ITSM - OTRS
ona ynpasneHue Cepsucamum UT

WT npeanonaratoT, NocsefoBaTeslbHO  NpPefoCTaBsATb  BbICOKOE  KayecTBO
0b6cny>X1UBaHNA BO BCE YCIOXKHAOLWEMCSA nose. B 3ToM KoHTeKkcTe, 6e3 adhhekTUBHOro
N OENCTBEHHOro YMpaBJfieHUS MHUMAEeHTaMn u npobremamm He 06ONTUCL. TeM He
MeHee, yrnpasneHne WT-ycnyramMum ocTaeTcsa MNOYTU HEBO3MOXKHOW 3ajadyen , ecnau
HEeT COrnacoBaHHOM W aKTyanbHOW 6a3bl OaHHbLIX C MHAOPMALMEN O COCTOSHUM W
KOH(urypaumm NT-nHhpacTpyKTypbl.

IT Infrastructure Library®, kpaTko ITIL®, 3To cepusa KHUr onybnamkoBaHHbIX Unit-
ed Kingdom's Office of Government Commerce (OGC), koTopble 0606WMNM nyywne
NpakTUKM no paspaboTke, BHEOPEHMIO, UCMObL30BaHUID 1 ynpaBneHuto UT-ycnyramn,
ITIL He hokycupyeTCcss Ha TEXHOJIOMMK, a B NepBYyO o4vepenb Ha npepoctasaeHnmn NT-
YyCIyr U COAEPXUT MHOPMaLUIO O MpoLeccax, Poisx, OTBETCTBEHHbIX, MOTeHLUMaIbHbIX
npobnemMHbix obnacTax/cnocobax pelleHuns, a Takxe onpeaeseHns TEPMUHOB.

ITIL 3apekoMeHaoBana cebs Kak CTaHOaApPT Oe-PaKTo Ha NPOTSXKEHUN NOCAefHNX NeT
N ee ncnosb3oBaHue B WT-opraHm3aumsax BHeC/a 3Ha4yUTesIbHbIA BKAa4 B pa3BuTue
KOJINEKTUBHOI0 CO3HaHWUSA W COrjlacoBaHHOW TepMUHoONOrMn Ansa ynpasneHus WT-
ycnyramu. Tem He MeHee, ITIL TONILKO OonMMUCbIBaeT U qUOL;KTO M 4YTO O0JDKEeH genaTtb"
N 4YTO crnepyeT AenaTtb Ha 3TOM NyTW. Ons Toro, 4Tobbl OXBaTUTb Kak MOXHO 6osnee
LWMPOKYIO rpynny rnosib3oBaTesieil, HACKOJIbKO 3TO BO3MOXXHO, ONUCbIBAET Kak caenaTb
4YTO-TO. Takmm obpa3om, nHpopMaLma He faeTcsa AN OTAesbHbIX OTPaCaen, KOMMNaHuN
WM NponsBoanTenen.

B nekabpe 2005, 6611 onybnvMKoBaH MPOMbLILWIEHHBIA CTaHAAPT No ynpasneHuto UT-
ycnyramu ISO/IEC 20000, ocHoBaHHbIN Ha ITIL. IT opraHusaumm MoryT nofaBaTb 3a8BKU
Ha cooTBeTcTBMe ISO/IEC 20000.

Mpoponxawwmncas 6ym Bbi3Bas CAPOC Ha MHCTPYMEHTHI ynpasneHus WUT-ycnyramm,
OCHOBbIBaloLWMeca Ha ocHoBe npoueccoB ITIL. o cu3 nop cywecTBOBaJiM TOJIbKO
upMeHHble peleHns . N3-3a Ux 3HaYUTESIbHOW CNOXXHOCTU, BONLLUMHCTBO M3 3TUX
WHCTPYMEHTOB AOCTYMHbI TOJIbKO A1 KPYMHbIX KOMOAQHUN U 3h(PEKTUBHBLI B KPYMHbIX
UT- nogpasneneHunsax.

PaspaboTka OTRS::ITSM saBuMnacb pesysnbTaToM orpomHoro ycrnexa OTRS u c uenbto
06beanHNTbL BCEMUPHO MpU3HaHHbIE pekomeHdauuun ITIL ¢ npemMmyuwecTBamMm open-
source 0.

OTRS::ITSM 1.0 6611 NepBO NpakTUYECKON peannisaumen, coemectnumoro c ITIL peweHus
Mo ynpasJiIeHMI0 npoLieccaMmmn okasaHumsa NT-ycnyr, Ha OCHOBe open-source, NOCTPOEHHON
Ha 6a3e OTRS c ee 6onee 4em 55,000 M3BECTHbLIX MHCTaNAAUUN (MHGPOPMALMS Ha
anpenb 2007). OTRS::ITSM akTnBHO pa3BMBaeTCs, B HEE MOCTOAHHO A06aBNAIOTCHA HOBbIE
BO3MOXXHOCTW.

MakeT OTRS:ITSM - npakTU4eCKM-OPUEHTUPOBAHHbLIA. ITO ObIIO AOCTUFHYTO MNyTeM
pa3paboTku ero B coTpyaAHM4ecTBe C ITIL KOHCyIbTaHTaMn N C HEKOTOPbLIMU N3 KIIMEHTOB
OTRS IMpynnbl.

Service-desk n cunctema 3asaBok OTRS ABAAOTCA OCHOBOW, OpuUeHTMpPoBaHHOro Ha ITIL
peweHnsa no ynpasneHuio UT-ycnyramu - OTRS::ITSM, ¢ ero Mmoaynamum yrpaBieHUs
nHungeHtamu, npobnemamm, ypoBHEM YCJYr, WU3MEHEHUSAMU W KOHpurypaumamu,
nHTerpmpoBaHHon CMDB.

OTRS::ITSM and OTRS are freely available (no license fees apply) and are subject to GNU
GNU GENERAL PUBLIC LICENSE (GPL).
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1. Bo3MO)XXHOCTM

OTRS::ITSM 6 is based on OTRS 6. All functionalities known from OTRS continue to be
available and the functionalities representing ITIL processes can be installed as packages.

1.1. New OTRS::ITSM 6 features

OTRS::ITSM 6 offers:
e Ported code to the OTRS 6 framework.

» Added new feature for ITSMConfigurationManagement to suppress adding a new config
item version for special attributes.

* OTRS::ITSM 6 includes many other small bug fixes and improvements.

1.2. HoBble BO3MOXXHOCTM OTRS::ITSM 5

OTRS::ITSM 5 npepnocTtaBnseT:
* Koo nepeHeceH Ha nnatdgopmy OTRS 5.

* OTRS::ITSM 5 Bk/lO4aeT MHOIMO OPYrUX MesIKUX UCMpaBfeHUin oWnboK 1 yay4yLlleHui.

1.3. HoBble BOo3MOXHOCcTM OTRS::ITSM 4

OTRS::ITSM 4 npepnaraert:
* Kop nepeHeceH Ha nnatgopmy OTRS 4.

* HoOBbIN, MOLLUHbIA, MexaHu3M paboTbl C wWabnoHaMu CTpaHWL, OCHOBAHHbLIA Ha Tem-
plate::Toolkit

* LleHTpann3oBaHHbIN MeHemxep 00bLEeKTOB pfenlaeT co3gaHWe U UCMNoNb30BaHue
rnobanbHbiX 06beKTOB Bosiee NPOCThIM.

* OTRS::ITSM 4 BkJloYaeT MHOIo0 OpPYyrux MesKux mcrnpabnieHui owmnbok - bug fixes un
yyULWEeHWNA.

* Bca nokanusauma OTRS::ITSM 4 Tenepb ynpaBnsaeTca NCKYUTesNbHO Yepes Transifex:
https://www.transifex.com/projects/p/OTRS/resources/ 3apernctpupymnTech B KayecTse
nepesoa4unka Ha http://www.transifex.com un Boibepute OANH 13 A3bIKOB, €C/IN XOTUTE
BHeCTU cBOW BKJad B slokanusaumio OTRS::ITSM.

* YnydweHo n ctano 6onee rmbkmm pacnocTpaHeHUe CBA3EN COCTOSAHUSA UHLUUAEHTA.
Tenepb MOXHO AOobaBuTb 6onee oAHOM TuMa CBA3U AN BbIYUCAEHUS COCTOSHUSA
MHUMOEHTa, a TakKXXe onpeaennTb HanpasBsieHre 018 KaXA40ro Tuna ceasun. (ObpaTtute
BHMMaHWe Ha napameTp "ITSM::Core::IncidentLinkTypeDirection" B SysConfig)

» Genericlnterface ansa ITSM Configuration Management/YnpaBieHnsa KoHUrypaunamu.
3Ta BO3MOXXHOCTb MO3BOJISET ONepaLum rno Co3faHuno, U3MEeHEHUI0, 3arpy3Kn 1 NONCKa
KOH(UIypaLUnoHHbIX egnHuL, Yepes Genericlnterface.

* MaccoBble [encTBMA [aa  YnpasiaeHUs KOHpurypaumamu. 3Ta BO3MOXKHOCTb
npenocTaBfaseT 3KpaH OJ19 NpoBeAeHWsA onpedesieHHbIX OeNCTBUN 4Yepe3 Bbibop
HECKOJIbKNX KOH(PUTYPaLMOHHbBIX e AUHUL.

* HOBbI UBETHOMN NHAMKATOP AJ15 "COCTOSAHUSA ucnonb3oBaHus/deployment state" B ITSM
Configuration Management. 3Ta BO3MO)XXHOCTb 000aBASET KONIOHKY C MHAWKATOPOM
CocTosHMA ncrnosb3oBaHusA B 0630p KOHPUrypaunoHHbIX egnHuu/s3nemeHToB. OHa
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1.

TakXe gobasnseTt cnucok Bbibopa ueeTa B O6wmn KaTtanor ans Ha3HayveHWs LBeTa
Oona Kaxxgoro CocTosiHUA UCMOJIb30BaHUSA.

OnHammnyeckne nonga and YnpasneHusa MiameHeHnsamn. PaHee ncnonb3oBaslimnecs free-
text/cBobogHble Nons ANa U3MEHEHUN U 3a4ay Tenepb 3aMeHeHbl 6onee yaobHbIMK
ONHaAMNYECKMMU NOSIAMMN.

PacluMpeHo ¥ ynNpoLWlEeHO YyrnpaBsieHue LwabnoHaMn A8 WU3MEHeHW, 3adad u
KomuteToB no msameHeHusaM (CAB). CTano npolle peaakTupoBaTh LWabnoHbl nyTemM
BbibOpa ux 13 ob3opa wabnoHoB. HoBoe n3MeHeHne MM 3agadva byaoeT co3naHa u,
3aTeM, M3MeHeHa N coxpaHeHa 0bpaTHO B TOT Xe Wab/IoH 1 n3MeHeHNe Unn 3adada
OyayT yhaneHbl Nocsie CoOXpaHeHus B WabsioHe.

4. HoBble BO3MOXHOCTU OTRS::ITSM 3.3

OTRS::ITSM 3.3 npepnaraert:

1.

Kogn nepeHeceH Ha nnaTtdgopmy OTRS 3.3.

JononHeHne AddOn "OTRSServicelncidentState" nHTerpuposaHo B OTRS::ITSM. OHo
oTobparkaeT TeKkyLlee COCTOSHME nHUMaeHTa oasa BbibpaHHOro cepemca B NogpobHoOM
NpocMoTpe 3asBKU 1 B I0OOM nHTepdence areHTa rae nponssoanTca Beibop cepBuca
(MOXKeT BbITb OTKJIIOYEHO AN KOHKPETHbIX SKPAHOB).

HOononHeHne Feature AddOn "OTRSCIColumns" uHTerpuposaHo B OTRS:ITSM. OHO
[aeT BO3MOXHOCTb HacTpaumBaTb Noka3 aTpmbyTos Cl MHAMBMAYaNbLHO, A1 KaXKA0ro
knacca Cl. 9To gocTynHo gnsa ob63opa Cl, s3kpaHoB pe3ynbTaToB noncka Cl n cBA3aHHbIX
Cl B HTepcpence areHTa.

DononHeHne Feature AddOn "OTRSWorkOrderTimeDependency" uHTerpmpoBaHO B
OTRS::ITSM. Ecnm 3Ta BO3MOXXHOCTb BKJIlOYEHA U Bbl U3MEHSETe rnjaHnpyemMoe BpemMs
OKOHYaHMA 3ajayun, BCe mocsepyouwme 3adayun, Takxe OyaoyT COBMHYTbI, Tak 4TO
pa3HMLa BO BPEMEHN MeXAY 3adadYyaMun oCcTaHeTCsa 6e3 n3mMeHeHus.

DononHeHne Feature AddOn "OTRSCIAttributeSyntaxCheck" wHTerpuposaHo B
OTRS::ITSM. OHO gaeT BO3MOXHOCTb BbIMOJIHATL CUHTAKCUYECKUN KOHTPOJSb A4
aTpubytoB Cl C noMowbio pPerynsapHbiX Bblpa)XeHUn npu gobaBneHun wmnam
pepakTuposaHunm Cl B uUHTepgence areHta (HO He npu mMmnopTe Cl ¢ MOMOLLbIO
monyns Import/Export). ATpubyTthl Cl Tnos "Text" n "TextArea", a Takxe umsa Cl moryTt
OblTb NMPOBEPEHbLI C MOMOLLbIO OTAEJIbHbLIX PErynspHbIX Bblpa)keHn. Ecnu 3HavyeHne
aTpubyTa He COOTBETCTBYET 3adaHHOMY LWabnoHy BbigaeTcs coobuieHne 06 owunbke.
C NoMoLLblo 3TOro AOMOJSIHEHUS, HAaNMPUMEpP, MOXXHO 3afaTb, YTO 3Ha4YeHue aTpmbyTa
Cl pos»KHO HavmHaTbcsa ¢ "ABC" nan 3akaH4YMBaTbCa UK pon.

HNob6asneHa HoBas Bo3MOXHOCTb "WorkOrder Report Attachments" B8 OTRS::ITSM. OHa
obecne4ynBaeT 3arpysKy BJIOXXEHUN Ha 3KpaHe OTYEeTa No 3ajade.

3HAYKU/MIKOHKM Tenepb UCMO0JIb3YIOT MKOHOYHbLI LPUET, KOTOPbIA NMO3BOASET NpoLle
co34aBaTb pPa3/iMyHble 06J10XKKM C Pa3/IMYHbIMU OCHOBHbLIMY LiIBETAMU.

ATpnbyTbl ITSMCriticality/KpuTndyHocte n ITSMImpact/BnnsaHne nepeHeceHbl w3
Obuwero kaTanora/general catalog B AuHamunyeckue nond. [llepeMMeHOBaHbI,
oTHocsAwmecs K ITSM, AnHamMmnyeckue nosis, oHU Ternepb UMelT npedukc ITSM.

B wHTepcence YnpasneHus wu3MeHeHusaMmu/ITSMChangeManagement co3gnaHune
n3MeHeHnn/3agay pasbnuTo Ha 2 aKpaHa AN KaxAoro m3 Hux. OAnH gns co3faHuns
HOBOIro U3MeHeHusA/3ada4n "c Hyna", opyron gna cosgaHns nx n3 wabnoHa.

5. HoBble BO3MO>XXHOCTU OTRS::ITSM 3.2

OTRS::ITSM 3.2 npennaraer:
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* Kop nepeHeceH Ha nnatdgopmy OTRS 3.2.

* PacwmnpeHa wuHgpopMaumsa Ha 3KpaHe WMMNoOpT/IKCNopT A9 MNoKas3a CBOAHOMO
pesysbTaTa nocae uMmnopTa.

* [lobaBsieHa Noaaep>KKa BJIOXKEHNN A1 KOHPUIYypaLUMOHHbIX eguHuL ITSM.

e [lobaBneHa HoBas onuua B sysconfig nOna NPOBEPKM YHUKANBHOCTU WMEH
KOHMUTYPaLMOHHbIX eAVUHNLL.

1.6. HoBble BOo3MOXHOocCcTM OTRS::ITSM 3.1

OTRS::ITSM 3.1 npepnaraert:
* Koo nepeHeceH Ha nnatdgopmy OTRS 3.1.

» [lobaBneHO K3lWMpoBaHMe NS yckopeHusa paboTbl MHTepdenca condition / action B
YnpaBneHnnm nsmeHeHnsaMu.

* [lobaBsieHa BO3MOXXHOCTb MCMOJIb30BaHUA "3epKanbHbiX" B ana noucka iameHeHnn
unn 3agad B YnpasneHun IameHeHNaMMN.

1.7. HoBble BO3MOX>XHOCTM OTRS::ITSM 3.0

OTRS::ITSM 3.0 npepnaraert:

* HoBbIn hrpMeHHbINn nHTepgenc - OTRS 3.0 Look & Feel
* Kop nepeHeceH Ha naatgopmy OTRS 3.0.

e HoBbIV BUAO ONaNOroBbiX OKOH A1 06Lero noncka.

* HoBble Tunbl BbIBOA4A pe3yJsibTaToB noncka (MevaTb, PDF un CSV).

1.8. HoBble BO3MOXXHOCTM OTRS::ITSM 2.1

OTRS::ITSM 2.1 npepnaraert:
* YnpaBseHue 'sameHeHnamMu

YBenunyeHa cCKopocTb paboTbl Moaynen YnpasneHue iameHeHnsMn n O6wmnin katanor
NPUMEHEHNEM TEXHOMOM NN KILLMPOBAHUS.

HoBbI MOLLHBLIN MexaHn3M CBoboaHbIX nonen / FreeText fields pnsa U3meHeHn n 3apay
B Moayse YnpasneHue iIaMeHeHnsamu.

PeannsoBaHa BO3MOXXHOCTb cbpoca cocTosaHMA N3mMeHeHnA 1 3adaym npu coOXxpaHeHun
B KayecTBe WabnoHa.

HoBbln [ONONHUTENbHBLIN reHepaTop HoMepoB W3MeHeHMW C MCNoJsib30BaHMEM
KOHTPOJIbHbIX CyMmM/checksum.

HoBas BO3MO)XXHOCTb 0TOBparkeHns Ha3BaHMA 3a4aym N ee COCTOAHUA Ha JuarpamMmme
B NpocMoTpe i3ameHeHuns.

1.9. HoBble BoO3MOXHOCTU OTRS::ITSM 2.0

OTRS::ITSM 2.0 npepnaraert:
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* YnipaBsieHne iameHeHUsaMN

Hosbin naketT OTRS:ITSM - "ITSMChangeManagement" peanusyeT ITIL - npouecc
YnpasneHne iI3aMeHeHnsamn.

1.10. HoBble Bo3MO>XHOCTU OTRS::ITSM 1.3

OTRS::ITSM 1.3 ocHoBaH Ha OTRS 2.4

OH npepnaraeT Te )Ke BO3MOXKHOCTU, 4To 1 OTRS::ITSM 1.2, Ho paboTaeT Ha 6a3e OTRS
2.4 framework.

1.11. HoBble BO3MO>XHOCTU OTRS::ITSM 1.2

OTRS::ITSM 1.2 ocHoBaH Ha OTRS 2.3
OTRS::ITSM 1.2 npennaraer:
* Moay/ibHOCTb

Tenepb, gonosiHUTENbHbIE NakeTbl ITSM peanusywwme otnenbHble npoueccol ITIL,
Takne Kak YnpasneHue MHunpeHTamn/Mpobnemamu, YnpasneHne KoHdurypaumsamm,
YnpaBneHne ypoBHAMU OBCNY)XMBAHUA - MOTyT YCTaHaB/AMBATbLCA MO OTAEJSIbHOCTU,
He3aBMCUMO OT APYr OT Apyra. [1na Bac Kak AJid NoJib30BaTesid 3TO 03Ha4YaeT, YTO BaM
He NpuaeTcs yCTaHaBAMBaTb NakKeTbl B ornpenesieHHOM rnopsake YCTaHOBKU U Bbl He
OOJKHbI YCTAaHOBUTb UX BCe, 4TOObI cnosib3oBaTb OTRS::ITSM.

* CHUXXEHNEe Harpysku

OyHKUMM ITSM (HanpuMmep, BbIYUCTEHUE TMpUOpUTETa Ha OCHOBAHUW BIAUAHUSA
3as8BKUW) nepenucaHbl C UCrosib3oBaHMeM AJAX ONS CHUXXEHWSA Harpysku Ha cepsep.
CnencrtBueM 3TOro ABASeTCA yckopeHue paboTbl OTRS::ITSM.

e ObbeanNHEHHbI MexaHN3M CBA3blIBaHNSA 06beKkToB

OTRS :: ITSM 1,1 n 6onee HM3KMe pennsbl bbn pazpaboTaHbl Ha 0OCHOBE COBCTBEHHOMN
paclwimpeHHon Bepcun MexaHumsma Object-Link. Kak cnepncrteue, (pyHKLMOHANIbHOCTb
Object-Link OTRS He MoxeT 6bITb ucnosb3oBaH B OTRS::ITSM.CoBMECTHbIN MeXxaHU3M
Object-Link B HacToslee BpeMs oxBaTbiBaeT BCe QyHKUUM 060MX 6ObiBLIMX
MeXaHWU3MOB.

* [MoBblWEHHAsA CKOPOCTb

N3meHeHa TexHonorus focTyrna K 6a3am AaHHbIX, 4ToObl C MOMOLLbLIO NapamMeTpoB
SQL cBfA3bIBaHMS CTasio BO3MOXHbLIM Mosy4YnTb foctyn K (Cl) 6asbl [aHHbIX
KOH(UIypaLUMOHHbIX eanHuL, 6bonee BbICTPLIM, YEM paHee.

e MecTononoxeHue

MecTononoXeHus Tenepb He ABNAATCHA OTAEJIbHbIM MYHKTOM MeHIO. OHn Tenepb
MHTerpupoBaHbl B KOH(UrypaLuWUoOHHble eaAuHULbl, 4YTO MpuUHeceT yCTOI7I‘-II/IBO€
ycuneHune rnbkocTu.

e SLA-Service MHO>XeCTBEeHHble Ha3HAa4YeHUs
Tenepb MMeeTCAa BO3MOXKHOCTb Ha3HavyeHUsa SLA HeckosibkuM CepBucam.
e Cnucok SLA

B meHto CepBuchbl Tenepb nMmeeTcsa HOBbIN crocob Bbibopa npu npocmoTpe SLA.
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* MexaHn3m obHOBNEHNS dKpaHa

MexaHn3M aBTOMaTM4ecKoro obHoBneHus 3kpaHa 6bin gobasneH Ana npocMoTpa
CepsucoB u KoHpUrypauMoHHbIX e AUHNLY

1.12. HoBble Bo3MOo>XHOCTU OTRS::ITSM 1.1

OTRS::ITSM 1.1 npegnaraert:
* KoHuenumna asTopusaummn

Kaxabihn 0bbekT, Kak To Service/SLA, MectononoxeHue, Cl, Linkobject Tenepb
0bpa3yloT COOTBETCTBYIOLLYIO Fpynny, TakuMm obpasoM, 4ToObl MpaBa areHTam Ha
paboTy C HUMN MOXKHO BbINIO Ha3HaYaTb MO OTAE/bHOCTMU.

* Ha3sHa4vyeHue CepBUCOB KJIMEHTaM

ABTOPM30BaHHbLIM KJINEHTaM MoryT 6biTb NpuBs3aHbl CepBucbl. Kpome Toro, CepBuchl
MOryT OblTb Ha3HaYeHbl Kak "CepBUC NO YMOIHaHUID", KOTopble By Ay T AeNCTBUTENbHbI
ONS KaXXA0ro KJINEeHTa.

* 0630p CepBuc/KoHDUrypaLOHHbIE e ANHNLLbI

O630pbl Cepsucos u Cls, Bkao4asa UHpOpPMaLMIO O TeKyLleM COCTOSHUN 0OBbEKTOB,
MO3BONAIOT aHaAN3MpPoBaTb WHUMAEHTbl U AenaTb BbIBOAbI 06 WX BAUAHUM Ha
3aTPOHYTble CEPBUCHI U KIMEHTOB. B pacwmpeHue o63opa CepBuCOB, Ternepb B Hero
nobaBneHo otobpakeHue cBs3aHHbIX SLA n Cls. Ona Kaxaon KoHhurypaumnoHHom
eOVHNLblI MNOKa3blBaeTCA Tekyllee COCToAHWE MHUuAeHTa. Kpome Toro coctosaHue
nHunpeHTa 6yneT pacnpocTpaHATbCA Ha cBfA3aHHble SLAs mn Cls. TNpu Bbibope
cepsuca byayt noapobHo oTobparkaTbCs ero NogpobHOCTY U Tenepb, A4OMOJHUTENBHO,
oTobparkaeTcs "TeKyliee CoOCToSAHME nHumMaeHTa" 3aBucmmbix cepsmcos u Cls.

Habop aTtpubyTtoB Cl pomonHeH ‘current incident state/Tekywiee cocTosiHMe
MHUMOEHTA', KOTOPOE BKJIIOYAET ABa TUMa COCTOSHUSA:

e B akcnsiyaTauumm
e NHUngeHT

Ong Ka>Kporo Tuna coctosHus, ntoboe KoNm4ecTBo COCTOSAHUN MOXKET BbiTb CO34aHO.
CocTtosiHne Cl BnamaeT Ha coctosHue CepBuca, KoTopoe OyaeT A[UMHaMUYECKU
BbIYNCAATHCA U MOXET MMeTb OLLHO N3 TpeX 3Ha4YeHUN:

* B akcnnyaTaumm (3eneHoe)
e MpepynpexgeHne (>xentoe)
* NHunpeHT (KpacHoe)

PacrocTpaHeHne  COCTOAHUS nHUMaeHTa  OydeT  OCyLIecTBASATbCHA,  eCc/u
KOH(UrypaLNoHHbIE edNHWULbI CBA3aHbl TUMOM CBSA3M "3aBUCUT OT". 34eCb AENCTBYIOT
cnenytlolive npasuna:

e Ecnum ogHa Cl 3aBucuT ot apyron Cl, koTopas B cocTosAHUM 'Incident/MHUngeHT', TO
3aBucumasn Cl nonydmT coctosHmne 'Warning/lMpeaynpexxgeHue'.

e Ecnm cepBuc 3aBucnt oT Hekux Cl, 1 ogHa U3 HUX nMeeT cocTosHKe 'Incident', To n
CepBUC NOSy4YnT cocTosiHKue 'Incident’.

* Ecnn cepBuc 3aBuUcuT oT Hekux Cl, n ogHa U3 HUX nMeeT coctoaHme 'Warning', To 1
CepBuC NoNy4nT cocTosHMe 'Warning'.




OTRS

Real Services

e Ecnm cepBuUC nmeeT NoACEPBUCHI U OAUH U3 3TUX CEPBUCOB MMeEET CcoCcTosAHMe 'IncCi-
dent', TO poAnTENLCKUI CEPBUC NONYHYUT cocTosaHue 'Warning'.

* Ecnin cepsuc nMmeeT noacepBuChl U 0ANH U3 3TUX CEPBUCOB MMeeT cocToaHue '‘Warn-
ing', TO pOANTENLCKUA CEPBUC NOAYYUT cocTosHue 'Warning'.

CoCTOoSIHMS COOTBETCTBYOLWMUX cepBucoB, noacepsurcos 1 Cl byaeT nokasaHo B o63ope.
Mowuck n ceasbiBaHme Cl n3 nHTepdenca areHTa

O6cny>XMBaWMN areHT MUMeeT BO3MOXKHOCTb UCKaTb, BbIBMPaTb M Ha3HavyaTb Jlobble
N3 KJIMEHTCKUX KOHPUrypaunoHHbix eanHuy (Cl's) nnm cyuwecTBylOWMX 3as9BOK MNpu
CO34aHUM HOBOW 3asBKN 06 NHUMOEHTE.

CMDB Import/Export (CSV nan API)

DTa BO3MOXXHOCTb MO3BONIAET UMMNOPTUPOBATL UM 0OHOBNATL AaHHble N3 CSV garnos
B CMBD OTRS::ITSM, n s3kcnopTupoBaTb AaHHble n3 CMDB B CSV cannbl. Kaxxpas
cTpoka CSV ganna onuceiBaeT ogHy Cl ¢ ee gaHHbIMU B KOJIOHKaX.

MMnopT u 3KcnopT ynpasnsdeTcsa C nomowbio IMEx onmcaHun. 3Tu onucaHums
yCTaHaB/MBAKT COOTBETCTBME KOJMIOHOK B CSV chanmne nonam B CMDB. Bbl MmoxeTe
co3gaBaTb IMEX onucaHma C momMolibio MHTepdenca agMmmHucTpaTopa OTRS. Ons
Ka)xgoro goctynHoro nosas B8 CMDB posikHa 6bITb conocTaB/ieHa COOTBETCTBYOLWas
KonoHKa B CSV channe. 3To ocyuwiecTBaseTcda B GopMe, KOTopasa npencraBaser
Tekyuwee onncaHue Cl. KpoMme Toro, MoXXeT BbiTb NpMeHeH hunbTp A1 OrpaHNYeHns
KosinyecTBa akcrnopTupyemsbix Cl. Mo)xHO co3aaTb ntoboe konmdecTtBo IMEx onncaHun
N KaXKJoe U3 HUX MOXKHO MCMN0JIb30BaTb KakK ANs UMMOPTa, Tak N 418 3KCnopTa.

BbINOMHMT MMMOPT (3KCNOPT MPOM3BOANTCA TakMM >Xe€ cnocoboM) ecTb OBa MyTwu:
WHTEPaKTUBHbIN - Yyepe3 Beb-uHTepdenc u aBToOMaTUYECKUIA, C MOMOLLbID CKpUMTa.
Mpn ncnonb3oBaHUN NHTEPAKTUBHOIO MeToda, BbibpaeTca Hy)xHoe ImEx onucaHune
n, 3atem, CSV dann 3arpyxaercad B cuctemy. [lpn MHTEPaAKTUBHOM 3KCMopTe
COOTBETCTBEHHO HY>XHO BblbpaTb CSV thalin onsa BbIrpy3Ku.

Mpyn aBTOMaTUYECKOM MMMOPTE, OCYLLECTBASEMOM C MOMOLLbIO CKpMNTa - NoTpebyeTcs
nMa ImEx onmcaHua n mma CSV pannia B KayecTBe aprymeHToB. [Npm akcrnopTe
c nomowbto ckpunTa Cls nepefaHHble B KavyecTBe aprymeHTa OyayT BbIFpy>KeHbl
B CSV dann. MNepen BbIMOJHEHMEM MMMOOPTa WAW 3KCMOpTa, BbibpaHHoe IMEX
onncaHne byaeT cpaBHUBATLCA C TeKywWwmnM onucaHuem Cl. Ecnm 6yayT obHapy>xeHbl
HEeCooTBeTCTBMSA, npouecc byneT oTMeHeH. Takxe, npu nmnopTte, OynoyT NMpPoOBEPEHbDI
orpaHmyeHnsa B onucaHum Cl (Hanpumep, obsaszaTenbHble nons). Ecnnm ecTb
HeCOOTBEeTCTBME, 3aNnUCb AaHHbIX OTBEpraeTcs, HO NpoLecc MMNopTa NpPoao/»KaeTCs.
MpoToOKON MMNOpTa MOXXHO MOCMOTPeTb B Syslog. MNpu ucnonb3osaHuu APl umnopT/
3KCMOPT C ucnonb3oBaHuem CSV moxeT 6biTb 3aMeHeH WM pacluupeH ApyrumMu
dopMaTaMun/MpoToKOIaMu, Harnpumep, NpAMbIM 4octynom K b1 nnn XML. Peanusauns
nHTepgenca CSV mMoryT 6bITb MCMONb30BaHbI B KAYECTBE NpumMepa.

OrpomMHoe pa3Hoobpa3mne ONOSHUTENbHBIX 0TYETOB MOXKET BbITb CO34aHO, Hanpumep:
OCHOBHbIe OTHYeThl MO 3as8BKaM N KOHpUrypaunoHHsiM eguHuuam (Cls):

e Obulee KOMMYECTBO 3asBOK Korpaa - NmMbo co3faHHbIX Mo TuMy U MPUOPUTETY
(cocTosiHUIO, OMepenmn, CEpBUCY).

* ExxeMecs4Hble 0630pbl M0 BCEM 3asiBKaM CO3/aHHbIM 3a NpeablayLni MecsL, no TUny
(NpropuTETYy, COCTOAHUIO, O4EPEOMN, CEPBUICY).

» OblLlee KONMMYECTBO CO3AaHHbLIX 33a8BOK 3a oOMNpedesieHHbI Mnepuod Mo Tuiy W
npuopuTeTy (COCTOAHUIO, 04epenun, cepeucy).
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e Obuee KONMYECTBO OTKPbITbIX 3a89BOK MO TUMNY N NPUOPUTETY (04epean, CepBucy).

¢ Obuwee konnyectBo KoHpurypaumoHHbix eguHuy, (Cls) co3gaHHbIX ONS Ka)kgoro
Knacca (No CoCTOAHUSAM).

¢ Obwee kKonnyecTso KoHpurypaumoHHbix egnHuny, (Cls) cozpgaHHbIX B NpeablayLem
MecsiLe AN KaXKA0oro Kaacca (no CoCToAHNAM).

¢ Obwee konnyecTBo KoHpUrypaumoHHbix eamHul (Cls) co3gaHHbIX 3a 3a4aHHbIN
nepuog ona KaXxaoro kKaacca (no coCTosAHMAM).

Ewe nobaBneHo MHOro Apyrux OT4ETOB, COAEpXaliMX OaHHble B 3aBUCMMOCTU OT
YPOBHSI BPEMEHU MPUHSATUS NEPBOro peLleHns 1 CpeaHero BpeMeHN peLleHuns:

® CKOpOCTb NMnepBOro peweHnda ona Bcex 3ad4BOK, KOIrda nmbo cospaHHbIX, N0 TUMam
3aA4BOK U MPUOpUTETaM (OHQDED,HM, CepBI/IcaM).

* CKOpPOCTb NEPBOro peLleHns 3a npeablAyLmnin MecsL, no TMnam 3asBoK (NpropuTeTy,
oyepensiM, cepBucam).

¢ CKOpPOCTb NEPBOro peLleHns 3a 3a4aHHbIN Mepuog rno TMnaMm 3asaBoK U MPUOpUTETaM
(oyepensm, cepBucam).

» CpeliHee BpeMs pelleHUs 0SS BCeX 3a8BOK, Korjaa Nnbo co3faHHbIX, MO TUnNam
3a8BOK U NpuopuTeTaMm (ovyepensm, cepBmcam).

* CpefiHee BpeMs pelleHuns 3@ NpeablayLnin MecsL, No TUNnaM 3asBOK 1 NpMopuTeTaMm
(o4yepepnsm, cepsucam).

e CpefHee BpeMs peLLeHUS 3a 3adaHHbIA nepuog No TuUnaM 3asBOK U MPUOPUTETaM
(oyepensm, cepBucam).

» lobaBneHa yHKuMA nevaTtn gna Cl, Cepsucos, SLA, Locations.?

1.13. Boamo>xHoctm OTRS::ITSM 1.0

OTRS::ITSM 1.0 npepnaraert:

* ITIL coBMecTMOe npeacTaBsieHne "nogaep>xKm cepBnucoB" npoLeccos
* ynpaBJieHNEe NHUNOEHTAMU
* ynpassieHue npobnemamu
* ynpasJsieHne KoHpurypaumamm

* UHTErpupoBaHHas, WHAUBMAYaNbHO pacwmpsiemas, 6a3a [OaHHbIX YyrnpaBieHns
KoHGurypaumnamm (CMDB)

» CooTBeTcTBYlOLWMeE ITIL Ha3BaHUSA HOBbLIX OYHKLUI

* Mopenb ponen, OTBETCTBEHHbLIX U CUCTEMa pa3peLleHnin B cooTBeTCcTBUM C ITIL

* yripaBJieHNEe  KPOCC-MPOLECCHbIMM  B3aMMOAENCTBUAMU:  BHYTPU  CEPBUCHOWN
opraHusaumm, C KaMeHTamu/nosnb3oBaTenAaMu/MeHenXMEeHTOM W ucnosHuTenamm/

npoBangepamm

* rnbkue PYHKLNN OTHETHOCTU OJ19 aHa/M3a TPEHOAO0B; OTYETHOCTb, NNaHUpPOBaHME U
KOHTPOJIb, OCHOBaHHbIE Ha OaHHbLIX O MPON3BOONTEJIBHOCTN

8



OTRS

Real Services

» Jlerkas HacTpoMKa, KacToMu3auums 1 o6HOBNeHMe [N yOoBJIEeTBOPEHUS
MHOMBUAOYaNbHbIX TpeboBaHN

* Moponep>xmBaTca cobCTBEHHbIE TUMbI 3a89BOK (BCTpoeHOo B OTRS): PasnnyHble Tunbl
3a8BOK 3a4alTca B uHTepdence agMmumHa. CesoboaHble nons 6onblie He TpebyioTcs
ONS 3ajaHuUs TUMOB 3a8BOK. PaHee BbIMOJSIHEHHbIE YCTAaHOBKU C WMCMNOJIb30BaHMEM
cBoboaHbIX Mnonen Ana Knaccudukaumm no Tunam 3asiBOK He MNEepeHocsATca npu
0BOHOBMIEHMN. DTa HOBas BO3MOXXHOCTb TakXXe oTobparkaeTcs B COAEPKMMOM 3aABKMU
W Npy nevyaTn An5 areHTOB 1 KJIMEHTOB U HacTpauBaeTCs B MHTepdence areHTa.

YnpaBneHue KoHpurypaumamm & nHrerpmposaHHas CMDB:

OTRS::ITSM 6a3npyeTcsa Ha BCTpOeHHON 6a3e AaHHbIX ynpaBneHUs KoHdurypaumamm
(CMDB), koTOpas CNy>XUT B Ka4eCTBe OCHOBbI 4191 BCECTOPOHHEr0 KOHTPOJ1s NpoL,EeCcCcoB
ynpasneHunsa ycnyramu. OHa cogep>XunTt KoHdurypaumoHHsle egmnHuubl (Cl), nx ceasun n
B3aMM0O3aBNCUMOCTU APYr C 4PYroM U APYrMMN KOMMNOHEHTaMu B cepBuca.

* BcecTopoHHSAS perncrtpaums n yrnpasJieHue COOTBETCTBYOLWNMUN
KoHurypaumoHHbiMn egnHuuamm (Cls), TakmMu kKak KomnbikoTepbl, cepsepsbl, MO,
ceTun, OOKYMEHTbI N CepBUCHI, SLA 1 OprcTpyKTYypHbl.

» OTtobpakeHune KaTanora UT-ycnyr n gencreytowmnx cornaweHun (SLA, OLA, UC)

* Pernctpauus, ynpasneHne n otobpaxeHne TeXHUYEeCKUX U CBSA3AHHbLIX C CEPBUCOM
CBsA3ei 1 B3anMo3aBMCUMOCTEeN Mexay AaHHbiMu CMDB, Hanpumep, cepBUC CO BCEMU
HeobXoAUMbIMU, aflbTEPHATUBHLIMWU UK cooTBeTCTBYOWMUMK Cl

* YnpaB/ieHne NpowabiMi, TeKyWumMn n byaywmmm coctossHuamu Cl, HanpuMep, Ans
ANArHoCTUKKM nNpobnem, obcnyxnBaHNsS CEPBEPOB MW NJIAHUPYEMbIX U3MEHEHUA

¢ AHaJIN3 BO3MOXXHOI0O BJIUSIHUS OTKA30B UN M3MEHEHWIA KOHUrypaumm

* OTobpakeHne BUpTYyanbHbIX UT-MHMPACTPYKTYpP, HanpuMep, cepeep / BUpTyanm3sauum
namsTn

* YnpaBJieHue NnLeH3naMmn, HanpuMep, cBoBOAHbIE NMNLEH3MN [ 3aHATbIE (I'IOTpe6HOCTb
B CTOPOHHUX npop,yKTax)

* YnpaBsieHne XXNU3HeHHbIM LuukaoM Cl oT npnobpeTeHna oo ytmamsaunm
* OTYeTHOCTb 060 BCEX N3MEHEHUAX KOHUIYypaLnm caenaHHbix B CMDB

* B3anMopgencTeme C KOpriopaTUBHbIMK KaTanoramu (Hanpumep, LDAP, eDirectory, Ac-
tive Directory)

YnpasneHve MHUWOEHTaMU:

* CepBuchbl n SLA (BcTpoeHHble B OTRS): HoBble aTpubyThl "service/cepsuc" and "ser-
vice level agreements/cornaweHuns o6 yposHe cepBuca (SLA)" 6blnm MHTErpupoBaHhbI
B OTRS 2.2 Ha nyTuM cO3[aHUSa UHCTpyMeHTa ynpasseHna UT - cepsucamu. lpu
CO34aHUM 3asBKWU, KJINEHT MOXeT BbibpaTb cepBUC (Hanpumep, nNpenocTaBieHne
yCNyrun 3SNeKTPOHHas no4YTa) M cooTBeTcTBylowero SLA. ATpmbyTtbl SLA "Bpems
oTBeTa", "BpeMs obHoBneHUA" n "Bpemsa peweHunsa". CucteMa MOXET UCMNOJIb30BaTh
3TN aTpubyTbl ANA YyBEOOMJIEHWA WAW 3CKanauum 3aaBKU, 4ToObl obecneynTb
BbIMOJIHEHUE cyuwlecTBylowmnx SLA. cneymanbHbiM 06pa3oM ykKa3aHHas B 3aroJloBKe
nMcbMa WHgopMauma o cepsBuce M SLA MoxeT ObiTb NpoaHanmM3MpoBaHa YXKe
NpuBbIYHLIM cnocoboM ¢ nomMoLbio Mmoayns PostMaster filter.

* KomnnekcHas noagep»ka npoueccos WT cepBUCHOM oOpraHusauum, BKJOYas
perncTpaunto MHUMAEeHTa, Krnaccudumkaumio, npuoputesaunto, HemnocpencTBEHHYIO
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nomowb (1 - AMHMA MNOALEPXXKW), AOMArHOCTUKA, KoopAuHauusa (2-9/3-9 AnHUn
noooep>XkKn, CcBsA3b C BHEWHWMWU MapTHepaMu ...), BOCCTaHOBJIEHWE CepBUCa,
pe3onoumns, 3aKpbiTUE N OOKYMEHTMPOBaHNE

* IHUMOEHTbI WU 3anpocbl Ha obcnyXmeaHue MOryT ObiTb N€rko, Ha WHTYUTUBHO
MOHSATHOM YPOBHE, 3aperncTpmpoBaHbl MEPCOHAIOM NOAOEPXKKU TN CAMOCTOATENbHO
nonb3oBaTesNIeM/KNNEeHTOM (4Yepes Beb-nopTan)

e MocTpoeHHOe Ha OCHOBE oOrnpeAesieHHbIX MpaBW/l Co3daHMe 3asBOK U / Wau
yBEOOMJIEHWNI, HaNnpuMep, BO B3aUMOAENCTBMN C cucTeMamMn UT MOHUTOPUHTa

* Bo3MOXHOCTb  Knaccudukauum uM  npuopuTesaumm  (NpuvopuTeT,  BAUSHUKE,
3KCTPEHHOCTb)

* MonHbin oxBaT CMDB, HanpuMmep, CEPBUCHI, 3aTPOHYTble MHUMOEHTOM, CBsi3aHHble
3N1eMeHTbl KOHUrypauumn, 6asa 3HaHuin FAQ, cBA3b Mexay 3asBkon n Cl ons aHanmsa
N OTYETHOCTH

* (ABTOMaTM4YecKas) peructpaumnsa ‘“articles/coobweHnin" pnsa 3a8BOK  (3anucb
AKTUBHOCTN)

* MOCTOSIHHbI MOHUTOPWUHI U OLEHKa npoLecca 06paboTky 3as8BKK

* MoJsIHas HTerpauns c MexaHu3amMaMum poJsien, rpynn n oyepenen OTRS ana HasHayYeHus,
OTC/IEXXNBAHWS, 3CKAJlaUMN U NHTepnpeTaumn

* MpepocTaB/ieEHNE N XPaHEHNE COOTBETCTBYIOLWMNX OAHHbLIX O BPEMEHW, HanpuMep AN
yrpaBJieHNsl YPOBHEM CepBuCa

* MpakTuyeckoe ynpaesieHMe 3asaBkaMu (obbegnHeHne, pa3sgesneHne) Mno3BoNseT
00beAnHATb MOXO0XXMEe/OT OOHOro MHUMAEHTA 3asfABKU W/UNW pa3fensdaTb C/IOXKHble/
Tpebyoline HECKONbKNX Pa3InYHbIX OeNCTBUN

* [lnaHMpoBaHWe, MpPOaKTUBHOE YyMpaB/iieHWe W MOHUTOPMHI  3anmpocaMn  Ha
obcny>xmBaHue (pabo4vne nakeTbl, NNaHbl PpaboThbl, BpEMEHEM UCTMOJSIHEHNSA U CPOKaMMK)

» Co3naHuMe n oTCeXXnBaHme 3a9BOK 0 NpobsieMe, OCHOBAHHbIX Ha MHUMAEHTaX

YnpasneHue npobnemamu:

* KomnnekcHas nognepxxka NT-npoueccoB ynpaBJieHuns npobaemamum -
noeHTUGUKaunsg, perncTpauns, kraaccudukaumsa, npuopuTesauns, BbISBAEHME
MPUYNH, KOOpAUHaLMA pa3pelleHns, Hanpumep, obxonoHoe pelueHne uam 3anpoc Ha
N3MeHeHMe, 3aKpbITMe N OOKYMEHTMPOBaHMNE

* [lpepocTaBseHmne COOTBETCTBYOLWEN MHGOPMaLUM oS NOANPOLLECCOB
* YnpaeneHune npobaemon (ycTpaHeHne HeEMCNpPaBHOCTEN),

¢ KoHTposb ownbok (06bpaboTka owmnbok),

* [lpoakTMBHOEe YynpaBaeHne npobnemamn (Hanpumep, aHaAM3 TeHOEHUMA no
3as81BKaM) 1

* Ynpasnswouwias nHpopmaums (no 3asekam, npobseMamM v N3BECTHbIM OLLNOKaM)
* Tekywne/6biBLUNE NHUUAEHTHI, 6a3a 3HaHM (FAQ) n CMDB noCcTOSiHHO [OCTYMHbI

* MosIHasA HTerpauns c MexaHmuamMaMum posien, rpynn n oyepenein OTRS ana HasHayYeHus,
OTC/IEXNBAHWUSA, 3CKANaLMN U OLEHKN 3a8BOK MO MHLINAEHTaM
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* CuctemaTmyeckoe aBTOMaTU3MPOBAHHOE YyBEAOMJIEHME O MpoLecce paspelleHns
npobnembl OnA 3aTPOHYTbIX MoOAb30BaTenen (rpynn nosb3oBaTenen) wam
ynpaBfieHLeB

* YnpaB/sieHne nHUnAeHTaMN rnosiy4yaeT CUrHana roToBHOCTU MO peLllueHHbIM npo6neMaM

3asBKM ABAAIOTCA LEHTpasbHbIM MHMOPMAUWMOHHBLIM HakonuTenem ANS ynpaB/ieHUs
npoueccamun UT-cepBuc meHenxmeHTa. OHN HecyT B cebe pa3Hoobpa3HbIA BO3MOXHbIN
Habop OaHHbIX, TaKNX KakK:

* COTpyaHUKK, opraHm3aumm

* OTMeTKY BpeMeHU

* [pyopuTeT, BANAHNE, TAXKECTbL/CePbE3HOCTb
* CBA3M C KaTasiorom NT-cepBNCOB 1 MPOEKTOB

e 3anncb AEWCTBMIA, Hanpumep, COOOLIEHME O 3BOHKE C YKAa3aHWEM 3aTpayeHHoro
BPEMEHM

* O6bekThl, Hanpumep Cl, BKOYan CBA3N
* (Mogn)3aaBkun, Hanpumep, nNpobnema Cc NepevyHeEM NHLUMNAEHTOB

* 3aMeTKN/coobLleHnss 1 BNOXKEHWSA, Hanpumep, ckaH ¢opMbl/6naHKa 3anpoca Ha
obcnyxmBaHue

* Pabo4ne nakeTbl, HANpUMep, 3anJaHNPOBaHHbIe, Ha3Ha4YeHHbIe 3a4a4m
* NHdopmauma o6 SLA

* [MoporoBbie 3HAa4YEHMSA U NAapaMeTpbl 3CKanauum

* NcTopunsa 3as9BKU (BCE M3MEHEHMSA)

* NHhopMaLms o 3aTpaTax (yyeT 3aTpPayeHHOro BpeMEHN).

2. TpeboBaHuA K anapaTHOMY M
nporpaMHoMy obecne4yeHuio

TpeboBaHua aona OTRS:ITSM - Te xe, 4yTo 1 ansa OTRS. bonee noapobHyo nHMopMaL Mo
MOXXHO HanTW B pyKoBOACTBe agMuHucTpaTtopa OTRS.

3. CooOLuecTBO

Bonblwoe coobuwecTBo cnoxunacb Bokpyr OTRS Ha MNpoOTs»KeHUM nocnegHunx net.
Monb3oBaTenn 1M pa3paboTyYMKM UCMOBL3YIOT MOYTOBbIE PACCHLUIKN , 4YTOObLI AennTcs
CBOVMMMW B3rnsgamm ro WUPOKOMY CMeKTpy BOMPOCOB, CBA3aHHbLIX C CUCTeMaMu
06paboTkM 3asaBOK. OHM WNOT BOMNPOCHI 06 yCTaHOBKE, HaCTPOMKe, NCMOJIb30BaHUN,
nokanmsaumm n paspaboTke. ECTb BO3MOXXHOCTb COOBWNTL O BO3MOXXHbIX OLIMOKax
C MOMOLLbID CUCTEMbI perucTpauum n OTCNeXMBaHUA WHGopMaumm o6 owmnbkax
http://bugs.otrs.org (http://bugs.otrs.org/). OHM OTNPaBNATCA HernocpencTBeHHO K
pa3paboTymkam un, 3annaTtkun/patches MoryT 6bITb 6LICTPO COoeNaHbI.

Bbllle onucaHHble KaHasjbl 0bWeHUss OTKPbITbl U Ans nosb3oBaTesnen OTRS:ITSM
ONs MOCTOSIHHOIO MOBLILLIEHNSA KayeCcTBa Hallero npoaykTa. Bel MmoXeTe BCTynuThb B
CcoobLLEeCcTBO NOCETMB Hally CTPaHUYKY no aapecy http://otrs.org (http://otrs.org/).
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Figure 1.1. OTRS.org

% OTRS Real Services

Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community News Documentation Source Code Mailing Lis Community Blog OTRS User Forum

FOUNDING

Open Source

N MEMBER ul

More than 5,000 active OTRS Community members, experts and enthusiasts,
contribute to the OTRS open source project and software, driven by the same
motivation, to enhancement and expedite OTRS' distribution based on voluntary
contributions. Get involved, leverage OTRS' community tools and benefit from the
support and technical expertise of this worldwide community.

Established since: 2001 Downleads: 1,115,000

Members: 5,000+ Installations: 100,000

Community Forum: forums.otrs.org ke Software available in: 32 languages
Get OTRS Contribute
OTRS Help Desk, ITIL V3 compliant IT Service If you want to suggest or vote for a feature, report
Management (ITSM) solution OTRS ITSM and all a bug, intend or already have completed a
OTRS extensions are published under the Affero localization for the software or simply want to
General Public License (AGPL) and are free for explore the community using the OTRS User
download without causing any license fees. forum, this is the right place to do.
Get the software now! Get involved! m

4. CNUCKU pacCbIJIKH

OTaenbHble CAUCKM PacCbiIKN co3AaHbl cneynanbHo gna OTRS:ITSM. MoceTtuTte http://
lists.otrs.org (http://lists.otrs.org/):
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Figure 1.2. lists-otrs-org

% OTRS Real Services

Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community Mews Documentation Source Code Mailing Lists Community Blog OTR

Mailing Lists

Subscribe to a mailing list of your interest and remain up-to-date, post your
questions, or review the archives for past discussions. Please keep in mind that this
is a form of non-commercial community support that does not guarantee an answer
to every guestion and that is related to a specific topic and language.

Announcements Developers

This list broadcasts announcements about OTRS This list is used by developers to discuss topics
Help Desk, mL®vs compatible ITSM solution related to the development of new releases,
OTRS ITSM and OTRS extensions. enhancements and issues.

Subscribe to Mailing List s Subscribe to Mailing List »»

Browse the Mailing Lists Archive s Browse the Mailing Lists Archive »»

OTRS Help Desk Users OTRS ITSM Users

This list is used by OTRS Help Desk users to file This list is used by OTRS ITSM users to file
questions and discuss resolutions amongst each questions and discuss resolutions amongst each
other. other.

Subscribe to Mailing List ke Subscribe to Mailing List »

Browse the Mailing Lists Archive » Browse the Mailing Lists Archive »»
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Chapter 2. NnaTHbIE CEpPBUCHI
oana OTRS::ITSM

OTRS AG gaBngetca npousBoguTenemM u BragenbsueMm ucxogHoro kopa OTRS wu
BCcex Moaynen paspaboTaHHbIX Ha ero ocHoBe (Hanpumep, OTRS:ITSM) n asnseTcs
npodeccnoHasibHbIM MOCTABLLMKOM YC/yr. B oT/in4me oT NOCTaBLLMKOB NPOoNpueTapHoro
MO, 6busHec - mogenb OTRS AG He OCHOBaHa Ha JIMUEH3MOHHbIX oT4yucneHumax: OTRS u
OTRS::ITSM poctynHbl 6ecnnaTtHoO, a Mbl, B CBOIO O04epenb, BMECTO 3TOro, npeasiaraem
MaaTHblEe YCYry CBA3aHHbIEe C MPMMEHEHMEM Hallero nporpaMmmMHoro obecneveHuns.

Kak Ball MOLUHLIA MapTHEpP, Mbl MpefoCTaB/seM ONTUMAJIbHYIO NOAAEPXKKY Ha BCeX
3Tanax npoekTta OTRS - MNpoeKTUpoBaHWSA, peanmsaumm n 3KCnayaTaumu. Hawwu
COTPYLAHMKN 3TO BbICOKOKBaNNPULMPOBAHHLIE CMELNANNCTLI, U Mbl MPUMEHEHSEM CaMble
COBpEMEHHble MeToAbl. 9Ta PUaocoPusa rapaHTUPYET MOJIHYKO O0TAadvy OT NPUMEHEeHUs
HaLLNX MOLLHBLIX BU3HEC-NPUNOXKEHUI N CHACTNIMBbLIX KIMEHTOB, BOCMEBAOLWNX Ka4eCTBO
Hawwnx ycnyr (http://www.otrs.com/en/references/).

1. OTRS :: ITSM KOHCANTUHI "
BHeApeHue

MnaHnnpyete nnm Bbl Ucnonb3sosaTb OTRS :: ITSM mnnu Bbl y3Hanm o OTRS :: ITSM un3
HOBbIX 00630POB MPOAYKTOB M XOTUTE OLLEHUTb MNPUEMSIEMOCTb CUCTEMbI 018 BalLUX
TpeboBaHnn? Nnn Bawa oueHka Bo3MoXXHOCTen OTRS::ITSM 3aBepLueHa, U Bbl XOTUTE,
4TOObI MCMONb30BaHME HALUNX KOHCAATUHIOBbIX YCAYF MPUBEJIO Ball NPOEKT K ycrnexy?

Mbl npeanaraem o6WMPHBIM NPaKTUYECKU onbIiT B 06/1aCT KOHCaNTKHra IT-npoueccos,
pa3paboTkn nporpaMmHoro obecnedyeHus, pa3sutus ITIL coBMecTuMbix NT-onepaunini un
nonaepxkKn. besonacHoCTb 1 yrnpasieHne Ka4eCTBOM )15 BalLero rnpoekTa A0MoJIHAT
Haw nopTdens ycnyr. Bbl nonyyaeTe Bbirogy OT obWMpHOM U BbICTpOW nepenayu
3HaHUN.

Hawwun ycnyrmn BkJo4atoT:
* YTO4YHeHMe Bawmnx TpeboBaHMn N NMOMOLLb B OLLEHKE MpoayKTa

* PykoBoACTBO B pa3paboTke u peanumsaumm ITSM - npoueccoB M opraHM3aLNOHHbIX
CTPYKTYp

* OueHka cooTeeTcTBUA ITIL M nognep>xka ISO 20000 cepTudukaunmn
* TpeHuHrn n oby4eHne metogonorum ITIL

* BHeppeHue ITIL

» CocTaBsieHue KaTanoros UT-ycnyr

» Pa3spaboTka cTpykTypbl CMDB

* YcTaHoBKa & HacTponka OTRS:ITSM, Bkalo4as mHTerpauuio B Balle CUCTEMHOE
OKpY>XeHune

* OueHka & onNTuMM3aLMA CYLLeCTBYIOLWNX pa3BepHYThIX cuctem OTRS::ITSM
* [lepeHoC NpoOLECCOB N AaHHbIX N3 YHac/led0BaHHbLIX CUCTEM

* ObHOBNEHNE BEPCUIA
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* OnpepeneHne TpeboBaHunm 6GusHeca n TpeboBaHun K UT n BO3MOXHOCTEN AnA
BKJIIOYeHUSA B (pyHKUMOHan OTRS::ITSM

* Pa3paboTka n peanm3aums npoekTa becnnaTHOro agMUHUCTpPaAToOpa??, a Takxe
TPEHUHIN 4115 CEPBUCHOIO NepcoHana

* KOHCy/IbTaTUBHbLIE YC/YrX, CBA3aHHble C MPUMEHeHWeM MoAesied npefocTaBiieHns
ycnyr (ASP / SaaS) ¢ nomowbto OTRS::ITSM v nogaep>xky NpuioXKeHuin

2. PazpaboTka npuno>xxeHun

OoHUMM M3 BaXHbIX npeumywects O € OTKPbITbIM UCXOAHbIM KogoM OTRS:ITSM
ABNSIETCA ero rmbkoCTb B OTHOLUEHUWN MOTEHUMaJIbHbIX paclUMpeHUin pyHKLMOHana.
Hunkakux "3akpblTo pa3paboTyMKoM" - TUMNMUYHBLIA PUCK MNPONPUETAPHbLIX CUCTEM W
3aTAHYBLUMXCA NeperoBopoB C MPoM3BoaNTENIeM O paclUMPEeHUN PYHKLMOHANbHOCTU NN
pa3paboTke nHTepdencos c OTRS::ITSM.

OnbITHbIE MeHeL Kepbl MPOEKTOB 1 pa3paboTyYMKM HAXOAATCA B BalleM pacrnops>KeHuu B
noboe Bpemsa, 4Tobbl NepeBecTu Bawm TpeboBaHMs, NnpeBbiLaoLLme QyHKLNOHaNbHbIE
BO3MOXHOCTU OTRS:ITSM B 6usHec- n UT-cneundukaummn. Mol gopabotaem OTRS
non Bawm o0cobeHHOCTW, COo34aAuM MNpOorpaMMHble UHTepdencsb, uam 06HOBUM
cyliecTByloLME PYHKLNOHAsIbHbIE BO3MOXXHOCTM B COOTBETCTBUM C BalLel KOHLenumen.

[OopaboTku, KoTopbie MOryT ObiTb MOJIE3HbI U ONA APYrUX KJINEHTOB Toxe, byayT
006aBNATLCA C CTaHOAPTHLIM (QYHKLMOHaN B Mocaenyrlimnx penusax. Bce cTopoHsbl
nony4daT Bbinrpbiw: OTRS::ITSM cTaHeT MOLWHEE 3a CHEeT BO3MOXKHOCTEN, "pPOXKOEHHbIX"
BalWMMKN, N OPYrNX HalUUX KJIMEHTOB, MNOXXeJlaHWAMW, U Bbl C3IKOHOMUTE 3a CYyeT
BKJIIOYEHMSA 3TUX OOMOJHEHUN B HOBblE PENN3bI.

3. NMoppep>xXKa NPUIOXKEeHUM

PeweHne o npumeHeHun MO ynpaBneHus ycnyramu WUT sABNseTcs WHBECTULMEN B
bynyllee, eé He cnenyeT HeOOOLLEHMBaTb, OaXXe ec/in Bbl BolbepeTe Ona BHeLpeHUs
nporpamMMHoe obecnevyeHne C OTKPbITbIM WUCXOAHbLIM KOAOM. Bbibop KOMMeTeHTHOWN
KOHCA/ITUHIFOBOW KOMMAaHMN MMeEeT peLlatollee 3Ha4YeHe Ona ycnexa Takoro npoekTa
BHeOpeHus. Tak >Xe Ba)KHO, MJIAHMPOBAHWE U YyCrelHoe BHeApeHue CUCTEMbl B
3KCnayaTauuto 1 Bbibop ONa NOOOEPXKKU HAAEXHOro napTHepa, rapaHTUpPYHOLLEero
6e3ynpeyHyto paboTy NpUNOIKEHNA.

Mbl NpefocTaBaAseM MOCTOAHHYIO MOAOEPXKKY U HalM CepBUCHbIE MaKeTbl MO3BOMSAIOT
rmbknm nopgxod, 4ToObl YyOOBNETBOPUTHL Balin TpeboBaHuMa. OHM npensaratoT
onddepeHUNpoBaHHOE BpeMS OTKIWKA ANA pPa3/IMyHbIX COorsaleHnn ob ypoBHe
obcnyxuBaHuna BnaoTh Ao 24/7/365 Bpems noaaepXxku n 24/7/365 oocTynHOCTb Hallero
rnopTana MOAOEPXKW, WU OMNUMOHANILHOW nogaep>XkKom no TenedoHy. loxxanyncra,
nocetute http://www.otrs.com/en/support/ onsa Bcex aeTasen Uan CBSIXXUTECb C HalUUM
oTaenom npofdax no sales@otrs.com.

Bol 6yneTe onnayvmBaTb TOJIBKO Te CEPBUCHI, KOTOpble BaM HeobxoOuMbl.
JonosnHnTenbHble NakeTbl NOAAEPXKKU, Hanpumep, nognep>kXKa yAaJleHHOro AOoCTyna
VAU paclunpeHHble CePBUCHI NO NpunoxXeHnam ona apyrux OTRS::ITSM ycTaHOBOK MOryT
ObITb KynJeHbl Npy HeobXoAMMOCTN.

Hawa komaHga nogaep»xku, paboTatowas no npuHumnam ITIL, nocTossHHO paboTaeT
Mo onTUMM3aUMKU N NPON3BOANTENBHOCTU CBOMX Mpoueccos. Mo3ToMy, Hawmn cepBuUC-
MeHeO)Xepbl ByayT perynsapHO KOHTaKTUpPoOBaTb C BaMu, 4TOObl 06CyonTb MoXKenaHus
n TpeboBaHMA OTHOCUTESIBHO HalIMX yCyr. ExxemecsayHble 0TYEThl B BbIOBpaHHOM BaMu
MakeTe ycnyr ABASOTCA OCHOBOW OS5t TakKnX 06Cy>XAeHNNA.
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4. NMpuno>xeHuna Kak ycnyra (ASP/
SaaSs)

Bbl He 6ypete ynpaBnatb camum OTRS w/mam  OTRS:ITSM. 3Tn NpoayKThl
OyoyT npenocTaBnasaATbCA B apeHAy 4epe3, Tak Has3biBaembin, "ASP" (cepBuc-
npoBanaep MpuioXXeHunn), nHavye, no mogenn "SaaS" (Npuao)XeHne Kak CepBuc) oT
cneumnanm3npoBaHHbIX KOMAAHWUNA.

KnneHTbl (nofb3oBaTenn MNPUIOXKEHMUA) Mosy4YalT [OCTyn 4epe3 WHTepHeT,
NCKJII0YNTENbHO, K apeHayemon cucteme OTRS u, roe Heob6xoammo, K PyHKLNOHaIbHOWN
noanep>xke npunoxeHun (CcMm. pasgen Bbilwe) 3a PUKCUPOBAHHYIO MECSAYHYIO MaaTy u
MOryT MCMONb30BaTb €ro B CBOEM OM3Hece B COOTBETCTBUMN C YCJIOBUSIMW KOHTpPaKTa.
Hunkakoi [onoIHUTENbHON NNLEH3MOHHON NNaTbl HE TpebyeTCs, Tak Kak NCMOoJIb3YI0TCA
TONLKO NpoaykKTbl OpenSource.

CepBuc npoBangep npunoxeHna ynpasnaeT UT nHhpactykTypon, cuctemamm m MO B
cooTBeTCTBUN C ITIL N rapaHTMPyeT KayeCcTBO YCJyr B COrJlacCHO OrOBOPEHHOMY YPOBHIO
cepBuca. OH ocywecTBaseT obcayXmBaHNe CUCTEMbI (HanpuMep, YCTAaHOBKY MaTyen,
pe3epBHOE KONMPOBaHNE, MOHUTOPWHI), U MOAAEPXKKY MNOJIb30BaTeENEN MO NHUNOEHTAM
n/vnn 3anpocam Ha obcnyXuBaHMe, TakKMM KaK 3amnpocCbl KOHCY/bTauW, yCTaHOBKa
paclMpeHnin Uam 3anpochl Mo HaCTPOMKeE.
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Chapter 3. YcTaHOBKa
OTRS::ITSM

Please note that the OTRS framework 6 must be installed prior to the installation of
OTRS::ITSM. All necessary information, options and installation procedures are depicted
in the OTRS Admin Manual.

1. YcTaHOBKaA

After successfully installing OTRS 6 or a later version, proceed to sign on as administra-
tor. Using the package manager in the admin area or via ftp://ftp.otrs.org/pub/otrs/itsm/
packages6/ obtain the ITSM packages and install them in the following order:

* GeneralCatalog/O6wnin kaTanor
* ITSMCore

If your machine running OTRS has internet access, use the following online repository [--
OTRS::ITSM 6 Master--] to install the packages below. Otherwise download the packages
below and use the package manager to install them:

ITSMIncidentProblemManagement

ITSMConfigurationManagement

ITSMChangeManagement

ITSMServiceLevelManagement
* ImportExport

You can find further information about the installation process here: INSTALL-6.ITSM

I~ z ou are logged in as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q
No packages, or no new packages, found in selected repository.

Package Manager

Actions Online Repository
Browse_ NAME VERSION VENDOR DESCRIPTION ACTION
Install Package Mo data found.

[-OTRS:ITSM 3.1 Master-] http//fip.o[ ] ~

T — won Local Repository

NAME VERSION VENDOR DESCRIPTION STATUS ACTION
4 ] 3 The General Catalog )
316 installed
package.
Hint The ImportExport X
316 installed
package.
The OTRS:ITSM Change X
316 installed
Management package.
The OTRS:ITSM
3186 Configuration installed

Management package.
The OTRS:ITSM Core

316 installed
package.
The OTRSZITSM Incident

316 and Problem installed

Management package.
The OTRSZITSM Senvice

316 Level Management installed
package.
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2. ObHOoBNIEeHMe

Ecnu Bbl ncnonb3yeTe Bepcuto 6bonee paHHio 4em OTRS::ITSM 1.1, cHa4vana, obHoBUTE
cucTemy Ao nocnepgHen sepcun 1.1

Ecnn OTRS:ITSM 1.1 yxe ycTaHoBneHa, obHoBuTe OTRS 2.2 no 2.3 O obHoBneHus
OTRS::ITSM. Ona aToro, 3arpysute nocnegHiwot OTRS 2.3 u, cnegynte NHCTPYKUUAM
n3 cpanna c nmeHem UPGRADING. 3aTeMm, BonauTe B CUCTEMY U, UCMOSIb3YA MeHeaxep
nakeToB ycTaHoBUTe NakeT ITSMUpgradeTol2. Bel MOXKeTe CKa4aTb €ro BPy4HY nan C
NCMNoJsIb30BaHMEM OHNANH - peno3ntapusa. He obpawarite BHUMaHMUA Ha coobuieHuns ob
ownbKax 0 HEKOPPEKTHO YCTAaHOBJIEHHbIX CTapbix ITSM nakeToB. 3TOT NakeT yCTaHOBUT
BCe Heobxoaumoe and Bawwen cuctemol B OTRS::ITSM 1.2 n nepeHeceT BCe BalluuX AaHHbIE,

BHumaHune: lMpouecc obHoBneHuss noTpebyeT HeckoJibkKUX MUHYT! He npepbiBanTe
npouecc obHOBNEHNSA eC/in OH 3anyLeH!

Ecnm OTRS:ITSM 1.2 yxe ycTaHoBneHa, obHoBuTe OTRS 2.3 po Bepcum 2.4 00
obHoBneHus OTRS:ITSM. Ona sToro 3arpy3umte nocnegHun OTRS 2.4 wn cnepynte
MHCTpyKumam n3 dganna UPGRADING. MNMocne 3T0Oro, BOMANTE B CUCTEMY N C MOMOLLLIO
MeHe[>Kepa NakeToB YCTaHOBUTE HY)XHble, KakK 3TO ON1UcaHo B rs1aBe "yCcTaHOBKaA".

Ona obHoBneHusa yxe yctaHoBneHHoro OTRS::ITSM 1.3, ucnonb3ynte MeHemxep
MnakeToB Wu3 MaHenun agMUHUCTpuUpoBaHUA. Ecnn ecTb pgoctyn kK WHTepHeTy U3
OTRS, wncnonb3ymnte OHMNANHOBLIA peno3uTapun [--OTRS:ITSM 1.3 Master--] gnsa
YCTaHOBKM HOBbIX MakeToB. Cchbijika "upgrade/obHOBUTL" B CTPOKE C MMEHEM MakeTa
CBMAeTeNbCTBYEeT 0 HaJn4mn/goctynHocTn bonee HOBOro nakeTa.

B mpoTuBHOM Crlydae, CKadamTe nakeTbl K cebe Ha OUCK U NCMNOJIb3YNTE MeHenXep
nakeToB Onsa nx yctaHoBku. BHUMAHUE: He genHcTannnpynte paHee yCTaHOBJIEHHbIE
MakeTbl, TaK Kak 3TO MOXKeT NPUBECTM K NnoTepe AaHHbIX!
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Chapter 4. lNepBble w1arum B
OTRS::ITSM

MepBoe, Ha 4TO creayeT obpaTUTb BHUMaHWe, 3To To, 4To OTRS::ITSM nonHoCTbIO
NCNoNb3yeT MHTepdEeNChl areHTa N KaneHTa (KJIMEHTCKUIA NopTa), peasn3oBaHHbIE B
OTRS. Ecnn Bbl y>Xe ncnonb3sosanu paHee OTRS, To BCe ero BO3MOXXHOCTU M1 3Tanbl, Takne
KakK aBTopu3auuMs, KOHpUrypaumsa odyepenen, JIMYHbIX HacTpoek, punbTpoB, Npasun,
npas NoJsib30BaTeNIEN U NPOYEE, MOTYT U faJiee NCNoJsib30BaTbCA 6€3 BCAKNX NU3MEHEHWIA.

MosToMy paHHOe pPyKOBOACTBO OyneT BMNpedb, pacCMaTpuBaTb pPasInuns Mexnay
OTRS n HoOBbIMWM acnekTamu, npuBHocuMbiMKM OTRS::ITSM, ynenss ocoboe BHMMaHue
cnepyoowemy:

* UT - cepBucol n SLA

CMDB

* HoBble Moas U PyHKUUU 3a59BKN

* Mpucywas ITIL TepMmnHonoruna

Detailed information on the settings and proceedings that are identical in both OTRS and

OTRS::ITSM are provided at https://doc.otrs.com/doc/manual/admin/6.0/en/html/ in the
OTRS Admin Manual, which is continuously being revised.
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Figure 4.1. PykoBoAacCcTBO agMUHUCTpaTOpa

OTRS 3.1 - Admin Manual
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Chapter 5. Noppnepxka
ycnyr B cootBeTcTBUMM C ITIL B
OTRS::ITSM

Takxe kKak u ITIL, OTRS::ITSM HE npeTeHayeT 6biTb "KOpobo4HbIM" pelleHnem BCEX
3a4a4 n Bonpocos cToswmnx nepen UT MmeHeXMeHTOM. OH, Mo CYTU, OOJIKEH CIYXXUTb
B KayecTBe rnbkon, ctabmnibHOM 1 IerKo NOHMMaeMon MHPOPMaLMOHHOW NAaTHOPMON,
KoTopasi MoOXXeT 6bITb afanTupoBaHa ANa yOooBAeTBOpeHUs TpeboBaHNAM NPaKTUYECKN
Ka>Xa0M opraHm3auunn.

Mo3ToMy, NOXanymcTa, NPOCTUTE HAc 3a TO, 4YTO obpaliaem Bawe BHUMaHMe:
NCNoQIb30BaHME NHCTPYMEHTa cneaytowero metogosorum ITIL Takoro kak OTRS :: ITSM
MMeeT CMbICJI, TOJIbKO €Cnin npoLuecchl, alogn n npoayktbel (T ycnyrn) encTBUTENbHO
BbICTpPOeHbI no ITIL.

be3 BAyM4YmBOro nmnoctpoeHus obwmx npoueccoB B cooTBeTcTBMM C ITIL gnsa
yhoBneTBopeHunsa TpeboBaHnin KOHKpeTHoro 6usHec-cueHapms, OTRS::ITSM He nobbeTcs
3aMEeTHOro YyJy4lWeHnsa KJYeBbIX MNOKa3zaTenenm 3PpPeKTUBHOCTU ynpaBneHuna WUT-
cepsucamMu.

Bbl TakXe [0/KHbI BbITb OCBEAOMAEHbLI O TOM, YTO yCMelHble MPOEeKTbl BHeApeHus
ITIL, kKak NpaBuIo, ANNTLCS A0 roga n 6onsuie. Nx obbem 1 BAUSHME Ha opraHmn3auunm,
He cnepyeT HedooUeHMBaTb. TeM He MeHee, Mbl XO0Tenn Bbl OTMETUTbL, YTO aKKypaTHO
peasin3oBaHHbIA B COOTBETCTBUU C ITIL MHCTpyMeHT ITSM MO>XeT MOMOYb CIKOHOMUTb
BpeMs N [OeHbrM, KakK WMHCTPYMEHT MOoAAdep XKW MpPOLLeCcCcoB W yCKopseT npouecc
OpraHn3auMOHHOWN NepecTPONKN.

HayuHasa ¢ Bepcum 2.0 , OTRS:ITSM nopggep)xuBaeT chefyloline BO3MOXHOCTU W
npouecchl, KoTopble 06bIYHO pa3pabaTbiBatdOTCA Ha NepBOM 3Tane BHeapeHusa ITIL:
Incident Management/YnpasneHne WHumupgeHTtamu, Problem Management/YnpasneHue
Mpobnemamun, Service Level Management/CornaweHus o6 yposHe ycnyr, Change
Management/YnpasneHne W3meHeHnamu and the Configuration Management Data-
base/YnpasneHne KoHpurypaumamu.

bonee nonHoe onucaHme WUCMNOJb30BaHWA N MNPUMEHEeHUa cuctembl bygeT [aHO B
nocaenyrowmx cekumsax. MoMHUTE, 4TO KakAbiM 13 naketoB OTRS::ITSM moxeT 6bITb
YyCTAHOBJIEH OTAE/NIbHO M 4YTO WX Ha3BaHWA COOTBETCTBYIOT COOTBETCTBYKOLIWM UM
pa3snenam ITIL.

Peannsaunsa OTRS::ITSM ocHoBaHa Ha ITIL v3.
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Chapter 6. CMDB -
LeHTpanbHbin AT peno3utapumn

ba3a maHHbIX ynpaBneHunsa KoHdurypaumamm (CMDB) He 6a3a AaHHbIX, B TEXHUYECKOM
CMbIC/ZIe, HO KOHUenTyanbHas wmoaenb WT, 4To aABnsetTcaA HeobxogumbiM aAns
achpekTnBHoro ynpasneHusa UT-cepencamm. Bce UT-KOMMOHEHTHLI 1 3anacbl cobpaHbl
B CMDB. YnpaBneHune KOHpUrypaumem wmpe noHATua "yrnpaBsieHne akTmBamu', Kak
3TO 4YaCTO HenpaBWJIbHO UCMOJIb3YeTCA B Ka4eCTBe CUMHOHMMA, TaK Kak 3TO He TOJIbKO
Habop OOKYMEeHTOB C (PMHAHCOBOW TOYKM 3peHUs, HO N HeceT wuHdopmauuto 06
OTHOLUEHUNAX MexXAy KOMMOHeHTamu, cneundukaumn, nim ux pacnosioxeHue. Takum
obpaszoM, nepcoHan NT-noaaep Xk MoxxeyT 6bICTPO NOSyHYUTb AOCTYM K MHOopMaL M o
B3aumo3aBucmmoctn UT-ycnyr n UT-KOMNOHEHTOB (= 3/1eMeHTOoB KoHpurypaumm = Cl),
HeobXoANUMbIX ANA HUX.

B cooTBeTcTBUM C ITIL, CMDB gosmxHa nogaepxmBaThb caenyowmn pyHKLMOHaN:

* Py4yHyl0 ©n, rge 3TO BO3MOXHO aBTOMaTU4YeCKYI peructpauuio m moauukauunio
MHopMaLUM O KOH(PUTYPALMOHHBLIX eANHULLaX

* OnucaHune cBA3N N/nnm Bzanmocsasn mexay Cl

* NI3ameHeHune aTpubyTos Cl (HanpnmMep, CEPUNHBLIX HOMEPOB)
* PacnosioXkeHue n ynpasieHue nosb3oBatenamm gns Cl

* NHTerpaumio npeacrasseHHbIX B cucteme ITIL npoueccos

OTRS::ITSM ynoeneTBopsieT BceM TpeboBaHUAM NpeacTaB/eHHbIM Bbille U NpeasaraeT
MHOIO AONOJIHNTENbHbIX BO3MOXHOCTen B CMDB.

1. Mopnenb 6a3bl gaHHbIX OTRS::ITSM

MoaynbHaga apxuTekTypa OTRS::ITSM n BO3MOXHOCTb YCTaHOBKW OTEJ/IbHbIX MOAYJEN
OTRS::ITSM He3aBucMMO, genaeT 3aTPYOHUTEsIbHbLIM MOKa3aTb MOJIHYI Moaens 6asbl
OaHHbIX Ha OAHOM pucyHke. [0 3ToM NpuUYUHe Janee, Ha OTAENbHbLIX AuarpaMmax
npencrtassieHbl cxeMmbl ana OTRS m gna ITSM nakeToB, KOTOpble WU3MEHAT Wn
pacwupsaloT cxemy bB/.

1.1. OTRS Framework

For better readability, the diagram can be found at: https://github.com/OTRS/otrs/blob/
rel-6_0/development/diagrams/Database/OTRSDatabaseDiagram.png

1.2. GeneralCatalog/O6wun KaTanor

For better readability, this diagram can be found at: https://github.com/OTRS/GeneralCat-
alog/blob/rel-6_0/doc/general-catalog-database.png

1.3. ITSMCore

For better readability, this diagram can be found at: https://github.com/OTRS/ITSM-
Core/blob/rel-6_0/doc/itsm-core-database.png

1.4. ITSMConfigurationManagement

For better readability, this diagram can be found at: https://github.com/OTRS/ITSMCon-
figurationManagement/blob/rel-6_0/doc/itsm-configuration-management-database.png
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1.5. ITSMChangeManagement

For better readability, this diagram can be found at: https://github.com/OTRS/ITSM-
ChangeManagement/blob/rel-6_0/doc/itsm-change-management-database.png

1.6. ImportExport

For better readability, this diagram can be found at: https://github.com/OTRS/ImportEx-
port/blob/rel-6_0/doc/import-export-database.png

2. CepBuUCHI - BO rnaBe Bcero

CepBuchl, Takue Kak "CTaHpapTHasa paboyas cTaHumsa", "InekKTpoHHaa no4Ta" or
"OocTtyn K UHTepHeT" asnsaoTca UT npoaykTaMmun 1 foxHbl 6bITh 3aHeceHbl B "KaTasnor
UT ycnyr", npeasapuTenbHO aganTtupoBaHHble K OTRS:ITSM. MonobHeln KaTanor,
00bl4HO cneundunyeH ANs pasHbIX KJIWEHTOB WIN KOMMaHUN U UMeeT nepapxuyeckyro
CTPYKTYpYy. Kpome TOro, ero 3/ieMeHTbl [0/DKHbl OblTb ChopMynnpoBaHbl B
Opy>XeCTBEeHHON MaHepe, AOCTYMHbIM A5 MOHUMAHUSA A3bIKOM B O0BLLENPUHATLIM AN
nofib3oBaTtesien (KNneHToB) U T nepcoHana (areHTos).

Warning

Pa3spaboTka KaTasnora ycnyr 3agada, KOTOpylo He cnefyeT HegooueHnsaTb. Haw
OMbIT MOKa3blBaeT, YTO 3TO BeCbMa XXeJlaTe/IbHO MPOBEPUTb KOHUEMNTYyasibHble
MbIC/IM B NIPOCTO CChOpMYyIMPOBAB UX Ha MePBOM 3Tane, n 06CyonTb C MEPCOHANIOM
UT gna OTRS :: ITSM Ha BTopomM 3Tane. bbiao 66l 04eHb MONE3HLIM NPUBErHYTh K
BHeLHeln rnoMoLm, Hanpumep, akcnepTos ITIL NnpakTuku.

Mpumep (4acTb) nepapxmyeckoro katanora UT ycnyr 3agaHHoro B OTRS::ITSM, kak oH
oTobparkaeTcs Npu co3faHNN 3as9BKU

Figure 6.1. ArenT-TenecdoHHas 3asBKa

5 2 ¥ou are logged in as Jane Smith El

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Create New Phone Ticket

xType: - N - Customer Information
@ “Jim User” <jim@otrs.com:= (] Jim
*From customer: User
jim
% To queue:  _ -
jim@otrs.com
- El 555 - 123 456
N . Pier &
Backups and archiving -
Communication St
Desktop Management # 4 Location
Desktop productivity tools ® Open tickets (2
* Subject File [ Print
Helpdesk
IT Operations

Identity and Access Management
Internet
__ | Metwork access
= |Remote access ﬁ
Standard desktop
- F 0] ouurce A

* Text:

B I U & }=i=
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N B NaHenn agMNHNCTpUpoBaHNA.

Figure 6.2. AOMMHUCTPUMpOBaHMe-YNpasJsieHne cepsucamm-063op

5 2 You & n as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q,

Service Management

Actions List
E3 Add service SERVICE % COMMENT VALIDITY CHANGED CREATED
valid 0812712012 11:03 082712012 11:03
valid 0812712012 11:00 082712012 11:00
valid 082712012 11:02 0af2vi2012 11:02
valid 08/27/12012 11:01 0a2viz012 11:01
valid 08/27/12012 11:01 0a2viz012 11:01
valid 082712012 11:02 0af2vi2012 11:02
valid 082712012 11:02 0af2vi2012 11:02
valid 0812712012 11:03 082712012 11:03
valid 082712012 11:02 0af2vi2012 11:02
valid 08/27/12012 11:01 0a2viz012 11:01
valid 0812712012 11:01 oa27izo12 11:01
valid 0812712012 11:00 082712012 11:00
Top of page [¥

3. YPOBHM yCnyr um cornawieHuma o6
YPOBHe ycnyr/cepBuca

YpoBHN 06CNYXUBaHUSA M COOTBETCTBYHOLLME COrnalleHnsa (cornaweHmsa ob ypoBHe
obcnyxmBaHusa, SLA) LOKyMeHTasibHO 3a4al0T Ka4eCTBEHHLIE MapaMeTpbl ana UT-ycnyr.
CornaweHus o6 ypoBHe obcny)XmMBaHWSA, 3amnuUCbiBalOTCA N BBOAATCS B UHTepdence
agMUHUCTpaTopa.
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Figure 6.3. AoMuHucTpmpoBaHue-SLA-O630p

-.i.‘:

DASHBOARD TICKETS STATISTICS CUSTO

SLA Management
Actions List

Add SLA SLA SERVICE I} COMMENT WALIDITY CHANGED CREATED
X X 08272012 0gi2riz012
Backups and archiving valid
11:03 10:57
Communication
Deskiop Management
Desktop productivity tools
File / Print
Helpdesk
Identity and Access
Management
Internet
IT Operations
Network access
Remote access
Standard desktop
Backups and archiving valid DBIZ712012 0BI2712012
11:03 10:58
Communication
Desktop Management
Deskiop productivity tools
File / Print
Helpdesk
ldentity and Access
Management
Internet

Ons kaxgoro SLA moryT 6bITb YKa3saHbl ciegyiole napaMmeTpbl:

Figure 6.4. ApMuHuctpupoBaHue-SLA-YnpasneHue-
PepakTtupoBaTtb

+ £

DASHBOARD | TICKETS [ STATISTICS | CUSTOMERS Q,

SLA Management

Actions Edit SLA

Go to overview SLA | ExtBusiness Hours
"5 Availability -

Backups and archiving
Communication

Desktop Management
Desktop productivity tools
File / Print -

“Alendar Calendar3-2477 -
J0% =)

m|»

n - 24 hours = 1440 minutes - Only

80% =)

24 hours = 1440 minutes - Only business hour.

me (minutes): | 480 (Nofify by 90% ~ )

ow

ation - 24 hours = 1440 minutes - Only business hours are counted.

430

valid A
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OTRS::ITSM nmeeT BO3MOXHOCTb BeCTM A0 99 pa3siMyHbIX KasieHfapen fna onmcaHmsa
pa3nnyHbIX BpeMeHHbIX 30H Ana paboyero BpemeHW unm BpeMeHU ob6cCnyxmBaHus.
OHn MoryT 6biTb npuBsasaHbl K SLA ("OkHO YpoBHM ob6cnyxuaHua"). PasnnyHble
BapuWaHTbl MPOOOJ/IKNTENIbHOCTU MOryT 6bIThb BBeAeHbl (B MMHYTax), koTopble OTRS ::
ITSM ncnonbsyeT a4 ynpaBieHNs yBeLOMJIEHUAMU U 3CKasauun:

* [ Response Time/BpeMs peakumn ]

BPEMEHW peaKkLUNn Ha NHLUUAEHT

* = Havano obpaboTkun 3anpoca Ha ycnyry ("Bpems Ha4asna paboTbl Hag 3aNpPoCOM Ha
ycnyry*)

* [ BpeMa 0o nsMeHeHNs 3a8BKN |
* = BpeMS yBeLOMJIEHUS
* [ BpeMs peweHuns |

e = BpeMsA 3aTpayvyeHHOe Ha pa3pelleHne wuHumageHTa ("MakcMMallbHoe BpeMs
BoccTaHoBneHusa", "MTTR")

* = CPOK pelleHns A9 CEPBUCHbLIX 3anpocoB ("cpok peweHnsa")
* [ MuH. BpeMa Mexxay nHungeHtTamm |

e = "MTBI": MUHMManbHOE BpeMSA MexXAOy 3aKpbiTUEM MocCaedHen 3asBKM Mo
VHUNOEHTY N NMOBTOPEeHUEeM NHUULEHTA, C TakuM xe SLA.

Warning

Ecnn HmKakoe u3 BbllWe YNOMSAHYTbIX 3HAaY€HUN BPEMEHW He yKa3aHo B SLA,
3CKasfauma npousBOAUTCH B COOTBETCTBUM CO 3HAYeHUSMM B MNongax "response
time/Bpems oTBeTa", "update time/Bpems obHoBneHna" n "solution time//Bpems
pelweHns" 3agaHHbIX 45 Bcex ovyepenen!

Ba)xHble 3Ha4veHns BpemeHn B OTRS::ITSM ocCcHOBaHbl Ha MOHATUN "XXU3HEHHbLIA LUK
ITIL":
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Figure 6.5. NHUMAEHT-)XU3HEHHbIN LLUKJI

Time to repair ‘downtime’

Response time Recovery time
Detection Repair Restoration
— € > [ >  e—
Inadent Diagnosis Recovery Inadent
Detection Repair’ Time between
elapsed tme faslures or
time ‘uptime’

_ Time between system inodents

Time
NcTo4vHuk: OGC, ITIL Service Support Documentation
Bo3mo)xHOCTK cTaTuctukum B OTRS, Kpome Bcero mpovero, obseryawoT onpeneneHme
peasibHbIX MapamMeTpoB AOCTYMHOCTU YCAYrM Ha OCHOBaHWW 3aperncTpupoBaHHbIX

WHUMOEHTOB, KOTOpPblE YHacCcTO CAyXXaT WICTpaumnen npu HaloXXeHUn Ha rpaguk
paboThbl B CUCTEMHO-OPUEHTMPOBAHHbLIX SLA.

4. KoOH(pUrypaumMoHHble eauHULbI

MpumepHbIN 0630p 3apernctpmpoBaHHbiXx Cl (4acTb) Kflacca KOMMbIOTEPbI C TEKYLLWM
coctosiHnem Cl:

Figure 6.6. agent-configuration-items

xz

DASHBOARD | TICKETS SERVICES ::HAMGES STATISTICS  CUSTOMERS | ADMIN oY

Overview: ITSM Configitem: Computer

Al 3 Hardware 1 | Location 0 | Network O | Software 0 =3
1-20f2 |
STATE ‘ CONFIGITEM# A | NANME | DEPLOYMENT STATE | CURRENT INCIDENT STATE | LAST CHANGED
[ 389432000002 Al240 Production Operational 08/27/2012 11:58:58
[ 389432000001 A1239 Production Operational 08/27/2012 11:57:40
Top of page [

Mpumep oTobpakeHus otaensHon Cl:
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Figure 6.7. agent-configitem-management-link

5 2 ou are logged in as Jane Smith m

DASHBOARD | TICKETS SERVICES CHAHGES STATISTICS | CUSTOMERS | ADMIN o,

| Configuration Item: 389433000001 — P1234

Configuration ltem Information

Back | History | Edit | Print | Link | Duplicate Hardware
P1234
= = Production
VERSION INCIDENT STATE | VERSION NUMBER | HAME | CREATED BY | CHANGED | = Operational
[ ] 1 P1234 (Production) jane (Jane Smith) 0812712012 12:00:16 ]

L\) 0812712012 12:00:16
¥ Configuration Item Version Details Jane Smith
PROPERTY VALUE 0812712012 12:00:16
Name: F1234 Jane Smith
Deployment State: Production
Incident State: Operational
endor. Brother
Maodel: HL-2150M
Description:

Type: Printer
Owner:

Serial Number: Z21480AK
‘Warranty Expiration Date: 0412712018
Install Date: 08/27/2012

Fpadpmnyecknn npumep cBa3nm mexnay Cl. OTRS pasnnyaeT [OBYHanpaBJSieHHbIE W
HeHanpaBsieHHble cBsA3eN. Bcaknii pa3, korga Cl cBs3aH ¢ apyrum obbektom CMDB,
OTRS::ITSM aBTOMaTU4YeCKN CO30aET COOTBETCTBYHOLLY 0OPATHYIO CChIIKY.

OTRS::ITSM cTaHOoapTHO NpeasiaraeT ceMb TUMNOB CBA3U:

Figure 6.8. agent-configitem-management-link2

Link Object: Configltem# 389433000001: P1234

Select Target Object

Computer - | Select

Search L\,

Expired -
Inactive
Maintenance -

Incident
Operational
Warning -

Search

[Onsa cBA3bIBaHNSA, CHaYvana BbibpaeTcsa MCXOAHbLIN 06BHEKT, 3aTEM 3a4aeTCA TUM CBA3N W,
HakoHeL, BbibnpaeTcs ueneson 06bekT. LleneBon 06bEKT MOXKHO UCKaTb MO Pa3NYHbIM
KPpUTEPUAM:
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4.1. Genericlnterface gna ITSM Configuration
Management

There is a Genericlnterface for ITSM Configuration Management. This feature contains op-
erations for creating, changing, retrieving and searching configuration items via Gener-
icInterface. The following operations are available: ConfigltemCreate(), ConfigltemGet(),
ConfigltemUpdate(), ConfigltemSearch(). For more information please take a look at
the WSDL file: https://github.com/OTRS/ITSMConfigurationManagement/blob/rel-6_0/de-
velopment/webservices/GenericConfigltemConnectorSOAP.wsdl

5. LOKyMeHTbl u Da3a 3HaHuUM

Cunctema FAQ, KkoTopas, HadynHaa ¢ sepcunm OTRS 2.1, aBnsgeTca He3aBUCUMbIM BHELLIHUM
MoaysieM, MOXeET ObiTb pa3spaboTaHa N NPUMEHATLCS, Hanpumep, s NpennoXXeHus
peLleHnin n/unn npouenyp, CBA3aHHbIX C peLlEHNEM U3BECTHbIX OLLNOOK.

CtaTtbm FAQ MOryT ObITb npeanocCTaBJieHbl KaK OJid BHYTPeEHHEro ncrnoJjib3oBaHnM4A, Tak
N ON9 KJINEHTOB uan O6biTb B OTKpbITOM pgocTtyne. VX MOXHO OTCOpPTUPOBaTbL MO
A3bIKY UM KaTeropuam. NMonHoTa 1 KayecTBo CTaTen MOXXEeT OLUEHMBATbCA areHTamu.
OTo6pa>KeH|/|e MH(opMaLUM O KOIMYEeCTBE BHOBb CO34aHHbIX cTaTen nam nocnegHmx
N3MEHEHHbIX, MOXET bbITb HaCTpoeHOo 6e3 kaknx - nnmbo orpavaeHVl|7|. CtaTbu MOryT
ObITb NMPONHAEKCNPOBaHbI )19 YCKOPEHNA NMONCKa.

6. I3MeHeHUA u D oNOoJIHeHMA K
MoAdesiu OaHHbIX

Mogaenb JAaHHbIX MOXeT ObiTb rMbko aganTUpoBaHa W MOXXeT ObiTb pacliupeHa
TMNaMN OaHHbIX, aTPUBYTOB N Oa)ke KAaccoB. [MONHY0 MHMOPMALNID MOXKHO HalTu B
pasgene "lMaHenb agMnHUcTpuposaHusa OTRS::ITSM" 3Toro pykosoactea nnm "laHenb
agMuHucTpupoBaHmna OTRS" B PykoBoacTtee agMuHucTpatopa OTRS.

Warning

PaspaboTka monenun CMDB u Cl, koTopble 6yayT B Hee 3aHOCUTCS U YNPaBAATbCS
B HeW - 3aja4a, KOTOPYIO He crieayeT HeJooueHuBaTb. Haw onbIT nokasbliBaeT,
4YTO 3TO BeCbMa >XeslaTesIbHO MNPOBEPUTb KOHLUEenTyasibHble MbICAK, MPOCTO
cchopMyniMpoBas X Ha NepBOM 3Tane, M N3MEHNTb NOCTaB/SEMYIO MO YMOTHaHNIO
Moaenb u Habop knaccoB Cl gns OTRS :: ITSM Ha BTOpOoM 3Tane. bbino Obl
OYeHb Nosie3HbIM NpuberHyTb K BHELUHer nomoLlin, Hanpumep, skcnepToB ITIL
MPaKTUKMN.

7. ATpuOyThbl U TUnNbl 3aBOK

HaunHas ¢ OTRS 2.2, 6binn npencTaBneHbl BCTPOEHHbIE TUMblI 3as8BOK, KOTOpble
ncnonb3yrTca Takxe u B OTRS:ITSM. B nognpoueccax ITIL, koTopble MOryT ObiTb
pa3buTbl No o4epensaMm, 3adBKN KIACCUDULMPYIOTCSA MO UX TUMNAM.

Bce ITIL npoueccbl byaoyT peanm3oBaHbl B 6osiee no3gHux Bepcusax OTRS::ITSM,
Hanpumep, YnpaBneHne nsMmeHeHnsmmn bynet peannsoBaHo TakmM ke obpasoM. Takown
TN 3aaBkKn Kak RfC ("Request for Change"/"3anpoc Ha M3meHeHne") byneTt nobasneH.
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Figure 6.9. AaMuHucTpuposaHme - HacTpouku 3asaBoK - Tunbl

2

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS | CUSTOMERS Q,

Type Management

Actions List

3 Add ticket type NAME VALDITY CHANGED CREATED

- valid 0812712012 10:49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 0812712012 10-49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 0812712012 10-49 08/27/2012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 0812712012 10:51 082712012 10:51
valid 08/23/2012 14:26 08/23/2012 14:26

Warning

YT106b! 6bITh YBEPEHHBIM B LIEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstoLwas
VHpOopMaunsa, ofHa)KAbl CO34aHHaAs B MaHesnn yrnpaBJieHUs CUCTEMbl, Kak
npaBuJIo, He MOXXeT BbITb yaasieHa. ECnm Bbl )KenaeTe Ae3aKTMBUPOBaTb TaKylo
MHoOpMaUmnio, U3MEHUTE ee 3HayeHWe B COOTBETCTBYHOLLEM crnucke Bbibopa
c "valid/gpencTButenbHa" Ha "invalid/HegencTeutenbHa" unnm "invalid-temporari-
ly/BpeMeHHO HegencTBUTEsNbHA".
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Chapter 7. Cnyxba
noanep>XkKu, MHUUAEHT, &
ynpasJsieHue npobinemamm

Cnyx6a nopnnepxku/Service desk (kotopasi, cornacHo ITIL aBnseTCa He NPOLECCOM,
HO dyHKuUMen) o06bl4HO, ABMSETCHA rNaBHbLIM NoNeM f[encTemsa. Bce coobueHns
nosnb3oBaTenein ” YyBeAOMJIEHUA OT CUCTEM MOHUTOPUHIra W BHYTpPeHHux WT
- noapasgeneHun cxofATca 3mdecb. ITIL npouecc ynpaBfeHUA Yycayramum TeCHO
nepenneteH co chayxboln, onucbiBaeT LwWwarm, KoTopble paboTatoT, wuHboOpmMaLmio,
ackanaumm n / nnam nHTepdencol akTyasbHble B CBA3M C 06paboTKON MHUMAEHTOB UK
3anpocoB Ha obcay>KuBaHue.

YnpasneHne wHuMpaeHTamun un npobnemammu BHYyTpM OTRS::ITSM o0CHOBaHbl Ha
pekomeHgaumax ITIL n ucnonb3yloT ee TepMuUHONOrMio. B To xe BpeMsa, KOMopT

nosib3oBaTesnsl, ABNAETCHA HEeEMaNIOBaXXHbIM (PaKTOPOM N MO3TOMY TEPMUHONOrns OTRS
TaKXXe, Mo BO3MO>XXHOCTU COXpPaHEeHa.

1. Co3paHue 3aABKMU, Knaccudpukauua
M npuopuTe3saumna

lMpn cosgaHMM 3a8BKU - B HaweM cjiyvae, NpuHSToOn no TenedoHy, perncrpupyeTcs
cnepyoulas nHGopMaLms, B 4OMNOJIHEHUE K TOW, YTO ucnosb3oBanack B OTRS:

* Tnn 3aBKKN

* COOTBETCTBYIOLNIA CEPBUC

* SLA

* BAINSIHNE

* npuopuTeT

B 3aBncMMOCTU OT BbIGpaHHOrO CepBuCa, ero BAUSHUA - MPUOPUTET aBTOMATUYECKMU
MPUCBaMBAETCA Ha OCHOBaHUM MaTpULbl KPUTUYHOCTL/BAMAHMEe/npuopuTeT. OOHaKo,
nobon 4neH nepcoHana WUT cnyxbbl 3HaeT 0 Tak Ha3bliBaeMbix "VIP" knneHTax,

Tpebyowmx cneunanbHOro noaxona.

YT106bl y4ecTb 3Ty 0CcOOEHHOCTb B NMOBCeAHEBHOWN paboTe MO yrnpaB/ieHUO ycayramu,
MMeeTCs BO3MOXHOCTb MOMPaBUTb 3HAaYEHWE NPUOPUTETA 3anpoca BPYYHYIO.
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Figure 7.1. areHT-3asBKa-co3aaHue

Create New Phone Ticket
*T¥Pe"  ncident:ServiceRequest -
® "Jim User" <jim@otrs.com= S
«From customer:

xToqueue’  Service Desk ~

File / Print -

Smith Jane (jane) -

= Subject | Requestfor new file share Marketing Callateral

= i

- - - A- s | Source -]

In order to let the MAR team collaborate more efficiently they would like to get a separate file-share for
Marketing collateral

Kind regards,
Jim User

Customer Information

Jim
User
jim
jim@otrs.com
555 - 123 456
Pier 5
San Francisco
¢4 Location
@ Open tickets (2)

Cnepys no ccbisike K 3asiBKe, MOXXHO MOJly4nMTb NMoApobHyto MHdopMaunio K Heiln. Bes
CBsI3aHHaA C TexnoanepXKon nHgopmauma cobpaHa B NpaBoi YacTu:

Figure 7.2. agent-ticket-data-change

$°a’

DASHBOARD SERVICES CMDB CHANGES STATISTICS CUSTOMERS

| Ticket#201208273894000014 — Can't access VPN from home location
1 Article(s) Age: 1h 42 m — Created: 08/27/2012 11:05 by Jane Smith

Back | Lock | History | Print | Priority | Additional TSM Fields | Link | Owner | Responsible | Customer | Decision | Note | Merge |

Pending | Close | - Move - -
=
| no. TYPE | = | FROM | suBJECT | CREATED | O
[ 1 customer — O+ Jim Cant access VPN from 0812712012

¥ #1 - Can't access VPN from home location Created: 08/27/2012 11:05 by Jane Smith

Forward | Phone Call Outbound | Phone Call inbound | Spiit | Print | - Reply - -

Jim User
Service Desk

Can't access VPN from home location

Get error message 'Usernamel/password do not match”

in as Jane Smith m

ADMIN Q,

Ticket Information

Incident
open

unlock
Senice Desk
Jane Smith

Jane Smith

Metwork access
Ext Business Hours

0 20121
1h17¥m
082712012 14:05

Gh17¥m
08/2712012 19:05

5 very high
3 normal
4 high
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2. UHudbopmauumsa o napamerTpax
BpeMeHMU CBA3aHHbIX € SLA

C noMowbio NMyHKTa MeHto LJononHuTesibHble ITSM nongd, nHhopmaunsa o speMeHHbIX
rnapameTpax, B AOMNOJIHEHNE K BpeEMeHN O0TBeTa, 0bHOBIeHNA 1 pewieHns ns SLA moxeT
ObITb 3aMOJIHEHA U Y>XKE NMelLWasaca nHpopmaums, MoXXeT BbiTb NU3MEHEHA:

Figure 7.3. agent-ticket-additional-field

Change ITSM fields of ticket : 201208273894000032 - Request for new file share Marketing Collateral

Options
*Title: | Request for new file share Marketing Collateral
08 »127 »12012 « [H- 12 »:59 ~
08 »/27 v/2012 » G- 12 59 ~
08 ~/30 v/2012 » G- 12 59

| Submit

3. PacnpeneneHuwe/Ha3HayeHue
3aABOK (ouyepenm)

PaspaboTaHHble C y4yeToM Tpebyemonm rubkocTn, CTpykTypa odepepenn OTRS:ITSM
MOXeT COOTBETCTBOBaTb OpPraHM3auUMOHHOW CTpykKType. OHM MOryT cnenosaThb
BEPTUKaANbHOM CXeMe MOCTPOEeHMsA MNOALEPXKW MOJSib30BaTesiell, nepsas, BTopas U
TPeTbS JIMHUU MOAAEPXKKU (KaK 3TO 4aCTOo UCNOJIb3yeTCs Npu noganepxke ycnyr UT) naum
MOCTPOEHa B NPOLECCHO - OPUEHTUPOBAHHOW MaHepe, OCHOBAHHOW Ha XXU3HEHHOM LiMKJe
3a8BKU COCTOSLLLEM N3 CO3AaHUA, 06paboTKKM, 3aKpbITUN N MOCAEAYIOWEM aHanmse.

Bonpekn Bepcusam OTRS po 2.2, ackanauunsa 3aas8ok B OTRS::ITSM ocHoBaHa, B nepsylo
oyepenb Ha OCHOBEe BpeMeH oTBeTa, 0OHOBNEHMSA 1 BOCCTAHOBJIEHUS YCYTM YKa3aHHbIX
B SLA. Ecam 3T 3Ha4YyeHns He 3aaaHbl B SLA, 3CKanaums BbiNOJHAETCHA Ha OCHOBE AaHHbIX,
3afaHHbIX ON5 o4Yepenen.

3asBka MoxeT bbITb NepemelleHa, NyTeM Bbibopa HOBOM o4epean.
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Figure 7.4. areHT-3asBKa-o4yepenb

x

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN

QueueView: Service Desk

Service Desk (2)

Q

EUNEEER  Avaiable tickets 2 -4
=] 1202 | s [ L
[7] Ticket#: 201208273894000014 - Can't access VPN from home location
J From Age Queue First Response Time Update Time Solution Time
Jim User 3im Senvice Desk 1h 56 m/08i27/2012 13:05 2 h 568 m/08/27/2012 14:05 7 h 56 m/08/27/2012 19:05
To Created State Type Priority
Senvice Desk 08/27/2012 11:05:48 open Incident 4 high
Subject Owner Lock Service CustomerlD
Can'taccess VPN from home Jane Smith unlock Network access
location Service Level Agreement
ExtBusiness Hours
[l Ticket#: 201208273894000023 - Please restore K:\Accounting\Overview.xls
_[ From Age Queue First Response Time Update Time Solution Time
Jim User 3m Senice Desk 1h 57 m/08i27/2012 13:06 3 h 57 m/08/27/2012 15:06 20 h 57 m/08/28/2012 17:06
To Created State Type Priority
Semvice Desk 08/27/2012 11:06.46 open Incident:ServiceRequest 4 high
Subject Owner Lock Service CustomerlD
Please restore K\Accounting Jane Smith unlock Backups and archiving
\Ovenviewxls Service Level Agreement
Std Business Hours
Top of page [
Warning
Pa3paboTka apxuMTekTypbl o4epeldei - 3agadva, KOTOPYHO cnepyet
HepooueHMBaTb. Haw onblT MokKa3biBaeT, 4TO 3TO BeCbMa >XenaTeslbHOo

MPoOBEpPUTb KOHLUEeNTyasibHble MbICAW, MPOCTO CHOPMYMPOBAB MX Ha MNepBOM
3Tane, n obcyamnTb c nepcoHanoMm UT ong OTRS::ITSM Ha BTopoM 3Tane. bbino
6bl 04eHb MoNe3HbIM NPUBErHyTb K BHELLUHEN MOMOLLIW, HanpuMep, skcnepTos ITIL

NPaKTUKN.

4. A3MeHeHMe faHHbIX 3aABKU

Bce nameHeHus B 3ad9BKe NpPon3BOAATCA TakxXe Kak n B OTRS.

34



OTRS

Real Services

Figure 7.5. agent-ticket-data-change

+ Y 1 You are logged in as Jane Smith E]

DASHBOARD TICKETS SERVICES CMDB CHANGES STATISTICS CUSTOMERS ADMIN Q

| Ticket#201208273894000014 — Can't access VPN from home location

1 Article(s) Age: 1h 42 m — Created: 08/27/2012 11:05 by Jane Smith Ticket Information
Back | Lock | History | Print | Priority | Additional [TSM Fields | Link | Owner | Responsible | Customer | Decision | Note | Merge | Incident
Pending | Close | - Move - - ZDES
unlock
= Senice Desk
E
Jane Smith
| no | TveE | = | FROM | suBJECT | crEaTED | © | Jane Smith
[ 1 customer— O+ Jim Cantaccess VPN from 08/27/2012 ]
Metwork access
¥ #1— Can'taccess VPN from home location Created: 08/27/2012 11:05 by Jane Smith Ext Business Hours
Forward | Phone Call Qutbound | Phone Call inbound | Spiit | Print | - Reply - -

Jim User = o
Ua, 2012 1500
Service Desk )
. 1h17m
Can't access VPN from home location 0812712012 14:05
Gh17m
Geterror message Username/password do not match™ 082712012 19:05
Svery high
3 normal
4 high

5. YTBepXOeHUAa U peLueHun

Bo MHoOrux cnydasax, ocobeHHO B 3ampocax Ha ycayry, 0o Hadana paboTbl Hapg
3anpocoM, OO0JKHO 6biTb MPUHATO HEKOTOPOEe pelleHune. B 3aBUCKMMOCTM OT paMoK
KOMMeTEHUNN, PpEeLUeEHNE MOXXeT MNPUHUMATbCA KaK HEenoCpeACcTBEHHO MNepCoHasIoM
MnoadepXKn (CTaHQapTHbIE U3MEHEHNA) UK MyTeEM MPenBapUTESIbHOrO0 YTBEP)XXAEHUSA
yNpaBAsoWwmMmM MeHea>XepoM. ITO MOXXET bbITb, HaNpuMep, B C/ly4ae C U3SMeHeHus npas
[OoCTyna (Nosib30BaTesib XO4YET NOJYYUTb AOCTYM K OFPaHNYEHHbIM B AOCTYMNe KaTajoram
halnnoBON CUCTEMBI) UK 3aNPOCOB CBA3aHHbIX C PAaCX040M hUHaAHCOB (HOBbIN HOYTOYK).

B OTRS::ITSM nHcopmaumsa 06 yTBEpP>XAEHUM UM OTKa3e 3a[aeTca Yepes NMyHKT MeHIo
PelwweHune/Decision n NOCTOSAHHO XPaHUTCS B 3aABKE:
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Figure 7.6. areHT-3asBKa-peLwueHue

Change Decision of Ticket : 201208273894000014 - Can't access VPN from home location

Options
#3ubject  pecision

*Text:
B I U § i=i= EE E = E 5 i

Av s T Source

Reason:

Browse_
note-internal -

Approved -

6. Co3paHue 3a9BOK O npodoneme,

OCHOBAHHbLIX Ha UHUMAOEHTaX

[ns co3gaHns 3as8BKKU No npobneme U3 0AHOr0 AN HECKOJIbKUX UHLWAOEHTOB, CO3anTe
HOBYIO 3asiBKy U CBS)KUTE ee C COOTBETCTBYHOLMMN 3asiBKaMu 06 MHUMAEHTaX. Takum
obpa3oM, 3TV MHUMAEHTbI MoOryT obpabaTbiBaTbCA MO OTAENBLHOCTU, MOryT ObITb
3aKpPbITbl C 06XOAHLIMU PELUEHUAMU, eCn HEOBXOAMMO, KOTopble, 3aTeM, MOTYT ObITb

3aMeHeHbl OKOHYaTeJ/IbHbIM pelleHnemMm.

CnusHmne 3asB0K 06 MHUMOEHTaAX M 3a8BOK O r|p06neMax 3aTpygoHAEeT OTHETHOCTb U

YCNOXHSAET KOHTPOJIb 1 MOCTOSAHHOE coBeplUueHCTBOBaHMe UT-ycnyr.

7. 3aKpbiTUe 3aBKMU

B otnundme ot npuHatoro B OTRS, OTRS::ITSM ponyckaeT npuHaToe B ITIL 3akpbiTue

3asBKM C 06X0AHbIM pelieHneM.

8. ObpaboTka 3anpocoB Ha ycnyru/

CepPBUCHI

B OTRS, 3anpocbl Ha 0b6CNyXMBaHNE U UHUWAEHTbl PAacCMaTPMBAlOTCS KaK 3asiBKU U
n3HavYanbHO obpabaTbiBanncb oanHakoBo. OHM OTAMYaANCb OT cOOEB TUMOM 3asiBKU -

Incident::Service Request/VHunaeHT::3anpoc Ha obcny>xmBaHue.
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Opyroe oTnnyne, 3HadYeHNA BpeMeHU, CBA3aHHble C SLA, pa3bACHAITCA OeTaslbHO B
pa3nenax 06 ypoBHSX 06CNy>XMBaHNA N CornalieHnsax 06 ypoBHe 00Cy)>KMBaHUSA.

Figure 7.7. areHT-cepBuc-3anpoc

+ 3 2 1 ou are inas Jane Smith m
DASHBOARD | TICKETS - ~HANGES | STATISTICS | CUSTOMERS  ADMIN Q,
SLA: 24/7
SLA Information
Back | Print
0812712012 10:57:21
v SLA 247 Jane Smith
Avalability UBI2?I2UTI2 11:03:43
Calendar3-24/7 Jane Smith
120 minutes
120 minutes
240 minutes
240 minutes
Associated Services
STATE SERVICE TYPE CRITICALITY CHANGED
| IT Management Svery high 08/27/2012 11:03:24
[ | End User Senvice 4 high 08/27/2012 11:00:31
| End User Senice 3 normal 08/27/2012 11:02:50
[ End User Senice 3 normal 08/27/2012 11:01:19
| IT Operational 4 high 08/27/2012 11:01:03
[ Back End 2low 08/27/2012 11:02:20
| IT Operational 2 low 08/27/2012 11:02:33
[ | IT Management Svery high 08/27/2012 11:03:09
[ | IT Operational Svery high 08/27/2012 11:02:06
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Chapter 8. YnpasneHue
NI3MeHeHUuaAMHU

YnpasneHue W3MeHeHMsaMu, cornacHo ITIL, 3To npouecc MNpPOXOXXLAEeHUd >STaros
BbIMOJIHEHNSA YCNYrUX, LeNbio KOTOPOro 3aks4daeTcs B ynpassieHun NT nameHeHuamu,
B TOM Yucse naaHNpoBaHus, OKYMEHTUPOBAHNA N peann3aLnm nocse yTBepX4eHUd n
odpopmaeHus. Llenbto npouecca ABNAETCA MUHMMN3ALNS HEFaTUBHbLIX NOCEeACTBUN 4NA
UT-MHPpaCcTpyKTYypbl, BHAaCTHOCTU, HA KPUTUYECKME CEPBUCHI, B pe3yfibTaTe NocrneLuHbIX
VAKX MJ0XO0 YMpaBASEMbIX NU3MEHEHUI NN NONPaBOK.

1. TpeboBaHua Mmoaynsa YnpasneHus
N3MeHeHusaAMHM

1.1. TpeOyeMblie KOMNETEHL UM

BHepopeHne OTRS:ITSM TpebyeT 3Ha4yuTeNbHOM TEXHMYECKOW KOMMNETEeHUUM W
MOAroTOBKU. [10 TEXHMYECKOW peann3aunmn, OCHOBHbIE 3JIEMEHTLI MpoLecca ynpaBsieHns
N3MeHeHNAMU, Takne, Kak notTpebHble NoTokn paboT/workflows, MeTpuKK, Nan oTHETHI,
DOJKHbI ObITb ONpeneneHs.l.

1.2. TexHU4Yeckume TpeboBaHus

Cnepylowee nporpamMMHoe obecneyeHune, MepeyucsieHHoe HuXke, Heobxogmmo ans
BHeApeHns moaynsa YnpasneHus UsmeHeHnsamMun;

1. OTRS Framework, version 6.0.1 or higher
2.ITSM "GeneralCatalog" package, version 6.0
3. ITSM "ITSMCore" package, version 6.0

Cnepylowme nakeTbl PEKOMEHAOYIOTCS, HO He oba3aTesbHbl, B 3aBUCMMOCTU OT
OaNbHENLWNX Lenen no BHeAPEHNIO:

ITSM "ITSMIncidentProblemManagement" package, version 6.0

ITSM "ITSMServiceLevelManagement" package, version 6.0

ITSM "ITSMConfigurationManagement" package, version 6.0

ITSM "ImportExport" package, version 6.0

2. Cxema YnpasneHuua NameHeHUssMU B
OTRS::ITSM

Peanusauunsa YnpasneHuna N3meHeHmamm B OTRS:ITSM onpepensetr M3meHeHMe Kak
n3MeHeHne cyulecTteyowen WUT uWHPpacTpyKTypbl, Hanpumep, YCTaHOBKA HOBOIO
Mo4YTOBOIO CepBepa.

MN3meHeHne, obbI4YHO, COCTOUT M3 HECKOoJbKUX nopa3amaHun, OTRS::ITSM no3sonser
3apaTb Jioboe KonnyecTBO nopa3afdaHui Ha WM3mMeHeHume. 3To Ha3sbiBaioT Work Or-
ders/3apavamn.
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Figure 8.1. change-workorder-schema

Workorder 2
Workorder 3
Workorder 4
Workorder S
Workorder n

—
-
)

O
e
O

4
-

g

3. BO3MOXHbIe posu noJsib3oBaTesnien

JocTtyn K Moayso YrnpassieHue M3MeHeHUsMU ynpaBaseTcs C MOMOLLbIO KOHLEenumuu
OCHOBaAHHOW Ha ponsAx. Tpebyemble ponu MNosb30BaTeNEN CO34alOTCA 4epes MaHesb
ApMmuHucTpaTopa OTRS, corflacHO COOTBETCTBYIOLLMX NpaB Nosib30BaTeNeln B rpynnax B
MoayJie YnpaBneHus U3MeHeHnaMu.
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Figure 8.2. otrs-permissions-roles

K

- Role

Agent

S

Queue 1
~—

ro, ¢, mv

mv’ owner + Queue 2

—
rw

5

Group 3 Queue 3

~——

Queue 4

Mpwn yctaHoBke OPM nakeToB nepedyncseHHblx B "Technical Requirements/TexHn4yeckunx
TpeboBaHMAX", coO34alOTCA FPYMMbl MOJib30BaTENEN, MEPEYNCSIEHHbIE HUXXe B Tabnuue:

Table 8.1. Ponu nonb3oBaTeneun

Ponb nonb3oBartens

JocTtyn v npaBa

itsm-change

YneHbl 3TOW rpynnbl  MMeKT [OCTyn
K ™Moaynwo YnpasneHune WM3MeHeHUAMN.
Bce noTeHUmManbHble areHTbl UCMOAHUTENN
3apay/Work Order Agents [o/mKHbI ObiTb
Ha3Ha4eHbl B 3Ty rpynny.

Bce N3meHeHns 7] BENER]Y
MOryT npocMaTpMBaTbCA 3TUMMK
Mosb30BaTeNAMMN.

itsm-change-builder YneHbl 3TOM rpynnbl MOryT CO34aBaTb

HoBble I3MeHeHnsa n 3adaym B CUCTEME.

Bce W3MeHeHMs 1 3agaydm  MoryT
npocMaTpmMBaTbCA YS€HaMM 3TON FPynnbl.

N3meHeHns 7] 3aga4n CO34aHHble
CospaTtenem WM3meHeHnn/Change Builder,
nnn Temu, KTO onpepesieH
VMEeLNMIN [ocTyn K co3faHuto
N3MEHEHUN, MOryT  pedaKTUpPOBaTbCH
3TMMW MOJIb30BaTENAMN.

itsm-change-manager

YneHbl 3TOoM rpynnsl MOryT CO34aBaTb
HoBble I3MeHeHnsa n 3amaym B CUCTEME.
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Ponb nonb3oBaTens

JocTyn v npaBa

Bce MW3meHeHMs wn  3apga4un  MoOryT
npocMaTpMBaTbCA YSeHaMn 3TOW rpynnol.

3TK nonb3oBaTesNn MOryT pefakTupoBaTb
BCce MI3meHeHnsa n 3apadn.

4. ba3oBaf nocysenoBaTeNibHOCTDb
pabotbi/Workflow

OcyuwiecTB/ieHNE W3MEHEHUs, BKJO4Yas Bce Tpebyemble 3afayvn, BbIMOJHATCS B
TUNoBon/6a30Bo NOCNEeA0BaTENbHOCTN PaboT MOKa3aHHOM HNXKE.

Figure 8.3. change-workflow

L ]

Creation of a change

L ]

Creation of needed work orders

L ]

Definition of conditions & actions

L ]

Execution of a change

€CC€C€4¢

5. CozpaHume HOBOro NameHeHus

5.1. ATpmOyTbl N3MeHeHus

Ina co3paHna HoBoro MiaMeHeHnsa 00XKHbI ObITh BBEOEHbI ciegylowne aTpubyThl:

Table 8.2. ATpubyTbl N3MeHeHun

ATpuoyT ObGsa3aTenbHOe nosne Moppo6Ho

Ha3BaHue Ha KpaTkoe onucaHuve /[ uMmA
N3meHeHusa

OnucaHwune HeT MonHoe TeKCToBoOEe
onncaHue N3meHeHN4

O6ocHoBaHuMe HeT TekcToBoOe nosicCHeHne
NPUYnH N3meHeHns.
OTBeTbLTE Ha BOMpPOC:
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ATpubyT

Obs3aTenbHOe nosne

Moppo6bHo

"KakoBbl byayT BeposiTHble
nocnencTeuns, ecnn
N3meHeHne He bynet
peannsoBaHo?"

KaTeropus

La

Onpepensert TIN
N3meHeHnsa, Hanpumep, "3
normal" n T.40.

BnnanHne

Hda

OnpepenseT 3pdekTbl naun
B/INSIHNE, KOTOPOE OKaxeT
N3meHeHne, Hanpumep, "4
high" v T.4.

MpuoputeT

Oa

Onpepensert npuopuTeT
N3meHeHnsa, Hanpumep, "5
very high", "3 normal" n 1.4.

CocTosHuMe

Oa

Mpn co3paHnnM nU3MeHeHus,
COCTOsIHNE
yCTaHaB/MBaeTCA
aBTOMaTUYeECKMN. Mpwn
penakTupoBaHMK yxe
cyuwecTBylowero
N3meHeHnsq, Co3spaTenb
n3meHeHuns/Change Builder
n MeHepoxep wnsMeHeHun/
Change Manager wMmoryT
€ro BbICTaBUTb BPYYHYIO.
LOCTynHble COCTOSHUA WU
pesynbTupytowine
COCTOSHUA oMnpenensanTCs
BCTPOEHHOM MawwnHown
CocTosaHunn/State Machine,
cMmoTpuTe Section 5.3,
“ MawwunHa COCTOSAHUNI
N3meHeHna ” [44].

3anpoleHHoe
BpemMsd/oaTa

(knnenTom)|HeT

Ecnm Heobxopgummo, 3TOT
aTpnbyT MoXXeT 6bITb
0EeaKTMBUPOBAH Yyepes
SysConfig gnsa 'ChangeEd-
it", 'ChangeAdd' n 'Change-
Zoom' wabnoHoB, N Nokasa
TpebyeMon KNMeHToM' aaThl
BbIMOJIHEHUS.

Bno>xxenune

HeT

3agaet BO3MOXXHOCTb
NnpuKpenJaeHuns
Heobxoaumoro anna unm
DOKYyMeHTa

5.2. MaTtpuua - Kateropua - BausHue -

NMpuopuTeT

Oona onpeneneHus

npuoputeTa WM3MeHeHUs

OTRS::ITSM

nomoraeTt Co3gaTento

N3meHeHnsa BbIbpaTb NMPUOPUTET Ha OCHOBaHWUM BCTPOEHHOW MaTpuubl, 6a3npyscb Ha
BBEAEHHbIX 3HAYEHUAX KAaTEropnum n BANAHNA U3MeHeHNs. NpeanoXXeHHbIn NpuopnuTeT
BCeraa MoxkeT ObiTb CKoppekTupoBaH Co3naTenem MameHeHUs.
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Figure 8.4. change-matrix

Priority allocation
IMPACT \ CATEGORY
1 very low
2 low
3 normal
4 high

5very high

Submit

1 VERY LOW
1 very low
1 very low
2low
2low

3 normal

2 LOW
1very low
2 low

2 low

3 normal

4 high

3 NORMAL

2 low vE

2 low
3 normal
4 high
4 high

-

-

-

-

4 HIGH
2low
3normal
4 high
4 high

5very high

5 VERY HIGH

3 normal -
4 high -
4 high -
5 very high -
5 very high -

3HayeHua Kateropuu, BnmsHus u MNprnopnteTa MMEOLLMECS B CUCTEME MOCSIe YCTAHOBKM,
MOryT ObITb M3MeHeHbl B ObuieM KaTanore/General Catalog agMUHUCTPaATOPOM CUCTEMBI.
Ona sTtoro BbibepuTe NyHKT MeHto "General Catalog/O6wwunin kaTanor" B naHenu

agMuHuncTpaTopa OTRS::ITSM.

5.2.1. ITSM::Change Management::Category

Mocne yctaHoBkK, OTRS::ITSM Change Management co3gaeT cieaytoLwmne 3HavyeHnsa gns
aTpubyTa KaTeropus, KoTopble MOXXHO BblOpaTh:

* 1 very low - o4eHb HM3KasA
* 2 low - HM3KaA

* 3 normal - HopMaJsibHas

* 4 high - BbicOKas

5.2.2. ITSM::Change Management::Impact

5 very high - o4eHb BbICOKas

Mocne yctaHoBkn OTRS::ITSM Change Management co3gaeT cnegytowme 3Ha4eHns gns
Boibopa onsa atpubyTta BamsaHue:

* 1 very low - 04eHb HM3KaA
e 2 low - HU3KaA

* 3 normal - HopManbHas

* 4 high - BbiCOKas

5.2.3. ITSM::Change Management::Priority

5 very high - o4eHb BbiCOKas

Mocne yctaHoBkn OTRS::ITSM Change Management co3paeT cnegytouime 3Ha4eHns gns
Bbibopa ond atpmubyTa MpuopuTeT:

* 1 very low - o4eHb HM3KaA
* 2 low - HM3Kas

* 3 normal - HopMaJsibHas
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* 4 high - Bbicokas

* 5 very high - o4eHb BbicOKas

5.3. MawuHa cocToaHUM N3MeHeHMA

OTRS::ITSM npepnaraeT MalnHy COCTOSHMIA, KOTOpas onpenenseT OENCTBUTESNbHbIE
COCTOAHUA W BO3MOXHbLIA pe3ynbTupylowmnn ctatyc W3meHeHusa. lMpu yCTaHOBKe
cucTeMbl co3paeTcs 6a30BbI BAapMaHT, OCHOBAHHbLIN Ha CnefyloLen norunke:

Figure 8.5. change-state-machine

canceled
requested

rejected

pending pir

pendin

N3meHeHna B MawunHe COCTOSHUNA MOryT 6bITb BbINOJIHEHBI afiMUHUCTPaTOPOM B €ro
MHTepdence 4yepes NyHKT MeHk "State Machine/MawwnHa cocTtosHun". COCTOAHMA ©
BO3MOXHbIE pe3y/ibTUpyloLwme cTaTyCcbl MOryT ObITb 3afaHbl 34ecb. B OTRS:ITSM 3To
nnncTpupyeTca Tabnnuen:
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Figure 8.6. uaMmeHeHMue-coCcTOsHUE-Nepexon,

Admin State Machine

Actions Overview over state transitions for ITSM::ChangeManagement::Change::State

Go to overview STATE NEXT STATE DELETE

- Requested
In Progress
Pending Approval
Rejected
Retracted
Approved
Rejected
Retracted
*END*
Retracted
In Progress
Canceled
Failed
Pending PIR
Retracted
Successful
Failed
Successful
*END*
*EMND*
*END*
*END*

EEE EECEECEEEEEEEEEE E L

Mpn HEOBXOAUMOCTN, OOMOJIHUTENbHbLIE COCTOSHUA MOryT ObITb 3afaHbl Yepe3 MeHo
"General Catalog/O6wunin Katanor" -> "ITSM::Change Management::Change::State".

5.4. OnpenenexHue Ponen y4aCTHUKOB /
MNepCOoHbI/COTPYAHUKU, CBA3AHHbIE C
N3MeHeHueM

Mocne BBOAa OCHOBHbIX AaHHbIX 3MeHeHus, B cekuun Involved Persons/BoBneyeHHble
COTPYOHUKKN OO/MKHbI BbITb onpefesieHbl COTPYAHUKN, NpUHUMatoWmMe y4yacTme B ero
peanusauun.

Figure 8.7. change-involved-persons

Involved Persons

# Change Manager: Jack Brown” <jack{@otrs.com=

*Change Builder: - jane Smith” <jane@otrs com=

Submit

Change Advisory Board

- = | Apply Template || Save this CAB as template

Add
Current CAB
TYPE LOGIN DELETE
Agent joe (Joe Johnson) m
Agent mary (Mary Mars) m
Customer claude (Claude Green) m

30ecb cucteMma npepnaraeTt yaobHbIn OOCTYyN KO BCEM MOOKJIOYEHHbIM KJIMEHTCKUX
635KeHO0B N areHTCcKkMx 6akeHOoB, Takux kKak b SQL wnu LDAP. Echn ykasaHo, MoXxeT
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6biTb onpepeneH CAB/KomMunTeT NO U3MEHEHUAM, C NoMoLlblo WwabnoHa BCTPOEHHOrO
CAB.

Table 8.3. BoBJsie4eHHble COTPYAHUKM

ATpubyT ObssaTtenbHoe none MoppoGHo

MeHen)xep N3MeHeHuns [a Ha3HavaerT npa.sa
MeHep)xepa N3meHeHnin
areHTy ans TeKyLero
N3meHeHuns.

CocTaBuTtenb N3MeHeHuns Oa Onpepensert areHTa,
KOTOpbIN 3amaeT n
BbINOJIHAET Tekyulee
N3meHeHne. lpun co3pmaHunm
HOBOIo N3meHeHns,
Tekywunn areHT

aBTOMaTUYeCKN CTAHOBUTCS
CocTaButenem WM3meHeHus/
Change Builder.

CAB - KomurteT rno|Het 3apaeT rpynny
N3MEeHeHnaM COTPYAHUKOB, KoTopas
MoXeT COCTOATb n3

KINEeHTOB N alreHToB.

5.5. CesA3biBaHue I3MeHeHUAa C 3anpocoM Ha
M3MeHeHue

Yepes wuHTepgenc OTRS, wncnosb3lysd, W3BECTHbLIA YXE, MexXaHU3M CBSA3blBaHMUA,
cucTeMa Mno3BosfeT cCBA3aTb lM3MeHeHMe C 3adBKOW. Takmm 06pa3oM, WUCXOLHbLIN
NCTOYHMK MN3MeHeHuns, T.e. 3anpoc Ha UN3meHeHne mnnu npobnema MoryT ObiTb JIErKO
NAeHTUUUNPOBaHSI.

Figure 8.8. change-rfc-relation

Change Management Incident- / Problem Management

Change

KpomMe ToOro, ectb BO3MOXHOCTb CO34aTb COOTBETCTBYHOLlIEE U3MEHEHME NpPAMO U3
3a8BKN B rpoueccax YnpasaeHna MHumgeHTamu, T.e. NpsSMO OTTyAda, 4YTO SABNSETCS
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ero UCTOYHMKOM. B 3TOM cnyyae, cuctema cosfaeT HenocpeACcTBEHHYIO CBSA3b Mexay
3a8BKON U lM3MeHeHueM. B HacTpomkax CUCTEMbl 3Ta BO3MOXHOCTb MOXeT [aHa
TONIbKO TeM areHTaMm, KOTopble MMelT rfpaBa Ha co3faHue lM3MeHeHUn. Takxe,
BO3MOXXHO OrpaHW4nMTb WUCMNosb30BaHMe Tuna 3aaBku "RfC", naB npaBa TOJIbKO TeM
areHTaMm, KOTopble nMelT A0oCTyn K YnpasneHutio NameHeHnamu. Obpatnute BHUMaHmne
Ha cnejylouwme napaMmeTpbl KOHpUrypaumu:

* Core -> Ticket -> ACL -> Ticket::Acl::Module###200-Ticket::Acl::Module
* Core -> ITSMChange -> ITSMChange::AddChangeLinkTicketTypes
* Core -> ITSMChange -> ITSMChange::RestrictTicketTypes::Groups

5.6. OnpepneneHue YC/NOBUM

BOTRS::ITSM Mo>HO 3afaBaTb YCJ/IOBUSS N OENCTBUS, OCHOBaHHble Ha aTpubyTax
N3meHeHnsa n/unn 3apa4dun. Yepes naHesib agMUHUCTPATOPa 3TN BO3MOXXHOCTU MOTYT
ObITb BKJIOYEHbI NN OTKJOYeHbl ona CocTaBnTens iameHeHWA.

Takxe, 34ecb MOXHO 3agaTb Workflows/Paboune npoueccel. Hanpumep, npouecc
nepesoja Bcero i3mMeHeHUs B cOCTOSAHMe "canceled/oTMeHeHO" nnm oTMeHy request re-
view / approval npn oTmeHe 3aga4un.

Figure 8.9. change-conditions

Condition

* Name:  Tgst Conditions

Any expression (OR) '@ All expressions (AND)

valid -

Expressions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 2012058283589400001 ~ Category - is - 4 high A m

Workorder = any - Workorder State is - Canceled - il

Actions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 2012058283589400001 ~ Change State - set - Canceled A m

Change - 20120828389400001 ~ Priority - set - 5very high - il

HeobxoonumMo OTMETUTb, YTO 3aflaHHble ycnoBua He BbINOJIHAKOTCA B onpeneieHHoOM
nopsagke; ckopee, OEeNCTBUSA BbINOJIHAOTCSA B TOM nopsanke, B KOTOpPOM OHU OblNV 3a4aHbl.

5.6.1. YcnoBusa poOCTynHbie Ha ypoBHe I3MeHeHu#

Cnepyowme aTpubyTbl MOryT ObITb MCMOJIb30BaHbI MpU onpeneneHnn YcnoBUA Ha
ypOBHe 3MeHeHu

Table 8.4. YcnoBusa poctynHblie Ha ypoBHe 3MeHeHUN

ATpubyTbl U3MeHeHun Jlornyeckue onepaTtopsl
3aTpayvyeHHoOe BpeMA is - ABNAeTCA
MnaHnpyemble pecypcbi??? is not - He aBngeTcA
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ATpubyTbl U3MEeHeHus

Jlornyeckue onepaTtopbl

is empty - nycto
is not empty - He nycTo
is greater than - 6onblwe 4yem

is less than - meHblLe 4YeMm

KaTeropus
ChangeBuilder - CoctaButens iameHeHns
ChangeState - CocTtosiHue N3meHeHus
BnusaHune

MpuoputeT

is - ABNngeTcsa

is not - He aBnseTcs

ChangeManager - MeHen)xep iameHeHns

is - aBngeTcs
is not - He aABnseTCH
is empty - nycTo

is not empty - He nycTO

ChangeTitle - 3aronosok NameHeHuns

begins with - Ha4ynHaeTCcA ¢
ends with - 3akaH4YMBaeTcs
contains - conepXxunt

does not contain - He cooepXxuT
is - ABnseTcs

is not - He aBnsaeTcs

is empty - nycto

is not empty - He nycTO

5.6.2. YcnoBua pOCTynHblie HA YpoBHe 3apau

Cnepytowme aTpnbyTbl MOryT NCMOJIb30BATbCSA MNPU 3a4aHUN YCNOBUIA Ha ypOBHE 3adan.

Table 8.5. YcnoBusa poctynHblie Ha ypoBHe 3apau

ATpubyT 3apaum

Jlornyeckue onepaTtopsl

3aTpayeHHoe BpeMs

MnaHupyeMble pecypcbi???

is - ABnsAeTcA

is not - He aBnseTcs

is empty - nycTo

is not empty - He nycTo

is greater than - 6onblie 4yem

is less than - MeHbLLe 4YeMm

WorkOrderNumber - Homep 3agayn

is - apngeTcs
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ATpubyT 3apaum

Jlornyeckue onepaTtopbl

is not - He aBnseTcsA
is greater than - 6onbwe yem

is less than - MeHblLLe 4YeMm

WorkOrderState - coctosHne 3agaymn
WorkOrderType - Tun 3aga4n

WorkOrderAgent - AreHT an4 3agadu

is - aBngeTcs

is not - He aBnsaeTcH

WorkOrderTitle - 3aronosok 3aga4un

begins with - Ha4ynHaeTcs ¢
ends with - 3akaH4nBaeTCA
contains - cooepxumT

does not contain - He cogepXxuT
is - ABnAeTCs

is not - He aBnseTcs

is empty - nycTo

is not empty - He nycTo

5.7. OnpepneneHve BenCTBum

Mocne Toro, Kak Bce ycnoBus 3agaHbl, OTRS:ITSM no3sonset onpenenutb ntoboe
KOJINYEeCTBO OENCTBUN, KOTOpPble HEOBXOANUMO BbINOJIHUTL MO TeKyleMy V3MeHeHUo n
BCceM/oaHoM 3ajaye Tekyllero NiamMmeHeHuns.

5.7.1. lencTtBMA AOCTYNHbIEe Ha YpoBHe N3MeHeHun

Cnepyowme enctemna MoryT ObiTb BbINOJIHEHLI A8 06bekToB/aTpubyTOoB MI3MeHeHuUs.
OnepaTtop '"set" no3BonseT YyCTaHOBUTb 3HayeHue BbibpaHHOro aTpmbyTa, ecam
3afaHHoe ycnoBue BepHo. C opyronm cTopoHsbl, onepaTop "lock" 6noknpyeT BbibpaHHbIN
aTpnbyT Ha BCe BpeMs, NOKa yC/I0BME BEPHO, T.€. py4yHOe ero uaMmeHeHne HeBO3MOXKHO.

Table 8.6. [lencTBuA BOCTYNHbIe Ha ypoBHe 3MeHeHu#

ATpubyTbl U3MeHeHun JencrBue

KaTeropus YCcTaHOBUTb

BnusaHune

MpuoputeTt

ChangeState - CocTtosiHne N3ameHeHns YcTaHoBUTbL
3abs10kMpoBaTh

5.7.2. [lencTBMsa OONYyCTUMbIE HA YPOBHe 3apauu

Cnepyowme OencTtBus MoOryT ObiTb BbIMNOJSIHEHbI 0719 00bekTOB/aTpMbyToB 3agayw.
OnepaTtop "set" no3BonsieT YCTaHOBUTb 3HayeHue BblOpaHHOro aTpubyTa, ecam
3aflaHHOoe ycnoBue BepHo. C apyron cTopoHbl, onepaTop "lock" 61oknpyeT BbiOpaHHbIN
aTpmnbyT Ha BCe BpeMs, NMOKa yCJ/IOBNE BEPHO, T.€. PyYHOE €ro U3MeHeHNne HEBO3MOXKHO.
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Table 8.7. JlencTtBma AonycTuMbie Ha YpPOBHe 3anaydm

ATpubyT 3apaum Jencrteue
WorkOrderState - coctoaHne 3agayun YCcTaHOBUTDL
3abnokupoBaThb

5.8. MNMepeycTaHoBKa (OTCpoYKa) BpeMeHM
Hayana / OKkoH4YaHusa N3MeHeHun

Ha npakTuke, 6biBaeT HeobxooMMO NepecMoTpeTb BPEeMS Havajlla WM OKOHYaHusA
M3meHeHnsa. Cuctema nossonsetr CocTtasuteno W3MeHeHUs oOcCywecTBUTb 3TO C
nomoLbto onuum "Move Time Slot/CaBuHyTb BpeMeHHble rpaHuubl”.

Mcnonb3ya nong Bbl60pa, CocTtaButenb M3MeHeHUs mMMeeT BO3MOXHOCTb COBUHYTb
rpaHuvLbl N1aHUpyemoro speMeHHoOro nepmnofa ocyuiecteneHus NsmeHeHus

Figure 8.10. change-move-timeslot

Move Time Slot Change# 201208283894000012

Planned Start -
08 v/20 /2012 - - 09 --00 -

Move

6. Co3paHuve 3apaum

BHyTpu i3MeHeHUs, cuctema npegnaraet onuuto "Add Work Order/OobaBuTb 3agavy”,
MO3BONAIOLLYIO CO34aTb Ntoboe KoNmM4ecTBo Noa3anay (3agay) cBA3aHHbIX C BbiIOpaHHbIM
N3MeHeHnem.

6.1. ATpuOyTbl 3apaum

Byayun cospmaHHbIM, U3MeHeHne npencTtaBnseT coboll KOHTENHep Ans onpeaeneHus
noasagad T.e. 3adad, U 3TK 3a4a4m MoryT bbiTb 3aaaHbl CocTaBuTeneMm UsmeHeHus.

Table 8.8. ATpubyTbl 3agauu

ATpuoyT ObGsasaTenbHoOe none MoppobHo

Ha3BaHue Oa KpaTkoe onucaHune / wnms
3apayn.

NHCTpYKLMSA HeT MonHoe TEeKCToBOE

onucaHne 3anayn.

Tun 3agayn [a Cnucok pna Bbibopa Tuna
3akasa, T.e. yTBepXAeHus,
nopanok pabota, PIR n 1.4.
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ATpubyT

Obs3aTenbHOe nosne

Moppo6bHo

KaTeropus

Oa

Onpepensert TN
N3meHeHnsa, Hanpumep, "3
normal" n T.4.

BnansaHune

Oa

OnpepenseT
3PPEKTUBHOCTb nnn
B/INSAHNE, KOTOPOE OKaXeT
N3meHeHNe, Hanpumep, "4 n
BbilLe", n T.4.

MpuoputeTt

Oa

Onpepensert npuoputeTt
N3meHeHNs, Hanpumep, "5
very high", "3 normal" n T.4.

CocTosHuMe

La

Mpn co3gaHNM N3MEHEHUSH,
COCTOSIHME
yCTaHaB/IMBaeTCA
aBTOMATUYECKMN. Mpw
penakTUpOBaHMK yxe
CYLWeCTBYOLLErO
MN3mMeHeHNns, Co3paTenb
n3meHeHna/Change Builder
n MeHepXxep W3MeHeHUN/
Change Manager M™oryT
€ro BbICTaBUTb BpPYYHY!IO.
[JOCTyrnHble COCTOSHUA WU
pesynbTupytoLline
COCTOSHUS OoMpenensatTCs
BCTPOEHHOMN MaLlunHom
CocToaHunn/State Machine,
cMoTpuUTE Section 5.3,
" MawwHa COCTOSIHUI
N3meHeHns " [44] .

3anpoLlueHHoe
BpeMs/naTa

(knueHTOM)

HeT

Echm  Heobxoommo, 3TOT
aTpnbyT MOXXeT ObITb
0eaKTUBMpPOBaH yepes
SysConfig ana 'ChangeEd-
it", 'ChangeAdd' n 'Change-
Zoom' wabsoHOB, 1 NOKa3a
TpebyemMon KnMeHTOM' faThl
BbIMOJIHEHUS.

BnoxeHune

HeT

3apaeT BO3MO>XHOCTb
npuKpenneHns
Heobxoaumoro anna wuam
JOOKYMEeHTa

B pononHeHue K 3TuUM aTpubyTaMm, Ha3HayYeHHbIN 3afdaye areHT MoxXeT cobpaTb
aTpubyTbl NCNOJIb3Ys BO3MOXHOCTb "Report/OT4yeT/PanopT" KoTopas noapobHO onncaHa
B pa3zgene "Work Order Agent Report/OT4yeT areHTa no 3apave".

6.2. Tun 3apaum

Cnepytowme 3HayeHns atpmbyTta "Work Order Type/Tun 3agayun" nmewTCs B CUCTEME

nocne yctaHosku OTRS::ITSM YnpasneHne NameHeHUAMN:

* YTBepXXaeHune

e 3ahava
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* [naH oTKaTa
* PeweHue
* PIR (Post Implementation Review/AHann3 nocse BbINOJHEHNS)

AOMUHUCTPATOP MoXeT cBOOOAHO onpenensTb W 3afaBaTb Tunbl 3aday, a Takxe
n0o6aBNaATb HOBbIE.

6.3. MawuHa COCTOAHMM 3apmaum

OTRS::ITSM npegnaraetT MawunHy COCTOSHUI, KOTOpasa onpenenset OEeNCTBUTESIbHbIE
COCTOSAAHNA U BO3MOXXHbIN pe3ynbTUpYyoWnin ctaTtyc 3agadun. Npn ycTaHOBKE CUCTEMBbI
co3paeTtcs 6a30BbI BapUaHT, OCHOBAHHbLIA Ha Cnenytollen oruke:

Figure 8.11. change-workorder-state-machine

ready

e
acce tej/

inprogress
A g nlnsed

nnlled

cr d

N3meHeHna B MawunHe COCTOSHUNA MOryT 6bITb BbINOJIHEHBI afMUHUCTPATOPOM B €ro
MHTepdence 4Yyepes NyHKT MeHt "State Machine/MawmnHa cocTtosHUR". COCTOSAHUA ©
BO3MOXKHbIE pe3yfbTupylowme cTaTyCbl MOryT ObITb 3afaHbl 34eck. B OTRS:ITSM 3710
nnnacTpupyeTca Tabnnuen:

Figure 8.12. change-workorder-state-transition

Overview over state transitions for ITSM::ChangeManagement:‘WorkOrder -State

STATE MEXT STATE DELETE
Created
Accepted
Canceled
Ready
Canceled
Canceled
In Progress
Canceled
closed
*END*
*END*

CEELEEEELELELEL

52



OTRS

Real Services

Mpn HEObXxoAUMMOCTN, AOMOJIHUTENIbHLIE COCTOSHUA MOryT ObITb 3aJaHbl Yepe3 MeHo
"General Catalog/O6wunin KaTanor" -> "ITSM::Change Management::WorkOrder::State".

6.4. Ha3zHavyeHMe areHTta 3apaue

Kaxpgon 3apadye MoxeT ObiTb Ha3HadeH "Work Order agent", T.e. COTpyOHUK,
OTBETCTBEHHbIN 3a BbIMOJIHEHNE 3afauun.

Cuctema npegnaraeT AOCTYN KO BCEM MOAKJIIOYEHHBIM areHTaM. BaKHO MOMHUTbL, 4YTO
oTo6parkaloTCs TONbKO areHTbl UMeloLLMe NoJIHble NpaBa B rpynne "itsm-change".

Figure 8.13. change-workorder-agent

|

Jack Brown” =jack@otrs.com= (4)
Jane Smith” =jane@otrs.com= (2)
Mary Mars™ <mary@otrs.com= (5)
Admin OTRS™ <root@localhost= (1)

6.5. OT4yeT areHTa no 3agaue

Ha3HayeHHbIA 3ajavye areHT MOXXET [OKYMeHTMPOBaTb BCHO CBfA3AHHYD C ee
BbIMOJIHEHNEM MHMOPMALINIO, TaKYIO0 KaK KOMMEHTapuu, akTUYeckoe BpeMs Havasa u
OKOHYaHUA 3ada4un, TpebyeMoe BpeMs U COCToAHME,

Figure 8.14. change-workorder-agent-report

Report
Report: - - == I = |[ =
IB I U e | == = EEEE R #h
: Format - | Font * | Size ~|| g~ | dg- | o7 || [E] Source
State: Created | &

ee—

Save

6.6. CBA3biBaHMe 3apau C
KoHdpurypaumoHHbIMU eaUHULAMM /
CepBucamm

B 3apmayax, OTRS::ITSM ponyckaeT cBsi3blBaHWE C APYrMMM obbekTaMu.

B cTaHOapTHOWN ycTaHOBKe, 3aAa4qn MOryT O6biTb CBA3aHbl CO C/IeAyOWNMM 06 bEKTAMN:
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* Cls - KOHurypaunoHHble eanHULbI

* Cl-Knacc Computer/KoMmnbloTepsbl

¢ Cl-Knacc Hardware/O6opynoBaHue

» Cl-Knacc Location/MecTonosioxeHue

* Cl-Knacc Network/CeTb

¢ Cl-Knacc Software/lporpammHoe obecrnevyeHune
* CepBucsl
* 3a8BKMU

These settings are defined via SysConfig under "Core -> LinkObject" and can be extended
when desired.

6.7. CoxpaHeHuMe 3apaym Kak LWabnoH

3anadva mMoxeT BbITb CoOXxpaHeHa B KadecTBe wWabnoHa, ncnonb3ysa onuuto "Template”
BHYTPW npouecca co3gaHus 3agaqn.

OvanoroBoe okHO noTpebyeT oT Co3aaTtens MI3MeHeHWs NPUCBOUTL UMS LLIAGIOHY 1, Mpn

HeobX0ANMOCTM BHECTM KOMMeHTapun. Mpu Bbixoae U3 AManora Ha>kaTUeM Ha KHOMKY
"Add/OobaBuTb" 3agadva 6yaeT AOCTYMNHa Kak WabaoH npyn co3aaHnM HOBOM 3agadn.

Figure 8.15. change-workorder-template

Template Name: | prayision new server
Comment: | standard template for provisioning new servers
ResetStates: [

validity.  yalid -

6.8. YpaneHue 3apaum

Co3paTtenb N3mMeHeHNa MOXXeT yaannTb 3a4ady NOKa Ha Hee HeT CChIJIKK B YCI0BUM (CM.
pa3sgen "Defining conditions/HacTponka Ycnosuin").

Figure 8.16. change-workorder-delete

Delete Workorder# 201208283894000012-2 Ed
You can not delete this Workorder Itis used in at least one Condition!

This Workorder is used in the following Condition(s):

Check WorkOrders
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7. NMpocMoTp copep>XaHua N3MeHeHuUA

MNocne co3pgaHnsa N3mMeHeHUsa n CBA3aHHbIX C HAM 3adayd, CUCTeMa OaeT BO3MOXXHOCTb
npocmoTpa WHoOpMauunm, cBA3aHHOW C WM3MeHeHmeMm, BKJKOYas COOTBETCTBYyHOLLME
3agayn, CBA3aHHbIE 3a89BKN N KOHPUIYPaLMOHHbIE € GUHNLIbI.

Figure 8.17. change-zoom

Change#: 201208283894000012 — Replacement of VPN server in HQ

Change Information
Back | History | Print | Edit | Involved Persons | Add Workorder | Conditions | Link | Mowve Time Siot | Template:

—1 Request
oaf2oi2012C
1
08/30/20121
i
08/20/2012 08/22/2012 08/24/2012 08/26/2012 08/28/2012 08/30/2012 -
03:00:00 10:48:00 12:35:00 14:24:00 18:12:00 18:00:00
- 1001420121
¥ Change - Replacement of VPN server in HQ
The VPN server should be replaced by a new one. Add some lines here. 300.00
The current server is getting too old and slow. 0.00
3 normal
3 departmen
4 high
jim (Jim Use
jack (Jack Br
¥ Linked: Configltem (Computer)
jane (Jane 5
INCIDENT STATE CONFIGITEM# NAME DEPLOYMENT STATE CREATED LINKED AS
. e joe (Joe Johr
| S1245 Production 08/28/2012 10:45:59 Normal
- §4522  Planned 08/28/201210:48:09  Normal pc=ni

The defined Work Orders are numbered in order of their planned execution and displayed
in a timeline. The color of the displayed Work Order in the timeline reflects their type,
and can be customized via SysConfig "Frontend -> Agent -> View -> ITSMChangeZoom -
> |[TSMChange::Frontend::AgentITSMChangeZoom###WorkOrderGraph" as required.

CucteMa co3paeT OBe MNosockl Ha 3agadvy Ha Anarpamme MiameHeHus. BepxHsas, 6bonee
TeMHas, oTpakaeT 3anjlaHNPOBaHHOE BpeMsa peanusaunm 3agadn, Torga Kak HUXHAS,
6osiee cBeTNaa NOM0Ca OTPaXkaeT pakTUYeCcKmne 3aTpaThl BpEMEHW peann3saumnm 3agaydn.

CTaTycC Ka)xaon 3ajaym npencrtaBieH "ceeTodopammn”, Kak 3TO BUAHO Ha crenylowem
pUCYHKe:

* Cepblin - 3apada "created/cospaHa"
* XenTbin - 3agada "pending approval/oxxunpgaeTt yTBepxgeHusa"
* 3eneHbln - 3agada "closed/3akpbiTa/3aBepLlueHa”

* KpacHbIn - 3agada "canceled/otmeHeHa"
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Figure 8.18. change-timeline

| Change#: 201208283894000012 — Replacement of VPN server in HQ

Back | History | Print | Edit | Involved Persons | Add Workorder | Conditions | Link | Move Time Siot | Template

[ |

[ -

[ |
082002012 DEZ22012 08/24/2012 02i26/2012 Darzarzniz 083002012
05:00:00 10:48:00 12:36:00 14:24:00 16:12:00 18:00:00

¥ Change - Replacement of VPN server in HQ

The VPN server should be replaced by a new one. Add some lines here.
The current server is getting too old and slow.

8. OTtobpakeHue N3MmeHeHun

OTRS::ITSM npenocTtaBnaseT pa3aim4yHblie cnocobbl NnpocMoTpa Mi3MeHeHnn CoXpaHeHHbIX
B cucteme. [locTyn K 3TuM cnocobam, Mo >enaHuto, MoxXeT BbiTb OTKJ/IOYEH.

8.1. O6G30p U3MeHeHu#

Bce N3meHeHnsa oTobpaxkaloTcsa Ha 3kpaHe ob63opa M MoryT 6bITb OTCOPTUPOBaHbLI B
ybbIBaloLWEeM UK BO3pacTatoLLleM nopsaake no KojoHkKaMm aTpubyTos.

Figure 8.19. change-overview

Overview: Changes: All

Requested 3 | Pending Approval 0 | Rejectsd 0 | Approved 0 | inProgress 0 | PendingPR O | Successful0 | Faied 0 | Canceled 0 | Retracted 0 [
1-30f3 |
STATE | cHanges ¥| CHANGETTLE | CHANGEBUIDER | WORKORDERS | CHANGE STATE | PrIORTY | PLANNED START | PLANNED END
Replacement
08/20/2012 0813042012
= 201208283894000012 = of VPN server  jane (Jane Smith) 3 Requested 4 high
09:00:00 18:00:00
in HQ
Migrate
OTRS test
[ 201208283894000021 R jane (Jane Smith) 0 Requested 2 low
environment
to 3.2 bet..]
Implement
OTRS3 . .
[ 201208283894000031 . N jane (Jane Smith) 0 Requested 3 normal
interface with
SAP Soluti...]

The columns can be defined via SysConfig "Frontend -> Agent -> View -> ITSM-
ChangeOverview -> ITSMChange::Frontend::AgentITSMChange###ShowColumns" with
the following available attributes:

Table 8.9. 0630p usMmeHeHun

ATpubyT AKTUBHO Moppo6bHo

ActualStartTime HeT Data wn BpeMa Hayvana
peanunsaunm NameHeHns

ActualEndTime HeT JaTta ”n BpeMa OKOH4YaHUA
peanunsauunn NameHeHns
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ATpubyT AKTUBHO Moppo6bHo

KaTteropus HeTt KaTeropus nnn T™MN
N3meHeHns

ChangeBuilder Oa Nmsa co3paTtensa 3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHepn>xepa
N3meHeHns/Manager's
name

ChangeNumber Oa CreHepupoBaHHbIi
cucTemonm HoMmep
N3mMeHeHusa

ChangeState Oa CocTosHMe N3meHeHUs

ChangeStateSignal Oa NHonkaTop COCTOSAHUA
N3meHeHuns,
oTobparkaemsblii Kak
"cBeTohop"

ChangeTitle Oa Nmsa N3meHeHns

Bpems co3paHug HeT Data n BpemMA co3gaHuUs
N3meHeHusa

BnusHue HeT Oxnpaembin  3hdekT oT
N3meHeHns

PlannedStartTime Oa MnaHnpyemsbie naTa "
BpeMs Havajia peanvsauumn
N3meHeHns

PlannedEndTime Oa lMnaHnpyembie faTta 1 Bpems
OKOHYaHUs peannlaunmn
N3meHeHunsa

Mpuoputer HOa MpuoputeT NUameHeHNs

RequestedTime HeT 3anpoLllieHHoe KJINEHTOM
BpeMms peanusauunmn
N3meHeHns

CepBuchl Oa CepBucChl, 3aTparmBaemsble
N3MmeHeHnem

WorkOrderCount Oa KonnyectBo 3apad,
OTHOCALWMXCSA K N3MeHeHnto

Additionally, the Change Overview can filter and display changes according to various
attributes. The following filters are available and can be defined via SysConfig "Fron-
tend -> Agent -> View -> ITSMChangeOverview -> ITSMChange::Frontend::AgentITSM-

Change###Filter::ChangeStates":

Table 8.10. ®unbTpbl 0630pa N3MeHeHU#

ATpubyT

Moppo6bHo

requested - 3anpoLLeHo

OTobparkatoTca Bce U3MeHeHUA, nmeroLme
cTaTyc "requested"

pending approval - oXxugaeTt yTBep>XaAeHuns

OTobparkatoTca Bce U3meHeHUA, nMeroLLme
cTaTyc "pending approval'

rejected - oTBeprHyTo

OTobparkatoTca Bce U3MeHeHUA, nMeroLme
cTaTyc "rejected"
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approved - yTBEpXAEHO OTobparkatoTca Bce U3MeHeHUA, nmeroLme
cTaTyc "approved"

in progress - B paboTe OTobparkatoTcs BCce MIaMeHeHMS, nMmeoimne
cTtaTyc "in progress"

successful - ycneuwHo OTobparkatoTca Bce U3MeHeHUA, nMeroLme
cTaTyc "successful"

failed - Heypa4HO OTobpaxkatloTcs BCce MIaMeHeHns, nmetoLine
cTaTyc "failed"

canceled - oTMeHeHO OTobparkatoTca Bce U3MeHeHUA, nmeroLme
cTaTyc "canceled"

retracted - oTkasaHo OTobparkatoTca Bce U3meHeHUA, nMeroLLme
cTaTyc "retracted"

8.2. PacnucaHve U3MEeHeHUuu

B o630pe pacnuncaHus MameHeHun oTtobpakatoTcs Bce M3mMeHeHUs, nmeowmne ctaTyc
"approved/yTBepXAeHo", T.e. HaxoOATCA B o4depeawn Ha peanusayuto. MHdopmauyns
MOXXeT ObITb OTCOPTUPOBAHa MO 3HaYeHNAM aTpMOYTOB B KOJIOHKaX B BO3pacCTaloLleEM
nnn ybbiBalowWeM nopaake:

Figure 8.20. change-schedule

Overview: Change Schedule: Approved

Approved 3 B
1-30f3 | E
STATE | CHANGE# | cHANGETWLE | CHANGEBUILDER | WORKORDERS | CHANGESTATE | PRIORTY | PLANMED START & | PLANNEDEND

Replacement

[ 201208283894000012 of VPN server  jane (Jane Smith) 3 Approved 4 high
inHQ
Implement
OTRS

[ | 201208283894000031 jane (Jane Smith) 0 Approved 3 normal
interface with
SAP Solutil...]
Migrate
OTRS test

[ | 201208283894000021 . &5 jane (Jane Smith) 0 Approved 2 low
environment

t0 3.2 bet]..]

08/20/2012 08/30/2012
09:00:00 18:00:00

The displayed attributes can be defined via SysConfig "Frontend -> Agent -> View
-> |TSMChangeScheduleOverview -> ITSMChange::Frontend::AgentITSMChangeSched-
ule###ShowColumns":

Table 8.11. PacnucaHue uaMeHeHUn

ATpubyT AKTHUBHO MoppoGHo

ActualStartTime HeT Data v BpeMa Hadana
peanunsauunn NameHeHNs

ActualEndTime HeT Data n BpeMa B KOTopble
peanusauus N3meHeHuns
Oblna 3aBeplueHa

KaTteropus HeT KaTeropus nnm T™MN
N3meHeHnA

ChangeBuilder Oa Nmsa co3paTensa 3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHepn>xepa
N3meHeHnsa/Manager's
name
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ChangeNumber Oa CreHepupoBaHHbIN
cucTemon HoMep
N3MeHeHns

ChangeState Oa CocTtosaHne UameHeHNs

ChangeStateSignal Oa NHonkaTop COCTOSHUS
N3meHeHns,
oTobparkaeMmblii Kak
"ceeTohop"

ChangeTitle Oa Nma N3meHeHns

BpeMsa co3paHua HeT Data wn BpemMsa co3gaHus
N3mMeHeHnsA

BnunaHue HeT Oxupgaemblin 3ddekT oT
N3meHeHnsA

PlannedStartTime Oa MnaHnpyemsbie haTa n
BpPeMsi Hayajla peanamsauunmn
N3meHeHnsA

PlannedEndTime Oa MnaHupyeMmble faTa n BpeMms
OKOHYaHus peannsaunmn
N3meHeHns

MpuoputeT Oa MpuoputeT N3MeHeHUs

RequestedTime Het 3anpoLueHHoe KJINEHTOM
BpeMms peannsaunmn
N3meHeHnsA

CepBucsl Oa CepBuUChbl, 3aTparmMBaeMsble
N3meHeHnem

WorkOrderCount Da Konnyectso 3apauy,
oTHOCAWMXCA K U3MeHeHunto

8.3. PIR - Post Implementation Re-
view/AHanus3 nocjse BbiNOJIHEHUSA

9T0oT 0630p oTObparkaaeT 3afdaym Tuna "PIR" KOoTOpble MOryT ObITb OTCOPTUPOBAHLI B
ybbIBatoOLWEM UM BO3paCcTaloLEM MOPSAKE MO 3HAYEHNAM B KOJIOHKaxX aTpubyToB.

Figure 8.21. change-pir

Overview: PIR: All

m Accepted 0 | Ready 1 | In Progress 0 | cloged 0 | Canceled 0 =3

1-1of1 |
STATE | WORKORDER# | WORKORDERTTLE | CHANGETTLE | WORKORDERAGENT | WORKORDER STATE || PLANMED START | PLANNED END

Replacement
Postimplementat 0910712012
= 201208283804000012-4  Cor PISMEMEION e up server Ready 09/03/2012 09:00:00
Review inHa 16:00:00

The columns to be displayed can be defined via SysConfig "Frontend -> Agent -> View
-> ITSMChangePIROverview -> ITSMChange::Frontend::AgentITSMChangePIR# # #Show-
Columns™:
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Table 8.12. PIR - Post Implementation Review/AHanu3s nocne

BbIMOJIHEHMUA

ATpubyT AKTUBHO MoppoGHo

ActualStartTime HeT Data wn BpeMa Hadana
peanunsauunn NameHeHns

ActualEndTime HeT Data n BpeMa B KOTOpble
peanusauus N3meHeHuns
Oblna 3aBepLUeHa

KaTteropus HeT KaTeropus nnm T™MN
N3meHeHnA

ChangeBuilder Oa Nmsa co3paTensa 3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHen>xepa
N3meHeHns/Manager's
name

ChangeNumber HeTt CreHepupoBaHHbIi
cucTemonm HoMep
N3meHeHns

ChangeState HeT CocTtosaHune NsmeHeHNnsA

ChangeStateSignal HeT NHankaTop COCTOSAHUSA
N3meHeHunsq,
oTobparkaemblii Kak
"ceeToop"

ChangeTitle Oa Nma N3ameHeHNA

Bpems co3paHus HeT OaTta wn Bpemsa co3fgaHus
N3meHeHns

BnusaHune HeT Oxnpaembin ekt oT
N3meHeHnsA

PlannedStartTime Oa MnaHnpyemblie naTa "
BpeMs Havajla peanmsauumn
N3meHeHnsA

PlannedEndTime Oa MnaHnpyembie faTta v Bpems
OKOHYaHus peannsaunmn
N3meHeHns

Mpuoputer Oa MpunoputeT UsmeHeHNs

RequestedTime HeTt 3anpoLlueHHoe KJINEHTOM
BpeMs peannsaunm
N3meHeHnsA

Cepsucel Oa CepBuchbl, 3aTparmeBaeMble
N3meHeHnem

WorkOrderAgent [a AreHT, Ha3HaYeHHbLIN AN
PIR

WorkOrderNumber Oa Homep 3apauu

WorkOrderState Oa Konunyectso 3agav,
OoTHOCAWMXCA K 3MeHeHuno

WorkOrderStateSignal HeT LiseT "cseTogopa"
oTobpakatoLwmin cTaTyc
3aga4u

WorkOrderTitle [a Nmsa 3apayn
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AKTUBHO

Moppo6bHo

WorkOrderType

HeT

Twun 3agayn

8.4. LLlaGsnoH

9ToT 0630p oTOGpakaeT BCce co3AaHHble LWabsfoHbl

B cucrteme. AreHT wuMmeeT

BO3MO>XHOCTb OTCOPTUPOBATb MH(POPMALINIO MO COAEP>XKMMOMY KOJIOHOK B yObiBatoLLIEM
U1 BO3pacTalolleM nopsiake.

Figure 8.22. change-template

Overview: Template: All

Filter

All (1) | Change (0) | Workorder (1) | CAB (0)
| NAME | Tvee | COMMENT

S < |

| DELETE | cREATED BY | cRreatED

Provision new server Workorder Standard template for provisioning new servers

m jane (Jane Smith) 2012-08-28 11:48:32

The columns to be displayed can be defined via SysConfig "Frontend -> Agent -
> View -> ITSMChangeTemplateOverview -> ITSMChange::Frontend::AgentITSMTempla-
teOverview###ShowColumns":

Table 8.13. LLla6bnoH

ATpuoyT

AKTUBHO

Mopnpo6Ho

KTo u3MeHun

HeT

JIorMH areHTa, KOTOpbIN
nocsaegHnUmM U3MeHWnN
wabnoH

BpeMsi n3MeHeHuUs

HeT

Hata »n BpemMsA nocnegHero
N3MEeHeHUs

KoMMeHTapui

Oa

KoMMeHTapun / onucaHue
wabnoHa

KeMm co3paHo

HOa

JlormH areHTa, KOTOpbLIN
co3pnan wabnoH

BpeMmsa co3paHua

Hda

HaTta u BpemMs co3gaHus
wabnoHa

Ypanutb

Oa

Oonuwnsa yaoaneHus
BbibpaHHOro wabnoHa

[//IVE]

Oa

Nma wabnoHa

TemplatelD

HeT

BHYTpeHHNIN
naeHTudunkaTop wabnoHa B
6ase OaHHbIX

Tun

Ha

Tun wabnoHa

fencTBUTENbHbIN

Oa

3apaeT 3HayYeHune
OEeNCTBUTENIbHOCTU
wabsoHa
(pencTBuTeNbHLIN,
HeoenCTBUTENbHbIN "
BPEMEHHO
HeOenCTBUTENbHbIN).
HepencrtBuTenbHbIN/

BpemeHHO
HeoenCTBUTENbHbIN
LwabnoHs.I He MOryT
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Moppo6bHo

MCMOJIb30BaThCH
Co3paTtensaMmm iameHeHnin.

After installing the Change Management module, the following template types are
available in the system. These can be defined via SysConfig "Frontend -> Agent -
> View -> ITSMChangeTemplateOverview -> ITSMChange::Frontend::AgentITSMTempla-
teOverview# # #Filter::TemplateTypes":

Table 8.14. Tunbl WwadbnoHoB

ATpuoyT Moppo6bHo

ITSMChange LWabnoHbl ana UsmeHeHNn

ITSMWorkOrder LabnoHbl onsa 3apay

CAB LLabnoHbl ansg KomuteTa no
MN3MeHeHnam

8.5. NMouck

Ona noucka W3sMeHeHMW n 3apay, yAOBJIETBOPSAOLWMX oOnNpefesieHHbIM KPUTepUusmM,

CMCTeMa MMeeT CcrneuunanbHylo GQYHKUMIO MouckKa,

aTpubyTax noucka:

Figure 8.23. change-

Search

Table 8.15. LLla6noH

search

- - | Create Mew

5
f==
L

»

Requested
Pending Approval
Rejected
Approved

In Progress -

m

P
L=
L

Brown Jack (jack) -
Johnson Joe (jog)

Mars Mary (mary)

OTRS Admin (root@localhost)

Smith Jane (jane) =

Change Title - (¥

Mormal -

Run Search

OCHOBaHHYIKO Ha cneayrwnx

ATpubyT

Moppo6GHo

Change#

Monck no
3BE3/004Ka

(")

HoMepy W3MeHeHus;

3HakK
MOXeT WnCnoJib30BaTbCA

KaK 3HaK nogcTtaHoBku/wildcard
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ATpubyT

Moppo6bHo

ChangetTitle - 3aronosok MameHeHuns

Monck W3MeHeHMs no 3aroJioBky wunun
nMeHm

3aros10BoK 3anayu

Monck no 3arosioBKy/MMeHN 3agadun

CABAgent Monck no 4neHam CAB, 3adaHHbLIM B
cucTeMe Kak areHT

CABCustomer Monck no 4neHam CAB, 3adaHHbIM
B cucteme Kak KJINEHT. 3nechb
paboTaeT yHKUMSA aBTO3aBepLUEHUS,
npegnaratoulias BapUaHThI npu

3anoJiHeHn nons gJas BBOAA KJIMEHTa -
yneHa CAB

OnuncaHune N3meHeHus

Mounck B mosie onncaHmsa NameHeHuns

Ob6ocHoBaHMe N3meHeHus

Mownck npuinHe/obocHoBaHMIO

N3meHeHns

no

WNHcTpyKuma no 3agade

MonCK NO MHCTPYKLUMK K 3adaye

OT14eT no 3agaye

Mounck No copep>XaHunto oT4yeTa No 3agade

MpuoputeT N3MeHeHUs

Mounck no npuoputeTty amMeHeHuns

BnansaHune N3meHeHns

[Monck no 3Ha4vYeHuto BAnAHUA N3meHeHus

KaTeropua N3ameHeHuns

lMouck no kateropmn \ameHeHns

CocTosHue ameHeHNA

Mounck no ctaTycy i3ameHeHus

MeHe,u,>Kep N3MeHeHNA

Mounck no MeHepxepy U3aMeHeHNA

CocTaBuTeNb U3BMEHEeHNS

Mounck no CoctaButento NameHeHns

Co3paHO areHTom

MMonck Mno wWMeHu areHTa co3aaBLiero
N3meHeHune

CocTosiHMe 3aamayn

lMonck No cocTosaHUIO 3adadn

AreHT onga 3agaydun

Mounck no areHTy, Ha3Ha4YeHHoMYy 3aaaye

3anpollieHHoe (K1neHToM) Bpems/gaTa

Monck Mo 3anpoWeHHOMY  KJIMEHTOM
BpemeHun peanmsayunnm MN3meHeHus. MNounck
MOXEeT OCYLLEeCTBAATLCS KakK no
abcontoTHOMY BpeMeHu (Hanpumep, C
0aThbl 1 0o naThbl 2) nnn no
OTHOCUTEJIbHbIM 3HavYeHuam (Hanpumep,
M3MeHeHns co3paHHble 3a nocsiegHue X
OHen/Hepenb).

3ansaHnpoBaHHOE BpeMs Havaa

Monck no nAaHNPYEMOMY BPEMEHU U
hnaTe Ha4vana peanmsaumm W3MeHeHUs.
Monck  MoOXXeT  OCYLEeCTBAATbCA  Kak
no abCconloTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtbl 1 Ao gaTbl 2) uam no
OTHOCUTEJsIbHbIM 3HavYeHuam (Hanpumep,
M3MeHeHNs co3faHHble 3a nocnepgHmne X
oHen/Hepenb).

MnaHMpyemoe BpemMs OKOHYaHUS

Monck nNo nJaaHUpyemMoMy BpPEMEHU U
haTe OKOHYaHuA peanmsaunn N3meHeHUs.
Monck  MOXXeT  OCYLeCcTBAATbCA  Kak
no abconoTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtel 1 oo gaTbl 2) Uan no
OTHOCUTEJIbHbIM 3HaYeHunam (Hanpumep,
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N3MeHeHna co3paHHble 3a nocnegHue x
OHen/Hepens).

dakKTU4YecKkoe BpemMs Havana Monck nNo aKTMYeCKOMY BpeMeHUu u

hnaTe Ha4vana peanmsaumm M3MeHeHUs.
Monck MOXeT  OCYLeCTBAATBCA  Kak
no abconoTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtbl 1 oo gaTbl 2) Uam no
OTHOCUTEJsIbHbIM 3HaYeHuam (Hanpumep,
M3MeHeHNs co3faHHble 3a nocnepgHme X
oHen/Hepenb).

daKkTn4yeckoe BpeMs OKOHYaHUS Monck NO aKTM4YeCKoMy BpPEMEHU W
haTe OKOHYaHuA peann3aunn MiameHeHus.
Monck  MOXEeT  OCYyWecTBAATLCA  Kak
no abconoTHOMY 3HA4YeHUID BPEMEHMU
(Hanpumep, ¢ gaTbl 1 o gaTel 2) Uam no
OTHOCUTENIbHBLIM 3Ha4vYeHUaM (Hanpumep,
M3MeHeHNs co3paHHble 3a nocjegHue X
OHen/Hepenb).

Bpems co3paHuns Mownck no BpemMeHu " narte
co3paHna WN3meHeHus. [lonck MoxeT
OCYLLEeCTBAATLCA KakK Mo abCcosiloTHOMY
3Ha4YeHuno BpeMeHu (Hanpumep, C
naThbl 1 no naThbl 2) nnn no
OTHOCUTE/IbHBbIM 3Ha4YeHnaM (Hanpumep,
M3mMeHeHNs co3paHHble 3a nocsegHue X
OHen/Hepenb).

Bpemsa moandumkaumm Mounck no BpeMeHu ] narte
Moaudukaunm MN3mMeHeHnda. NMonck MoxeT
OCYLLECTBNATLCA Kak Mno abconoTHoMy
3HaYeHMnIo BPEMEHM (Hanpumep, C
OaThbl 1 0o naThbl 2) nnn no
OTHOCUTE/IbHbIM 3Ha4dYeHnaM (Hanpumep,
N3mMeHeHNA co3faHHble 3a nocnegHune x
OHen/Hepennb).

8.6. MeHep>)xep U3MeHeHUA

OTRS::ITSM npepnaraet oTAeNbHbLIA 0630p AN aKTUMBHbLIX areHTOB, KOTOpPbIN
oTobparkaeT M3MeHeHUs, ANA KOTOPbIX 3TN areHTbl 3af4aHbl B Ka4ecTBe MeHenxepoB
N3MeHeHnn.

Figure 8.24. change-changemanager

Overview: Change Manager: All

Requested 1 | Pending Approval 0 | Approved 0 | In Progress 0 | Pending PIR 1 =3

1202 | @

| STATE || CHANGEZ ¥l CHANGETITLE | CHANGEBULDER | CHANGE MANAGER | WORKORDERS | CHANGESTATE | PRIORTY | PLANNEDSTART | PLANNEDEND |
Migrate OTRS
[ ] 2012082583894000021 tESt_ Jam?[..Jane DB 0 Pending PIR 2 low
environment to Smith) Smith)
3.2 bet].]
Enable Cloud jane (Jane jane (Jane

[ | 201208283894000049 0 Requested 2 low
Printing Smith) Smith) %

The displayed column headings can be sorted according the following attributes in as-
cending or descending order. The columns to be displayed can be defined via SysCon-
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fig "Frontend -> Agent -> View -> ITSMChangeManagerOverview -> ITSMChange::Fron-
tend::AgentITSMChangeManager###ShowColumns":

Table 8.16. MeHepn>Xep n3MeHeHus

ATpubyT AKTUBHO MoppobHo

ActualStartTime HeT Data wn BpeMa Hadvana
peanusauumn N3meHeHUs

ActualEndTime HeT Data n BpeMa B KOTOpble
peanunsauuns N3meHeHuns
Oblna 3aBeplUeHa

KaTteropus HeT KaTeropus nnn /N
N3meHeHns

ChangeBuilder Da Nmsa co3paTtensa N3meHeHus/
Change Builder's name

ChangeManager Oa Nms MeHep>xepa
N3meHeHns/Manager's
name

ChangeNumber Oa CreHepupoBaHHbIN
cucTemon HoMep
N3meHeHnsA

ChangeState Oa CocTosiHMe N3meHeHus

ChangeStateSignal Oa NHonkaTop COCTOSAHUS
N3meHeHNns,
oTobparkaemblii KakK
"cBeTohop"

ChangeTitle Oa Nma N3meHeHns

BpeMa co3paHua HeT Data wn BpemMsa co3gaHus
N3meHeHnsA

BnunsaHue HeT Oxupgaemblin 3dekT oT
N3meHeHns

PlannedStartTime Oa MnaHupyemble haTa "
BpeMsi Havajla peanamsauunmn
N3meHeHns

PlannedEndTime Oa MnaHupyemble faTa N BpeMms
OKOHYaHus peannsaunm
N3MeHeHnsA

MpuoputerT Oa MpuoputeT NU3mMeHeHNnA

RequestedTime HeT 3anpouwleHHoe KJINEHTOM
BpeMms peannsaunm
N3meHeHnsA

CepBucsl Oa CepBuChbl, 3aTparmBaeMsble
N3meHeHnem

WorkOrderCount Oa Konnyectso 3apauy,
oTHOCAWMXCA K U3MeHeHunto

In addition, the Change Manager Overview can filter the displayed Changes by vari-
ous attributes as follows. These can be defined via SysConfig "Frontend -> Agent ->
View -> ITSMChangeManagerOverview -> ITSMChange::Frontend::AgentITSMChangeM-
anager###Filter::ChangeStates" if desired:
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Table 8.17. ®dunbTp MeHepxepa

N3MeHeHun

ATpubyT

MoppoGHo

requested - 3anpoLleHo

OTobparkatoTca Bce U3mMeHeHUA, nmeroLme
cTaTyc "requested"

pending approval - oXxngaeT yTBepX4eHuns

OTobpaxkatloTcs BCce NIaMeHeHns, nmeioLine
cTaTyc "pending approval”

approved - yTBep>XXAeHO

OTobpaxkatoTcs BCce MIaMeHeHMs, nmeroLine
cTaTyc "approved"

in progress - B paboTe

OTobpaxkatoTcs Bce I3aMeHeHUs, numewumne
cTtaTyc "in progress"

8.7. Moum naMmeHeHus

"My Changes"

rnokasbiBaeT BCe WM3MeHeHUA co3[aHHble aKTUBHbIM areHToM, AO/id

KOTOopbIX YKa3aH Kak CocTasutenb N3meHeHUSA

Figure 8.25. change-mychanges

Overview: My Changes: All

Requested 1 | Pending Approval 0 | Approved 0 | In Progress 0 ‘ Pending PIR 1

STATE | CHAMGE# | CHANGETTLE | CHANGE BULDER

| woRKORDERS

=3

1-20f2 IE

| CHANGE STATE | PRIORITY PLANHED START ¥ | PLANNED END

Enable Cloud
Printing

) 201208283894000049 jane (Jane Smith)

0 Requested 2 low

Migrate OTRS
test environment
to 3.2 bet]..]

| 201208283894000021 jane (Jane Smith) 1] Pending PIR 2 low

The display can be sorted by the column headings in ascending or descending order. The
attributes can be defined via SysConfig "Frontend -> Agent -> View -> ITSMChangeMy-
ChangesOverview -> ITSMChange::Frontend::AgentITSMChangeMyChanges###Show-
Columns ":

Table 8.18. Mou uaMmeHeHusn

ATpubyT AKTUBHO MoppoGHo

ActualStartTime HeT Data v BpeMa Haydana
peanunsauunn NameHeHns

ActualEndTime HeT Data v Bpemsa, Korga
N3meHeHne obIno
3aBepLleHo

KaTteropus HeTt KaTeropus nnn T™MN
N3meHeHns

ChangeBuilder Oa Nmsa co3paTensa 3meHeHus/
Change Builder's name

ChangeManager Oa Nmsa MeHepn>xepa
N3meHeHns/Manager's
name

ChangeNumber Oa CreHepupoBaHHbIi
cucTemonm HoMmep
MN3MeHeHns

ChangeState Oa CocTosHMe N3meHeHuns

ChangeStateSignal Oa NHonkaTop COCTOSAAHUSA
N3mMeHeHns,
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ATpubyT AKTUBHO Moppo6bHo
oTobparkaemblii Kak
"ceeTohop"

ChangeTitle Oa Nmsa N3meHeHns

Bpems co3paHua HeT Data n BpemMAa co3gaHUs
N3meHeHns

Bnusanune HeT Oxnpaembin  3hdekT oT
N3meHeHns, koTopbin byoeTt
rnosiyyeH

PlannedStartTime Oa MnaHnpyemblie naTa "
BpeMs Havajia peanuvsauunmn
N3meHeHnsA

PlannedEndTime Oa MnaHnpyembie faTta 1 Bpems
OKOHYaHnsa NaMmeHeHUA

Mpuoputert Oa MpuoputeT N3MeHeHnA

RequestedTime HeTt 3anpoLlueHHoe KJINEHTOM
BpeMs peanusauunmn
N3mMeHeHnA

Cepsucel Oa CepBucChbl, 3aTparmeBaeMble
N3meHeHnem

WorkOrderCount [a Konun4ecTtBo 3apavy,
OTHOCALWMXCA K NI3MeHeHUIo

In addition, the My Changes Overview can filter the displayed Changes by various

attributes as follows. These can be defin

ed via SysConfig "Frontend -> Agent ->

View -> ITSMChangeMyChangesOverview -> ITSMChange::Frontend::AgentITSMChange-

MyChanges## #Filter::ChangeStates":

Table 8.19. ®unbTp Mou U3meHe

ATpubyT

Moppo6bHo

requested - 3anpoLleHo

OTobpaxkatoTca Bce U3MeHeHNA, nmeroLme
cTaTyc "requested”

pending approval - o)xngaeTt yTBep>XXaeHuns

OTobparkatoTca Bce UI3meHeHUA, nMeroLLme
cTaTyc "pending approval”

approved - yTBep>X4eHO

OTobparkatoTca Bce U3MeHeHUA, nMeroLme
cTaTyc "approved"

in progress - B paboTe

OTobpaxkatoTcsa Bce MiaMeHeHus, nmetowimne
cTaTyc "in progress"

8.8. Mou 3apaum

Mo aHanormm c ob63opom OTRS "Locked Tickets", OTRS::ITSM npepnocTasnser Ans
AKTUMBHbIX areHToB OTAesbHbIN 0630p 3a4ay Ha3HaYeHHbIX eMy/eln.
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Figure 8.26. change-myworkorders

Overview: My Workorders: All
Created 2 | Accepted 0 | Ready 0 | InProgress 0

| STATE | WORKORDER# | WORKORDER TITLE

| CHANGE TITLE

| WORKORDER AGENT

=]

1202 | @

| WORKORDER STATE | _PLANNED START _ W.| PLANNED END

Provision new
Server

[ 201208283594000049-1

= 201208283894000021-1 = Check Chef script

Enable Cloud
Printing

Migrate OTRS
test environment
t03.2 bet]..]

jane (Jane Smith)

jane (Jane Smith)

08/28/2012 08/29/2012
13:29:00 21:29:00

08/28/2012 08/28/2012
13:30:00 14:30:00

The displayed information can be sorted by column headings in ascending or descending
order. The attributes used can be defined via SysConfig "Frontend -> Agent -> View -
> ITSMChangeMyWorkOrdersOverview -> ITSMChange::Frontend::AgentITSMChangeMy-
WorkOrders###ShowColumns":

Table 8.20. Mou 3apaum

ATpuobyT AKTHUBHO MoppobHo

ActualStartTime HeT Oata v BpemMa Havana
peanusauum N3meHeHUs

ActualEndTime HeT DaTta n BpeMa B KOTOpble
peanunsauuns N3meHeHuns
Oblna 3aBeplUeHa

KaTteropus HeT KaTeropus unn T™MN
N3meHeHuns

ChangeBuilder HeT Nmsa cozpaTens ameHeHns/
Change Builder's name

ChangeManager HeTt Nmsa MeHepn>xepa
N3meHeHns/Manager's
name

ChangeNumber Het CreHepunpoBaHHbIN
cuctemon HoMep
N3meHeHnsA

ChangeState HeT CocTosHne NameHeHns

ChangeStateSignal HeT NHankaTop COCTOSAHUS
N3meHeHuns,
oTobparkaemblii Kak
"cBeToop"

ChangeTitle Oa Nma N3meHeHmns

BpeMsi co3paHua HeT Data n BpemMsA co3gaHuUs
N3meHeHnsA

BnunaHue HeT Oxupgaembln  3dekT oT
N3meHeHuns, KoTopbln ByaeTt
rnonyyeH

PlannedStartTime Oa MNnaHupyemblie haTa "
BpeMs Havajla peanamsauunmn
N3meHeHns

PlannedEndTime Oa MnaHupyemble faTta n BpeMms
OKOHYaHusa N3meHeHNns

Mpuoputer HeT MpuoputeT N3MmeHeHNs

RequestedTime HeT 3anpouwleHHoe KJINEHTOM
BpeMS peannlaunmn
N3meHeHns
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ATpubyT AKTUBHO Moppo6bHo

Cepsucel Oa CepBucbl, 3aTparmeaemble
N3mMeHeHnem

WorkOrderAgent Oa AreHT, Ha3HAa4YeHHbIN [Ons
PIR

WorkOrderNumber Oa Homep 3apayun

WorkOrderState La Konun4ectBo 3anav,
oTHOCAWMXCA K U3mMeHeHunto

WorkOrderStateSignal HeT LiBeT “ceeToopa”
oTobparkatowmn cTaTyc
3aja4u

WorkOrderTitle Oa Nmsa 3apayn

WorkOrderType HeT Tvn 3agayn

In addition, the My Work Orders Overview can filter the displayed Work Orders by various
attributes as follows. These can be defined via SysConfig "Frontend -> Agent -> View -
> [TSMChangeMyWorkOrdersOverview -> ITSMChange::Frontend::AgentITSMChangeMy-
WorkOrders# # #Filter::WorkOrderStates":

Table 8.21. ®unbTp Mou 3apaum

ATpuoyT Moppo6bHo

created - co3pgaHa OTobpaxkaeT BCe 3agayn, uMewoLmne
cTaTtyc "created"

accepted - npuHATa OTobpakaeT Bce 3agayn, uvMewolline
cTtaTyc ";accepted"

ready - rotoBa OTobpakaeT Bce 3agayn, uMewoLlime
cTaTyc "ready"

in progress - B paboTe OTobpaxkaeT BCe 3agayn, uMewoWwmne
ctaTyc "in progress"

9. OT4yeThl NO YNpaBJIeHUIo
N3MeHeHusaAMHM

OTRS::ITSM npepocTasnsgeT chepywowme o0TYeTbl AN ONA  OUEHKU  KIIHYEeBbIX
nokasaTenein B YnpassieHUN NiameHeHnAMU. Bce oTHeThl 4OCTYMHbI MPU NCMOJIb30BaHNN
BCTPOEHHOI0 reHepaTopa OTHETOB.

9.1. KonumyectBo I3MeHeHUMM 3a 3aAaHHbIUA
nepuvopga,

Mpwn 3aKa3e oT4eTa MOXKHO 3a/laBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a noceaHne x-
noHen) nnn abcontoTHbIN nepuog (T.e. UsMeHeHnsa ¢ aaTbl 1 4o AaTbl 2). JoNosHUTENbHO,
MOXXHO YKa3aTb CTaTyC MI3MeHeHU, BKOYAaEMbIX B OTHET.

OT4yeTbl MOXHO nosiy4aTb B "CSV" uanm "Print" (PDF) dhopmaTax.
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9.2. KonunuyectBo I3MEeHEeHUM No KaTeropuam
N3MeHeHuH

lMpwn 3aKa3e oT4eTa MOXXHO 3a4aBaTb OTHOCUTESNIbHBIN (T.e. I3MeHeHNs, 3a nocsiegHue X-
nHen) nnn abcontoTHbIN Nnepuof (T.e. UsMeHeHnsa ¢ gaTbl 1 o gaTbl 2). JONOSIHUTENBHO,
MO>XHO yYKa3aTb CTaTyc 3MeHeHnNn, BKOYaeMbIX B OTHET.

OT4eTbl MOXHO nony4aTb B "CSV" nnn "Print" (PDF) hopmaTax.

9.3. KonnuyecTtBo OTBEepPrHyThbix I3MeHeHuu

Mpu 3aKa3e oT4eTa MOXKHO 3a/laBaTb OTHOCUTENbHbLIN (T.€. I3MeHeHUs, 3a nocieaHne x-
aoHen) nnn abcontoTHbIN Nnepuog (T.e. UsMeHeHusa ¢ gaTbl 1 4o AaTbl 2). JoNosHUTENBHO,
MOXXHO YKa3aTb CTaTyC MI3aMeHeHU, BKIOYAaEMbIX B OTYET.

OT4YeTbl MOXKHO nonyyaTb B "CSV" nnn "Print" (PDF) chopmaTax.

9.4. Konn4yectBo U3bATbIX A3MeHeHun

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a nocaegHne x-
nHen) nnn abcontoTHbIN Nepuof (T.e. UsMeHeHna ¢ gaTbl 1 o gaTbl 2). JONOJHUTENBHO,
MO>XHO YKa3aTb CTaTyC MI3MeHeHU, BKAOYAEMbIX B OTHET.

OT4eTbl MOXHO nojsiy4aTb B "CSV" uan "Print" (PDF) dhopmaTax.

9.5. CooTtHOoweHue UameHeHun K NHUMpEeHTaM

Mpwn 3aKa3e oT4eTa MOXKHO 3alaBaTb OTHOCUTENbHbLIN (T.€. I3MeHeHUs, 3a nocegHne x-
aoHen) nnn abcontoTHbIN Nnepuog (T.e. UaMeHeHnsa ¢ gaTbl 1 Ao gaTbl 2). JONOSHUTENBHO,
MOXXHO YKa3aTb CTaTyC MI3MeHeHUn, BKIOYAEMbIX B OTHET.

OT4eTbl MOXXHO nony4aTb B "CSV" nnan "Print" (PDF) chopmaTax.

9.6. KonudecTtBo 3anpocoB Ha N3MmeHeHue /
RFCs no 3anpocuBLUUM

lMpwn 3aKa3e oT4eTa MOXXHO 3a4aBaTb OTHOCUTESIbHLIN (T.e. UI3MeHeHNs, 3a nocsegHue x-
nHen) nnn abcontoTHbIN Nnepuog (T.e. UsMeHeHna ¢ gaTbl 1 o gaTbl 2). JOMNOSHUTENBHO,
MO>XHO 3anpoCUTb YKa3aTb 3aka34yukoB N3meHeHMN/RFC Requester, ona BkA4YeHUS B
oTYerT.

OT4eTbl MOXHO nony4aTb B "CSV" nnn "Print" (PDF) hopmaTax.
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Chapter 9. YnpasneHue
pesinzamMmm

Mbl nnaHnpyeM NpeacTaBUTb peannsaunto npouecca YnpasneHus Pennsamm B 6yayuimx
Bepcmax OTRS:ITSM. OgHako, OCHOBHasa WHdoOpMauunsa, MOXeT OblTb HacTpoeHa,
rnosiydeHa v ynpaenaTbCsa yxe B Bepcun 1.0.

Hanpumep, npaBuna yTBepxaeHns mnnum ob3opbl n3 DSL (Definitive Software Library)
MOryT 6bITb HACTPOEHbI N NCMOJIb30BaHbI.
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Chapter 10. YnpasneHue

YpoBHAMM ycnyr / Service Level
Management

HaumHasa ¢ OTRS 2.1 npou3BefeHa MNosiHaa pPeBU3USA BCTPOEHHOro hpenMBopKa Ans
0TYETOB, peasin3oBaHa BO3MOXXHOCTb CO34aHNSA NpakTUYeckn noboro otTyeTa o 3asdBKax
yepes Beb-mHTepdenc, a Tak Xe Ux UMNOPT U IKCNOPT. B AononHeHue, UCnonb3ys
CNMCKK KoHTponsa goctyna (ACL) 8 OTRS, agMUHNCTPATOPbI MOIYT OFPaHNYUTb CO3aaHNe
n oTobparkeHne CTaTUCTUKN U FpadIMKOB ANA KOHKPETHOro nosb3oBaTens, rpynnbl u/
nnun ponein. Bo Bpemsa paspaboTkn ocoboe BHUMaHME yAensan0Cb BO3MOXHOCTU KPOCC-
BEPCUOHHON COBMECTUMOCTU - 3TO O3HadaeT, YTO MOAYJIM CTAaTUCTKW CO3[4aHHble B
npegbioywmnx sepcmax byayt pabotaTb B HOBbIX. cmonb3ysa coBmecTHo ¢ OTRS::ITSM,
MO>XHO MOJY4UTb OOMOJIHUTESIbHYI0 CTaTUCTUKY OTHocsAwyoca K ITSM, Tak Kak ecTb
BO3MOXXHOCTb YCTaHOBUTL NMakeT ITSMServiceLevelManagement.

MpuMep NepeyHs 0TYETOB:

Figure 10.1. agent-ticket-stats

Overview: Stats

Actions
E3 Add

Import

List

STAT#HA

TITLE

List oftickets closed last month

MNew Tickets

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

List oftickets closed, sorted by response
time.

List oftickets created last month

List of the mosttime-consuming tickets

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

List oftickets closed, sorted by solution time

Overview about all tickets in the system

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

Changes of status in a monthly overview

Total number of all tickets ever created per
Ticket-Type and Priority.

IKCNOPT HacTpoek oT4yeTa B XML:

OBJECT

Ticketlist

TicketAccumulation

Ticketlist

Ticketlist

Ticketlist

Ticketlist

Ticketlist

Ticketlist

TicketAccumulation

Ticketlist

StateAction

TicketAccumulation

DESCRIPTION

List of all tickets closed last month.
Order by agl[...]

Total number of new fickets per
day and queue whic[..]

List of open tickets, sorted by time
left until re[...]

List oftickets closed last manth,
sorted by respol..]

List of all tickets created last
month. Order by a[..]

List of tickets closed last month
which required t...]

List of open tickets, sorted by time
left until es[...]

List oftickets closed last manth,
sorted by solut] ]

Current state of all tickets in the
system without]..]

List of open tickets, sorted by time
left until so[...]

Manthly overview, which reports
status changes per|..]

Total number of all tickets ever
created per Ticke[...]
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Figure 10.2. agent-stats-export-import

View: Stat# 10002

Actions Stat Details
| Go to overview | Stat#¥: 10002
Title: Mew Tickets
| Edit | Joject TicketAccumulation
cription: Total number of new tickets per day and queue which have been created
| Delete | during the last month.
|7‘ Fermzt | opening New_Tickets_2012-08-30_10-05.xml (mE3a]
Export config -

— You have chosen to cpen

= New_Tickets_2012-08-30_10-05.xml
Hint which is a2 XML Document (692 bytes)

from: http://vol298.ve.otrs.com
With the input and select fields you can
influence the format and contents of the
statistic. Exactly what fields and formats you
can influence is defined by the statistic
administrator.

What should Firefox do with this file?

() Openwith | Internet Explorer (default) -

@ Save File

7] Do this automatically for files like this frem now en.

X-axis
Create Time:
Value Series
Cueus: Misc
Postmaster
Senvice Desk

OvanoroBeii MacTep co3paHns WwabioHOB OTYETOB:

Figure 10.3. agent-stats-template

Edit: Stat# 10002

Step 1 Step 2 Step 3 Step 4
General Specifications

Actions General Specifications (1/4)

Go to overview = Title: e Tickets
*Description: 1027 number of new tickets per

day and queue which have been

created during the last month.

% Dynamic-Object: TicketAccumulation

* PRIMISSIONS:  jiom change-builder =
itsm-change-manager
itsm-configitem
itsm-senice

oups to define access for different agents.

You can select one or mo

= Resultformat. cgy B
Pt |
graph-area |—|
graph-bars
graph-hbars -

FeHepaTop npeobpasoBaHmna B PDF BCTpoOEH B CUCTeMY, OH MO3BONSAET 3KCNOPTUPOBATL
paHee co3faHHble 3a8BKMW, OTYeThl U pe3ysibTaTbl Nnoucka B PDF hopmaT:
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Figure 10.4. pdf-doc-view

> OTRS fuiiii Stat#10002

New Tickets 2012-07-01 00:00:00-2012-07-31 23:59:

wn
=]

printed by Jane Smith (jane@otrs.com) 08/30/2012 10:21:08

Queue SunlMon2Tuel Wedd ThuSFri6Sat 7SunEMon9Tue Wed Thu Fri Sat  Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat  Sun Mon  Tue Sum
pL:] 11 12 13 14 15 16 17 18 15 20 21 22 23 24 25 26 7 8 F=1 30 3
Misc o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Postmaster 0 o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Service Desk 0 o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o
Spam a o o o o o a o o o o o o o o o o o o o o o o o o o o o o o o o
Sum a ] o o o o a o ] ] o a o ] ] ] a ] o ] o a o ] o o o ] ] ] o ]
Figure 10.5. pdf-doc-overview
)*’ OTRS Raisinee Stat#10009
Overview about all tickets in the system printed by Jane Smith {jane@otrs.com) 08/30/2012 10:24:26
Queue clozed closed closed with merged new open pending auto close+ pending auto close- pending reminder  removed Sum
Mizc o ] o o o o [ o o o o
Postmaster o 0 o o 42 o o o o o 4z
Service Desk 1 '] o o o 4 [] o o o 1
Spam e L] o o o e o o o o o
Sum 1 '] o o 42 4 [] o o o 47
MpuMep rpanyeckoro Crmcka 3asBoK:
Figure 10.6. ticket-graphic-overview
s Overview about all tickets in the system
20+
15+
10+
51
° R nl 3 : ‘ 3
2 7 g g 2 2 3 4 3 g
n @ 2 2 c 5 8 o c <]
i1} 8 [i1] = (=] [= £
8 (%] _3 E [=] [
g 5 p J2! = i fus
W ] = 3 [ o
- = = m [
o = = o o £
(ol = = c =
- 2 E 5 B 9
v L o c 5 o
o 2 g o
(=]
5]
Queue
I Misc I Postmaster Wl Service Desk [@Spam
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Chapter 11. NaHensb
AAMUHUCTPUPOBAHMUSA
OTRS::ITSM

MaHenb agMUHUCTPUPOBAHUSA HABNAETCHA [JlaBHbIM WHTepdencom agMmHMCTPaTopa
CUCTEMbI YrpaBfieHUs 3asaBKaMu. Bce OCHOBHblIE HACTPOMKU KOHMUrypauum CUCTEMbI
cocpefoTOYeHbl 3A4eCb WM MOryT O6blITb NPOCMOTPEHbl  W/MAN  WU3MEHEHbl ANns
yAOB/IeTBOPEHNA MHAMBUAYANbHbIX NOTpebHOoCTeN.
Mepexon K NaHenu ynpaBfieHUs OCYLLeCTBASETCA 4epe3 MNYHKT MeHw AJMuH/
AOMUHUCTPUPOBAHME MNAaBHOMO MEHIO UHTepdenca. ITOT NYHKT MEHIO BUAEH U [OCTYNeH
TO/IbKO areHTaMm MMelwuM fpaBa agMUHUCTpaTopa B cucTeMe. [locne OKOHYaHuMSA
CTaHAApPTHON YCTAaHOBKW CUCTEMbI Bbl MOXKETE BOMTU B HEE B KQ4eCTBEe agMNUHUCTPaTopa
ncnonb3ys noruH "root@localhost" n naponb "root".
* HauynHasa c Bepcum OTRS::ITSM 1.0

* [ General Catalog ] - O6bwunin kKaTanor

e [ Criticality - Impact - Priority ] - KputnyHocTb - BausHue - MprnoputeT

* [ Configltem ] - OnncaHne y4eTHbIX 31e€MeHTOB/KOHMUTYPALUOHHBIX € ONHNLL
* Ha4duHasa ¢ Bepcum OTRS::ITSM 1.1

e [ Import/Export ] - UMnopT/3kcnopT

* HauynHasa c Bepcum OTRS::ITSM 2.0

e [ Notification (ITSM Change Management) ] - YsegomneHus YnpasseHue
N3MeHeHnamMun

e [ Category - Impact - Priority ] - Kateropus - BanaHue - NMpuoputeTt
[ State Machine ] - MawwuHa cocToaHuin
* HauymHasa c OTRS 2.2
e [ Type ] - Tunebl
[ Status ] - CocTosiHUMA
* [ Service ] - CepBucsil
e [ SLA] - CornaweHnuns o6 YposHe CepBuca
* HauynHasa c OTRS 2.3

e [ Priority ] - NMpuoputeTsl
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Figure 11.1. Admin Area - NaHenb agMUHUCTpPaTOpa

g 2 -i-: A: d in as Jane Smith m
DASHBOARD | TICKETS  SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,
Admin
Agent Management Customer Management Email Settings

Queue Settings Ticket Settings

1. OoOwmn KaTanor

Kak cnepyeT v3 Ha3BaHus, ObLwunin KaTanor obcny>xneaeT cBsA3aHHble ¢ ITSM oCcHOBHbIe
HacTponkun OTRS::ITSM.

Figure 11.2. AoMuHucTpupoBaHue ObLiero Kkatanora

2~ 8- 9° + o = *ou are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS  CUSTOMERS o,

General Catalog Management

Actions List

CATALOG CLASS

E3 Add Catalog tem

E3 Add Catalog Qlass

Hanpumep, pedakTupoBaHue 3anuMcell B CNpaBoyHOW Tabnuue Ans8 BbiNagatolmx
CMNNCKOB 3HA4YeHUI nonen:
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M

gure 11.3. AoMuHucTpupoBaHme ObLiero Katanora

You are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS Q.

General Catalog Management

Actions List

TSK::CONFIGITEM::COMPUTER: TYPE VALID
valid

ITSM::Configtem:Computer: Type -

E3 Add Catalog kem
—_— valid

— valid
|&d Add Catalog Class
—_——— valid

- valid
Go to overview
_ valid

2. HacTpouka Knaccos
KOH(PUIrypauuOHHbIX e ANHUL,

Mo yMoOJ14aHwuto, OTRS:ITSM npenocTtaBnsfeT nATb OCHOBHbIX Knlaccos
KOH(PUIypaUMOHHbLIX eAuHWUL, AOJ19 OfNuCaHMga COOTBETCTBYIOLWUX 3seMeHToB WUT

NHPACTPYKTYpPbI:

[ Computer ] - KomnbtoTepsl

Bce Cl, KoTopble MPUHATO OTHOCUTbL K KOMMbIOTEPAM, T.e. AECKTOMblI N HOYTOYKM,
a TakXe p[gpyrne WHTeNNEeKTyallbHble, HacTpaMBaeMble U He nepugepunHbie
YCTPOWCTBA, TakKMe KakK KOMMYTaTopbl, MapLipyTM3aTopbl WAW APYrUe aKTUBHbIE
KOMTMOHEHTbI CETEBOW MHPPACTPYKTYPLI.

* [ Hardware ] - ObopynoBaHune

Bce obopynoBaHue, He oTHocsLeecqd K KoMmnbioTepaM, BO3MOXHO OT KOP3UHbI A5
blade - cepsepoB go npuHTepoB wan USB HocuTenewn, B 3aBUCUMOCTU OT YPOBHS
pa3bueHus/npenctasneHuns sawen UT NHMOPaCTPYKTYpbI.

e [ Network ] - CeTb

Nornyveckmne cetm (LAN, WLAN, WAN wn T.4..), KOTOpble OXBaTbiBalOTCA Bawum IP
a[lpeCcHbIM MPOCTPAHCTBOM.

» [ Software ] - MporpammMmHoe obecneyeHne

Bce nporpaMMHble NPOAYKTbI N JINLLEH3UN.

[ Locations ] - MecTonono>xeHue
Bce mecTa pa3melleHuns, T.e. 3aaHus, paboyre mecTta, Mawl3asbl, CTONKMU...

Ecnnm 3Tux nNaTm KNaccoB HEQOCTATOYHO ANS onmncaHus Bawen UT-nHgpacTpyKTypsbl, C
MOMOLLbIO NYHKTa MeHto "O6wmnn kaTanor" naHenn agMmmuHuctTpatopa OTRS::ITSM Mo>KHO
0o6aBnNTb Hy>XXHble kacchl. Mocne cosgaHusa HoBoro knacca Cl B Obwem kaTasnore,
Heobxoaumo pobaBnUTb €ro onmcaHme B MeHto "OnncaHmne y4eTHbIX 3/1€EMEHTOB"
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Figure 11.4. AoMuHucTpupoBaHue ObLiero Katanora

g2 g2 92 -i-: l: ¥0u as Jane Smith m

DASHBOARD | TICKETS SERVICES | CMDB | CHANGES STATISTICS | CUSTOMERS Q,

General Catalog Management

Actions List

ITSM:Configitem:Class - ITSM:CONFIGITEM::CLASS VALID
valid
valid
wvalid
wvalid

wvalid

E3 Add Catalog ftem
E3 Add Catalog Class

Go to overview

Warning

PazpaboTka mogenu CMDB un Cl, koTopble 6yAyT B Hee 3aHOCUTCH 1 YNPaBnaTbCA
B HEN - 3afla4a, KOTOPYI He crefyeT HedooLeHMBaTb. Hall onbIT NMoka3biBaeT,
4YTO 3TO BeCbMa >XeflaTesIbHO MPOBEPUTb KOoHUenTyasJibHble MbIC/N, MNPOCTO
chopMynnpoBaB NX Ha NepBOM 3Tane, N USMEHUTL NMOCTaBJIAEMYIO MO yMOJSIHaHUIO
mopenb u Habop knaccos Cl gna OTRS :: ITSM Ha BTOpOM 3Tane. bBbino Obl
04Y€eHb N0JIe3HbIM NPUBErHYTb K BHELLHEN NOMOLL M, Hanpumep, akcnepToB ITIL no
MPOEKTUPOBaHUIO CTPYKTYpbl CMDB.

Multiple input field types can be used when defining a class. These input field types are
used to generate the edit form for creating new or editing already existing configuration
items.

Warning

Since version 6.0.18 the configuration item class definitions have to be written in
YAML format.

The following block is an example of a form field called Operating System.

- Key: OperatingSystem
Name: Operating System
Input:

Type: Text
Size: 50
MaxLength: 100

The following settings are available when adding or editing this resource. The fields
marked with an asterisk are mandatory.

Key *

Must be unique and only accept alphabetic and numeric characters. If this is changed,
data will not be readable from old definitions.

Name *

The label of the field in the form. Any type of characters can be entered to this field
including uppercase letters and spaces.

Note

It is recommended to always use English words for names.
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Names can be translated into other languages with custom translation files. See the
Custom Translation File chapter in the developer manual.

Searchable
Defines whether the field is searchable or not. Possible values are 0 or 1.
Input *

Initiates the definition of the input field. An input field can contain the following at-
tributes:

Type *

Defines the type of the element. Must be placed indented as a logical block. Pos-
sible values are:

* Text: A single text field.
* TextArea: A text field with multiple rows.

* GeneralCatalog: A drop-down list for select a general catalog class. The gener-
al catalog class must be defined before use it as input type. The items of the
general catalog class will be the options of the drop-down list.

* CustomerCompany: A drop-down list for select a customer from the database
back end.

* Customer: A drop-down list for select a customer user from the database back
end. The field can be used with wildcards (*).

* Date: A field for select a date.

* DateTime: A field for select date and time.

* Integer: A drop-down list with integer numbers.
Required

Defines whether the field is mandatory or not. Possible values are 0 or 1.
Size

Defines the size of the text field. The value must be a positive integer.
MaxLength

Defines the maximum amount of characters that can be entered in the text field.
The value must be a positive integer.

RegEx
A regular expression to restrict the possible values of the text field.
RegExErrorMessage

The displayed error message if the input does not match to definition given in the
regular expression.

Class

The name of the class to be used for the drop-down list. Required for type Gen-
eralCatalog.
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Translation

Defines whether the items of a general catalog have to be translated. Possible
values are: 0 or 1.

YearPeriodPast

Defines how many years in the past are available for selection from the present
year in a date or date/time field. The value must be a positive integer.

YearPeriodFuture

Defines how many years in the future are available for selection from the present
year in a date or date/time field. The value must be a positive integer.

ValueMin
Defines the minimum value for an integer field.
ValueMax
Defines the maximum value for an integer field.
ValueDefault
Defines the default value for an integer field.
CountMin

Defines at least how many of the current input types are available. The value must
be a positive integer.

CountMax

Defines at most how many of the current input types are available. The value must
be a positive integer.

CountDefault

Defines how many field should be displayed by default. The value must be a positive
integer.

Sub

Defines a sub-element in the input field. The sub-element can contain its own input
fields. It is useful if you have certain properties under a main property.

SuppressVersionAdd

This can be used to suppress creating a new version of a configuration item, when an
attribute has changed. Possible values are UpdateLastVersion and Ignore.

* UpdateLastVersion: If this value is set and there is no other updated attribute, the
attribute is updated in the current version without creating a new version.

» Ignore: If this value is set and there is no other updated attribute, nothing will be
done, and no new version is created.

The following class definition is an example for all possible options.

- Key: OperatingSystem
Name: Operating System
Searchable: 1
Input:

Type: Text
Required: 1
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Size: 50
MaxLength: 100
RegEx: Linux|MacOS|Windows |Other
RegExErrorMessage: The operating system is unknown.
CountMin: 0O
CountMax: 5
CountDefault: 1

- Key: Description
Name: Description
Searchable: 0
Input:

Type: TextArea

Required: 0
CountMin: 0O
CountMax: 1
CountDefault: 0O

- Key: Type

Name: Type

Searchable: 1

Input:
Type: GeneralCatalog
Class: ITSM::ConfigItem::Software::Type
Required: 1
Translation: 1

- Key: CustomerCompany
Name: Customer Company
Searchable: 1
Input:

Type: CustomerCompany

- Key: Owner
Name: Owner
Searchable: 1
Input:
Type: Customer

- Key: LicenseKey
Name: License Key
Searchable: 1
Input:

Type: Text
Size: 50
MaxLength: 50
Required: 1
CountMin: 0
CountMax: 100
CountDefault: 0O
Sub:
- Key: Quantity
Name: Quantity

Input:
Type: Integer
ValueMin: 1

ValueMax: 1000
ValueDefault: 1

Required: 1
CountMin: 0
CountMax: 1

CountDefault: 0

- Key: ExpirationDate
Name: Expiration Date

Input:
Type: Date
Required: 1

YearPeriodPast: 20
YearPeriodFuture: 10
CountMin: 0
CountMax: 1
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CountDefault: 0

- Key: LastUsed
Name: Last Used
Input:
Type: DateTime
Required: 1
CountMin: 0
CountMax: 1
CountDefault: 0O
SuppressVersionAdd: UpdatelLastVersion

N3mMeHeHne aTpumbyTOB W MOMpPaBKM MOXHO caenatb B obnactum rpadpunyeckoro
pefakTopa, HaXKaB KHOMKY "MI3MeHUTb KJiacc onnucaHmna":

Figure 11.5. admin-configitem-management-change

22222%4°a?

DASHBOARD | TICKETS  SERVICES [CMDB | CHANGES | STATISTICS | CUSTOMERS -

Config ltem Management

Actions Change

Computer = Computer

Change class definition [

Go to overview 7
I Searchable => 1,
Input => |

Type =» 'Text',
Size =» 50,
MaxLength =» 50,

Key => "Model',
=> "Model',
Searchable => 1,
Input => [

) => "Text',

MaxLength => 50,

Key => 'Descripticn’,
=» 'Description’,
Searchable =» 1,
Input => {

Type =» 'Texthrea’,

b

Hey => '"Type',

Warning

YT106b! 6bITh YBEPEHHBIM B LIEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstoLwas
VHopMaunsa, ofHa)KAbl CO34aHHAs B MaHenn ynpaB/ieHUs CUCTEMBbl, Kak
npaBuJsIo, He MOXXeT BbITb yYaaseHa. ECnum Bbl )KenaeTe Ae3aKTMBUPOBaTb TaKylo
MHpopMaumnio, U3MEHNUTEe ee 3HayeHne B COOTBETCTBYHOLLEM crnucke Bbibopa
c "valid/gpencTButenbHa" Ha "invalid/HegencTeutenbHa" wan "invalid-temporari-
ly/BpemMeHHO HegencTBuTEsbHA".

3. YnpaBneHue Bepcuamu Kknaccos Ci

B cuctemy BCTPOEHO yrnpaBsieHne BepcuaMmn onncaHmm scex knaccos Cl. nga Tekywen
paboTbl ¢ npoueccamn OTRS::ITSM ncnonb3ytoTcst Hanbonee No3gHMe BEPCUN.
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Figure 11.6. admin-configitem-management

22 97 972 + o 2 z 3 d in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,

Config ltem Management

Actions List
Computer - CONFIG ITEM CLASS VERSION CREATED BY CREATED
—— ; root@localhost (Admin 08/27/2012
= —
D OTRS) 10:50:47

Go to overview

4. KoppeKkTupoBKa COCTOSSHUU 3aABKM

B npoueccax YnpasneHua NHUmpoeHTaMu, MOCTPOEHHbIX C yyeToMm ITIL, vHUMAOEHTHI
nnbo paspewatoTcs ycnewHo, 1mbo 3akpbiBaloTCA C 06X0A4HbIM pelwleHneM. Ons yyeTa
a3TOoro nosioxxeHms B OTRS::ITSM, no ymos4aHUto, BKJKOYEHO OOMOJIHNTENIbHOE COCTOAHME
"closed with workaround/3akpbiTo Cc 06X04HbLIM peLleHnem",

Figure 11.7. admin-state-management

g 2 + g 2 2 You are lo

DASHBOARD | TICKETS  SERVICES  CMDB | CHANGES | STATISTICS | CUSTOMERS Q,

State Management

Actions List
E3 Add state NAME TYPE COMMENT VALDITY | CHANGED CREATED
Ticketis closed 082312012 08232012
closed valid
sucl.] 14:26 14:26
Hint Ticketis closed 08/2312012 08232012
closed valid
uns[...] 14:26 14:26
e the states in . . . 08/27/2012 08/27/2012
closed ticket is closed wit] ] valid
10:48 10:49
X 08/2312012 08232012
merged State for merged tic]..] valid
14:26 14:26
Mew ticket created 0812312012 0812312012
new valid
bi..] 14:26 14:26
. 0812312012 0812312012
open Open tickets. valid
14:26 14:26
X X . X 082312012 08232012
pending auto Ticketis pending fol.]  valid
14:26 14:26
08/232012 0gi2arz012
pending auto Ticketis pending fo[..]  valid
14:26 14:26
pending o _ 08/23/2012 08/23/2012
. Ticketis pending fo[..] valid
reminder 14:26 14:26
Customer removed 08/23/2012 08/23/2012
removed valid
ticl..] 14:26 14:26

B OTRS::ITSM Bbl MOXeTe U3MEHATb CyLeCTBYOWME COCTOAHUSA unn AobaBnsaTb HOBbIE.
EcTb OBa OCHOBHbIX MOHATUA: UMSA CcOCTOosSIHUSA "state-name" n TN coctosaHusa "state-
type". Bce cOCTOAHMA N UX TUMNbI AOCTYMHbIE MO YMOJIHaHUIO NMOKa3aHbl BbiLLe.

MmeHa/Ha3BaHUS COCTOSIHUIA MOXHO BblIbMpaTh cBobonHo. B paspmene "CoctosHus"
naHenn agMUHUCTpPaTOpa MOXHO A06aBNATb HOBble COCTOSHUS WU MEHSATb UX ONs
CYLWECTBYHOLWMWNX TUMOB COCTOAHUNA.

MoxanyncTta, obpaTuTe BHMMaHNE, YTO U3IMEHEHUSA CAeNaHHble ONs COCTosAHUS "new",
TpebyloT u3MeHeHUs psga HacTpoek B anne Kernel/Config.pm wnnn 4yepe3 Beb-
MHTepdenc.
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[...]

# PostmasterDefaultState

# (The default state of new tickets.) [default: new]
$Self->{PostmasterDefaultState} = 'new';

# CustomerDefaultState

# (default state of new customer tickets)
$Self->{CustomerDefaultState} = 'new';
[...]

To e camMoe OTHOCUTCH U K U3MEeHeHUAM [ANa CcoCcTosHus "open": Hago BHeCTu
Heobxoaumble nsmeHeHunsa B Kernel/Config.pm nnn 4yepes Beb-uHTepgenc.

[...]
# default phone new state
$Self->{'Ticket::Frontend: :PhoneNextState'} = 'open';

# PostmasterFollowUpState
# (The state if a ticket got a follow up.) [default: open]

$Self->{PostmasterFollowUpState} = 'open';
[...]

Warning

YT106bl 6bLITH YBEPEHHBLIM B LIEJIOCTHOCTU OaHHbIX, B OTRS::ITSM, ynpasnsatoLwas
MHopMaLms, OAHaXKAbl CO3LaHHAs B MNaHeNW YMpaBJIEHWA CUCTEMbI, Kak
npaBuno, He MOXXeT BbITb yaaneHa. ECnm Bbl )KenaeTe Ae3aKTMBUPOBaTb Takyto
MHopMaLMio, U3MEHUTE €e 3HadyeHne B COOTBETCTBYLLeM crnucke Bbibopa
c "valid/gpencTtButensHa" Ha "invalid/HegencTButenbHa" nnm "invalid-temporari-
ly/BpeMeHHO HepencTBuTenbHa".

5. MaTpuua "KpUTUYHOCTb - BainaHue -
NMpuopuTteT"

OTRS::ITSM npegnonaraeT NATb YPOBHEWN NMPMOpPUTETA A9 3aABOK:
* [ Criticality ] - Kpntn4HoCTb
3Ha4YmMocCTb ("KpUTUYHOCTL") cepBuca ansa UT nonb3oBaTens(en)/knmeHta(os)
* [ Impact ] - Bangnune
BnnsaHune cboa cooTBeTCTBYIOLWEro CepBMca Ha paboTy nonb3oBaTtens(en)/knmeHTa(os)
[ Priority ] - MpuoputeThl

Mpuoputet B OTRS::ITSM ecTb pe3ynbTaT, 3aBUCAWMA OT MNapbl KPUTUYHOCTbL -
BANAHNE

MpunoputeTt 3aaBku B OTRS::ITSM onpepensetca Mo mMaTpuue MOKa3aHHOM HUXe U
pe3ynbTaT NpuopmuTE3aLMn NCNosb3yeTCa B 0030pax ovepenen.
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Figure 11.8. admin-priority-allocation

-2 - 3 2 2 You are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o

Criticality <-> Impact <-> Priority

Note Priority allocation
IMPACT \ CRITICALITY 1 VERY LOW 2 LoOwW 3 NORMAL 4 HIGH 5 VERY HIGH
1very low Twverylov Tverylow + 2 low - 2 low - 3normal «
2 low Tverylov - 2low - 2 low - 3normal - 4high -
3normal 2 low - 2 low A 3normal - 4high - 4high =
4 high 2 low - 3normal ~ 4high = 4high - Svery hi¢ v
5very high Inormal - 4high - 4high - 5wvery hig ~ Svery hi¢ v
_ Submit |

Homep ypoBHS, onucaHue uU AENCTBUTENIbHOCTb MOXXHO MOCMOTPETb U U3MEHUTL B
naHenn agMmHUCTpaTopa Nno ccoiike "Obwmnn kaTanor":

Figure 11.9. admin-general-catalog-management-priority

2222 224%a?

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS o,

General Catalog Management

Actions List
ITSM:Core: Crilicality - TSM:CORE:CRTICALITY VALID
— valid
&3 Add Catalog ltem i
E3 Add Catalog C1 il
e valid
valid

Go to overview

6. KoppeKkTupoBKa NnpuopuTeTOoB
3aABKHU

3asaBku paHxupytoTca B OTRS::ITSM Ha ocHOBe MPUOPUTETOB 3asBOK, T.e. 3asBKMU
C BbICOKMM TMpPUOPUTETOM TMOKa3biBaloTca B o0630pe o4epenen Bbile 3a89BOK C
6onee HU3KNM 3HaYeHMeM npuopuTeTa. MNpnopuTeTbl MOryT BbITb OTKOPPEKTUPOBAHLI,
nepenMmeHoBaHbl 1 fobaBseHbl B rpanuyeckom nHTepgence agMmMHNCTpaTopa.
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Figure 11.10. admin-priority-management

g2 92 92 -i-: l: You : in as Jane Smith E]

DASHBOARD TICKETS SERVICES CMDB CHANGES STATISTICS CUSTOMERS

Priority Management
Actions List
E Add priority NAME WVALDTY CHANGED CREATED
valid 08/23/2012 14:26 0812312012 14:26
valid 08/23/2012 14:26 0812312012 14:26
valid 08/23/2012 14:26 0812312012 14:26

walid 08/23/2012 14:26 08/23/2012 14:26
valid 08/23/2012 14:26 08/23/2012 14:26

bonee peTanbHyo MHpopMaLmio Bbl HangeTe B Pykosoactee agMuHucTpatopa OTRS.

Warning

ATpnbyTt "id" oTparkaeT BHYTPEHHIO MNOoCNefoBaTe/IbHOCTL MPUOPUTETOB B
OTRS::ITSM - 1 o3Ha4aeT MUHUMYM U 5 (U1K BbILLE) - MAKCUMYM. YUCJ10 B Ha3BaHNU
npuopuTeTa CAyXWUT AJI9 NPaBWUbLHONO BbICTpauBaHWUA MocjsiefoBaTesibHOCTU
MPUOPUTETOB.

Warning

YT106b! 6bITb YBEPEHHbBIM B LIEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstowas
VHopMaunsa, ofHaKAbl CO3[4aHHas B MaHenn YyrnpaBJieHUs CUCTEeMbl, Kak
NMpaBuIo, He MOXXET BbITb yaaseHa. ECnum Bbl )KenaeTe Ae3aKTMBUPOBaTb TaKyto
MHpOpMaLmnio, U3MEHUTE €e 3HayeHne B COOTBETCTBYHOLLEM crnucke Bbibopa
¢ "valid/penctButensHa" Ha "invalid/HegencTeutenbHa" namn "invalid-temporari-
ly/BpeMeHHO HepencTBUTEbHaA".
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Chapter 12. lonosiHuTeJibHbIE
npuno>xeHua OTRS - kaneHpapb

OTRS nepBoHavanbHO noaaep>xuaeT paboTy c 9 KaneHgapsiMuU, KOTOpPble MOryT ObiTb
HacTpoeHbl Yepe3 uHtepdenc. Ucnonbsys SysConfig nx 4ncno moxxet bbiTb YBENNYEHO
0o 99, ncnonb3lys KaseHgapb 1 1 T.4. CCbINKK:

Figure 12.1. admin-sys-config

' e = + . z You are logged in as Jane Smith E]

DASHBOARD | TICKETS | SERVICES |CMDB | CHANGES | STATISTICS | CUSTOMERS Q.

SysConfig

Actions Result

Search | SUBGROUP ELEMENTS GROUP

rto O R e 28 Framework

[
5]

Framework
Framework (432) - Framework

ate by sele Framework
Framewaork
Framework

Framework

]

¥ Export settings

2 Import settings Framewaork
Framewaork
Framewaork

Framework

m

Framework
Framewaork
Framework

e B X R I T I . 1

-y
=

Framewark

o
[= ]

Framewaork

5]

Framewaork
Framework
Framewaork
Framework
Framework
Framework

oW ot

Framewaork

"TimeWorkingHours/Pabo4ne 4acbkl" MoOryT wucnonb3oBaTbca B OTRS:ITSM ans
onpefeneHnss TaK Ha3biBaeMbix "service level windows" - OTpe3koB BpeMeHW B
KOTOpbI€ Balla OpraHu3aumsa rapaHTupyeT onpefeneHHbIn ypoBeHb 06CnyxnsaHna ans
KnneHToB. Ecnn TpebyeTcs, 3aTeM OHM MOryT 6bITb NMpoBepeHbl U / UAN OLEHEHbI
aona obecnedveHnsa cobniofgeHnsa Kakux-mmbo BO3MOXHLIX corfaweHun o6 ypoBHe
obcny>xmBaHus.
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Figure 12.2. admin-sysconfig-timeworkinghours

DASHBOARD | TICKETS | SERVICES |CMDB  CHANGES | STATISTICS | CUSTOMERS o,

SysConfig

Actions Edit Config Settings in Framework -> Core::Time::Calendar1

Go to overview
= TimeZone::CalendariName

5td Business Hours

Defines the name of the
indicated calendar.

TimeZone::Calendart +0 =~

Defines the time zone ofthe
indicated calendar, which can
be assigned later to a specific
queue.

TimeVacationDays::Calendar1
Month — Day — Text

1 1 Mew Year's Day (9

5 1 International Work (=)

12 24 Christmas Eve

12 | 25 | FirstChristmas D (@
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Chapter 13. UHTepdeunchl
OTRS::ITSM c ppyruMmm
cucTeMamMm

Cnepgylowme 4aCTUYHO obwime nHTepdencol MOryT 6GbITb MUCMOAb30BaHbl A5t obMeHa
noaHHbIMU Mexay OTRS::ITSM n gpyrumm (ITSM) nporpaMMHbIMK NPOAYKTaMU:

* NAGIOS

» SOAP

* REST

* LDAP

* E-mail (POP3, IMAP, SMTP)
* CSV Import/Export

OTRS AG c yaoBoJibCTBMEM pa3paboTaeT 4ONOJHUTENIbHbIE MHTEPdENCHI N0 3aNpocy Nan
YyneHbl coobuiecTBa MoryT paspaboTaTb UX.
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Appendix A. GNU Free
Documentation License

Version 1.1, March 2000

Copyright (C) 2000 Free Software Foundation, Inc. 51 Franklin St, Fifth Floor,
Boston, MA 02110-1301 USA Everyone is permitted to copy and distribute
verbatim copies of this license document, but changing it is not allowed.

0. PREAMBLE

The purpose of this License is to make a manual, textbook, or other written document
"free" in the sense of freedom: to assure everyone the effective freedom to copy and
redistribute it, with or without modifying it, either commercially or noncommercially. Se-
condly, this License preserves a way for the author and publisher to get credit for their
work, while not being considered responsible for modifications made by others.

This License is a kind of "copyleft", which means that derivative works of the document
must themselves be free in the same sense. It complements the GNU General Public
License, which is a copyleft license designed for free software.

We have designed this License in order to use it for manuals for free software, because free
software needs free documentation; a free program should come with manuals providing
the same freedoms that the software does. But this License is not limited to software
manuals; it can be used for any textual work, regardless of subject matter or whether it
is published as a printed book. We recommend this License principally for works whose
purpose is instruction or reference.

1. APPLICABILITY AND DEFINITIONS

This License applies to any manual or other work that contains a notice placed by the
copyright holder saying it can be distributed under the terms of this License. The "Docu-
ment", below, refers to any such manual or work. Any member of the public is a licensee,
and is addressed as "you".

A "Modified Version" of the Document means any work containing the Document or a
portion of it, either copied verbatim, or with modifications and/or translated into another
language.

A "Secondary Section" is a named appendix or a front-matter section of the Document
that deals exclusively with the relationship of the publishers or authors of the Document
to the Document's overall subject (or to related matters) and contains nothing that could
fall directly within that overall subject. (For example, if the Document is in part a textbook
of mathematics, a Secondary Section may not explain any mathematics.) The relationship
could be a matter of historical connection with the subject or with related matters, or of
legal, commercial, philosophical, ethical or political position regarding them.

The "Invariant Sections" are certain Secondary Sections, whose titles are designated as
being those of Invariant Sections, in the notice that says that the Document is released
under this License.

The "Cover Texts" are certain short passages of text that are listed, as Front-Cover Texts or
Back-Cover Texts, in the notice that says that the Document is released under this License.

A "Transparent" copy of the Document means a machine-readable copy, represented in
a format whose specification is available to the general public, whose contents can be
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viewed and edited directly and straightforwardly with generic text editors or (for images
composed of pixels) generic paint programs or (for drawings) some widely available draw-
ing editor, and that is suitable for input to text formatters or for automatic translation to
a variety of formats suitable for input to text formatters. A copy made in an otherwise
Transparent file format whose markup has been designed to thwart or discourage sub-
sequent modification by readers is not Transparent. A copy that is not "Transparent" is
called "Opaque".

Examples of suitable formats for Transparent copies include plain ASCIl without markup,
Texinfo input format, LaTeX input format, SGML or XML using a publicly available DTD, and
standard-conforming simple HTML designed for human modification. Opaque formats in-
clude PostScript, PDF, proprietary formats that can be read and edited only by proprietary
word processors, SGML or XML for which the DTD and/or processing tools are not gener-
ally available, and the machine-generated HTML produced by some word processors for
output purposes only.

The "Title Page" means, for a printed book, the title page itself, plus such following pages
as are needed to hold, legibly, the material this License requires to appear in the title
page. For works in formats which do not have any title page as such, "Title Page" means
the text near the most prominent appearance of the work's title, preceding the beginning
of the body of the text.

2. VERBATIM COPYING

You may copy and distribute the Document in any medium, either commercially or non-
commercially, provided that this License, the copyright notices, and the license notice
saying this License applies to the Document are reproduced in all copies, and that you
add no other conditions whatsoever to those of this License. You may not use technical
measures to obstruct or control the reading or further copying of the copies you make
or distribute. However, you may accept compensation in exchange for copies. If you dis-
tribute a large enough number of copies you must also follow the conditions in section 3.

You may also lend copies, under the same conditions stated above, and you may publicly
display copies.

3. COPYING IN QUANTITY

If you publish printed copies of the Document numbering more than 100, and the Docu-
ment's license notice requires Cover Texts, you must enclose the copies in covers that
carry, clearly and legibly, all these Cover Texts: Front-Cover Texts on the front cover, and
Back-Cover Texts on the back cover. Both covers must also clearly and legibly identify
you as the publisher of these copies. The front cover must present the full title with all
words of the title equally prominent and visible. You may add other material on the cov-
ers in addition. Copying with changes limited to the covers, as long as they preserve the
title of the Document and satisfy these conditions, can be treated as verbatim copying
in other respects.

If the required texts for either cover are too voluminous to fit legibly, you should put the
first ones listed (as many as fit reasonably) on the actual cover, and continue the rest
onto adjacent pages.

If you publish or distribute Opaque copies of the Document numbering more than 100, you
must either include a machine-readable Transparent copy along with each Opaque copy,
or state in or with each Opaque copy a publicly-accessible computer-network location
containing a complete Transparent copy of the Document, free of added material, which
the general network-using public has access to download anonymously at no charge using
public-standard network protocols. If you use the latter option, you must take reasonably
prudent steps, when you begin distribution of Opaque copies in quantity, to ensure that
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this Transparent copy will remain thus accessible at the stated location until at least one
year after the last time you distribute an Opaque copy (directly or through your agents
or retailers) of that edition to the public.

It is requested, but not required, that you contact the authors of the Document well before
redistributing any large number of copies, to give them a chance to provide you with an
updated version of the Document.

4. MODIFICATIONS

You may copy and distribute a Modified Version of the Document under the conditions of
sections 2 and 3 above, provided that you release the Modified Version under precisely
this License, with the Modified Version filling the role of the Document, thus licensing
distribution and modification of the Modified Version to whoever possesses a copy of it.
In addition, you must do these things in the Modified Version:

A. Use in the Title Page (and on the covers, if any) a title distinct from that of the Document,
and from those of previous versions (which should, if there were any, be listed in the
History section of the Document). You may use the same title as a previous version if
the original publisher of that version gives permission.

B. List on the Title Page, as authors, one or more persons or entities responsible for au-
thorship of the modifications in the Modified Version, together with at least five of the
principal authors of the Document (all of its principal authors, if it has less than five).

C. State on the Title page the name of the publisher of the Modified Version, as the pub-
lisher.

D.Preserve all the copyright notices of the Document.

E. Add an appropriate copyright notice for your modifications adjacent to the other copy-
right notices.

F. Include, immediately after the copyright notices, a license notice giving the public per-
mission to use the Modified Version under the terms of this License, in the form shown
in the Addendum below.

G.Preserve in that license notice the full lists of Invariant Sections and required Cover
Texts given in the Document's license notice.

H.Include an unaltered copy of this License.

I. Preserve the section entitled "History", and its title, and add to it an item stating at
least the title, year, new authors, and publisher of the Modified Version as given on the
Title Page. If there is no section entitled "History" in the Document, create one stating
the title, year, authors, and publisher of the Document as given on its Title Page, then
add an item describing the Modified Version as stated in the previous sentence.

J. Preserve the network location, if any, given in the Document for public access to a
Transparent copy of the Document, and likewise the network locations given in the
Document for previous versions it was based on. These may be placed in the "History"
section. You may omit a network location for a work that was published at least four
years before the Document itself, or if the original publisher of the version it refers to
gives permission.

K. In any section entitled "Acknowledgements" or "Dedications", preserve the section's
title, and preserve in the section all the substance and tone of each of the contributor
acknowledgements and/or dedications given therein.

L. Preserve all the Invariant Sections of the Document, unaltered in their text and in their
titles. Section numbers or the equivalent are not considered part of the section titles.
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M.Delete any section entitled "Endorsements". Such a section may not be included in the
Modified Version.

N.Do not retitle any existing section as "Endorsements" or to conflict in title with any
Invariant Section.

If the Modified Version includes new front-matter sections or appendices that qualify as
Secondary Sections and contain no material copied from the Document, you may at your
option designate some or all of these sections as invariant. To do this, add their titles to
the list of Invariant Sections in the Modified Version's license notice. These titles must be
distinct from any other section titles.

You may add a section entitled "Endorsements", provided it contains nothing but endorse-
ments of your Modified Version by various parties--for example, statements of peer review
or that the text has been approved by an organization as the authoritative definition of
a standard.

You may add a passage of up to five words as a Front-Cover Text, and a passage of up
to 25 words as a Back-Cover Text, to the end of the list of Cover Texts in the Modified
Version. Only one passage of Front-Cover Text and one of Back-Cover Text may be added
by (or through arrangements made by) any one entity. If the Document already includes
a cover text for the same cover, previously added by you or by arrangement made by the
same entity you are acting on behalf of, you may not add another; but you may replace
the old one, on explicit permission from the previous publisher that added the old one.

The author(s) and publisher(s) of the Document do not by this License give permission to
use their names for publicity for or to assert orimply endorsement of any Modified Version.

5. COMBINING DOCUMENTS

You may combine the Document with other documents released under this License, under
the terms defined in section 4 above for modified versions, provided that you include in
the combination all of the Invariant Sections of all of the original documents, unmodified,
and list them all as Invariant Sections of your combined work in its license notice.

The combined work need only contain one copy of this License, and multiple identical
Invariant Sections may be replaced with a single copy. If there are multiple Invariant Sec-
tions with the same name but different contents, make the title of each such section
unique by adding at the end of it, in parentheses, the name of the original author or pub-
lisher of that section if known, or else a unique number. Make the same adjustment to the
section titles in the list of Invariant Sections in the license notice of the combined work.

In the combination, you must combine any sections entitled "History" in the various orig-
inal documents, forming one section entitled "History"; likewise combine any sections
entitled "Acknowledgements"”, and any sections entitled "Dedications". You must delete
all sections entitled "Endorsements".

6. COLLECTIONS OF DOCUMENTS

You may make a collection consisting of the Document and other documents released
under this License, and replace the individual copies of this License in the various docu-
ments with a single copy that is included in the collection, provided that you follow the
rules of this License for verbatim copying of each of the documents in all other respects.

You may extract a single document from such a collection, and distribute it individually
under this License, provided you insert a copy of this License into the extracted document,
and follow this License in all other respects regarding verbatim copying of that document.
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7. AGGREGATION WITH INDEPENDENT
WORKS

A compilation of the Document or its derivatives with other separate and independent
documents or works, in or on a volume of a storage or distribution medium, does not as a
whole count as a Modified Version of the Document, provided no compilation copyright is
claimed for the compilation. Such a compilation is called an "aggregate", and this License
does not apply to the other self-contained works thus compiled with the Document, on
account of their being thus compiled, if they are not themselves derivative works of the
Document.

If the Cover Text requirement of section 3 is applicable to these copies of the Document,
then if the Document is less than one quarter of the entire aggregate, the Document's
Cover Texts may be placed on covers that surround only the Document within the aggre-
gate. Otherwise they must appear on covers around the whole aggregate.

8. TRANSLATION

Translation is considered a kind of modification, so you may distribute translations of the
Document under the terms of section 4. Replacing Invariant Sections with translations
requires special permission from their copyright holders, but you may include translations
of some or all Invariant Sections in addition to the original versions of these Invariant
Sections. You may include a translation of this License provided that you also include the
original English version of this License. In case of a disagreement between the translation
and the original English version of this License, the original English version will prevail.

9. TERMINATION

You may not copy, modify, sublicense, or distribute the Document except as expressly
provided for under this License. Any other attempt to copy, modify, sublicense, or distrib-
ute the Document is void, and will automatically terminate your rights under this License.
However, parties who have received copies, or rights, from you under this License will not
have their licenses terminated so long as such parties remain in full compliance.

10. FUTURE REVISIONS OF THIS LI-
CENSE

The Free Software Foundation may publish new, revised versions of the GNU Free Docu-
mentation License from time to time. Such new versions will be similar in spirit to the
present version, but may differ in detail to address new problems or concerns. See http://
www.gnu.org/copyleft/.

Each version of the License is given a distinguishing version number. If the Document
specifies that a particular numbered version of this License "or any later version" applies
to it, you have the option of following the terms and conditions either of that specified
version or of any later version that has been published (not as a draft) by the Free Software
Foundation. If the Document does not specify a version number of this License, you may
choose any version ever published (not as a draft) by the Free Software Foundation.
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. How to use this License for your doc-
uments

To use this License in a document you have written, include a copy of the License in the
document and put the following copyright and license notices just after the title page:

Copyright (c) YEAR YOUR NAME. Permission is granted to copy, distribute
and/or modify this document under the terms of the GNU Free Documenta-
tion License, Version 1.1 or any later version published by the Free Software
Foundation; with the Invariant Sections being LIST THEIR TITLES, with the
Front-Cover Texts being LIST, and with the Back-Cover Texts being LIST. A
copy of the license is included in the section entitled "GNU Free Documen-
tation License".

If you have no Invariant Sections, write "with no Invariant Sections" instead of saying
which ones are invariant. If you have no Front-Cover Texts, write "no Front-Cover Texts"
instead of "Front-Cover Texts being LIST"; likewise for Back-Cover Texts.

If your document contains nontrivial examples of program code, we recommend releasing
these examples in parallel under your choice of free software license, such as the GNU
General Public License, to permit their use in free software.
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