>4 OTRS

OTRS Feature Add-ons Manual
Release 7.0

OTRS AG

Jan 20, 2021






Contents

Introduction

1.1 Categories . . . . . . . . . ...
1.2 Servicelevels . . . . .. ... ... ... ... ... .

Adjust Sort Ticket Overview

2.1 Administrator Interface . . . ... ... ... ......
22 Agentinterface. . . . .. ... . L.
2.3 ExternallInterface ... ... ... .. ... .......

Advanced Editor

3.1 Administrator Interface . . . ... ... ... ......
3.2 Agentinterface. . . . ... ... ... L.
3.3 ExternallInterface ... ... ...............

Advanced Escalations

4.1 Administrator Interface . . . ... ... ... .. .. ..
42 Agentinterface. . ... ... ... ... . ... . ...,
4.3 Externallnterface . . ... ... .. ... . ... ...

Advanced Generic Agent

5.1 Administrator Interface . . . ... .. ... ... ....
52 Agentinterface. . . . ... ... L.
5.3 ExternalInterface . ... ... ... .. ... . ....

Agent Email Interface

6.1 Administrator Interface . . . ... ... ... ......
6.2 Agentinterface. . . . .. ... .. L.
6.3 ExternalInterface . ... ... ... .. ... . ....

Automated FAQ Ticket Creator

7.1  Administrator Interface . . . .. ... ... ... ....
7.2 Agentinterface. . . . ... ... ... L.
7.3 ExternallInterface ... ..................

Automatic Start of Processes

8.1 Administrator Interface . . . ... ... ... .. .. ..
82 Agentinterface. . . . ... ... . L.




8.3 ExternalInterface . . . . . . . . . . e e 58

9 Brute Force Attack Protection 59
9.1  Administrator Interface . . . . . . . .. e e 59
9.2 Agentinterface. . . . . . . . . L e e e 62
9.3 ExternalInterface . . . . . . . . . . . e 62

10 Calendar Resource Planning 63
10.1 Administrator Interface . . . . . . . . . . e 64
10.2 Agentlinterface. . . . . . . . . e 68
10.3 External Interface . . . . . . . . . . . . e e 78

11 Categories for Text Modules 79
11.1 Administrator Interface . . . . . . . . . . .. 80
11.2 Agentlinterface. . . . . . . . . e 84
11.3 External Interface . . . . . . . . . . . e 86

12 Change Write Protection 87
12.1 Administrator Interface . . . . . . . . . . e e e 88
12.2 Agentinterface. . . . . . . . . e e 88
12.3 External Interface . . . . . . . . . . e e e 89

13 CI Assignment Attribute Dynamic Field Map 91
13.1 Administrator Interface . . . . . . . . . . e e 92
13.2 Agentlinterface. . . . . . . . e 94
13.3 External Interface . . . . . . . . . . e 94

14 Cl Custom Search 95
14.1 Administrator Interface . . . . . . . . . . e e 96
14.2 Agentlinterface. . . . . . . . e 96
14.3 External Interface . . . . . . . . . e e e e e 97

15 CI References 99
15.1 Administrator Interface . . . . . . . . . .. e e e e 100
15.2 Agentlinterface. . . . . . . . e 103
15.3 External Interface . . . . . . . . . e e e e e 104

16 Cls in Customer Frontend 105
16.1 Administrator Interface . . . . . . . . . L e e e e 106
16.2 Agentinterface. . . . . . . . . e e 108
16.3 External Interface . . . . . . . . . . e e 109

17 Credit Card Filter 113
17.1 Administrator Interface . . . . . . . . . . e 114
17.2 Agentinterface. . . . . . . . e 115
17.3 External Interface . . . . . . . . . . e 117

18 Custom Contact Fields 119
18.1 Administrator Interface . . . . . . . . . . e e e 120
18.2 Agentinterface . . . . . . . . . L e e e e 123
18.3 External Interface . . . . . . . . . . . . e 124

19 Customer Activity Widget 125
19.1 Administrator Interface . . . . . . . . . .. e e e 126
19.2 Agentlinterface. . . . . . . . L 126
19.3 External Interface . . . . . . . . . e e e e 127




20 Customer Event Ticket Calendar
20.1 Administrator Interface . . . . ... ... ... ... ... ..
20.2 Agentinterface. . . . . . ... o oo
20.3 ExternalInterface . .. ... .. ... ... . ... ......

21 Customer Frontend Link Object

21.1 Administrator Interface . . . . . ... .. ... ... ... ..
21.2 Agentinterface. . . . . . .. ... oo L
21.3 ExternalInterface . .. ... ... ... ... .. ... ....

22 Customer-specific Services

22.1 Administrator Interface . . . .. ... .. ... ... ... ..
22.2 Agentinterface. . . . . . ... . L o
22.3 ExternalInterface . .. ... ... ... ... .. ... ....

23 Dashboard News Widget

23.1 Administrator Interface . . . ... ... ... .. ... .. ..
23.2 Agentinterface. . . . .. .. .. .. .. ... . .
23.3 External Interface . . .. ... .. ... . . ... . . ... ..

24 Data Privacy Protection

24.1 Administrator Interface . . . ... ... ... ... .. .. ..
24.2 Agentinterface. . . . . . ... . o o
24.3 External Interface . . ... ... ... . . . ... . . .. ...

25 Delete Attachments

25.1 Administrator Interface . . . . . ... . ... ... . ... ..
25.2 Agentinterface. . . . . . . ... oL oo
25.3 ExternalInterface . .. ... ... ... ... .. ... ....

26 Dynamic Field Attachment

26.1 Administrator Interface . . . .. ... .. ... .. . ... ..
26.2 Agentinterface. . . . . . . ... . L
26.3 ExternalInterface . .. ... ... ... ... .. ... ....

27 Dynamic Field Calculation

27.1 Administrator Interface . . . . . . ... ... ... .. . ...
27.2 Agentinterface. . . . . . .. ... ... ... .. . .
27.3 External Interface . . ... ... ... . . ... ... ... ..

28 Dynamic Field CI

28.1 Administrator Interface . . . .. ... ... ... ... ...,
28.2 Agentinterface. . . . . . ... oo
28.3 External Interface . . ... ... ... . . . ... .. ... ..

29 Dynamic Field Database

29.1 Administrator Interface . . . ... ... ... ... . ... ..
29.2 Agentinterface. . . . . . ... oo
29.3 External Interface . . ... ... ... . . . ... . . ... ..

30 Dynamic Field Search Booster

30.1 Administrator Interface . . . .. ... .. ... ... ... ..
30.2 Agentinterface. . . . . . . ... .. L oo
30.3 ExternalInterface . .. ... ... ... ... ... .. ....




31 Dynamic Field Value Import
31.1 Administrator Interface
31.2 AgentInterface. . . . .
31.3 External Interface . . .

32 Dynamic Field Web Service
32.1 Administrator Interface
32.2 AgentInterface. . . . .
32.3 External Interface . . .

33 Dynamic Sender Addresses
33.1 Administrator Interface
33.2 Agent Interface. . . . .
33.3 External Interface . . .

34 Escalation Suspend
34.1 Administrator Interface
34.2 Agent Interface. . . . .
34.3 External Interface . . .

35 Extended Ticket Stats
35.1 Administrator Interface
35.2 Agent Interface. . . . .
35.3 External Interface . . .

36 Hide/Show Dynamic Fields
36.1 Administrator Interface
36.2 Agent Interface. . . . .
36.3 External Interface . . .

37 Link Object Connector
37.1 Administrator Interface
37.2 Agent Interface. . . . .
37.3 External Interface . . .

38 Out of Office
38.1 Administrator Interface
38.2 Agent Interface. . . . .
38.3 External Interface . . .

39 Process Management Article Email

39.1 Administrator Interface
39.2 Agent Interface. . . . .
39.3 External Interface . . .

40 Queue Responsible
40.1 Administrator Interface
40.2 Agent Interface. . . . .
40.3 External Interface . . .

41 Ready2Adopt ITSM Processes

41.1 Administrator Interface
41.2 Agent Interface. . . . .
41.3 External Interface . . .




42 Ready2Adopt Processes

42.1 Administrator Interface . . . . .. ... ... ... .. ...
422 Agentinterface. . . . . . . . ..o o
42.3 ExternalInterface . . .. ... ... . . . . . ... .. . ...,

43 Ready2Adopt Web Services

43.1 Administrator Interface . . . . . . ... ... ... ...
43.2 Agentinterface. . . . . . ... o Lo Lo
43.3 External Interface . . .. ... .. ... . .. ... .. ... ...

44 Restore Pending Information

441 Administrator Interface . . . . . . ... ... ... ...
442 Agentinterface. . . . . . . .. ... o
44.3 External Interface . . . . .. ... . .. . .. .. . o

45 Restrict Customer Data View

45.1 Administrator Interface . . . . .. ... .. . . L.
452 Agentinterface. . . . . . . . .. ... . L
45.3 ExternalInterface . . . . .. . . . . . . . . . ...

46 Service-based Queue Routing

46.1 Administrator Interface . . . . .. ... ... ... . ...
46.2 Agentinterface. . . . . . . . .. oo
46.3 ExternalInterface . . .. ... .. .. . . . . ... .. ... ...

47 Service Categories

471 Administrator Interface . . . . . . ... ... .. ...
47.2 Agentinterface. . . . . . . . ... oo
47.3 External Interface . . .. .. . .. ... . .. ... .. .. ...

48 Service Responsible

48.1 Administrator Interface . . . . . . ... ... ... ...
48.2 Agentlinterface. . . . . . . .. . ...
48.3 External Interface . . .. .. ... ... . .. ... .. . .. ...

49 Specific Ticket Notifications

49.1 Administrator Interface . . . . .. ... ... . ... oo,
49.2 Agentlinterface. . . . . . . . ... ... .
49.3 ExternalInterface . . . . . . . . . . . . . . .. ... ..

50 State Pre-selection Response Templates

50.1 Administrator Interface . . . . . . ... ... ... .. ... ...
50.2 Agentinterface. . . . . . . ... .o
50.3 External Interface . . .. ... ... . . . ... ... ... . ...

51 System Configuration History

51.1 Administrator Interface . . . . .. ... ... .. . . ... ...,
51.2 Agentinterface. . . . . . . . ... o
51.3 External Interface . . .. ... ... . . . ... . . . ... . ...

52 Tag Cloud

52.1 Administrator Interface . . . . ... .. ... ... . ... . ...
52.2 Agentinterface. . . . . . . ... ...
52.3 ExternalInterface . .. ... ... ... ... .. . .. ... ...




53 Ticket Allocation
53.1 Administrator Interface

53.2 Agent Interface. . . . .
53.3 External Interface . . .

54 Ticket Forms
54.1 Administrator Interface

54.2 Agent Interface. . . . .
54.3 External Interface . . .

55 Ticket Invoker
55.1 Administrator Interface

55.2 Agent Interface. . . . .
55.3 External Interface . . .

56 Ticket Queue Selection
56.1 Administrator Interface

56.2 Agent Interface. . . . .
56.3 External Interface . . .

57 Ticket Time Unit Dropdown
57.1 Administrator Interface

57.2 Agent Interface. . . . .
57.3 External Interface . . .

58 Ticket Watchlist
58.1 Administrator Interface

58.2 Agent Interface. . . . .
58.3 External Interface . . .

59 Ticket Workflow
59.1 Administrator Interface

59.2 Agent Interface. . . . .
59.3 External Interface . . .

60 Time Accounting Quota
60.1 Administrator Interface

60.2 Agent Interface. . . . .
60.3 External Interface . . .

61 VIP Customer
61.1 Administrator Interface

61.2 Agent Interface. . . . .
61.3 External Interface . . .

vi



OTRS Feature Add-ons Manual, Release 7.0

This work is copyrighted by OTRS AG (https://otrs.com), Zimmersmihlenweg 11, 61440 Oberursel, Ger-
many.

Contents 1


https://otrs.com

OTRS Feature Add-ons Manual, Release 7.0

2 Contents



CHAPTER 1

Introduction

This manual lists all feature add-ons.

Note: The feature add-ons are installed into OTRS by the Customer Solution Team. In case of On-Premise
systems, the customer can install the feature add-ons from the package manager, when the Customer Solu-
tion Team added the selected feature add-ons to the repository. To install a feature add-on, please contact
the Customer Solution Team via support@otrs.com or in the OTRS Portal.

1.1 Categories

Each feature add-on can be categorized based on its purpose.
Administration
» Dynamic Field Value Import
» System Configuration History
Automation & Processes
* Advanced Editor
» Advanced Generic Agent
» Agent Email Interface
» Automated FAQ Ticket Creator
» Cl Assignment Attribute Dynamic Field Map
» Dynamic Sender Addresses
* Process Management Article Email

* Queue Responsible
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* Ready2Adopt ITSM Processes
* Ready2Adopt Processes
+ Service-based Queue Routing
» Service Responsible
* Ticket Allocation
* Ticket Queue Selection
* Ticket Workflow
Customer Management
» Custom Contact Fields
» Customer Activity Widget
» Customer-specific Services
 Time Accounting Quota
 VIP Customer
Individualization
*» Adjust Sort Ticket Overview
» Cl Custom Search
* Hide/Show Dynamic Fields
» Specific Ticket Notifications
» Ticket Forms
Integration
* Dynamic Field Database
» Dynamic Field Web Service
* Link Object Connector
* Ready2Adopt Web Services
» Ticket Invoker
Knowledge Management & Self Service
* Cls in Customer Frontend
» Customer Event Ticket Calendar
» Customer Frontend Link Object
» Dashboard News Widget
» Cl References
» Tag Cloud
Performance
» Dynamic Field Search Booster
Reporting
» Extended Ticket Stats

Chapter 1. Introduction
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Security & Permissions
» Change Write Protection
* Credit Card Filter
* Data Privacy Protection
* Delete Attachments
* Restrict Customer Data View
Ticket Management
 Categories for Text Modules
» Dynamic Field Attachment
» Dynamic Field Calculation
* Dynamic Field CI
* Out of Office
* Restore Pending Information
+ Service Categories
 State Pre-selection Response Templates
» Ticket Watchlist
Time Management
» Advanced Escalations
 Escalation Suspend

* Ticket Time Unit Dropdown

1.2 Service Levels

Not all feature add-ons are available on any service levels. The following categorization is based on service
levels.

SILVER
* Credit Card Filter
 Calendar Resource Planning
» Custom Contact Fields
» Customer Activity Widget
» Customer Frontend Link Object
» Customer-specific Services
* Dashboard News Widget
» Delete Attachments
* Dynamic Field Database
* Ready2Adopt Processes

* Restore Pending Information

1.2. Service Levels 5
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GOLD

* Service-based Queue Routing

 Service Categories

« State Pre-selection Response Templates
» System Configuration History

» Tag Cloud

* Ticket Time Unit Dropdown

* Ticket Watchlist

* Ticket Workflow

 Time Accounting Quota

* VIP Customer

* Adjust Sort Ticket Overview
» Advanced Editor

* Advanced Generic Agent

» Agent Email Interface
 Categories for Text Modules

» Change Write Protection

» Cl Assignment Attribute Dynamic Field Map

» Cl Custom Search

» Cl References

* Cls in Customer Frontend

» Dynamic Field Attachment

» Dynamic Field Calculation

» Dynamic Field CI

» Dynamic Field Value Import
» Dynamic Field Web Service
» Dynamic Sender Addresses
* Escalation Suspend

* Hide/Show Dynamic Fields

* Link Object Connector

* Process Management Article Email
* Queue Responsible

* Ready2Adopt Web Services
* Restrict Customer Data View
 Specific Ticket Notifications

« Ticket Allocation

Chapter 1. Introduction
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» Ticket Forms

» Ticket Invoker

* Ticket Queue Selection
TITANIUM

» Automated FAQ Ticket Creator

» Customer Event Ticket Calendar

» Data Privacy Protection

+ Out of Office

» Ready2Adopt ITSM Processes

 Service Responsible
PLATINUM

» Advanced Escalations

» Dynamic Field Search Booster

» Extended Ticket Stats

1.2. Service Levels 7
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CHAPTER 2

Adjust Sort Ticket Overview

This feature add-on makes it possible to modify the columns of the small ticket overview screens and the
dashboard. It offers the following customization options:

Definition of a default width of columns.
» Configurable word length of title column.
+ Configurable width of columns via drag and drop on a per-user basis.
+ Setting the queue and service display names.
» Make ticket number column always visible.
Benefits
+ Facilitates work with the small agent ticket overview.
* Increases flexibility through optimized adaptability.
Target Groups
* IT service management
* Internal IT service
« Customer service/support
Available in Service Package
« GOLD
Package Name in OTRS Package Manager
+ OTRSAdjustSortTicketOverview

2.1 Administrator Interface

This package has no administrator interface.
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2.1.1 System Configuration

Width of columns The width of the columns in the small ticket overviews are configurable.
To configure the width of columns:
1. Go to System Configuration screen.
Select OTRSAdjustSortTicketOverview in the Navigation widget.

Navigate to Frontend — Agent — TicketOverview in the navigation tree.

P O

Add new entries to setting Frontend: : Agent: : TicketOverview: :OTRSAdjustSortTicketOverviewFisx
Examples:

* Queue — 10%

* State — 8%

* Age — 40px

* DynamicField_DateofReceipt — 3cm

Configurable fields are: TicketNumber, Age, EscalationTime, Title, State, Queue,
Lock, Owner, CustomerID, DynamicField_*.

This feature is activated by default after installation of the package.

Word length of title column The word length of the title column in the ticket overview widgets is config-
urable.

To configure the word length:
1. Go to System Configuration screen.
2. Select OTRSAdjustSortTicketOverview in the Navigation widget.
3. Navigate to Frontend — Agent — TicketOverview in the navigation tree.
4. Setthewordlengthinsetting Frontend: :Agent: : TicketOverview: :OTRSAdjustSortTicketOverview?

Drag and drop table column widths The width of the columns in the ticket overview widgets and the dash-
boards are configurable via drag and drop on a per-user-base.

To activate this feature:
1. Go to System Configuration screen.
2. Select OTRSAdjustSortTicketOverview in the Navigation widget.
3. Navigate to Frontend — Agent — TicketOverview in the navigation tree.
4. EnablesettingFrontend: :Agent: :TicketOverview: :OTRSAdjustSortTicketOverviewUseDragAndD

After activation it is possible to drag and drop the different table columns with the mouse to set the
widths of every single column. Those settings are saved and restored for every single user in the user
preferences.

Queue and service display names Depending on a system configuration setting, queue and service
names can be displayed with complete paths, only with first letter of parents followed by : : and their
names, or just by their names in the ticket overview widgets.

To modify the display names:
1. Go to System Configuration screen.

2. Select OTRSAdjustSortTicketOverview in the Navigation widget.

10 Chapter 2. Adjust Sort Ticket Overview
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3. Navigate to Frontend — Agent — TicketOverview in the navigation tree.

4. Setthedisplay namesinsetting Frontend: : Agent: : TicketOverview: :ProcessQueueServiceFields.

Warning: There is a potential risk that if ticket title (if double colons are contained) is also dis-
played in shortened manner because internally the double colons are used for creating the correct
shortened path for queue and service name.

Ticket number always visible This setting prevents the users to hide the ticket number column by drag
and drop.

To activate this feature:
1. Go to System Configuration screen.
2. Select OTRSAdjustSortTicketOverview in the Navigation widget.
3. Navigate to Frontend — Agent — TicketOverview in the navigation tree.
4. Enable setting Frontend: :Agent: :TicketOverview: : TicketNumberAlwaysVisible.
Affected screens The features can be enabled or disabled in each ticket overview screens.
To modify the affected screens:
1. Go to System Configuration screen.
2. Select OTRSAdjustSortTicketOverview in the Navigation widget.
3. Navigate to Frontend — Base — OutputFilter in the navigation tree.

4. Add or remove screen names in the Template key of each setting.

2.2 Agent Interface

This package has no agent interface, only the existing ticket overview widgets get new features in the fol-
lowing screens:

» Agent Dashboard

« Small Queue View

Small Status View

Small Escalation View
» Customer Information Center
» Customer User Information Center

The new features are described in the Administrator Interface chapter.

2.3 External Interface

This package has no external interface.

2.2. Agent Interface 11
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CHAPTER 3

Advanced Editor

This feature add-on allows OTRS administrators and OTRS developers with experience using Template
Toolkit to write Template Toolkit code snippets in OTRS templates. This can facilitate, for example, the
customization of response templates with multiple languages because you can customize the same template
for many languages by using conditions without adding completely new response templates. This saves
resources within OTRS and gives you a cleaner overview of your response templates.

Benefits
+ Easier customization of response templates based on conditions.
* Resource-saving usage of response templates.
* Increases your OTRS performance.
Target Groups
« OTRS administrators with Template Toolkit experience
+ Organizations that want to easily customize their OTRS templates, e.g. for many languages
Available in Service Package
« GOLD
Package Name in OTRS Package Manager
+ OTRSAdvancedEditor

Note: Not compatible with the following feature add-ons:
» Categories for Text Modules
* Hide/Show Dynamic Fields

» Ticket Forms

13



OTRS Feature Add-ons Manual, Release 7.0

3.1 Administrator Interface

This package has no dedicated administrator interface, only extends the existing screens.

3.1.1 Create New Templates

This feature enables logical if-else conditions as well as loops and much more.

To insert code snippets:
1. Open Templates, Signatures or Salutations modules in the administrator interface.
2. Add or modify a resource in these screens.

3. Find the new icon in the Rich Text editor toolbar (the last one).

B I U S = = E=

L
]
lih
]
B
I

Q

Format - | Font | Size ~| A~ - T, [@Source ) 9y 92 2 B

Fig. 1: Insert Code Snippet Icon

4. Click on the new icon to open a new window.
5. Select TemplateToolkit from the Language drop-down.

6. Write the following lines into the text box.

[$ IF ( matches = Data.Language.match('”~de') ) %]

Sehr geehrte(r) [% Data.CustomerUser.UserFirstname %] [% Data.
—-CustomerUser.UserLastname %], <br />

[$ ELSIF ( matches = Data.Language.match('”hu') ) %]

[}

Tisztelt [% Data.CustomerUser.UserLastname %]
—UserFirstname %] !<br />

[%$ ELSE %]

Dear [% Data.CustomerUser.UserFirstname %]
—UserLastname %], <br />

[$ END %]

[$ Data.CustomerUser.

[$ Data.CustomerUser.

7. Click on the OK button to save the code snippet.
8. Click on the Save or Save and finish button.
9. Add the template, signature or salutation to the queue you want to use it.

10. Create a new ticket, choose a customer user (for this example we will call him John Doe), then choose
the queue you have configured your template for.

If the customer user language is German, it should print Sehr geehrte(r) John Doe,. If it is set to
Hungarian, you should see Tisztelt Doe John!. If your customer user has no language set or it
is set to English, you will see Dear John Doe,.

As you can see, conditions in templates can be very useful, but be careful to write correct Template Toolkit
syntax. If you make mistakes there, you will get an error during choosing a template.

See also:

For detailed instructions on how to write Template Toolkit code, refer to the Template Toolkit User Manual.

14 Chapter 3. Advanced Editor
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B I U S = = EE E E E = = | - Q
Format - | Font - Size | A- - T, [sSouce ) 9y 92 23 B
[% IF ( matches = Data.lLanguage.match('“de'} ) %I
Sehr geehrte(r) [% Data.CustomerUser.UserFirstname %] [%
Data.CustomerlUser.UserLastname %],<br />
[% ELSIF ( matches = Data.Language.match('~hu') ) %I
Tisztelt [% Data.CustomerUser.UserLastname %] [%
Data.CustomerUser.UserFirstname %]!<br /=
[% ELSE %]
Dear [% Data.CustomerUser.UserFirstname %] [% Data.CustomerUser.UserlLastname
%], <br /=
[% END %]

Fig. 2: Rich Text Editor Code Snippet

3.1.2 Debugging Templates

Writing Template Toolkit code is not too difficult compared to other languages. Nevertheless errors can occur
as we are all just humans. To validate your template, open the ticket create or answer screen, where you
have your templates configured to be used and choose a template.

If you have mistakes in your Template Toolkit syntax, choosing a template will bring up an error screen that
tell you about what went wrong and where to find the error.

An Error Occurred

file errar - parse error - input text line 1: unexeected token m “a IF
Data.DTHSTaEData.TxpelD == r-,-:, *’fal

Send a bugreport | Or | go back to the previous page

b Error Details

Error Reason in Error Screen

In this example the OTRS system informed us, that there was an unexpected token [ in the line [% IF
Data.OTRSTagData.TypelD == [$ %]. A second opening bracket was entered inside the same
Template Toolkit tag, which for sure is forbidden.

To fix the error:

3.1. Administrator Interface 15
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1. Go back to the template editing screen.
2. Edit the template and save it.

3. Start debugging the template again by creating or answering a ticket, till no more errors are found and
your template comes up as desired.

3.2 Agent Interface

This package has no agent interface.

3.3 External Interface

This package has no external interface.

16 Chapter 3. Advanced Editor



CHAPTER 4

Advanced Escalations

This feature add-on makes your escalation management more flexible and adjusts it according to your cus-
tomers or to different service level agreements. Escalation types defined in OTRS, such as First Response
Time, Update Time, and Solution Time, can be enhanced by creating new types and defining your own
names and properties.

The Ticket Escalation Types option in the administrator interface enables you to define when escalations
should:

* start,

* stop,

* be suspended,

* be resumed

+ and be restarted.

Ticket attributes, like its status or certain events like creating or answering a ticket, can be used as a trigger.
For example, an escalation can start when a ticket is created, but the escalation can stop when the ticket is
answered by the agent. If the status of a ticket is changed to Pending Reminder, the escalation is suspended,
but if the status is changed back to Open, the escalation resumes. An up-to-date display of the escalation
time left makes accurate service time management possible.

In the ticket view, the new widget Escalation Information appears. This shows through the use of different
colors and numerical values whether or not:

+ the escalation time is still within the original timeframe (green),

the escalation time will run out soon (yellow),

the escalation is paused (brown),

the escalation time has been reached, i.e. the ticket has escalated (red) or

escalation has been suspended or the ticket has been worked on during escalation (the window is no
longer visible).

17



OTRS Feature Add-ons Manual, Release 7.0

The Ticket Escalation Type Bundle option enables you to assign newly created escalation types to different
customers or service level agreements.

The following scenarios can now be handled more flexibly with Advanced Escalations:
* A customer requests a rework of a solution — the escalation must be adjusted.

 To present a solution, more information is required from the customer — the escalation must be sus-
pended.

« A service technician can’ t get into the building or has no free access to the machine that needs to be
fixed — the escalation must be suspended.

* And many more
Benefits
» Even more flexible escalation management — individually adoptable to customer or SLA.
» More precise service time management by detailed indication of remaining time.
Target Groups
» Customer service organizations having many partners or suppliers
« External IT service providers
+ Call centers
 Sales departments and sales companies
+ Advertising or communications agencies
Available in Service Package
« PLATINUM
Package Name in OTRS Package Manager
+ OTRSAdvancedEscalations

Note: Not compatible with the following feature add-ons:
* Escalation Suspend
* Ticket Watchlist

4.1 Administrator Interface

With this package you are able to define your own escalations. You can define fully customized escalation
types which contain information about under what circumstances a ticket escalation will start, restart, be
suspended, be resumed or stopped.

After installation of the package two new modules will be available in the Ticket Settings group of the admin-
istrator interface.

4.1.1 Ticket Settings

After installation of the package two new modules will be available in the Ticket Settings group of the admin-
istrator interface and a new field is added to the Service Level Agreements module.

18 Chapter 4. Advanced Escalations
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Note: The configuration of the standard escalations in OTRS are not related to advanced escalations. You
should decide if you want to use the standard escalation types of OTRS or individual escalation types of
advanced escalations. If you configure both then you will have parallel escalations.

Escalation Type Bundles

The Escalation Types can be grouped to so-called bundles. Bundles can be connected to SLAs, customers,
priorities and services in order to define special escalations on a per-customer basis and depending on
certain calendar settings.

After installation of the package a module Escalation Type Bundles will be available in the Ticket Settings
group of the administrator interface.

A Escalation Type Bundle Management

Filter for Escalation Type Bundles Escalation Type Bundles

Escalation Type Bundle Name ESCALATION TYPE BUNDLE NAME COMMENT EXECUTION ORDER VALIDITY DELETE
Bundle 1 invalid

Actions
B3  Create NewEscalation Type Bundle

5] Escalation Type Management

Fig. 1: Escalation Type Bundle Management Screen
The advanced escalations package works with the relationships chain Escalation type — Escalation type
bundle — SLA.

One or more escalation type should be created and assigned to an escalation type bundle, and one or more
escalation bundles should be related to one or more SLAs. The relationship between Customer — Service
— SLA is the normal one on the system.

Manage Escalation Type Bundles

To create a new escalation type bundle:

1. Click on the Create New Escalation Type Bundle button in the left sidebar.

2. Fill'in the required fields.

3. Click on the Create button.

4. You will be redirected to Edit Escalation Type Bundle screen to edit the escalation type bundle details.
To edit an escalation type bundle:

1. Click on an escalation type bundle in the list of escalation types bundles or you are already redirected
here from Create New Escalation Type Bundle screen.

2. Modify the fields and the escalation type bundle details.
3. Click on the Save or Save and finish button.

To delete an escalation type bundle:
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Create Mew Escalation Type Bundle

* Name:

* Execution Order: | 1

* Validity: | invalid

Create or Cancel

Fig. 2: Create New Escalation Type Bundle Screen

1. Click on the trash icon in the Delete column.

2. Click on the OK button in the confirmation dialog.

Escalation Type Bundle Settings

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

Name * The name of this resource. Any type of characters can be entered to this field including uppercase
letters and spaces. The name will be displayed in the overview table.

Comment Add additional information to this resource. Itis recommended to always fill this field as a descrip-
tion of the resource with a full sentence for better clarity, because the comment will be also displayed
in the overview table.

Description Like comment, but longer text can be added here.

Customers Select a customer from the drop-down list. If one or more customers are selected, the bundle
will only take effect on tickets which are assigned to one of the selected customers.

Priorities Select a priority from the drop-down list. If one or more priorities are selected, the bundle will only
take effect on tickets which matches one of the selected priorities.

Services Select a service from the drop-down list. If one or more services are selected, the bundle will only
take effect on tickets which matches one of the selected services.

Execution order * Select, in which order should the escalation bundles be evaluated.

Validity * Set the validity of this resource. Each resource can be used in OTRS only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.
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Edit Escalation Type Bundle Bundle

# Name: Bundle

# Execution Order: | 1-Currently: Bundle

* Validity: | invalid

Add escalation type:  First Response

Escalation type "First Response" x

Escalate after: 1 Hour(s) + Round up times

Usecalendar: Don'tuse a calendar v Notify on:| 50 | %

Save or Save and Finish or Cancel

Fig. 3: Edit Escalation Type Bundle Screen

Escalation Type Bundles

ESCALATION TYPE BUNDLE NAME COMMEMT EXECUTION ORDER VALIDITY DELETE
Bundle 1 invalid

Fig. 4: Delete Escalation Type Bundle Screen
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Add escalation type Bundles can contain several escalation types. On a bundle, all information regarding
the time for the escalation is being stored.

Escalate after Define the escalation time span and unit.

Round up times Check this box to round up the times, so the start of the escalation will take place at
the next full time unit.

For example if 1 hour is set as escalation time and a ticket is being created at 10:23, the escalation
will start at 11:00, rounding up to the next full hour.

Use calendar Select a calendar to used by the escalation. If no calendar is being used, a 24/7/365
calendar without weekends or other free days will be assumed.

Notify on Define the notification time.

Escalation Types

Escalation types contain generic information about the conditions that need to be matched in order to start,
restart, suspend, resume or stop an escalation on a ticket. The type itself does not contain any time settings
(e.g. how many hours need to pass until the escalation starts).

Use this screen to add escalation types to the system. After installation of the package some escalation
types are already added. The escalation type management screen is available in the Escalation Types
module of the Ticket Settings group.

A Escalation Type Management
Filter for Escalation Types Escalation Types
Escalation Type Name ESCALATION TYPE NAME COMMENT VALIDITY EXPORT DELETE
First Response valid
Solution Time valid
Actions Update Time valid
[+] Create New Escalation Type
& Escalation Type Bundle Management
Configuration import
Browse... No file selected.
ot Import escalation type

configuration

Fig. 5: Escalation Type Management Screen

Manage Escalation Types

To create a new escalation type:
1. Click on the Create New Escalation Type button in the left sidebar.
2. Fill in the required fields.
3. Click on the Create button.
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4. You will be redirected to Edit Escalation Type screen to edit the escalation type details.
Create Mew Escalation Type

* Name:

* Validity: | invalid

Create or Cancel

Fig. 6: Create New Escalation Type Screen

To edit an escalation type:

1. Click on an escalation type in the list of escalation types or you are already redirected here from Create
New Escalation Type screen.

2. Modify the fields and the escalation type details.

3. Click on the Save or Save and finish button.
To delete an escalation type:

1. Click on the trash icon in the Delete column.

2. Click on the OK button in the confirmation dialog.
To export an escalation type:

1. Click on the export icon in the Export column.

2. Choose a location in your computer to save the Export_FEscalationTypeID_X.yml file.
To import an escalation type:

1. Click on the Browse--- button in the left sidebar.

2. Select a previously exported . ym1 file.

3. Click on the Import escalation type configuration button.

Escalation Type Settings

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

Name * The name of this resource. Any type of characters can be entered to this field including uppercase
letters and spaces. The name will be displayed in the overview table.
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Edit Escalation Type First Response

# Name: First Response

Allow resume from stop:

* Validity: | valid

Start Restart Suspend Resume Stop

Hint: Within this tab you can set up the conditions that need to be matched to Start the escalation. Please use the
checkbox in the first column of each block to enable the condition and set it up afterwards. Please keep in mind that
the different blocks and the conditions within the blocks are logically connected by "and’, while the sets of ticket
attributes are logically connected by 'or’.

General
Use this dynamic field as base time for this event:  tickelt creation time b
Ticket attributes © Add attribute set
ACTIVE | CONDITION| - v

A message from anfa  Agent v || isnotpresent v |

e The ticket attribute| StateType “ || did never equal ~ | one of these values:
closed removed merged pending auto pending reminder o

o The ticket attribute. StateType v || equals now v |one of these values:
new open o

Save or Save and Finish or Cancel

Fig. 7: Edit Escalation Type Screen
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Escalation Types

ESCALATION TYPE NAME COMMENT VALIDITY EXPORT DELETE
First Response valid
Solution Time valid
Update Time valid

Fig. 8: Delete Escalation Type Screen

Comment Add additional information to this resource. Itis recommended to always fill this field as a descrip-
tion of the resource with a full sentence for better clarity, because the comment will be also displayed
in the overview table.

Description Like comment, but longer text can be added here.

Allow resume from stop If this is checked, it allows this escalation to be resumed although it had already
been stopped at some point in the past (of course only if the related resume conditions match).

Note: This setting will only apply on escalations which have not yet reached the escalation time,
which means that you should not expect escalations which have already been stopped to resume after
enabling the checkbox.

If the resume conditions match on an escalation type which has Allow resume from stop enabled, the
escalation will be resumed with the time that was still left on this escalation when it was stopped (which
means was fulfilled).

Validity * Set the validity of this resource. Each resource can be used in OTRS only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

Condition types

This widget has five tabs for Start, Restart, Suspend, Resume and Stop events. The following options are
available for the tabs.

General

This setting is only available for the Start and Restart event of the escalation. This setting controls if the
ticket creation time or the time of the current action should be taken as base time for the start or the restart
of the escalation.

Example: If you set up current time as base time for the restart event, the full escalation time will be available
(e.g. 1 hour) if the restart condition matches. If you set up ticket creation time, the escalation will restart
based on the creation time of the ticket. This could be useful if you close a ticket as successful (which stops
your escalation) but it turns out that the problem has not been solved.

You are also able to set a date or a date-time dynamic field as base time. If you create a ticket with this
dynamic field filled and the escalation start then the value of the dynamic field will be used as base time.
If the configured dynamic field is not filled then the fallback for the base time is used (current time or ticket
creation time or no time value - escalation will only start if the dynamic field is filled).
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Ticket Attributes

Several attribute sets can be set up. Each of these sets can contain several attribute conditions. The sets
are logically connected by OR, which means that one of the sets has to be matched in order to trigger the
event. The conditions within a set are logically connected by AND, which means that all of the conditions
have to match in order to verify the whole set.

After adding a new set, you can add conditions to this set by using the Add attribute set button on the top
right of the widget. After enabling the added condition in the widget, you can choose what ticket attribute
you want to check.

Note: All configured conditions are used to evaluate values present on each action, which is defined as a
snapshot of the ticket values taken from the ticket history. The time window for this snapshot is defined by
the TicketHistorySplitTimeThreshold setting. All actions for a ticket are evaluated one by one each
time the escalation is recalculated.

Ticket created by a customer This condition type means that the ticket has to be created by customer
user (by sending an email, using the external interface or by an agent using the New Phone Ticket
screen).

Ticket Attributes In this drop-down menu you can choose from a list of match types:

equals now (Is) — One of the configured ticket attributes should match the particular attribute value
from the action which is currently being evaluated. The condition evaluates as true if there is at
least one match.

doesn’ t equal now (Is not) — None of the configured ticket attributes should match the particular
attribute value from the action which is currently being evaluated. The condition evaluates as true
if there is no match.

equaled (Was) — One of the configured ticket attributes should match the particular attribute value
from the action which is currently being evaluated. All actions from the history of the particular
ticket are being evaluated. The condition evaluates as true if there is at least one match in one of
the historical ticket attribute values.

did never equal (Was never) — None of the configured ticket attributes should match the particular
attribute value from the action which is currently being evaluated. All actions from the history of
the particular ticket are being evaluated. The condition evaluates as true if there is no match in
one of the historical ticket attribute values.

changed to (Changed to) — The configured ticket attribute changed to one of the given values. This
implies that the value was different before (= on the previous action).

equals previous (Was previously) — At least one of the configured ticket attributes should match the
particular attribute value on the previous action, which means going back exactly one step in the
ticket history. The condition evaluates as true if there is a match in one of the historical ticket
attribute values of the previous action.

doesn’ tequal previous (Was not previously) — None of the configured ticket attributes should
match the particular attribute value on the previous action, which means going back exactly one
step in the ticket history. The condition evaluates as true if there is no match in the historical ticket
attribute values of the previous action.

Message presence This condition type defines if a customer user or agent message must be/must not be
present.

Message delivery If enabled, this will define that the customer user or agent has to send a message to
match the condition.
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To remove a condition, uncheck the checkbox in the Active column, and click on the Save button.

Service Level Agreements

It is possible to assign escalation type bundles to an SLA. Therefore, a multiselect field has been added to
the Add Service Level Agreement screen.

Add SLA
* SLA:
( )
( )
( )
# Validity: | valid
Save or Cancel
Fig. 9: Add Service Level Agreement Screen
New Field

Escalation Bundles Here you can choose from a list of all available bundles which should be assigned
to this SLA. Assigning a bundle to a SLA will cause the escalation types, which are assigned to this
bundle, to be considered for a ticket which has this SLA set.

Note: The calendar setting in the SLA has no effect for the advanced escalations feature.
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4.1.2 Communication & Notifications

After installation of the package there will be some new events and smart tags available in ticket notifications.

Ticket Notifications

This package adds some new features to the ticket notification methods.

Notification Smart Tags

The notification smart tags only work in notifications related to the escalation. It does not work for
TicketCreate but it will work for Escalation: First Response (NotifyBefore). The following smart tags
with information about each escalation are available:

<OTRS_TICKET CustomEscalation_EscalationTime> If the escalation is running, then this tag will
return the escalation date-time when the escalation type will escalate (e.g. 20719-07-01 10:00:00).

<OTRS_TICKET_ CustomEscalation_NotifyTime> [f the escalation is running, then this tag will return
the escalation notify date-time of the escalation type (e.g. 2019-01-01 10:00:00).

<OTRS_TICKET_ CustomEscalation_EscalationTimeIn> If the escalation is running, then this tag
will return the difference the current time and escalation time in format 3h 30m.

<OTRS_TICKET_ CustomEscalation_TypeName> This tag will return the name of the escalation type
(e.g. solution time).

Configure Event Based Notifications

Use this steps to configure event based notifications for users of escalated tickets:

1. Make sure OTRS daemon is running.

shell> /opt/otrs/bin/otrs.Daemon.pl status

2. Gotothe system configuration and enable Daemon: : SchedulerCronTaskManager: : Task###TriggerEscalat
setting. It will allow the generic agent to run the module in charge to start the advanced escalations
events.

3. Goto the administrator interface and open the Ticket Notifications module to configure the notifications.

4. Configure the notification and change text by using the new notification smart tags provided by this
package and described above.

Escalation Events

The following escalation events are available:

Escalation: [EscalationName] (Start) (EscalationStart_[EscalationTypelD]) This event will be exe-
cuted if the escalation has been started.

Escalation: [EscalationName] (NotifyBefore) (EscalationNotifyBefore_[EscalationTypelD]) This
event will be executed if the time reached where the agent gets notified for the escalation.

This event will be only executed correctly if the escalation bundle configuration per escalation type is
correctly configured, TriggerEscalationStartEvent is enabled and the daemon is running.
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Escalation: [EscalationName] (Breached) (EscalationBreached_[EscalationTypelD]) This event will
be executed if the escalation time has been reached.

This event will be only executed correctly if the escalation bundle configuration per escalation type is
correctly configured, TriggerEscalationStartEvent is enabled and the daemon is running.

Escalation: [EscalationName] (Restart) (EscalationRestart_[EscalationTypelD]) This event will be ex-
ecuted if the escalation has been restarted.

Escalation: [EscalationName] (Suspend) (EscalationSuspend_[EscalationTypelD]) This event will be
executed if the escalation has been suspended.

Escalation: [EscalationName] (ResumeSuspend) (EscalationResumeSuspend_[EscalationTypelD])
This event will be executed if the escalation has been resumed from a suspend state.

Escalation: [EscalationName] (ResumeStop) (EscalationResumeStop_[EscalationTypelD]) This
event will be executed if the escalation has been resumed from a stop state.

Escalation: [EscalationName] (Stop) (EscalationStop_[EscalationTypelD]) This event will be executed
if the escalation has been stopped.

4.1.3 Administration
Two new tables are added to the database after installation of the package. The new tables can be used for
reporting via SQL box.

Additionally there are several new system configuration options available. You will find these new options in
the group OTRSAdvancedEscalations.

SQL Box

Escalation history is available for SQL reporting. The following chapters explain the structure of the database
tables.

escalation_history Table

All escalation events will create new entries in the escalation_history table, which is the basis to
calculate statistics about the completed escalation cycles.

To activate the additional reporting of the escalation events, you need to enable the following system con-
figuration option:

* Ticket::EventModulePost###EscalationHistory (group: OTRSAdvancedEscalations,
navigation: Core — Event — EscalationHistory).

Make sure OTRS daemon is running.

shell> /opt/otrs/bin/otrs.Daemon.pl status

This event module will track the following escalation events:
* EscalationStart
* EscalationStop
* EscalationSuspend

* EscalationRestart
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* EscalationResumeSuspend

* EscalationResumeStop
The escalation_history table has the following columns:
id This column contains the ID of the escalation history (auto increment).
event_trigger This column contains the event of the escalation (e.g. EscalationStart).
object_id This column contains object ID of the escalation (e.g. the ticket ID).
object_type This column contains object type of the escalation (e.g. Ticket).

object_history id This column contains the related ID of the t icket_history table to the escalation
event.

escalation_type_id This column contains the escalation type ID of the escalation.

escalation_reached This column contains whether the escalation time is already reached (possible
values: 0/1).

escalation_datetime This column contains the timestamp of the escalation date.
escalation_time This column contains the rest of time (seconds) until the ticket will escalate.

escalation_wt This column contains the rest of time (seconds) until the ticket will escalate (calculated
with working calendars).

notify_datetime This column contains the date-time timestamp of the notify start.
notify_time This column contains the seconds until the notify start.

escalation_remaining_time This column contains the rest of time until the ticket will escalate after a
suspend of an escalation type.

Note: This column is only filled on suspend state.

escalation_remaining_wt This column contains the rest of time until the ticket will escalate after a
suspend of an escalation type (calculated with working calendars).

Note: This column is only filled on suspend state.

notify_ remaining time This column contains the seconds until the notify start after a suspend of an
escalation type.

Note: This column is only filled on suspend state.

notify_ remaining wt This column contains the seconds until the notify start after a suspend of an
escalation type (calculated with working calendars).

Note: This column is only filled on suspend state.

running_total_time This column contains the total amount of seconds the timer was running based on
the Timer (Start |Restart | Suspend|Resume | Stop) events.

running_total_wt This column contains the total amount of seconds the timer was running based on the
Timer (Start|Restart|Suspend|Resume|Stop) events (calculated with working calendars).

30 Chapter 4. Advanced Escalations



OTRS Feature Add-ons Manual, Release 7.0

running_total_virtual_time This column contains the total amount of seconds the timer was running
based history entries.

running_total_virtual_wt This column contains the total amount of seconds the timer was running
based history entries (calculated with working calendars).

suspend_total_time This column contains the total amount of suspended seconds of the escalation
type based on the Timer (Start |Restart | Suspend|Resume | Stop) events.

suspend_total_wt This column contains the total amount of suspended seconds of the escalation type
based on the Timer (Start |Restart |Suspend|Resume | Stop) events (calculated with working
calendars).

running_last_time This column contains the seconds between a start or resuming event and a stop
or suspending event (e.g. EscalationStart {0 EscalationSuspend Or EscalationResume 10
EscalationStop).

running_last_wt This column contains the seconds between a start or resuming event and a stop or
suspending event (e.g. EscalationStart t0 EscalationSuspend Or EscalationResume 10O
EscalationStop) (calculated with working calendars).

running_last_virtual_time This column contains the seconds between a start or resuming
event and a stop or suspending event (e.g. EscalationStart 10 EscalationSuspend Or
EscalationResume {0 EscalationStop) based on the history entries of the ticket.

running_last_virtual_wt This column contains the seconds between a start or resuming event
and a stop or suspending event (e.g. EscalationStart 10 EscalationSuspend oOr
EscalationResume t0 EscalationStop) based on the history entries of the ticket (calculated with
working calendars).

suspend_last_time This column contains the amount of seconds the ticket escalation was suspended
last time based on the history entries of the ticket.

suspend_last_wt This column contains the amount of seconds the ticket escalation was suspended last
time based on the history entries of the ticket (calculated with working calendars).

create_time This column contains create time of the escalation history entry.
create_by This column contains ID of the user who triggered the history data set.
change_time This column contains date and time when the escalation history data set was changed.

change_by This column contains ID of the user who triggered the data set change.

escalation_history data Table

All escalation events will create new entries in the escalation_history table. For each escalation
event it is possible to save ticket and dynamic field data in a separate data table. Make sure that
TriggerEscalationStartEvents is enabled. The attributes which will be saved can be configured
in the following system configuration options:

* EscalationHistoryData###Ticket (group: OTRSAdvancedEscalations, navigation: Core —
EscalationHistoryData).

Example configuration: Queue — 1

* EscalationHistoryData###DynamicField (group: OTRSAdvancedEscalations, navigation:
Core — EscalationHistoryData).

Example configuration: DynamicField Test — 1
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To activate the additional reporting of the escalation events, you need to enable the following system con-
figuration option:

* Ticket::EventModulePost###EscalationHistory (group: OTRSAdvancedEscalations,
navigation: Core — Event — EscalationHistory).

Make sure OTRS daemon is running.

shell> /opt/otrs/bin/otrs.Daemon.pl status

The data of the ticket and dynamic fields will be saved in a separate table escalation_history_data
with the following columns:

id This column contains the ID of the escalation history (auto increment).
escalation_history_id This column contains ID of the related escalation_history entry.
field_key This column contains key of the related data (e.g. DynamicField_Test or Queue).

field value This column contains value of the related data (e.g. a dynamic field value or the values of
ticket attributes).

create_time This column contains create time of the escalation history data entry.
create_by This column contains ID of the user who triggered the escalation history data set.
change_time This column contains date and time when the escalation history data set was changed.

change_by This column contains ID of the user who triggered the data set change.

System Configuration

Visualization of Escalation Times in Ticket Overviews

In the ticket overviews and also on ticket dashboard widgets, information regarding the escalation data is
displayed in one column for each escalation type.

In addition to this, you have the possibility to specify which advanced escalations columns you want to use
in ticket overviews and ticket dashboard widgets.

In the system configuration options the possible advanced escalations columns are predefined, but
they are not active. If you want to use them, you have to change the value to 1 in setting
AgentDashboard###AdvancedEscalationsDefaultColumns.

Due to a technical reason there is only one system configuration option for the ticket dashboard widgets. So
you are not able to define the advanced escalations columns for each ticket dashboard widget.

Advanced escalations columns are shown like this: Escalation type (Column), e.g. First Response Time
(Escalation reached, yes/no). They are translatable.

For the user based settings the modal dialog for the configuration of views has been extended to offer a
selection of available escalation types.

The traffic light colors for the escalation states:
« Green: No escalation times are reached or exceeds the limit.

* Yellow/Orange: The warning time was reached or exceeds the limit, but no escalation time is reached
or exceed the limit yet.

« Red: Escalation time is reached or exceeds the limit.

» Brown: Escalation time is currently paused.
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Possible Advanced Escalations Columns

For each configured escalation type the following 22 advanced escalations columns are calculated and
available. It is not necessary to activate the columns like you have to do e.g. for the agent dashboard. You
will find a complete list with explanations below.

EscalationDatetime Timestamp of the escalation date.
EscalationReached Yes/no value whether escalation time is reached.
EscalationTime Seconds until the escalation type is breached.

EscalationWorkingTime Seconds until the escalation type is breached with working calendar (only if
calendar is defined).

EscalationRemainingTime Seconds until the escalation type is breached if suspended/stopped (only
set if given).

EscalationRemainingWorkingTime Seconds until the escalation type is breached if sus-
pended/stopped with working calendar (only if calendar is defined and if given).

NotifyDatetime Timestamp of notify start (only set if given).
NotifyTime Seconds until the notify start (only if given).
NotifyRemainingTime Seconds remaining until notify start if suspended/stopped (only set if given).

NotifyRemainingWorkingTime Seconds remaining until notify start if suspended/stopped with working
calendar (only if calendar is defined).

SuspendLastTime Total amount of seconds that the timer was suspended last time.

SuspendLastWorkingTime Total amount of seconds that the timer was suspended last time with working
calendars (only if calendar is defined).

SuspendTotalTime Total amount of seconds that the timer was suspended.

SuspendTotalWorkingTime Total amount of seconds that the timer was suspended with working calen-
dars (only if calendar is defined).

RunningTotalTime Total amount of seconds that the timer was running (excluding suspend times).

RunningTotalWorkingTime Total amount of seconds that the timer was running (excluding suspend
times) with working calendars.

RunningTotalVirtualTime Total amount of seconds that the timer was running with BaseTime as start
date (excluding suspend times).

RunningTotalVirtualWorkingTime Total amount of seconds that the timer was running with
BaseTime as start date (excluding suspend times) with working calendars (only if calendar is de-
fined).

RunningLastTime Total amount of seconds that the timer was running last time (excluding suspend
times).

RunningLastWorkingTime Total amount of seconds that the timer was running last time (excluding sus-
pend times) with working calendars.

RunningLastVirtualTime Total amount of seconds that the timer was running last time with BaseTime
as start date (excluding suspend times).

RunningLastVirtualWorkingTime Total amount of seconds that the timer was running last time with
BaseTime as start date (excluding suspend times) with working calendars (only if calendar is defined).
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4.1.4 Example Usage

This chapter describes how to add a first response time escalation.

Creating the Escalation Type

Go to the administration interface and choose Escalation Type. Click on the Create New Escalation Type
button.

Fill in the needed fields. After submitting the form, you will be redirected to the edit screen for the new
escalation type. You will see the Start tab for the new escalation type. Choose from the available conditions
which one you want to be needed in order to start the escalation. Switch to another tab to set up more
conditions.

In this example, we would enable the The ticket has been created by a customer setting and the An agent
message is not present. Use the drop-down menu in order to choose whether or not an agent message has
to be present.

Switch to the Stop tab in order to set up the escalation stop conditions. In this case, the escalation should
be stopped if an agent sends a message, so we enable the An agent sent a message setting.

Creating the Escalation Type Bundle

Go to the administration interface and choose Escalation Type Bundle. Click on the Create new escalation
type bundle button.

Fill in the needed fields. See the description on the previous pages in order to fill in Execution order correctly.
After submitting the form, you will be redirected to the edit screen for the new bundle. You will now be able
to add your previously created escalation type by choosing it from the Add escalation type drop-down menu.
After you have added the escalation type, you can set up its parameters. Set up a time span (like 7) and a
time unit (like Hour(s)). Save the screen.

Assigning the New Bundle to an SLA

In order to get the new escalation type to work, you need to assign it to an existing SLA. Go to the SLA
management screen for an existing SLA and select your bundle from the list of available bundles. Save the
screen.

Conclusion

The new escalation type in connection with the bundle and SLA assignment will cause new tickets which
are being created by customers to escalate after one hour if no agent has responded.

4.2 Agent Interface

For assigning an advanced escalation to a ticket, this one should contain a valid customer ID and valid
SLA, so the advanced escalation for the ticket will be assigned based on previous configuration. Advanced
escalations currently does not work for unknown customers.

Itis possible to show advanced escalations columns in ticket overviews, ticket dashboard widgets and statis-
tics. The advanced escalations data is calculated on-the-fly and could have a huge negative performance
impact on the whole system.
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Note: Escalation automatism is not supported. Use the generic agent or generic interface to trigger esca-
lation events.

4.2.1 Tickets

After installation of the package a new Escalation Information widget is displayed in Ticket Zoom screen.

Ticket Zoom

Display Escalations in Overviews

All advanced escalations that are associated to a ticket will be shown in Escalation Information widget in
Ticket Zoom screen.

The escalations are displayed with a colored background indicating the current escalation state for better
visibility.

« Green background: the escalation time has not been reached.

* Yellow background: the escalation notification time has been reached.

» Red background: the escalation time has been reached.

» Grey background: the escalation is suspended.

Debug escalation

It is not easy to understand how advanced escalations work. It cuts the ticket history entries into snapshots
to calculate the escalation. Each snapshot will contain the current state of the ticket with all related data of
the current time of the snapshot. A snapshot is normally about 5 seconds of the ticket history.

For more information about a single escalation and how it is calculated you can take a look at the ticket
history. If your system has a customer ID and a SLA with related escalation bundles and types then you will
be able to debug these, based on the ticket history of the current ticket.

History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION COMMENT zoom USER CREATETIME
NewTicket New Ticket [201502203549000024] created (Q=Misc;P=3 normal; S=open). = Admin OTRS 02/20/2015 09:59:33
ServiceUpdate Updated Service to Service 1 (ID=1). - Admin OTRS 02/20/2015 09:59:33
SLAUpdate Updated SLA to SLA 1 (ID=1). = Admin OTRS 02/20/2015 09:59:33
CustomerUpdate Updated: CustomeriD=customer-1;CustomerUser=customer-1; - Admin OTRS 02/20/2015 09:59:33
PhoneCallCustomer Customer called us. Admin OTRS 02/20/2015 09:59:33
EscalationStart Triggered "Start" for escalation "First Response (4)" with base time "2015-02-20 09:59:33" - Admin OTRS 02/20/2015 09:59:33

Fig. 10: Escalation Debug Mode — Select Escalation Type

After clicking on a escalation type you will get a detailed information about the parameters, attribute values
and conditions.
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History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION COMMENT zooMm USER CREATETIME DEBUG FIRST RESPONSE
START
NewTicket New Ticket [201502203549000024] created (Q=Misc;P=3 normal; S=open). - Admin OTRS 02/20/2015 09:59:33
FixedFilters:
FILTER
ServiceUpdate Updated Service to Service 1 (ID=1). - Admin OTRS 02/20/2015 09:59:33

AgentMessagePresent
AgenthMessageSent

SLAUpdate Updated SLAto SLA 1 (ID=1). = Admin OTRS ~ 02120/2015 09:59:23 CreatedByCustomer

CustomerhlessagePresent
CustomerMessageSent

CustomerUpdate Updated: CustomerlD=customer-1.CustomerUser=customer-1; - AdminOTRS 0212012015 0959.33
Attributes:
ATTR CURR PREV WAS
PhoneCallCustomer  Customer called us AdminOTRS 0212012015 0959.33
Priority 3 normal
Queue Misc
EscalationStart Triggered "Start”for escalation "First Response (4)" with base time "2015.02-20 09:50:33" - AdminOTRS 0212012015 0959:33 State open
StateType open
EscalationStart Triggered "Start" for escalation "Update Time (5)" with base time "2015-02-20 09:59:33". - AdMInOTRS 021202015 09:59:34 TicketType Unclassified
Attribute Sets:
SET ATTRIBUTES
EscalationStart Triggered "Start”for escalation "Solution Time (6)" with base time "2015-02-20 0:59:33" - AdminOTRS 0212012015 095934

1 AgenthessagePresent, Is_StateType, WasNever_StateType

Fig. 11: Escalation Debug Mode — Debug Snapshot of Escalation Type

Escalation State

The first block contains the state of the current escalation type. In the example it will calculate the start
condition of the escalation type and it was successfully (success = green, red = no change of the state).
Basically for each snapshot it is possible that the escalation will calculate multiple state if it do not match to
the first.

The order of the calculated states is based on the running, suspend or not running state of the escalation.
Here is a short technical overview:

my 3%EscalationStatesMachine = (
NotRunning => ['Start'],
Running => [ 'Suspend', 'Restart',6 'Stop' 1,

Suspended => [ 'Resume', 'Stop' 1],
) i

So if the escalation is not running then it will only try to move to the Start state of the escalation. If it is
suspended then only Resume or Stop are possible as next states.

Escalation Filters

The filter values are relating to the agent and customer message send or present attributes which are set in
the conditions. If a filter is green then the filter is matched and red if a filter is not matched.

* AgentMessagePresent: A message from an agent is present.
* AgentMessageSent: An agent sent a message.
* CustomerMessagePresent: A message from a customer is present.

* CustomerMessageSent: A customer sent a message.

Escalation Attributes

The block with the attributes of the snapshot will contain all attributes which will be used for checking the
condition of the escalation ticket attributes.
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There are 4 columns:
« ATTR: This column contains the ticket attribute.

* CURR: This column contains the current value of the snapshot. This value will be used for the calculation
of equals now, doesn’ t equals now and change to conditions.

» PREV: This column contains the value of the previous snapshot. This value will be used for the calcu-
lation of equals previous, doesn’ t equals previous and change to conditions.

» WAS: This column contains the value of all previous snapshot. This value will be used for the calculation
of did never equal and equaled conditions.

Escalation Attribute Sets

The block with the attribute sets displays if the attribute sets of the escalation type for the given escalation
state is matching for the current snapshot.

There are 2 columns:

» SET: This column contains the number of the attribute set in the escalation type. The number will be
displayed green if it matches or red if not.

* ATTRIBUTES: This column shows the matched conditions of an attribute set. At this point it will use
internal names for matching the attributes. Here are some examples:

— AgentMessagePresent: A message from an agent is present.

— AgentMessageSent: An agent sent a message.

CustomerMessagePresent: A message from a customer is present.

CustomerMessageSent: A customer sent a message.

For ticket attributes it will show the internal condition:

'Is' => 'equals now',

'IsNot' => 'doesn't equal now',
'Was' => 'equaled',

'WasNever' => 'did never equal',
'ChangedTo' => 'changed to',

'IsPrev' => 'equals previous',
'IsNotPrev' => 'doesn't equal previous',

— Is_StateType: Theticket attribute condition stateType of the attribute set of the current snap-
shot matched if green or matched not if red.

4.2.2 Reports

The escalation information can be displayed in reports and statistics using the new statistics object modules.
Statistics
Advanced Escalations Data in Statistics

By installing the advanced escalations package, you have the possibility to use the new statistics object
modules:
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TicketAccountedTimeEscalation A new matrix statistic which only contains tickets with accounted
time. It is a copy of the TicketAccountedTime statistic out of the OTRS framework, but you are
able to show advanced escalations data and to filter the data by ticket attributes as well as by advanced
escalations.

TicketEscalation A new matrix statistic which shows configured columns on X- and Y-axis. It is a copy
of the ticket matrix statistic out of the OTRS framework, but you are able to show advanced escalations
data and to filter the data by ticket attributes as well as by advanced escalations.

TicketListEscalation A new statistic which shows configured columns (advanced escalations data,
too) on X-axis. You can specify a column which is used in an order by clause on Y-axis. You are able
to filter the data by ticket attributes as well as by advanced escalations columns.

TicketSolutionResponseTimeEscalation A new matrix statistic which only contains closed tickets.
It is a copy of the default TicketSolutionResponseTimeEscalation statistic out of the OTRS
framework, but you able to select advanced escalations columns in the Elevation by field. As already
mentioned in the other new statistics, you can filter the data by advanced escalations columns.

Filtering

In general, there are the following types of advanced escalations columns:

Yes/no columns For this type of columns (e.g. EscalationReached), a drop-down field is displayed to
select the wanted values. This type is used on X- and Y-axis and as filter.

Datetime columns For this type of columns (e.g. EscalationDatetime), a complex field with the se-
lection of an absolute or a relative time range is shown. This type is used on X- and Y-axis and as
filter.

Note: Please note thatinthe TicketListEscalation statistic these columns are not available on
the Y-axis.

Time columns (seconds) For this type of columns (e.g. RunningTotalTime), a normal input field is
shown. You can use these columns only as filter as greater or equal and/or smaller or equal.

Entered values are treated as minutes. For example if you enter 30 it is converted to 30 x 60 = 1800
seconds automatically.

4.3 External Interface

This package has no external interface.
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Advanced Generic Agent

This feature add-on enables the OTRS administrators to define actions for certain tickets that are carried out
automatically in the agent interface. It is therefore possible to, for example, close tickets automatically using
predetermined attributes (pending, escalated, etc.) or send notifications to the owner of tickets escalating
soon.

The advanced generic agent now makes it possible to also assign a time value in the form of a time span
instead of a certain point in time, i.e. + 2 weeks or -3 months, to the dynamic field. Employees are therefore
able to specify resubmission periods or organize recurring communication processes with special customers
easily and at regular intervals.

Benefits
» Makes creating and executing automated ticket actions much easier.
+ Faster processing of projects and tasks with time limits.
» Prevents process errors and processes from being forgotten.
+ Saves work through automation.
Target Groups
* IT service management
« Customer service/support
+ Sales
* Universities
» Government
Available in Service Package
+ GOLD
Package Name in OTRS Package Manager
» OTRSAdvancedGenericAgent
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Note: Not compatible with the following feature add-on:

 Ticket Allocation

5.1 Administrator Interface

This package has no dedicated administrator interface, only extends the existing screens.

5.1.1 Generic Agent

This package extends the ticket actions of the Generic Agent module of the administrator interface. Dynamic
fields of type date or date and time will be extended with the functionality to set absolute, relative or no date
for the dynamic field.

To set relative dates:
1. Open the Generic Agent screen in administrator interface.
2. Expand the tab Update/Add Ticket Attributes.

3. Set relative dates for date or date and time dynamic fields.

olgnnrethiSfield.
+0 days

04w |/ 12v [ 2019~ Bl - 11v : 46 v

Fig. 1: Date Field in Generic Agent Screen

The values can be positive like +5 days or negative like -10 hours based on the current time.

5.2 Agent Interface

This package has no agent interface.

5.3 External Interface

This package has no external interface.
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Agent Email Interface

This feature add-on makes it possible for an agent to work with tickets via emails without having to use the
web agent interface of OTRS.

In order to work with this module an agent could just reply to any ticket notification email by including one or
many commands between two special command tags, like this:

<OTRS_CMD> send </OTRS_CMD>

or

<OTRS_CMD> send, nocc </OTRS_CMD>

Commands can be combined (comma separated) if it makes sense to combine them.
The following commands exist:

» send — Sends an email to the customer, including the cc and bcc recipients (send also locks the
ticket).

* nocc — If used together with send, the cc and bcc recipients will be excluded.
* lock — Locks the ticket.

* unlock — Unlocks the ticket.

» get — Gets the last customer article and sends it to the agent.

* note — Adds an internal note to the ticket.

» close — Closes the ticket (also unlocks the ticket).

Note: The package restricts the functionality of this feature to agents known to the system, but it does not
use advanced security mechanisms such as digital signatures and the like.

Benefits

+ Saves time because frequent logging in and out is not necessary.
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* Increase flexibility because you do not have to log in to the system.
Target Groups

« Canbe used in all areas where agents are not logged in permanently to the OTRS agent interface.
Available in Service Package

« GOLD
Package Name in OTRS Package Manager

+ OTRSAgentEmaillnterface

6.1 Administrator Interface

This package has no administrator interface.

6.1.1 System Configuration
The agent interface address should be set to the same as in setting Core — Email — NotificationSenderE-
mail.
To check if the addresses are the same:
1. Go to System Configuration screen.
Select OTRS in the Navigation widget.
Navigate to Core — Email in the navigation tree and search for setting NotificationSenderEmail.
Change the email address if needed, and remember it.
Select OTRSAgentEmaillnterface in the Navigation widget.

Navigate to Core — Email — PostMaster in the navigation tree.

N o o M~ 0D

Change the value of key AgentInterfaceAddress to the same as set in step 3.

6.2 Agent Interface

This package has no agent interface.

6.2.1 Usage

Reply any ticket notification and insert for example the following tag anywhere in the body of the mail:

<OTRS_CMD> close </OTRS_CMD>

Switch to the ticket from the ticket notification and compare the ticket state. The ticket should have the state
closed.

Note: The package restricts the functionality of this feature to agents known to the system, but it does not
use advanced security mechanisms such as digital signatures and the like.
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6.3 External Interface

This package has no external interface.
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Automated FAQ Ticket Creator

With the help of this feature add-on, it is possible to create time-controlled tickets via FAQ entries. This
can refer to the FAQ entry itself or to a specific task that is related to the FAQ topic. This is particularly
useful in situations, such as maintenance work, where routine activities take place at large intervals. The
automatically generated ticket becomes a To do for the employee. And, through the FAQ documentation,
everyone knows the steps of the task.

Example An employee creates a FAQ entry for a specific maintenance task. The feature add-on will now
automatically create an associated ticket after a specified period of time, reminding an employee to
either renew the FAQ or to perform the activity described in the FAQ entry. For new employees who
do not have experience, the FAQ makes it possible for them to perform the activity too, because the
steps are clearly described in the documentation.

Benefits
+ Keep FAQs up-to-date with reminders about necessary update.
* Less frequently opened resubmission tickets.
» Functionality can be used for one-time activities that include an end date.
» Even complex tasks can be done by new or untrained employees.
Target Groups
* IT service management
+ Facility management
+ Service providers
« Companies with recurring activities, such as maintenance work
» Companies with a large number of employees
Available in Service Package
« TITANIUM
Package Name in OTRS Package Manager

45



OTRS Feature Add-ons Manual, Release 7.0

« OTRSAutomatedFAQTicketCreator

7.1 Administrator Interface

This chapter describes the new features that are available in the administrator interface after installation of
the package.

7.1.1 Processes & Automation

After installation of the package some new dynamic fields are added to the system.

Dynamic Fields

After installation of the package some new dynamic fields are added to the system. The dynamic field
management screen is available in the Dynamic Fields module of the Processes & Automation group.

New Dynamic Fields

This packages provides new dynamic fields and an OTRS daemon cron job to create new tickets with con-
figured values based on FAQ items.

OTRSAutomatedFAQTicketCreatorStartTime This dynamic field defines the start time for the ticket
creation. This is a date/time field.

OTRSAutomatedFAQTicketCreatorEndTime This dynamic field defines the end time for the ticket cre-
ation. This is a date/time field.

OTRSAutomatedFAQTicketCreatorFrequency This dynamic field defines the frequency for the ticket
creation. Possible values are: Daily, Weekly, Monthly, Quarterly, Yearly.

To create a ticket for each month choose the frequency Monthly.

OTRSAutomatedFAQTicketCreatorRepeatTimes This dynamic field defines the repeat times for the
ticket creation. Possible values are: 1-20.

If you choose the frequency Monthly and a repeat time of 2 then the ticket will be created each second
month: January, March, May, July, etc.

OTRSAutomatedFAQTicketCreatorRepeatOnDays This dynamic field defines the repeat on days for
the ticket creation. Possible values are: Sunday, Monday, Tuesday, Wednesday, Thursday, Friday,
Saturday.

If you choose the frequency Daily, a repeat time of 2 and Monday to Friday as repeat on days then the
ticket will be created each second day in the range between Monday to Friday: Monday, Wednesday
Friday, Monday, etc.

OTRSAutomatedFAQTicketCreatorLastExecution This dynamic field defines the last execution time
for the ticket creation. This is a date/time field.

OTRSAutomatedFAQTicketCreatorSubject This dynamic field defines the article subject for the ticket
creation. Possible value is: [Article title], for example: This is the subject of the article.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:
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Dynamic Fields List
26-43 0f 43- Page: 12

MAME LABEL ORDER | TYPE OBJECT | VALIDITY | DELETE
. i Ticket create Date [ i
OTRSAutomatedFAQTicketCreatorStartTime i 26 , FAQ valid
start time Time N
. . Ticket create Date / i
OTRSAutomatedFAQTicketCreatorEndTime i m ) FAQ valid
end time Time .
. Ticket create )
OTRSAutomatedFAQTicketCreatorFrequency 28 Dropdown = FAQ valid o]
frequency
. , Ticket create .
OTRSAutomatedFAQTicketCreatorRepeatTimes ) 9 Dropdown  FAQ valid
repeat times -
Ticket create
OTRSAutomatedFAQTicketCreatorRepeatOnDays = repeaton 30 Multizelect  FAQ valid o]
days
Ticket create Date/
i i ate ,
OTRSAutomatedFAQTicketCreatorLastExecution last 3l Ti FAQ valid o]
ime
execution
. , Ticket create .
OTRSAutomatedFAQTicketCreatorSubject ) 32 Text FAQ valid
subject .
: . Ticket create .
OTRSAutomatedFAQTicketCreatorTitle it 33 Text FAQ valid ]
itle
Ticket create
OTRSAutomatedFAQTicketCreatorCustomerUser - customer 34 Dropdown = FAQ valid o]
user
. Ticket create )
OTRSAutomatedFAQTicketCreatorOwner 35 Dropdown  FAQ valid o]
owner
. , Ticket create .
OTRSAutomatedFAQTicketCreatorResponsible . 36 Dropdown = FAQ valid
responsible .
. o Ticket create .
OTRSAutomatedFAQTicketCreatorPriority fority ar Dropdown  FAQ valid o]
priori
. Ticket create )
OTRSAutomatedFAQTicketCreatorState - 38 Dropdown  FAQ valid o]
ate
: : Ticket create i
OTRSAutomatedFAQTicketCreatorService ) 39 Dropdown  FAQ valid o]
service
) Ticket create , .
OTRSAutomatedFAQTicketCreatorBody bod 40 Multiselect ~ FAQ valid D)
ody
. Ticket create i
OTRSAutomatedFAQTicketCreatorSLA —_ 41 Dropdown  FAQ valid ]
. Ticket create i
OTRSAutomatedFAQTicketCreatorType ) 42 Dropdown = FAQ valid
ticket type .
. Ticket create i
OTRSAutomatedFAQTicketCreatorQueue 43 Dropdown = FAQ valid o]
queue

Fig. 1: Dynamic Field Management Screen
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* OTRSAutomatedFAQTicketCreator: :DefaultValues###Subject

OTRSAutomatedFAQTicketCreatorTitle This dynamic field defines the ticket title for the ticket cre-
ation. Possible value is: [Ticket title], for example: This is the title of the ticket.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Title

OTRSAutomatedFAQTicketCreatorCustomerUser This dynamic field defines the ticket customer user
for the ticket creation. Possible values are: [Customer user login] — [Customer user full name], for
example: customer-1 — John Doe.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###CustomerUser

OTRSAutomatedFAQTicketCreatorOwner This dynamic field defines the ticket owner for the ticket cre-
ation. Possible values are: [Owner user login] — [Owner full name], for example: root@localhost —
Admin OTRS.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Owner

OTRSAutomatedFAQTicketCreatorResponsible This dynamic field defines the ticket responsible for
the ticket creation. Possible values are: [Responsible user login] — [Responsible full name], for ex-
ample: root@localhost — Admin OTRS.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Responsible

OTRSAutomatedFAQTicketCreatorPriority This dynamic field defines the priority for the ticket cre-
ation. Possible values are: [Priority Name] — [Priority Name], for example: very low — 1 very low.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Priority

OTRSAutomatedFAQTicketCreatorState This dynamic field defines the ticket state for the ticket cre-
ation. Possible values are: [State name] — [State name], for example: pending reminder — pending
reminder.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

e OTRSAutomatedFAQTicketCreator: :DefaultValues###State
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OTRSAutomatedFAQTicketCreatorService This dynamic field defines the ticket service for the ticket
creation. Possible values are: [Service name] — [Service name], for example: 1st Level Service —
1st Level Service.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Service

OTRSAutomatedFAQTicketCreatorBody This dynamic field defines the article body for the ticket cre-
ation. Possible values are: [FAQ field index] — [FAQ field caption], for example: 1 — Symptom.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Body

OTRSAutomatedFAQTicketCreatorSLA This dynamic field defines the ticket SLA for the ticket creation.
Possible values are: [SLA name] — [SLA name], for example: 1st Level SLA — 1st Level SLA.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

e OTRSAutomatedFAQTicketCreator: :DefaultValues###SLA

OTRSAutomatedFAQTicketCreatorType This dynamic field defines the ticket type for the ticket cre-
ation. Possible values are: [Ticket type name] — [Ticket type name], for example: Unclassified —
Unclassified.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Type

OTRSAutomatedFAQTicketCreatorQueue This dynamic field defines the queue for the ticket creation.
Possible values are: [Queue name] — [Queue name], for example: Raw — Raw.

See also:

To define a default value for this dynamic field, you can also set a value to the following system con-
figuration option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###Queue
To add new values:
1. Choose the dynamic field you would like to change the values for.
2. Add a new value in the Field Settings widget.

3. Click on the Save button to save the dynamic field.

System Configuration

Use the following system configuration option to copy dynamic field values of the FAQ to the ticket:

* OTRSAutomatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField
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To define a default value for this dynamic field, you can also set a value to the following system configuration
option:

* OTRSAutomatedFAQTicketCreator: :DefaultValues###DynamicField

Usage

The following use case example will show how to edit and add a customer user.
To edit field values of a dynamic field:

1. Go to the Dynamic Fields module of the administrator interface.

2. Choose the dynamic field you like to change the values for.

3. Add a new value in the Field Settings widget.

4. Click on the Save or Save and finish button to save the dynamic field.

For example copy the login name, first name and last name of the customer user to the field.
Dropdown Field Settings

* Key: johndoe *Value: John Doe =

Fig. 2: Edit Dynamic Field Value

To edit default field values of a dynamic field:
1. Go to System Configuration screen.
2. Select OTRSAutomatedFAQTicketCreator in the Navigation widget.
3. Navigate to Core — OTRSAutomatedFAQTicketCreator — DefaultValues in the navigation tree.

4. Addthe default value for customer user to setting OTRSAut omatedFAQTicketCreator: :DefaultValues###Cust

OTRSAutomatedFAQTicketCreator:DefaultValues###Customer User

Fig. 3: System Configuration — Default Value

To copy a field value of a FAQ dynamic field into the new ticket dynamic field:
1. Go to System Configuration screen.
2. Select OTRSAutomatedFAQTicketCreator in the Navigation widget.
3. Navigate to Core — OTRSAutomatedFAQTicketCreator in the navigation tree.
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4. Search for setting OTRSAut omatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField.

5. Set mapping for a dynamic field. You need to use the ticket field as key and the FAQ field as value.

OTRSAutomatedFAQTicketCreator:Core:DynamicFieldMapping###DynamicField

TicketDynamicField1 ["‘””'i;'__'l_i ' 'nl'l:"“': IIF I v x

the dynamic fields of

FAQDynamicFieldl

icket. Example:
TicketDynamicFieldl
FAQDynamicFieldl will copy the
FFAQDynamicField] to

Fig. 4: System Configuration — Copy Value

Note: Itis only possible to map dynamic fields of the same type.

To set default field values of a dynamic field for the ticket created dynamic fields:
1. Go to System Configuration screen.
2. Select OTRSAutomatedFAQTicketCreator in the Navigation widget.
3. Navigate to Core — OTRSAutomatedFAQTicketCreator — DefaultValues in the navigation tree.
4. Search for setting OTRSAutomatedFAQTicketCreator: :DefaultValues###DynamicField.
5. Set some default values, for example:
» Text: ExampleTicketDynamicFieldlText — hallo
* Multiselect: ExampleTicketDynamicFieldlMultiselect — Valuel;Value2;Value3
* Date: ExampleTicketDynamicFieldlDate — 2014-03-03
» Date/Time: ExampleTicketDynamicFieldlDateTime — 2074-03-03 10:00.00

» Checkbox: ExampleTicketDynamicFieldlCheckbox — 1

7.2 Agent Interface

This package has no dedicated agent interface, only the New FAQ item screen is updated with new dynamic
fields.

7.2.1 FAQ

After installation of the package some new dynamic field are added to the New screen of FAQ menu.
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OTRSAutomatedFAQTicketCreator:DefaultValues###DynamicField

TicketDynamicFielc - v L=
TicketDateDynamicFie b
TicketDateTimeDynamicField
TicketMultiselectDynamicFie T - i F
Fig. 5: System Configuration — Default Field Value
New

It is possible to define the ticket fields to be auto-populated and the ones that has to be filled manually.

By default only certain dynamic fields are shown in the FAQ creation and edit screens, those that controls the
frequency of the ticket creation but not ones that set values for the ticket, instead the ticket uses the default
values provided in the system configuration settings described in Dynamic Fields chapter of the administrator
interface.

See also:
To show the dynamic fields that set ticket values:
1. Go to System Configuration screen.

2. Search for settings FAQ: :Frontend: :AgentFAQAdd###DynamicField and/or
FAQ: :Frontend: :AgentFAQEdit###DynamicField.

3. Update their values from 0 to 7 as any other dynamic field.

Use Case Example

The following example assumes that all FAQ dynamic fields that set ticket values are activated for the FAQ
add screen and the configuration of each dynamic field is set with valid values for the system.

To create a FAQ item which will be triggered for the ticket creation:
1. Create a new FAQ item.

Set 2019-04-15 10:00:00 for Ticket create start time.

Set 2020-04-15 10:00:00 for Ticket create end time.

Set Daily for Ticket create frequency.

Set 01 for Ticket create repeat times.

o g M 0D

Select Monday and Friday for Ticket create repeat on days.

52 Chapter 7. Automated FAQ Ticket Creator



OTRS Feature Add-ons Manual, Release 7.0

7. Fill the following fields to define the values for the ticket which will be created:
+ Ticket create customer user
+ Ticket create owner
+ Ticket create responsible
+ Ticket create ticket type
« Ticket create queue
« Ticket create priority
+ Ticket create service
+ Ticket create SLA

 Ticket create state

Add FAQ Article

# Title:  Mew FAQ Article

* Category: = Misc
internal (agent)
valid

en

04v J 15v j 2019~ B - 10v : 00V
0av | 15v | 2020~ B 10v | 00 v
Daily

01

Friday || Monday

Fig. 6: Create New FAQ Article

Now every Monday and Friday in the range of 2019-2020 years the OTRS daemon cron job will create a
ticket for this FAQ item.

7.3 External Interface

This package has no external interface.
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CHAPTER 8

Automatic Start of Processes

Recurring tasks can be digitized particularly well. Creating process tickets on a schedule relieves your
agents, and even your customers, of the obligation to think about the tasks. Once set up, steps can be
automated and begun without manual intervention. Documentation of task fulfilment develops naturally as
the ticket moves through the process.

Benefits
+ Automated processes save time.
+ Tasks are completed efficiently.
» Performance is consistent and errors are reduced.
» The right tasks are completed at the right times.
Target Groups
» Complaint management
» Customer service
+ Facility management
+ Finance and accounting
* IT service
+ Security management
+ Service providers
Available in Service Package
« GOLD
Package Name in OTRS Package Manager
+ OTRSAutomaticStartOfProcesses
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8.1 Administrator Interface

This package implements a scheduled automatic creation of process tickets.

8.1.1 Processes & Automation

After installation of the package a new Start Event element is added to process management.

Process Management

After installation of the package a new Start Event element will be available in the accordion widget of the
process management. Processes can now contain a normal start point and a scheduled start point. The
schedule of the start event can be configured via an interface.

Create Start Events

To be able to create a start event for the process management, create a process or modify an existing one.

Click on the Start Events item in the Available Process Elements widget in the left sidebar. This action will
expand the Start Events options and will collapse all others doing an accordion like effect. Click on the
Create New Start Event button.

Available Process Elements

w Start BEvents

Fitter Start Events...

Automatic start

I'-l,‘ I

(4| Create New Start Event

Fig. 1: Start Events

In the opened popup screen fill in the Start Event Name as well as set the schedule times.
Start event name A name of the scheduled based start point.

Schedule settings Cron settings of the scheduled start point.
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Create new start event

Cancel & close

w Start event

# Start event name:

* Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

Fig. 2: Create New Start Event Screen

To edit an already defined start event, just click on its name in the Available Process Elements widget.

Edit start event "Automatic start"

Cancel & close

w Start event

# Startevent name: | Automatic start

w Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

[11] 00 sun Mon  and 5more...

Fig. 3: Edit Start Event Screen

Add Start Event to Canvas

To add a configured start event to the process canvas screen a free activity (not connected to other activities)
is necessary. The scheduled based start event can not be connected directly to the normal start point of the
process. In addition, the timer start event is not moveable. It is absolutely required to connect the scheduled
based start event to a free activity. This first scheduled based activity can then be connected with a normal
activity.

The initial activity of the timer start event can be any type of activity. In case of a user task activity, the
process ticket is created and the process stays in this activity.

Note: Any change that is made on the process will require to re-deploy the process in order to get the
change reflected in the system.

8.2 Agent Interface

This package has no agent interface.
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

Recordingthe [ ApprovedbySuperior —H Process complete
Application

RequestSubmitted

LY

& &

FleRequest L= ApprovedbySuperior _H Aprroval of manager

Automatic
start

Fig. 4: Start Event on Canvas

8.3 External Interface

This package has no external interface.
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CHAPTER 9

Brute Force Attack Protection

Access to your customers’ data must be protected at all times, and new defense mechanisms are being
created all the time to help with this. A drastic and effective method is to simply block access once too many
incorrect logins have been tried. This method can be incorporated into OTRS. Whether over the Internet or
via VPN, your customers’ access to the Self Service Center is now even better protected.

Benefits
* Increases the security of OTRS.
+ Protects from misuse of your customer accounts.
Target Groups
+ Customer service
+ E-commerce
» Government
* IT service
+ Service providers
Available in Service Package
« SILVER
Package Name in OTRS Package Manager
+ OTRSBruteForceAttackProtection

9.1 Administrator Interface

This chapter describes the new features that are available in the administrator interface after installation of
the package.
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9.1.1 Users, Groups & Roles

After installation of the package a new module Customer Users (Locked) will be available in the Users,
Groups & Roles group.

Customer Users (Locked)

Use this screen to review and reset the customer user logins. The locked customer user login management
screen is available in the Customer Users (Locked) module of the Users, Groups & Roles group.

« Manage Locked Customer User Logins
MNotice Locked Customer User Logins

CUSTOMERUSER

Tony Stark (ironman)

Reset logins
Filter for Customer Users

Just start typing to filter...

Fig. 1: Locked Customer User Logins Management Screen

Manage Locked Customer User Logins

To reset a customer user login:
1. Select a customer user from the list.
2. Click on the Reset logins button.

Select the checkbox in the header of the table to reset all customer user logins.

Note: If several customer users are locked, use the filter box to find a particular customer user by just typing
the name to filter.

9.1.2 Administration

After installation of the package a new system configuration option will be available to restrict the passwords
in the external interface.

System Configuration

The customer user passwords can be restricted in the external interface to avoid using of weak passwords.
To activate these features:

1. Go to System Configuration screen.

2. Select OTRSBruteForceAttackProtection in the Navigation widget.

3. Navigate to Frontend — External — View — Preferences in the navigation tree.
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4. Modify the settings.
5. Deploy the modified settings.

CustomerPersonalPreferencet##Password

Module Kernel:WebaApp:Util:UserPreferenceTy

P ordMaxLoginFaile
PasswordMin2Ch el

P ordMinZLower2UpperCh €
PasswordMinSize
PasswordMeedDigit

B ordRegE

Fig. 2: CustomerPersonalPreference###Password Setting

PasswordMaxLoginFailed Allows to lock a customer user to forbid the login if maximum failed logins
reached. Setting this option to 0 disables the feature, setting the option to 3 means that only three
login attempts possible.

The OTRS log file contains an error message related to the locked customer user account and the
forbidden login. This error message can be used by third-party tools like fail2ban.

[Mon Oct 15 15:57:03.,

—2018] [Error] [Kernel: :System: :CustomerAuth: :Auth] [259] CustomerUser:
Login for 'customer-1' is forbidden due to too many failed logins!,
— (REMOTE_ADDR: 127.0.0.1)

PasswordMin2Characters Defines if the password needs to contain at least 2 letter characters by setting
the option to 7.

PasswordMin2Lower2UpperCharacters Defines if at least 2 lowercase and 2 uppercase letter charac-
ters are needed by setting the option to 7.

PasswordMinSize Defines the minimum number of characters in passwords.
PasswordNeedDigit Defines if the password needs to contain at least 1 digit by setting the option to 7.

PasswordRegExp Allows to match passwords against a regular expression.
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9.2 Agent Interface

This package has no agent interface.

9.3 External Interface

The login in the external interface counts the failed login attempts. If the configurable count of failed login
attempts is reached, the customer user account is locked using the customer preferences within the OTRS
database.

The login is not possible and the customer user will see the message: Login failed! Your user name or
password entered incorrectly.

This mechanism works for customer users which are stored in the OTRS database itself or in a tethered
LDAP server.
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cHAaPTER 10

Calendar Resource Planning

This feature add-on gives you an operations overview of the entire team. And that” s not all. Dynamic fields,
reporting functions and notifications can make your work simpler by allowing you to have individualized
calendar views, resource planning per person or team, and selected import options into the calendar.

Additionally, customer and ticket data can be synchronized from a linked ticket into an appointment. This
data can then be made available to the agent in the field as an offline local calendar. By linking the calendar
entries with tickets, you always have complete details about your appointments on hand.

With pre-defined authorization groups, you can even create shared calendars for select teams. Now, impor-
tant information, such as meetings or deadlines, are available for all relevant agents.

Visualize which agent has which tasks to perform and how much time is estimated for completing these.
Meetings, appointments and simple project planning can now be displayed centrally in OTRS for the entire
department.

Benefits

+ Cross-departmental overview of all teams and resources.

+ Calendar, resource planning and project planning in one tool.

» Reporting functions and notifications.

« Customer and ticket data also available offline for field service use.

Target Groups

Customer service
Facility management
Human resources

IT

IT service management
Logistics

Marketing and public relations
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« Project management
+ Sales
Available in Service Package
 SILVER
Package Name in OTRS Package Manager
+ OTRSCalendarResourcePlanning

10.1 Administrator Interface

This package extends the Calendar Management screen with a new section to set default values and add
dynamic fields to appointments. New management screens for teams and team agents are also available
from the Manage Teams and Manage Team Agents menu item of the Calendar menu in the agent interface.
It is also possible to send out ICS files in appointment notifications.

10.1.1 Administration

This package extends the Calendar Management screen with a new section to set default values and add
dynamic fields to appointments.

Calendars

Use this screen to add default values to appointments. The calendar management screen is available in the
Calendars module of the Administration group in the administrator interface or from the Manage Calendars
menu item of the Calendar menu in the agent interface.

This package extends the Calendar Management screen with a new section to set default title, description
and location for appointments.

To set default values for appointments:
1. Click on the Add Calendar button in the left sidebar or click on a calendar in the list of calendars.
2. Fill in the required fields.
3. Add default values in the Manage Settings widget.

Manage Settings

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

Dynamic Fields

Note: This section is visible only, if Dynamic Fields for appointments are added to the system.

Each appointment dynamic fields are listed in this section.

Define for each appointment dynamic field to Hide, Show or Show as mandatory.
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w Manage Settings
Dynamic Fields

Equipments: | Hide
Advanced Settings

Title (default):

Define the default title for appointments using this calendar.
Please note that the defined text is only used during appointment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Description (default):

#

Define the default description for appeintments using this calendar.
Please note that the defined text is only used during appeintment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Location (default):

Define the default location for appointments using this calendar.
Please note that the defined text is only used during appointment creation (no update
functionality), therefore not all OTRS smart tags are usable.

Additional description:

i

Define the additional text which is shown on each appointment in ‘Timeline Custom' view
to display more information in the overview screens.

It is possible to use OTRS smart tags related to the appointment, e.g.
<QTRS_APPOINTMENT _X=, <0OTRS_APPOINTMENT_DYMAMICFIELD_X=>.

You can even access data of linked tickets using <OTRS_APPOINTMEMNT _TICKET _X= (if
more than one ticket is linked, you can use <OTRS_APPOINTMENT_TICKET_1_X=; sorted
by ticket ID).

Fig. 1: Manage Settings Widget
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Advanced Settings

Title (default) Define the default title for appointments using this calendar.
Description (default) Define the default description for appointments using this calendar.
Location (default) Define the default location for appointments using this calendar.

Additional description Define the additional text which is shown on each appointment in Timeline Cus-
fom view to display more information in the overview screens. It is possible to show attributes of the
appointments, as well as stored dynamic fields. Even the access to linked ticket data is possible.

It is possible to use OTRS smart tags related to the appointment, e.g. <OTRS_APPOINTMENT_X>,
<OTRS_APPOINTMENT_DYNAMICFIELD_X>. You can even access data of linked tickets us-
ing <OTRS_APPOINTMENT_TICKET X>. If more than one ticket is linked, you can use
<OTRS_APPOINTMENT_TICKET_1_X>. Tickets are sorted by ticket ID.

Note: The appointment is not created at this time and not all values are there (e.g. no dynamic field
values can be used). The defined texts are only used during appointment creation (no update functionality),
therefore not all OTRS smart tags are usable.

The default values are populated whenever the calendar is chosen and the title, description or location is
empty.

Behind the input fields for title, description and location, there is a refresh button if default values are spec-
ified. This refresh button could be used to re-apply the stored default values if for example dynamic fields
are entered in the screen.

Warning: The already entered data will be overwritten using the refresh buttons.

10.1.2 Communication & Notifications

This feature adds the possibility to send out ICS files in appointment notifications.

Appointment Notifications

Use this screen to filter appointments and send ICS files in appointment notifications, that can be opened
with any regular calendar application. The appointment notification management screen is available in the
Appointment Notifications module of the Communication & Notifications group.

Appointment Filter

Use this section in new or existing appointment notification to filter appointments.

Itis possible to filter based on calendar, title, location, team or resource, as well as dynamic fields (if dynamic
field for appointments is created in Dynamic Fields screen).

Send ICS Files in Notifications

It is possible to include an ICS file to the appointment notification sent to users.

66 Chapter 10. Calendar Resource Planning



OTRS Feature Add-ons Manual, Release 7.0

* Appointment Filter

Dynamic Fields

Fig. 2: Appointment Filter Section

To activate the sending of ICS files:
1. Create a new appointment notification or select an existing appointment notification.

2. Inthe Events widget select AppointmentCreate, AppointmentUpdate Of AppointmentDelete
as event.

3. In the Notification Methods widget select Send ICS file.

You can even configure to use the additional shown information out of the Timeline Custom
view (configurable per calendar) in the ICS file generation as well.  Just activate the setting
AppointmentCalendar::ICSFiles: :UseAppointmentDescription to combine the regular de-
scription with the configured text.

10.1.3 Processes & Automation

This package adds support for dynamic fields to appointments.

Note: The usage of Dynamic Field Database feature is not supported.

Dynamic Fields

Use this screen to manage dynamic fields for appointments. Dynamic fields for appointments have to be
configured in the same way as dynamic fields for other object. Once you have set up the dynamic fields,
you have to activate the dynamic fields for calendars.

To activate dynamic fields for calendars:

—_

. Go to the Calendars screen.

2. Select a calendar or create a new one.

3. Find the Dynamic Fields section in the Manage Settings widget.
4

. Define for each appointment dynamic field to Hide, Show or Show as mandatory.
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Dynamic fields are available in the linked appointments widget in the Ticket Zoom screen as well.

10.2 Agent Interface

This feature add-on enhances the original calendar implementation by introducing resource allocation for
appointments. Furthermore, resources can be assigned to separate teams, which in turn can be used to
filter resource overview and availability. The appointments now can be used in dynamic list statistics.

Note: The agent have to be the member of admin group to access Manage Calendars, Manage Teams
and Manage Team Agents screens.

10.2.1 Calendar

After installation of the package, some new menu items will be available in the Calendar menu.

Resource Overview

While it is possible to assign resources to an appointment in any calendar overview, this screen is designed
exclusively for allocating resources to appointments. The resource overview screen is available in the Re-
source Overview menu item of the Calendar menu.

This screen looks very much like a regular calendar overview. It has a filter for teams on top and a list
of agents for that team (available only in time-line views). By choosing a team from the top filter, you will
be presented with all appointments assigned to it. A new button Timeline Custom is also added as a new
customizable view.

Management screens for the Resource Overview screen:
+ Click on the Manage Calendars button to set up some calendars.
* Click on the Manage Teams button to create teams.
« Click on the Manage Team Agents button to assign agents to teams.

» Click on the Add Appointment button to create appointment in the configured calendars.

Note: The buttons are available only, if calendars, teams and team agent are configured properly.

Once you have both teams and their agents set up, you can proceed to a calendar overview and start
assigning appointments to teams and agents. Simply add or edit an appointment, and choose both team
and agent from the lists under resource. You can do this via any calendar overview, as appointment edit
dialog is the same for all of them.

By simply dragging an appointment to a row line with an agent’ s name in time-line view, it is possible
to assign an appointment to this resource. If an appointment does not have an agent assigned to it, it will
appear in the Unassigned row of the screen. An appointment with multiple assigned agents will be displayed
in each row of assigned agents. Dragging one instance of this appointment will move all them in the same
fashion.

By editing settings of the resource overview via gear icon in top right corner, you can choose which team
agents are displayed within the overview and you can customize the Timeline Custom view.
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Resource Overview

Actions
(] Manage Calendars
= Manage Teams
F- Manage Team Agents
[+] Add Appointment
Calendars

Just start typing to filter...

NAME
B3 Company Events
Meetings

Calendar

Team: My Team

Month = Week Day
RESOURCES

NAME

John Doe

Unassigned

URL

Timeline Month | Timeline Week | Timeline Day | Timeline Custom

25 Nov - 1 Dec 2019

w0z o4

06

08

MM, 25 NOV
W 12 14 1 1B N B
Test appointment

Fig. 3: Resource Overview Screen

Jump

00

02

Today

TUE, 26 NOV

04

06

08

0
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There is an other icon in the top right corner labeled with double arrow. Clicking on this icon makes the
current view full screen and hides the left sidebar. If you click on the full screen icon again, the view is
restored and the left sidebar will be visible. The full width mode is stored in the user preferences, so the full
screen mode is remembered even after reloading the overview screens.

The Timeline Custom view with the extended settings dialog and the full screen mode is available also in
the Calendar Overview screen.

In all other aspects, resource overview screen behaves in the same way as a regular calendar overview.

Timeline Custom Settings

Some of these settings have been applied also to the regular calendar overview.
Settings

AVAILABLE RESOURCES VISIBLE RESOURCES (ORDER BY DRAG & DROP
L John Doe

Filter available resources...
No
u

Yes

2Weeks

T u v T L

00:00

Th u T tart tin T
Th u v T uston

24:00
Th u 1 T 1 tirr T
Th u v T uston

2Hours
T' letault =~ 2 hou T 1 shown T 1 Ly jurat TTW 10U
T ting u v T uston

100 Pixel
The default "100 F T that 1 shown tirr
Tl tting w used w T “ustor

Save

Fig. 4: Calendar Settings Dialog
The following settings are available when adding or editing this resource. The fields marked with an asterisk
are mandatory.

Shown resources This setting is user and team specific, and if you have defined an agent filter in this way,
a trash icon will be displayed on top of the list of agents so you can remove it easily.

Resource information Show additional resource information next to the agent name in the Resource
Overview screen. You can use OTRS smart tags related to agents, e.g. <OTRS_AGENT_X>. You
can even access agent preferences.

See also:
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The additional resource information can be added in setting AppointmentCalendar: : CustomTimeline
in the system configuration.

Show weekends Select whether the weekends should be displayed or not.
Shown weeks Select how many weeks should be displayed in the Timeline Custom view.

Start time Select the start time for the Timeline Custom view. The default 00:00 means the start time will
be at the very beginning of the day (midnight).

End time Select the end time for the Timeline Custom view. The default 24:00 means the end time will be
at the very end of the day (midnight).

Slot duration Select the time slot duration for the Timeline Custom view. The default 2 Hours means that
each shown time slot has the duration of two hours (e.g. 12 slots are shown for a day 00:00 - 24:00).

Slot width Select the time slot width for the Timeline Custom view. The default 100 Pixel means that each
shown time slot has a width of 100 pixel.

In Timeline Custom view, it is possible to show more information on each shown appointment. For this, you
have to configure the setting Additional Description in the Calendars screen.

Add Appointment

You can assign multiple teams and agents to a single appointment, but you must always choose a team first.
Resulting list of agents is an aggregate of all selected teams, without any duplicates. Choosing an agent
from the list is also optional, so you can leave an appointment assigned only to a team.

Calendar Subscriptions

It is possible to use a filter in calendar subscription feature.
To use the calendar subscription feature:
1. Open the Calendar Overview or the Resource Overview screens.
Click on the gear icon next to a calendar in the Calendars widget in left sidebar.

Select the teams and resources you want to filter for.

A 0D

Click on the Copy button. Now the URL is copied to the clipboard.
5. Go to your calendar application and paste the URL.

The dialog is kept open after clicking on Copy button, to be able to change the selected teams and resources.

Manage Calendars

Note: You have to be the member of admin group to access this screen.

This menu item opens the Calendars management screen of the administrator interface.
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Appointment

Basic information

* Title:

* Calendar:

Resource
My Team

John Doe

Date[Time
07~ f 17~/ 2019~ E1- 08v ;| 00wV

End d 07 » §J 17 v || 2019 w Bl . 09w ; 00w
# Save | Cancel

Fig. 5: Add Appointment Dialog
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Settings for subscription of calendar Company Events

fou can specify teamns which will be used to filter out appointments

‘ou can specify resources which will be used to filter out appointments

Copy

Fig. 6: Calendar Subscription Settings Dialog

Manage Teams

Note: You have to be the member of admin group to access this screen.

Use this screen to manage teams. The team management screen is available in the Manage Teams menu
item of the Calendar menu. Additionally, it is also accessible from the Resource Overview and Manage
Team Agents screens.

Manage Teams

To create a new team:
1. Click on the Add Team button in the left sidebar.
2. Fill in the required fields.
3. Click on the Save button.

Warning: Teams can not be deleted from the system. They can only be deactivated by setting the
Validity option to invalid or invalid-temporarily.

To edit a team:

1. Click on a team in the list of teams.

2. Modify the fields.

3. Click on the Save or Save and finish button.
To manage team agents:

1. Click on the Manage Team Agents button.
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Manage Teams
Actions List
[+] Add Team NAME GROUP COMMENT VALIDITY CHANGED CREATED EXPORT
My dmi Custom team for lid 07/15/2019 14:23 07/15/2019 14:23
admin vali
& peneecicenns Team calendars. (Europe/Budapest) (Europe/Budapest)
Team Import

Browse... Mo File selected.

Overwrite existing entities

et Import team

Filter

Just start typing to filter...

Fig. 7: Manage Teams Screen

Add Team

Team

* Name:
» Permission group: = admin
# Validity: | walid
Save or Cancel
Fig. 8: Add Team Screen

Edit Team

Team

% Name: My Team
& Permission group: | users
Custom team for calendars.

* Validity: | valid

Save or Save and Finish or Cancel

Fig. 9: Edit Team Screen
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2. Assign agents to teams and vice versa in the Manage Team Agents screen.
To export a team:
1. Click on the export icon in the last column of the overview table.

2. Choose a location in your computer to save the Export_Team_Team_name.yml file.

List
NAME GROUP COMMENT VALIDITY CHAMGED CREATED EXPORT
My . Custom team for . 07/15/2019 14:23 07/15/2019 14:23
admin valid
Team calendars. (Europe/Budapest) (Europe/Budapest)

Fig. 10: Export Team Screen

To import a team:
1. Click on the Browse- - button of the Team Import widget in the left sidebar.
2. Select a previously exported . ym1 file.
3. Click on the Overwrite existing entities checkbox, if you would like to overwrite the existing teams.

4. Click on the Import team button.

Team Import

Browse... Mo file selected.

Overwrite existing entities

o Import team

Fig. 11: Team Import Widget

Note: If several teams are added to the system, use the filter box to find a particular team by just typing the
name to filter.
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Team Settings

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

Name * The name of this resource. Any type of characters can be entered to this field including uppercase
letters and spaces. The name will be displayed in the overview table.

Permission group * Agent groups that can manage the team. Full access to this group is required for
anyone to be able to manage the team and its agents, as well as assign them as resources to appoint-
ments.

Comment Add additional information to this resource. Itis recommended to always fill this field as a descrip-
tion of the resource with a full sentence for better clarity, because the comment will be also displayed
in the overview table.

Validity * Set the validity of this resource. Each resource can be used in OTRS only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

Manage Team Agents

Note: You have to be the member of admin group to access this screen.

Once you have set up a team in Manage Teams screen, you must define which agents belong to which
teams. To use this function, at least one agent and one team need to have been added to the system. The
management screen is available in the Manage Team Agents menu item of the Calendar menu. Additionally,
it is also accessible from the Resource Overview and Manage Teams screens.

Manage Team Agents
Actions Overview

= Manage Teams AGENTS TEAMS
bu (John Dog) My Team

root@localhost (Admin OTRS)
Filter for agents

Just start typing to filter...

Filter for teams

Just start typing to filter.

Fig. 12: Manage Team Agents Screen

Manage Agents Teams Relations

To assign some teams to an agent:
1. Click on an agent in the Agents column.
2. Select the teams you would like to assign the agent to.
3. Click on the Save or Save and finish button.

To assign some agents to a team:
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Change Team Relations for Agent Doe John (bu)

TEAM :&CTI‘JE

My Team

Save or Save and Finish or Cancel

Fig. 13: Change Team Relations for Agent

1. Click on a team in the Teams column.
2. Select the agents you would like to assign to the team.

3. Click on the Save or Save and finish button.

Change Agent Relations for Team My Team

AGENT ACTIVE
Doe John (bu)

OTRS Admin (root@localhost)

Save or Save and finish or Cancel

Fig. 14: Change Agent Relations for Team

Note: If several agents or teams are added to the system, use the filter box to find a particular agent or
team by just typing the name to filter.

Multiple agents or teams can be assigned in both screens at the same time. Additionally clicking on an
agent or clicking on a team in the relations screen will open the Edit Agent screen or the Edit Team screen
accordingly.

Warning: Accessing an agent or a team provides no back link to the relations screen.

10.2.2 Reports

After installation of the package a new object type AppointmentList will be available to create dynamic
list statistics.

Statistics

After installation of the package you can set up new statistics using the AppointmentList statistic back
end to create statistics about the stored appointments in your OTRS system. It is a regular statistic (e.g. like
the TicketList statistic), which means you can configure the X-axis and Y-axis to your needs. A lot of the
appointment attributes are even available as restrictions.

Some of the selectable attributes are calculated on-the-fly:
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* Age
» Days
» Hours

The filter Period could be used to combine start and end time of an appointment with the OR operator instead
of AND operator. For example the filter Start Time with a relative time period for the current one month will
not show appointments starting one month before but ends in the current month. To see such appointments,
you have to use the Period filter. Appointments which are overlapping are split.

For each linked ticket one row is added to the statistic output. For example an appointment is linked with
two tickets, the appointment is shown twice.

Note: Please be careful if you are using teams and resources to filter the appointments. Unfortunately it is
not possible to filter for teams and resources on database level, meaning the time which is needed to create
a statistic could be higher than usual.

10.3 External Interface

This package has no external interface.
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Categories for Text Modules

The standard OTRS help desk allows your service agents to quickly respond to normal or recurring service
requests by leveraging pre-defined text modules to answer the tickets. These text modules are displayed
in a single unsorted list, which may cause difficulty when there are a large number of pre-defined text mod-
ules. The feature add-on allows you to group certain text modules by category and browse through these

categories by expanding or minimizing with a single click in Windows Explorer.

For example, a typical recurring question is the request to send out a user guide for one of your specific
products. Today, you would probably browse down the long list of your pre-defined text modules and, once
you finally have identified the right one with the user guide attached, you would send it out.

With this feature add-on, you consolidate all text modules related to your products’ user guides in a separate
category like User Guides. You can find it quickly, saving a lot of time trying to retrieve this information. This

reduces your response time.

Benefits

+ By building template categories recurrent requests can be answered even faster.

+ Facilitates job training of new agents.
Target Groups

* IT service management

« Call centers

+ Service providers

» Any company working with SLAs
Available in Service Package

+ GOLD
Package Name in OTRS Package Manager

» OTRSCategoriesForTextModules

Note: Not compatible with the following feature add-ons:
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Advanced Editor
e Custom Contact Fields
Hide/Show Dynamic Fields

Ticket Forms

11.1 Administrator Interface

After installation of the package two new modules will be available in the Ticket Settings group of the admin-
istrator interface.

11.1.1 Ticket Settings

After installation of the package two new modules will be available in the administrator interface and the
template management screen is extended with new fields.

Categories

Use this screen to add categories to the system. The category management screen is available in the
Categories module of the Ticket Settings group.

@ Category Management Edit Category

Actions List

[+] Add category CATEGORY COMMENT VALID CHANGED CREATED
Example valid 05/03/2019 16:11 (Europe/Budapest) 05/03/2019 16:11 (Europe/Budapest)

Fig. 1: Category Management Screen

Manage Categories

To add a category:
1. Click on the Add category button in the left sidebar.
2. Fill'in the required fields.
3. Click on the Save button.

Warning: Categories can not be deleted from the system. They can only be deactivated by setting the
Validity option to invalid or invalid-temporarily.

To edit a category:
1. Click on a category in the list of categories.
2. Modify the fields.
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Add Category

# Category:

# Valid: | walid

Save Cancel

Fig. 2: Add Category Screen

3. Click on the Save or Save and finish button.
Edit Category : Example

# Category: |Example

# Valid: | walid

Save or Save and Finish Cancel

Fig. 3: Edit Category Screen

Category Settings

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

Category * The name of this resource. Any type of characters can be entered to this field including upper-
case letters and spaces. The name will be displayed in the overview table.

Sub-category of It is possible to add the new category under an existing one as sub-category. This will be
displayed as Parent Category::Child Category.

Valid * Set the validity of this resource. Each resource can be used in OTRS only, if this field is set to valid.
Setting this field to invalid or inval