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The service-desk and ticket system solution OTRS is the basis for the ITIL compliant IT service manage-
ment solution OTRS::ITSM, its incident management, problem management, service level management,
configuration management modules, and integrated CMDB.
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CHAPTER 2

Service Management

W64 C A ITIL TFRSS A —ANRRR TR /N DO A ) 3 A T3 R L AU . Ak 1 R G I P
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This package adds new objects and basic functionalities needed for common features and processes of
ITIL implementation. It contains the general catalog, which is the basic for ITSM relevant configurations in
the service management. Additionally, adds new statistics to the system for ensuring that all service level
agreements are appropriate and satisfy the agreements, as well as to monitor and report on service levels.

OTRS::ITSM o {1yt i 457 BRURN ) 6 BRURUAERE T ITIL A2 F ITIL ARG o [\, F P A2 R R IR 3R
kA OTRS MIAEWS AT RELRH o

2.1 2 . GUOPT

A DA A B 5% S R P 0 A BE AR s A A AT TR 22 | SR e A AL .

VEME: 8 EAE admin AU ) B G SRR AT POV B . AR BT A SE TR M U A A

MR BAMEBCN OTRS €I 7744 otrs, EHLHEF] /opt/otrs o WIRAE A ILAL /7 sl 223 &
W B S g A o AR AT LRINEZEE, iHPITL N

otrs> /opt/otrs/bin/otrs.Console.pl Search 'Admin::Package'

RG] —~help WIHAT I s (4 LLA A Hou] e Lol -

2.1.1 73k

* OTRS Framework 8.0.x
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2.1.2 ‘¢

VMR W THRTH Ui RS SEAIRIR » 5855 B0k e A I i R s N 240 itsm-service ' o
HICER ARG » AR ISR IR AT 0L .
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otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package::Install /path/to/Package-x.y.
7 .opm

2.1.3 T
2.1.3.1 Jm i O3 S R

AR L RS SR A KA
1. AR B USRI T T OT B BRI
sl ZE LA P05 424
MAISAE R G k£ D E LA . opm STfF .
it R AL
DB U ERAT o
SUBTR » B RE RAE ARG N

o g~ 0D

6 Chapter 2. Service Management



OTRS::ITSM Administration Manual, 3 1ii 8.0

2.1.3.2 JEid A7 B

A E AT AT AT -
1. % . opm SUFRAFH] otrs I HA AR S
2. PATIEATA

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package: :Upgrade /path/to/Package-x.y.
<»7Z.opm

2.1.4 #H#

St U PLEN AT AL, T 97 22 2 30 1) B P BT A B0 R 3R o ok IR SR 3R 1 BT Bk N r) e
Halh E K

FE LAY BIEE 2 itsm-service K #ids ] o SnT DAAEAE 1 03 5 bR OB X AN

The ticket types and states that were added during installation will be deactivated. They can be activated
again in the administrator interface.

AR T SR, S AR ORTR I SE AR S AT

2.1.4.1 JE P OY S 2

AN PGS E AR
1. AR B S AT IT s B .
2. N\ AR EA /N IR IR R AT
3. wiali BAEFI ) EEBER
4. AR BCU IR .

2.1.4.2 @il iy 4T EIE

AN A AT EBA AL
1. PATIEA 4

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package::Uninstall PACKAGE_NAME

2.1.5 Setup

The incident and problem management feature is turned off by default.
To activate the incident and problem management feature:
1. BB RGNE .
2. Enable the IncidentProblemManagement : : Active setting.
3. Activate the new actions in the following settings:

* AgentFrontend::Ticket::Action###IncidentProblemManagementAdditionalFields

2.1, 22N | W AEIE 7
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* AgentFrontend: :Ticket::Action###IncidentProblemManagementDecision
4. Enable the dynamic field property cards in the widget type configuration:
* AgentFrontend: :TicketDetailView: :WidgetType###Properties
by setting the value of the key Isvisible to 1 (available) or 2 (available and visible by default).
The following dynamic field property cards have been added to the widget type configuration:
* DynamicField ITSMCriticality
* DynamicField_ ITSMImpact
* DynamicField_ITSMReviewRequired
* DynamicField_ITSMDecisionResult
* DynamicField_ ITSMRepairStartTime
* DynamicField_ITSMRecoveryStartTime
* DynamicField_ITSMDecisionDate
* DynamicField_ITSMDueDate
5. Enable the dynamic fields in the form configurations by setting the key ITnactive to the value 0:
* Forms###AgentFrontend: :TicketCreate: :Email::CreateProperties
— DynamicField_ ITSMImpact
— DynamicField_ ITSMDueDate
* Forms###AgentFrontend: :TicketCreate: :Phone::CreateProperties
— DynamicField_ ITSMImpact
— DynamicField_ ITSMDueDate
* Forms###AgentFrontend: :TicketCreate::SMS: :CreateProperties
— DynamicField_ ITSMImpact
— DynamicField_ITSMDueDate
* Forms###AgentFrontend: :Ticket::Action::Priority
— DynamicField_ ITSMImpact
* Forms###AgentFrontend: :Ticket::Action::Close
— DynamicField_ ITSMReviewRequired
* Forms###AgentFrontend: :TicketArticle::Action: :Reply
— DynamicField_ ITSMReviewRequired
* Forms###AgentFrontend: :TicketArticle: :Action::ReplyAll
— DynamicField_ ITSMReviewRequired

6. Deploy the modified configuration.

2.2 TG A

AT A A5 A H S S ] T D EE
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221 THEHE

After installation of the package a new module will be available in the administrator interface. A new state
is added to the ticket states and some new types are added to ticket types. Furthermore, /llz 452 %] 11313 and
JI2%5 screens are extended with some new fields.

2211 H3E o k%
LR R B 2 USCSERE o A RBRR T TR BN BEUE R fUegsitkh
Priority allocation
IMPACT /CRITICALITY | 1VERYLOW 210w 3 NORMAL 4 HIGH 5VERY HIGH
1very low 1 very low 1 very low 2 low 2low 3 normal
2 low 1 very low 2 low 2 low 3 normal 4 high
3 normal 2 low 2 low 3 normal 4 high 4 high
4 high 2 low 3 normal 4 high 4 high 5 very high
5 very high 3 normal 4 high 4 high 5 very high 5 very high

Save  or Cancel

B2 BaE e L
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M55 ) DU BB 4k AR TR BB AR 55 200 DR b $ 3

Hi 55 2 3] PSR

XL IR AR A A I 8 L B o O i B A AAORE TT LAAE R B 5L T P 4R B o B A S I B

T .

KA EPEAR S ZON MY o ] B RIER E A AT A I ] s .
AT B PR B I TR C a3 D S mT DU e s SCERAE 22 ) ) e o s (R TRD g
2.2.1.3 k%%

A4 B BB SR v AR Tl B AL RS At $k31

k55 BL &

XL R AR A RSN I e B o HL A B A AARE T DAAE A B 5L T R 4R B o B RS T B

T o

HRA LRSS I o ATRERIMER AR SAT AN N e H H S .
RO ERERSE L o nTREMIMESR B A i im H H % .
2.2.1.4 W&
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Add SLA

Type:
Service:
Calendar:

Escalation - first response time

(minutes):

Escalation - update time (minutes):

Escalation - solution time (minutes):

Minimum Time Between Incidents

(minutes):
= Validity:
Comment:

Dialog message:

Add Service

* Service:

Sub-zervice of:

Type:
Criticality:
% Validity:

Comment:

Availability

(Motify by )]

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

{Motify by )

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

(Motify by )]

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

valid

i

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

Save or Cancel

B 2.2 SR S5 G DS 2

Back End
1 very low

valid

Save or Cancel

K 2.3: ISR %5 B 4
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_ State Management
Actions List
Add State NAME TYPE COMMENT VALIDITY | CHANGED CREATED
Ticket is closed ) 11/11/2018 15:29 11/11/2018 15:29
closed successful closed valid
e ——— (Europe/Budapest) (Europe/Budapest)
‘ closed — Ticket is closed lid 11/11/2018 15:29 11/11/2018 15:29
clos vali
Just start typing to filter... unsucces..sful . (Europe/Budapest) (Europe/Budapest)
closed with closed Ticket is closed valid 12/03/2018 10:27 12/03/2018 10:27
workaround (Europe/Budapest) (Europe/Budapest)
Hint State for . 11/11/2018 15:29 11/11/2018 15:29
merged merged valid
merged ... (Europe/Budapest) (Europe/Budapest)
i Mew ticket ) 11/11/2018 15:29 11/11/2018 15:29
SysC L new new valid
B - o : create... (Europe/Budapest) (Europe/Budapest)
See also: http://doc.otrs.com/doc ) ) 11/11/2016 1529 11/11/2016 1529
open open Open tickets. valid
(Europe/Budapest) (Europe/Budapest)
pending aufo pending Ticket is lid 11/11/2018 15:29 11/11/2018 15:29
vali
closet auto pending... (Europe/Budapest) (Europe/Budapest)
pending auto pending Ticket is lid 11/11/2018 15:29 11/11/2018 15:29
vali
close- auto pending... (Europe/Budapest) (Europe/Budapest)
pending pending Ticket is lid 11/11/2018 15:29 11/11/2018 15:29
vali
reminder reminder pending... (Europe/Budapest) (Europe/Budapest)
Customer ) 11/11/2018 15:29 11/11/2018 15:29
removed removed valid
removed ... (Europe/Budapest) (Europe/Budapest)

B 2.4 R BB 4

Brivekas

B O] BEEE AR T RS i e Zh oG ALK T

2.2.1.5 KM

TIRAHM)G , RGSIIN— LB KA . KAV B R R T T B 4L A .

A Type Management
Actions List
Add Type NAME VALIDITY CHANGED CREATED
Incident valid 09,/14/2020 15:42 (Europe/Budapest) 09/08/2020 14:16 (Europe/Budapest)
p—— Incident:Major valid 09/14/2020 15:42 (Europe/Budapest) 09/08/2020 14:16 (Europe/Budapest)
ftertor fypes Problem valid 09/14/2020 15:42 (Europe/Budapest) 09/08/2020 14:16 (Europe/Budapest)
Just start typing to filter.. ServiceRequest valid 09,/14/2020 15:42 (Europe/Budapest) 09/08/2020 14:16 (Europe/Budapest)
Unclassified valid 12/05/2019 14:05 (Europe/Budapest) 12/05/2019 14:05 (Europe/Budapest)

K 2.5: IG5

BrimE

Incident Fff H T A EFHATEIENR TR .
Incident: :Major F KA} H T AEF RHFAIEM TR
Problem [l HIT- k] @G T 5 .

2.2, EHA G 11
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ServiceRequest Jx55ifKk T WIS RAIEEN T4 .

2.2.2 H/ . AR

ARG B RGN —Erdl .

2221 4

LAY )G, R ERGAIN AL o "4V BRAAE T L A Al s e i .

_ Group Management
Actions List (7 total)
Add Group NAME COMMENT VALIDITY =~ CHANGED
. .. . 11/11/2018 15:259
admin Group of all administrators. valid 111/
—— (Europe/Budapest)
ftertorroups itsm- Group for TSM Service mask access lid 11/30/2018 08:27
. . . vali
Just start typing to filter... service in the agent interface. (Europe/Budapest)
- . 11/11/2018 15:29
stats Group for statistics access. valid
(Europe/Budapest)
Hint 11/11/2018 15:29
Users Group for default access. valid ALY
(Europe/Budapest)

2.6: ST

By

WRERRM )G, RESTIMLL R4
itsm-service HT-Uil k%5 N 3 S ITSM %5 b4l o

CREATED
11/11/2018 15:29
|Europe/Budapest)
11/29/2018 08:16
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)

VERR D BRIATEOOR BT B H T ( root@localhost DS InEZA 1K) rw AR .

Z
TN HABH P CE ER AR TR A DL OCHK -
< JRB AR A
< K4l
c BPHM A
< s A

2.2.3 WA HEhE

LREAYRNMW)E 2O INEh & 7 BUR AN B AR G bR E B R BB
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2.2.3.1 ghA&TE

LAY )5
TR R

a« Dynamic

Fields Ma
Actions
Ticket
Article

Customer

Customer User

WEh AT B

nagement

— SIS T BRI B R G o BT BT R
Dynamic Fields List
NAME LABEL ORDER | TYPE
ProcessManagementProcessiD Process 1 ProcessiD
ProcessManagementActivitylD Activity 2 ActivitylD
ProcessManagementActivityStatus Activity Status 3 Dropdown
ITSMCriticality Criticality 4 Dropdown
ITSMimpact Impact 5 Dropdown
ITSMReviewRequired Review Required 6 Dropdown
ITSMDecisionResult Decision Result T Dropdown
ITSMRepairStartTime Repair Start Time 8 Date / Time
ITSMRecoveryStartTime Recovery Start Time 9 Date/ Time
ITSMDecisionDate Decision Date 10 Date/ Time
ITSMDueDate Due Date 11 Date / Time
Kl 2.7: 7 BUE B b

OBJECT
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket
Ticket

ITSMCriticality XA FREIETB, WHMN 1-WIKLH] 5-M @R 2 S .
ITSMImpact XE&— NN ahi&TE, WEHM 1- Wﬂiﬂ S5-I s g o

ITSMReviewRequired X/ &— A FHEIATE,

ITSMDecisionResult X Mg T7 B,
ITSMRepairStartTime IXJ&ORAFYEAE FFAA I Ta] (1) H /N RIS A B .
ITSMRecoveryStartTime IX/E{RAFVKE FTURIN [a] 1) H /I TR 20288 B .
ITSMDecisionDate X & {RAr ¥ 3 IN A] ) H /N W] Zh a7 B o
ITSMDueDate IXii T ORAr 2T H YT H 31/ o) 3 24 7B .
ERAEOLR > sl ST B eV 2 bk 0 o

A EIX R 58
1. ARG E .

YK

SR A LR A T
EP/F]/\#EBT

2. i€ ITSMIncidentProblemManagement A E -

3. FMLEN Hirkn — MRS A G — ML BRTG — SN G — MK OREE %D

2.2.4 AGEH

R %%o

S

BEssmlfE Wkt B a4l shas

Fllofll

VALIDITY
valid

DELETE

valid
valid
valid
valid
valid
valid
valid
valid
valid
valid

After installation of the package some new modules will be available in the administrator interface.

13
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2.2.4.1 BEHH=F

Use this screen to add catalog classes and items to the system. The general catalog management screen
is available in the General Catalog module of the Administration group.

General Catalog Management

A« General Catalog Management
Actions List
[+] Add Catalog Class CATALOG CLASS
ITSM::CorezincidentState
ITSM::ServicezType
ITSM::SLA:Type
L popes .
Kl 2.8: ] H s 25 45
S TH Y =N
(EEEURIEDN

LA HK
1. R ZEMEARE R S0 H sk R
2. HWELHTE .
3. miih PRAFEHL -

Add Catalog Class

# Catalog Class:
* Name:

valid

Save or Cancel

Kl 2.9: W H bR

B R RGETMIER H 38 o HREM IR AR EIE TR E o ol Ik N T oRE e .

A EAIN S H SR
1. MWHSRRFIR PIEFE N HRE
2. i ZE LA A8 I0 H SR IUZ AL -
3. HE MBI TB
4. g PRAFHEHL

14 Chapter 2. Service Management
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Add Catalog Item

[TSM::CorezincidentState

« Name:

valid

Save or Cancel

2.10: 3 H 3T 5 4

B ERANRGH MR H S0 o HREE IR A7V EIE TR E O ol N T OREE e

A E R H ORI
1. MWHSRRFIR PIESE N HRE
2. JEFEH RIBIFR A H I .
3. BB -
4. it PRAF R DRAT T SE A%

Edit Catalog ltem
[TSM::CoreincidentState

#MName: | Operational

valid

Save or Save and Finish or Cancel

211 Gt H SR

HRRUE

AP > ATLAE A LU BEE o ARy A S 1T BUR T B .

HoRIE ™ HRSRINAHR o HRSERE R e H R SRINBENER

PRR* LIRS H SR I AFR o T RAEIE T B R AR TR A, RS P RS o AR
K SWoRAE HoR ISR

AT BEE LTI IAT RN o W R BO B AT AR BRI RIATAAE OTRS AR H] o H50b3 Beist
B JCRE i I AR AR L E B BRI A

VERE BRI B NS B o i T M SR £t BUE S A e B T R B .

2.2, 4 E AT 15
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BRIy

AP, ATLE LU BEE - AR S 1T BUR IR .

Hae2k HRBMAHR o« b Seh o H .

PRR* ZEANBISE A H SR IAAFR o T BRI B AR R 75, RS PR RS o SR
K BoRAE HoR UKL SR

AL BCE LRI RNE o WR T BOR BN A AR BRI R AAE OTRS FRAE ] - by Brist
By TERER I TR AR L BRI AL

VERE I B USAS B N B o T I M SR £ BUE S N A e R ) T R SRR .

Classes

The package adds some classes to the General Catalog.

List

CATALOG CLASS
ITSM::Core::IncidentState
ITSM::Sernvice: Type
ITSM::SLA: Type

2.12: I H kK5 R i HE
ITSM::Core::IncidentState 56 & FfRA -
ITSM::Service::Type IS5t & A% .
ITSM::SLA::Type M55 ARS 2R .

2.2.4.2 System Configuration

Hiding Service Incident State in Forms

This section describes how to hide the incident state field in a form if selecting a service. In default state,
the incident state is shown in a form after selecting a service:

In order to hide the service incident state in a form, you need to edit the YAML configuration of the relevant
form and add the following part:

- Name: ServicelD
Config:
HideIncidentState: 1

The following example shows how to hide the service incident state for the New Phone Ticket form:
1. Searchin the system configuration for the setting Forms###AgentFrontend: : TicketCreate: :Phone: :CreateP
2. Hover over the widget in order to display the button Edit this setting and click on the button.
3. Search in the YAML configuration for the ServiceID field:

4. Add the Config key with the HideIncidentState sub-key setto 1:

16 Chapter 2. Service Management
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~ Service Level Management

Service [I SLA [D mpact
Service 1 n o 3 normal ) G
Incident State
" Priority (L Due Date * State [ Ll
2 low A 01/10/2020- 10:15:00 apen s
i 2.13: Service Incident State in the New Phone Ticket Form
Forms###AgentFrontend::TicketCreate::Phone:CreateProperties
Label: Assignment Configurable form for the Properties widget v x
- Collapsible: 1 of the New Phone Ticket screen
A4
F€ 2.14: YAML Configuration of the Form
- Name: ServicelD
Config:
HideIncidentState: 1
5. Click on the tick button on the left side of the widget to save the configuration.
6. Deploy the modified settings.
After successful deployment the service incident state will be hidden in the New Phone Ticket form:
~ Service Level Management
Service [i SLA (O mpact
Service 1 X “ 3 normal X
* Priority (U Due Date * State [1J
2 low N 01/10/2020 - 10:15:00 apen S

2.15: New Phone Ticket Form without the Service Incident State
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2.3 k55 N b g

AT U LR P A AR5 M55 N S T R T OB DI RE

231 T H

After installation of the package some new fields will be available in the ticket create screens and the ticket
detail view will have some new widgets and actions.

2.3.1.1 Create Ticket
Some new fields will be available in New Phone Ticket, New Email Ticket and New SMS Ticket screens.

v Service Level Management

(0
Backup and Archiving X W 3 normal X
Incident State
™ Due Dat * State [0
2low o 09/18/2020 - 15:19:00 open s

2.16: New Ticket Screen

BB

2K Select the incident type of the ticket.

MR55 Ao Tk — MRS .

JIR 55 G BMsL by TRk — AN RS B B s .
oM PR 1-AERARE] SR B 0] .
N 264 I B T H 0 .

The priority of the new ticket is automatically calculated from the selected service and impact based on the
S 2 /gl matrix. However, the priority can be overridden and changed manually.

2.3.1.2 Ticket Detail View

Many new dynamic fields will be available in the ticket detail view and in the ticket actions. Additionally, two
new actions are added to the actions menu.
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~ Properties

Tickets 2020091510000015 (&

Created

16 minutes ago

Queue

Postmaster

Type

Incident

Impact

+ 3 normal

Lock

E] Ticket is locked

State

open

Criticality ¢

o 1lverylow

2.17: Properties Widget

Priority

2 low

Service & SLA

Service

Backup and Archiving

Incident State

Due Date

in 3 days

2.3. kg5 A GGt
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Ticket Detail View Actions

The package extends some ticket actions with new dynamic fields and two new actions are added to the
actions menu.

Change Free Fields This action can be extended with new fields.
K Select the incident type of the ticket.
M55 b ks — RS .
RS5O ML ko T e — MRS ZON s .
SO IEFEN 1-AEEARE] 5-AFH m s g0 .

Change Additional ITSM Fields 7ttt % 11, AT RLBCE AT A S RIS TT 46 I 18] LA S Ak 1 33 PR 4 4 1)
ITSM #E .

Title X% THAIIRA o
ESLTT AR IF] 64 i) RE T 4R 48 52 1) HHBIANIR )
VST TFARIN TR) P TT 40 52 1) R H IR IR TR)
P H e H I 1% TRkt H 3 .
Change Decision 7rib% M, n LB E e g5 A sk H I .
H%i%% Select a possible result for the decision. The available decision results can be set as #/j %
TR
PR H ) SRR PRSI H A A .
R H L L VR AN AR RARAE > AT DL ) TR s £ .
Close Ticket This action can be extended with new fields.
B S PR G L 15 T S AT VP .
Change Priority This action can be extended with new fields.
Y Select the incident type of the ticket.
M55 R keSS .
JR 55 o Bl by TRk — AN RS B Hp L .
oM PR 1-AERARE] S-S RSO

2.3.2 k%

After installation of the package a new menu section will be available in the main menu.

Ef#: In order to grant users access to the Service Management menu, you need to add them as member
to the group itsm-service.

2.3.2.1 Service List

Use this screen to get a list of services directly in the agent interface. The Services menu item is available
in the main menu.
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{3 > Services (12 Services) £03

Select Preset - ?§—|

Incident State Name -~ Criticality Type Comment Changed
Backup and Archiving | lverylow | Demonstration amonth ago
Communication | lverylow | Demonstration amonth ago
Desktop Management | lverylow | Demonstration amonth ago
Desktop Productivity Tools | lveylow | Demonstration 3 minutes ago
File / Print | lverylow | Demonstration 3 minutes ago
Helpdesk | lverylow | Demonstration 3 minutes ago
IT Operations | lveylow | Demonstration 3 minutes ago
Identity and Access Management | lverylow | Demonstration 3 minutes ago
Internet | lverylow | Demonstration 3 minutes ago
Network Access | lveylow | Demonstration 3 minutes ago
Remote Access | lverylow | Demonstration 3 minutes ago
Standard Desktop | lverylow | Demonstration 3 minutes ago

[%] 2.18: Service List

A view on services and configuration items, including information on each object’ s current state, allows
you to analyze an incident and calculate the incident’ s impact on affected services and customers, and
service level agreements and linked configuration items are also displayed. For each configuration item, the
current incident state is shown. In addition, the incident state will be propagated for dependent service level
agreements and configuration items. If a service is selected, the service detail view will be shown, now with
the additional current incident State, which is calculated from the incident states of dependent services and
configuration items.

Service states can have one of the following three values:
1B C 2t )
ek )
o Wk C 2t )

The propagation of the incident state will be carried out if configuration items are linked with the link type
depend on. Here the following rules apply:

« If a configuration item is dependent on another configuration item, which is in the state Incident, the
dependent configuration item gets the state Warning.

« If a service is dependent on configuration items, and one of these configuration items has a state
Incident, the service will also get the state Incident.

« If a service is dependent on configuration items, and one of these configuration items has the state
Warning, the service will also get the state Warning.

« If a service has sub-services, and one of these services has the state Incident, the parent service will
get the state Warning.

2.3. JIE4 A Bt St 21



OTRS::ITSM Administration Manual, /< 7 8.0

+ If a service has sub-services, and one of these services has the state Warning, the parent service will
get the state Warning.

The states of the respective services, sub-services, and configuration items will be shown in the view.
ZL:

Read the chapter about configuration item Configuration ltems to setup the dynamic calculation of service
states.

2.3.2.2 Service Detail View

Use this screen to see the details of a service. The service detail view is available if you select a service
from a service list.

Service Detail View Widgets

Like other business object detail views, the service detail view is also highly customizable. Some of the
following widgets are displayed with the default installation, but others have to be added in the screen con-
figuration.

Service Information Widget This widget shows information about the service.

~ Service Information 03

senice Backup and Archiving

Incident State Created Changed

a month ago amonth ago
Type Criticality validity
Demonstration 1very low valid

g 2.19: Service Information Widget

Associated SLAs Widget This widget shows the service level agreements that are associated to the ser-
vice. If you click on a service level agreement, the /2252 % 1313 detail view will open.

~ Associated SLAs (2 SLAs) SelectPreset v 1) 303
Name Type Calendar First Response Time Update Time  Sclution Time Changed

247 Availability  Calendar 2 - Non-stop Services 1d d 3d an hour ago
Extended Business Hours Availability  Calendar 3 - Extended Business Hours 0 0 0 2hours ago

2.20: Associated SLAs Widget

Linked Knowledge Base Articles Widget This widget shows the linked knowledge base articles, but the
widget is only displayed when at least one knowledge base article is linked to this business object.
New links can be added with the Link Objects action. Existing links can also be managed there.
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~ Linked Knowledge Base Articles (1 Article) 4+ selectPreset v V=
FAQ# Title State Created Linked As Unlink
10002 How to install feature addons internal (agent) 2 minutes ago Normal e

[¥] 2.21: Linked Knowledge Base Articles Widget

Service Detail View Actions

The following actions are available in the service detail view.
Link Objects This action allows agents to link other business objects to the service.

Print Service This action allows agents to print the service to a PDF file and to download it.

2.3.3 k550 EiX

After installation of the package a new menu section will be available in the main menu.

vEff: In order to grant users access to the Service Management menu, you need to add them as member
to the group itsm-service.

2.3.3.1 Service Level Agreement List

Use this screen to get a list of service level agreements directly in the agent interface. The Service Level
Agreements menu item is available in the main menu.

{3} > Service Level Agreements (2 SLAs) @

Select Preset - ?Q

Name -~ Type Calendar First Response Time Update Time  Solution Time  Changed
247 Availability  Calendar 2 - Non-stop Services 1d 2d 3d 33 minutes ago
Extended Business Hours Availability  Calendar 3 - Extended Business Hours 0 0 0 an hour ago

¢ 2.22: Service Level Agreement List

2.3.3.2 Service Level Agreement Detail View

Use this screen to see the details of a service level agreement. The service level agreement detail view is
available if you select a service level agreement from a service level agreement list.

2.3. JR%% N B S 23



OTRS::ITSM Administration Manual, /< 7 8.0

Service Level Agreement Detail View Widgets

Like other business object detail views, the service level agreement detail view is also highly customizable.
Some of the following widgets are displayed with the default installation, but others have to be added in the
screen configuration.

Service Level Agreement Information Widget This widget shows information about the service level

agreement.
~ Service Level Agreement Information £03
Created Changed Type
an hour ago 38 minutes ago Availability

€] 2.23: Service Level Agreement Information Widget

Service Level Agreement Times Widget This widget shows times related to the service level agreement.

~ Service Level Agreement Times £03
Calendar First Response Time Update Time
Calendar 2 - Non-stop Services 1d (Notify by 60%) 2d (Notify by 80%)

Solution Time

3d (Notify by 90%)

2.24: Service Level Agreement Times Widget

Services Requiring Action Widget This widget lists the services that required an action.

~ Services Requiring Action SelectPreset v 1) 403

Incident State Name Criticality Type Comment Changed

Currently no data available.

2.25: Services Requiring Action Widget

Associated Services Widget This widget shows the services that are associated to the service level agree-
ment. If you click on a service, the JIl2%5 detail view will open.

Service Level Agreement Detail View Actions

The following actions are available in the service level agreement detail view.

Print Service Level Agreement This action allows agents to print the service level agreement to a PDF
file and to download it.
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~ Associated Services (3 Services)

Incident

State

Operational

Operational

Operational

Name

Backup and Archiving

Communication

Desktop Management

Criticality

Type

Demonstration

Demonstration

Demaonstration

Select Preset - V= @
Comment Changed
amonth ago
amonth ago
amonth ago

¥ 2.26: Associated Services Widget

2.3.4 Statistics and Reports

After installation of the package some new statistics are added to the system. The statistic management
screen is available in the Statistics and Reports menu item of the main menu.

2.3.41

geit

The following metrics are added to the system as new statistics:

Total

Total

Total

Total

Monthl
Monthl
Monthl
Monthl
Monthl
Number
Number
Number
Number
Number
Number
Number

of
of
of
of

number
number
number
number

all
all
all
all

tickets
tickets
tickets
tickets

ever
ever
ever
ever

y
Yy
y
Yy

Y
of

of
of
of
of
of
of

overview
overview
overview
overview
overview

of
of
of
of
of
tickets
tickets
tickets
tickets
currently
currently
currently

Total number of all
Monthly overview of
Monthly overview of

Number of configuration items created in a
First level solution rate for all tickets
First level solution rate for all tickets
First level solution rate for all tickets
overview

Monthl
Monthl
Monthl
Monthl

Yy

of

created
created
created
created

all tickets
all tickets
all tickets
all tickets
all tickets
in a
a
a

a

in
in
in
open tickets
open tickets
open tickets
configuration

first level s

specific
specific
specific
specific

y overview

y
Yy

overview
overview

of first
of first
of first

lev

level
level

el s
s

S

created per
created per
created per
created per
created t
created t
created t
created t
created t

in
in
in
in
in
time
time
time
time

Ticket-Type
Ticket-Type
Ticket-Type
Ticket-Type

and Priority
and State
and Queue
and Service

he last
he last
he last
he last
he last
period per
period per
period per
period per

month
month
month
month
month

per
per
per
per
per
Ticket-Type
Ticket-Type
Ticket-Type
Ticket-Type

per Ticket-Type and Priority
per Ticket-Type and Queue
per Ticket-Type and Service
items ever created per Class and State
all configuration items created in the last month per Class
all configuration items created in the last month per State

rate
rate
rate
rate

olution
olution
olution
olution

per

Ticket-Type
Priority
State
Queue
Service

and Priority
and State
and Queue
and Service

specific time period per Class and State
ever created per Ticket-Type and Priority
ever created per Ticket-Type and Queue
ever created per Ticket-Type and Service
Ticket-Type in the last month

per
per

per Service

Priority in the last month
Queue in the last month

in the last month

First level solution rate for all tickets created in a specific time period per Ticket-
—Type and Priority

First level solution rate

—Type

First level solution rate

and Queue

fo

fo

—Type and Service

Average solution time for
Average solution time for
Average solution time for

al
al
al

r

r

1

1
1

all tickets created in a
all tickets created in a
tickets ever created per

tickets ever created per
tickets ever created per

specific time period per Ticket-
specific time period per Ticket-
Ticket-Type and Priority

Ticket-Type and Queue
Ticket-Type and Service
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Monthly
Monthly
Monthly
Monthly
Average

overview
overview
overview
overview
solution

—Priority

Average
Average

solution
solution

of the
of the
of the
of the

time of tickets created

time of tickets created
time of tickets created

average
average
average
average

solution
solution
solution
solution

time per Ticket-Type in the last month
time per Priority in the last month
time per Queue in the last month

time per Service in the last month

in the last month per Ticket-Type and,

in the last month per Ticket-Type and Queue
in the last month per Ticket-Type and Service

2.4 HhERAN 1S

AR EATINEN BT
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CHAPTER 3

Configuration Management

P B B % ( CMDB ) A2 — MR SR A > it MRS PR T R, Sy 1T RS
EHE AT o BT IT ALEAPEAHAE CMDB /s B o 0 B BRI 198" B, 3 A Bl oR i 4
(8] SCIA] > DA E A 55 F BEAR5e BE > i LI SRAT ORALIE « IV s B2 MR R MRS o DI, 1T 32
FERT LLPR s )7 5 1T AR5 A0 1T 414 C BIECE e Cl D) MG 5

This package provides a tool to import and export configuration items in the CSV format.

3.1 3 | BT

A DA P B B O3 T (R B A B A A P iy AT TR 22kE L SR s A AR

VR S A admin AP0 R B G SRR FAE R PP B AR BRI AT SE TEA B I A

VM BAVE R K OTRS QI T H P 4 otrs, BT /opt /otrs o WG H HAWH /el 3567
N T 224y S « HRMIT LEMEZE R, BHATUL T4 :

otrs> /opt/otrs/bin/otrs.Console.pl Search 'Admin::Package'

RG] ——help FIPAT T ifs (1 iy & AA A FLAT REAIE T

3.1.1 7K

* OTRS Framework 8.0.x

» Service Management 8.0.x
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3.1.2 ¢l

VEMR: EE TR U5 CMDB SRR /5 2R FA 2 )l A In #1248 itsm-configitemn H
FHRER ARG G APAF AN IR T UL

3.1.2.1 P DI AU 2

A7 NERAT L PR AR -

1.

o g~ 0D

PR PR LSRR TR T OT BRAF A LA

i ZE LAY P05 424
MASAE R G LA . opm AT &

st LRI

2 ML R ERAT: o

ZHEJE » HAFEURE Bos e A RN

3.1.2.2 @i AT ek

A7 A AT LA AL

1.
2.

¥ . opm AHRAFE] otrs I HAT BRI SR
AT T4

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package::Install /path/to/Package-x.y.
7 .opm

3.1.3 T

3.1.3.1 W O S

AR L RS SR A KA

1. (R B G S TR AT OT SR BRI
2. sl A MIRE I S e
3. WAL R ik #% A e AT . opm SCF S
4. pial LRI AL
5. ISR U AR .
6. BB BAFOR BoR A AN .
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3.1.3.2 JEid v AT B

A E AT AT AT -
1. ¥ . opm AHRAFR] otrs M BAT BRI SO b
2. PATIEATA

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package: :Upgrade /path/to/Package-x.y.
<»7Z.opm

3.1.4 %

St U PLEN AT AL, T 97 22 2 30 1) B P BT A B0 R 3R o ok IR SR 3R 1 BT Bk N r) e
Halh E K

E AT RN G 1 2 itsm-configitemn H54515 Y o S&nT AR BE 53 T b AR AR IX AN
T TG BB SO0 ¢ PR B R R AN v 4 e !
U REN TR s W IR ORI I B TR SR AN AT

3.1.4.1 @ B Y A E

AN U PR N AR A,
1. AR B S AT IT AR B s .
2. N AR EA NI B R R AT
3. wial BAEHI (Y EIEHERL
4. FZIEVER B ERAT .

3.1.4.2 By AT EIE,

A5 A AT E A A
1. ATt 2

’otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package::Uninstall PACKAGE_NAME

3.2 &0 R
KB BAZ A )G B G SO ] R I RE .

3.2.1 Ji L ARt
ZRAAPALIT o HF RGN Hr4L
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3.21.1 4

TRAHAA)T, KRG I — AL « "4V BRAide 5 - AU tadliy Upsehnl i .

L Group Management
Actions List (8 total)
[+] Add Group NAME COMMENT VALIDITY CHANGED CREATED
11/11/2018 15:29 11/11/2018 15:29
admin Group of all administrators. valid i 1L
e —— (Europe/Budapest) (Europe/Budapest)
ftertorroups itsm- Group for ITSM Configltem mask valid 12/03/2018 12:11 12/03/2018 1Z:11
Just start typing to filter.. configitem access in the agent interface. (Europe/Budapest) (Europe/Budapest)
. . Group for ITSM Service mask access . 11/30/2018 08:27 11/29/2018 08:16
itsm-service . . valid
in the agent interface. (Europe/Budapest) (Europe/Budapest)
Hint . ) 11/11/2018 15:29 11/11/2018 15:29
stats Group for statistics access. valid
(Europe/Budapest) (Europe/Budapest)
11/11/2018 15:29 11/11/2018 15:29
users Group for default access. valid i i
(Europe/Budapest) (Europe/Budapest)

K 3.1: 4P b5

B

ARG, RESRINLL 4 :
itsm-configitem FT-Vjie) k55 A 53 FHIHIK) *ITSM BCE I * BEFe 4

VEAR: BRIATEULR , B EEE B C root@localhost DS INEZA R 1K) rw AR -

Z
TEA A P BB ERRR SRR L SCHK |
< RS AD A
c EBp A
« BPHM A
- Mt 4l

3.2.2 WiREA AL

TERRICHA OG> 28 PIASBT AR ISR B A S5 0E B e 3R IR — S8R A n 2 0 4
H o

3.2.2.1 e

FEZHBMRA G . 2o PIASET A B IN 2R B AT 555 5 e %% .
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HA

BAEHINA -
1. L 30 O3 SR ORI
OSBRI AT 555 S R EAT 2ER .
s AR A W] H A TR I W4 H
B —ASB R IAARAT 5505 B sl — A DA R AT 5505 3)) .
76 AT fr s o e B A TicketLinkI TSMConfigltem R TicketUpdateByLinkedCl 22— .
WA AT RS B S5 T ) B E A AN AT L, R R AL .
By WOEAZEL, ISINIA 22 C BT Do

N o g M 0D

TicketLinkITSMConfigItem

GIAIL R AR A B EI, IR AT VL IR 2 T

Add Configuration "Example Script Task Activity"
Go Back

Search for one or more configuration items and link all matches to the ticket.

w Main search parameters for configuration items. Any results will be linked using the specified link type.

* Class: | Computer

Relevantto
ind ITSh

w Additional attributes for configuration item search (e.g. OrderBy, OrderByDirection and XML definition attributes).
Key: Mumber Value: =]

Key: Name Value: 8

Key: Limit Value: 1

Key: OrderBy Value: =]

Key: OrderByDirection Value: =]

3.2: TicketLinkITSMConfigItem A (KM & b He

AN B L TR UE N, AT DU LR B o bR S I BUR I .
ATUALE SR — 8 h e 4% 1 B R B o LU ST TR -

o EERES

o WRERAS

o BERCRRY
W] DRSS i o e R S A BV BEAEN o — SeBS BN
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TicketUpdateByLinkedCI

TR ASRE B 0 P 0 0 P R e PR B T

Add Configuration "Example Script Task Activity"
Go Back

Copy all specified attributes of a linked configuration item fo the ticket.

w Restrictions for linked configuration items. Only configuration items linked with the specified link type and matching other restrictions will be considered.

* Class: | Computer

Relevantto

 Desired behavior if more than one linked configuration item is found (matching all conditions).

# Behavior

w Mapping of configuration item attributes to ticket attributes (e.g. key: "HardDisk::Capacity”, value: "DynamicField_HardDiskSize" or key: "Mame", value: "Title").

Key: Value:

3.3: TicketUpdateByLinkedCT JHIAS I fic & 5t

AN e AL DU T DME T DU R o AT LS (P BUR T BL
AT UAAE SR 8 h o % 1 B R S o LU ST TR -
o EERES
o WRERAS
o BEROM
170 AR AL RC BT (PRSP A 24F) » IERRIAT ) .
o S ANEER RIS B IR R .
o MIRJa MR I RC B S E T .
© BISHCEI, ASHUEM AR .
PR TR B E IR L C B D W 2 TR m I C B D

3.2.2.2 Web 1%

AREAFAI T LA, AR O e L B RR BRI R AR o DL ERAE R
* ConfigItemCreate ()
¢ ConfigItemDelete ()
* ConfigItemGet ()

* ConfigItemSearch ()
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* ConfigItemUpdate ()

ZL:

HRVEYE R, iEEE GitHub R WSDL 3044 .

v et

PR AL AR A S AL Web iR S5 b 3RS «

¢ ConfigItem: :ConfigltemCreate

¢ ConfigItem: :ConfigltemDelete

* ConfigItem: :ConfigItemGet

¢ ConfigItem: :ConfigItemSearch

* ConfigItem: :ConfigltemUpdate
A1 S IX S PR A
1. W —4> Web JIds .

2. & OTRS AP UERE /NI e 35— A~ AL T ORA7 Web 55 -
3. HIEAR T LIAE OTRS /E NS (R /N B IR A s F 7 Berh #R3

3.2.3

RGUEH

After installation of the package some new classes will be available in the General Catalog and a new module
will be available in the administrator interface.

3.2.3.1 /1 Hax

ITSM Vic B & B
List

CATALOG CLASS
ITSM::Configltem::Class
ITSM::Configltem:Computer:Type
ITSM:Configltem:DeploymentState
ITSM::Configltem::Hardware:Type
ITSM::Configltem::Location:Type
ITSM::Configltem:Network:Type
ITSM::Configitem::Software:LicenceType
ITSM::Configltemn::Software:Type
ITSM::Configltemn::Yesho
ITSM::CorezincidentState
ITSM::Service:Type
TSM::SLA:Type

3.4: NI H SR IRBIHR b 4

I S H SRR T 29552 o “THT H SRR SRR T RSO FALR S H s
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ITSM::Configltem::Class 1| Tt &I .
Z

The class definition of configuration item classes can be managed in the Configuration ltems module
of the CMDB Settings group.

ITSM::Configltem::Computer::Type A class for computer types, that can be selected in Configuration
Items when adding or editing configuration items of type computer.

ITSM::Configltem::DeploymentState A class for deployment states, that can be selected in Configuration
Items when adding or editing configuration items.

ITSM::Configltem::Hardware::Type A class for hardware types, that can be selected in Configuration
Items when adding or editing configuration items of type hardware.

ITSM::Configltem::Location::Type A class for location types, that can be selected in Configuration ltems
when adding or editing configuration items of type location.

ITSM::Configltem::Network::Type A class for network types, that can be selected in Configuration ltems
when adding or editing configuration items of type network.

ITSM::Configltem::Software::LicenceType A class for software license types, that can be selected in
Configuration ltems when adding or editing configuration items of type software.

ITSM::Configltem::Software::Type A class for software types, that can be selected in Configuration ltems
when adding or editing configuration items of type software.

ITSM::Configltem::YesNo MR EEIH & 5 .

3.2.3.2 Import and Export

Use this screen to create import and export templates. The import/export template management screen is
available in the Import and Export module of the Administration group.

Import/Export Management
Actions Config Item

[ +] Add template NUMBER NAME FORMAT VALIDITY DELETE START IMPORT START EXPORT
000002 Test csv valid Import Export

Note

3.5: N/ VBN LG 4

IS NT R

A AN BRR -
1. i ZE A i A InAEAR F2 L
2. WS P DB T B .
3. miili et .
A7 G MR
1. AR S i — AR
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Step 1 of 5 - Edit commeon information:

valid

Next or Cancel

3.6: AIEUH 5 N/ B BT 4
2. BT E DR AT .
3. miih SERUEH .
Step 1 of 5 - Edit common information:

Test
& [TSMConfigltem
Format: CSV

valid

Next or Cancel

K 3.7 g3/ AR B

AR MR -
1. BRSSO AR
2. widli #IAEHL

Config Item
MNUMBER MAME FORMAT VALIDITY DELETE START IMPORT
000002 Test Csv valid Import

4 3.8: kS N/ S HIAEAR F

HEFANIET R ol
1. B SIR PN 3N .
2. sl P ALHIFIEFE A CSV 3UAF S
3. wiih JHUR S AFEAL -

START EXPORT
Export
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Import information:

o Test

= File Tallézas... Nincs kijelélve Fajl.

Start Import

Kl 3.9: S A s bt 5E

Fr LT AT — AR
1. ribiEtRaR Y b 2 R .
2. FEVHENFIERE— M E LUMR Export . csv XA .

SN R B

AP, ATLE A LU BEE o ARy A5 1T BUR IR .

MR ST ARSI o XA, WA RS IR RGBS, W LR BEE TR

Step 1 of 5 - Edit common information:

valid

Next or Cancel

P 3.10: SN LA 8 bR e
R IR A RR o T DAAE I T B AT 2R ) P4 R KRS PR AR o ZFOK BoR e Tk
o
W% > EPEE SNBSS G 8T,
o ESAMF KR .

AR BEE LTI o W R BUs BN AT AR BRI R AT AAE OTRS AR H] o #50b 3 Beist
B To R I TR AR L BRI A

VERE BRI B NS B o T SR Z R BUE S N A e B T R B .
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G 05

Step 2 of 5 - Edit object information:

Test
ITSMConfigitem
10
Back = MNext

KRRHE LSS0 E S EYSN I 2
SRR A b i R B o A RS T A
M5 R A BB N BB o T R AT g4
Hor BT EZ PTG H M .
—ATCERMEREE * e —ANmAETUE 20N .

BB RRRE I TE W R BRI R AT AL OTRS 1, WG Ptk ST R AE o 500 5ol e 1 e
2

o o

G 4R A5 S

Step 3 of 5 - Edit format information:

Test

Csv

UTF-8

No

Back  MNext

3.12: g U B
SRR R A B I N B B o A R AT A
R R A B i R T B o A JE IR AR AT S A
B RRAT * 1Bk CSV SCAFRIB M AT
PR PR CSV S Y .
FIFEFIRRE Fi 58 5 AL BIARE o
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IR A B

Step 4 of 5 - Edit mapping information:

Test Config Item F csv

KEY IDENTIFIER COLUMN up DOWH DELETE
Mo map elements found.

B Add Mapping Element

Back  Next
3.13: Z i LS A S B
sy AR TR NGRS INIT R o R TT LUERE LI AR RS o JCER T A T HER I .
G RE L
B AR Xk 2o e B o A SRR AT g AR

AR nT DO T R A R M I R 0, LA S AR DR » W RER) 7 BUIE 7 B
VI

A Hopby Bk ALY, WRESAITAR, BARRG T 2 G ASG R O S .

3.2.3.3 System Configuration

Displaying Configuration ltem Class Specific Columns

Configuration item class specific columns (i.e. the capacity of a hard disc) are not shown in the configuration
overview list and at the configuration item organizer item list per default.

In order to display configuration item field values as table columns, the YAML configuration of the lists needs
to be extended .

The following example shows how to add the field Computer::HardDisk::1 and
Computer: :HardDisk::1::Capacity::1 of the class Computer to the configuration item overview
list:

1. Search in the system configuration for the setting AgentFrontend: : ConfigItemList ###DefaultConfig.
2. Add the following to the YAML configuration:

Columns:
Computer::HardDisk::1:
IsVisible: 2
Computer::HardDisk::1::Capacity::1:
IsVisible: 2

3. Deploy the modified configuration.
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Step 5 of 5 - Edit search information:

Template Name: Test

Restrict export per search:

MNumber:

Name:
Deployment State:
Incident State:
Vendor:

Model:
Description:

Type:

Serial Number:
FQDN:

Metwork Adapter::IP Address:

MNote:

Back | Finish

3.14: GAEAR R AT B b

AgentFrontend:ConfigltemList###DefaultConfig

_ EpimTEaainan Default configuration item list v ®

- ItemsPerPage configuration for the default list.
= FilterPraesetselected

t:Capacity:=:1:

3.2. G 39



OTRS::ITSM Administration Manual, /< 7 8.0

{3 > Configuration Items (3 Configuration Items) o8

Select Preset E

Class Name Incident State Deployment State Configltem# -~ Computer: Hard Disk 1 Computer: Capacity Changed Duplicate

Hardware Keyboard Logitech Preduction 5465000001 2 hours ago
Computer Poseidon Preduction 5464000002 Samsung 460 Evo 2.5" 500GB 2 hours ago
Computer  Zeus Production 5464000001 Samsung 860 Evo 25" 1000 6B 23 hours ago

€] 3.16: Configuration Item Overview with Class Specific Columns

Applying Configuration ltem Class Specific Filters

The following example shows how to apply the filter for the Computer: : Model field of the class Computer
in the configuration item overview list.

First you need to make sure, that the relevant class filter is also applied, otherwise all class-specific filters
will be simply ignored.

This can be done via the ClassIDs filter, which takes the ID of the class as the value. Please follow the
steps below to get the ID of the class and apply the filters.

1. Go to the Configuration Management section of the administrator interface.
2. Click on the relevant class in the list.
The ClassID is now shown at the URL, i.e.:
otrs/index.pl/?Action=AdminITSMConfigItem; Subaction=DefinitionList;ClassID=22
In this case the ID is 22.
3. Searchinthe system configuration for the setting AgentFrontend: : ConfigItemList ###DefaultConfig

4. Set both the filter for the class to the value determined in step 2 and the field filter to the desired value:

ActiveFilters:
ClassIDs:
Value:
- 22
Computer: :Model:
Value: ModelA

5. Deploy the modified configuration.

W f#: The fields that can be filtered need to have Searchable: 1 setin their class definitions. See here
for more information.

Applying Configuration Item Filters for All Classes

The following example shows how to apply the filters for the common Owner and Customer1D fields which
are used in all classes in the configuration item overview list.

1. Search in the system configuration for the setting AgentFrontend: : ConfigltemList ###DefaultConfig.
2. Add the following to the YAML configuration:
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Edit Screen

* Hide/Show Columns

B Incident State
B Deployment State
B number

B name

* Sort List
Sort first by

Number (descending)

Filter List

Class

Computer =

Computer: Model

ModelA

VoW
+Add New Sorting
xv T

o]

+ Add New Filter

3.17: Configuration ltem Overview with Class Specific Filter
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AvailableSearchInAllClassesFilters:
- Owner
— CustomerID

3. Deploy the modified configuration.

{=} > Configuration Items 03

Select Preset ~ ?Q

Additional Filter Manage Filter Presets

Owner |I| Customer Company |I| Please select your filter Insert preset name

i » @ .

3.18: Configuration Item Overview with All Class Filters

3.2.4 CMDB % &

AN > B S AR AR A RSB 4l CMDB A

3.2.4.1 Configuration ltems

Use this screen to manage class definition of configuration item classes. The configuration item class man-
agement screen is available in the Configuration ltems module of the CMDB Settings group.

Configuration Iltem Management

a Configuration Item Management
Actions List
CONFIGURATION ITEM CLASS
Change class definition Computer

Hardware
Location
Network
Software

Pl 3.19: e I A B

A7 BN I G 4R T T e S AT DU R

1. AR B P g2 i — A2

2. sl B E S .

3. L YAML #3078 sl 48 2 e S .

4. s PRAFER PRATF I SE L
FEAE NI E I E X

1. RUHRBIR P — AN KA

2. TP IRRAR AR P 0S4 PR IRUA
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Change:

=]
7]

Configuration Item C

Definition:

Configuration Item Management

Computer

- Key: Vendor
Name: Vendor
Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 50

- Key: Model

Name: Model
Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 58

Save or Save and Finish or Cancel

K 3.20: FifHC B IR E SO

a« Configuration Item Manag; it Computer
Actions List
Computer COMNFIGURATION ITEM CLASS VERSION CREATED BY CREATED
change class definition Computer q Admin 09/15/2020 10:10:57
OTRS (Europe/Budapest)

4 GO to overview

3.21: Jic & I H 2 A b e
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Z L

New configuration item classes can be added in i H] H 5x module in the administrator interface.

Ko SR TR

SE SCRINAT LU 22 AN 7 BRI o I8 A\ 7 BRI 4 3 ) i A LA TG B2 0P G PR T

Hesler M 7.0.7 MUTSR, BB IESE bl YAML # A5 .

LU RN —N 4k Operating System ( #:4E R 48 D IR A BURI7R ] o

- Key: OperatingSystem
Name: Operating System

Input:
Type: Text
Size: 50

MaxLength: 100

A IR L BRI, TR U B o bR S I T BOR I B .
Key * WAUEME 11, JFH RS2 P RERECT PAF o WEREE T > WJCTE A IH & SO
Name * R FEIINREE o AT LMEIL Y BOP S AMEMRIL I PAF 5 KE 7 BEAH .

TEMR: RV LA TS SR 1 2K

Z L

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

Searchable & X FBUE WAl #%R . WREMIME N 0 8L 1 .
Input * JAZHANTFBIE X o BN TF-BOT LR LU ek
Type * & MIUHREMEM o D4t B4 o nIRERE L «
s Text: PANUARFE
* TextArea: —MUTZATHIUAFEE .

* GeneralCatalog: T EBIEM H 2B TR « KR AN 201, WIS E
SCERM HE o 8 B RRIE KT R Ry R IR .

+ CustomerCompany : MG ik P I S hrgilk .
* Customer: MWHHHE RSz P TR AE o P Bl LSRR C )i .
* Date: M TEEEHMIMTE -
* DateTime: IEFFE PRI BB
s Integer: — /MM NRIAIER o
Required & X 7FBURT AW T B o WREMME N 0 5L 1 .
Size JE MXIUATBHIA/N o LA IEREE
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MaxLength & AR SCAE B BTN I 5 KR o 1 (202 IE 4L

RegEx T BRIISCAF B i) n] BEAE K IE ek 5 .

RegExErrorMessage WIRHIA WAL FENZL U 45 ke SUATLED , S /R e Dl &

Class HF FHAIZRMIZEH LK - GeneralCatalog KIMNT .

Translation & & WJBIPEEH Hx MM H « vIRERME N : 081 .

YearPeriodPast & S(7E 4 H #1ak H I/ 8] <7 Be b ol i £ i 25 AR ) o 1 AH 2000 1EHEHL .

YearPeriodFuture & (/£ i H 1 al H 1/ 1] 7 B bl ik £ 1 AR SK IR o A0 20U 1E 4

ValueMin & 7B B/ ME S
ValueMax & XHEH7 BB KA
ValueDefault & HEHUTFBIBRIME o
CountMin & MY HTHI AR AL K fs /b r] IR o 1202 IEREHL
CountMax & ST A IR 2 n] IO EE o 1 (B 0 IE 4 .
CountDefault & SCERIE DL TN s ) B o i AH D AUE IE 45K .
Sub 7EHIAFBE X FI0E o FIURTUAS A CHMATB o QRS R 8 g v T HAa gk, W)
EFAHH
SuppressVersionAdd Y& 'k & A BN n] DA FH I 108 200 A 27 1l B T 6 0T PRI RROAS o mI R PRI A2

UpdateLastVersion #l Ignore .

* UpdateLastVersion: WURBLE T A HAATHEHOR IS E AR 24 i ARCA Hh ST J 1 1fg A
QIEFTRCA

* Ignore: WIRBLE VILMIF HBCA L ELRHMENE, WASPITEMERNE, BASQIEPHRA .

NS SCR T AT REIE I — 7Rl

f#: The customerID and Owner are special keys, since these keys are used in % ) and Customer
Users to assign configuration items automatically to customers and customer users by default.

— Key: OperatingSystem
Name: Operating System
Searchable: 1

Input:
Type: Text
Required: 1
Size: 50

MaxLength: 100

RegEx: Linux|MacOS|Windows|Other

RegExErrorMessage: The operating system is unknown.
CountMin: 0
CountMax: 5
CountDefault: 1

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

Type: TextArea

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

Key: Type
Name: Type
Searchable: 1
Input:
Type: GeneralCatalog
Class: ITSM::ConfigIitem::Software
Required: 1
Translation: 1

Key: CustomerID
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: O

CountMax: 100

CountDefault: 0

Sub:

- Key: Quantity
Name: Quantity
Input:

Type: Integer
ValueMin: 1
ValueMax: 1000
ValueDefault: 1
Required: 1
CountMin: O
CountMax: 1
CountDefault: 0

- Key: ExpirationDate
Name: Expiration Date
Input:

Type: Date

::Type
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Required: 1
YearPeriodPast: 20
YearPeriodFuture: 10
CountMin: O
CountMax: 1
CountDefault: 0

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

3.3 Jik55 A\ bt

AFE LB A AR5 o5 N 2 i vhe] BT D g

o

3.3.1 Configuration ltems

After installation of the package a new menu section will be available in the main menu.

#Ef#: In order to grant users access to the Asset Management menu, you need to add them as member to
the group itsm-configitem.

3.3.1.1 Create Configuration ltem

A58 FH S 3 o i T L PO o 381 P A B
A BN N — AN C I

1. WAL —AK .

2. HT TR

3. Click on the Create button.
Z )

The fields in the Properties widget can be very different on each classes. To see the available fields, check
the Configuration Items module in the administrator interface.

3.3.1.2 Configuration ltem List
This screen gives an overview of configuration items. Configuration items have an Incident State column,
which includes two state types:

o IEW

o b
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~ General Information

[¥] 3.22: Create Configuration ltem Screen

For each state type, any number of states can be registered. The state of a configuration item affects the
service state, which will be dynamically calculated and displayed in the Jil:%5 screen of the agent interface.

Z L
To enable the dynamic calculation, activate the following system configuration settings:
* ITSMConfigItem: :SetIncidentStateOnLink

* ITSMConfigItem: :LinkStatus::TicketTypes

{=} > Configuration Items (1 Configuration Item) bsyd
Select Preset ~ V=
Incident State Deployment State Configltem# - Name Class Changed Duplicate
Production 1022000001 Web server Computer 2 hours ago [5]

F¥ 3.23: Configuration Item List

3.3.1.3 Configuration ltem Detail View

Use this screen to see the details of a configuration item. The configuration item detail view is available if
you select a configuration item from a configuration item list.

Configuration Item Detail View Widgets

Like other business object detail views, the configuration management detail view is also highly customiz-
able. Some of the following widgets are displayed with the default installation, but others have to be added
in the screen configuration.
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Configuration Item Information Widget This widget shows information about the configuration item.

~ Configuration ltem Information £03

configems 1022000001

Name Class Incident State

Web server Computer

Deployment State Created Changed

Production 2 hours ago 2 hours ago

[§] 3.24: Configuration Item Information Widget

Configuration Item Version Details Widget This widget shows the configuration item versions. Any
change on a configuration item will create a new version. Clicking on a version in this widget will
expand the details.

~ Configuration Item Version Details ExpandAll O SelectPreset v ') 108
Deployment State Incident State Version# Name Created Created By
Production 1 Web server 2 hours ago Admin OTRS

3.25: Configuration Item Version Details Widget

Attachments Widget This widget can be used to display attachments to the configuration item. The at-
tachments can be downloaded and, for the images, a preview function is supported.

~ Attachments Select Preset ?g @
Type Filename File size Preview Download
B ryzen-3700x.pdf 472.33 KB B

i 3.26: Attachments Widget

Configuration Iltem Detail View Actions

The following actions are available in the ticket detail view.

Organization This column groups the following actions together:
Edit Configuration Item This action allows agents to edit the configuration item.
Link Objects This action allows agents to link other business objects to the configuration item.
Duplicate Configuration ltem This action allows agents to duplicate the configuration item.

Delete Configuration Iltem This action allows agents to delete the configuration item.
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ORGANIZATION VIEWS
Edit Configuration ltem View History
Link Objects Print Configuration ltem

Duplicate Configuration ltem

Delete Configuration Item

& 3.27: Configuration Item Detail View Actions

Views This column groups the following actions together:

View History This action allows agents to view the history of the configuration item. The history
contains all operations that happened with the configuration item in the past, along with timestamp
and username of the person who took the action.

Print Configuration Item This action allows agents to print the configuration item to a PDF file and
to download it.

3.3.2 K

After installation of the package a new widget named Configuration Item List will be available in the customer
detail view.

~ Configuration Item List (1 Configuration Item) SelectPreset v 1) 403
Incident State Deployment State Confightem# Mame Class Changed
Production 1022000001 Web server Computer 20 minutes ago

3.28: Configuration ltem List Widget

N o oy Bl 2R 25 ) C B0 .

BOATEOLT > L& CustomerID S8 ClZMAC o W AT & WU AR B J8 PEREAT %, I NAE RS E
BWETERE .

Z:

See AgentFrontend::CustomerCompanyDetailView::WidgetType###ConfigltemList system
configuration setting for more information.

ERINBLEE -
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ClassBasedCustomerIDSearch:
Computer: CustomerID
Hardware: CustomerID
Location: CustomerID
Network: CustomerID
Software: CustomerID

ClassBasedCustomerSearch:
Computer: CustomerID
Hardware: CustomerID
Location: CustomerID
Network: CustomerID
Software: CustomerID

You also need to have this Cust omer ID attribute in the class definition to display the assigned configuration
items. Check the existing class definitions in the Configuration ltems module.

If your class definition doesn’ t contain the CustomerID attribute, then you have to add it manually.

— Key: CustomerID
Name: Customer Company
Searchable: 1
Input:
Type: CustomerCompany

3.3.3 Customer Users

After installation of the package a new widget named Configuration Iltem List will be available in the customer
user detail view.

~ Configuration Item List (1 Configuration Item) Select Preset ~ ) 503
Incident State Deployment State Configltem# MName Class Changed
Production 1022000001 Web server Computer 20 minutes ago

3.29: Configuration Item List Widget

This widget displays the configuration items that are assigned to the customer user.

BOATEOL N > L& PE owner 58/ Cl 70 BC o WIARAC B IRAL P AR (1 e MEREAT BERE , N AE R E i &
e .

Z:

See AgentFrontend: :CustomerUserDetailView: :WidgetType###ConfigTtemList system con-
figuration setting for more information.

BROABCE A -

ClassBasedCustomerUserSearch:
Computer: Owner
Hardware: Owner
Location: Owner
Network: Owner
Software: Owner
ClassBasedCustomerSearch:
Computer: Owner
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Hardware: Owner
Location: Owner
Network: Owner

Software: Owner

You also need to have this Owner attribute in the class definition to display the assigned configuration items.
Check the existing class definitions in the Configuration Iltems module.

If your class definition doesn’ t contain the owner attribute, then you have to add it manually.

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

3.4 SRR Gi G

AL EATINEN LT
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