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* OTRS runs on many operating systems (Linux, Solaris, AlX, FreeBSD, OpenBSD, Mac OS

10.x) and supports several database systems for the central OTRS back-end (MySQL,
PostgreSQL, Oracle, MSSQL).

« 7 + YATAIE, ORSNKYT=I DAV A L=IVICLDIERT BT ENTEEXT, ORSTIL—
TOU— ERZRHBEENRATREDEEEM N v —Y EAKIC, B<OBRONNvIT—-I%
(FAQ. ORS:ITSMtED K S7R)H D XT,

s EEBHRAOIINSBINY I ITY FOKE (HIZAIEX AD, eDirectoryd 31 \[X0penLDAPEH ), K&
Zl3. F—49~R—2X, LDAP, HTTPAuth & 3\ \lZ Radius Ic& > CTHIFETNE T,

o —f&1 V% —TJxARX (Genericinterface) T, DI TP —ERXICOTRSZE &5 T 2 DIIFEE
TY, YVITNRITTY—ERICE>T, FOTSLPART LNGRICKZEMAEYFTUAR
EMBEETIC, HETBENTEEXY, ORSFI Y - ARV F—IF. Y—RIN=-F 17—
FIVG—=23 000z T —ERCL2T, FU v FOEH, BRESIWMEREHFITULET,

Tl RICOTRSOBED/N—Y 3> OEHEREL £ >,
2.2.5. OTRS 4 TOFitkeE

2.2.5.1. £EH
c LB NETS Y FFYAUNERSNE LTS,

s HHENF T Y FOFRICEERETESLDICADXR UL, YT FTILOFRMAFREROF
T5lATNZET,

« HYHEZ IRNTOEHIICS TAREITOFRTTYIL - FEFBAIT B ENTETT

» Ticket action screens (such as note, owner etc.) now allow to do actions without always
creating an article (configurable).

* New ticket overview based on "my services" that an agent can subscribe to. Notification
options for new tickets and follow-ups can now be based on "my queues", "my services"
or combinations of both.

* OTRSBEHTFOF T v FHIRRTEBLDICRDF UL,

* Customer online list in Dashboard now links directly to CustomerinformationCenter
page for the customer.

» Agents can now persistently reorder their main menu with drag&drop.

* Agents and customers can now search tickets by attachment name.

* New Dashboard Widget for running process tickets.

* New search options for the last change time of the ticket.

* Added new screen for outgoing emails on a ticket that are not replies.
2.2.5.2. 25-SEUFs— & IN\T#—X VR

* OTRS 4 can handle more concurrent users/requests on the same hardware, and
response times for single requests are shorter as well, especially for pages with lots
of data.
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2.2.5.3. MR AT LEDIESE

s VIRVYIAVI—=TAREIRY FT =Y FSYRR—- 70OV E UTHIEICHTTP
RESTEHUR—FULZET,

2.25.4. 1 VA= )VETPEEZA L= 3y (BE)

* Postmaster filters are no longer limited to 4 match/set fields. They can now have a
configurable amount of fields (default 12, up to 99).

* A new configuration option Ticket::MergeDynamicFields makes it possible to specify
which dynamic fields should also be merged when a ticket is merged to another ticket.

* Added new options to check dynamic fields of type text on patterns relating to error
messages (translated), if they do not match.

» Added new options to restrict dynamic fields of type date/datetime on future or past
dates.

* OTRS can be configured to automatically unlock a ticket if articles are added and the
owner is out of office.

* Linked tickets of a specific type (e.g. merged or removed) can now be hidden via
SysConfig option.

* ACL handling has been improved, made more consistent and easier to debug.

¢ Added new ACL option PossibleAdd to add items to a possible list without resetting
(like Possible does).

* Added new ACL value modifiers [Not], [NotRegExp], [Notregexp], for all ACLs parts.
* Process handling has been improved, made more consistent and easier to debug.

¢ A new GUID-based entity naming scheme for the OTRS Process configuration makes it
possible to safely transfer processes from one system to another without duplicating
the entities.

* Added new Transition Action to create a new ticket.

* Added possibility to define variable Transition Action attributes based on current
process ticket values.

* The possibility to schedule System Maintenance periods is available from the System
Administration panel in the Admin interface.

* A notification about an incoming System Maintenance period will be shown with some
(configurable) time in advance.

 If a System Maintenance is active, a notification about it will be shown on the Agent
and Customer interface, and only admin users can log on to the system.

¢ An overview screen informs admins about active sessions, which can be ended all on
one click or one by one.

* Added possibility to disable sysconfig import via configuration.
* Added Apache MD5 as a new password hashing backend, thanks to Norihiro Tanaka.

» Added the possibility to restrict customer self registration by email address whitelist or
blacklist, thanks to Renée Backer.
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* Added new dashboard module that shows the output of an external command, thanks
to ib.pl.

2.2.5.5. Development
* New powerful template engine based on Template::Toolkit.

* A central object manager makes creating and using global objects much easier (thanks
to Moritz Lenz @ noris network).

The OPM package format was extended to signal that a package has been merged into
another package, allowing the package manager to correctly handle this situation on
package installation or update.

» Caching was centralized in one global cache object which also performs in-memory
caching for all data.

Added cache benchmark script, thanks to ib.pl.

2.2.6. OTRS 3.3DFfcatkEE

2.2.6.1. &£EMH

s FyyaR—F - Fryb - URLSIVBEOF Y MEETIE BRAF Ty RAET 1)L
Y=L, RRVNEBRFIEICRD X LT,

* FUYEL - ETFATLASKUVTLE2-BEN, V— FETREICARDE UL,

* FUYLEARNY FEULTRRIBCENTEZY YV aR—FAOALYY - - D14V v bk
ZEMULE UL,

s REES LVOF21-HEDOFTy FOENS, REATRRI MLy aR—F - D4
v ~OEN,

c HYERIEELQRFEN VT2 ENTESRLDICRDF UL,

s FLLWU—BRIs Yz bE YU=F=F (Fa—-. U—ERQRE)) €A TEEE LD
B, FUBEICULET,

« BASSVEMBAENW S EMNRT « =)L RT, BXBEM@ERITINAULRIC)ZRET Y
R— FEEEEIEMN,

c TUTL—FCOCARIE TRREL ARV R S VERETBDCENTEEXT, HLLFIY FOEMS
FUVEGEDEDICEFEAZXT,

s FIATERTOCZAOUR I, ACLIZE 2 TIAINI -3 ENTERLDICBDF UL,

* ARIR— - AV F =Tz —ZANSOTOLRZER/RH ZEMTR— I,

* ZLDOBETFRAFINFOER( "Queuel...;s )X >TELSETEXREAN. FATERE
H(BRBE) ICK>THREICADET, TNICEX>T—EBTINZSLDEHRERDCENTEX
3—0

s OTRSHLTFA4F - TAa AT LA ERDFE L, 1 A-VIIEIDSVBEEICESENTL)
9, T, FEAEDAI A=Y - 74 OV IZ FontAwesome webfont oD T #+ Y FXFE
BDEZS5NE UK,

o HiigEE TEEY VY 2R— R, BEMEh, Yy aR— FRTHRETORRERRTESDLDIC
BDFUR, 2L, IBBIICDMEEETR—FLTEDXEADTTEETEL),




2.2.6.2. IR AT L EDIEE

s OTRSII, BHOBEESHT —IR—AEFERTBIENTEDELDICRDE UL,
( Cyrille@belnet-ictIC &%z ! )

e OTRSIZ, BBEA-Y—-FT—9&F 5y OB T4 =ILRIC (FT v FITKARETZH)
BT 3ESCRDELRE, ChIZLR=—FT 0V TIC/IDIBEENHIDXT,

* OTRSIE, MY AT LADNSZEUREA—ILE, FIy FESCEDNTHEFOF T Y FA,
FUKEIDETBTENTEDLDICRDF UL,

e OTRSI3, POP3/TLSIEGZEHTEA—)LZREF(fetch) T2 ENTEBRLDICRDF U,
2.2.6.3. TV AL=IVETREZA =23y (BE)

e DT TA VA F=5—I3. MySQLICIDA T®DPostgreSQL, A5V HLUVSQLY —/)\— - F=4
R=Z2DLETOTRSZEEZY b7y T TEBRLSICRDF UL,

* OTRSIE, MySQL5.6&E IV R—FFBLDICRDE UK,

s —MROIVYEI 3 TH, BESNIEFTIVE - ARV FDORDICEITIZCENTEDLDICR
DX U,

s FILLWS T4 HILRACLIFT 4 7 —IIACLAGREE L DEEICLET,

e RARIRI— - T4 —=CEL>TIE. BTSN T1 I I—REEFHBITBZCENTES
£DICINE U, (Renee Backer|ZTR&Et ! )

c RALIZRS— - T4 5—13, BAELICHBREMEEDZLIL. RETBEA-IT—FIC
EOHULWFIY FICHT3ERABERET 5L DICRD R LT,

e FEEELHBEEEDN/\RAD — FIZ&NRberypt7 )L TV XL ZEFE > THESHKT I ENTESZLDIC
B1)FE U, beryptlISHAK D RETT,

BLDTPAAVRTAY - T3V FEESICENTEDLDICADE UL, ENICKDETHSE
XRERFRETHRAIL - AFVEFRT BT ENBHICRDF UL,

2.2.7. OTRS 3.2D#t8E

2.2.7.1. EEEXVEWRT B L

« UL "EEEREYI-" 3 BE (S1) LRSI vV aR-FOLSBHEERHLE
3_0

s BEOSHOF Iy bE, IRAAL—-Yay, URAUT— FRFER. TUTHBPRICLE
_g-o

s BEI-Y (ER%) 3. COBERMICHABLTED. TNESERIOF Y FADY FEH
MFTY FEFERT RO a—FAY FEFHOTNEXT,

s BRSHOBENLF Iy FIREOE 21—

« UL TEBEANDORA v T OMEEICE > T, BYHER BELHFSAHNIEZDERICK U
T. BEO)\R)IVERZTENTEDLDICADK UL,

2.2.7.2. S5RBDNAIIA XNE]EE
2.2.7.2.1. TE&18
e iLL\ITIEEE process management I3, ORSORD TOLZRAERHD T EZETREICULET,




2.2.7.22. BEA V9 —-TJ 1 —ADHER
s BRI AV —T - RILEAMICAIAXEACLEY IR— I3 KDICBRDE UK,

s EEU I TA VI —TJx— 2RI JavaScriptEMHEE U, IE6MEI/IN—Y 3 EFBRENDR SR
xUT,

cBEAVI—-TI—ATR. HLLWFIYRRBRIET A E - Fry k- 914T7&2Yy +F3C
ENTEZLSICBDE UL, EECFTY - 91 T5ERREL, TIFINMEZBEETY
=T 1 —ABHTERSNIEINRTOF I Y FICTERTHCENTEDLDICRDFR UL,
2.2.7.2.3. BHEA VI -T 1 —ADKR

s BEHEIT, TRXAAL =Y 3 VEBEICEDIWTFIY FERETEZICENTERLSICRDEL
feo

s Fhrwvw FREDMT T #)L T DynamicFields ZRR33FHLL\F T 3>,

e ARV TTFYT - D4V ROFTRIO-)LURINEDICTZO0OF 4y FEEFROETEIRAS
B, EFTy FEERICDVTIE UyF - TFIAL - IFTs 901 XIERICIRETED L
SlcrDEUR,

o BRA Ty avEIERMNM UTZIC, TicketAction 44 7074 (TicketNote, TicketCloserx& ) M
AEBMNSDRDOF 1 —AOBIHTEEICRDE Uic, CO¥EEIZT I+ FTIIA T T,

* FTYRMIRUANRBLIESE, FUy MRENSFI Y - A-LAEBHEICERIY YV TIELD
[CRDE LT,

e ISOY - IV RIIC, LNBLOT Y ERBRRI BHICRIID
TicketActionCommon R—ZXQEEMNSEED Y 1 TZEIERRICT 37 UL \H#EEE,

c MENARE]RERIEBHEEINTUZA LTS, HiLLWAITA ARE - FyYaR—F -0«
Vv A BDET,

« #LL) CKEditor 413, Uy F «- TFRAFABHTML EA-ILOESBR)TOERZELDEETER
ESEXT,

2.2.7.2.4. BIEONRE

s ARV F - R=ZADBHNI. BEDILBEEEIN TOIHICOHFEETDENTEET,

* OTRSOFDHEAT Y I VIE BR. BR. FXRICITMAT "BR, EEEITBLDICRDXL
fco ThiCED, BIZIE "HRBERSNEFTY FOODHREEEFEMRLET., 1 H3LII
LASEDDIDOF 2 —HDIERSNEF Iy FERTT BHRESELEMT 5. &l\ofcC e
WEIREICRD X UTe,

e Custom/Kernel/Output/HTML [CARZIAXULEDTUT Y IL—R) T 71 ILEEL LR
BJRETY, TN, TNSIZT TICPerlZ 7 A IV TIIHBEILTLIBZEDIC, Y ATLDT I =+
W EDODTLD 7 1 )L EEXN{t(override) LE T,

* AdMInSMIME T3, ANGHBHREIV T Y VERTI B ENTEXT,

» SysConfig [, Types Date & DateTime & &REE Y R—FF3LDICRDE UL,
2.2.7.3. IsRMEOR £
2.2.73. 1. RESNEFIY LOT7—-H47T

s FUYRNT-NATICRESNBE, BEEOF 7y FEBREBKIC, BEHENMRARLTTY

FRREOERIL. BRENEY., ChIZTI I ETENT, ThiTLD, SBOFTy P
BHEEFORFES AT LADT—IR—ZADT—Y2&FBS I EICRIEET,
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s SEICHEFEOT —NATICRESNEF Ty FHASCOT—FEMIRL. HFILLWATZUT RA
HDEXY,

s V=RAATICRESNEF Iy FIE BHECIE "reads EULTEICRRSINET,
2.2.7.3.2. \T #—X YV ADKRE

s Ty aVERIIFICSOFEEBNAI-TFICHE T, 10Za<EFTHRILINE U,

s - \—BNBEFERBY SILHICHLEESSWELINAI-VOREHRTZ2ZENTES
EDICERDFE LT,

s HYESIUVEZEIOVE - TV RFOROFT Y MEES LUV F I v b - IRVFOETENE
F=IR=AWmEXHDE LLVEDL,

e ThiZ, BICKHEYATALALET, T—9R—- - H—NLOO-REEFHIBZTLLD, B
BI58ICIE. ORSH, BHRIC. E2ERINRCABBITLLDO( AT ANDBO— FAEEIC
L2 TCEL B TEHE).

* LDAP 2 —HEHO/NT -V ADHE,
c BLDFVYYYa - T7AINTFryoa - NT+—IVADNHE,
2.2.7.4. HEEMTEMEONRE
2.2.7.4.1. Genericinterface (— 819 —J x4 X) OfcHDOFAQIRT 5 —

e 1 JHY—ER (Genericinterface ) @B T FAQEY a—)l (ORSHIEHT—IR—2) DTF—%
CF7OERTZENTEBRLSICRDE LR, BIZAIE. ChiZbRicOattIzTY1 LD
FAQEEEZEOADDICH/IEET,

2.3. /\=FOx7EVI DT TOMNEFEE

OTRS can be installed on many different operating systems. OTRS can run on linux and on
other unix derivates (e.g. OpenBSD or FreeBSD). OTRS does not have excessive hardware
requirements. We recommend using a machine with at least a 2 GHz Xeon or comparable
CPU, 2 GB RAM, and a 160 GB hard drive for a small setup.

TSI, ORSEETIBREHIC, Dz TH-—NET—IR-R - b= N\ZEFERATIMNENHSZT
L&D, EhEIFRIC, perl24 VA =)L U, DD, £ELSDOHDEMDperlEYa—)L%&
OTRSY Y VICAVAF=ILTBRETY, ORSEFURYVICT T TH—-/)INEN=-ILESA VR
F=ILULERITNIEVNTFERA, T—9RX=X - NI IV R O-HIVICHBIERIOKRR L
TAVAF=IVUTELEETY,

D1 7Y —=/NICDL\TIE, Apache HTTP ServerQX|AZEHEIH LET, ZDOEY 2 —)bmod_perl
ANOTRSOMEEZIEEICHET B21HTY., T &IIRIIS, ORSIE, Perl ROV U T F&EEITI B
ENTER I Y- NNLETESEBIRETT,

BER3T7T—9IR—XEOOTRSZEREIE 2T ENTEET., MySQL, PostgreSQL, Oracled 31|\
[IMicrosoft SQL Server®lL\F NN EERFETT, MySQLeERINIE, D7 - 7OV T
VERICEODT AVAL=IVHRLT=IR=AE LTV DD DY AT L - YT 1 VT ERET
BPTENTEBRLLSRMERLET,

For Perl, you will need some additional modules which can be installed either with the Perl
shell and CPAN, or via the package manager of your operating system (rpm, yast, apt-get).

VIO T7EEE
2-3-1- Perl-u-/j_\o_ I\
* Perl 5.10l4
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2.3.2. Dz TJU—=)V- BIR—
e Apache2 + mod_perl2, ZEfIZZhULEER)
* CGIUR— H(CGIFIEHE) &RA DT T —/\—

2.3.3. 7T—9R—=R - YiR—-F
* MySQL 5.0l k£
* MariaDB
 PostgreSQL 8.4 YAt
* Oracle 10gLAE

Perl * EVa—- DA VA F=I)VICEATBZIZ-a7IHOEI Y a3Vt ORSICHBESINBIED
BEDEDICEYER - FYTTBTENTEZINELDFMCFHALTLIET,

If you install a binary package of OTRS, which was built for your operating system (rpm),
either the package contains all Perl modules needed or the package manager of your
system should take care of the dependencies of the Perl modules needed.

2.3.4. DxTTS5OH— - YR—-F

To use OTRS, you'll be OK if you use a modern browser with JavaScript support enabled.
Supported browsers are:

* Google Chrome
* Firefox version 10 and higher

» Safari version 5 and higher

Internet Explorer version 8 and higher, Microsoft Edge

TSOYDRHN-YaVvEEICERTZELEEERUET, ThIIRBROJavaScript&E L Y5
VNI A= VAEETBEHTYT, ERBT—F9HIVEIEXRBYRATFATISOYEFES E
ZFONT =X VAICENBEVWNELCET, TOBBEICEUTCIEREITNIESh UCENE
ER

2.4. J=1"54 —

OTRS has a large user community. Users and developers discuss OTRS and exchange
information on related issues through the mailing-lists. You can use the mailing lists to
discuss installation, configuration, usage, localization and development of OTRS. You can
report software bugs in our bug tracking system.

OTRSOAZaZ5F 14 —DIR—LR=TJ RO EH 1) T :http://www.otrs.com/open-source/ .

2.5. OTRSOizsbD7O7xzwvvaF)l-H—EX

Our OTRS Business Solution™ offers you best professional support from the OTRS team,
reliable OTRS security and regular free updates as well as an exclusive set of additional
Business Features that you can flexibly activate or deactivate according to different
deployment scenarios.

OTRSZ I =7 J, B4 BEZOHEDORL—ZV7 - TJOVSLAZRBUEXT, TEHNICHET
DFTCEDLADOTRSERE L —ZV T DD5ED1IDICEMT BN HBIIHADREDER
EIRTHAN-TBIODHA L -V TN EREEERI D EETEET,
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FREAMVARL—=Y3Y

This chapter describes the installation and basic configuration of the central OTRS
framework. It covers information on installing OTRS from source, or with a binary package
such as an RPM.

CCTHIN=FBFEVIIIUNTEEHZXT, Dz THELUVT—IR=X - H—=)\{ ORSEF—4
N=Z2ADBDA V=T =R, BIOIN=)+ EIVa=ILDODAIV A=), ORSDI=HOEY +T
DBEURT U EAE., ORSOeHICcrony 3 TELY k- 7y ITTBTE, ORSERET 71 ILHRD
WL DO DOEBIVZREDEM. TY,

KEQHMBEAT Y TICH > TOTRSEY —NNICA VA F=JLLEL LD, 1 VA=A T Ul
597 AV —-TJx—-REFEALTCIATARCOTA Y LEEBI BT ENTEET,

1. O F)VEFE- BN UHEE=NT=IN
=3I DAVARL—=3Y

If available for your platform you should use pre-built packages to install OTRS, since it
is the simplest and most convenient method. You can find them in the download area at
http://www.otrs.com. The following sections describe the installation of OTRS with a pre-
built or binary package on SUSE and Red Hat systems. Only if you are unable to use the
pre-built packages for some reason should you follow the manual process.

1.1. SUSE LinuxY —/\ETORPMO1 VA =)l

Ot avIE SUSEUF VIR - = )\—DFAF=EDORPMD/\Y o —I DB C DL\ TR
UEY, FATEBIXITARTOREDSLESS & VopenSUSE/N\—-Y 3V I LTTFR + bi Lfco 1
VA kL= avaEAD BhEIlIChttp:/www.otrs.com/downloadsZihta. FIATIEER RO
OTRS RPMO/\w 4 =Y ZFERAULTL N ECHERB T,

1.1.1. OTRSHT — 99X — AN %1k

BRB3T—IR-Z - Ny I IV FEFERLUT, ORSEFERIZENTEE

9:MySQL. PostgreSQL., #3547 )& B\ \[EMicrosoft SQL Server, OTRSEICERBETH 3 H/RENR
Ea1S -7 —49~R—-[IMySQLTY, AEIL, SUSER—ZDHY—/\EDOMySQLER T BTt
CEXBPWMEBEDHDRATYTERLET, £53h. EULILRESZIIMOBNTRELRS I
T—IR—AEHERT—IR—-R - = NICA VA F=)ILT B ENTEXT,

iEC

openSUSE  12.3MALEICEAT 3AE(CHE > T. ERICMySQLTIZA: < MariaDB ( MySQL
J—FOMYSQLE#R T #—7 ) ZRDDICA VA =)V T 3158, CHIIBETIZHIF
Bh, NADTEEDNLKERTETLLD, (LDBENKDONDETZLXIRINTY)

rootE LTROOARY FEETUMYSQLEA VA =L LET :

linux:~ # zypper install mysql perl-DBD-mysql

TIAWE - ATV aUNMHBUREMYSQLEY AT AICA VA L=JLUET, TN&EOTRSICET
BPEOICTIAINERETIVNENHDITLLD, TFALIFT49—T. 771 )b/etc/
my.cnfZBE. OY > Fmax_allowed _packetTiTZZLZEL, UWTFTOLDIC—TEMNLED:

max_allowed packet=260M
query cache size=32M
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£, T—IR=R - Y—-)\ZBEEL, HNDOINEOEFEEMLT B ICrcmysql
restart#E{TUE Y, XIC. /usr/bin/mysql_secure_installationZ=17LUT, F—9X—
Zroot/AXAT—F&EEZY LU, BEBOT7 YV EZREEIKRL, TR - T—9X=-ZHRL. R
=Y FOIERICHE > TSRS, REIC. mysqlh't —)GEERFICEERICRREIN 3 & &R
ho 3 fzdCchkconfig -a mysqlE={TLTLEEL),

1.1.2. OTRSO1 VX =)
OAX Y RzypperzERAT 2 ARV RS54V TOTRSEA VA =)L UET, ChidApached T

TH—NBELTNLDHDIN=IL - EVa2a-ILOLDBRNL DD OKEFHESZELET, DLV
F-F4 LY FUICOTRSRPMO 7 71 )VEIE—ULfcC EEEMNOTLLIESEL,

otrs-sles:~ # zypper install otrs-3.3.*.rpm

Retrieving package otrs-3.3.3-01.noarch (1/26), 17.5 MiB (74.3 MiB unpacked)
Installing: otrs-3.3.3-01 [done]

Additional rpm output:

Check OTRS user ... otrs added.

Next steps:

[start database and Apachel]
Make sure your database is running and execute 'rcapache2 restart'.

[install the OTRS database]
Use a webbrowser and open this link:
http://myserver.example.com/otrs/installer.pl

[OTRS services]
Start OTRS 'rcotrs start-force' (rcotrs {start|stop|status|restart|start-force|

stop-force}).
((enjoy))

Your OTRS Team
http://otrs.org/

otrs-sles:~ #

:OTRSEA VA L=V 3IXRVE

OTRSIREIIZ T UE Ul MTFORIUTFRTREND L SIC. TOBAHDOTRSIFEDE
BEO-RIBLHICIVTTY-NERBLTLESL), E5ICP—/)NOU T— ~EFOTRSHEEN
MICRRS NS C & &#ABY BfcdhicchkeonfigeEIT LTS,

otrs-sles:~ # chkconfig -a apache2

apache2 Q:0ff 1l:off 2:0ff 3:on 4:0ff 5:on 6:0ff

otrs-sles:~ # rcapache2 start

Starting httpd2 (prefork) httpd2-prefork: Could not reliably determine the server's fully
qualified domain name, using 10.x.x.x for ServerName

done
otrs-sles:~ #

AHUT kYT TY— ) \OREA
1.1.3. Eflperl €Y 2=l QDA VAL =Y 3>

OTRSIE, RPMICE 2 TA VA L=ILT BT ENTEBZEYV 2 -)LLDESICHEDIDNES<LDE
Ja-IVEMEEULET, TNESEFETENSAI VA L=IVTEZENTEEXT, /opt/
otrs¥4 L% kU —[C#%hBbin/otrs.CheckModules.pl XY U T +rEEITFLT. RELTLIB
DHAEDEI 2= EFIVITEIENTEET, LN<ONMDEY a-I)LIE, IMAPS)H —

12



OTRS

Real Services

N=HDPDFERMEDAZT AT —avDEDIBF T IV OMERICETHVEEEINET, SLES
TRYATALAICEI2-IVEVEETBOICHIBURY U EzypperiBITEMNTRET

¥, OSN=YaV[IWBEINEEY 2 -IVEIHEBEIRULTLSES ihttp:/
download.opensuse.org/repositories/devel:/languages:/perl/, SLE 11 SP2RICZ DL DIC
MY FUZEEMULET,

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/
languages:/perl/SLE 11 SP2 Perl

openSUSE 12.3Tld. BIOURY kU AMail::IMAPClientEY a—)VICEIFTRBELEESNE T, TLS
TRERIMAPY —\—DNEA-)LEEDIVNENH D EESET, TNEVEEITBTLLD,
T BITIIUTFIRSEESL N

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/
languages:/perl/openSUSE 12.3/ Perl

COURY FUBNME. IXIUSH TzypperzFERAE, ZOF—&EBMTI3LDICESNBZTLEL
5. CNTUTOELDIC, RERUTLREYa2a=-ILESA VA L=)LTBENTEXT,

otrs-sles:/opt/otrs # zypper install -y "perl(YAML::LibYAML)"
Refreshing service 'susecloud’.
Retrieving repository 'perl' metadata [\]

New repository or package signing key received:

Key ID: DCCA98DDDCEF338C

Key Name: devel:languages:perl 0BS Project <devel:languages:perl@build.opensuse.org>
Key Fingerprint: 36FOACOBCA9D8AF2871703C5DCCA98DDDCEF338C

Key Created: Wed Oct 10 22:04:18 2012

Key Expires: Fri Dec 19 22:04:18 2014

Repository: perl

Do you want to reject the key, trust temporarily, or trust always? [r/t/a/?] (r): a
Retrieving repository 'perl' metadata [done]

Building repository 'perl' cache [done]

Loading repository data...

Reading installed packages...

'perl(YAML: :LibYAML) ' not found in package names. Trying capabilities.

Resolving package dependencies...

The following NEW package is going to be installed:
perl-YAML-LibYAML

The following package is not supported by its vendor:
perl-YAML-LibYAML

Retrieving package perl-YAML-LibYAML-0.38-12.4.x86 64 (1/1), 75.0 KiB (196.0 KiB unpacked)
Retrieving: perl-YAML-LibYAML-0.38-12.4.x86 64.rpm [done (55.7 KiB/s)]
Installing: perl-YAML-LibYAML-0.38-12.4 [done]

RDATYITTRCOEZ7Y aryTRRENdLDIC. 9T -1V F=5—&ERLT. ORS
ERBRLET,

1.2. Red Hat Enterprise Linux % %! \|d CentOS
AT LANDOTRSDAI VA =)L

ZOEY¥3avIid Red Hat  Enterprise  Linux  (RHEL)3 3L \[ECentOSH —/\— L
DRPMD/\ YT =Y OBRICDI TR ULEYT, ORS  3.3BAECDUTIE, RHEL  6H3L\IE
CentOS 6AWETY. N=YaUsEHYR—-FrShExtth, 1A L=)LZERD BFIIC, http:/
www.otrs.com/downloads#&zit., FIFEFIEEREIDOOTRS RPMD/\y o —I & FERLTLISH
EHALTLIEEL),
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1.2.1. OTRSAHT —9RX—AD*%E

BRB3T—IN-ZANv I IV REFEALT, ORSEFEATZCENTER

9:MySQL. PostgreSQL, Oracled %\ \IZMicrosoft SQL Server, OTRSZE EICEBEIE3RER
EiS5—2F—9R—XIIMySQLTY, AEIL, RHELR—ZADOY—/)\EOMYySQLEEM T 31=6
CHEBERRTYTERULET, £53A. HEREHDVIIMOBHNICHERSET—IN-IEH
BF—9R=R - Y—=N[CAVAF=IVTBEETEXT,

root& UTROORY REETUMYSQLEAS VA =)L ULET :

[root@otrs-centos6 ~]# yum -y install mysql-server

ChiZ. TIAIE - ATV aVEHEDODMYSQLEY AT AICA VA R=)LULET, TNZEOTRSIC
BULTWBREDICT IAI ELEETBIMENHDEXT, TFALIT«49—T. IJ7AMI)/etc/
my.cnfZFEE. [mysqldlE7 23>y O TFTORO2TEEMULET:

max_allowed packet=20M
query cache size=32M

CCT, T=9R=-R - B=—)\ZBEHL. NDOTNE5OEEEFHNT B-hICservice
mysqld startZ={TU% 9, XIC. /usr/bin/mysql_secure_installationZ=/7LUT. F—
HANR—=2Zroot/)\xT—RELY LU, EBOT7 V7 ZAZHKRL, TA L - T—9X-ZHIKR L.
AT U=V EOERICE > TS, REIC, mysqlhtt — ) \FIRESICEERIRSNE C L&
#9 BT=HIcchkconfig mysqld onZE{TLTLEEL),

1.2.2. OTRSO1 VX k=)L
Oy RyumEFERT 5OV RS YNE0TRSEA VA F=ILLET, Thid, &51C

ApacheD T 7H—=/\E LV DD DPerlEY 2 =ILDEL DB DO DREHEZEFRLI ST
LeD, ALY E-FT4 LY FUICOTRSRPMO 7 7 )V EIE—- LT EERBLTLLIESL),

[root@otrs-centos6 ~]# yum install --nogpgcheck otrs-3.3.*.rpm

Dependencies Resolved

Package Arch  Version Repository Size

Installing:

otrs noarch 3.3.3-01 /otrs-3.3.3-01.noarch
74 M

Installing for dependencies:

apr x86 64 1.3.9-5.el6 2 updates 123 k

procmail x86 64 3.22-25.1.el6 base 163 k

Transaction Summary

Install 26 Package(s)

Total size: 80 M

Total download size: 6.0 M
Installed size: 88 M
Downloading Packages:

(1/25): apr-1.3.9-5.el6 2.x86 64.rpm | 123 kB 00:00
(25/25): procmail-3.22-25.1.el6.x86 64.rpm | 163 kB 00:00
Total 887 kB/s | 6.0 MB 00:06

Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
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Running Transaction

Installing : apr-1.3.9-5.el6 2.x86 64 1/26
iﬁétalling : otrs-3.3.3-01.noarch 26/26
Check OTRS user ... otrs added.
Next steps:

[httpd services]
Restart httpd 'service httpd restart'

[install the OTRS database]

Make sure your database server is running.
Use a web browser and open this link:
http://myserver.example.com/otrs/installer.pl

[OTRS services]
Start OTRS 'service otrs start' (service otrs {start|stop|status|restart).

((enjoy))
Your OTRS Team

Installed:
otrs.noarch 0:3.3.3-01

Dependency Installed:

Complete!
[root@otrs-centos6 ~]#

M:OTRSEAVA L=V 5IIVE

OTRSEREIIRET UF Ufc, ST TApachedRtaL. B —/\H'U T— +9 3I5&ITEIC. Apache
RT3 EEMBINETY,

[root@otrs-centos6 ~]# chkconfig httpd on

[root@otrs-centos6 ~]# service httpd start

Starting httpd: httpd: Could not reliably determine the server's fully qualified domain
name, using 10.x.x.x for ServerName [ OK ]

[root@otrs-centos6 ~]#

AU T ko TY—)\OREE
1.2.3. Eflperl E 2 —-)lOA VAL =23

OTRSI3, RPMICE D TA VA L=ILT B ENTER LD ES[CEODNDEY 2 -ILENEEL
F9, TNOEFHTETIVAL=ILTBIENTEXY, /opt/otrsTas LU FU—ICH
%bin/otrs.CheckModules.plRZ U7 +EEITLUT, REULTLZDONEDEY a—-ILh\E
FIVITRBENTEET, LIKDOHADEY 2 —-)LIE. IMAPS)H —/)\—HPDFERED IS a
Zh=avOEORATY avoleERICOFNEEINET, Red HatxflZCentOSOET
EPELURY FUDNBSOZNEDEY 2 -ILOA VA L=)EHRELET, TOURI LU

[X. RHELEZDIZREDTHDOERE/INY T —IEHLA LTI\ BFedora projectlc & o THIFE
BENTUVWEY, KDFMASBERIIUTEHES SV, the EPELO T TH 1 |,

RHEL 63 3 \[ZCent0S 6% CHIADIRE. EPELOTEHICRIDIN S —IBBBRENTEE
3, ZOYA IS, COR—IYTEDIFERPM URLZIE—-ULT, CTOIOXY REEFTITBC
EICEL2T, TOURY FUZEYUMITIENTEEXT .

[root@otrs-centos6 otrs]# yum -y install http://download.fedoraproject.org/pub/epel/6/1386/
epel-release-6-8.noarch.rpm
Loaded plugins: security
Setting up Install Process
epel-release-6-8.noarch.rpm | 14 kB 00:00
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Examining /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm: epel-release-6-8.noarch
Marking /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm to be installed

Resolving Dependencies

--> Running transaction check

---> Package epel-release.noarch 0:6-8 will be installed

--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
epel-release noarch 6-8 /epel-release-6-8.noarch 22 k

Transaction Summary

Install 1 Package(s)

Total size: 22 k

Installed size: 22 k
Downloading Packages:
Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : epel-release-6-8.noarch 1/1
Verifying : epel-release-6-8.noarch 1/1
Installed:

epel-release.noarch 0:6-8

Complete!
[root@otrs-centos6 otrs]#

COURY FUZEME. yymDYEERR, ZOF—&MADLDICRENET, CTTREL
TLBEV2-IEUTDEDIICA VA E=ILT B ENTEXT,

[root@otrs-centos6 otrs]# yum -y install "perl(Text::CSV_XS)"
Loaded plugins: security

Setting up Install Process

Resolving Dependencies

--> Running transaction check

---> Package perl-Text-CSV _XS.x86 64 0:0.85-1.el6 will be installed
--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
perl-Text-CSV XS x86 64 0.85-1.el6 epel 71 k

Transaction Summary

Install 1 Package(s)

Total download size: 71 k
Installed size: 154 k
Downloading Packages:
perl-Text-CSV XS-0.85-1.el6.x86 64.rpm | 71 kB 00:00
arning: rpmts HdrFromFdno: Header V3 RSA/SHA256 Signature, key ID 0608b895: NOKEY
Retrieving key from file:///etc/pki/rpm-gpg/RPM-GPG-KEY-EPEL-6
Importing GPG key 0x0608B895:
Userid : EPEL (6) <epel@fedoraproject.org>
Package: epel-release-6-8.noarch (@/epel-release-6-8.noarch)
From : /etc/pki/rpm-gpg/RPM-GPG-KEY-EPEL-6
Is this ok [y/N]: y
Running rpm_check debug
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Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Verifying : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Installed:

perl-Text-CSV XS.x86 64 0:0.85-1.el6

Complete!
[root@otrs-centos6 otrs]#

RDATYITRCOEZ7Y avTRREndLDIC. 92T -1V F=5—-&ERLT. ORS
EBRULET,

1.2.4. Red Hatxz|ZCentOST®MOracleTr—49~X—2Z - RS54
INDAVARL—=Y3Y

OracleT—9~X—X EMOTRSERE=E [T (X, DBD:OracleT—4XR—X - RSAN\EJY
INTIVU, 1 VA R=ILTBMEABDEXT, ChIZtOED/NNYIT—IDA VA R=)LEDDHT
NCEMTT,CNIZFS VIV FEEDH DT —IXN—XTH!), Red Hat£CentOSERPML R
JRUICRESANERGETZCENHFIISNABNTOI Y FENS EVDEBHENSTY,

£, FSAN=-ZAYNMILULA VR =)L TEBLSIC, g, make RU CPANEA VR k—
WIBBENHDET, AT, CentOSICAAT S ANV RERTHEL L S;thD/\—=Y 3V I[CHL)
Tl3. 2L UELBS TR ESICRAZNELNEZEA,

[root@otrs-centos6 otrs]# yum -y install gcc make "perl(CPAN)"

RDATY L, T=IR=R - VS5AT IV FEAFUA VA L=)VTBETT, ChITDT
X, A5V THA CTEHMTZHIY LOBA VTV TETIVENHZITLLD, TD
R=INERSANEFIVO-RFTBENTEZXT: http://www.oracle.com/technetwork/
database/features/instant-client/index-097480.htmI> AF LD T —FF IV F v — [T WT B
Linux x86 N x86-64/\—> 3V ERBATKEEL), OXY Funame -iTChEzFI vy 95C
ENTEET, Thid. x86-64DT=h D "x86 641 H 3L\ IIXx86MT=bD Ti3861 DL\TNMNT
I, AFONY I —=IEF I O0—-RTBANETY :'Instant Client Package - Basic',
'Instant Client Package - SQL*Plus', and 'Instant Client Package
- SDK', ZhoZET 1 AV ICHEBFELTLREEL), ST, rootd—H—& LT, ROOAXY FE(E
BULT, \vo—=YEAVAF=IVT B ENTEXT:

[root@otrs-centos6 otrs]# yum install oracle-instantclient*

CDE. 2DDIRBELHEZY LU, DBD:Oracle RSA/N—ZAVI\MILTBIRETYT, B
. rootA—HFEULTTINEDIRIZEITROTLEEL), UWFICAFy &M@zt LExd, OV
FABRESNIEC ETEAITHIBITES R >TLNBZEICETIET L),

[root@otrs-centos6 otrs]# export ORACLE HOME=/usr/lib/oracle/11.2/client64
[root@otrs-centos6 otrs]# export LD LIBRARY PATH=$0RACLE HOME/1lib
[root@otrs-centos6 otrs]# cpan

cpan[1]> look DBD::0racle

Fetching with LWP:
http://www.perl.org/CPAN/authors/id/P/PY/PYTHIAN/CHECKSUMS
Checksum for /root/.cpan/sources/authors/id/P/PY/PYTHIAN/DBD-Oracle-1.62.tar.gz ok
Scanning cache /root/.cpan/build for sizes
DONE

Working directory is /root/.cpan/build/DBD-Oracle-1.62-ZH6LNy
[root@localhost DBD-Oracle-1.62-ZH6LNy]# perl Makefile.PL
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[root@localhost DBD-Oracle-1.62-ZH6LNy]# make
[root@localhost DBD-Oracle-1.62-ZH6LNy]# make install
cpan[2]> exit

Terminal does not support GetHistory.

Lockfile removed.

Z C . ORACLE_HOME®R#t3 3T 71 Jl Kernel/Config.pmE4RET BRETT, KORATY
TIITOtIYarTiREREeNB3dELDIC, Iz T A VAF—5&EFEHLT, ORSEEMT B &
T9,

1.3. Debian £7=13 Ubuntu> A5 L ETOOTRSD
1A=l

EgE
OTRSIIY—ZANSAL VA F=)LULTTFEL), Debain/UbuntupMigitg 30TRS/\v o —3
EEALURLVTREU),

FIAER/Nv T —YEFERITNIE. BELPerlEVa—- DAYV RAR=ILIZLDBESTY:

apt-get install libapache2-mod-perl2 libdbd-mysql-perl libtimedate-perl libnet-dns-perl \
libnet-1ldap-perl libio-socket-ssl-perl libpdf-api2-perl libdbd-mysql-perl libsoap-lite-

perl \
libgd-text-perl libtext-csv-xs-perl libjson-xs-perl libgd-graph-perl libapache-dbi-perl

2. V=X (Linux,Unix) 514> A L —>3
>
2.1. A7y 71 targzd 7 AIVDA VA=)

If you want to install OTRS from source, first download the source archive
as .tar.gz, .tar.bz2, or .zip file from http://www.otrs.com/try/

T=NA4TET4 LY bU—/optNBRLTWIZAIL targERALT). T4LY FU—% otrs-
X.X.X D5 otrs ABB U TLKEEL(FREDRY U T FESE),

shell> tar xzf /tmp/otrs-x.x.x.tar.gz
shell> mv otrs-x.x.x /opt/otrs

2.2. AT7Yv 2 :PerlEYa-)lOEMA VA=)

Use the following script to get an overview of all installed and required cpan modules.

shell> perl /opt/otrs/bin/otrs.CheckModules.pl

(o T O ok (v3.60)

o Crypt::PasswdMD5................. ok (v1.3)

o Crypt::SSLeay.........ovvvvvvnnnn Not installed! (Optional - Required for Generic Interface
SOAP SSL connections.)

o CSS::Minifier.................... ok (v0.01)

o Date::Format..................... ok (v2.22)

o Date::Pcalc..............coovont. ok (v1.2)

To install missing Perl modules, you can:
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2.2.1. a) Install the packages via the package manager
of your Linux distribution

* For Red Hat, CentQOS, Fedora or compatible systems:

shell> yum install "perl(Digest::MD5)"

* For SUSE Linux Enterprise Server, openSUSE or compatible systems: first determine
the name of the package the module is shipped in. Usually the package for My::Module
would be called "perl-My-Module".

shell> zypper search Digest::MD5

Then install:

shell> zypper install perl-Digest-MD5

* For Debian, Ubuntu or compatible systems first determine the name of the package
the module is shipped in. Usually the package for My::Module would be called "libmy-
module-perl".

shell> apt-cache search Digest::MD5

Then install:

shell> apt-get install libdigest-md5-perl

Please note that it might be that you can't find all modules or their required versions
in your distribution repository, in that case you might choose to install those modules
via CPAN (see below).

2.2.2. b) Install the required modules via the CPAN
shell

Note that when you're on Linux you should run CPAN as your superuser account because
the modules should be accessible both by the OTRS account and the account under which
the web server is running.

shell> perl -MCPAN -e shell;

install Digest::MD5
install Crypt::PasswdMD5

Any optional modules listed by the script should be installed depending on the special
requirements of the target system.

2.3. A7 v 73 : OTRSA—H—DERK

Create user:

shell> useradd -d /opt/otrs -c 'OTRS user' otrs
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Add user to webserver group (if the webserver is not running as the OTRS user):

shell> usermod -G www otrs
(SUSE=www, Red Hat/Cent0S/Fedora=apache, Debian/Ubuntu=www-data)

2.4. A7 v 74 YIHR 71 ILOBME

There are two OTRS config files bundled in $OTRS_HOME/Kernel/*.dist and $OTRS_HOME/
Kernel/Config/*.dist. You must activate them by copying them without the ".dist" filename
extension.

shell> cd /opt/otrs/
shell> cp Kernel/Config.pm.dist Kernel/Config.pm
shell> cp Kernel/Config/GenericAgent.pm.dist Kernel/Config/GenericAgent.pm

2.5. ATvY 75 . M\ E:E\“ —-ILD1 VR I‘_)l/’lijEEnlu

shell> perl -cw /opt/otrs/bin/cgi-bin/index.pl
/opt/otrs/bin/cgi-bin/index.pl syntax OK

shell> perl -cw /opt/otrs/bin/cgi-bin/customer.pl
/opt/otrs/bin/cgi-bin/customer.pl syntax OK

shell> perl -cw /opt/otrs/bin/otrs.PostMaster.pl
/opt/otrs/bin/otrs.PostMaster.pl syntax OK

"syntax OK" tells you all mandatory perl modules are installed.

2.6. X7 v 76 : Apache Webt —/)\—D:&7E

F—IC, Apache2D z TH—/\E L Umod perlE4 VX L=V TZIRETTHEMICIIV AT
L N\uT—=Y - IX=Iv—HNE5NhELXT, UFTD, FEATDHBLinuxT1 AL
Ea—> 3> ETApacheZRET 2HICUEBELRIORY FEZELLEEL),

# rhel / centos:
shell> yum install httpd mod perl

# suse:
shell> zypper install apache2-mod perl

# debian/ubuntu:
shell> apt-get install apache2 libapache2-mod-perl2

To access the web interface of OTRS via a short URL, Alias and ScriptAlias entries are
needed. Most Apache installations have a conf.d directory included. On Linux systems
you can usually find this directory under /etc/apache or /etc/apache2. Log in as
root, change to the conf.d directory and link the appropriate template in /opt/otrs/
scripts/apache2-httpd.include.conf to a file called zzz otrs.conf in the Apache
configuration directory (to make sure it is loaded after the other configurations)..

Restart your web server to load the new configuration settings. On most systems you can
start/restart your web server with the command /etc/init.d/apache2 restart.

ZCT T, Dz 7Y —/NIZIOTRSAHICEMENBZINETT,

2.7. ATv 77 : 771 )VER

File permissions need to be adjusted to allow OTRS to read and write files:
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otrs.SetPermissions.pl [ --otrs-user= OIRS user, defaults to 'otrs'] { --web-group= group
of the web server user}
For example:

* Web server which runs as the OTRS user:

shell> bin/otrs.SetPermissions.pl --web-user=otrs

* Webserver with wwwrun user (e. g. SUSE):

shell> bin/otrs.SetPermissions.pl --web-group=wwwrun

* Webserver with apache user (e. g. Red Hat, CentOS):

shell> bin/otrs.SetPermissions.pl --web-group=apache

* Webserver with www-data user (e. g. Debian, Ubuntu):

shell> bin/otrs.SetPermissions.pl --web-group=www-data

2.8. ATYVT8: T=IR=ADEY TV TES AT A
DEREE
Please use the web installer at http://yourhost/otrs/installer.pl (replace "yourhost" with

your OTRS hostname) to setup your database and basic system settings such as email
accounts.

2.9. AFvJ9: FLHTOOT1Y

Now you are ready to login to your system at http://yourhost/otrs/index.pl with the
credentials you configured in the web installer (User: root@localhost).

With this step, the basic system setup is finished.

2.10. A7vJ10: IZUHTHOEFA-I

To check email reception, you can pipe an email directly into /opt/otrs/bin/
otrs.Postmaster.pl:

shell> cat /opt/otrs/doc/sample mails/test-email-1l.box | /opt/otrs/bin/otrs.PostMaster.pl

2.11. Z57v 711 : OTRS1—F—MOcron> 37

There are several OTRS default cronjobs in /opt/otrs/var/cron/*.dist. They can be
activated by copying them without the ".dist" filename extension.

shell&gt; cd var/cron
shell&gt; for foo in *.dist; do cp $foo “basename $foo .dist’; done

To schedule these cronjobs on your system, you can use the script Cron.sh. Make sure to
execute it as the OTRS system user!

Scheduling the cronjobs for the first time:

21



http://yourhost/otrs/installer.pl
http://yourhost/otrs/index.pl

OTRS

Real Services

shell&gt; /opt/otrs/bin/Cron.sh start

Updating the cronjob schedules if you made changes:

shell> /opt/otrs/bin/Cron.sh restart

Stopping the cronjobs (useful for maintenance):

shell> /opt/otrs/bin/Cron.sh stop

Note: From OTRS 3.3.7 on OTRS Scheduler uses a cronjob to start-up and keep alive.
Please make sure that scheduler watchdog cronjob is activated.

2.12. A7 v 712 : ZDOtDIER

We advise you to read the OTRS performance tuning chapter.

If you encounter problems with the installation, you can send a message to our mailing
list otrs@otrs.org (http://lists.otrs.org/).

You can also ask the OTRS Group to either help you in planning or deploying OTRS, or
review your installed OTRS system. Our professional services are designed to help you
deploy OTRS faster and to get the most benefit out of OTRS.

3. Vx 7 - AV A =S DER

OTRST—IR—RZELY bk - PYTHEXUVERT BHICOTRSY I ROz 7EA VA R=ILL
Iz, ORSOTT - A VA F—S&BHAIZICENTEXT, DT - A1 VA =5 T>05hH
SN2 ENTER I T - R=ITY, D7 - 41V RA =S HDURLIZhttp://localhost/
otrs/installer.pl T3,

DT - AVAL=SHRRULEEYRATLAZEY F 7Y TITZRORTYTICUEA>TTE
AR

1. OTRSHA T 4 AICET 3BHREF Vv I LT, RICESZI7 UV I LEXT (TRZR),

Step 1 Step 2 Step 3 Step 4
Welcome to otrs_4
USA Germany
OTRS Inc. OTRS AG
19925 Stevens Creek Blvd. Norsk-Data-Str. 1
Cupertino, CA 95014-2358 61352 Bad Homburg
Phone: Phone:
Mexico The Netherlands
OTRSS.A.de G\ OTRS B.V.
Oso 127 - 105, Col. Del Valle Schipholweg 103
03100 Mexico, D.F. 2316 XGC Leiden
Phone: Phone:
Malaysia Hong Kong
OTRS Solution Shd Bdn OTRS Ltd
No 17-1B, Jalan Puteri 2/7, Bandar Puteri, 47100 Puchong Rm 406, 4/F, Boss Commercial Centre
Selangor 28 Ferry Street, Jordon

Phone: Phone:

Web site:
Email:

Next
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M:Oz)lAhLBEER

2. Read the GNU GENERAL PUBLIC LICENSE (see Figure below) and accept it, by clicking
the corresponding button at the bottom of the page.

Step 1 Step 2 Step 3 Step 4
License

License (1/4)

GNU AFFERO GENERAL PUBLIC LICENSE
Version 3, 19 November 2007

Copyright (C) 2007 Free Scftware Foundation, Inc. <http://fsf.org/>
Everyone is permitted to copy and distribute verbatim copies
of this license document, but changing it is not allowed.

Preamble

The GNU Affero General Public License is a free, copyleft license for
software and other kinds of works, specifically designed to ensure
cooperation with the community in the case of network server software.

The licenses for most software and other practical works are designed
to take away vour freedom to share and change the works. By contrast,
our General Public Licenses are intended to guarantee your freedom to
share and change all versions of a program--to make sure it remains free
software for all its users.

When we speak of free software, we are referring to freedom, not
price. Our General Public Licenses are designed to make sure that you
have the freedom to distribute copies of free software (and charge for
them if you wish), that you receive source code or can get it if you
want it, that you can change the software or use pieces of it in new
free programs, and that you know you can do these things.

Developers that use our General Public Licenses protect your rights
with two steps: (1) assert copyright on the software, and (2) offer
you this License which gives you legal permission to copy, distribute
and/or modify the software.

A secondary benefit of defending all users' freedom is that
improvements made in alternate versions of the program, if they
receive widespread use, become available for other developers to
incorporate. Many developers of free software are heartened and
encouraged by the resulting cooperation. However, in the case of
software used on network servers, this result may fail to come about
The GNU General Public License permits making a modified version and
letting the public access it on a server without ever releasina its

Don't accept license | of  Accept lieense and continue

Figure: GNU GENERAL PUBLIC LICENSE.

3O0TRSTER LT —IR—R&EBIRULEY, T—I9X—X&E LT, MySQL, PostgreSQL &3
LI Microsoft SQL Serverz&IR9 355, e, T—IR—REERTBEHDICOTT -1
Ab=S—DWERSIE, HINIT—IN—IXBEBEN, FRULEVLWEOT—9R—-XZKICIE
BUTLINIE, CCTTERIZCEETEEXT, TOR. ARIVEIU VI ULTLESL(TRED

MEsR

5),

Step 1 Step 2 Step 3 Step 4
License Database Settings

Database Selection (2/4)

MySaL
Oracle
PostgreSQAL

(-]

Next

B : F—oR—Z&R

4. BAIET—IRN—RICEL>T, BV, T—IR—-REERTBIHICVTT -1V AF—-5%
MEBET BN Fld FIRTY TOBEFOEDEFEAT BN, [CL>T. COE@EIIVULERS
NMELhEth, COEETT—IN—RBICRIABREANILTLLESL),
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Step 1 Step 2 Step 3 Step 4
License Database Settings

Configure MySQL (2/4)

If you have set a root password for your database, it must be entered here. If not, leave this field empty.
Host: [127.0.0.1

Check database settings

Back Next

5 — IR — ABEER
5. BT —IN—RA-—PEERL. T—IRXR—ZXBEERL., "R, &EVUYIULTFE(TF
M28),
=
OTRSIE. #LWINRD—REEMULET, BHIFBFDINRAT—REANT D EETTEE
9, IN\AT— FI3EBRLT 7 1 )LKernel/Config.pmlCENMNBZDTID/NAT — FE,.,\
HIWEIZHIFXFE A,
ﬁ:ﬁ: ﬁ;t:bi - Step 3 Step 4
Configure MySQL (2/4)
User: |root

If you have set a root password for your database, it must be entered here. If not, leave this field empty.

Host: | 127.0.0.1

Result of database check

+ Database check successful.
Database User (New)
User: |otrs

A new database user with limited permissions will be created for this OTRS system.

Password

Repeat Password
Generated password: 22CtxEdiowfmA211
Database

Database name: |OUs_4

Back | Next

¥ : F—HR—BTE

6. WERST—IRN-RIEHEN. CORTREINZELDICEMESNEY, RORTU-VICTT
KEEDIZTRNL ZIVY I ULTLESL),
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Step 3
General Specifications and Mail Settings

Step 4
Finish

Create Database (2/4)

+' GREATE DATABASE ‘otrs_4°
+ GRANT ALL PRIVILEGES
+ FLUSH PRIVILEGES

4 Processing otrs-schema

+ Processing otrs-initial_insert
v Processing post statements

Database setup successfull

Next

B: F=9N—2REDMKIN

7T WERIRTOYATLREZRMHEL. "RIC, Z7Uyv I UTLESLN(TRBER),

Step 4

Finish

Systemn Settings (3/4)

SystemID: | 51 B

The identifier of the system. Each ticket number and each HTTP session ID contain this number.

System FQDN: | otrs.mycompany.local |

Fully qualified domain name of your system.

AdminEmail: | cg@otrs.com |

Email address of the system administrator.

Organization:

LogModule: |_File ol

Log backend to use.

LogFile:  foptiotrsd/var/log/otrs.log |

Webfrontend

Default language: | English (United States) B

Default language.

CheckMXRecord: [ Yes |

Email addresses that are manually entered are checked against the MX records found in DNS. Don't use this option if
your DNS is slow or does not resolve public addresses.

M : Y AT LRE

8. FEYZALIE RE BEA-NEBRIIWELT—FERHEL. H31\3. EEHDOTEE
BIVVYIERITETIDRATYTZEELET, (TRSE),
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Step 1

License

Step 2
Database Settings

Step 3 Step 4
General Specifications and Mail Settings

Mail Configuration (3/4)
Configure Outbound Mail

Configure Inbound Mail

: A—=)UiBRL

SMTP

Select outbound mail type

25

Select outbound mail port.

SMTP host.

Does your SMTP host need authentication?

IMAP

Select inbound mall type.

Inbound mail host.

User for inbound mail.

Password for inbound mail.

Check mail configuration oOr Skip this step

9. BHTESTAXT! TNT, ORSOA VAL =3 VIFETTYT, TLUT. YATLTHK
BTEBICENNSDEEBATEORZESE), ORSOITT - A7 —Jx—R QT4 VT 31:=
HIC. TSN BT B L RXhttp://localhost/otrs/index.pl&ERLEXY, 1-H -8

'root@localhost!

BIVEMSNE/NNRT - REFERALT, ORSEEZHLLTOVI1YLTLE

T, TR, EXREBCITVATLEBRI B ENTEXT,

==

=

‘root@localhost' 7HD Y FRICERUEINAD— FEEEBOTHLITTEL),

Step 1 Step 2 Step 3 Step 4
License Database Sattings General and Mail " Finish
Finished (4/4)
root@localhost
GIYmDVoeE1kTICMP
(fenioyl)
Your OTRS Team

M:9x7 - 1YAFS5-&

REHE

4. Windows}kMDOTRS

OTRS can be run on a wide range of system platforms, including Enterprise Linux Platforms
such as Red Hat Enterprise Linux, and SUSE Linux Enterprise Server, as well as a series

of other Linux derivatives.
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However, when running OTRS on Windows platforms we have encountered repeated
performance losses, and despite an exhaustive analysis, it has not been possible to solve
these issues to our satisfaction due to technical differences. It is thus with a heavy heart
that we have ceased development on our Windows Installer and the OTRS Appliance due
to the currently limited availability of necessary third-party components offered by other
vendors.

Under these circumstances, we are not able to guarantee the continuing operation
of OTRS on Windows platforms, and therefore recommend migrating to one of the
Linux platforms mentioned above or recommend using our OTRS Business Solution™
Managed.

To make it easier for you to migrate from Windows to Linux and to offer you the best OTRS
performance, we have prepared detailed instructions for you here.

4.1. How to migrate existing Windows
installations to Linux

4.1.1. Introduction and preparation

If you have a windows based installation and you would like to change to a linux based
system you will need to setup a linux server or virtual machine and install OTRS there
(see the installation instructions). This will be the target system for the migration.

4.1.2. Get OTRSCloneDB script to clone databases

Please go to the admin menu of the windows based system and install the newest version
of OTRSCloneDB package into your OTRS:

You can install the OTRSCloneDB package directly from the package manager. Select
"OTRS Extensions" from the dropdown list on the left and click on the button "Update
repository information" below. Then the OTRSCloneDB package will be shown in a list
where you can click on "Install".

You could also download the package manually from the OTRS FTP server and install the
package manually as described below. http://ftp.otrs.org/pub/otrs/packages/

Please download the package with the highest version number:

0TRSCloneDB-1.0.10.0pm
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Windows Server 20

Maschine Anzeige Gerate Hilfe

I!e http://mirror.otrs.org.cn:6877/puby otrs/packages/ L~-c | @ Index of /pub/otrs/packages % _H

[#] FAQ-3.3.92.0pm 2014-11-18 04:45 3.3M ~
[ FAQ4.0.1.0pm 2014-11-25 04:45 3.4M
[#] FileManager-1.1.7.0pm 2014-08-05 08:56 33K
[# FileManager-1.2.1.0pm 2014-08-05 08:56 33K
[# FileManager-1.3.1.opm 2014-08-05 0856 33K
@ Fll;MEgggEf—l‘Ll. AN1A 11 10 1744 33K

Open

@ FilMﬂgﬁ-l-4-2- Open in new tab 36K

@ M&ﬂi/@,i Open in new window 36K

. Save target as...

[#] BileManazer-1 4 44 T print farger 37K

[#] EileManager-1.4.5. 38K

Cut

[#] FileManager-14.6.4 | copy 38K

[#] FileManager-1.4.7.  CoPy shorteut 50K

Paste

[#] EileManager 1.4.8. B 52K
- V| E-mail with Windows Live

@ FileManager-1.4.9.4 % Translate with Bing 52K
[#] MasterSlave-1.0.1.d | All Accelerators 31K
[#] MasterSlave 1.0.2.d | inspect element 32K
[P MasterSlave-1LLd |, 00 30K
[#] MasterSlave-1.1.2. : 31K
Properties

[#] OTRSCloneDB-1.0-7- SRS 47 350K
[#] OTRSCodePolicy-1.0.1.opm  2014-08-05 08:56 517K
[#] OTRSCodePolicy-1.0.2.00m  2014-08-05 08:56 521K
[#] OTRSCodePolicy-1.0.3.0pm  2014-08-05 08:56 524K
[#] OTRSCodePolicy-1.0.4. 2014-08-05 08:56 524K
[#] OTRSCodePolicy-1.0.5. 2014-08-05 08:56 2.7M
[#] OTRSCodePolicy-1.0.6. 2014-08-05 08:56 2.7M

Ei OTRSCodePolicy-1.0.7. 2014-09-13 14:46 2.8M

BTG

9 ® & @ | @ BlstrReReCHTS

and install it to your windows based installation:
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e@‘%’ http://localhost/otrs/index.pl?Action=AdminPackageManager p~-c ” > Package Manager - Admin ... | | ) {L? {é}

Dashboard | Customers | Tickets | Statistics Q

Package Manager

Actions Online Repository

Browse.._ HAME VERSION VENDOR DESCRIPTION ACTION
x Install Package No data found.
|OTRS Extensions |

Local Repository

Update repository information

NAME VERSION VENDOR DESCRIPTION STATUS ACTION
' OTRSverity T 1.0.7 The OTRS CleneDB package.  installed

Hint

ed feature? OTRS Group Feature Add-Ons
ontract customers with

NAME DESCRIPTION
Required for a smooth deployment of OTRS in a High-Availability Environment
-~ OT R S Adds a custom search for Config ltems regardless of Cl classes
+ Assign Services to Customer IDs or CustomerUsers
Displays a message dialog while choosing a field, for example: SLAs.
Allocates tickets automatically to agents that have resources or suitable competences.

It's now possible to collect data from external databases in a dynamic field so it can be
searched for and stored in the ticket.

Restricts the access to customer data by parter IDs

Mewly created fickets can automatically be moved into configured queues, depending on
ticket and customer user settings. v

ey

el S
90 & @ J| @ B sTrRe-RECHTS

=N

It is also no problem if you have installed some additional features or custom
developments on your OTRS. You just need to take care that all of your installed packages
are also compatible with unix based systems. For packages provided by OTRS this is the
case.

4.1.3. Enable remote access for the postgresql
database of target system

The OTSRCloneDB script will copy the database data over the network, so we need to
enable remote access to the database. The setup is different for the different databases,
we will describe opening remote access for a postgresql database here.

After logging into your target system via SSH you need to change into the postgresql
directory:

shell> cd /etc/postgresql/9.4/main
shell> vi postgresql.conf

Add the following line at the end of the file:

listen addresses = '*!'

Save the file.
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shell> vi pg hba.conf

Add the following line at the end of the file:

host all all 0.0.0.0/0 md5

Save the file.

Restart your postgresql server

shell>

service postgresql restart

4.1.4. OTRSH—EXRZFELT S

Stop all running services of your target system:

shell>
shell>
shell>
shell>
shell>
shell>
shell>

service cron stop

service apache2 stop

su - otrs

cd /opt/otrs/

bin/Cron.sh stop
bin/otrs.Scheduler.pl -a stop
exit

4.1.5. Drop the existing database of your target
system to have an empty database for the clone data

The OTRSCloneDB script will not remove the data in the existing otrs database of the
target system, so we need to do this manually:

Change the user to the postgresqgl user:

shell>

Su - postgres

Drop the existing otrs database:

shell> dropdb otrs

Create a new otrs database for the otrs user:

shell> createdb --owner=otrs --encoding=utf8 otrs

Go back to root user:

shell> exit

4.1.6. Get the postgresql password of your database

Change into the OTRS directory of your target system:
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shell> cd /opt/otrs

and take a look at the configuration file of your target system:

shell> less Kernel/Config.pm

You will find your database password if you scroll down a bit:

£
g
5
5
5

### MARKER ###

In our example:

I88cm34A1B6xrl3

Write the pasword down on a piece of paper.

4.1.7. Clone your database into the target system

Switch back to your windows based installation and open the SysConfig admin menu.
Please select the group "OTRSCloneDB" and the subgroup "Configuration":
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éﬁ Windows Server 2012 [wird ausgefiihrt] - Oracle VM VirtualBox _ - = b@g
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G@Hf http://localhost/ctrs/index.pl?Action=AdminSysConfig;Subaction= O ~ G||>k OTRSCloneDE - SysConfig ... | | K T

Dashboard | Customers | Tickets | Statistics Q

SysConfig

Actions Result

‘ | Search | SUBGROUP ELEMENTS (iROUP

Navigate by searching in 1310 seitings 5 OTRSCloneDB I

OTRSCloneDB (5) v
Navigate by selecting config groups

‘:. Export settings |

‘2. Import settings |

Top of page @)

‘H—iFﬁ a‘ﬂ‘a‘”@‘ ‘R@&D[U1%4

Q@@ AU @ BISTRCRECHTS

We need to configure the SysConfig option OTRSCloneDB::TargetSettings with the
following values:

TargetDatabaseHost => 192.168.137.20 (Here you need to enter the ip address of your target
system)

TargetDatabase => otrs

TargetDatabaseUser => otrs

TargetDatabasePw => I88cm34A1B6xrl3 (Here you need to set the password of your target
system)

TargetDatabaseType => postgresql

32




OTRS

Real Services

i - — .

Maschine Anzeige Gerdte Hilfe

e@\a‘f http://localhost/otrs/index.pl?Action=AdminSysConfig:Subaction= O = G” % OTRSCloneDE -> Configur... | | 1Y) ok 1H

Dashboard | Customers | Tickets | Statistics Q

I SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration
| | ‘ Go to overview |
f & CloneDB: TargeiDBSettings
Key Content l
TargetDatabase ofrs =
TargetDatabaseHost 192.168.137.20 =] I
TargetDatabasePw 188cm34A1B6xr3 ] I
TargetDatabaseType postgresgl = ‘
TargetDatabaseUser ofrs = I
@ I
Settings for connecting with the
target database. I
i
CloneDB: SkipTables  Key Content I
otrsclonedb_example_skip_table 1 =
@®
List of tables should be |
skipped, perhaps internal DB
tables. Please use lowercase.
v
v| CloneDB: BlobColumns ey Content
sl y = - m 3:06 PM
‘} Fﬁ E‘;@J‘a @‘. -[Es@ﬂgocu”m“

2 ®© < @1 | @ BlsTReREGHTS Il

To run the OTRSCloneDB script we need to switch to the command prompt of our windows
based otrs and to change into the base directory of our OTRS installation:

shell> cd "C:\otrs"

If you are using StrawberryPerl, then you maybe need to activate your shell for perl:

shell> StrawberryPerl\portableshell.bat
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i/ Windows Server 2012 [wird ausgefihrt] - Oracle VM VirtualBo; -
Maschine Anzeige Gerdte Hilfe
- o x
e > http://localhost/otrs/index.pl?Action= AdminSysConfig;Subaction= O ~ ¢ % OTRSCloneDB -> Configur... A ‘:::’
_ :
SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration
Go to overview
£ CloneDB: TargetDBSettings
N Administrator: Command Prompt I;‘i-
icrosoft Windows [Uersion 6.3.76881 -
(c> 20813 Microsoft Corporation. All rights reserved. =)
\Userssidministratorred .. ©
\>ed otrs ©
otrs>StravherryPerlsportableshell.bat .6)
skipped, perhaps internal DB
tables. Please use lowercase.
CloneDB::BlobColumns Key Content
article_aftachment. content 1 =
article_plain.body 1 "f:' W
B e D@2 S B D o
E =l Gl = u 11/28/2014
S0 @ 0| @ BISTRGREHTS

The OTRSCloneDB script is located in the bin directory of the otrs directory.

shell> cd "OTRS\bin"

Run the OTRSCloneDB script:

shell> perl otrs.0TRSCloneDB.pl

Now you should see some information about the script and its parameters.
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e 4 http://localhost/otrs/index.pl2Action=AdminSysConfi baction= O ~ & = OTRSCloneDB -> Configur... Lo :

Dashboard | Customers  Tickets | Statistics Q

2Notrs \OTRS\hin>

SysConfig “OTRS~hin>
~OTRS~hin>
~OIR§~bin>

REIE “OTRS“hin>
NOTRSbin>

Go to overview NOTRSNbin>

~OTRSxbin>
~OTR§~bin>
SOTRESbin?
~OTRE“hin>
SOTRE“hin>
NOTRS\bin> .
SOTRS\bin> =
~OTR§~bin> -
~OTR§~bin> (=]
~OTRExbhin> N
~OTRE“hin> (=]
SOTRE“hin>
NOTRS\bin> (=]
SOTRS\bin>
otrs~\OTRS\hin> =]
otrs~\OTRS\hin> ~
otrs“0OTR8~bin>perl otrs.CloneDB.pl
otrs.CloneDB.pl migrate OIRE databases
opyright <C> 2881-2811 OIRS AG, http:/rotrs.org/

his script clones an OTRS database into an empty target databhase. even

on another database platform. It will dynamically get the list of tahles in the
DB. and copy the data of each table to the target DB.
note that you first need to configure the target database via SysConfig.

otrs .CloneDB.pl [-»1 [-f1 [-nl N
GClone the data into the target database. =
Gontinue even if there are errors while writint the data.

v
CloneDB::BlobColumns e St
= . A = 325 PM
2 E RN ] BB SR

@ & & @l | & [B]sTRG-RECHTS

Note... Errors which occur at running without any parameters could relate to wrong login
data for the database or problems with the database connection.

If no errors occurred, check if the dry run is successful:

shell> perl otrs.0TRSCloneDB.pl -n

35




OTRS

Real Services

[=1:| Windows Server 2012 [wird au

Maschine Anzeige Gerdte Hilfe

G > http://localhost/otrs/index.pl?Action=AdminSysConfig;Subaction= O + & || 3 OTRSCloneDB -» Configur... ki ‘:’

. Checking
SysConfig I Checking
i g}mcll:ing
hecking
HIERE : Checking
H g}mcking
hecking
Go to overview Checking
Checking
Checking
Checking
Checking
Checking
Checking ticket_index. ..
Checking ticket_lock_index
GChecking ticket_lock_type.
Checking ticket_loo 2
Checking t1cket _pr
Checking
Checking
Checking ticket_type..
Checking ticket_watcher.
Checking time_accounting
Checking ser_preference
H Checking
[2814-11-28 Checking
[2814-11-28 Checking untual
[2A14-11-28 Checking virtual_ | -
[2A14-11-28 Checking virtual_ i preferences. ..
[2P14-11-28 Checking web_upload _cache...
[2314 11 28 3:16 C}lecklng xml_storage...
Dr

=Sotrs\OTRS\hin}>
2notrsN\OTRSNbhin>
snotrsNOTREN\bin >

CloneDB:-BlobColumns e Conient

4l |e &

. . 423 PM
Show s
! Show hidden icons DEU 11/28/2014
2 \)5 = @ 5] #] STRG-RECHTS

7.1

Start the cloning of your database and cross your fingers:

shell> perl otrs.0TRSCloneDB.pl -r

An example of a successfully run look like this:

Generating DDL for OTRS.
Generating DDL for package OTRSCloneDB.
Creating structures in target database (phase 1/2)

Creating structures in target database (phase 2/2)

done.

4.1.8. Copy the following files from your windows
based system to the target system
You need to copy some files from your windows based system to the target system.

You can do this for example with a free tool like "WinSCP" (just search the internet for
"WinSCP"). Copy the following files from your windows based system:

C:/otrs/0TRS/Kernel/Config/GenericAgent.pm
C:/otrs/0TRS/Kernel/Config/Files/ZZZAuto.pm
C:/otrs/0TRS/var/article/*
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C:/otrs/0TRS/var/log/TicketCounter.log

to your target system:

/opt/otrs/Kernel/Config/GenericAgent.pm
/opt/otrs/Kernel/Config/Files/ZZZAuto.pm
/opt/otrs/var/article/*
/opt/otrs/var/log/TicketCounter.log

Open the file /opt/otrs/Kernel/Config/Files/ZZZAuto.pm on the target system and replace
all paths like "C:/otrs/OTRS/" with "/opt/otrs/"!

If you have have manually changes in your Kernel/Config.pm then please copy these
changes to the target system's Kernel/Config.pm. Don't copy it 1:1 because you will now
have different database settings and the file paths on the target system are different
from windows!

4.1.9. \vT—IDREBAIVA =)

Ny T —=IIRx=Iv—DoN\vT—IDRLBBAI VA L—ILETDE, BRAIIAALTIS
T7 1IN ESHODTINTHIEHREICEED T,

shell> bin/otrs.SetPermissions.pl --otrs-user=otrs --otrs-group=otrs --web-user=www-data --
web-group=www-data /opt/otrs

shell> su - otrs

shell> cd /opt/otrs

shell> perl bin/otrs.DeleteCache.pl

shell> perl bin/otrs.LoaderCache.pl -o delete

shell> perl bin/otrs.PackageManager.pl -a reinstall-all

shell> exit

Fix all permissions in your OTRS system again:

shell> bin/otrs.SetPermissions.pl --otrs-user=otrs --otrs-group=otrs --web-user=www-data --
eb-group=www-data /opt/otrs

4.1.10. Disable remote access for the postgresql
database of your target system

Undo all steps you did to enable the remote access for the postgresql database to your
target system.

Change into postgresql directory:

shell> cd /etc/postgresql/9.4/main
shell> vi postgresql.conf

Remove the following line at the end of the file:

listen addresses = '*!'

Save the file.
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shell> vi pg hba.conf

Remove the following line at the end of the file:

host all all 0.0.0.0/0 md5

Save the file.

Restart your postgresql server

shell> service postgresql restart

4.1.11. OTRS Daemon%i£&)9 3

Start services of your target system:

shell> service cron start

shell> service apache2 start

shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh start

shell> bin/otrs.Scheduler.pl -a start

Now you should be able to open the OTRS of your target system in the browser with the
imported data of your windows based system.

5. OTRS ® 3.3 h'S 4 ADF7v IS5 L —F

CNB5OFIEIZ. ORSE3INSANT Y IT L — B, RU4LABED/NYFLR)LU U —Z2D4N
7w T L —RTBALZICAITIEERBATY, RPMEY —RO— R(tarball)OF7 v 74 L — ROEA
[ERAESNET,

HRIENOTRSO T/ -V 3V EETLTLZIESEIE. 3.30EHD(1.1->1.2->1.3->2.0-
>2.1->2.2->2.3->2.4>3.0->3.1->3.2->3.3) 7 v U L — BN R [CEDRIThITZRDEEA !
HREEIZ. T=IR=—AOEELETYV T L —FEOperl A7 VT +EED. TOBROITRTO/\N—
JAVADRETYITL— REETIZINENHDET,

OTRS2.2XTRZNUBMNS TV TT L — FI 2158, HRERIRDBATY TEWM5RITNIERE

BRUVNCEITERLTLESL,

% DIAF—=I\=TJaVOHRT, HBREATYTTL—-RIBHEE. NyFLARIUU-IEZX
FyTFBTENTEET, BRI, g_G)J:D?:L "TIRYFLRIVOTYTTL—F, &#1750E

Bh3Ealc AL HRrIEFIES, BELVIAERF Y TITBIHBENHD, N\—-TYav4

/\“J?—l//\}l/6l‘_EkOTRS4}\“JFl//\)l/27§\57“J T L—RIBENTEXT,

BT Ui TOT AN 7Yy TIT— FEETIT D LERIBENDUET,

5.1. Step 1: FHEII3IRTOY—EREEIELET,

OTRSICT7 V7 EBAUL D ETHHEMOETROY —EXPcrony a QR EERERBLTLES
Lo ThIIBBRIEOY—-EXOERICKTFL. ChIZ—FITT,

shell> /etc/init.d/cron stop
shell> /etc/init.d/postfix stop

38


http://bugs.otrs.org/show_bug.cgi?id=6798

shell> /etc/init.d/apache stop

OTRS cronY 3 JERT Y 1 —-S&E(COIEFTHELELET,

shell> cd /opt/otrs/
shell> bin/Cron.sh stop
shell> bin/otrs.Scheduler.pl -a stop

5.2. Step 2: /opt/otrs/ B TFDETE/INV I T7vT
LT<iEEL),

* Kernel/Config.pm

* Kernel/Config/GenericAgent.pm

» Kernel/Config/Files/ZZZAuto.pm

s var/*

¢ FT=IR=-ZEFKICITLET,
5.3. Step 3: 2 TCEMEIC/I\V I 7Y T U L &EED
LTLES, ;-)

5.4. Step 4: FiLLWWU—-RXZEZSL/ VXA F=JLULZET,
(tar > RPM)

5.4.1. Step 4.1: tarball 2E5185:

shell> cd /opt

shell> mv otrs otrs-old

shell> tar -xzf otrs-x.x.x.tar.gz
shell> mv otrs-x.x.x otrs

5.4.1.1. BRI 71 IVEURX 7
* Kernel/Config.pm
» Kernel/Config/GenericAgent.pm
» Kernel/Config/Files/ZZZAuto.pm
5.4.1.2. TicketCounter.log&®J X 7
In order to let OTRS continue with the correct ticket number, restore the

TicketCounter.log to /opt/otrs/var/log/. This is especially important if you use
incremental ticketnumbers.

5.4.1.3. =7 —-YDUR+7

If you configured OTRS to store article data in the filesystem you have to restore the
article folder to /opt/otrs/var/.
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5.4.1.4. Set file permissions

Please execute

shell> cd /opt/otrs/
shell> bin/otrs.SetPermissions.pl

with the permissions needed for your system setup. For example:

* Web server which runs as the OTRS user:

shell> bin/otrs.SetPermissions.pl --web-group=otrs

* Webserver with wwwrun user (e. g. SUSE):

shell> bin/otrs.SetPermissions.pl --web-group=wwwrun

* Webserver with apache user (e. g. Red Hat, CentOS):

shell> bin/otrs.SetPermissions.pl --web-group=apache

* Webserver with www-data user (e. g. Debian, Ubuntu):

shell> bin/otrs.SetPermissions.pl --web-group=www-data

5.4.2. Step 4.2: With the RPM:

shell> rpm -Uvh otrs-x.x.x.-01.rpm

In this case the RPM update automatically restores the old configuration files and sets
file permissions.

5.5. Step 5: Check needed Perl modules

VATLAICMEBEEESNZperlEVa—ILDAITRTAVAF=ILENAREBLTL\Z2EZNDHZDE
TVa=-)EA VA L=ILTBEEEALTLLIESL),

shell> /opt/otrs/bin/otrs.CheckModules.pl

5.6. Step 6: Apply the database changes

5.6.1. Step 6.1: Database schema update
5.6.1.1. MySQL:

Note: new tables created in the MySQL UPGRADING process will be created with the
default table storage engine set in your MySQL server. In MySQL 5.5 the new default type
is InnoDB. If existing tables, e.g. "users", have the table storage engine e.g. MyISAM, then
an error will be displayed when creating the foreign key constraints.
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You have two options: you can change the default storage engine of MySQL back to MyISAM
so that new tables will have the same engine as the existing tables, or change the existing
tables to use InnoDB as storage engine.

Any problems with regards to the storage engine will be reported by the otrs.CheckDB.pl
script, so please run it to check for possible issues.

shell> cd /opt/otrs/
shell> bin/otrs.CheckDB.pl
shell> cat scripts/DBUpdate-to-4.mysql.sql | mysql -p -f -u root otrs

5.6.1.2. PostgreSQL:

shell> cd /opt/otrs/
shell> cat scripts/DBUpdate-to-4.postgresql.sql | psql --set ON ERROR STOP=on --single-
transaction otrs otrs

5.6.2. Step 6.2: Database migration script

Run the migration script (as user otrs, NOT as root):

shell> scripts/DBUpdate-to-4.pl

Do not continue the upgrading process if this script did not work properly for you.
Otherwise data loss may occur.

5.7. Step 7: Own themes

Note: The OTRS themes of 3.3 are NOT compatible with OTRS 4, so don't use your old
themes!

Themes are located under /opt/otrs/Kernel/Output/HTML/*/*.tt.

Please note that OTRS 4 comes with a new templating engine based on Template::Toolkit.
All customized templates must be converted from DTL to the new format. Please see the
development manual for detailed instructions.

5.8. Step 8: Refresh the configuration cache
and delete caches

Please run (as user otrs, not as root):

shell> bin/otrs.RebuildConfig.pl
shell> bin/otrs.DeleteCache.pl

5.9. Step 9: Restart your services
BIZIE (ZERFOTS—ERICKDETH)

shell> /etc/init.d/apache start
shell> /etc/init.d/postfix start
shell> /etc/init.d/cron start

L. YATAROTAVTEXY,
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5.10. Step 10: Check installed packages
7ERC

The OTRS packages of 3.3 are NOT compatible with OTRS 4, so you have to perform
a package upgrade!

URFTON =Y R37vTIL—F - TORE, BEWNICT VAV A E=bEnNEd (KICT1Y
Ar=IVERSIE)

* OTRSGenericlnterfaceREST
* OTRSMyServices
» OTRSStatsRestrictionByDateTimeDF

* Support

5.11. Step 11: Check GenericAgent jobs

If you have any GenericAgent jobs (or even any custom developments) that automatically
set ProcessID or ActivitylD dynamic fields, you need to update these to set the fields to
the new long EntitylDs that were generated by DBUpdate-to-4.pl.

5.12. Step 12: Update and activate cronjobs

There are several OTRS default cronjobs in /opt/otrs/var/cron/*.dist. They can be
activated by copying them without the ".dist" filename extension. Do this to make sure
you get the latest versions of the cronjobs and new cronjobs as well.

shell> cd /opt/otrs/var/cron
shell> for foo in *.dist; do cp $foo "basename $foo .dist’; done

Please check the copied files and re-apply any customizations that you might have made.
To schedule these cronjobs on your system, you can use the script Cron.sh. Make sure
to execute it as the otrs user!

shell&gt; /opt/otrs/bin/Cron.sh start

This will also cause the OTRS Scheduler to be started.

5.13. Step 13: Update Customer database
configuration

If you're using an external customer database and this database does NOT provide the
OTRS specific fields create_time, create_by, change_time and change by, please set
ForeignDB => 1 for $Self->{CustomerUser} and $Self->{CustomerCompany} (see
Kernel/Config/Defaults.pm).

5.14. Step 14: Rebuild Ticket index

Please run bin/otrs.RebuildTicketIndex.pl to regenerate the ticket index. This can
be done in the background to calculate the ticket numbers for the queue view screens.
You can already use your system.
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5.15. Step 14: Well done!

6. ENIO7 U -3y

OTRST L — LD —7 OHEetEIRY 2IcHDICBMEBEINY T —YEA VA —ILT B ENTE
£9, Chid, BEEXR-IDNSONYT =T - IR=Iv—[CL>TTOTENTEXT, ThiZ
V34V - VRV FUNSEREYDYO-RL, Ny Tr—IJEHEEELET, . O-5B
W74 NNvT—J AV A —IVT B EETETY,

6.1. FAQ (&< H3E[)

FAQIFZFNHNR—R - AVR—RV FTY, Thid. FAQEEDOHELHEEYR-FLEXT, iLF
IFHEEN, EEE BEEI1-UH3EERI-U-ZFRIZENTEXY., cnNBEY
W=TNEHHITT, RRBZEETHOENTEXY,
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FI3ZE J7—AF - AFvT
COEOHMIL, ORSOGEZELGHMEERMIZZETT,

1. BEEIT T4 —T 1R
Ea

Before logging on for the first time, please consider activating the HTTPS on your
web server in order for OTRS to be served as a secure app over SSL/TLS protocol.
For detailed instructions on how to do this, please consult the documentation of
your web server (e.g. Apache?2).

After you activate HTTPS, please set the configuration option HttpType to https
in SysConfig. This will make sure that all internal links in OTRS are indeed using
HTTPS.

Good practice is to also redirect all HTTP traffic to HTTPS, in case someone tries
to access the OTRS via an insecure link. This should be done on web server
configuration level for maximum effect.

BYHEF, BHEIITAI VYT M ATEEOUIIRAFIERAZCENTEXY, BEO
HHBNIMOEIAEDHICHBF Ty FEFR L. BELOBEEICEATISCLEFTIY LICE
&, FAQERCA L, BBET - Y EmELET,

URL http://www.example.com@H THRI=DOTRSIKRA FAZET B ERETNIE. DT
SO (TRIZ8E ) TF B L Xhttp://www.example.com/otrs/index.plZ{#EH9 % Z & TOTRS
a4 vEEAEZEUET,

Welcome to OTRS 4

# Username:

# Password:

Login

HEYEEAVI-TJ /A A007 4 VEE

2. BEEZEIJ T A9 —T 114 R

BEIL ORSORBIZDITTAVI—T A REHE, TNERBUT, FRT7HO Y FEEM L.
THAOY FREEZEEL. Frv bEFEm. wWEL. ERUEFTY FICEAT2HMEZRGI S C
ENTEXT,

OBy TV ESIT. BEOY A VEEREIZD T TS9P TURLKttp:/www.example.com/otrs/
customer.pl&fERATZETEELXYT, (TRSE)
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Example Company

Login

Not yet registered?

CEEO0J4VEE

3. D TTAVI—-T M4 R

HYELBEEDREDODDI T TA VI =T A4 AITMA T, ORSICIZIESSICFAQEY a—-IlICL-2T
NARJERAHEITT - AV =Tz —ADBIVET, COEYa2-ILERNZICAI VA L=)LLT
VWBAMENHDET, TNIIFAQY AT ALAICART IV AERMH L. BRIOZE IO \FAQTIY
—&EYY—ICEBIEXT,

MEOY >V TIVTIE,

Log In

NEDTTAVI—-T 4 XANZRONThHDURL

>4 OTRS

http://

www.example.com/otrs/faq.pl , http://www.example.com/otrs/public.pl[CRZETEXY,

Example Company

FAQ Explorer
FAQ
Subcategories

NAME

Bugzilla

Feature AddOns
OTRS Framework

FAQ Articles

FAQH
Mo FAQ articles found.

NTUYY -9 TAVF—-TT(R

COMMENT
Reporting bugs
FAOs

Questions and answers about OTRS

A TITLE CATEGORY

SUBCATEGORIES

0
0
0

LANGUAGE

4. FUHTOOTA Y

4> 3 Agent web interface ICEEEOLSICOYV A VEBEAT 7 EAUVEYT, A-PREE/NX
D—REANNUVEY, YATALIRBI VA R=)LENEIEN) TA-VIRIEXREERSNTLETAD
E)\AT—=F&EUTroot'={EHUTOTRSEEEE L

T. £9. 1—-HY& & LT'root@localhost’

TaJ14>YUL%Ed,

Bk A
=0

ZDOTFHhOV TF—=4I1F
EQFHICA VR F—LENIOTRSY AT ATEEMTY, ORSEEE/(ZD— FIZ
TEBRETRLCEEIANETY, ORSEEEHEmpreferenceshHh5EITTEET,

FAQ ARTICLES
1
1
1

>§/ OTRS

Search

Wildcards are allowed.

Q, Advanced Search
Latest created FAQ articles

Feature AddOns - en - public (all}- 12/03/2014 00:54
Bugailla - en - public {all) - 12/03/2014 00:53

OTRS Framework - en - public (all) - 12/03(2014 00:51
Latest updated FAQ articles

Feature AddOns - en - public (all) - 12/03/2014 00:64
Bugzilla - en - public {all) - 12/03/2014 00:53

OTRS Framework - en - public (all) - 12/03/2014 00:51

Top 10 FAQ articles
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OTRSEEZE L LTOVAM Y U< BIFNIE. HRICOBECELEEZAIY FAODI-TEEN
A= FZANLTELNTY

NRNZAT = REESTNOHE, FRN\RAT—-FEYATACERTZIENTEET, ElcOT1Y
REIVOTOUYIERTIEITTY, ORSTAITY FADOANIT 4 =)V RICEHRSNICEA—ILT
FLRAZEANLET, EERIVERLET (TRER),

Request New Password

* Llsername:

Request New Password

D HTRINZATD — FOEXR

5. JTJAVA—TJ 114 R - =

YRATFLANOATA VBN, Fy¥aiR—F - R=INPRRINFLIT(TEORZESR), OvIE
NeFry FERRL, F1— AT —FRABLVIRAL-Y3Y - Ea—ADAZa1—-H5EH
BV RRAEHFTL, S5IC, FIROBFSLIVEFA-I - Fry bOERICHTEF T3>
ERFBUKRT, SHICHRLYBEEZFEALT FIYLDI7A4vIYIRUERRULET,
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# O
Dashboard  Customers  Tickets | Statistics  Admin Q
Dashboard
Reminder Tickets b Settings
My locked tickets (0) 7 Day Stats
TICKET# AGE TITLE v
none
8
Escalated Tickets
Al tickets (0)
4
TICKET# AGE TITLE
none 2
Ow - - - - - v
New Tickets Sst S Mon Tue Wed Thu i
All tickets (1]
© n Upcoming Events
TICKET# AGE TITLE

1578d 11 h Welcome to OTRS! none

Open Tickets / Need to be answered OTRS News:

Al tickets (0)

TICKET# AGE TITLE
none

Ticket Queue Overview

QUEUE NEW OPEN PENDING REMINDER TOTALS
Raw
TOTALS

& : #HTOOT 1 2 MINEDEH

DHDPITSEREITBEHIC. MBI T -1V F-T—-RAIRRBBZTVT7ARBESNTL)
£Y, SR=JO LY TOINRIUTOLSRN IOHD—MERERLEY., REOI-Y—&,
AJ79 k- RV, FALI E7 IV RRAEEACOVISNEF I Y FOBOV A 743,
HUWEREEFA-I - FIy FREEEMTDUY Y, ES5ICFa1—. AT—FRABLVIR
Al=23ay - - BEa-IKA<T71avisnxd,

PAAVDOTDITRFES -3y - )N\=TT, YRATLDEI1—-ILPERBZIUTFATES -
FULTKNBAZ2—ERRL. LWKONDEENT VY 3V EXRTSETINET, Fyoa

R—F - -RIVEIVYITBETHT Y AR-BTTET, Frob - RyVEIUYITH
I Frybk-Ea—-&2ZELRD. HLWFTY MERE/EA-IV)EER L), H50)IHFE
OF Ty FERRLICDIBDA T aVEBARCY IAZ 2 —&FEAFXT, MEIRIVIE FLL
EDEEM L. BEFOEDEBALT, ELEFHOMRTOEEN S HRTCIMENT EETREICT D
AZa1-ERTUET, BERIVEHRICEBEREERY ) —UANBEXT, BEEEBRIVOY
Dy ZIC&>T, BEEBEI1-ILIRTICTZIEZATEENTEXY., ENIZFH UL UKIEA,
F1-REEEDTEETREICLEY, SEHCFIY MREZEIT B Y —F - RIVEHDET,

BET 37 ITUr—aryN M YA L=ILENTL 388, BIAIEFAQ. H—Ra4, Thon7 T
D=y avERMIB3RIVERRINET,

FTET-23Y - N=TORNWN-BRLBI AT L - AvE-IERRLEY, ORSEBELL
TAOTAYF3L COYRTL - THAOY FEFERUTERLBLEOESEAYE-JERITX
R

RERTLTNZ T3 V05914 RILOTIC, LWOAOB TR/ avpiHDEY, Ble2D
Ry P RIC& 127D, FEFOEEICEYT 2HEEERESATIET,

CNEORYITRABERI V-V DOEBBREZSATLET, ENSIFIECIDHZLIINLDH
DASLTRRENET, Ry IV RAFENETN, REORY U -V ICEY 2HEERR (HIA IS
R TENAR, BBRE) ERMI B ENTEXY, S5 SEEICHETST7I/>avE
EITTBEHICWERT A —LHBVEY—ILERRINET, FAE LI—FOEM. EH.
HiER, O DF vy, BRREDRESFDY Va3V TY,
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REIC, R=JORTFHIC. YAk - TYIBRRFINEI(TRESE), ThiZ, EEOTRSAH
DITYA LTI RRATZINHZNER=ID Y INTKUYIEEATULET,

BEE, 72V, FES -3y - N=ELVTVIRIT - AU -T—-ALEDODIRT
OEEOFCHEUICHFELEXT,

K:2J7v45y—
6. v aRh— kL

YV aAR—BRYRATFLADAA IR =Y TY, CTTFIYVE-TIT1ET 1 [CRAET 31D
AYYITPFTy FICETBIHMEERDICENTEXI, TNERBEHEICE>TOREEBORD
DHERTHDEFTAET, TNETIAILETF Ty FOBRYIU—&ERRLEI, BIU-—
I DBHROFTRE., TRAAL -3y, FREIUVREPOBEHRNHIET,

Yy k- FOBEEELMEDD EDIIRERNRIIA MWETT, BRERTH 5L
RRCTBCETRBIED LS/ — FEBRT B ENTEECEERKRLET, BEROAYTE
HUwh LRAS RSy UEREECICTE ROy 5 ETALAOF T DEREBEE
TBIESATETT, YATLR. RysANBEATZEFNTETLIZLOHDY 1
Iy hEHS>TNET., ULHL. Fv¥aR— REAGEY 21—V HIIL -1
1y EBRICHRET ZERNTESTET.
COEBADAVTYYIE2 DDA YASLALRIISN, ZOEASATERE (URIVS, T
ZNL—- 3y, F JEREN k) THESNEF Iy FCET sERERBC ENTEE
¥, COBIATTY TR, DT AILI—DFRT, 7o EXTBEERBOENEF T b,
Ovs UeFry b, SEUOT 1 LIRICELEENERLEF1—ICHZF Y FOEFAT
RBEOIBRETINITHENTEET, CONSACBMBOBEDY 1Yy FEH,
ZNEFRTEUTORRET,

Dashboard
Reminder Tickets

My locked tickets (0}

TICKET# AGE TITLE
none
Escalated Tickets
Al tickets (0)
TICKET# AGE TITLE
none
New Tickets
Al tickets (1)
TICKET# AGE TITLE
1578d 11 h Welcome to OTRS!

Open Tickets / Need to be answered

Al tickets (0)

TICKET# AGE TITLE
none

Ticket Queue Overview

QUEUE NEW OPEN PEMDING REMINDER TOTALS
Raw
TOTALS
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5 FyyaR—-F-D4Yzvk
* FUYbk-URAb-DqaTzVE
COATIV-DOFOV4TI 1y FEILARNBEUER, Vv 7 - TFUE - T -)LEHBLE
T, COV4T 1y FIREVICREDF T Y FOURXFERRFULEXT, Fry FRIIEVR
b R=JERRULEY, VAL - R=JF DTV b - FTYav@RBENMV1I Ty b
DEEBEICRIARAVIEE EZNENBRONET)TEMT S ENTEXT., DT«
VIV hROT1IINIEZEULET:

s BBOOYY - FUy kb

O74 Y LicBEErOv7ShicF oy b

 BRBOERFT TV k

OJ4Y UEESEENDAYFURLEE >TLE3FIY +, ThERRITBREHIC
Ticket::Watcher ;REZFAVICT B ENMMETT,

s BROERE

O4Y UTL\BEYENSEEEEUVUTRESNTLIZF I v k, Ticket::Responsiblez&E
X, TOTAINI—ETBHUTEBRELDCAVICTRIRNENGDET,

c BEOF¥a-IcH3FT vk
COF Ty FHBLEN "I - Fa—, ELTERTBFa—ICHVET.
- EHY—EIRFTY b

The tickets that are assigned to services where the agent define as "My Services" and
are on queues with at least read-only permissions.

* 2TCOFTYF
BHENT IV ZRIEEFE DO2TOF IV |k
COU1Yzv kI
s URAVY - FUy b
REBEULTHESN, 1D, URAIVYBEZBBULEF I Y k.
s IRAL—-YavEhkFsy bk
IRAL=23aVEOFTYE
s FRFTYE
RE THR . EEDOFU YR
s SHISHAFT v b/ BEVE
RE "THEH L EROF T Y FEENSEXINT R
s ARVEFUYE-ALYY -
ALYY - ARY FREFBEFTY FAMERENEEE, ARV - FUy b - ALY TEENER

CRDVFXT, TNEFTy MERBEEICRTT 52 DOFET 1 —ILREBEE L. VEDIRA
NV HRtaRsZl, A IR TRZIATY., CO2 D0BRZANMRY FHIBEZERELET, EES
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COI4Yzy FIROE21-2BHFY : B, B, H. RUOEEORENEFERAITZETR-
IHNERAVO-IVTEBELHETY,

HRICO4 Yy FITRICEMCTE D TULVRNWERREXSICFS v FE® "Date/Times @
BT 4 =)L FOVNKDOMNIZ AT AITEML, (BEE/\RIVICHBIERI T =)LV
HT) ZNSEZDU14I T Y FDcHICSysConfigTRETNETY, MADENT 1 —JL R
IF4Ty FERMBEREICRRENBELDICERINZINETY, TN ALYFTDODIRV |+
(PR ML TSR ) AOBSBEMIC DV TRERT B hIc. Frv FEMBHILIEHMOF Iy
7oy avEEPBIAIREHT 1 =)L B)RICHELZEINBIRETY, Frv k- - A-LEE
E. ZNABETHZEEATIBE. BN T —I)LRERTELDCERSINZINEULNhEEA,

Events Ticket Calendar
month  week day December 2014 < N Today

Su Mo Tu We Th Fr Sa

Event Information

Ticket fields
Customer ID: OTRS
ser: Mr. Bruce Banner
14 15 16 Pricrity: 3 normal
Queue: Raw
State: open
& Title: Test Calendar One
Type: Unclassified
Dynamic fields
Start tme: 12/09/2014
e 2 30 End time: 12/14/2014

CDI14IzTY FORHOET52BEAIT. SysConfigH
M"Frontend::Agent::Dashboard::EventsTicketCalendar" B4 74 )L—JOTFTTRDIFI5NZHNEL
nXtLh,

s hLVY—1IE

ALV OIEEIN-EY FTEELET, TI IV FIFI5%TY,

* DynamicFieldStartTime

FRRSEIDENRI T« — )L FREERULE T,

* DynamicFieldEndTime

KRTBEOBNIT s —)LEBEEELET,

e 7 —
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CORETHESNEF21—LOF Iy FO#H#N, ALYHY - Ea—THRIEEShET,
* DynamicFieldsForEvents
ALYE - ARV b - F =N LMBAEICKRRIT BN T —ILFEERELXT,
* TicketFieldsForEvents
ALYY - ARV E - F=NN— LM EHEICRRIZDFTY FEBHEEELET,
* FUybk-Fa—-4HE

COU4I Y FITHF21-ERLIDFTY FREZERLTVSEFIY R - ADV - X
Uy ZDHRTRRAVLEY, FRIVECIE BHEDF1-LEICEIBIERNCRELDF I v k
BHRRINKT,

D4 YTy I ERHITSKUEHNERRTUEY., E5HTIE. IRTORENcFa1—-LOE
REDFTv FOEFHERLET, — 7. EFVIRBIRNTORSNICRELTEF2-DF T Y
FOEFHERLET,

RRSNBF a1 — EKEIISysConfigTEEIT D ENTEXT

FIubk - ADY FROENNEI VYT T BERRERR-IHHE, BHECENSDLD
HALHBEESSEXT,

BIICHRRBD VY FAMIELTS D, ERFHBVERRLUEVDs Yy bEIY FO—
WIBTENTEEYT, DIy FORETY, BV aVELRIBAVTEIUYY
LY. 2L TROESICETORARGERY Iy EARAXT, &0V 1y FRICIK
FIVIRVINH), FYVAR-—BFETOI4V 1y FORIABEERT BHICTOF VY
RyV2&FEALET (FVIDMNTINZ DYy FIRRENFEBA ), FIRMEA TV 3
VEEBELURLLS, RERZEBMIBEHIC "KRF, 2TV ILET, oI avEAIU-Y
CEEENZDT, ThEe RSy 7&FOYINTERILEAULBCEETERENDSTET
ED
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w Settings

Product News
Reminder Tickets
Escalated Tickets

(< I < I < I <

Mew Tickets

&)

Open Tickets / Need to be answered

Running Process Tickets

¥ Day Stats

Upcoming Events

<)

Ticket Queue Qverview
Events Ticket Calendar
Out Of Office

Online

OTRS MNews

Save settings

Yy aR— RIREDIRE

FS A 2=V ol Sy B VN

o 7TH&ET
ZhiL, 217051V ESATLZBETHICOEZF Y MEEIOTS 7 RLET, BESL)
BTHBE117I3. BRIERFTI Y L ZERRL, BEFALYIYEOFE2TIIHRETF IV E
ERLAULET,

s REIDARY
IZABNL—=230T3EHHBINVNEIEICTADL—-YaryEnNfcEZE20F Yy RIZZIZUR R
SNET, COIT14IV Y FHESDOBRIIKERIEET, BELS, FTEBREITINEDH S
Foy FEHBZEEEZEDONSTY, ZOULTEOF Yy FICHDEMEEILEEL\OD., BEER
EESLON, BICROFEEFIVITEION, ERETDCENTEEXT,

e OTRSZa—-X
OTRS7I7 T4 ETADREBIY A FEHRBOY Y —IAP/N\NYFICEAT IATEERIER

I DL 7
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CCT, MEYATALAICOTA Y LTL2BHEICEHAITZIZENNREINET, S5ICENIT. 7
VSAVOBEEREYYVAVESATLET, CODsY vy FIBEIERRTHBIZEICER
LTLEEL, ZNIFFIHROERET sV Y FEFERAUTCERRTBCENTEZET,

7. Fa—-&IEEMN?

BLDOA-IYATALTIR, ETOAYE-IMMBMASNBIZET 7MILISH ULATONEET
Y. HiLLWAYE-JIZORET 7MIVOREICEINESNET, A=)V - V53047V -TOT
SLRA-INOZRHAIEECERASN, CORETF7IMIEHRH 1I-VICAVTIYVERRLE
ED

ELDOAYE—VEIBMITZZEETEDIDT, ORSTOFA—IBLRERY IV RAELBRTEE
Y, FA-[CRESEICRERYITIADA=IL - T7 IV EDHHEN DD XY, ORSIEZEH B
FA-PELT. FTy FAEDF 21— ITHBMEN T BIHETE LTS VENHDXY, BY
Bl F1-LCH23FTry FERESHEETDCENTE, HBF1—-H5ROF2—-ICBENTSC
EETEXY, UL, BEF Y FEBEISEZOTLL DD,

ZFNICDNWT LD ERMARBT 312 IC, example of a ticket system TR =X w7 ADEH
OFEBLWHLELLD, XVIRAIBEOF—LANETAT—TLOA-F—-E2ES5EHEEE0OY
R=FrZEXDELKEEBIT B EETREICT B7HICOTRSZES VX =)L ULE LT,

ETOUIIRALERDIDODF a1 -3, CORRICESDTHATY, LHL. IVIANEEIC
LIDADVDLO—-4—-%&k3_ EERERIR. BRI EFFAF—-TL -9 - TR{HER
CRAT2EMZELEXT, JDSLDEA-ILAR YT ZADOTRSOE—DFa1—ICAD, #£Z>T
VST DB ASREEILET S CLIIHLIRDEXT,

RYTRE BR=—F - Y ATLEBERITDCEEREL. 220FHLI\Fa1—-ZBMULET,
Lieh> T, TNT3DDFa—MERSNTLBZZEICRDET, FIry b ATFAICEIET S
MUWAYE-YIE, Hl\Fa— "RKd(raw) s ANBHESNEXT, 2D0FHLLIFa-DD5, 1
DIEFAF—TLaA—-4—, 3EE5EFAT—-TL -9 -OUIV IR LA, £5—FHD
fdvdlLO—%—, 3E2E5dvdL -5 -DUV IR FATY,

RYJARYY RSCRAEF 1 —&EEFRL. BREOERICKHUTAVE-YZE "EFFLO—
i Fa-—FklE "dvdbd-%, Fa-ICY—F (3F3) LET,

OTRSIZ. OA—Y, T —THLVEEORODOT7 I EAEEBEYR-FLET, L\<DHDI-
T7HOV FICORHR T CATTEERFT1—FREITDICEEBETT, IVvI R, E5ICT1I)b
G )=V, UIIRAFZEERRZF1—-ICANBROAEEFERTZCENTEE LR, 5T
RIFNIX. 2D0BBBZA=)L7RELANMERATINDIES. YV ESIIEICEBENICIEETERL2
DOMOF 1 —-AZFNSEOEFA-ILEEZEFELRIFNIERDXEA,

BERZ2F 21— \DFEAYVE-IVEY-FFTBEE UR—F - YRATLEEH#HITT, HDOE
RELTVWTHELKDZEMITET, HEBSIF1—-LOBRBIZI T I RRAEEE DERZ VI —TIAR
BEIN3DT, YATLRSSCRENTZCENTEEXT, Fa—-I3. -2 70-- 70X
EEEITINDINEIEHOBEEEDILHICERTZICENTEEXT, VIV RIIFAEL &
K, FT7—, I #BFK,EFEE0 "R5E1 EMENZFDF 21 —FETIBDENTEEL
feo IVVRICEDTZEDOEDBF I —BEIL, FXUEBZRENTI2OZEMITIBZIENTEEL
fco
F1-OBUNRTHAIVEBULTOLISBRESNIEY AT LABEICK), EELIFES K UE(

QHIRICDRIFBCENTEEXY, Fa1—I13. SHOFOTOCLRERBENLT2DERIET DL
NTE B,

8. Ta—MELIIMAN?

Fa1-BEI (Frv bARRIN, HHESHEREFOI-YICHITZ) 2TOFa—-D—E%
RHELET,
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QueueView: My Queues

Raw (1)

Al tickets 0 Availlable tickets 0

Order by "Age" (descending) [

Mo ticket data found.

Fa1-#EI3, J%@E%%ﬁkﬂbfﬁbhﬁjzs/Ehﬁbiﬁoifuuwt\74
+1-T%9, ﬁé%&ﬁ(%ﬁ)fﬁ%“@ﬁé%& B9 3155, ASBTEETBHICEES
nNEEYEOREHICFI-0EY FIZE T?'mmt>(mamvmw}:1—t77t2
?5ﬁ\?&T@?#whﬂ:@??z»h-EJ—EﬁﬁEni?o

Fa— - Ea-ICLoTRHTINZ 2FBEOF T aVId. BRHOF 1 —EEEITREFI VLS
YT - Fa-ICRUINSFDVTBFES -3V TY,

BHROE2—494 T TA-HIITSCEMDENEREEY, 2TCO7AvY - Fory bk, %3
WISRIBRIERF I v FERBCEERIRTEEXY, Fry bld, F¥a— - Ea—-TRAZ9THRK
B TO—DTRIThITRDEFEA, TITAILEFTIZ "HSH. FiiR. REB. URTVY. RE
BE, "B DET,

A-YHEDIEHDRET S —LDB XY,

Junk (1) Postmaster (1)

MEFYS -1

s 1S54 F B L1 RAROFTIY FZERATUNBNAS A FShicFa—-[CXH LT, B8R (EL
OLRN))OEEZELZY FULET, "TRKXS ) Fa1—ORTLERICRRSINEXT,

c 154 F B 2 : RAWDFTY FEBATUNBNASA FShicFa—-[CXI LT, BH(E2
ODLRNIVOEBZEEY FLET, "RARIZAY—, Fa-—OFTLERBPICRRISNET,

c S SESVFTY FESATIZF1-OBRATZANZXLEEEHULET, TRTOT
SOYTHR=—FESNTLB3DIFTIEH D XA, TDOBE "IvrY 1 Fa2—-OLEBICHFET
BAFEY,

e XF BEDF1—-I1FX"IXAMF+a21—, OLEBICAKFTRAZEZT,
9. 1 —HiEIR (BH)

OTRSI—¥ (EEE. #HYE, ORSEEHEELLTO) 3. HEICIWUTESO7 DY FOER
OB ) EWHTEEXY, BYHBERD I TA VY- Tz A AQOLBEMBICHZO71VBEI VY
JUCTEBRERERICY 7 EATEXYT, BRI "BRGEF) . UVIEV Uy LABTNIERD X
Th (TRER),
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Real Services

Edit your preferences

User Profile Email Settings Other Settings

Change password New ticket notification My Queues
Send me a notification if there is a new ticket in my Your Q eue selection of your
about those queues via emall if

No Mofification i Update My Queues
Sl Jurnk
Update Misc
Postmaster
Raw
Language Ticket follow up notification
Enalish (Unitad § U Send me a netification if a customer sends a follow up and I'm the
Frontend language: . English (United States) Kd| Update owner of the ticket or the ticket is uniocked and is in one of my
No Notification B Uupdae
Skin
P Default 14 Uodate Update
Ticket lock timeout notification My Services
Qut Of Office Time Send me a notification If a ticket is unlocked by the system. Your service selection of your fa

& . BEEOEANER (FF)

?Elél%li ER (BIF) NS 3DOERBATIU—EBHTEXY, 1-FTOT71J)b. EXA—
RERVZEDMRETT, T 7 4)L FOFTEEME

a-Y-7JaJ74)
IBED/\A D — REZE

c AV —TIA ASEELE
« JOVFIVE - RFVEEE
- JOYVFIVE - F-IEEE

EIFIMSRIZ B LB

EX—)LERE

s PHENEA-IBHMES OMTET MRV FEER
ZDDIRTE

* 'RAFa2—, TEZY—-ULL\Fa—-%ER

* Select the services you want to monitor in "My Services".

* Set the refresh period for the overviews (Dashboard, LockedView, QueueView).

- Fhy MEREERT 3EAERE
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Example Company

Tickets
Interface language Ticket overview

Language English (United States) a Refresh interval off I_’

Update Update

Number of displayed tickets Change password

Tickets per page 25 I_’ Current password

Update New password
Verify password

Update

& . EEOEAER (GEIF)

BEIIVIT -A1V9—-J1-RFBEBRL. Fry MIZEROEHRBRELZY FL. ®RRT 2
FIy bRABERBRTEXT, XHULLWNRT—-REY FT5ZEEFETT,

56



OTRS

Real Services

F4E EiF

1. OTRSOEEEZEIUY
1.1. 2

KDY AT LBREYT 12713, ORSEEEN, ORSITTA VI —T T —ADEBER-IA
D77 ZA%EI B ETRAHTETT, TNICKDETERC &L BEE BE, TLTFa -0
B, FTv kEEA-)LOERM. FAQRITSMZESSICEZ K DEMDINY T —I &ALV X =)
9B5Z&ETT,

BRETIN-TOAVN-TH3HEHEIL, FTES—>ay - N\-HOEBEUY IOV UYIIC
LDEBETVTICT7IRRATBCENTEXI(TEORESR), +2ICHE T 7 ZXEDLL)
BHERIZOUYIICTIERT BT ENTELXEA,

Agent Management Customer Management Email Settings
Create and manage agents. Create and manage groups. Create and manage custome: Create and manage customers. Fiiter incoming emails.
Link and me
L T LS JrOUpS. k r USH 4 Manage S/MIN r
mail encryp
Lin
Queue Settings Ticket Settings. Online Admin Manual

Crt ge que Mar ns that al Create Manags L
sen bast
Link 0 que
Create a a Configure and g L Manage OTR: p sen
types
u SPONSES. T and mana
) s, Create a a Ci anag nd n S S Manags ng

M. OTRSEEREEME

1.2. B5F, J)L-THELUVKE
1.2.1. B4 &

BUEOUYHEY v L, ORSOEAEEREALTY Y 2 LET(FLEORESR), EiEE

HEUETHIY FEEM, BE, FEENT S LNTERT, BiC, BEEEMELOEYED

1Y9 =7 1-ADLHOEELBAICET 2EAERVBLUBBRIEEET 5 ENTEET,
JES

OTRSOIEHETADY FFIEFEMMASNIXIA, CCTREBRIZShE A, JEEIEKL
[FEDKIIEN-BEEDT SV EBHMICEY LT B TERINXT,
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Agent Management
Actions List
E‘ USERNAME NAME

Wildcards like *** are allo Carlos Garcia

Carlos Redriguez
Add agent Dennis Schmeiter

Dominik Klein

Hint Johannes Hérburger

Manuel Hecht
Agents will be needed to handle tickets, Marc Bonsels
Attention: Don't forget to add a new agent to
groups and/or roles!

Marco Buchholz
Martin Gruner
Oliver Rottges
Rolf Schmidt
Admin OTRS
Stefan Bedorf
Udo Bretz

MEHEEE

BHBEZEERT BICIAKOPTREINBLDIC,

EMAIL
carlos.garcia@mycompany...
carlos.rodriguez@mycomp...
dennis.schmelter@mycomp...
dominik.klein@mycompany...
johannes.horburger@myco...

manuel.hecht@mycompany.com
marc.bonsels@mycompany.com

marco.buchholz@mycompan...
martin.gruner@mycompany...
oliverrotiges@mycompan...
rolf.schmidt@mycompany.com
root@localhost
stefan.bedorf@mycompany...
udo.bretz@mycompany.com

LAST LOGIN

11/28/2014 00:37

T—9ZANL, BHOKFEBODIERE (Submit) RV ERULEXT,

Agent Management
Actions Add Agent
1 Go to overview

# Firstname:
Hint

* Lastname:
Agents will be needed to handle tickets.

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

* Emnail:

S FRIBEEDIEM,

Mr.
Carlos
Garcla

carlos.garcia

carlos.garcia@mycompany.com

valid =

English (United States) E

Frontend language

Default =

Wear this frontend skin

-}

Start: 1 Y 28 BV 2014 B
End: 11 [ 20 [ 2014 B8

No Natification

Send new ticket notifications if subscribed to

VALIDITY
valid
valid
valid
valid
wvalid
valid
valid
valid
valid
valid
wvalid
valid
valid
valid

CHANGED

11/28/2014 01:28
11/28/2014 03:22
11/28/2014 03:52
11/28/2014 03:51
11/28/2014 03:50
11/28/2014 03:54
11/28/2014 03:24
11/28/2014 03:48
11/28/2014 03:23
11/28/2014 03:52
11/28/2014 03:53
11/27/2014 18:50
11/28/2014 03:46
11/28/2014 03:47

THEYEFEEM, RV EDI UYL,

CREATED

11/28/2014 01:28
11/28/2014 03:22
11/28/2014 03:52
11/28/2014 03:51
11/28/2014 03:50
11/28/2014 03:54
11/28/2014 03:24
11/28/2014 03:48
11/28/2014 03:23
11/28/2014 03:52
11/28/2014 03:53
11/27/2014 18:50
11/28/2014 03:48
11/28/2014 03:47

FRBEHET AU FMERE N e, BEEICIDU LDV IV —TH3IKEDOAY IN—%E
BNETY, I —TERENCEHAT 2EREEEZEQTIV-T EREOEI Y 3V ICHE TR AT

TY.
1.2.2. F)V—7

IRNTOEGEETADY FILRBRLEELIDDTIN-THBVIRIICET BINETY, HiRIY

ZE=JILTIE T=TIV5-1ICREN3 LDIC, RAFTEER3DDE

ED

Sty e

RIEFR

ENETIV-THRH0 %

RALTITAIVE - TIV—TIHBEDOOTRS IV A +— )L TRIAFIEETT

TIv—=7

mE

admin VAT LATERBEREETIBENTESE
EP

stats OTRSMstatsEY a—=J)LICF I AL, #%st%E
ERT BERNHDET,

users HYEIIFRHAESTDIEREEF>T. DT )L—

TBUL. FTy Y RTLDOITNTOHEEIC
TIRRATBIENTEXT
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HOTERSA VA L —2a v Tld BYIEA—-Y TN —-TICAYNN—-IIBFEELEE A,
Y E root@localhost' [T T # ) F CIIBEERVOREST I —TICBLET,

BEREIUTZQ7IN-TUV7&I7U9IT2ETIV-TEEBR-IJ(TEORESR)ICT I ER
_ N
ITBENTEET,
Group Management
Actions List
[+] Add group NAME COMMENT VALIDITY CHANGED CREATED
Group of all administrators. valid 11/27/2014 18:50 11/27/2014 18:50
5 Group for statistics access. valid 11/27/2014 18:50 11/27/2014 18:50
L Group for default access. valid 11/27/2014 18:50 11/27/2014 18:50
e

M7 —TEE,
=X

BHETEZEDTHBLDIC, ORSVIV-TRIEEENT B ENTEXRINEIRIEITERX
Hh, FEHERIBIECIBP-EEDTI SV EBNCEY FT B3 TERSNET,

BHEETIIN—TICMAZHHBNITIN—-TICET 2IELEEEEI BicHlc, EEEX-IH

SHEYEFI V<> TIV—T&FERAI B ENTELXI(TRRORESE),
Manage Agent-Group Relations
Filter for Agents Overview

Filter for Groups

B:7)— TEE,

YATFATODIRNTDTIN—TELUVELEHEOBMEIIZOR-J[CRRINET, =5IC. BED
IVTF14T14 (ERK) EREITBEHICRARIER T IV EERITZCENTEEXT, HEED
AVIN=THZTIN—TE#LELREVISEIE. BHEOZRZI VY LTLKES(TEORES
), JIL—TJICEEM T EINcBEEETE T RHICIT. ZELEVWIIL-TEI Uy LTK
V(TR ESR),
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Manage Agent-Group Relations

Actions Change Group Relations for Agent

RO MOVE_INTO CREATE

GROUP

Submit or

Reference

ro
Read only access to the ticket in this group/queue.

move_into
Permissions to move tickets into this group/queue.

create
Permissions to create tickets in this group/gueue.

note
Permissions to add notes to tickets in this group/queue.

owner

NOTE OWNER PRIORITY AW

Permissions to change the owner of tickets in this group/queue.

priority
Permissions to change the tickat priority in this group/qu
w

eus.

Full read and write access to the tickets in this group/queue.

MABHENBT VI —TEERE,

Manage Agent-Group Relations

Actions Change Agent Relations for Group

@
o

AGENT

[<N-N-N<N-N N NN NN NN W]

Submit or
Reference

ro
Read only access to the ticket in this group/gueue.

MEEDTIN-TICET 2IEHEERE,

NOTE ]

Q
H]
Z
o
T

PRICRITY

£
E

MOVE_INTO CREATE

[N N NN NN N NN N NN N I<]
ccoocccOcOceOOOEO O
ccoococococOcOcOcOOOEOE O
cocoooccOcO0OOO0EO O
ccooccocOcOceOOOEE O

[<N-N-N-N-N-N-N-N-N-N-N-NN]

BFTIW—TIENICEEUCHEROEZY FERIFLTVEY, ELTEVIL-TAY/\—(E5HE)

IEZBEROEHICThEDOEROAHEHEES
TIV5-2E MBS IESL),

/4.2 OTRS V)l — 7 EFAE U 1 HERR

FOCENTEXY, FrI/HERDU R FIFT—

HERR i

ro COTIWN=TOFrybt, TVEU—= Fa-—
ADRead only®F7 72X

move into COTWN=TOITVT, Fa-RBICHIF3ITV
FU—=3B30EFT v FOBENERR

create COTIWN=TOITVT7EEIIFa-BICHIT3
IV ERU=H30EFT7 vy FOIEMIER

note Right to add notes to tickets or entries in the
queues or areas of this group.

owner COTN=TOITUTELIIF1-BICHIT3
IVERU=B3LWEFTy bOF—F—DFEH
HERR
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1ERR mE

{B5EE (priority) COTIN—-TOITVF7ERIIF1-RBEICHIT3
IVRU=B330WIFT Y FOBEEDTEIE
PR

rw COTN—TOTVUFEREIIF2-BICHIT3
IVERU=—B3WIFTvy DT ILDRead/
Writet&RR

iEEC

By default, the QueueView only lists tickets in queues that an
agent has rw access to, i.e., the tickets the agent needs to
work on. If you want to change this behaviour, you can set
Ticket::Frontend::AgentTicketQueue# # #ViewAllPossibleTickets to Yes.

IRNTCOFAFTRERN-=ZY 3 VAT IAIVFTRRENB EERDEEA, CTNEOEMND/ -
SYavVEMABTENTEXY,

x4.3 EMOHTTI—-T

1EBR HE

stats stats(REHNR—VICTF IV ZAEESEA X T,

bounce (iRi% ) EA=IL AV E-IZEDIRTIER (FTv I

A—=LDRERYVT),

compose (YERL ) FIy bCxT 3 EZEEMT DIER,

customer ( BEZE ) Foy bOBEEZELET 51ER,

forward (&5iX) Ayt —IEEGIXT BIEREIER Y > T),

pending ( fRE3 Fo v L ERBICT BIERR,

phone (E&E) Fo v FIC@EEEIEINY B1ERR,

responsible (&FE#&) Foy bcdaERIESEELEI DR,
7ERC

VEFRDZE [System::Permission B ZEE[RET T
1 (] 2 [} 3 (] ?ﬁ%u

Roles:"f&&I"I&, EHLMEET, TNICKDIIERBICI Y TIHDORRICS K DEHEDT 7 ZR1E
EERTEEXY, ThEE B<LOEYEE, VI -TELUVFa1-2HADKRE SEMHRADR—
b YRTLATHICRIEET, FEOATEDE SR —ATTHANWEEFIERVLAEHRBAL
x9,

BRBIEDY AT LANIO0ADEEEERTE DERELEY, 90 of them with access to
a single queue called "support" where  all support  requests are
handled. BE—@QOFa2—[C77ERAZEHFDI00AFIOANIL, £TOYR— MREZEDIKS
K=k, EFIEN3EY, "UR—b) Fa2-3EHORF1—-Z2EHFT, BDDIOADELHE
I, YRATLDETOF1-—ATIEZATIHITEHFE>TIEXYT, COI0ADEZEIT, Fry b
EHITU, REROF21—-&ERT., "IvU7 1 F21—-"ANAL - AvEz—IEBEFIEXT,

ZORAE. ASNORBERTT SMRIBBLEMRUEX T, EXMKE, FiE, EXHEZRH DS
IR EDQREBENMVEELZZTLELED, TLUT, SHOEHEDSEDHAIL ORSZEERLT,
ChEYZZEICRDEY, ERBIBHER EMSNIHROF1-\OT7V REFLZITNIE
LFEREA,
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B2 DEIEQLEDICT 7V ELAEEFHTEET 5OCRLEENINDIEDT, ERBZT7IVEAL
NIVEERT 2"RE'EEMT D ENTEXT, TOER, EBHEL, BEMICEEZFOTY VX
EEF DO EICKD, 1DOULORBICMAZENTEXY, MRBEETHOY FHIMERSN
358, S5, TOT7ADY FEIDULDOKEICINA S EIFETEETT,

iEEC

Roles are really useful when dealing with complex organizations and when
maintaining larger OTRS installations. Proper care is advised though. Mixing Agent
to Group with Agent to Role mappings can make for a complex access control
scheme, that is difficult to understand and maintain. If you wish to use only roles
and disable the Agents <-> Groups option in the Admin area, you can do so by
modifying the Frontend::Module###AdminUserGroup in the SysConfig. Be aware
that this won't remove already existing Agents to Group assignments!

BIEA-YICHD REAIVVIZIVYIIBLET, RAEEEIYaV(TRIER)ICTY7EAT
CEER

Role Management

Actions List

[+] Add role NAME COMMENT WVALIDITY CHANGED CREATED
Member of the developme... valid 11/26/2014 04:15 11/28/2014 04:15
Supervisor of the IT de... valid 11/28/2014 04:13 11/28/2014 04:13

0 Member of the service d... valid 11/28/2014 04:15 11/28/2014 04:15

B REEE,
JERC

BHBEETIN—TTEDITHo2eELDIC, ViolcAERESNBEIE, FEHHT B L
NTEBNHIRT BT ENTEX A, FEERENT ZROICIE. BIF T aVT TR
My BB "ENEE, CEYETBIULET,

YATLATOINTORIOFENRTINE T, REREEHET BICHICIE. REDOBZFZEY
Dy LTS, FROOTRSAI VAL =23V TR, TIAIFTEESNEENIISHD
Eth, REEEHRTDOICIE "REEM, RIVEVUVI LT, WEESNEZT-FZEA
1L, TNZEFE(Submit) LTTFEL(FREDRZESE),

Role Management
Actions Add Role

] Go to overview * Name: [T Supervisor

valid B

Supervisor of the IT department

Hint

Submit or

. 1@ B D FRRE M,

YATLATIRTORES S VELHEOHBERFBIHICIE. BEERER-JOREI VI <-> B
BEZVUYIUTTE, S5 BEDERERDITBLEHDICT I IZEFERTBENTER
Y, HHECHEEMFIOSNCRAEZZELLVIEEIE, BHEORBMZE7 Vv I UTLESLI(FRE
DORESHE), REICHAEMITONICIBHEEELEETI 2DICIE. HRIEIHEELVLEEEI Y
T UTLKES(TREDOHZEZR),
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Manage Role-Agent Relations

Actions Change Role Relations for Agent
Ll Go to overview ROLE ACTIVE
/]
Filter
Submit or

& . BEELEEMITENCRIADERE

Manage Role-Agent Relations

Actions Change Agent Relations for Role
1 Go to overview AGENT ACTIVE
Filter
Submit | or

& . FRIRREI EAEMITENICESEDEE

VAT LTDIRTOERESLOTIN-TOMEEEFZHICIT. BEER-IDOUVY - 5E|<-
STI=TEI VI LTLESL), RITRRSNCEAZROBANIRABZCETLLED, &5
IC. BEDIVFA4T4 (ER)EZBDIF2OICTAINIEERTBZCENTEET,

Manage Role-Group Relations

Filter for Roles Overview

ROLES GROUPS

Filter for Groups

BBV IV - TEFROERE

REBOERZ TV RZAEEERT IEHICIE. REXLQITIN-TORFIEI VI LTLES
LV(E5.138 £ U5. 14U FICENTNhEEB),
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Manage Role-Group Relations

Actions Change Group Relations for Role
1 Go to overview GROUP RO MOVE_INTO CREATE NOTE OWNER PRIORITY RW
Filter
Submit  or
Hint
Reference
Select the role:group permissions. If nothing is
selected, then there are no permissions in this ro
group (tickets will not be avallable for the role). Read only access to the ticket in this group/queue.
move_into
Permissions to move tickets into this group/queue.
create
Permissions to create tickets in this group/gueue.
priority

Permissions 1o change the ticket priority in this group/gueue.

rw
Full read and write access to the tickets in this group/queue.

B: REIDEHDT IV — TEFEORE

Manage Role-Group Relations

Actions Change Rele Relations for Group
1 Go to overview ROLE RO MOVE_INTO CREATE NOTE OWNER PRIORITY RW
Filter
Submit | or
Hint
Reference

Select the role:group permissions. If nothing is
selected, then there are no permissions in this

. . ro
group (tickets will not be avallable for the role). Read only access to the ticket in this group/gueue.
move_into
Permissions to move tickets into this group/gueus.
create
Permissions to create tickets in this group/queue.
priority

Permissions to change the ticket priority in this group/queue.

w
Full read and write access to the tickets in this group/queue.

B - JREEREOEE
1.3. B L VUEET I -7
1.3.1. Ex

OTRSIZ, ERZ Y1 JOA-YEYR-FULEXT, BEEV VI (FETS—=Yay - )\—- H3l\T
BEER-INE)ZFEHATZ L. BEE(TRORESB) DT IO FEBEETBICENTEXT,

BE - A4V —7Jxz—X(customerp)BHTYATAICOTA VTR ENTEEXT, DIV
H—=—TJ1—REBEO>TC, HBRIEOBEERIFIY FEEMRTIZIENTEBZREFTTRLS, BFHT 3
DICBEDFIY LELE2A-TRTEETEEYT., BERVATATOF Y FEREVELEL
TR EEHBZEIIEETT,
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Customer User Management

Actions List
@ USERNAME NAME EMAIL GUSTOMERID LAST LOGIN VALIDITY
Mr. Anthony Stark anthony.stark@testcustomer.com THAVS valid
Mr. Bruce Banner bruce.banner@testcustomer.com THAVS valid
[+] Add customer user Mr. Thor Odinson thor.odinson@testoustomer.com THAVS valid
Database Backend B
Hint

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

K. BEEE

ERUCHEEZERREUVBEREV VY I I B ETHREERETEXY., BEONY I IV RER
BIBCEETEXRY., FMRMBNYIIY FOEESETSL),

HREE7ADY FEFERTBEHICIE. "TEFEM, RIVEI UV LTKESLN(TEOR%E

28), J1—ILEDSBEDN K ONIANMAIRBTY, D2ED. T4 —ILRCIIMEDOANIYE
TY, LEed>T. REAANEBICADRhDSNIE FTNIS51 FshExd,

Customer User Management

Actions Add Customer User
‘ Go to overvie w M.
Ll Back to search results = Firstname: Henry
* Lastname: |Jonathan
Hint

* Username:  henry.jonathan
Customer user are needed to have a customer
history and to login via customer panel.

* Email: | henryjonathan@testcustomer.com

* CustomerlD: | THAVS

. EEEIEM

BEEITNSDIA-T—-—BENRAT—RORBENBZICETIYATALAICTIVEATEZCENTEE
9, CustomerIDIZA—H EBEFT Y L EFBATIEDICVATALAICE>THETT, A=)l
FERELANIAZ—-VRETHDDT., ZhIZIDELVLTERT I ENTEET,

iEEC

BEE, T —-TELUVRETESTHoLDIC. BER. YATFANSHIBRENEE
o BIZ, BRATY a U ENECIZEN-BEICRESN D C ETEEELSNBET
TY,

1.3.2. ERJ I -7

BEEI1-—YET)I—TJICNMAZCENTEET, 12H3LILEOF2a—\NOT7IVEZAEELE
HOBEEENALTNIX BIDTULLD, £I. TIL-TEBEYa1-)VICLK>T. HRIEORE
ZEHNBTBRTIN—TEE>TLREEL), RIC, F2—ZFMAT, Fa—-ICHFRITI—-TERBATKL
Tiéb\o

The next step is to activate the customer group support. This can be done with the
configuration parameter CustomerGroupSupport, from the Admin SysConfig option. Using
the parameter CustomerGroupAlwaysGroups, you can specify the default groups for a
newly added customer, so that every new account will be automatically added to these
groups.
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UV "BE<-> J)I—T" [C&>T, BBV —T(TieORESH

ED

Manage Customer-Group Relations

Actions

: a

Wildcards like "

are allowed.

= Edit Customer Default Groups

These groups are
customars. You ¢
the configuration
‘CustomerGroupAlwaysGroups

manage these groups via

GROUPS

Filter for Groups users

Just start typing to filter

R:EET I - TREERE

CUSTOMERS (4)

Search Results:

GROUPS

Customer Default Groups:

No changes can be made to these groups.

ICEY 2BEEZEETER

BBV -TEERTBHIC. BEEZO—HDTHINETY, WLIBEEELTI—-T
Z7Uv 7 LET(R5.168LUV5.17TUTFICENZTNESR),

Manage Customer-Group Relations

Actions
1 Go to overview
(£4 Edit Customer Default Groups
These groups are automatically assigned to all
customers. You can manage these groups via
the configuration setting
"CustomerGroupAlwaysGroups”.

Filter for Groups

Just start typing to filter...

Hint
Select the customer:group permissions.
If nothing is selected, then thers are no

permissions in this group (tickets will not be
available for the customer).

REER7 I - TREOEE

Manage Customer-Group Relations

Actions

1 Go to overview

: o]

Wildcards like "

are allowed.

Hint

Select the customer:group permissions.

If nothing is selected, then there are no
permissions in this group (tickets will not be
available for the customer).

Change Group Relations for Customer

GRoup || RO AW

Submit or

Customer Default Groups:

GROUPS
USers

No changes can be made to these groups.

Reference

ro
Read only access to the ticket in this group/gueue.

w
Full read and write access to the tickets in this group/queue.

Change Customer Relations for Group

CUSTOMER (4)

Submit or

Reference

ro

Read only access to the ticket in this group/queue.

rw

Full read and write access to the tickets in this group/queue.

| RO
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B:5 ) — T DOl DEEEEDEE
1.4. 31—

BEER-JZEUYY "Fa1—-,&870993F3E YRATLDF1-EEETIENTEEXT
(TE@ME%V)%%WH& RETIE. 4DOF Tk - Fa-HDET: "R, . "Iv
V7. "TEDM, ETRARIRY =, TAIWIRADNERSNLITNIE, ZEAYE-YII
INRT "R D s F2—-[THBMATNBITLLD, "IvU71Fa2—-RBRANL - AvEz-I%&K
M DIDICERT B ENTEXT,

Manage Queues

Actions List
[+] Add queue NAME GROUP COMMENT VALIDITY CHANGED CREATED
users All junk tickets. valid 11/27/2014 18:50 11/27/2014 18:50
users All misc tickets. valid 117272014 18:50 117272014 18:50
users Postmaster queue. valid 11/27/2014 18:50 11/27/2014 18:50
users All default incoming ... valid 11/27/2014 18:50 11/27/2014 18:50

M4+ 1-—-&E1E
CCT. Fa1—(TEORESB)EMAT,. TNOEEETRICCENTEEXT, Ta1—%=FHTS

RETW—TERBEIT B ENTEXY, SHIC. BROF1-OYTFa—-&LTFa-&tY
I3 ENTEET,

Manage Queues

Actions Add Queue
‘ Go to overview * Name:  Support
-}
+ Group: | admin g
urs = 1440 minutes - Only business hours are counted.
ot ¢ i k and
fined
els
fined
300 { 50% |4
0 = no escalation - 24 hours =
f the ticket is not set to closed before th ted
ViG — N
MR+ 21— OEN

Fa-HOT7VAOYY - IALTILEERI D ENTEXT, BHEENF Iy FEOYVI L,
TVOAVIIALT I ENBEBRIC. ThEXRT ULRThIE Fry MEEMCTYYOv oS
N, thOBHEHA LS U TRIAREICSNhE T,

Fa— - LRNICEHETREDRIDODIRNL - 3 VEERRENH VXTI

IRAAL—= 3y - FLORWEZIEE

s FUY FOEMDE, BEEVWNRZIZI 25— avEE, EBESNCEENRM LIS
B, EA-IITHNERETHOHNIAAL -3V ENET,

IAHAL =3y - EFEEE

* EA-LBBVIEIBEER-YIWENIZF T Y FICREESNB)DLINNCE > THEET +O0—
TINHBHEE. TRAAL—YaVEFRBEIRIUEY FEhExd, CTTEESNEBENE
MFTBETICEEZEANQIVY7 RHRBVEE, Fry FIIRAAL -3V ENET,
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IRANL—2 3y - fRRERE

s CCTCEESNICEEANRNT BRICF Iy AT T (BRIN) L ofcb, Fry AT RA
L=>3rvanxd,

r240-7Yy7OEOFIyE-OvT i ICL), WTFTEEETEXT, 1 . IBFYY - A—
F—-lcx@uT'Ovy ., REICEY FIREFSI VL, 2. —BETUTT, BEWXRRERSTE
Foy FTNICKDUBICZOF I Y FER D FCHEYEBENIEEICTA0-T VT - Frv FHLIE
TBHTENTEET,

JATL -7 RELARBDOINGAZE. COFa1-—DFEFTY FICERASNZ A= - 7RLAZE
BELEXT, EA-JLRIBEOHIC, RENEBRICF1-ZRESEZLETEXRT, £LU3B

COFMBERCEALTIE EX=IL - PRELR BEXS KD EROEI/YavESBULTIES
LY,

iEEC

BYETEDTHBLDIC, VI—T, BE., Fa—-RBEKRTEXEA, BIZBENFT
aVEENCHBVSEN-EEICT BREICK > TIFEENT BLEITTT,

1.5. R¥X, R REEXUVFVTL—-+F
1.5.1. RIEX

BEXIITYTL—FRAOTFRA L - EYVa-)VTY, Fa1—-ICRAT2EI Y 3 VICEARSNTL)
LDC, BEXIZIIDULEDFa2—-ICUYITBHIENTEXY, RENXII. BEXHNUV IS
nT, BESNTNZF21-D50F 7Y FOHITEASNKI, YATLOELRZRENEER
IBHIEHICICIR. BEEIVTO "HIEX, VI ZFERULTKESL(TRRONESE),

Salutation Management
Actions List

[+] Add salutation NAME COMMENT VALIDITY CHANGED CREATED
Standard Salutation. walid 11/27/2014 18:50 11/27/2014 18:50

EES

FIAIE - AVARL=Ya3v0%. FBARJERLIDOBREXXNEICHDET., "I AT LIZE
BRI (en) .

HRBRIEXEFMT BICIE TREXDEM ., RIVERLT, RERT-FERHL. EELTUT
LORZESE)F L)
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Salutation Management
Actions Add Salutation

4 Go to overview * Name: Salutation example

BIUS =: =« Q

Format - Font ~ Size - A-DB- T, B Souce Q Yy

i
i
n
]
I
I
B

We are working on your ticket <QTRS_TICKET_TicketNumber>

* Validity: | valid |~

[ Fr AR IR IE X DIEND

REXOHPTEREFERIT B EIIFTEETY, Frv FICTRET 30, TRBAIIENSDEEERD
BZAbh3TLLD,

TYUIL—FOPRTERATICENTEIELZITHIT. REXEBEROTFTABRICURA FShE
Y, FAIEThZEFEAIL Fry X EEOUNEEH<OTRS_LAST NAME> MREICEEXENST
L&D,

JEEC

DOTRSOERD L SIC, RENXBHIRTE XA, BNA TS 3 Y EENX T ZEY-
BEICT B ETRERMNSINBIEITTT,

1.5.2. &2

TUTL—FEDORDOTFAL c EVaA-IVIBRTY, Fa—-ICHT VY 3VIRRENT
LWBEDIC, BRIZFa2-ICUVVITBENTEEXT, E|NMUFIICFa—-ICUYI7ETN TN
X, ERIEIELCTYIL—F - TFRALICEMEN3EZSENSZETEFELTLLESL), B
BER=ID "ER,VIINDTIERAICELD, YATATHDEREEERIBZCENTEXI(FE
DE=ESH),

Signature Management

Actions List

[+] Add signature NAME COMMENT VALIDITY CHANGED CREATED
Standard Signature. valid 11/25/2014 11:14 11/25/2014 11:14

N:. EREIE

OTRSOFMA VA =&, YATAICIEHENUDERSNLER : "V AT LITEER
(en) d 75\\‘@& L/ia-o

HREBREFEN I BHIC. "ERBOEM, RIVEHULTTEL), HBEEShZ T &R T
L. HMELEXT(FTEORESER),
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Signature Management

Actions Add Signature
4 Go to overview % Name: Signature example
BIUS EIEE=EE = « Q
Format  ~  Font ~ Size ~ A~ B~ I, | [ Souce ) %9 2%

It is our pleasure to serve you.

Receive kind greetings,
<QTRS_RESPONSIBLE_UserFirstname> <QTRS_RESPONSIBLE_Userlastnames

. FREBRDIEM
BREXOELSIC, BRI FrvybICBEZABELHEOY. BOLOBHHABTESVCENTER
Y, X ITERIF. IRNTOFTIY FCHUTERBTFRALOAVTYYEREB I BcHICE

A2 ENTEFXT, EORHCHLTIIEREADOTHRECEBLESL), HRIENEBRICHA
[£7[ZZ <OTRS_LAST_NAME>ZE®HIX, FUrv FCEAEHEOHIIEHNERBLET,

iEEC

BEXTEEZESTHDLDIC. EREHIRTEZ B, BUA T 3 VBN ITERD-
—BMICERELCTOHEERL T 5 LN TEXRTY,

1-5-3- ;?J&{TJ-

E5IC, FELCIDULEDORTET YT L— FICMABZCENTEXY, TV TL— EMEREN
TLNEE, RmIRAYE-IERD 1V BEDCHITENETLLD, BREGSIE BHEIEED
EEANThEZZFHIICEYDODTY I L— EASREERIBRS S ENTEXT,

BIEER-ID "R UVIICED T, VAT LDT—=IR=RICRTEFZHFADT B ENT
EXI(FTREORZESR),

Attachment Management

Actions List
o Add attachment NAME FILENAME COMMENT VALIDITY CHANGED CREATED DELETE
Just an example valid 12/01/2014 18:23 12/01/2014 18:23
Just another sample. valid 12/01/2014 19:37 12/01/2014 19:37

. //J\\{T

%ﬁ%ﬁ./d\\ﬁ”&fﬁﬁi? 5 Tt_ &) Ik_\ //J\\{TL?JD i I-_R 9 _/ E?ﬁ lJ
DORESR),

ERT-YERML. BELXI(FRC

\
&
S

Attachment Management
Actions Add Attachment
“ Go to overvie W + Name:; |Sample 1
* Attachment:  Browse Cloud-Storage.jpg

* Validity: | valid <]

Just an example

Submit or

AT DEM

RPN ETNBIES, 1DULEDOTFYTIL—RICUY TR ENTEET, BEEZERN—IY(TLE
DRESB)DOUVY "RMi<->FVTIL—F,&9Uv S UTTFSEL,
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Manage Templates <-> Attachments Relations

Filter for Templates Overview

TEMPLATES ATTACHMENTS

Filter for Attachments

MMt OTFYTL—bADUYY

BEDTYTL— T, BLVECERZRTERESEZLHICE. WEI 2TV TL—FEH
BLIIRETEI VY I UTLIESVV(ES.278 £ U528 FICEhZEhEE8),

Manage Templates <-> Attachments Relations

Actions

Filter

Change Attachment Relations for Template

ATTACHMENT eSS

Submit  or

B:7> 7L — FRRMIEEOERE

Manage Templates <-> Attachments Relations

Actions

Filter

Change Template Relations for Attachment

Go to overvie W TEMPLATE ACTIVE

[N}

Submit  or

ERTATY I L — FEEOEE
1.5.4. 7V7L—F

Foy MUEZREL. NORBEOINEREFRENT 2HIC. ORSICTYTIL - FEERT DL
NTEXT, TVTL—FRIDUEDFa—-ICUVY, SLVFEDU Y VETEETY,

OTRSOERZHHTEAENSZ, BRZFESLUZTNEOTY IL—FABDETETNERZ
hBEBOEMNZER >TL\T, TRIFFgERTFYTIL—F - 941 TOVRFTT, :

- B

S5
® E2h

s Answer: Fo v k- REEUTERINEZMNREULET,
o ERK :
o BRX :

: PhoneCall: EFDEES LUREEE TERASNET,

Create: FTFREFENEA=Il - Fr v FORTEHSNET,
Forward: sEMMBDANREEERET DHICERSNET,

BEOZREEBmCESLEDICIE. BETYIL— I DOOAETT Y EZATETY, VED
[F. BEAZ2—-TOFI vy bk - A-LEENS, EDVED. KDRBVFHERS, KEEa1—
PFIY L Ea-0&5BFry MEIZOXEEN S, FHEOOTRSEBAICEULTIE, TV 7
L=k "Z=2D&EA (empty answer ) s NIRTOF a1 —[C{LTTIAILFTEY FEhET,

BETYIL— b Fa1—-ICEIDETENMASNZ LTSI, Fry bk - X—LAHROD 8%, R

YV (&

BIZOTFFRA MEEEREICENMET ) BRIV FO-IVICEELEXT, VEDDT
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VIL—-rEBRIZCET BRI BETYTL - FIBHRESAFI, BEEAEIE. TV
TL—=F7FF A FERNTEAICBRESAONRRSINEY, (BRETYIL—-FTO NERER
MRy IR, EAKTY, )

AALT TER . & TEBEL DTV TL—FEERT B LR

ZTNZTNOEEOHFD "TFRA L - FUTL—F, BRRYI R, ZERAZLDICLET, UR
FCTFYTL—rEBIRTZCEIE. "TFRAbM, & "iRF T4 =IVE (T T L — FTRHAT
BEERSIE) ICT—YZEBMTBCLICRBITLLD, TFRAMERITRATHRAINS DLAGIDOEZE

M TYTL—rEBRTZCETEEESNZZEICTIVNTTEL),

BRER-IJO "FUIL-Fr, &YV IITNIE, TUTL- FEBERIEEET, (FLON
=28,

Manage Templates

Actions List
[+] Add template TYPE NAME ATTACHMENTS | GOMMENT VALIDITY | CHANGED CREATED DELETE
Answer o valid 11/27/2014 18:50  11/27/2014 18:50
N Answer o] valid 11/27/2014 18:50  11/27/2014 18:50
A= Create 1] Creation template valid 12/01/2014 19:45 12/01/2014 19:41
Create 1 valid 12/01/2014 19:42  12/01/2014 19:42
Email 2 Just a comment valid 12/01/2014 19:42  12/01/2014 19:42
Hint Forward 1 One of two Forward temp... valid 12/01/2014 19:43 12/01/2014 19:43
Forward 0 valid 12/01/2014 19:43  12/01/2014 19:43
: Note 1 valid 12/01/2014 19:44  12/01/2014 19:43
PhoneCall 2 Use it as base for Phon... valid 12/01/2014 19:44  12/01/2014 19:44

Attention:

M:F>7L— &2

TV IL—R"TYTL—FEM, RV EDV VYY) EEMT 2bICIE. BERT -4
(FEEICENRTYIL—F - 914 TZBIRIZCE)ZERBE LT, EETSL(TEORESR),

Manage Templates

Actions Add Template
4 Go to overviel W * Type: | Answer | Z ]
* Name: A new answer
Hint

BIUS == EEE=SE @ = Q

forwards.
Format - Font - sze - A-B- T, Bsouwce )y 3
Attention:

The text for this template . . .

R:7> 7L — ~oiEmn

FUTL—rZEIDULOF 21— ICEN/BBRY B CE. BEEXR-IJO "'FYTL— k<>
Fa—, U0V LTKESI(TREORZESE), 5[, KHEDEAKRICHT BRERS
BIEHICT 1IN I EFERATBZENTEXT,

Manage Template-Queue Relations

Filter for Templates Overview

TEMPLATES QUEUES

Filter for Queues

B:7>7L—b - F21-FERER
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Fa—[C. BELVHIC (and vice versa) FMATJEEICR S, BERBZTY I L —FEEHETBHIC
X, WHITB3FYTL—bhFa—-2 Uy  ULTLEETLV(E5.328LVU5.33UTFTICEFNENS

Ha)
v Jo

Manage Template-Queue Relations

Actions Change Queue Relations for Template
4 Go to overvie! W QUEUE @ AcTivE
]
Filter ]
Submit  or

M7V L—FDHOF 1 -FHEROEE

Manage Template-Queue Relations

Actions Change Template Relations for Queue

] Go to overview TEMPLATE ACTIVE

Filter

Submit or

M:F1-0rdbdTrrTL— FEEORE

FTUTL - +EERY 2 ESEMDBERN TV IL—F - TEIALICEMTEXYT, chi3TV 7
L—bD51TICKFLET ¢

ULMLEAS, "&5F, ETVTL—-FOERRTYTL—F - TFIALCLHARZ IV TYVYE
EBMUXBA, FIREA-ILFI Y FEEIIF1-EEMLU, TOF 21— IZREA—ILAXICER
ZERIVETEI, (COEEREBRERENT ZLODFDORY I AEHEEXT, )

BRETYTIL—ETFFRARE BRINEIE, Fa1-[CRHAEIIONTEREXESHET,
ENHSTUIL-FROTFFR L ENHNEIIASNEFTY FOTFI L ZLTHRERR
Fa1-ICHEMITOENEREEHET,

BEATYTL—FRIRETYTL— FEEKRTID, ENSEBREXBRESHEZEA,

1.6. BEIIOE

OTRSIZ. BEDARY FHBEICIH U THEENBFRNEZEREIT D LEETREICLET, Thb
DARY FEIZ. BEDF2—FOFI Yy FOER. Fry bICEATZ740-Tyv T Avtz—Y
DZFE. Frv FORTHNER., ETI, TOLIOBREZESIETZHICIT. BEEX-IYET

S r - Y o = Xy <> 073
DV TEERE, 27Uy I UTKES(FTEONESE),
Auto Response Management
Actions List
(4] Add auto response NAME TYPE COMMENT VALIDITY CHANGED CREATED

aute follow up wvalid 11/27/2014 18:50 11/27/2014 18:50
auto reject valid 11/27/2014 18:50 11/27/2014 18:50
auto reply/new ticket valid 11/27/2014 18:50 11/27/2014 18:50
aute reply wvalid 11/27/2014 18:50 11/27/2014 18:50

H:BESEERE

BHEIRNEEERT BICHIC. "BELEQEMN, ERIVEIUVI L. BBEESNDET -5 &R
U, FELTTSL(TRRORESER),
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Auto Response Management

Actions
« Mame: Autoresponse one

» Subject: | Your ticket is being processed

BIUS ;== EEE=EE = = % Q
Format - Font - size - A-B-T, [ASouce Q) 3y L
Hello: <OTRS_CUSTOMER_REALNAME>
This is an automatic response for let you know your request is being processed.
You will have news in the next 24 hours.
Thank you!

Your QTRS Team

* Type: auto follow up B

& . BENSEDIEN

BERLBENTEZEDOTH>ILDIC. BHREOHEBE LUVUTFRA I, BHICE>TERT SR
ENTEET, FIAIL. BEIINEDOANICEZ<OTRS CUSTOMER _EMAIL[S]>ZBATNIE,

BEEA=) - TF X FORVIOSITHNEFRZICHBASNZTLLD, RIRSNEEEO—FTIC
TEATRZCENTEIEMNRERICEHITZLNZLDOFMERDIFZTLLD,

ITRNTCOEMBRETIIENEE ONTEIAREAARY FEEEIT D CENTEXT, TIAI D
AVARL=2 3V OBRTHARELRY AT L - ARV FIT=TIV5-3ICRRNENTIET,

x4.4 BEIRZERIANRY k

Name BE

BENSE Hd2F1—HFOFTv FOBEIMRELER
BENNE/FBEFTrv - BEICETF Ty FADIRE, BIAISEENZD

Fov EANRIEURIES
BEo+0-7vS Fry blC@dTzI740-7 v TOZT
SEJEEES YATFALAICE>TITONEF Iy FOBEIESR
BEnHEIkR VAT AL >TiIThNEF o v OB
7EEC

fBDOTRSOERLERRIC, BEIRNEZCHEICIEEFEMINBLEITTHD, BFRIITEXRYE
ho (BMATY 3V EBNELIIB-BEICHRET ST EICELDT)

Fa-[CXHT2EHMOEEMABICOICIE BEER-IJ LT "BIRE<->Fa—, UVIZEE
RAUTKESL(TEORESE), ETOYATL - ARV FIETOF1—-DeHICVR LS

Y, e, BUARY FEBACBBLEIIVARRY I RICL>TERT BN, BRI B L
NTEXY,

Manage Queue-Auto Response Relations
Filter for Queues Overview

QUEUES AUTO RESPONSES

Filter for Auto Responses
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M.+ 1 —-BELEREDER

Fa-ICRARERICRPELZBEHMOEEZERS 2OCIE LI BF21-BEIUYILTL
ESVN(TREDRZESE), S5Ic, BFOBEREEZRET 5 EIIRIETT, TNICE THE,
27Uy LT, "HHEBBLEERE ., CUTRIUPDATHREL TS,

Manage Queue-Auto Response Relations

Actions Change Auto Response Relations for Queue

[ ol >l o <>

Submit or

R:¥1-ROBENEREORE

1.7. EX=)L - 7FL XA

OTRSHEA—ILEE D EEFREICT BehIC, YATAICL>TERTNBIcHICHENREA—
W-TELRAEREEULET, B<OUR—-—F - A YALL—2aVEVEDULDERT ZMNE
NHBDT, ORSIIEHOTHETEEXT, Fa—FBLDEA-IL - PRLRICUYIT BT E
NTE. TOFEERTY, Fa—MFRShd & Fa-NEEEAYE-IJEULTEET BE
A=)V P ELRIR Y FENET, YATLDETOEA-) - P RLAZEEET BcHIC.
BEER-INDE "EA- - T RLR, UV ZFERUTKESL(FTRONESER),

System Email Addresses Management

Actions List
[+] Add system address EMAIL ADDRESS DISPLAY NAME QUEUVE VALIDITY CHANGED GREATED
OTRS System Postmaster valid 11/27/2014 18:50 11/27/2014 18:50
3 Postmaster Team Postmaster valid 12/01/2014 23:56 12/01/2014 23:58
L Support Team Junk valid 12/01/2014 23:55 12/01/2014 23:55
Al in mall » Cc
b hed to

MY AT L -EA=) - 7 RLAER

HRREA—ILT FLA(TFREOHESR)EENIE. ThEUVY I EShdFa - TFa1-EBRT
BTENTEEXT, COUYVITYRATARREAYE-YEY - LT BT ENFREELRDET,
EULWFa2—-OFT A-=)IDTo; T4 —ILEF7 ELRICEDY - FEhET,

System Email Addresses Management
Actions Add System Email Address

L Go to overvie W % Email address:  support@mycompany.com

 Display name:  Support

Hint The display name and email address will be shown on mail you send.
bl t‘\h * Queue: | Junk 2]
* Validity: | valid | <)
Any comment
Submit or

B RF L - A=)L - 7 KL ZDEM
iEEC

ftEDOTRSOEMREFERIC, EXA—=)L - 7 FLRAEHECIEERM SN BLEITTH ), BRI
TEEEh, (BT aVEBWNELRIBEW-EEICRET ST EICLDT)
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1.8. 1840

OTRSIE, H2ARY FOEECEDNTHEHYEPLPEZNBNT 2 ENFETY, HHYEL &E
ROEF) OUYIERATESNOBHMABDY AT L « ARV FERETEXT,

BEER-—J) "HHAEEM, UV VICE2T, YATLDOBNEEET S ENTEXT(TED
MZzEZH), H3BHIEITEUR LT BIEHICTAILIEFERIT B ENTEXT,

Notification Management

Actions List
English {United States) d LANGUAGE NOTIFICATION
Salect a different language English (United States)

English (United States)
English (United States)
English (United States)
English (United States)
English (United States)
English (United States)

Filter for Netification

L English (United States)
Notifications are sent to an agent or a EnplshfintedEiates)
ustomer. English (United States)

English (United States)

M EEE

HESIVBHTFRALEANRIRAXTBCENTEEXY, UARHSEBELLLENEI U Y
JUTKESL(RESR), 259NhE AEMRERAICO—-FShEd, MAFTELSEOSY
DRI LEBFIZH >IciBiN S B a2 TBESEESL),

Notification Management

Actions Edit Notification
4 Go to overview enzAgent::AddNote
* Subject:  New note! (<OTRS_CUSTOMER_SUBJECT[24]>)
Hint
#* Text:
Notifications are sent to an agent or a
customer. B I US == EFEEs=E=E e = Q
Format - Font - sSize - A-B-T, [dSouce 9y

Hi <OTRS_UserFirstname>,

<OTRS_CURRENT_UserFirstname> <OTRS_CURRENT_UserLastname> added a new note to ticket
[<OTRS_TICKET_TicketNumber>].

Note:
<OTRS_CUSTOMER_BODY:>

<OTRS_CONFIG_HttpType>://<OTRS_CONFIG_FQDN>

/<0OTRS_CONFIG_ScriptAlias>index.pl? Action=AgentTicketZoom;Ticket|D=
<OTRS_TICKET _TicketID>

BHIDOHARIRAX

BRERENTESITHBILDIC, HHERDERICKL), BHNORABZEHIICIENT B EIEF]
BETY. NOFTREINZEER FBOEBDVRAFERDIFBZENTEET,

EE[C, ARY FCEDVWCBHMEERT 2T EIIFTEETT, BN DHBRICEDLSRIBHZE
EET BN EFMICIEETBCENTEERT. UTORDBELDINSAINSERT B LN
TEFXT: RETI T, 1BEE, Q& EA-IL7 RLX, BMNEEEARY 51T, Fry 5147,
RE, BEE, 21—, 0y, Y—EX,SLA &,

IRTDARY FCEDVWCBHOU A FERZHICE. BEERXR-IETUYY TBI(ARY
B &7Uv Y LTLKIESL(RZESE),

Notification Management

Actions List
(+] Add natification NAME COMMENT VALIDITY CHANGED GREATED DELETE
valid 12/02/2014 00:30 12/02/2014 00:30
A simple comment valid 12/02/2014 00:31 12/02/2014 00:31
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MBHERCEDSCIRY |k

MORTRENDELDIC, BRIV EI VI TR ECKDHRBHMEEMT D ENTEE
I (MZEZSH),

Notification Management

Actions Add Notification
1 Go to overview * Name: Event Notification One
li )
w Events
* Event:  asticleCreate
ArticleUpdate
ArticlsSend
ArticleBounce
ArticleAgentNotification
» Ticket Filter
» Article Filter (Cnly for ArticleCreate and ArticleSend event)
w Recipient

&: BHBEICEDCARY FOFER

MOPTRENZIEEO—FFICUR FSNEEREHROERICED. BHICEDNCARY R
BEIATIVIICERT B ENTEBCEICTEBELSLIESL),

1.9. SMIME

OTRS can process incoming S/MIME encoded messages and sign outgoing mails. Before
this feature can be used, you need to activate it and change some configuration
parameters in the SysConfig.

BIEER—IJO "'S/MIMEGERE , UV 7ICX > TS/MIMEGERREZER T 5 &N TEXI (TR
DORZESER), MEEHEDEMRVHEIIR, SMIMET -9 DIREETEXT,

S/MIME Management:

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

Filter for certificates

X: S/MIME &18

1.10. PGP

OTRS handles PGP keys, which allows you to encrypt/decrypt messages and to sign
outgoing messages. Before this feature can be used, you need to activate it and change
some configuration parameters in the SysConfig.

BIEER—-ID "PGPiE, UV U ICL o T, ORSWIA L AOOTRSA—Y, Iz —)V: 21—
HFN TR0 ESB)EHAT-PGPEICERTINZENDET 21— Dkey ringEHFIEIT B &I130]
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BETY., F—EEBERBEMASZ L, BRI BT EIFFIRETY, e, key ringhDIRTOT—%
ERITCENTEXTY,

PGP Management

Actions Result
|E| TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
Ne data found.
(4] Add PGP key
Hint

X: PGPiEE E1E
1.11. JKEE

BEER-IJQ "RE, UVIICLO>T, YRATLAOHRTERAULVWELRSZFIy MREEZEIET
BTENTEXT(TEDOHESR),

State Management
Actions List
Add state NAME TYPE COMMENT VALIDITY CHANGED CREATED
closed Ticket is closed ... valid 11/27/2014 18:50 11/27/2014 18:50
3 closed Ticket is closed ... valid 11/27/2014 18:50 11/27/2014 18:50
il merged State for merged ... valid 11/27/2014 18:50 11/27/2014 18:50
new New ticket create... valid 11/27/2014 18:50 11/27/2014 18:50
open Open tickets. valid 11/27/2014 18:50 11/27/2014 18:50
pending auto Ticket is pending... valid 11/27/2014 18:50 11/27/2014 18:50
pending auto Ticket is pending... valid 11/27/2014 18:50 11/27/2014 18:50
pending reminder Ticket is pending... valid 11/27/2014 18:50 11/27/2014 18:50
removed Gustomer removed ... wvalid 11/27/2014 1B:50 11/27/2014 18:50

B KREETE

FI A FOBRE. EBEIND TIHKE ALK ONBDET,
* BT (BLIN)

* BT (AR

- BEFE

o THHE . (new)
& (open)
RE (BEIZT +)
RE (BEIZT-)
TREB (HABRAT)
HIBRZ

LTORERIIITICUYIENnET, ThIIFRREMERShASITEEShRIIBDEXE
ho TITAIVEDIRES 1 TILRDIED TY,

s TTHE

+ N0
t%CHII/

o T## 1 (new)

* XA (open)
- RE (BE)
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 RES (HARRT)
* HIBRE

1.12. SysConfig

SysConfig U >3, BE<OOTRSAV J4JL—=3y - FTVavPAYTFFIAETh3E
JyaunEl)EEETY,

BEER—-IOSysConfig > V13, Y ATLBRADOTS 714 -4V F—TJxz—A&O—-F
TB3(FTieOESHE), REDLTOREZ1IFAIVICNYITYITTEELSC. YRATLED
BOOBH I 7AINET7YITO-RITBENTEEXT, ORSTL—LDT=I9BLVIVR+=)L
ENET TV = a3V OBERINSAZIZIFEAEIART, CODAIVI—TI1—R=EZE>TRTE
BIBR3TENTEXYT, ETCOBRHNSAINTIN—-TELVB TN —-TAYV—-FEndDT.
BEODNSAIDERLBRHICLE >TITIEP<HEEBIZZEIIRIETY, T5IC. BRE/INSATIDT
NCICEL > TEXREEITROZEEFRETY,

SysConfig
Actions Result
lE‘ SUBGROUP ELEMENTS GROUP
32 Framework
Framework
F
= -] Framework
- Framework
£ Export settings Framework
Framework
X Import settings

Framework
Framework
Framework
Framework
Framework
Framework
Framework
Framework

® o

Framework
Framework

. I R N T R T~ N N T NN
]

Framework
3 Framework
19 Framework

X:> 27 LB (SysConfig) BDT ST 1 AV - AV HF =T —R

YATLERRTST4NIN - AVI—T A RICEALTCDE "Iz T - AV F—-T A1 AH5
DY AT LBR"TEDFMICTERSNET,

1.13. EX-I)L7HOY FDOER

FIv b - DATANFIREA—=)VEBEXT ZR[EMHIS DB IDET, 0&DIIO-AILMTAL
VAT LICEEA—)LEZ Cotrs.PostMaster.pl script T3, €20 EDOAIREME. DT - A
V=T IM RAEEBUTCBEBSINBZA-ITHOY FEFERATZETY, BBR-JICH
B'RARIRAI = A=)TAHIV R UIYIE. A=ITADY HTRESB)EREIVY-IL&
O—RkRULZXY, ORSHAHYR— T B A=)l - 0O FJL : POP3, POP3S, IMAPEIMAPSTTY,

Mail Account Management
Actions List

[+] Add mail account HOST/USERNAME TYPE COMMENT VALIDITY CHANGED CREATED DELETE RUN NOW!
No data found.

Hint

K: EX=)VT7HIY EIE
K DFHMICDOUNTIE, PostMasterA=)L7 AoV [CEATZEVYaVvESBLTLESL),
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1.14. ZEEA ) - AvEz—IDT4IIWVIVVT

OTRSIZE, RIEEA=I)L - AvtE—=I DT IVZVVTEENEH>TL\ET, HlIRIE. IBESNT:
Fa—[CHEOEA-ILEBEMICANDSD. LSDHIDA=ILDTEOITHEEDIRENFT v F -
A TELY FTBTENTETY, TN FIETTRTOZEA-INICE R LET, BEER-Y

FTUYY TPostMasterT 4 IV 4 ICK 2 TIT A I I EBERBTBZCENTEEZI(TEORES
:E\E\)o

PostMaster Filter Management

Actions List

[+] Add filter NAME  DELETE
No data found.

BMRA R — - T4 IV 5ER

T4IFIE, EA—ILETEITSNBIEESNLET Va3V OEHIC, IBEICEHRLRITNIEES
BUIDUEOEENSHDEXT, T1ILY—BEIL ANCAYT—HBIIEA—ILOEXDT:
DICEBETEET, BIZITEEET FLAPEXPOXFIBED L DBHEDAN YT — ANIDi%
R)ERRATSALRINY — Y —BDDICERT B ENTEXY, TaILIN—HT 515

B. GUIOHTX-OTRSAY Y —&ERALT, 71 —I)LFrZEEY FT3TENTEZXY, ORSTF
TYyENTAO0-TYvT - AvE—JEERT B CNESOENMEASNZTLLD, T—TI
5-4I3EBBX-0OTRSAYST —BXUVENEDEREU X FULET,

EBIC, 740-FYTEA=IVICHUTEZLZY LT 318 IC X-OTRS-FollowUp-*A\ v & —Z (&
BI3ZENTEXT,

*®4.5 E23X-OTRSA Y5 —DHaE

Name a]RETR{E HE

X-OTRS-B%E: 1 fBR{EL), 2 KLY, 3EE, 4 5L, | Fry FOBEEERELE
5 fEs ) EP

X-OTRS-F 1 —: YATLARNTOFa1—R Fory kY —Fah3iga,

Fa-&EEYyFUEXY, ELX
OTRSAY T —DHRTEY b
hhid, BEOFa1—-\Fov
FEY—-FULEDETBMHOT
NTDT 1 IVIHRANEREN
9, YI¥1—%=ERAT 35
&l&. TParent:Suby &ULT#
nEEELTLLESL),

X-OTRS-Ov 7: Ov7. 7>AQv7 Fry OOy 7REEREL
X9
X-OTRS-#45: I3y, H3LIE "E, ZOX-OTRSAY ST = T[E

Ly Ity FEnhnld, 213
Avtz—IYIRLICEBE TN,
VATFAICEESINZLITL &

50
X-OTRS-IKRE: M. SSH. BT (BRIN) . |[FTy FORODREZRELE
T (AR .. ¥
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Name

[

AT

mE

X-OTRS-IREE-{R BB RS

| @

BIZIL

N

010-11-20 00:00:00

Foy FORBIEEERELE
¥, (X-OTRS-StatelcL>T
REBREEZXEFEELTTRSL))
BEFA—ILORERFZICEDL)
T. 72010-11-20 00:00:00; @
KOR4EXTHEATH B\ IZHEXTH
TEEBEITDENTEXT,
T#—/1A "+ $Number $Unit ,
EFERALTLLESL, TCT,
T$Unity [E. 'sS'OF). "m.,
(). "hi (AERHBLIE
"d, (A)TY, 12=Zv FDO#H
BETBDENTEXT, BY
IRERTEB: T+50s ), (50 TRY
Fa4 V). T+30m, (30%9).
M+12d, (12H), "+1d 12h,
DESBEYT A VINTER
W EIEELTLESL, #
DRHDIC "+36h, BEIEETE
x99,

X-OTRS-% 41 7

FIAxIE (BREOERLE
Yy R 7Y TICREFELET)

Foy kd4TDRE
(Ticket::Type HYEMEMLENT
L),

X-OTRS-H—EX:

(Y RV TICELDET
)

Foy QU —-—EXZR/ELE
9, (Ticket::Service #7774
T14TR5E), YTFa1—%F
B9 315&(E. "Parent:;:Sub" &
LTENEEELTLLEEL),

X-OTRS-SLA:

(Y R7YTICELDET
)

Fhry FOSLAZRREULET,
(Ticket::Service support A*7
974 715 (),

X-OTRS-EEE1—Y"

CustomerUser ( EEZ1—H)

Fory FABE1-Y-%RE
LEXT,

X-OTRS-EEE&ES:

CustomerNo ( EEEEZ)

COFTY FOEEIDZERE L
X9,

X-OTRS- X EE Y1 7 :

BEE YATL BE

COFTY FEEEDIM T&
RELEXT,

X-OTRS-:LE 51 7:

SMEREA =)L, REBEA—)b, 4h
ZBEA —)Li@A0, MEREA—)LiE
. BIE. T7 VIR SMS,
DxTJUYVIX b+ AER —
o B/ — k. J—FLR-
Fo

SEFTY FORET A TER
EUET.

X-OTRS-DynamicField-

<DynamicFieldName>:

BIT « — ) FOBRICHRE L
XI(TFRAL: J=FTy
2. Bft:2010-11-20
00:00:00, Integer: 1)

WE#NT1s—-ILE
<DynamicFieldName> TF
Ty FOENBREERELX
3-0

X-OTRS-)L— 7

B

CDOX-OTRSAY S — Q8 FE S
b, Avtz—IREEENE
EREIIEEINhEE A,

(A=Jb - JL=TREDD )
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IRTOTAIVT - I=)VICH U TCREIEIBET BIRNETY, T1IIY—EBESIEIYIY "J4q
WHEE, OFTEETBCENTEEXYT, "ANYF—=11. "AVF=2,H3L\L HRENE
BUIEWAYE=IDBREEVA LRV I ANSRBATLESL, ZLTHEBENT1ILY—1L
FVVEERBITIEELTTEL, BV Y3y "y FEFA=) - AvSY—, Tld. T4 IL7RE)
N—HTBIH5E, BEDTIVVIAVEESNCENTEEXT, X-OTRSAYVSY —ZEFIRL, N DEFE
TRE(TEORESRB)ELEZY FTBRHIC. "AvSFT—1,. "AvSF—2, BEEEBRTBZE
MTEXT, T4 IRAEITINT 7RTF 1 AIVICEHEES ., TANTETENET, BEL, Stop
after matchy By T4V IHMREIOSEOLIDT "I, ICZzY FENTLBIEEEREET,
(COBE. BODDT 4 IVIDOFHAIIEDBESNET, )

PostMaster Filter Management
Actions Add PostMaster Filter
] Go to overview & Mame: Filter One

* Stop after match: | _No g

 Filter Condition (AND Condition)

Check email header: From ) Megate: E Look for value:
“@somebody.com
Check emalil header: - &) Negate: Look for value:

Check emall header: - [ Negate: Look for value:

Check email header: - |9 Negate: Look for value:

X|:PostMaster 7 « JL. 7 DB
F4.1 BFEDF 2 —DHADRINAL - A=)LDOY -+

OTRSIZ, BAB I IWAHRACE > TRINAEHESINCEA- I EBEHNICEEILE

9. SpamAssassinO & DIRAINLIRHY —IVICE>T "Iv U7, Fa-~"BELE

Y, SpamAssassinld "X-Spam-Flags ANy 5 —&2TDF T VI Ul A—)VICEMULEY, A=)
DRANLEUVUTHESNESE, AYF—=3 T3\ EEy FahExEd, LA >T, 715 —
&1L "X-Spam-Flagy H* "Yes, [CRDEXT, COEETIT 1 JLIHRAZEERT B=HIC, FIZ
[X "spam-mails; & UCTRRIEBATEICENTEEXY, "TJ1ILI9FE, OOV 3V T
X, URFRYIXH kS "Header 1, [CXF LT "X-Spam-Flag, EBATLEEL), TDAY
FT—ICEESMEELT "I ZBALTLESL, &, T4 —£HFIBEShET, AN
L A=) IRT"Iv U7 Fa—ICANENhBTEEER LU, TSet Email Headers) ®Ofc
HDOEYU 3> T "Header 15 Ofe®HICAFIUTe "X-OTRS-Queue: ; ZEIRUTTFEL), TOAY
T-—DEELT "Ivry, EEELTKREEL), REIC. YATALATOFRRAYE-IEFMHEN
935, RTINS HRUZEMLTTESL,

EBMEY1-INREAYE-IDOT VIV TEXIBRREICT DchHICERTZENTED)
BNHDET, IDKREL, SVEMEYRATAICKLT 3158, ThHOEYa1-I)LIFBEALEL
nExth,

1.15. GenericAgent (—fi##85%E ) ICK 2 BENIEDE
1T

GenericAgent ( —RRIEEE ) IRV EBBNICEITIZYV—ILTY, "T—RRIBYHE IFHAIE.
ForybrERTURD, BEILED, TAAL—FSncFry I U TEHNZXEE LD TE
XY,

BIEER—-Y L TU Y JGenericAgen (—f§EZEE ) 2V Uy I UTKESLN(TEDOHESE), ¥
ATLTODINTCOEHNY 3 TEBA LT —TIVIRRSNET, TO%. 50y 3 T34k
£, FHTIME. £LIRL2ICHBRT B ENTEET,
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Generic Agent

Actions List
(4] Add job NAME LAST RUN VALIDITY DELETE RUN NOW!
valid
wvalid
valid

X: GenericAgentDf=$hD> 37 - UR |+

WY aTEERTBHIC "I aTBM, RIVEI U LTS, RYICERERET
PUENHIET, TOER. YaTNEDLSICETEINZINMIET B ENTE XTI IRERZT
B&) (cronjobDESICCDE—RRFTIYE - TAII—ICXO>TIRTOF Ty FTHEEILE
T, VBBV FUYE - ARYTEE(FIv b T4II-CRYFLTLNEE—OF

Ty ENEESNCERIC).,

Generic Agent
Actions Job Settings
* Job name: Job Four

ves B

w Automatic execution (multiple tickets)

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

Sun
Men

0o 00

10 o1
Tue
20 02
Wed
30 03
Thu
40 04
Fri
50 05
Sat
Currently this generic agent job will not run automatically.
To enable automatic execution select at least one value from minutes, hours and days!
* Event based execution (single ticket)
TYPE EVENT DELETE

Ticket B EscalationResponseTimeNotifyBefore 2]

M: GenericAgentDf=$h D 3 TYERL

IRTOIITCDONTIE, Frub - TqIIIZEBET D ENTESN, BRI HBHEED
Fa1-ATRIFTIY FLETOHMFEILET, T1ILT—FHIIIRT, Frv ETETSINS
YaJorehllEmlceshizThiZR s,

IRTOIITREDNTIE FIrub - TAIIIEEETDCENTESRN, HIAIR HBFEED
F1-HTRIFIY FETOHMFEILET, T1ILT—FHIIITRT, Frv FETETSINS

JaTORDICHLSNBITNERD XA, BREIC. FIv EHRF 1 - REDLSLHES
BFTYE - T4—ILEOREICEDEET B ENTEEXT, Fryblc/—r&E[TED. B
AIRAXSNCEY 2 - IVEETI B EIFFIEETY, SBIC. T—IR-IANSFI v F&H]
BRI 2ATavhiHDET, NIV ATANSDORKENDT—9H3\TENDT — 5 &EkKR
ZIBDICEAICRIART,

Bk A=
=0

FTv LZEHIRT DHEEEDIGE. INTOREERITEZIFTIY FPENSORMT 7
TIRFT—IR=ZANSBIBRNMIBTT 2 EIITEX A,

Y aTERmELEIC. ORSIIMEEHEICRIEY, €CT. EARY I TEFETETTE ST
BEMEAHDET, Y3 TEETIZCEEEILGSIE, YIaTHERICE> T BR[ICLTOF
Ty DR EERTBICLEFTIRVICEZIETLED, TOURKIE, BREABREDIC
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JaTHENTVNB S EEZERTDIDICEINEET, CORAVETIE. ChdOForv kIR
TERITAONTVE A, DRI EEREERT BIEEDH. Ya THETINET,

1.16. SIEEEA )l

OTRSEEERIBENDI-—YH BBV -TAAYE-IEEXZENTEXY, BEBER-Y
O TEEEBMN, VU TR BHIShaRSHEYELY ) - T (HERELEEERES XY,
(TRZH®R)

Admin Notification

Hint Create Administrative Message

* From: |admin@mycompany.com

messages
carlos.garcia

carlos.rodriguez
dennis.schmeiter

Development
IT Supervisor
Service Desk

* Subject:

. EIEE @A

BHIXDEEE. H&. AXIIEETETY, BEHE JI—T. SLUOAVE-IEZITHBZAN
EREFEEINCEETEXT,

1.17. zv>aVERE

BREIVZO "y aVER, U7V IThIE 2071y 1-dEEDEYY 3y
HHERBCENTEXRT(TLORESR),

Session Management

Actions List
All sessions 3 SESSION TYPE USER KILL
Agent sessions 2 Agent Admin OTRS
Customer sessions 1 Agent Carlos Garcia
Unique agents 2 Customer Bruce Banner
1

Unique customers

W Kill all sessions

HtvyavER

IRTOT 7714 TREYY aVICATBIRANRTINET, FIAEE. I-FRIENLEITOEY
ESLVUBEEICOVIVEN, 707470ty avy08, EARELYOEYYaVEURLD
BRICHZ Oy aVEBHIRTULRITUYIVEIVYITBHEICKDERT B ENTE
£Y, S5IC. 2TOEYYaVEBRBIRTUEIOA TV avEH). ThIZIVATLEAFTS
1V THAUETNIZERNTT, IRTOEYY 3V OFMEREFATTETI(TRSE),
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Session Management

Actions Detail View for Session|D : Kjf8ZxjMzhZwXM0OZgXFOoWWkxHEKw3vo - Admin OTRS

4 Go to overview KEY VALUE

® a1 his session AdminDynamicFieldsOverviewPageShown 25
ChangeTime 2014-11-27 18:50:25
CreateTime 2014-11-27 18:50:25
SessioniD Kjf8ZxjMzhZwXMOZgXFOoWWkxHEKw3vo
UserChallengeToken rp9CKIGPUB9CUSKkSa0uk393%embPlwg1
UserEmail root@lacalhost
UserFirstname Admin
UserFullname Admin OTRS
UserlD 1
UserlsGroupRo[admin] Yes
UserlsGroupRo[stats] Yes
UserlsGroupRo[users] Yes
UserlsGroupladmin] Yes
UserlsGroupstats] Yes
UserlsGroup[users] Yes
UserLastLogin 1417481826
Userl astLoginTimestamp 2014-12-02 01:58:46
UserLastRequest 1417481827
UserLastname OTRS
UserLogin root@localhost
UserPw RO

B £y 2 v
1.18. VAT LAVYTFVR

System Maintenance give the option to schedule one or more maintenance periods for the
system. During this period no agents or customers can login into the system (except for
Agents in the "admin" group). Current logged users and customers receive a notification
about the maintenance (before and during the maintenance period). Administrators have
the option to kill the sessions for logged agents and customers, all this in preparation to
be able to make changes in the system (e.g. a system update) in a "safe" environment.

System Maintenance Management

Actions List
& Schedule New System Maintenance START DATE STOP DATE COMMENT VALIDITY DELETE
‘A comment about this maintenance period valid
DB maintenance valid
Hint
System upgrade valid

Figure: The system maintenance overview screen with some scheduled periods.

The Start Date and the Stop Date are required fields, and the only rule for this combination
is that Start Date can not be a date before the Stop Date.
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Edit System Maintenance

Actions w Edit System Maintenance information

1 Go to overview

12 By 16 By 2014 B8 - 20 B o7
12 B 16 BV 2014 B8 - 21 B o7

* Comment: A comment about this maintenance period

We apologize for the inconveniences, the
system will be ready soon

A notification message for customer

* Validity: | valid B
Save or
* Manage Sessions
3
2
1
Agent Sessions
SESSION TYPE USER KILL
Kji8Zx]MzhZwXMO0ZgXFooWWikxHBEKw3ve Agent Admin OTRS
ReFt4x9XzKqjIFPQkwMnUYBnThEFOTIS Agent Carlos Garcia
Customer Sessions
SESSION TYPE USER KILL
TwjO0ZrvxSC14sUde50yd5HYeGJLIMIM Customer Bruce Banner
& Kill all Sessions, exept current

Figure: The system maintenance edit screen.
After a new maintenance period is defined an overview and details about the current

active sessions is shown, from there administrators can kill this sessions one by one or
all of them (except current) if it is needed.

1.19. ¥ A7 LA0%7

BEER-IJO "YR7LO7, VV7F YAFLQOT - TV R —-ERRLET, RIFIEL
BICUTERZEIEICY — FShKXI(FEORZESER),

System Log
Hint Recent Log Entries

u will find log information about your TIME PRIORITY | FACILITY MESSAGE

Use module
Tue Dec 2 02:00:12
Hide this message 2014 notice OTRS-otrs.GenericAgent pl-2664  (Kerr m::Gent \gent:: Tri dvancedE: ionStartEvents) for
Ticket (201411122664000012/3).

Tue Dec 2 02:00:11 N ‘Added scheduler job 'EscalationHistory’ by escalation event
notice OTRS-otrs.GenericAgent pl-2664 B )

2014 ‘EscalationBreached 2" for ticket '2'!

Tue Dec 2 02:00:11

2014 notice OTRS-CGI-3051 CustomerUser: 'bruce.banner’ changed password successfully!

Tue Dec 2 02:00:11 N Use module (Kerm n::GenericAgent: TriggerEscalationStartEvents) for
notice OTRS-otrs.GenericAgent pl-1092

2014 Ticket (109200664/930).

. 257 L047

O70&ESIVIE. UTEEHET, §1L4 - AFV T, OFBEE. YRAFL - AVK—RVE
RUOY - IV FU—B&FTY.

= =

System logs are available via the web interface only on Linux / Unix systems.
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1.20. SQLRY 7 AEHTOSQLY T U —

BEER—-IYO 'SQLRY I X, UV INSEEZEMRELY, BETIE. ORSTF—FXR—IATO
F=T)I - AVFTIVEHIIV-TEZXY, (TiLORESB)T—TIORBTEZTET DI EITIR
BJEET. Tselecty VT U—DHFTEINET,

SQL Box
Hint Options

# SQL: | SELECT * FROM

40

L 5

R:SQLAR w4 R

1.21. \v T =2 - XR=T v —

BEER—JLET Nyr—Y « Ix=Jv—, UVHERATHL, ORSOMINEIRT S
Ry —YEA YA =)L LEBT B ENTEET(FRORESE), TRSUKS kU5 FIF
AR ILIRICETS SMAILEMT T Uy~ 2 el s 3V EMB B,

Package Manager

Actions Online Repository
Browsa... JNolilalasacisdd NAME VERSION VENDOR DESCRIPTION ACTION
1 Install Package 4.0.1 The FAQ/knowledge base.
1.0.7 OTRS code quality checks.
4.0.1 Includes "Ticket Master/Slave" feature.
OTRS Exte
xlensions d 4.0.1 A customer survey toal.
&) Update repository information 4.0.1 Basic mail interface to System Monitoring Suites. Al...
4.0.1 A Time Registration Module.
4.0.1 The iPhoneHandle Package.
Local Repository
NAME VERSION WVEMDOR DESCRIPTION STATUS ACTION

No data found.

Features for OTRS Business Solution™ customers only —

‘With OTRS Business Solution™, you can benefit from the following optional features. Please make contact with if you need more information.

NAME DESCRIFTION
Required for a smooth deployment of OTRS in a High-Availability Environment
Adds a custom search for Config ltems regardiess of Cl classes.
Assign Services to Customer IDs or CustomerUsers.
Displays a message dialog while choosing a field, for example: SLAs.

B vor—Y - X%x—Vv

Ny —3 - IRx=Ivld, ThEDOIN-YaVvBESE—4EIC, Y—/NICBEAIVAR=ILUE
OTRS addon/\w4s =Y &#RULET,

V342 - LRI FUEI2aVICHB LRI FUEBERL, URY FUBROEHRRYVES
Vw783 EICEOT, UE-F - RANBNYT -V EA VA L=V T B ENTEXT,
MATEZ/NNy T —I PRI 2T —TIVICRRSNET, BEAAIICIIRATERZN v r—-J%
RRUERT, NI —IJZA VA= IVTBEDICAIVAL=INET UV I ULET, 1A FL—
Yavik Nvr—=JRO-A) - LRI UL aVERRULET,

AVZAL=IENENYT—I&ETYTTL—RIBEHIC. V54> - URIY FUICHBFIA
BNy T—IDUX I, O-ANCAIYVRAF=ILENTULZEOELDFNIN-TaVHH 3
HEWBINYT—IRHOTI>¥aY - ASLATTPYITTL—RERRULEY, BIZL7YTT7L—-F
E7Uv 7 LTLESL, 25ThIE HiLLWNv =Y - N=I3VEIRATLICAIV A=)
LET,
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OTRSY AFLMNA U -2y FCEGSNABVWLSBRIGEE, O-NIL - T4 R7IC¥o>0O-k

LIcZENS DNy T —IEA VA L=IVT BT EETEEXT, 77/2ay - G141 RN-LDTS5D
A&7V L, BRBIEDT 1 RAVAD.opmT 7 AV EBIRLEXY, <&, Thnb /v —Y
EAVAL=)IEIVYIULET, I VRALL=2avORTH, Nvyor—J LRI RUEY

Y IVICRARSNEY, BRENM KOO, Ny sr—JR3OoO0-ANQOURI FUEIZavICE
RENET, BICAIVAF=ILENTNBI Ny T —JOEFHOIEHICRLRATY T&FERT 2 &
NTEXT,

In special cases, you might want to configure the Package Manager, e.g., to use a proxy
or to use a local repository. Just take a look at the available options in SysConfig under
Framework:Core::Package.

1.22. Jx7JH—-EX

WebB—ERUVIRTS T4 - 4AVF =T =DM >TLNET, ETTIEOz THY—
E X (for the OTRS Generic Interface ) MER S hiEiFshEd, (TRE®R)

Genericlnterface Web Service Management - Overview

Actions Web Service List

(4] Add web servica NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
First web service Any remote system - - valid
valid

M: Oz —-EXQEHOTST1HhIL -4 VF9—Tx—2R

DY —-ERBRBAOTS T4 hI - AVI—-Tz—RIE. U/ av"Webb—-—ER - 55
TaHAN - A4VF9—=Tx—R"[C, LDFMITEAXNSNTILIEXT,

1.23. EIf9 7 s —IL F

BT« —ILRE. FUy ERERAOARILT A=V EEEY 7y T UEET BBMTY,
(FaesR)

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article 1-8 0f 9
- B NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
Process 1 ProcessiD Ticket valid
Activity 2 ActivitylD Ticket wvalid
prckst My Field 1 3 Text Ticket valid
. ﬂ My Field 2 4 Textarea Ticket walid
My Field 3 5 Checkbox Ticket valid
My Field 4 6 Dropdown Ticket valid
Hint My Field 5 7 Multiselect Ticket valid
My Field 6 8 Date Ticket valid
My Field 7 9 Date / Time Ticket valid

B: LIKONDERIT 1 =)V FZEBA BN T « — )L P ZEE
BT 1 -V REBRIE. 72 a3V BT 1 —JV RIS, KDFMBISERENTIXT,
BRI 1 —ILREIMTICRENENENBBOBMEY T+ V7S LUV LI > TENBBOEM
EEABHDEXT,

iEEC

OTRSTL—AT=9U TR, BT 1 =L RIZTIAIVETFI Y FEREICUY I OHT
BTENTEFXT, LML, EhEIE HOA TV FETRAKICERT 2 ENTE
x9.
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2. VAT LERY
2.1. OTRSH#R 7 7 1 )l

OTRSIEM 7 71 IVIZTRTT 1 LY FUKernel8 LUVZOHTF a4 LY FUICHERMIESNE T,
YATLANT YT T L —RENZE HRIOOT7MIVIIEEINZDT. Kernel/Config.pmiL
MDTF7AINEFEFTEEITBIMNEILHDER A, BRE/I\SA—FEMDT 7AILHSKernel/
Config.pm[CEICOAE—-ULT, BECIWUTENSEZELTLEZL), TOT7AIDT VS
JL—F - JOEARCEMINBZZEIBOTFRNRBMIILZLICEETEET,

T4 L2 FYU Kernel/Config/FilesTId, ORSOT A Y - R=J LTIz ABEIC, BMENn3
DN DD T7ALILHHIET, FAQiTg_Ii7) A IRX=Iv—DLSBEMT TV —
IaVMM YA E=ILENTI\BIEE. TNEOODBM T 71 IVELRL/INATRDIFZZEN
TEXY,

OTRSTU T T - AVH =Tz —ANT7 7 AEN 35S, Kernel/Config/FilesT« L7 LU
DxmlT 7 A IVITTRT, ABCIEERETTHEMINET., £, FROTL—-LAT—IELVE
M7 7V —=2a>0rd0gENrO—-—FSh3TLsD, & T. Kernel/Config/Files/
ZZZAAuto.pm, Kernel/Config/Files/ZZZAuto.pm &Kernel/Config/Files/
ZZZProcessManagement.pm &L oI 7 IWE UEFEELTLINIX)OREIZ. EHliTh3 T
Led, TSI 7ANETS T4 - AV —Tx2—RICE>TYRATLBRF YV VT
CEAIN. FBTEEINBZINETIIHDEEA, REIC. B20YTF1 VIS LUVFEITE
BENEBRINSA—=9EZATLIZT 7140 Kernel/Config.pmlIBHINB3TLLD, TD
IBICHR 7 7 1 IV EFDIE, HRICOFHBBREREN Y ATALAICE>THERAETN3C EEREIC
ULXY,

2.2. JxTAVHA—T 11— RICEBV AT LDWERM

OTRS 2.0MAB#IZ. FRIL—AT—=VFXLFEMTA VA L=IbEn7 TV -3 0EE
IRTOBRINGAZIE. YRATLBRRBIS 714 DIV - AV —T T —ATHEICEET R &

NTEBZDT, FRBRY —IVEETI B, ORSEEEELTOTIV LT, EBER-ID

SysConfigl V& E> T EEVN(FRENORESR),

SysConfig
Actions Result

E SUBGROUP ELEMENTS GROUP

32 Framework
Framework
Framework (457) B e
e by salect ! Framework
Export settings Framework

Framework

I+ (b= 2

Import settings Framework

Framework
Framework
Framework
Framework
Framework
Framework
Framework
Framework

@ ©

Framework

R R R i

Framework
3 Framework
19 Framework

MY 27 LERAOTS 740 - 4129 —-Tx—R

OTRSI. IRTEGOOLAEDIERI/INS AT EFR >TIT, FHEDEDICERK TV ERAT2ELSE
HOKBENSHDEY, EXIRERT., BR/I\SAFTEIITRTIDUELEDF—T—-RFTRF v TEX
Y. EXREIL. BR/NSATOBREITTRI/NSAIDRERZE U TERELEXT, Chick
DEDQEBAIZHSRS EEERERBICRDOIT B ENTEXT,

BIZ, 2TOBHINSATQIAA VTN —-TELVGTIIN-TOHRTY - rENET, AT
=TI BRINSAINBTZ7TIVr—avEBKRLET, BIAIEPRROOTRST L —LA
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D=URB"IL=L9=7, Frok -AFLD "Fryk.,,. FAQYRATLRA®D "FAQ. &
ETY, 7IVT=2ayp7I—T - UR LRy I IANSEREN, "TIV—-T8R, RIUH
HEndBs, 0ITIIN—-JCT7 7RI BENTEXT,

IRTCOBHNSATIFIVIRYIIANSAY - FTTEXY, NSA9ZEFTICThIL, ¥
ATLIITONSAY BRI INELIITIAIN FEERALET, Uy AUV I EERL
T, BBEUCEBHINSAYIEYRTL - TIAIEANRUIDEBA B CEIIFIRETY, Py TT—
b RIVTIRTDYRATLERINSGAINOREEEZELET,

BIZ I

RFECHRA VA =IVELY b7V TE YATLAOBRICMACEEEINTREFLRLIS
BIIE"TITVAR- FRE I RIVEFERTEXY, TOE, pmI7MILEERLEY. BEOD
REZVA LTI BIEDICIE. "AYR—-FRE RYVERTEITTI., TUTEM Lic.pm
T7MIVEBERUET,

E
LFaUT1 LOEBET. T—9X—ABEGHOEM/S A5 (3SysConfigzy > 3> ®

FTEEIT R ENTEEZ A, Kernel/Config.pmOHFRTENSEFEHTEY FURIT
niF@smL,

3. VAT LDIN I TYS
AEFN\NVI 7Yy TEOTRSTF—YDURRFICDOUTEARALET,
3.1. \wo 7wy

NI T7vTFTE200914TDT—=9DHDETVEDRTIVT=3yT714IVEAIE 7
opt/otrs OFD T 7 1)), EDOVOEDRT—IR—-RCHBIASNcT -5 TT,

INw o7y TaBMKTBcHIC. AU UTE  scripts/backup.pl [FOTRSOA VA L —
YavTRENTLEY, T2 TOIVYR— T —9&EN\Vv I TV TTRLSICELSETBR &
NTEXY, (FEBDRAY U T FESH),

linux:/opt/otrs# cd scripts/

linux:/opt/otrs/scripts# ./backup.pl --help

backup.pl - backup script

Copyright (C) 2001-2018 OTRS AG, https://otrs.com/

usage: backup.pl -d /data backup dir/ [-c gzip|bzip2] [-r 30] [-t fullbackup|nofullbackup|
dbonly]

linux:/opt/otrs/scripts#

ZOUT b OTRSINY I T Y TANZZXLICET BN T
N7y TEERTBROICUTORIUTFTHEELLIRY REETUET !

linux:/opt/otrs/scripts# ./backup.pl -d /backup/

Backup /backup//2010-09-07 14-28/Config.tar.gz ... done
Backup /backup//2010-09-07 14-28/Application.tar.gz ... done
Dump MySQL rdbms ... done

Compress SQL-file... done

linux:/opt/otrs/scripts#

29U T RINv I Ty TOER

2TOT—F1ET 1 LY LV /backup/2010-09-07 14-28/ [CHEMichxd, (TRE8E)Z
NICMATT—4%I13a .tar.gz filelTREFESNhE T,
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linux:/opt/otrs/scripts# ls /backup/2010-09-07 14-28/
Application.tar.gz Config.tar.gz DatabaseBackup.sql.gz
linux:/opt/otrs/scripts#

29VT N7 T - T7A4IDFT VY,
3.2. URA Y

Ny 79TEVARTI BRI, RESNETZIVS—23Yy - T—F 31V AL—Y 3
Y74 LU FU (BIZAIE, /opt/otrs ) ICEBERShZITIIEVTEREA, S5IC. T—%
R=2ZUZX L7 ULRITNhIEZDEEA,

U7 - TOCREBEHNTBZRAY U T+ scripts/restore.pl (FiZDRI U T +ESE)
(X, ORSOETOHFERFICEAMEE N, MySQLEPostgreSQLEHYR—FLE T,

linux:/opt/otrs/scripts# ./restore.pl --help

restore.pl - restore script

Copyright (C) 2001-2018 OTRS AG, https://otrs.com/
usage: restore.pl -b /data backup/<TIME>/ -d /opt/otrs/
linux:/opt/otrs/scripts#

AOVT R URET « ANZXLICEATBIAILT

BIZIEREFENZT—5 (FAIE. T« L% FU—/backup/2010-09-07_14-28/DHICH 3 )
E. MFORV U T +THEESNEIAR Y ETUR LT TBRENTEXY, (ORSIEZ/opt/
otrslCA VA F=JLcNTI\BERELET, )

linux:/opt/otrs/scripts# ./restore.pl -b /backup/2010-09-07 14-28 -d /opt/otrs/
Restore /backup/2010-09-07 14-28//Config.tar.gz ...

Restore /backup/2010-09-07 14-28//Application.tar.gz ...

create MySQL

decompresses SQL-file ...

cat SQL-file into MySQL database

compress SQL-file...

linux:/opt/otrs/scripts#

ZH7UTF bk OTRSF—FDUR LT
4. EX—)VERE

4.1. EX =)V DEE/ZE
4.1.1. EXA—)LDiXE

4.1.1.1. Sendmail(Z 7 # Jl F)&E A,

OTRSIZ, Sendmail, Postfix, Qmaild BL\ZEXIMICL D TCEA— )V EEET B ENTEE
9, T I #) FERIZsendmail &ER UERRBSICENFE ULE T,

TS574R0IIVREBRHRIOY F - TV RICE>TsendmaillDFREEBRIT BT ENTEXT,
(Framework::Core::Sendmail)

4.1.1.2. SMTPHY —/)(X/=I3 smarthost&H,
OTRS can send emails via SMTP (Simple Mail Transfer Protocol / RFC 821) or Secure SMTP.

SMTPH —/)\— - v F 1 I, SysConfig(Framework::Core::Sendmail)lC & > TR TEX T,
AT aVOSMTPSERIARIREE UTRDIFZCENTERVESIE, BEQN=)L - EY 21—
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IR ELDZETY, ZDIHBEIE. "OTRSICHERZR/N=IL - EYVa2a-ILODAIV AL =¥ 3
V'ESBLTLESL),

4.1.2. EX—-)LDRIE

4.1.2.1. OTRS GUI OTRSTHEMSNICEA—=IL7ADY |+

OTRSIE. POP3, POP3S, IMAPE KUIMAPSA—=IL7HDIY FMWSEA—VEZITEZZ ENTE
Y,

BHEER—-I DPostMasterA—=JL7HIOV F - UVIOBHTA=INTHOY FEERUTTS
LY,

HHA—ITADY FHMMERENZ T EICE DT BIHFE(FTEORESR)ZOA—ILY —/\E,
O714 V88 LVPNRAT— EMEEShRITNIEVFERA, £z, POP3, POP3S, IMAP &30\
X IMAPSED L SBA—=INY - N\54 TEBERITZVENHDEY, U—)N\— - 514TOF T3
VEUTHAFMEREONRSHERITNIE, Y AT ACKERPerlEY a2 -V ENED
EHATY, €OHE. BRICALTIE "OTRSICHERIN=)L - EV2A-ILDAIVAIL—Y 3
V'ESRULTLESL,

Mail Account Management
Actions Add Mail Account

] Go to overview * Type: |_IMAP 1<}

* Username: | marco.buchholz

Hint

* Password: | "t

* Host: | mail. nycompany.com

INBOX

& Trusted:  No g
* Dispalching: | Dispatching by email To: field. [

* Validity: | valid | - ]

Submit or

B:A=I)VT7H DY FOIEM,

BEEA T aVDEICYesEENIL, FEAYE-JICHITENEEARBX-OTRSAY S —E5T
fliThETEINET, XOTRSAYST —DBF Iy F AT LORDUNL DHNDT IS a vV EETY
DCENTEZOTHRMOREEGEELITICEEEA T avEYeslczy LT BRETY, X-OTRS
AYS —[ZOTRSTIZT 4 IVY - EVa- VI >TERASNEY, X-OTRSAVS —[Z. D
F=TIOFRTXDFHMHBEINET, ElShic&EALpostmasterT 1 )L 7REIE, FHES
nNeA7varvotyra V7 ICBERSETSINET,

The distribution of incoming messages can be controlled if they need to be sorted by
queue or by the content of the "To:" field. For the Dispatching field, if "Dispatching by
selected queue" is selected, all incoming messages will be sorted into the specified queue.
The address where the mail was sent to is disregarded in this case. If "Dispatching by
email To: field" is selected, the system checks if a queue is linked with the address in the
To: field of the incoming mail. You can link an address to a queue in the E-mail address
management section of the Admin page. If the address in the To: field is linked with a
queue, the new message will be sorted into the linked queue. If no link is found between
the address in the To: field and any queue, then the message flows into the "Raw" queue
in the system, which is the PostmasterDefaultQueue after a default installation.

A=)VTFHIY FRAT—=FIEZITRTOTRSF=IR=ADHFTHREINE

9, otrs.PostMasterMailbox.pl X7 U S FOTRSI VA L= 3ObinF« LY R —
EHDEDIE T—IR—AOHFTHREZEFERA L. A=IVEB>TRET, ETOA—JLRENE
tNICENTL\ W EDINEF T VYT BHIC./bin/otrs.PostMasterMailbox.plEFEIT
EITTBENTEET,
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On a normal installation, the mail will be fetched every 10 minutes by the
postmaster mailbox cron job. For further information about modifying cron jobs, please
refer to the "Setting up the cron jobs for OTRS" section.

iEEC

A=)V ZEB > TKBIHE, ORSIZPOPHNIMAPY —/\—ME5 A=)V ZHIRLEXT, =5IC
P-—NETOAE-ZREITZF T avEHIEEA, T-NNOIE-ZRFLEITO

X, A=Y —N\TEERAUEERTDELNTL LD, FMADICHICA—)LY—)U- F
FaAAYT=YaVERARTLESL,

4.1.2.2. ARV FS14 Y - 7075 LS LUprocmailZH
(otrs.PostMaster.pl)

OTRSICEA=ILEANBEDICA=IVT IOV FEEEITZCENTERITNE, ARV ESA
v -7av35 A bin/otrs.PostMaster.plIZIZDEEZMRRIT 2V EDDHENEULNEE
o, ENIISTDINEHTA=)LEERI), ORSICENSEEEED XY, NI, MDA(A—)LEE(E
I-yzv @A IEprocmail))ATDOTOT S LEETINIEL EAXA—=IJLHAOTRSY AF AICHL)
TRIATTEERE 3D EVNDTEEERULET,

MDAR UT bin/otrs.PostMaster.plZF X I BICIE. RORVVUT ORIV REETL
TLEEEL),

linux:/opt/otrs# cd bin
linux:/opt/otrs/bin# cat ../doc/sample mails/test-email-1l.box | ./otrs.PostMaster.pl
linux:/opt/otrs/bin#

29U T FMDADBRLVRA FIX AT —DF X +
EX—=)LHQueueViewWDH TRREINDZIEE. HRTEOREFIELLEELTLIET,

ProcmaillZLinuXIBIER TETEZE R UTLBEA=)L - T4 IVITY, FEAEDYRATALICE
N1 A L=JIbehxd, 5TRIFNIE. procmailik—LR—-IEZRTLEEL),

OTRSHICprocmail 29 3 f=sh ICId(sendmail, postfix, eximd Bl \IZgmail&lioTz
procmailip OMTAICE DLz ). ~otrs/.procmailrc.dist7 71 IV EFEBL
T. .procmailrclc#nNZzIE-ULT. AU TLOSAVETICHMATLEZL,

SYS HOME=$HOME

PATH=/bin:/usr/bin:/usr/local/bin

# o

# ®TOEA—)LZthe PostMaster processAPipe UZEY,
# o

H)
I

$SYS HOME/bin/otrs.PostMaster.pl

2971 7 L:ORSD Tz b Dprocmail D&Y

local DOTRSA—HYANESNFEA—)LITTART, bin/otrs.PostMaster.plICiZ5
N. QueueViewTRRENBTL LD,

4.1.2.3. otrs.PostMaster.plD /= ODPOP3, IMAPE & UfetchmaillC L 3E
A=)V DEE

A=) =)\H5, POPIERIFIIMAPOA—=)LIRY T RAEBRT, ORSY > >/O—AILOOTRST A
Yk, L UprocmaillCEXA=)LEZITEB=HIC, fetchmailZEARALEXT,

7E&C
OTRSY Y L TEENL T BSMTPIERNNETT,
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OTRSOIR—LFT 4 LY LU —OHFT.fetchmailrc.distz=ER L. BEICKHU
T.fetchmailrc.Modfiy/changelcZhZE Q-3 ENTEXT, (FREDFI7-1ES8E)

514.2 .fetchmailrc

#poll (mailserver) protocol POP3 user (user) password (password) is(localuser)
poll mail.example.com protocol POP3 user joe password mama is otrs

fetchmailrcZ710("chmod 710.fetchmailrc")Ictzw FF3CEETNRLNTLLIESL

EFEEOFI7-105D . fetchmailrc T, O Bfetchmail -aftEiTahild, EA—=JLITTART
O—=RIVDOOTRSTZ NIV EAEREEINBZTUL LD, A—ILERBMICE > TEREVIGESIE, <O
O B TcronjobZEty k- 7y FLTLIEEL),

4.1.2.4. OTRS/PostMasterty 1 —)L(K DS EMEXEHD)ICKZ T1)L
4 —[EE

bin/otrs.PostMaster.pl3 % | \IZbin/otrs.PostMasterMailbox.plD A E{ERIT N

[X. PostMasterZ7 4 )L « EY 2= )LEBATX-OTRSAYS — - TV FUEBATINMEIET S
CENTEEY, FIry by AT ALIR XOTRSAYSY —[CE 2T, ZEICHT BN DIHIDTY
2avEERTIBN BEDF1—NEThEZEY—FT5H. BEEELEITDIHN. HBLIIHA
IXEZIDEEETBZCENTEET, X-OTRSAYS—ICEALTLD B DOIEHR. ORSEEER—
IDNSD T A=I)TADY FOEM, ICETZEIY 3 VIS TRARIETT,

WD DTIAILE - TaIVT - EVa-ILDBDXET:
7E&C
2378 (e.g. $Self->{'PostMaster::PreFilterModule'}->{'JobName'}) I321=—-%5 T
HIVENHDET,

ernel::System::PostMaster::Filter::Match [Z, L\ DHADEA—=JLAvYH(e.g. From, To,
Subject, ..)EXYFIEBILHOOTIAILEFEY 2 -ILTY, TaILFBANIYFITNIL
FNIIFMEA =LAV F W : X-OTRS-Ignore: yes or X-OTRSQueue:spam)lCtzy FTEZE
9, Bl 7-200¥ 3 T4 Kernel/Config.pm [CIEAFTEETT,

H4.3 747 - EVaA=-IOEHOOY TNV aT

# Job Name: 1-Match
# (noreply@n5NETHORINLAEA—=)VETO Y EI3ER)
$Self->{'PostMaster::PreFilterModule'}->{'1-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
From => 'noreply@',

1,
Set => {

'X-0TRS-Ignore' => 'yes',
},

)5
# Job Name: 2-Match
# (1£8: **ORDER**MDsales@example.comMBSDEA—)L &Y — |)
# into queue 'Order')
$Self->{'PostMaster::PreFilterModule'}->{'2-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
To => 'sales@example.com',
Subject => '**QRDER**"',

}
Set => {

'X-0TRS-Queue' => 'Order',
}

1
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Kernel::System::PostMaster::Filter::CMDI34 AR Y RICEA =L &EE S, TIFILE - E

¥ a—-)VTY, HAIFSTDOUTICEASNET, £, BRI TrueDIFE. FIREA—-IL - Ay

4 —(BZIE, X-OTRS-Ignore: yes or X-OTRS-Queue: spam) Ztwv kUZEY, f17-3
X Kernel/Config.pmTERT 2 ENTEET,

4.4 TJ4I5 - EVa-ILDEOOY YTV -3 T
Kernel::System::PostMaster::Filter::CMD

# Job Name: 5-SpamAssassin
# (SpamAssassin BV F)btzy b7y, ZINAA=IEEBUET)
$Self->{'PostMaster::PreFilterModule'}->{'5-SpamAssassin'} = {
Module => 'Kernel::System::PostMaster::Filter::CMD',
CMD => '/usr/bin/spamassassin | grep -i "X-Spam-Status: yes"',
Set => {
'X-0TRS-Ignore' => 'yes',
I

1

Kernel::System::PostMaster::Filter::ExternalTicketNumberRecognition|d, EX—=JLDERA.

AN, FEBERRBFEEAIDIEAIC. IERHEEFERITT ZETEMEMASZT I - E

Ya1-)lTY, TOE. ThIIEESNIEN T 1 — IV RICCOEERMLET, EXA-ILHHRA
ADBE ORSIZRAICHEFEA FERRZ L, 1DRDIFDE. HHNUDEERSNEBNT 1 )b
FIZDULTOTRSICZ U UXT, ZNIIBFEFEOF Iy FERDITNIE. COFIy FEEHIT S
TL&D, Z5TRIFNIE, ZhEIRZDT 1 — IV FICHBSBESTHRF Iy LEERT ST
L&D,

OTRS SysConfigld, ER24EBF I v FrESERET BEHIC4 DOERRZREEICHLAL
WETLDZBLDEYT 1 VI DMERIZES %nbE?iﬂfhﬂz%%-ﬁzb\%é%\ub‘%'3353'
R DOFZSysConfigs EETF%E@'%T,_&)ll_Kernel/Config PMOARTERTZ2ENTEET,

f54.5 T4 — - EVa2a-IDEHOYV TV - 3T
Kernel::System::PostMaster::Filter::ExternalTicketNumberRecognition

# Job Name: ExternalNumber
# SNEBF Ty FESORBETIE. <ﬁ1‘%>@externalt1cket com®D7 KL R
# DEDNBEA—IDFOHBEALI VT F<BEES>EFz v I UET,
# <BS>HRONMNIEZNIZENT « =L E rExternaINumber(%*E‘IZ%.'.'?%)J
# ICREFESNET, (BEZH)N\RIVTHERENVE)
$Self->{'PostMaster: :PreFilterModule'}->{'000-ExternalTicketNumberRecognition5'} = {
'FromAddressRegExp' => '\\s*@externalticket.com',

'"NumberRegExp' => 'Incident- (\\d.*)"',
'SearchInSubject' = '1',
'SearchInBody' = '1',
'TicketStateTypes' => 'new;open'
'DynamicFieldName' => 'ExternalNumber',
'Module' =>
'Kernel: :System::PostMaster::Filter::ExternalTicketNumberRecognition',
'Name' => 'Test External Ticket Number',
'SenderType' => 'system',
}i
BA T3y

e FromAddressRegExp

ChIZA TV aVORETYT, TO "From:y PRLAE—BUTLBRA=ILEFNAZOT 1)L
H—TEEINET, CORTEEABLT, BEA-ILANSEY ITLRBAZE, EEETELR
CTBENTEEXY, COF RLANEBRBIGE, COA TV aVETICTBZIENTEE

¥, COIFE. ORSIFEEET7FLARAEFIzVvI ULEEA,

* NumberRegExp
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ChIIWBEREIEETY, COREIS

HREXIIFIY FOAXNSFIy FESEMET BEOHICOTRSHAMED I ERRIRESHE
I, TIA4) FOERRIRIE

MTFTOESEBHOHREE-HTEITLLD, HIAIL "Incident-12354 , & L TZDEH EEHHY
T4 =)V RRICEMNTROLHZEEESET (T TIX 112354, )

* SearchlnSubject

TN "L ISy FEh3BE, EA-IVEBRF Iy FESEROTRESNET,
* SearchinBody

ThD ", ICEy FENBBE, EA-IVAXIEF Ty FESERO TIRESNE T,
* TicketStateTypes (Fo v k- K - 51 )

CNREATYaVOBRETY. ELEAShNIE ThIZEASNICIRES 1 T ORI/ F
TY FOHOTRSERET B TLL D, KEYA TRIEZI IOV THRESNET,

* DynamicField

CNIIWEDRET. IIPESERFIBLOICEDNTL\ 28T —ILFEERLEXT,
(74 =)V EBIEYRATALHFEELZFNIENFROULNADBUMTRIFNIEZDEEA)

* SenderType
Chid, ORSTEEEEMICERASNIEEEIM TEERLET,
E53Ah. BAOPostMaster7 1 JL¥ - EVa—-)VERAEI D EEFETT,

4.2. PGPEZEBATCLZEREA-)

OTRSI3, PGPREBAIXBEAYE-—JICERT BNESHIBENER O>TL\XT, FIC, B
SHUSNEREAVE-J BRI 2 ENTEXY, BSHEMEFHIIGPLY —)LGNUuPGTEI
ENEY, ORSOEHDEY b7 v TGnuPGIC, RDRAT Y T&ETEOBITNITZD XL A,

1L.ARL=FT4 VT - VAT LADINYT =T - IR—=I ¥ —[CLBGnuPGDAI VR k=)l

2. OTRSTESGNUPGEBR LT IEEL), GnuPGERMBROT=HOOMNERT 1 LY L EER
LizghiE@nELA, YIS —Y Totrs, ELTRYZ U T FETFICRESNZ OV E
EETULRITNIERD XA,

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --gen-key

gpg (GnuPG) 1.4.2; Copyright (C) 2005 Free Software Foundation, Inc.
This program comes with ABSOLUTELY NO WARRANTY.

This is free software, and you are welcome to redistribute it

under certain conditions. See the file COPYING for details.

gpg: directory “/opt/otrs/.gnupg' created
gpg: new configuration file "/opt/otrs/.gnupg/gpg.conf' created
gpg: WARNING: options in "/opt/otrs/.gnupg/gpg.conf' are not yet active during t
his run
gpg: keyring "/opt/otrs/.gnupg/secring.gpg' created
gpg: keyring " /opt/otrs/.gnupg/pubring.gpg' created
Please select what kind of key you want:
(1) DSA and Elgamal (default)
(2) DSA (sign only)
(5) RSA (sign only)
Your selection? 1
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DSA keypair will have 1024 bits.

ELG-E keys may be between 1024 and 4096 bits long.
What keysize do you want? (2048)

Requested keysize is 2048 bits

Please specify how long the key should be valid.

0 = key does not expire
<n> = key expires in n days
<n>w = key expires in n weeks
<n>m = key expires in n months
<n>y = key expires in n years

Key is valid for? (0)
Key does not expire at all
Is this correct? (y/N) y

You need a user ID to identify your key; the software constructs the user ID
from the Real Name, Comment and Email Address in this form:
"Heinrich Heine (Der Dichter) <heinrichh@duesseldorf.de>"

Real name: Ticket System

Email address: support@example.com

Comment: Private PGP Key for the ticket system with address support@example.com
You selected this USER-ID:

"Ticket System (Private PGP Key for the ticket system with address support@examp
le.com) <support@example.com>"

Change (N)ame, (C)omment, (E)mail or (0)kay/(Q)uit? O
You need a Passphrase to protect your secret key.

Passphrase: secret
Repeat passphrase: secret

We need to generate a lot of random bytes. It is a good idea to perform
some other action (type on the keyboard, move the mouse, utilize the
disks) during the prime generation; this gives the random number
generator a better chance to gain enough entropy.

o B S
B L
....... e ainta

Not enough random bytes available. Please do some other work to give
the 0S a chance to collect more entropy! (Need 280 more bytes)

B o R A o R e R o
L L
B o o o 2 2 i
........................................................... Stttt+<t++++. ... ...
............. +++++N

gpg: /opt/otrs/.gnupg/trustdb.gpg: trustdb created
gpg: key 7245A970 marked as ultimately trusted
public and secret key created and signed.

gpg: checking the trustdb
gpg: 3 marginal(s) needed, 1 complete(s) needed, PGP trust model
gpg: depth: 0 valid: 1 signed: 0 trust: 0-, 0g, O6n, Om, Of, 1lu

pub  1024D/7245A970 2006-02-03

Key fingerprint = 2ED5 BC36 D2B6 BO55 7EE1 5833 1D7B F967 7245 A970

uid Ticket System (Private pgp key for ticket system with addre
ss support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$

29 U7 b GnuPGDIER,

AV TEORTTICRENDEDIC. TITAIL BRI FEAEDERESNZ/INSAIDE
DICEARTECENTEXY, F—[CEESNLBEUR/INZAT— BT, keyFTBEICXIT BELR
FEEREICADULBTNIERDEE A,

3.PGP O EE@E I, PGPIZOTRSTEMICE>THD(—D2BEDA T 3Y), £, PGPTO
TSLANDINANRES N, BRMICBO>TNBIRENHIEXT
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RDOIERLELTE(PGP::Options)[3ESICZHBEEERT I MNELNEBA, OOV T«
JetzyTFaFICEo>T, Totrsy A—HICE > TIpgD IR TOETICERTINDBINSGASY
[FIBETBCENTEZXT, HIC Totrsy A—HDGNUPGDT=HDER I 71 ILDT 1 LY
JIZIEETY, ffl/opt/otrs/.gnupg®AT, FHINET, DT« L7 LUIL PGPHEE
R BARIICIER SN E LT,

RO A T2 3 (PGP::Key::Password)[CL 2T, F—IDORTS EIUVBEBOMBZED/VX
D—REEEITZEIFFTETT. BERS, IBHASOAZTa=Zs—y3avN\—=FrF=Foy
FYRATFACESDAY -V EBSHENBRTEEAH. ORSIIENSDAYE—-TIZID
ENRT—RFEZCTHEEUVLTCERIBNSTT,

EQLDICLTHRICESOMEZRDIDERSCENTEXIN? HRICESOMERODIDI
ITICF—EMBFICRASNTNET, (LRBRATYT1ETEILES)) E5IC RORI U
TEHRTERESNEIRY BPD—Y Totrs, EULTEITSNBI5S, IDERBICENFHETY:

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --list-keys

/opt/otrs/.gnupg/pubring.gpg

pub  1024D/7245A970 2006-02-03

uid Ticket System (Private pgp key for ticket system with
address support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$

20U THBESOWBREDIDESZC L,

WEZEEODIDIZ, "HYT, THEZSAIVYTRDIOIIBZCENTEXY, ThIIREBXFTLI6EE
DOXFYTLOFITIE "52B970691 TY., FI v Y RAFATZIOF—AICEE LRITFNIER
BRVWIRAT—FIE F-EMFPICEASNDERUTTY,

COT—INEASNE, "TYTIT—bi RIVIIEYT A VT ERTFITDEHICERT S
CENTEXY, TNTOTRSEBSHSNEAY -V EZITRD BRI 2EBNTETE
3-0

4. TOT—INEASNE, "TYTIT-bi RIVIBEYT A VT ERFIDEHICERT S
CENTEXY, TNTOTRSEBSHESNEAYE-—VEZITRDBERI 2EBNTETE
3-0

BYIOKHEIL. BEEEA VY- T - A CTHEEO L RBERETS_LTT,

FE20H%I3. PGPHERE(BEER—INSRERE)ICE > THF—.BEIBETYT, COE
HOEBAIOEY Y a3V ICHETIE TTICAYR—- FEOBEZEO A ABBISTRRASINE

9, PGPIMNOTRSOI=HIT/ERMA SNBSS NS, BODOLBRBEZZICURAFEThBRE
T9Y, PGPRRTEEERDEDIV 7 TH—&REET, 52, FIRL/ABEITI7MILNAESIVR
FLINTYIO-RTBENTEET,

OTRSAA VIR— b2 UEDH 2 L FHREHATCT 7 1 )LIZGNUPGPERMEEEDF — -

T7A4ITRIFNITRDEFBA, FEAEDHZE. T F7AIVICHEMS N+ —(3 "TASCII
armored key, T, ORSIITODT#— v FEBRDI/AET,

4.3. SIMIMEZ A TCEERREXA =)

—BR. S/MIMEZBACESILIIPGPREMBALKESILEI DL UEMICRAXY, &YIIC. ORSY
AT LDEHICHRERB(CA)ZRILATNIERDEFE, BORTYTIL PGPRTYELESINDS
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EQICIEEICPUTUET.ORSOEN. BEEFOAHEEDAI VA =), HDELMOIREED T >
R—FE,

S/MIMERERE I, RERIZOTRST T TA U H =Tz —ADWEBTITHN, Totrsy A—=PIC&>T
I IOFRTEITEINBZINETTY, Linux FOMIMEERSSL(OpenSSL)[CEDEEY, Lieh o
T. BRBIEDOY AT ALICOpenSSLINY T =I NI VA F=)LEhZhEINEFE—ICFIvI L
TLEEL), OpenSSLINy T =13, CAPIGERREBEROREEZBRATY I IIZTNTITRDZ L
NTEXINEMENZI RV VT FEEATNET, FHRETEBELNHTIEDIC. TJ7I1IIRATA
TCAPIRZ U T FMRESN, Y TIVOINRABHIC—IFNICMHUEZEANT 2BFERDITET,
(FREORZ U T F&ESH)

otrs@linux:~> rpm -ql openssl | grep CA
/usr/share/ssl/misc/CA.pl

otrs@linux:~> export PATH=$PATH:/usr/share/ssl/misc
otrs@linux:~> which CA.pl

/usr/share/ssl/misc/CA.pl

otrs@linux:~> mkdir tmp; cd tmp

otrs@linux:~/tmp>

249 1) 7 :SIMIMEDERY

FROROVUTRIE FR—BETo LI FU~/tmpHMER SN EERRTUTUVET, REL
FORTEMESNBCEICHE>TLET,

AERREEFMT BcHICIE. ARV ESAVHRDNLERODARL -2 aVETRO>TLESL \(FZ
I3, OTRSEIEEAN'T R FADSSLIAES LUFEIT EMNEMFM ULRITNIIBES RN EBRAEK
Y., ESHUAORIESNICSSLIREZBRICIF o IFEThEEALT. ThEDRATYTER
FyTULTLESL), )

1. SSLOfcHICEN OB ERME LTS IESL), B DSSLAEFAEDEFEEIRT 5fcdhlcEN
EVBEETB(TRORIUT FESER),

otrs@linux:~/tmp> CA.pl -newca
CA certificate filename (or enter to create)

Making CA certificate ...
Generating a 1024 bit RSA private key
R
...... ++++++
riting new private key to './demoCA/private/cakey.pem'
Enter PEM pass phrase:
Verifying - Enter PEM pass phrase:
You are about to be asked to enter information that will be incorporated
into your certificate request.
What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank
For some fields there will be a default value,
If you enter '.', the field will be left blank.
Country Name (2 letter code) [AU]:DE
State or Province Name (full name) [Some-State]:0TRS-state
Locality Name (eg, city) []:0TRS-town
Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:
Common Name (eg, YOUR name) []:0TRS Admin
Email Address []:otrs@your-domain.tld
otrs@linux:~/tmp> ls -la demoCA/

total 8

-rw-r--r-- 1 otrs otrs 1330 2006-01-08 17:54 cacert.pem
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 certs
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 crl
-rw-r--r-- 1 otrs otrs 0 2006-01-08 17:53 index.txt
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 newcerts
drwxr-xr-x 2 otrs otrs 80 2006-01-08 17:54 private
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-rw-r--r-- 1 otrs otrs 17 2006-01-08 17:54 serial
otrs@linux:~/tmp>

20Tk SSLOTEOICRIIE &R
VEFREU Y IR FEEMUTLKESL(TRORY U T L&ESig)

otrs@linux:~/tmp> CA.pl -newreq

Generating a 1024 bit RSA private key
.......................................... ++++++

500 oArrTrr

writing new private key to 'newreq.pem'

Enter PEM pass phrase:

Verifying - Enter PEM pass phrase:

You are about to be asked to enter information that will be incorporated
into your certificate request.

What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank

For some fields there will be a default value,

If you enter '.', the field will be left blank.

Country Name (2 letter code) [AU]:DE\keyreturn

State or Province Name (full name) [Some-State]:0TRS-state

Locality Name (eg, city) []:0TRS-town

Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:

Common Name (eg, YOUR name) []:0TRS admin

Email Address []:otrs@your-domain.tld

Please enter the following 'extra' attributes

to be sent with your certificate request

A challenge password []:

An optional company name []:

Request (and private key) is in newreq.pem
otrs@linux:~/tmp> ls -la

total 4

drwxr-xr-x 6 otrs otrs 232 2006-01-08 17:54 demoCA
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>

29U Tk FEBREZEUY T X FOERL

GEREVU I IR FEERBSN. ENICEL > THRTEBEBDOCAICIEAESNE T, 550\ FIRIDIH
HORIESNIcCAICE > TERBS B ElCLD S5 ICEREESDONEY, (FLRAY U
THE8)

otrs@linux:~/tmp> CA.pl -signreq
Using configuration from /etc/ssl/openssl.cnf
Enter pass phrase for ./demoCA/private/cakey.pem:
Check that the request matches the signature
Signature ok
Certificate Details:
Serial Number:
fd:85:f6:91:14:07:16:c8
Validity
Not Before: Jan 8 17:04:37 2006 GMT
Not After : Jan 8 17:04:37 2007 GMT

Subject:
countryName = DE
stateOrProvinceName = OTRS-state
localityName = OTRS-town
organizationName = Your Company
commonName = O0TRS administrator
emailAddress = otrs@your-domain.tld

X509v3 extensions:
X509v3 Basic Constraints:
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CA:FALSE
Netscape Comment:
OpenSSL Generated Certificate
X509v3 Subject Key Identifier:
01:D9:1E:58:C0:6D:BF:27:ED:37:34:14:D6:04:AC:C4:64:98:7A:22
X509v3 Authority Key Identifier:
keyid:10:4D:8D:4C:93:FD:2C:AA:9A:B3:26:80:6B:F5:D5:31:E2:8E:DB:A8
DirName:/C=DE/ST=0TRS-state/L=0TRS-town/0=Your Company/
CN=0TRS admin/emailAddress=otrs@your-domain.tld
serial:FD:85:F6:9F:14:07:16:C7

Certificate is to be certified until Jan 8 17:04:37 2007 GMT (365 days)
Sign the certificate? [y/n]:y

1 out of 1 certificate requests certified, commit? [y/nly
Write out database with 1 new entries

Data Base Updated

Signed certificate is in newcert.pem

otrs@linux:~/tmp>

AU UT HEIREU VIR FDER

4. HRICBEEOASEEMULTTEL), ZLUTENICHL), BRINCHREEED. INTO
FT-IEEMUTTSL), (FRARAVUVTHSER)

otrs@linux:~/tmp> CA.pl -pkcsl2 "OTRS Certificate"

Enter pass phrase for newreq.pem:

Enter Export Password:

Verifying - Enter Export Password:

otrs@linux:~/tmp> ls -la

total 12

drwxr-xr-x 6 otrs otrs 328 2006-01-08 18:04 demoCA
-rw-r--r-- 1 otrs otrs 3090 2006-01-08 18:13 newcert.pl2
-rw-r--r-- 1 otrs otrs 3791 2006-01-08 18:04 newcert.pem
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>

297 R ERGIBRE D4R
& ThoOARL =Y aUHNEFTEIN, SIMIMEEY 7 v FIZOTRSOF TR LEIZT TT,

Yy F 7Y TOZTOEHRIZY YU "SMIME"&RA T, BEER—-IYTETSNhZET, ORST—HEM
BS/MIMEYR— FAYERERIEEICTNTRLIEE, YA Z(mask)[IBEBEICChZEERL. Thze
AREICT B=HICEIRY VOV ERHELET,

SysConfig group T"Crypt::SMIME" S/MIME [CRT 2 £MODRENTAET

CZC T, SIMIMEZB&EHM L, OpenSSLOAXRY FRADN\AB L VERERADOT A LV LU —%&
ERITDCENTEXY, LS — - T7MIIE STTRSENETA LI FU—-CHE
mEnzFnIEnFERLA. EDTRIFNIL OpenSSLIZERTEXE .

RDAT Y FIZOTRSEER - FOS/MIMEBR TITHhNEY, T, ORSY AT LADOMERE
BLMEDIAZT a4 -3y - - +rF—OLFREERESAVR—LTBENTEET,
Ot ayORVICERM L. ORSICEMUEAREBEANDLTLLIESLY,

EO5FTELRK, T2y -3y - N=+rF—02TO/NTUYIS/MIMEF — [JFBEEZETE
V= )ZERBULTAIYR—FTBTEETEZET,
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5. IMEINv I IV FOER
5.1. EEXIER

OTRSIE, A—H -8, A-JL-TRLA BEFEESLEDLIOBZOBEEBHRBETEMFLT
LWEY, CNSOBHRESESIVEEIOY L - IV FOAAICKRISN, BEORELICER
CHEER

OTRSOAICEATNBINRRSINICEZERIIZEICHRAIIAXFAEETT, LHKrULERDIER
3. EEREICEICHEEINET:

 User login (A=Y —0O71>)
e Email address (EA—=)VL7 FL R)
» Customer ID ( EEXID)

BEHBEA VI —T I - ADEEBRERT UREITNIE, RDSysConfig/I\S A EFERALTTE
LY,

# Ticket::Frontend::CustomerInfo*

# (fERX (BEREEA—I)V) ., A=A, Fa1—-Ea1-BICEEBERERT)
$Self->{'Ticket::Frontend::CustomerInfoCompose'} = 1;
$Self->{'Ticket::Frontend: :CustomerInfoZoom'} = 1;

29U Tk : SysConfigi&miI\S A4

5.2. EEI1—Y - )\wHOIVFE
2D0D91 TOEE/I\v /I IV E, DBELULDAPEERAT A ENTEET, bAEHINBOES
Ny TV BBEIZITSAP)EREICHE > TL\NIE, ZhhEFERIBZEY1-ILEZELEIZEBE3A
BJEETY,

5.2.1. T—A9R—-ZA(FIT#)L )

#111-113. DBEENY I IY FOBRERLEY, €NId. ORST—IR—RICRFSNICER
BREERALET,

514.6 DBREEE/\vV Y I FOWERK

# CustomerUser (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Datasource',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost’,
User => "'
Password => ''
Table => 'customer user',

HFHEHEHEHF

# CaseSensitive will control if the SQL statements need LOWER()
#  function calls to work case insensitively. Setting this to
# 1 will improve performance dramatically on large databases.
CaseSensitive => 0,

1

# customer unique id

CustomerKey => 'login',

# customer #
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CustomerID => 'customer id',
CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', ‘'email'],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',

CustomerUserSearchSuffix => '*',

CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,

# cache time to live in sec. - cache any database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-

link, readonly, http-link-target

E R EEREEREEREEEREEEES

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0],
[ 'UserFirstname', 'Firstname', 'first pame', 1, 1, 'var', '', 0 1],
[ 'UserLastname', 'Lastname’, ‘last name', 1, 1, 'var', '', 01,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0],
# [ 'UserEmail', '"Email', ‘'email', 1, 1, 'var', '[% Env("CGIHandle")

%]?Action=AgentTicketCompose&ResponseID=1&TicketID=[% Data.TicketID %]&ArticleID=[%
Data.ArticleID %]', 0 ],

[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, ‘'var', '', 0 1,

# [ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 6, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street’, 1, 6, 'var', '', 0 1],
[ 'UserzZip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',
i
I

};

BEEBREDRAIRAALVEVEEIR. W5 L - ANVYFT—EZFTZH. H3LIIFEEOE
OTRST—4%X—ZHMDcustomer_user7—TF)VICIATLEEL), FlELT, FTEORVUTH
X, roomBSHEOHFRT 1 — IV FEMABHEERALT,

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 116 to server version: 5.0.18-Debian 7-1log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.
mysql> use otrs;

Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A
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Database changed

mysql> ALTER TABLE customer user ADD room VARCHAR (250);
Query OK, 1 rows affected (0.01 sec)

Records: 1 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

29U T+ room7 4 =) BEDcustomer_users— T IJLADENN,

RDAV VT ETRENBZLSIC, ST, #HEAHS L%EKernel/Config. pmROMAPEEF!IZE NN
LTLESL),

# var, frontend, storage, shown (l=always,2=1lite), required, storage-type, http-link,
readonly

[...]

[ 'UserRoom', 'Room"', 'room', 0, 1, 'var', '', 01,

29 7 kiroom7 1 =)L BOKernel/Config.om7 7 A JLADIEHN,
HEEBEAVI—TI—ADEE) VY IICE > TCDBEEBREINTHET D EETETY,
5.2.1.1. SROIDEHRFIrv MEHF >EEE

BEICIDZHBASEEIDZE DS THLIIFIRETY, BENMIDBEDF Ty AT L
BINBERERVEEITNIIRIEERY., (FARE R-N-I\I1PFRET7ZRI9V EOFT vk
ERiL), ) BENMUOBEZEOF Ty rAT IV EZATESRS5IE ORSOSHF T v FEENED
nNEX9, SHFIY I BE/RIVAQ "S/HF Iy L, UV IICE2TT7 7RI BT ENT
CEER

SHFTY FEFERTBIEHIC. BEICE DTV IV ZARIETHEINESIDERATLHRNAS L%

OTRSF =X —ZXHDcustomer_user7—TFILICIMARITNIERBD EBA(TRRORAY VT +%&
S8,

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 124 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD customer ids VARCHAR (250);
Query OK, 1 rows affected (0.02 sec)

Records: 1 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

A% U7k customer_ids7 14 — )l RDcustomer_users— 7 )LADIENN,

29U TFOBRTTRICRENDEDIC. HiRHS L%EKernel/Config. pmBOMAPESS (CHIA AR
pEIFANVES N TR

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly
[oasl

[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,
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2% 1) 7 ki UserCustomeriDs 7 « =)l E® Kernel/Config.om7 7 A )L ADiEM,

CCT, ZROBEZEIDOILOOMRAS AlX. BEEEQLOOEI S a2V ORTHEIEE -1V
-1 —ABHATHET B ENTEXT,

BEEMUOBEEOF Ty TP 7RI BLEEEICT BdIC. SROBEZEIDDH DR

T4 =L EORADChEOMOI-FOIDEEMNMULEYT, EZa0VICLK>TEIDEXI>TTF
=L (TEDHIL1-2ESE),

#14.7 DB/)\v 7 IV FERBATLEXFT T v FOER

BEEA, BELUVCEBRBRIEDOYRATALAICHFELET, . AIBEZE/RILHASBECOF I v RIC
TORAUEL, BECROA-YOFr vy FICT7 7 ERATBIRETIEHDEEA,

Oty 7Y TEERTZEHICIE EICiBiREhd L SEKernel/Config. pmP D
customer_userF—7)LHE LU MappingEZE L TLIESL), RIS, BEEBEAVI—TI—IAH
BLIIEBER-VOEZEUVIHE, EEADLHOREEO—RLTLESL), BRENKRRS
N3i548. CustomerDsD=hDT 1 —JL BEAE "B;C; 1 ZEMULTTFEL),

5.2.2. LDAP

BEREHREBATLLDAPT 4 LV FU—Z&H>TL\ZA5IE #Al11-3ICETREND LD
[C. ORSEHBATCEENYIIY REVLTENEFERIZCENTEXY,

514.8 LDAPEEZ/\v Y T RDIERL

# CustomerUser
# (customer ldap backend and settings)
$Self->{CustomerUser} = {
Name => 'LDAP Data Source',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas,o=csuh',
# search scope (one|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the
# anonymous user does NOT have permission to read from the LDAP tree
UserDN => "'
UserPw => "'
# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
'(objectclass=user)"
AlwaysFilter => "'
# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso-8859-1',

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
Params => {
port => 389,
timeout => 120,
async => 0,
version => 3,
}
Y
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’,
CustomerUserListFields => ['cn', 'mail'],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
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CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,
# add an ldap filter for valid users (expert setting)

# CustomerUserValidFilter => '(!(description=locked))",
# administrator can't change customer preferences
AdminSetPreferences => 0,

# # cache time to live in sec. - cache any database queries
# CacheTTL => 0,
Map => [

# note: Login, Email and CustomerID are mandatory!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0]
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 0]
[ 'UserLastname', 'Lastname’, 'sn', 1, 1, 'var', '', 0]
[ 'UserLogin', 'Username’, 'uid', 1, 1, 'var', '', 01
[ 'UserEmail', '"Email’, 'mail’, 1, 1, 'var', '', 0]
[ 'UserCustomerID', 'CustomerID', 'mail’, 0, 1, 'var', '', 01,
# [ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, ‘'var', '', 0 1,
[ 'UserAddress', 'Address', 'postaladdress', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment ', 'description', 1, 6, 'var', '', 0 1],

ENOBEEERM (XR—Yv—0RF]. BEFEEESHIVIIHBEOLSRE) N HETDOLDAP
FaLY FU—ICHBMESNTLIT, COBHREOTRSICRRLUEEVESIE, XOXTZU T FOFT
RENdESIC, CThEDOBEADOIY R —%EAKernel/Config.pm FOMAPEZE-TE
LT IEEL),

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly
[...]

[ 'UserPhone', 'Phone', 'telephonenumber', 1, 0, 'var', '', 0 1,

27U 7 R:ERT 1« — )L BRDKernel/Config.om 7 7 A JLADIE

5.2.2.1. SROID(EHF I v MEEFE > CEE
LDAPNY Y IV FEFERT 21558, BEEICOEDULOBEEIDEEDE T3 ENTETY, &
#HFoy FEFERTBEHIC. iR T — I REBEEICLE > T7 V7 ZARERIDESATLIS
LDAPT 1« LY FU—[CMARIThITRDEFEA,

LDAPT 4 LY U —DFHE T 4 — IV EMERENTL\BHE. AV U T FOFTTICTREND K
S, FRIY U —%Kernel/Config.pmAEOMAPEFIICINA RIFHIZTRDFE A,

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]

[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

29U T+ R T 1 =)L RDKernel/Config.om7 7 1A JLAN®Maping

BHOEZIDOEODT 1« =)L RELDAPT 1« LY U —TEEHELRITNIZRD FEA, ORS
[ZILDAPHS B ICHEAADEIFTTESIAD I LIITEX B A,

BEECLI > THORBREOF Y FICT7 IV ERAZRIET ZHICIE. ZOFF5 v G RETZOLDAP
FALYRU—DFRIA—IVRICT IV ZASNBIRNEEZOEZIDENATLEZL), &IDIdt
SO0V TX> TTFEL(TERDHILL-4ESHE),

#14.9 LDAP)\y VIV REBATCEH/F T v FOER

FAEA. BELUVCIABRIEDOYATAICFELEY, Fe. AIRBEE/(RILHSBECOF T v RIC
7OEAUEL, BECROA-TOFI vy FCT7 VAT BIRNETIEHDEE A,
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Oty 7Yy TERIRTZEHICIE. EICiBidend L SEKernel/Config. pmADLDAPT «
LY FU =B XUMappingaZEB UL TLEEL), ZDI&, CustomerDsDT=hD T 1 =)L A&
'B; C 1 ZHRIEDLDAPT 14 LY FU—DEEADEOHICEIMULTTEL),

5.2.3. OTRSTUOEDULDEE/IN\Y VIV FEFEAT S
BT HORSBIZ IELDAPS SUF—F R =2 - J\y I TV F)ERCERENZVEDALOBE

tEHRY — A=FA UzTnIE., CustomerUsertBr/NS AY & "8, TWHIAIE
M CustomerUser1, . T"CustomerUser2, Wil 9 d3NETY, (FiEDFI11-5E5H),

514.10 OTRSTUOEDULDREEINY I I FEFERT 3
BATRIZ. ORSTLDAPEFT—IR—ZREE/IN\V I IV RFOEAEFERT BE/AITY,

# 1. Customer user backend: DB
# (customer database backend and settings)
$Self->{CustomerUserl} = {
Name => 'Customer Database',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the
# required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost',
User => "'
Password =>
Table => 'customer user',

HFHEHEHFHF

I
# customer unique id

CustomerKey => 'login',
# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',

CustomerUserSearchSuffix => '*',

CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,

# cache time to live in sec. - cache any database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,

Map => [

E R EEREEREEREEEREEEES

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly, http-link-target

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 01,
[ 'UserLastname’, 'Lastname’, 'last_name', 1, 1, 'var', '', 0 1,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0 ],
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, 'var', '', 0 ],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 6, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street', 1, 6, 'var', '', 0 1],
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[ 'Userzip', 'Zip', 'zip', 1, 0, 'var', '
[ 'UserCity', 'City’', 'city', 1, 0, 'var', '
[ 'UserCountry', 'Country', ‘country’, 1, 06, 'var', '
[ 'UserComment', 'Comment', ‘comments’, 1, 0, 'var', '
[ 'validID', 'Valid', ‘valid id', 0, 1, 'int', "'

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',
i
I
+;

# 2. Customer user backend: LDAP
# (customer ldap backend and settings)
$Self->{CustomerUser2} = {
Name => 'LDAP Datasource',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas,o=csuh',
# search scope (one|sub)
SSCOPE => 'sub',
# The following is valid but would only be necessary if the

UserDN => '',

UserPw => ,

'(objectclass=user)"

AlwaysFilter => '',

# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso0-8859-1',

Params => {

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

version => 3,

Iy
)i
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’',
CustomerUserListFields => ['cn', 'mail'l],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'l],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,
# add a ldap filter for valid users (expert setting)
# CustomerUserValidFilter => '(!(description=locked))",
# admin can't change customer preferences
AdminSetPreferences => 0,
Map => [

# note: Login, Email and CustomerID needed!

link, readonly

[ 'UserTitle', 'Title', "title', 1, 0, 'var',
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var',
[ 'UserLastname', 'Lastname’, ‘sn', 1, 1, ‘'var',
[ 'UserLogin', 'Username’, 'uid', 1, 1, 'var',
[ 'UserEmail', "Email', 'mail’, 1, 1, 'var',

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

[cNoNoNoNo]

# anonymous user does NOT have permission to read from the LDAP tree

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-

[cloNoNoNo)
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[ 'UserCustomerID', 'CustomerID', 'mail', 0, 1, 'var' 01,
[ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, 'var 01
[ 'UserAddress', 'Address', 'postaladdress', 1, 0, 'var 01
[ 'UserComment', 'Comment', 'description', 1, 0, 'var 01

};

10X THOELBIEE/NYI IV REREIT D EIIFIRETY., 2 TOEERHRERIHHET D
EETAHT I ZRIERNETEERE LU T)ICHICOTRSOF THEEEI VI —TJ 1 —RA&EFALT
<IEEL),

5.2.4. Il 7 1 — )l R[CCustomerUserT— 45 &Zi&id B3 &

BET—YEEEFTY FOBNT 1« —)L FICRT 5 C EERICIIRIIDONE LNEEA, (fF
ZIETOT -9 THRIRRTEFRT 5L OLEMT)

Fhry EMMERESNBIBE. HBVEIFIY FOBEZHITEINBZIES. BINT 1 —)L RENEY
FENET, BT« =L ROEIIEEZET—7HN5856NFET, ChIZTRTONYIIY RO
HICEEFEITA, FHICLDAPINY I I RICRIIBXET,

OTRSOCDF T a U #eeE EHMH T 3cHIC. UMTFTOZDODREEFHHLLTT L),

F Ticket::EventModulePost###930-DynamicFieldFromCustomerUser ; & &V

" DynamicFieldFromCustomerUser::Mapping 1 , #&®D&&%E TIld. CustomerUserZ 1 —JL EASIA
FIy bOEDERT 1« =)V RICHRMURTNERSBRVHNOERZEZATNET, T4 —ILEIX
VAT LDHRCHBICELH D FEHA U, AgentTicketFreeTextD = b [CRIEEICIR B ICiEL\H 1) £
o, TDWA, TNSIIFIMTEY FIBTENTEEXT, ThE(E
AgentTicketPhone, AgentTicketEmaild & U'AgentTicketCustomer® = [CRIBEIC TR o TIZA D)
Fth, ELETNEAFERSIE, ZNEIIEEEREBICHULTEITIB®TLLD,

5.3. BEELBEZERAID/I\VIIVE

OTRSIE, RA3/(w /I FICHT 3, BUESLUBBERIES 577 3V ERFLET,
5.3.1. BEEDODORIE/INV I TV
5.3.1.1. DB(Z 7 #JL 1)

TIA)IFTERSNZBHEERILEITSZ/NYIIY FIE, ORST—IR—-XTY, HEHEF, &
BER-JDEYEEREI VI —T M ABHT B - ESNFXIT(TOTY TIV11-688),

514.11 DB/)\Yv O IV RICW I BRHBETI—V TV

$Self->{'AuthModule'} = 'Kernel::System::Auth::DB"';

5.3.1.2. LDAP

LDAPT 1 LV FUNMEBYET - EINTRET 3155, ORSOFDI—YERHT 57
LDAPEY 21—V &ERATHC ENTEXI(TEDHILL-TESE), COEY 2 —J)VIZLDAPY U —
X UCRICHEHAHT I EZRAEBULTNET, TNnId BHEEERA VY -T 1 - AEHTHA
BT 9ERETDCENTERINTEEBRLET,

514.12 LDAP/\Y O LY RICXW T BRHIAELI—-I TV

CTIFLDAPZRENY I T RFEY Y JIVEMRTY,

(Net::LDAPANA VA +=)LiETH I EEMBT L), )
$Self->{"'AuthModule'} = 'Kernel::System::Auth::LDAP';
$Self->{'AuthModule: :LDAP: :Host'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
$Self->{'AuthModule: :LDAP::UID'} = 'uid';
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# d—HhposixGroup TR EHF TSN T\ Z T EEMALET,

# (BIAIT—PIZOTRSZEREB T2V IV —T xyz [CETRZHENBIET., )
$Self->{'AuthModule: :LDAP: :GroupDN'} = 'cn=otrsallow,ou=posixGroups,dc=example,dc=com';
$Self->{'AuthModule: :LDAP: :AccessAttr'} = 'memberUid';

# for ldap posixGroups objectclass (just uid)

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

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

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

# XIFBRTI, LML EBBI—-YNHLDAPYU —H5

# WAAHFRTERCRIVEEOHMBETT,
$Self->{'AuthModule: :LDAP: :SearchUserDN'} "o
$Self->{'AuthModule: :LDAP: :SearchUserPw'} "o

# HICHDT1IIESLDAPY TUICEMULIEVMEEC DA T a v E[EL\ET,
# f=&ZIX AlwaysFilter => '(mail=*)' or AlwaysFilter => '(objectclass=user)"
$Self->{'AuthModule: :LDAP: :AlwaysFilter'} = '';

# OJ4VZDICEBEFEEMLETNIL. COFTYavEmELET,
# fz&ZIE2—HHuser&(EL V2L A, LDAP[Cuser@domain A TEEY 2155,
# $Self->{'AuthModule: :LDAP: :UserSuffix'} = '@domain.com';

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

port => 389,

timeout => 120,

async => 0,

version => 3,

};

2OV TFOBRTFRICREINZBR/INSGA=FE. O—HILOOTRSTF — IR —ZADHRANDLDAP
FALIRY=—HEDFABEET - ERHSERHICERITZENTEEI, Chld. LDAP
Y- }\—I‘_U"JIZM);&E,F%L/ ORSTDRIEDEEZER ESBEY, HEENFYIICHERIALT
358, T—YEBIZEOTIET, O—HILOOTRSTF—FIR—ANT— I E&FPETBZENT
%5'9“73\ LDAPT 14 L b U —[IREDT=HDREDER (A VATV R ) TS, LEEND

T. LDAPY U —AQEEA T TVWRNWA-FIIRBIET 2 ENTEE A, 7HOVE - T—
HIHNOTRSF— IR =R ICERICREESNTLIBIBESA, LDAPTF A LY R —DiEYETFT—%
X, ORSDI T TA VI —T 1 —RABHTHRET D ENTEEHA, LN DT, LDAPY Y —
CTF—7EEEEBULRTNIERDEE A,

# AuthModuleRICAuthSyncBackend (AuthSyncModule)E&EUET,
# F—HIEELZNAZTRESE, SynclCBSELITUL £ S,

# Y>> J)LE: AuthSyncBackend, AuthSyncBackend?2
$Self->{"'AuthModule: :UseSyncBackend'} = 'AuthSyncBackend';

# LDAPICXI 9 3#EHET—4 sync
$Self->{'AuthSyncModule'} = 'Kernel::System::Auth::Sync::LDAP';
$Self->{"'AuthSyncModule: :LDAP: :Host'} = 'ldap://ldap. example com/'
$Self->{"'AuthSyncModule: :LDAP::BaseDN'} = 'dc=otrs, dc=org';
$Self->{"'AuthSyncModule: :LDAP::UID'} = 'uid';
$Self->{"'AuthSyncModule: :LDAP: :SearchUserDN'}
$Self->{"'AuthSyncModule: :LDAP: :SearchUserPw'}
$Self->{"'AuthSyncModule: :LDAP: :UserSyncMap'} = {

# DB -> LDAP

UserFirstname => 'givenName',

UserLastname => 'sn',

UserEmail => 'mail’,

'uid=sys, ou=user, dc=otrs, dc=org';
‘some_pass';

i
[...]

# AuthSyncModule: :LDAP: :UserSyncInitialGroups
# (RYIOBUBEOOT 1 > OVIHIOIEMEIC. rwsFalZE#Dsync following4)L—F)
$Self->{"'AuthSyncModule: :LDAP: :UserSyncInitialGroups'} =

‘users’',

1;

29U Tk OTRST—IR—=ADHEADLDAPT 4 L7 FU -5 ORRAET -y ERHEE 3
i
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Alternatively, you can use LDAP groups to determine group memberships or roles in OTRS.
For more information and examples, see Kernel/Config/Defaults.pm. Here is an example
for synchronizing from LDAP into OTRS groups.

# Attributes needed for group syncs

# (attribute name for group value key)
$Self->{'AuthSyncModule: :LDAP: :AccessAttr'} = 'memberUid';

# (select the attribute for type of group content UID/DN for full ldap name)
# $Self->{'AuthSyncModule: :LDAP: :UserAttr'} 'UID';

# $Self->{'AuthSyncModule: :LDAP: :UserAttr'} 'DN';

AuthSyncModule: :LDAP: :UserSyncGroupsDefinition
# (If "LDAP" was selected for AuthModule and you want to sync LDAP
# groups to otrs groups, define the following.)
$Self->{"'AuthSyncModule: :LDAP: :UserSyncGroupsDefinition'} = {
# your ldap group
‘cn=agent,o=otrs' => {
# otrs group(s)
‘admin' => {
# permission

rw = 1,
ro => 1,
Vs
'faq' => {
rw => 0,
ro => 1,
Vs

}I
'cn=agent2,o0=0trs' => {
‘users' => {
rw = 1,
ro => 1,
Vs
)
i

5.3.1.3. #H5EDRHDOHTTPBasicAuth

IRTOEHEDEDOD "V T - BAUF Y, BREZETURITINIEL ORSOHICHTTPE
FRI(TARTOY AT LARAD)E K UHTTPBasicAUthEY 2 — )L &ZERIT 2 ENTEXI (T
DFI11-8=S8),

#14.13 HTTPBasicZ#RA LT, BHEZZLELET.

# C"hldapache ($ENV{REMOTE USER})BiE/I\voU I RFROYY FIVEMTY,
# apache http-basic-auth®> > 7 )L - Y14 U FVEFERIThIZENE[SL\ET,
$Self->{'AuthModule'} = 'Kernel::System::Auth::HTTPBasicAuth';

# Note:
H
# COEVa-IEFESREE, REFEREUVTROBREEEFESNETY,

# (€ LI—YHapache ($ENV{REMOTE USER}) & UTRBIEESNTLRL\ESIX)
$Self->{LoginURL} = 'http://host.example.com/not-authorised-for-otrs.html';
$Self->{LogoutURL} = 'http://host.example.com/thanks-for-using-otrs.html"';

5.3.1.4. Radius

BIL1-9ICH N TRENDEA/\NS A —F (3. Radiusth—/)\—ICX T 2IEEEERIAT D ICERA
TBHENTEXY,

514.14 Radius/\v I TV RIC T 2IEYEEDIMLET,

L& Chld. radiustt—/NICx g dauth. agentsAOB> TILIER T,
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$Self->{'AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'AuthModule: :Radius::Password'} = 'radiussecret';

5.3.2. EEEZEDTHORFE/I\V I TV
5.3.2.1. F=49R=A(FT#IL })

OTRSOHDEED O DIEEN I - —BIE/\v Y TV FIFOTRST—IR—-XTY, TO/N\Y
JIVRT, BERBHRIAINRT, ORSOVTTA VY- Tz —ABRHATHET D ENTEXY
(FEEDfFI11-10Z5E),

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

514.15 DB/)\v V7 T FICX 9 2REE 1 —YAEE

# Zhldthe otrs dblcXd9 3BT 2 —ILTT,
$Self->{'Customer: :AuthModule'} = 'Kernel::System::CustomerAuth::DB";
$Self->{'Customer::AuthModule::DB::Table'} = 'customer user';
$Self->{'Customer: :AuthModule: :DB::CustomerKey'} = 'login';
$Self->{'Customer: :AuthModule: :DB: :CustomerPassword'} = 'pw';
#$Self->{'Customer: :AuthModule: :DB::DSN'} =
"DBI:mysql:database=customerdb;host=customerdbhost";
#$Self->{'Customer: :AuthModule: :DB: :User'} = "some user";
#$Self->{'Customer::AuthModule: :DB: :Password'} = "some password";

5.3.2.2. LDAP

IRNTCOBEET - I EHBALLDAPT 4 LV FU—ZH>TL\NIE, ORSADEZRZERILT 57
ICLDAPE*‘/:L—)I/EEFﬁﬂ'én_t?’J"C‘%i@'( TEDfI11-11%288), COEY 1—IVALDAP
Ny I IV RICHUCRICHEHBMIERT7 IV EZAELTISDOT, ORSI T TA VI —T 1 —RE
HCHEEBEREHRET LTS X A,

514.16 LDAP/\v O T RICHT BEXI1—TYR;

# CTHIILDAPEZE/NY O TV RFRYY FIVEM TS,

# Net::LDAPAM VA F—=JLENTL\BZ EEERATSL), )
$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::LDAP';
$Self->{'Customer: :AuthModule: :LDAP::Host'} = 'ldap.example.com';
$Self->{'Customer: :AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
$Self->{'Customer: :AuthModule: :LDAP::UID'} = 'uid';

# A—tHposixGroupTHRIET 2 ENFRENEDHER LET,
# (PIZIEA—YIZOTRSEFESICIZT IV —T xyzICET3MENHDET, )
$Self->{'Customer: :AuthModule: :LDAP: :GroupDN'} =

'cn=otrsallow, ou=posixGroups,dc=example,dc=com';
$Self->{'Customer: :AuthModule: :LDAP: :AccessAttr'} = 'memberUid"';
# for ldap posixGroups objectclass (just uid)
$Self->{'Customer: :AuthModule: :LDAP: :UserAttr'} = 'UID';
# for non ldap posixGroups objectclass (full user dn)
#$Self->{'Customer: :AuthModule: :LDAP: :UserAt