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1. B3] RGHCE RS
76 SNk OTRSAdjustSortTicketOverview
7E SR T S/ F] Frontend — Agent — TicketOverview .

P O

fEW'E Frontend: :Agent : : TicketOverview: : OTRSAdJjustSort TicketOverviewFixedWidth

AR H o -l
* Queue — 10%
* State = 8%
* Age — 40px
* DynamicField_DateofReceipt — 3cm

o fid B P B fi: TicketNumber - Age « EscalationTime ~ Title - State . Queue -
Lock ~ Owner - CustomerID Fl DynamicField_* o

ZHRIFMASE » BOATE LN S WOE LTI BE
PRAEEI) AR TR/ R AT bR R4 1) R T B
FERE 7K
1. H3] REHCE A
2. 1 SR/ kP OTRSAdjustSortTicketOverview .
3. 18 SHik b S5 Frontend — Agent — TicketOverview .

4. LW 'E Frontend: :Agent : : TicketOverview: :OTRSAdjustSortTicketOverviewTitleLength
HRE TR .
R RAEHTE TR NS RIS AR 2 ) i P R A P SO AT
BRI D) BE -
1. ¥ 3 RERCE TR .
2. 1 SR/ % OTRSAdjustSortTicketOverview .
3. £ St h S8 Frontend — Agent — TicketOverview .

4. AW & Frontend: :Agent::TicketOverview: :OTRSAdjustSortTicketOverviewUseDragAndDrop
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3. 7E SN F M E] Frontend — Agent — TicketOverview .
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3.1.1 GECH IR R

UL RE i 2% if-else 4T LA BRI ESE o
A EARAACRS P B
1. AR B G TP T OT BB 2544 0 el i e
2. FEIXLESE A P AN B OB
3. {EW SRS & T AR A OB AR C e —A> Do

B I US = = 3E

® = | = Q

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

10 AR BB
4. B AR LTI — AN a1 .
5. M il 5 Mk g+t TemplateToolkit .
6. {ECAKEPHALL AT -

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

[%$ ELSE %]

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

[$ END %]

7. i o8 F L DAORAFARRS BL
8. sl RAFEL PRAF IR 5C ed AL -
9. RHIZMIN + B4 SRR IR I 2 ZEAL e B A .

10. G —ASE I T, BRI C ARG, FATFAE John Doe ), #RJa ik % FLBC BRI

IBRA

TR P SR S R, N ATED Sehr geehrte( r )John Doe s o TR &5 A FTE 35 > IR
5 % Tisztelt Doe John! o WAL )% 7 F P %A W B E 5 B BN 9638 » 1844 F 2 Dear John

Doe,
BRI, BB AR E R (HENLSE IEAI) Template Toolkit 157k o @R 4&FH4E , IRAEE
PEBARIN 2= U -
Z

R4S Template Toolkit AAHS 1A ULEH » 1204 Template Toolkit H )™ T o
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B I U S = = EE E EE = = | - 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 %]

2: W SUR G B

3.1.2 R
LIARE S, 45 Template Toolkit fRAZIEAME o SR, FHRE S KRA FOGBRATEEN « BRI
BB > VT I LG s iV e O S AEFE A e T A B D I e — MR

HURAE RIS AT Template Toolkit VA » Mo —AMBIHTUS 23— AR BERD 5 VR L T i S 1L
JAETE LA BB S

An Error Occurred

file errar - parse error - input text line 1; unexeected token m a IF
Data.DTHSTaEData.TxpelD == I“,-a “fal

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

b Error Details

R A AR R i DA

EAFIFR , OTRS R4 4n3kA1, 7¢ [intheline [$ IF Data.OTRSTagData.TypeID == (s $1 47
R ANEAMORRD [ . ZEF—A Template Toolkit FREEFHIAN T 5 AN RS, X & @228 111 .

B g
1. AR AR S 0 S e o
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o« ST MRS5St
o [ERY AR
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ARG 4 5

S K
OTRS R AF 4 P2 b (R AR 2 R
« OTRSAdvancedEscalations( =28 F+4% )

AR 5 LR ShRERE AR -
« JHREER
o THRESIR

4.1 E¥ 5 FLm

FEFH IR AR T LOE A DT o SmT LUE 584 B E SCRTHRSRMY , i A s A SRAE AT Al 00 T T
BRIk R ) « EHES) | Hold | e I ERE R .

LRGP ER BRI TR B o B A R
411 THEE

FEZEAYA WL 5 B SR T AR B R A APkl B IFAE AR 55 200 Dh s Bk rp s 1T
TR

vEfi:: 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.

THERRIAL
T ST BT HIAL S o ALATTLUERES) SLA L %0 RABZRIR S BMERUR A2 AT
(K0 P8 B SURPRI T

SHAGIPELR . T BT TSR AL OB THE AL

R IRAE (L 5 R THII  FH AL SLA —THE .
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« 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
[+] Create New Escalation Type Bundle

5] Escalation Type Management

10 THPRIY A &8 B i

NANE DA THIERI R D BE S TH R A S I H A AN THRA G N — a2 A SLA #
Koo BT = kS5 —SLA ZIANRRERGEH IEH KR o

BRI A

HEQEBI TR & 5 W AT U R AE
1. SR e ARt i BRI TR T A & 24
2. HBLITRL
3. i QU .
4. TR HE 17 B G4 TH R AL e Ak LU G AT PR AL SRR L o

Create Mew Escalation Type Bundle

* Name:

* Execution Order: | 1

* Validity: | invalid

Create or Cancel

2: BB KT RS B
LG ET IR AL THIAT R R 1A
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1. TR AGH R P TR MA G, SR OCE N GRS B A & B 5 1) BIX L o
2. BT BONTHICR AL A I TEARAS &
3. wili RAFEL PRAFIF S8 AL

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

Il 3: TR T AL R

A EMERTH RS > WEIAT LUR R 4E
1. Fly BERSH A A B AR .
2. s AE P ) AL

THERRIA G E
ARG A UL DEURIN T LME I DU B o AT LS (P BUR I BL

YRR SRR AR o AT DR T BOT R AMERT R B 74T B4 RS TR o SRR R EE WK
S
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Escalation Type Bundles

ESCALATION TYPE BUNDLE NAME COMMEMT EXECUTION ORDER VALIDITY DELETE
Bundle 1 invalid
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WINTHRSERL A G AT LR UM A o fEd b s A3 SCTHGRIN 8] (4 B A (5 B K A A7 4
FE- 2 JE TV 58 ST )5 BRI AL
l) FEUCREIN (] 26 P e S B HE LURE IR IR] 18] EIBOCRE S SXFETHAE T — A 52 BE R I R) AL T4 &

fltrs QRTINS AR E R 1 /NS JF HAE 10:23 B AT, THICRAE 11:00 JF4G > 10 -
ORERR A58 2/

I E P RS SR T RAE R H B W R AE I B s W ECE A B R sl e 2 W H
24/7/365 H 1 -

AN TR] S SCEEIN T o

TR
TR FATIR DY WD) « A TR 1k T80 - TH T AR C MR A6 0 — R« A i
AELEAERIIN ITHEE (10, 42T F A2 W 5L % 0 AN <

I BB A 1) R GTUS INTH R o SRR 2 e, TSI T — S8 TR o TSR A B 5 5 v AE
THBCEAN THESRAE R A

BT

A EAE AN THERRY, AT LR A

1. S ZE A RE i) QAR TH R

2. B LIFRL

3. sl QA .

4. R E 1) 1) SR TSR A LA G BT SR RN S
A LG T RAL, THAT LA A
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L Escalation Type Management

Filter for Escalation Types Escalation Types

ESCALATION TYPE NAME COMMENT
First Response

Solution Time

Actions Update Time

Escalation Type Name

Create New Escalation Type

& Escalation Type Bundle Management

Configuration import

Here you can upload a configuration file to
import an escalation type to your system. The
file needs to be in ymlformat as exported by
escalation type module.

Browse... No File selected.

X Import escalation type
configuration

5: TR P S

Create Mew Escalation Type

* Name:
Comments:

Description:

Allow resume from stop:

* Validity: | invalid

Create or Cancel

6: GIH BT TR R

VALIDITY
valid
valid
valid

EXPORT DELETE

I+

I+ I+
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1. PTG EL P I HRAL, siF O GIEH TR A B4 55 In) B AL .
2. BT BRI TR AR -
3. riili TRAFEL LRAF I 58 AL
MR TR, AT LU 4%
1. s MIBRZ b i B AR B A5 o
2. R AKEHES ) A AT
AP TR, FEPAT LU A
1. Bl AR T R .
2. I ENHIERE— ML E DMREAF Export_EscalationTypeID_X.yml X4 .
HELPNTHRRE, EPAT LU 4 AE
1. R ZE MR S04 o
2. EFEASEAT A L yml 3 .
3. ik AT EIIR A LA .

THERA B R,

AN el AR L BRI T DME T DU IR, o T S T BUS T BL
g

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

FERE IR BHEAS I AR o O T M, U SOR I BUORTE i AT SRR 1 I BRI IE . DD TERE
WA WoRERE R .

fld RALTRE  EA] AR AR I I SOA

FVFMEIEWE Rk s o, W AVAIR R I T, R E AR LRI A R Ok C 8%, DS
RIPKELZAFILECIS Do

T MRCEADGE T T W AR BT RN TR BT X R AN 3 88 A 3 2 SR AE 5 A5 1 T4
SALAMKE

WG FA SR T SRVF S IR R THHRSSRILRS » WITHZeR LLZTH s b C B ©58 5 ) AT
AR

A * BB IR o WU BB 41 WA T O OTRS A o Kot B
P R WO 48 LI

e

SN AT TASER o JIT P4 RS B L BRATAT IR o T RAR L R

i

SEBEEAGE T I R s A S8R s ST o BB P A VRS TG et I T B SR AR A I R 4 T
SR EEDHT T A TN SR ] o
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Edit Escalation Type First Response

# Name: First Response
Comments:
Description:
P
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 thisevent: ticket creationtime v
Ticket attributes © dd attribute set
ACTIVE | CONDITION| - v

Amessage from anfa  Agent v || isnoktpresent v |
i The ticket attribute| StateType v || did never equal ~ | one of these values:
closed removed merged pending auto pending reminder [ +]
e The ticket attribute| StateType v || equals now ~  one of these values:
new open o
Save or Save and Finish or Cancel
5] 7: YR TR H
24
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Escalation Types

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

Bl 8: MR TSR B

A R SRR I TR RN B R A SR 1), AR E R S PEURRE R OL T 5 SE RS TR ALK W]
HIC Bt 1 /N Do GRS BEE ) TAAGQIEEITA], THICRAARYE T A i G I (e TR T4 o SR s ok P T
CIRRAEIETI ) X ATREARA T > AHER SR 1) AR A e

ey LUK H 391l H Ui 1) 3h 2 5 Bt BN BEMEI [A) o RIS QIR Y T b i7e 1 a7 B, JF HIH40T
4 MZ BN T B R AR EME IR T o SRR ZS CRC B 3 A 7 BL, AL HIFEHE IR 18] 1) e 26 C i ()
BTG N 8] BOC I TR - RS TE T 3h a7 BUN A TR T )

T g

A UABCE LA B PESE o RESEEA IR N ERT DL LN S AT o WX SR I OR T 4
%, XEWRE LAV —MES A e H 0T - WERESTPRI&MTHEY AND ZHER, XRWENH
AT LRI EC A BERAE AR AT &

AIBr AT > ] LM/ AT 05 ) A0 e PEEE S A 5 HIL IR SR S A I 45 1 o AR /NS R R S T )
FATI S BT DU PR A A TR L .

. T ECE AP TP R ANMEAE EAFAE RO, XS E e O AT By S s R T
Mo HERIBI A3 T TicketHistorySplitTimeThreshold( LHLJy i sg xR BI{H ) i & 8
Mo BRREFVHE T > ERS BV TR A 34

BRI T AR R T LA th e ) T B C A L B L A AR B3 ST B
55 N AR st il T R Do

T e e AR R s b, T DU DL FCSRAE rh add

SEFIAER Cls )—Fe B T @M 2 — N 5 S JT EE VRN P b 1 e B MEAE VO RC o iR & /0o
—/NUCECI, WSAE TS 45 5 true o

ANETIAEN (Is not) — FCE (1) T 5@ M ERAN N 5 2 5 IEAE VAL IV 14 e B HEE VLS « &
VCFCT , & oh S R4 true .

M ( Was )it & 1 T gtz — N5 200 EAE VRS 8 b 0%y 2 B P UL o IEE VPN %y
SE T Sl sk P T A AR o Wi A Ty s g M 2 D AN VLRI, AR T
ok true

MAZET (Was never) — Fir A7 o & (1 1 5 1 A8 AN W A% DG BC 24 {7 1E A8 TSI 48R4 10 5 S PR AL « BT
AR FRFE A7 LA SR M B AR AR B VP AL o R A g s PR SO UL e AR5

true .
B4k (Changed to) - CUACE I TR H SO G e H L — o IXERE 2 TE AT (= E—4
BAE) o

SETJEHTN (Was previous)—3 /b —/N EUE & 1) 1 PR 1% 55 1 — N4 B s 2 JE PR RS, X
B FOR M TRy s rp AP W NMERE R TR B R AN E R, %S
RIS S5 RN true .
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AZETSERT (Was not previous)—/ic B[] T #L & PEER A W 1% 5 S5 i B F i m PR ILES , X0E
R LR [P T s ) — AN R o i RGOSR A K Ty S AN RS, WA S

true .
WEER AR e SR H P a4 N D3 B A5 20 s AR R o
WEALE WA, 10k e S P P Bk SS N B3 20U T IR LAE R AR A
BIMIER AT IO E S WS SR I SEAE , AR5 R DRI -

R 55 9 Bl
AL TR 5 7 B s SLA o BRI, — A2k 7 Br s 21 s i ik 55 200 Uil 5t 4
Add SLA

* SLA:

* Validity: | valid

Save or Cancel

P 9: SR 55 ) PS5

BB

THRAE AEIXE, A LN Bogs it SLA (P aT T & I 53R h 3EATIE#E - R4l 50 liss SLA K &
0, AL SLA 41 T 842 [RIXSE TR AL |
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VEAR: SLA R H DI B T R REBA RN

4.1.2 15 FE &0

LR > R TR R SR SR AR RERRAS

T TE AN

XANAEA N TSR EN T VEA T SOBRE e

AV RERRAE

MR BEARRE UL 5 THRAH SR AN b TAE o e AE QI TR ORIE ]  HEAE THR AN, (G 2 )

g o DU RS AT RN TR AR A BE Ac T

<OTRS_TICKET CustomEscalation_ EscalationTime> WIETI2¢IFEAEIEAT, WIHARZEE IR A T2 25
WG 2 ) i 2 H RST8] (140 2019-01-01 10:00:00) -

<OTRS_TICKET CustomEscalation_ NotifyTime> UIRTIZIEAEEIT, WHARZEIR BITFZ A (1 T
3@ %0 H #AmE C i 2019-01-01 10:00:00 ).

<OTRS_TICKET CustomEscalation EscalationTimeIn> IR T4 IEACIEAT » WIARICHK LL 3h 30m
A 23 0] 224 i FsF ) R0 - 2% B T ) 254

<OTRS_TICKET CustomEscalation_TypeName> ItFRZEKGIR [AIFHHIMII AR (140 ik 7 SRR o
WC B RS T ()

A FH LD RO T4 1 R P G R T R A
1. itk OTRS ~F¥ "B IEAEIET «

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

2. ¥R RS E JF )5l Daemon: : SchedulerCronTaskManager: : Task###TriggerEscalationStartEvents
WHE o ER RV BENMES IS AT 015 A B R AL .

3. BEREH RSN, FTIF LRl A BIHORE R A .
4. P BT HRIFAL AR S BT IR S REARZE (W EPTd) BERSOCAS .

TH AT

LA R T aT A

Escalation: [EscalationName] (Start) (EscalationStart_[EscalationTypelD]) 1% )5 sh 7H 2%, # 3k
T .

Escalation: [EscalationName] (NotifyBefore) (EscalationNotifyBefore_[EscalationTypelD]) i f #liA&
TEN RS N DA TR IS TR] > IR AT S AT

HEFEEMLE THMAZEAARANEEE - AT TriggerEscalationStartEvent JfH.
PP UEREIEAEIZATI . A S IEMPAT AT .
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Escalation: [EscalationName] (Breached) (EscalationBreached_[EscalationTypelD]) &1 % it %1 F 2%
INFa] s B AT ICERAT o

HAELEEMRE T M AU ARHAEIE - BHT TriggerEscalationStartEvent JFH
PR IEAEIZ AT » A S IERHAT S .

Escalation: [EscalationName] (Restart) (EscalationRestart_[EscalationTypelD]) 1 % 0 & 5 J3 5 T
% WLREAT A o

Escalation: [EscalationName] (Suspend) (EscalationSuspend_[EscalationTypelD]) 41 £ Fi 2% & #% £
& WP HRAT AT .

Escalation: [EscalationName] (ResumeSuspend) (EscalationResumeSuspend_[EscalationTypelD])
WERTH R CNFERDIRAS TR > WPREAT I AT

Escalation: [EscalationName] (ResumeStop) (EscalationResumeStop_[EscalationTypelD]) a1 % J
ROMF IR > WPRAAT A

Escalation: [EscalationName] (Stop) (EscalationStop_[EscalationTypelD]) i & 15 1 7F ¢, M
AT

4.1.3 RGEEH

GG » SEBERZEDRINMNN IR « Bl FiE SQL il 5w 4E iR & .

WA, BE LA RS EiEWn] ] . 807 OTRSAdvancedEscalations 21 B LEHE I .
SQL #rif] i I

FHE G Ll T T SQL ket o BUT B T EUR RN AE R .
escalation_history ¥

T TH AT HHG 4 escalation_history RHPEIEFAH , X2 vh A C 58 Tt U8 I ge 5 B 2k
filt -

LR TR AR e R, TSR T AT R GURC LI -

¢ Ticket::EventModulePost###EscalationHistory (4l: OTRSAdvancedEscalations, ¥
fii: Core — Event — EscalationHistory) -

itk OTRS ~F bR IEAEIZAT o

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

IR AR IOR R DA TH AT

* EscalationStart( FAZJF4s )

s EscalationStop( FFZfEik )

* EscalationSuspend( FFZ¢#1E )

* EscalationRestart( HJFF+4 )

* EscalationResumeSuspend( MFAHEEKRE D

e EscalationResumeStop( MIF A 1 D
escalation_history RHEEFLLTF):
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id A5 TR il sk ID(H 3G ) .

event_trigger I ETIHEN (B0, EscalationStart) .

object_id( X% 1ID ) WAL S ID(BIW, T ID) .

object_type( XJZHKM ) WA EFLIIX G ID(BIW, TH ID) .

object_history id( X% % ID ) IHI{{% ticket_history REIFFHFMMALID .
escalation_type id( FAZ2EM 1D ) A S HALIMFAHEE D .
escalation_reached( AN EFE] ) HEEE SIARIF-ZNE (AT GERIME:0/1) -
escalation_datetime( JFZ¢ IR [A] O b A48 25 T+ 1 U1 ) i [ 38 o
escalation_time( JFZGIN (] ) XIS T T2 FT R FIAR I T C 7 ).
escalation_wt ( FFZFIR TAER ] ) A& TERFC A TAEH DIvhE D Z Jr IR C #2 .
notify datetime( IHHIIHIM ] ) s A5 18 HTF 46 1 H I TR E

notify time( JWANNIA] O IG5 5046 BT AP AL o

escalation_remaining_time( JFEHEAD G RIS O A A& 7E TR AL J5 T 50K TH 20 2 /i
Tl Ax ]

M WA AR T 7 .

escalation_remaining wt ( FFEERGRIAR TAERE] O AL & 7R FH R BRI J5 T A 2
(R 4 s TA) C AR AR T e

MR A AEHBEIR S N T

notify remaining time( FRZGFEE S AN RE] ) A AL F- g M H B Ja il S T 4R IR AL

M ARG e .

notify remaining wt ( FFEEREEE AP R TAERTR O sea a8 S B i 5 Tl AN Faa i Ab £ A8
M TAEH PIthEE s

MR A AEHBEIR S N T

running total time( IZfTW[H] ) AL E I EEKET Timer (Start |Restart | Suspend|Resume | Stop)
FABATHRATDEL .

running_total_wt( BT TAENT ) RIS EEAET Timer (Start |[Restart | Suspend |Resume | Stop)
FAFBAT IS E (A TAEH k) .

running_total_virtual time ItAIEL T 1IN A8 TP il sk LS AT B AP 4L .
running total_virtual wt IHEE I ERIET D7 il RIS AT ISR 3 (EH TAER DI &) .

suspend_total_time( HE R D) WA EEET Timer (Start |Restart | Suspend|Resume | Stop)
HOR TR DR .

suspend_total wt( & TAER ] ) A ST Timer (Start |Restart | Suspend|Resume | Stop)
AR TR R AR EL (fFH TAEH DivkAT) -
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running_last_time( IZATRREEIIE] ) M F 0L 5 5 Sk & FAF 5 5 /A 354 2 1l i B A C il an

EscalationStart F| EscalationSuspend B{ EscalationResume F| EscalationStop o

running last_wt ( IZITRFLEN TAER ] ) BRAIAL S 3/ R F k5 48 1R i i 2 ) R R 4 C 4
EscalationStart ¥] EscalationSuspend B{ EscalationResume #l| EscalationStop X i
M TAEEIEE .

running last_virtual time U443 T T 5 [y s 4 H 10 )5 3h 8tk & ik 5 45 1k s Fi 4 2
B R C D, EscalationStart 3l EscalationSuspend” “B{ ' “EscalationResume 3
EscalationStop e

running last_virtual wt S 6 &5 T T s 4 H 8 sh 8tk 2 S5 4 545 b s il 1k 2
I FLECC B, EscalationStart ] EscalationSuspend” "B " “EscalationResume 3|
EscalationStop X fH TAEHDITHE

suspend_last_ time( B{FRFLEN] ) MeA ST T s 4k HHER T oA e b4k .

suspend_last_wt ( AL TARR ] ) tea 538 T TR I s 46 B BRI T TR M2 C 48
MITAEH VS D

create_time( QN[ O MEFIEE T S04 H BT T .
create_by( I ) MEHALS il g sac s A A2 - 19 1D .
change_time( BN [A] O AL 75 S el 20 1 s s A 16 SRR [A] o
change_by ( B ) B4 il B 4 58 2 i T 7 i) 1D o

escalation_history data ¥

A TR FA AL escalation_history RIPAIEF&H « X TR, nTLLK T HRRMg)EF
B R A S B R R . MRS H T TriggerEscalationStartEvents o A LLZELL N RAE R &
TOE T A S ORAT ) SR 1

* EscalationHistoryData###Ticket (41: OTRSAdvancedEscalations, $fji: Core — Esca-
lationHistoryData).

&~ : Queue — 1

* EscalationHistoryData###DynamicField (4l: OTRSAdvancedEscalations, Ffi: Core —
EscalationHistoryData) .

fic & 7~ : DynamicField_Test — 1
SO TR A e R T I BA N R G B R
[=A

* Ticket::EventModulePost###EscalationHistory (4l: OTRSAdvancedEscalations, T
fii: Core — Event — EscalationHistory) .

ffitk OTRS ~F9 A FEIEAIZAT o

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

T RSN ST BB ARAFAE MR escalation_history_data 1, HHAELIT):
id MAALE T Sadsk it ID(A shig ) .

escalation_history_id X/MHIEEHFKH escalation_history &HM ID .

field key LIS A SCE R 18 (5140 DynamicField_Test ok Queue) -

field value MHIEEHHICEAKME (11, BhaAFBUH TSR M) -

create_time( QUAINIA] O BEAIELE T Sl s 88 2% H G v A
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create_by( I A ) MbHIALE b & 2 0 Ll sREAR L P ID .
change_time( U] O 1AL 2 B o2 s Bdis A 1 H BRI ] o
change_by( BN ) MHIELE fih & B Hs S S S H - 19 1D

AGNE
AU R TN TR AT AL

A5 TSN TSGR A7 ST s 1A R s AE RN TH RS Bl
BRICZ Ab Sk n] LU 5 A T SRR R T (SRR /N B A A PR s 2T 41

TERGRLE LI TREM) SR RA e e ) > AR A IAZIESN o Wi AR EAT, i i
‘B AgentDashboard###AdvancedEscalationsDefaultColumns FEEERHN 1.

HITHORBR A TESGRBUNB A A — D RGN « P, ST R TR ACRBCNBIE E SRk
T+ .

ERTERIVUTTE s « THRRBLC F1 O il xS R C FFEETE, S/ Do BT AT R IE .
XPTET P RE, O AN E BN TRAE , DL Bt AT TR e #% .
FHIORA LTS AT B
o s RIA B EGE TR TE
o PO COA BB S IR, H R B B T T
o Z0(0: AR B R T RIS T .
o BEfE: TR H AT EE .
A REI T BT
TR CEE TR, K E IR LU 22 NEBFARA o B BRSNS A8 R
FEZREHOE A1) o BT TR 5 R e 4841 36 .
EscalationDatetime( &¢I TH] O Th2% I I )X .
EscalationReached( FIZAH| ) &/, EMIAEIFZH .
EscalationTime( JRZIN[A] ) FRIRAITI 2 AT EL .
EscalationWorkingTime FFZ2RMITF2 2 i) TAEH iR E C AXNAEE LT HPIE Do
EscalationRemainingTime WIRFZEMHI /N 1E, AHZHME (RAES SR A KE) .

EscalationRemainingWorkingTime U1 FFRA AT I, YA TAEH A (A EXT
HIh HAES e N AW E) o

NotifyDatetime ( %1 H W] ) W AITFAG BT 18K C AXAESS 2 s Do
NotifyTime ( FRIBNNIA] O I8 146 2 B AP EL C ANAELE e W RS o
NotifyRemainingTime ( AR BN ) Wi/ 1k, WA AEF R M EC ANEL BT E .

NotifyRemainingWorkingTime ( 1R B I TAEINTA] O i SREE&AF 1L, @ENTF T R0 TAE H e
A SCT HII e

SuspendLastTime ( #{FHRFLLN ] ) EOCEETFI 25 B HL
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SuspendLastWorkingTime ( F{FHFE TARNE] O FOCEF TR 880 TAE H P S8 C € T H
JIE o

SuspendTotalTime ( #{#IN[A] O THIN R 7 SFPEL .

SuspendTotalWorkingTime ( FFHRFEL M TAEM ] O THIN 48845 1 TAE H e f % C 0% LT H
P Do

RunningTotalTime ( iZfT SN [H] ) THIERISAT SR H C ANUFEHAZ I E .
RunningTotalWorkingTime ( iZ4T 51 TAEWTH] ) THIIERIEAT B 1A H P s #b4 C ANEFEEERE ] .
RunningTotalVirtualTime Dl BaseTime {ENTFIGH T, 1B 32 1T SR E C ANEIEEER .

RunningTotalVirtualWorkingTime Ll BaseTime fENFFEHHNT, T #3ETM TR BREC A
AAFEEE I ) OC A e T H I s

RunningLastTime TIHf &% FUGSAT LR EC ANEIEHER IR .
RunningLastWorkingTime i1 #% FUCGEATH TAE H P 205 ¢ ANAEHERE .
RunningLastVirtualTime Ll BaseTime {ENFFEHH W, THINES EUGAT S C ANEFGHAZ I RE] .

RunningLastVirtualWorkingTime Dl BaseTime fENFFUAHI, T8 LRESITH TAEH i #0 4L
C ANVEFEHERI ) OC A0S E T H Pl s

4.1.4 JxBI L
A A G S 0 A N ) K

QTR

BB AT P TR o Bl QURDETTE RS A .

BUE Pt (07 BL o $RACHR IS » BRI E 1) BIFT T AL I G B 3 o R BB TSR TT hmide 33
R o WATHIZEATF BT TE AT o IR o) ALk DABCE 2 T AT .

FESRGIR . FATR AT T e % Qe E s JIFH s NS BAEAE o (TR hrsic g B 75 2
AAAE— RS N B

DI 2 5 1R TR DABCE T RS 1k 5 o AEIXPP SO0 T > AR RS N B3 R0 T IS+, IRk
FAF IR 55 N URGETH R .
QIETH IR

BB IO THRAA . il AT TR AR

WGPl K7 B o WS RTJLIC BN, DUEIERIRS AT o AR MG, RORE 4l 0 17 BB K T 42
MG 5 o TS BUAE T UL AN TH SR AE N i SRS in LT QU i T2 o I+ R )
LR E S H o BeE ISR C it 1 ) FIIS RIS C i ANEE Do SRAF DR .

KB T+ R T E7r Bics SLA

H TABBTE R T AR, s S L M4 B SLA o 2 SLA 1) SLA & BEERE . JF AT T4
EINRPERERAE - RIS
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4iie

SLA 73 e () T+ SR T AL A 5 (08T TH R IR T 8505 77 G K0T T8 AE— /NI TR C I SR gy N B
¥ D

4.2 fo5 N b

KGR BT R Ly — AT, TN AL S AT 2 1D AT 2L SLA, DAHCKE A T 9. 1 516 i A iC
SPBCEBTIH o SPTHH ARG TARRE T

FUAE TN« TSRO B AN SE T S SR R TR o T s i BN o5 Wl Re2ent
ARG A BRI AT TERERZ I .

FEfil: AT AL o AR A SR 55 B0 A4 FOR Al A T R

421 TH

TG, — B THUE SN IER o AE TRiEfs bt .

T
MRS P R T

5T MR S BT PRk o Ae TRVERS B TH A5 SN .
THRLRE T SR SRR ST eREs . DI s Lk

o RIS MAREBITHE T .

o OISR THYUEAIN R 2 E .

s AE S TR R .

o KO THROEE

PRI
LR F BT P W] TARRIEA A D) o ek T Sl 5 4¢ H BT D) BIpR I b DITHSE T 2 o RSPt

AR 22 FPDR 28 LA R I T R AT AR K o PRI R Ty il sk i 20 5 7 .

A RPANTHE I T N2 AE R AR TR e - GEREIM ARG —% 7 ID M SLA BATH
RITRAG AT RN, WK e 5T 24 /iy 80 i) T8 SR AT 42 .

TR RS, BT 24 IR EA AR TR S .

THARZS
AR TR PR o AR BT SR TSR R B A A, JF e BN (th

1] 50&;

ey -

N o

Zpth, 20 = REBATAAL) o« FoA B P REMRE, WERTHEE S MRS, TR 2 A
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History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION

NewTicket
ServiceUpdate
SLAUpdate
CustomerUpdate
PhoneCallCustomer
EscalationStart

COMMENT

New Ticket [201502203549000024] created (Q=Misc;P=3 normal; S=open).

Updated Senice to Service 1 (ID=1).

Updated SLAto SLA 1 (ID=1),

Updated: CustorneriD=customer-1;CustomerUser=customer-1;

Customer called us.

Triggered "Start” for escalation "First Response (4)" with base time "2015-02-20 09:59:33".

zZooMm

USER
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS
Admin OTRS

P 10: THERIABER - EHETHR AT

History of Ticket#: 201502203549000024 - test

OTRSAdvancedEscalations - EscalationType Debug Information

History Content

ACTION

NewTicket

SenviceUpdate

SLAUpdate

CustomerUpdate

PhoneCallCustomer

EscalationStart

EscalationStart

EscalationStart

COMMENT zoom

New Ticket [201502203549000024] created (Q=Misc;P=3 normal; S=open) =

Updated Service to Service 1 (ID=1). =

Updated SLAto SLA 1 (ID=1). =

Updated: CustomerlD=customer-1;CustomerUser=customer-1; -

Customer called us

Triggered "Start" for escalation "First Response (4)" with base time "2015-02-20 09:59.33". -

Triggered "Start" for escalation "Update Time (5)" with base time "2015-02-20 09:59:33". =

Triggered "Start” for escalation "Solution Time (6)" with base time "2015-02-20 09:59:33". B

USER

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

Admin OTRS

CREATETIME

02/20/2015 09:59:33

02/20/2015 09:59:33

02/20/2015 09-59:33

02/20/2015 09-59:33

02/20/2015 09-59:33

02/20/2015 09.59:33

02/20/2015 09:59:34

02/20/2015 09:59:34

CREATETIME
02/20/2015 09:59:33
02/20/2015 09:59:33
02/20/2015 09-59:33
02/20/2015 09:59:33
02/20/2015 09:59:33
02/20/2015 09:59:33

DEBUG FIRST RESPONSE
START

FixedFilters:
FILTER

AgenthessagePresent

AgentlessageSent
CreatedByCustomer
CustomerMessagePresent
CustomerMessageSent
Attributes:
ATTR CURR PREV WAS
Priority 3 normal
Queue Misc
State open
StateType open
TicketType Unclassified

Attribute Sets:

SET ATTRIBUTES

1 AgenthessagePresent, Is_StateType, WasNever_StateType

Bl 11 THZ R - THRSRAL A R X PR
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TR I3 T TR IIEAT | R BORIZATRE o X HLZE MR I BOAR LA

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

) 7

P, R TH R isAT , IB AR 2l s BNZTH ) THBIRAS R e, B dksknk
AR AT RRRES .

SAE S AiBuRS
BRSO SR BCE RS AN AR P B IE B R B A OC o i Rk JER A Ak, WK TR %I vk
AUCEL, W IS ANULEL , A2

s AgentMessagePresent : ALK AR AARIHEE -

* AgentMessageSent: —MRFEANAKIET —KHEE -

* CustomerMessagePresent: fEER AR P HIEE .
* CustomerMessageSent: BIRIET —4HE .

TH et

A PR P P e A 25 A A T T S P e BT R T
1144
« ATTR: MAEE THREN .
* CURR: JbA AL B PRI M EIE o SR TR RS T IEANSE TR SO 54
« PREV: WAL S E— PRI o SRR P8 S ds T SERrASE TR S0 & F
o WAS: BEHIEL S ARG AT PRI o BB AERRE T 01 80 MORSE TR G 255 T 41

THI JE AR

AT B M Poks BoR gy 8 THIOIR S TR ) J@ M AR 2 5 5 2 b I UL AL .
2%

« SET: WA S AETH R P i BERRIERIS S o WERILES, ZHCR Bon bk, W s A 20
.

* ATTRIBUTES: MA BoR @ EA R ULEC A AF o Uit et P i 44 PR VLI S 1 o 3 A e qgi] 1
— AgentMessagePresent : fAfERHMRS A LIIHEE -
— AgentMessageSent!: MRS N BURIE T —5RIH A
— CustomerMessagePresent: FIERBE T HITHE -
— CustomerMessageSent: FPRIET —%HEE -
= T TRJENE e R N

4.2. JR% A BT 35
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'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: YATrtREIE AN THREESM stateType W NLRENITAL , Witk A4l
PR ITRE o

4.2.2 %

AT LA P 7 10 46 V% SREAE 15 RNV S BRI S L
4iit

G 1 B T

I e T PR AL, AT DA BL R e vh i S .

TicketAccountedTimeEscalation — MU FEG &, & A HHE A TR . ¢ & OTRS HE
Herp TicketAccountedTime ZEvl i MEIAS , (AEER] DL R s e didis » IF4% T @ PERI s )
T

TicketEscalation — /MG &, CE/R T X AR Y # ERRCES] o &t OTRS HEALAHMP) T 5
BRI EIAS , BT DUB IR s g s > 644 T o @ A s g T+ R i £l .

TicketListEscalation — IS E R, £ X & FEBn C B E A C S AFEIE ). Bl blige
76 Y Hh E1 order by TR HAE A o 0] Dl T8 g v DL s g i a) ik g 4idls .

TicketSolutionResponseTimeEscalation — A MG Il &, LB HFCRHEM TR . B2
OTRS HEZLH RN TicketSolutionResponseTimeEscalation Gt #HEMEIA , HE ] LI
Elevation by 7Bk It 44 o iIE R e g B rh O 200, 80T Lz s g T+ 8 i
EEH .

HH AFAELLT R R TR

RIEH ST XMEAMH) C B EscalationReached ) BB —NFHrd B LLEFIT TR IME 2R
T X R Y Bl PR e gs o

H #7516 F X 2T a0 %) C #lUl EscalationDatetime )s o~ T 3B X BOAD X B TR Y0 B 19 &2 A%
FE o IR F X A Y #hPA R pEss o

VR TEIER, fF TicketListEscalation iR, XEHIAE Y ®h EATH .

BFEZIC RS ) T IE5 C il RunningTotalTime ) R n— A IER AT B o B H A Le51
VB RT & T A/ /N T 285 TR g as o

HONTOAEA A 25 o Bt il 30, ‘e A shEh 30x60 = 1800 5 .

36 Chapter 4. = 21T+



OTRS Feature Add-ons Manual, % i 7.0

4.3 SN BT

AL EATINEN ST
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CHAPTER D

2 B

ULy e A OTRS 4% B 53 REs A ik 55 A g 1 mb (1 5828 T8 e SCH BT A o fldn, mT LU ] FilE
JEPEC Hole - CTFRAE D ABIICH TR, s 1 BIURE T2 00 T8 K P AT 5 A3 A

U, W A B S50 T DOk Bl 7 B BN ()3 BB IR TRIE AN BEANRy 52 RN TR] a5, 2 +2 J5 51
-3 7 o P, BRTRTRURER | SRR G R B AT (0 R R S R R I A TR LR

s
« [EQUEAIHAT A S T HRIRIERAG A S .
o PRI H AT S AL B RS .
o Pk AR R IR S .
o SR AR TAE .
HFr4H
o IT k55 ot
« BPRGS | SR
.
© i
« BU
AIAE IR S5 L e 2
< e
OTRS %A {8 B A% b (W 4R A F (0, 44
+ OTRSAdvancedGenericAgent

AR 5 LT ShRER AR -
« THIHAC
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5.1 & 251 St
BEARPE AT PR B G PR T BUAT IR 4 «

5.1.1 HaMT%

VRO e T B SR A ST S5 BB K T B4 o RE i H el T TR 2R AR i Bl as 7 B DABEE

AT B0 H I AR H 0 H I
LERCEATR H Y

1. ATIHAE B G ST A B S5 bR o

2. JETFIEIR OB/ TSk

3. BCE H I H I a) 5 2 7 Bt AR H 39

0 Ignore this field.
+0 days

04w |/ 12v [ 2019~ E1- 11v : 46 v

1. ABES i i H B
BT LU HE T2 AT I ] IR +6 R -10 /N .

5.2 x5 N\ A Ftii

AR EATIRSS N G ST

5.3 HMEBA G I

AL EATINEN T

40
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CHAPTER O

k55 N\ B4 &

SR REAm A FA i 55 N 5 mT LU B HSPRAC PR T80, e {1 OTRS f) Web Ftifi -

N T AE SRR, IR g5 N B3 AT LI I A P A IR iy s 285 2 1) A 35— A 2 A iy & oK (R 52 AT 1 530 00
s PR

<OTRS_CMD> send </OTRS_CMD>

or( ¢ )

<OTRS_CMD> send, nocc </OTRS_CMD>

ARSI A 2 A H] (12520 0R) > i 20 DR 215 )5 1) i 2 A7 5 LI
AL 4

* send - [ & RIEH IR, BFE cc Al bee WAF A ( send &2 TH. ).

* nocc - AR Y send —#AEH » cc Fl bee WA NKEBAFERAESL .

* lock - B 1.9 .

* unlock - 8l T 5 .

* get - MG & E IR HRIE S IS N DL .

* note - A TEISINA EERE .

* close - KM LH(C LS fRBITE D,

VEMR: AR IR D RER S BEFR TN R G AR ST A 01, (HEAMERT S 2 el v 24055 .

P
o AT DRUOMAN T EEAUEE G SRR
o PR RIETE . POAER SR ARG

H R4
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« WIS A bR A 5] OTRS iy A B AR < B
B S  RE)
<

OTRS # A LA h K AR A A B
« OTRSAgentEmailinterface

6.1 & H A
KNI EAA S RS .

6.1.1 REMLE

K25 N 53 F i & 5 & Core — Email — NotificationSenderEmail 17 .
A A A [
1. %3] RGHCE BEAE
1 SN LR OTRS .
FHEIFHIM ) Core — Email 3142 W E NotificationSenderEmail .
B o T S R R 56 PP e TR R E o
e SN % £ OTRSAgentEmailinterface .
SHEI S ¥ Core — Email — PostMaster -
¥ AgentInterfaceAddress HINEE S 5P 3 B MEAHIA .

N o o k0w N

6.2 x5 N\ 2 gt

AR EATIRSS N GG

6.2.1 FHik

(o] AR T, I AE IR SRR A7 B4R LU FRAE

<OTRS_CMD> close </OTRS_CMD>

T EREEN D)) T8, JFHR T HORAS o TN T SORHPIRE .

TR AZAAE R I BE I O REFR B R R MRS N 01> (R EAERT g apLs], v 2455

6.3 SN b3 S I

AL EATINEN GG
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CHAPTER /

FAQ 1.5 A3l E s

firBh st o feddft , T LLE s FAQ R 4% H QIR I TR A T8 o X af A2 % FAQ SR 4« H A B sty

FAQ SRR T BRI AT 55 o IXAETE WgEd TAE C AT AR I R FRREAT D B 00 MR A A

H BB T8 53 TR AR p i o JF H, Gl FAQ ARPESCRY A N EEAL S5 D3R

FEBI B3 TN SE M 4ED 55 B2 FAQ JIRA & H - BUE, IZIRERRPFRAERR E NN 10 BL2 5 A shld—A4
FHOCH T8, SRR 01 T 508 FAQ AR PESHAT FAQ AIRES B PR 3G 8 o 6 F3AT 256 (K57 iR
T FAQ FR AL A Tt n] DARATE S » DA SOR s AR tid 1K S % .

P
o JHATHEERABE R Al FAQ AIHE R RN .
o JRADEEA IR FHEEAS TR .
o ATH TS SR H I — IR MRS
o B ST AR IAT 55t mT LA R T B2 TR 28 B I B3 TS8R .
Hbrdl
o T BRg5
o Wi H
o MRS ERAL
o A AE MRS e TAER A
o FAE R ER B T ]
AILE RS0 E

- k&
OTRS % Af 4 B PR 28 P (1) 40 AF 4, 44 B
+ OTRSAutomatedFAQTicketCreator
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7.1 S5 B
KB B B Z A5 B G SO ] T RE .

7.1.1 REA H Bk

LRGP G, LRSI T BRI R g .

TN 5, — SRS T BRI B R ST « BT BT Bl e ik S A sl shd
TR R

Brivsh & 7B

SRR AR R B A T B OTRS s 32 cron /145, DUAR#E FAQ SniRJES H 68 B A 2 id B 18

l$‘ o

OTRSAutomatedFAQTicketCreatorStartTime M)A T BE X TGN IFLERT A o 1X 2 H W/ R
TR .

OTRSAutomatedFAQTicketCreatorEndTime a4 7B g ST B 61 2 1) 45 i TR] o X2 H /8 R)
EXI o

OTRSAutomatedFAQTicketCreatorFrequency MaIAFBE L T HAIEMNE . 0] GEM(E A :
H B8 TR BE.

A AR AT, TEREER R

OTRSAutomatedFAQTicketCreatorRepeatTimes J#)A T Bt T G i () F A L « nlBERIME N -
1-20 .

R SR PR B ARSI (8] 2, WEERS — Ak TH: 1 J .31 .50 .7 A% .

OTRSAutomatedFAQTicketCreatorRepeatOnDays MahAF B X TIRAIEE S KE . algERIME
st 2EMH . EH— . BY— BY= . B0 . BEH 2N .

WARGEE R B, BRSO 2 HEERECOY B2 BT, W20 225
B — REUE—IK TR I —  R= L BRI 5%

OTRSAutomatedFAQTicketCreatorLastExecution oA T B & X T ¥4 M Hir AT ] « X &
H A/ ) B o

OTRSAutomatedFAQTicketCreatorSubject WA AT BoE L)@ 54 258 . nlREMIE A2 . [)L
FEAMEL], BN X SEAERR R .

Z L
A E NI AN A FBOE SCBRUME > J60] DL B DL FR 40 i B0k 10 41 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Subject

OTRSAutomatedFAQTicketCreatorTitle M aIATF B X TG A TAbs . W REMIMERE: * [ TR
FRAE] » B0 * X e TR AR .
Z )

A LN EN & T BOE SCRIME » IEFTLLBEE LU N R Gl Bk T4 -
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Dynamic Fields List

i+

26-430f43- Page: 12

MAME LABEL ORDER | TYPE OBJECT VALIDITY DELETE
. i Ticket create Date / )
OTRSAutomatedFAQTicketCreatorStartTime . 26 . FAQ valid i
start time Time
. . Ticket create Date / i
OTRSAutomatedFAQTicketCreatorEndTime ) n ) FAQ valid )
end time Time .
. Ticket create i
OTRSAutomatedFAQTicketCreatorFrequency 28 Dropdown = FAQ valid 5
frequency .
: , Ticket create .
OTRSAutomatedFAQTicketCreatorRepeatTimes ) 9 Dropdown ~ FAQ valid o]
repeat times -
Ticket create
OTRSAutomatedFAQTicketCreatorRepeatOnDays = repeaton 30 Multiselect = FAQ valid o]
days
Ticket create Date
. . ate ,
OTRSAutomatedFAQTicketCreatorLastExecution last 31 Ti FAQ valid o]
ime
execution
: : Ticket create )
OTRSAutomatedFAQTicketCreatorSubject ) 32 Text FAQ valid 7|
subject .
: ! Ticket create i
OTRSAutomatedFAQTicketCreatorTitle it 33 Text FAQ valid o]
itle
Ticket create
OTRSAutomatedFAQTicketCreatorCustomerUser = customer 34 Dropdown = FAQ valid o
user
. Ticket create i
OTRSAutomatedFAQTicketCreatorOwner 35 Dropdown  FAQ valid ]
owner
. ) Ticket create i
OTRSAutomatedFAQTicketCreatorResponsible ) 36 Dropdown = FAQ valid i
responsible .
. . Ticket create .
OTRSAutomatedFAQTicketCreatorPriority iority r Dropdown  FAQ valid o]
priori
. Ticket create )
OTRSAutomatedFAQTicketCreatorState - 38 Dropdown = FAQ valid o]
ate
. , Ticket create .
OTRSAutomatedFAQTicketCreatorService ) 39 Dropdown  FAQ valid o]
service
_ Ticket create ) .
OTRSAutomatedFAQTicketCreatorBody bod 40 Multizelect  FAQ valid o]
ody
. Ticket create )
OTRSAutomatedFAQTicketCreatorSLA -~ 41 Dropdown  FAQ valid o]
. Ticket create )
OTRSAutomatedFAQTicketCreatorType ) 42 Dropdown = FAQ valid 7|
ticket type .
. Ticket create i
OTRSAutomatedFAQTicketCreatorQueue 43 Dropdown  FAQ valid )
queue
1: ZhaA T BUE B
74, EHE G 45
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* OTRSAutomatedFAQTicketCreator: :DefaultValues###Title

OTRSAutomatedFAQTicketCreatorCustomerUser WA F B E X THAIEK THRKESH, . 0
ReEEHE . KPP Bk f] — [F) ) 44], #illn: customer-1 — John Doe .

Z
FEON I B SCBRUE , 16 nT DAVCE DL RS0 e B 1 I 4 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###CustomerUser

OTRSAutomatedFAQTicketCreatorOwner MEIA&TF B2 X TGN THHITAHE - fl e EAH
[T # B 4] — [ E P 44], Bt root@localhost — Admin OTRS .

Z
PR ICEN ST BOE B, BT DABEE DL RGBT
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Owner

OTRSAutomatedFAQTicketCreatorResponsible MaA)ATFBE X LA TR DTN o WTRER
fHAF:: [ NEF4] — [fR AN 44], Biltn: root@localhost — Admin OTRS .

Z L
A EEN AN A BOE SCERUME > J6 ] DL DL ZR 40 i B0k 10 AR 41 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Responsible

OTRSAutomatedFAQTicketCreatorPriority IaIATBUE X TR LH o« nTREMMEA = [k
WA — (LA amk ], Blhn: JEFIR —1 EFK .

Z .
A1 EEN BN BOE SCERUME > J6] LAV E LU N 540 0 Bk 10 R4
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Priority

OTRSAutomatedFAQTicketCreatorState M)A T B E X TG A TIRRA . WEEMMES : [IRE
2] — PRER] Glhn: FEREmE — o fem .

Z L
PR ICAN ST BOE B, BT DABEE LN R B IR
e OTRSAutomatedFAQTicketCreator::DefaultValues###State

OTRSAutomatedFAQTicketCreatorService MahA T BE L LA LTRSS - WREMIMEA : R
K HHWR] — [IRSSLFR], Bltn: 55 1 BIRS — 5 1 2RSS -

Z W,
FE R I AT B CBRUE , T LR E LN R E LA E
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Service

OTRSAutomatedFAQTicketCreatorBody IaIAT B X T HLAIEAF M 1ESC - Rl REMIMEA « [FAQ -
B#EA|] — [FAQ FBthrai], Blhn: 1 — fEik o

Z .
A1 EEN BN BOE SCBRUME > J6 ] DL B DL FR 40 e B0k 10 R4
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Body

OTRSAutomatedFAQTicketCreatorSLA I ATFBE X THAIHEA T8 SLA . W RERIMER : [SLA %
] — [SLA ZFR], Blan: 55— SLA — %5—2 SLA .

Z
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FEN I AF B SCBRME , 16 nT DLVCE DL R G0 e B I 14 -
* OTRSAutomatedFAQTicketCreator: :DefaultValues###SLA

OTRSAutomatedFAQTicketCreatorType MalATBE X TIAGIEER) TR, nfReRMER « [T
WIARK] — [LHRZFR], Bl : KoK - Kod.

Z: .
B AT BOE SCBRME > B n] AT E DU R GERC & R I {A
* OTRSAutomatedFAQTicketCreator: :DefaultValues###Type

OTRSAutomatedFAQTicketCreatorQueue MAIATFBE L T HAEIIAY] « WTREFMER : [BAFI A FK]
— [B\F 4 FK]» il : Raw — Raw .

Z
AN AN A T BOE SCARME , IE AT LLBEE LUN R G He B IR T A -
* OTRSAutomatedFAQTicketCreator::DefaultValues###Queue
A LS T A -
1. WP OB & 7B -
2. 16 FRBABCE /NS I ANEE
3. My RAFFHI LUIRAF BN T B o

RGRCE

LA R E L0 FAQ M)A BAE & 613 L.
* OTRSAutomatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField
A AN A T BOE SCERIME , IE AT LABEE LUN R G0 B R T -

* OTRSAutomatedFAQTicketCreator: :DefaultValues###DynamicField

JRERFS

LA FAB A9 o4 50 ) ] g B TS s 7 F P
B R BN A T BN B

1. B FE PG T ShA T BB

2. WP T SME BT B .

3. fE FBOXE /NI ASEE

4. Hili GRAFEC CRAFH 58 U URF BN A T B .
B, K PSR4 L AR R B .
AN A T BB IN T B -

1. 3 RGRCE B .
15 SN %P OTRSAutomatedFAQTicketCreator .
SRR SRR ) Core — OTRSAutomatedFAQTicketCreator — DefaultValues .

W5 7 P B BRE RS N2 1% B OTRSAutomatedFAQTicketCreator: :DefaultValues###CustomerUser o

PF*’!\)

74, A HE AT a7
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Dropdown Field Settings

Possible values: » Key: | johndoe #«Value: John Doe =
Add value
This is the default value for this field.

2: Bl & T BUOAE

OTRSAutomatedFAQTicketCreator:DefaultValues##CustomerUser

johndoe If mo FACQ) dynamic field values are W x

mapped to customer user, this
customer user login is used to set
the customer user of FAQ

generated tickets.

K 3: RGENCE - BRIAE

ZOR FAQ hZ& 7 BU 7 BUA I RPH 1) TR a7 Bot AT EU T At

1.

o > D

3 RGICE DR

7 PRIV %k OTRSAutomatedFAQTicketCreator -

SRS AR Y Core — OTRSAutomatedFAQTicketCreator -

R E OTRSAut omatedFAQTicketCreator: :Core: :DynamicFieldMapping###DynamicField o
BRSNS T B o SN TR BN, K FAQ BN -

OTRSAutomatedFAQTicketCreator:Core::DynamicFieldMapping###DynamicField

TicketDynamicField

Defines the map ping to copy the L4 x
dynamic field values of the FAQ
FAQDynamicField1 article tothe dynamic fields of
the ticket. Example:
TicketDynamicFieldl ==
FAQDynamicFieldl will copy the
value of FAQDynamicFieldl to
TicketDynamicFieldl on ticket

creation.

K 4: RGRCE - ZHME

VEAR:

S REBRSHARE R M3 & 7 B o

AN TR B 7 Bl B & 7 B BN 7 Bl «

1.
2.

3| RGHCE RS .
16 SNk OTRSAutomatedFAQTicketCreator .

48

Chapter 7. FAQ I . 1504 st



OTRS Feature Add-ons Manual, %1 7.0

3. S MY Core — OTRSAutomatedFAQTicketCreator — DefaultValues .

4., MIZN'E OTRSAutomatedFAQTicketCreator: :DefaultValues###DynamicField .

5. WwE—LEIAE, Bl

WA : ExampleTicketDynamicFieldlText — hallo

« £ : ExampleTicketDynamicFieldlMultiselect — Valuel;Value2;Value3

 Hi#f: ExampleTicketDynamicFieldlDate — 20714-03-03

o HI/AfIE : ExampleTicketDynamicFieldlDateTime — 20714-03-03 10:00:00

o SiEHE . ExampleTicketDynamicFieldlCheckbox — 1

OTRSAutomatedFAQTicketCreator:DefaultValues###DynamicField

TicketDynamicField1

example text 1

TicketDateDynamicField

2014-01-01

TicketDateTimeDlynamicField

2014-01-07 10:00:00

TicketMultiselectDynamicField

Valuel Malue2 Malued

7.2 k55 N GG

5: RLENE - BUNTBAE

If mo FAQ dynamic field toticket ' x
dynamicfield mappingis

defined, these default values are

used tocreate FAQ generated

tickets. Examples:

TicketDynamicFieldl ==

example text 1,

TicketDateDynamicField ==

2014-01-01,

TicketDateTimeDynamicField ==

TicketMultiselectDynamicField

==Valuel;Value2;Value3.

AR AL MRS N A, A Hidt FAQ S1RPES H bRl F BB i B i sh &2 B .

7.2.1 FAQ Z1iH

LRGBS A7 BUS A INE] FAQ KNS Frdt hissh o

it

A LUE SCEE A B 3E K T8 7 BL LR A 20T B 7 1) T B o

BOATEOLT > FAQ AR B AN G 4 B e b B s 8Bl A 7 B, X7 B il G T iR, (HANE R
BOE THERBCE M2 RGN0 BB SR BOME . 2 I B 3 S 1 202 7 B B

ZL:

A E SRR E T AR Eh AT B

1. B3 RENCEBE A .

7.2. IR N GG
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2.
FAQ: :Frontend: :AgentFAQEdit###DynamicField o
3. K IMEMN 0 TH R 1 B EETBE—H .
7= 41

% £ w " FAQ: :Frontend: :AgentFAQAdd###DynamicField Fl/Ek

TR R TR R IT A FAQ 3haA T BEEE FAQ U B h o » I HARAS sh &7 B ic & Al
MARGHIAH B BE -

A AR R B TR FAQ 25 H » THIAT B R #RAEE

1.

N o g~ 0D

BN FAQ &1RESH .
T T LA IS (R Bl 2019-04-15 10:00:00 -
TR A A ] 55 2020-04-15 10:00:00 o
TR AR E N FR .
T AR B E N 01 .
TR E A R R B R .
5 DU 7 B DA E SCRF S0 # 1 TH 4
o TERBIETE
o THRAIEMIHT#
o TGN 6 TT
o TN TR
o BT BA A
o TRAIEE IR S
o TGRS
« TRAIET SLA
o THAIE R

AR, 1E 2019-2020 4R [\ BEA I — A T, OTRS sF4dERE cron £1:554 24 itk FAQ AR 4% H B4 —
T

7.3 HNEBA GL G

AL EATINEN LT
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Add FAQ Article
All fields marked with an asterisk (*) are mandatory.
* Title: |MNew FAC Article
Keywords:
# Category:  Misc
Stater | internal (agent)
Validity: ||walid
Language: | en
Ticket create start time: 04w J 15v J 2019v B .| 10v ;| 00 v
Ticket create end time: 04w || 15V | 2020 v M. 1o0v | oow
Ticket create frequency: | Daily
Ticket create repeat times: | |01

Ticket create repeat on days: || Friday £ Monday

K 6: QIEHNK FAQ &N S

7.3. SN B ST o1



OTRS Feature Add-ons Manual, % i 7.0

52 Chapter 7. FAQ 1% {34 s



CHAPTER 8

H 33 sl e

AR 55 AT LR Sl e K Ak o 4R G SR 8] AR A e 95 N A B3 7 S T 25 B AR 5519 355 -
—HiREL, PRHT LA G, Bl AN LT 2 T RAEREE R B, AR5 SEBLI SOR 2 H AR K

.
s
« FFLIHETT 4]
© ATHHTEAES -
S B

o IERAAE S5 AR IERA R IN TE) 52 B
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8.1 &ML A St
LR ELSEBL T I BRI T

8.1.1 A H Bt
GRAYALIT > 22 IR BRI — VB BB e % .

ZREOZHAT )R WREE BT AN R PR R AN SR Sh AR TR o WREBLAE W LR IEHE A

AR fi o T DO I — A S i A R s F i k&)

A sh

N T RENS VAR RO R Zh S T AR EUE SO TR

S Ze RS rp wT R RUR AR TC S /AN AR S8 S AR o RIRAER Y R RS I, R S T

(RIS T KB RCR o Fly BB (K8 sh 2l .

Available Process Elements

w Start Events

Filtter Start Events...

Automatic start [ [

[+ | Create New 5Start Event

K1z g sh gt

FEFT ISR b s S B3l A A AR BEE T RIIN A .

JABNFFRAR He TR AR AR S AR

THIBEE TSR S Cron BEE .

LG O UK R s, e W e 3 /N i A AR BT
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Create new start event

Cancel & close

w Start event

* Startevent name:

w Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

To enable automnatic execution select at least one value from minutes, hours and days!

2: BUEHT IR s FE B

Edit start event "Automatic start”

Cancel & close

w Start event

= Starteventname: | Automatic start

* Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

0 00 Sun Mon | and 5more... @

3: GlR s E R
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K J8 Bl A FAS o 2 A7

FORE CURCE R S SRS N B AR A 5f e > A D WIS ( ARERR RIS Do Fe R R 3
FFVE EEIE R PR IEH 0 A o BeAh THIN SRS FE AT R Z)) o a3 T 2R R R sh i
BB NIES) o VA ATLOR ZEE TR 2R MR SERR B IS .

w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

Recording the ::_‘,)— ApprovedbySuperior —H Process complete
Application

RequestSubmitted

LY

File Request (>—— ApprovedbySuperior _H Aprroval of manager
Automatic
start

4: HiAi )R ST

TN 28R SR AT B T URAE SR B 8 o RO ) ES5003, W BUtiie T, JF Hiziike
KRB AR BT .

VMR SRR BT R AE ] B SO o SR A A, DU SE SO B R G o

8.2 fig5 N i Fti

AHRATFRLBAT W55 N LS

8.3 JhMEBA i

AFAF L EATINEN G T
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© BSURSS
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o MRssERALRE
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o A
OTRS %A B 4% b (1 A F (44
+ OTRSBruteForceAttackProtection

9.1 &H 5 FLIh
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9.1.1 )" AN
TRAFA S, W A A R R A AN 2 AP C EBUE Do
2R C EEE )
e R B/ IF R E R P ok BUEMR T P G b s T 7« diMs gl 2 7 j
( B8UE BT .
_ Manage Locked Customer User Logins
Notice Locked Customer User Logins

CUSTOMERUSER

Tony Stark (ironman)

Reset logins
Filter for Customer Users

Just start typing to filter...

1: B8UE M G B b 4

RO I T R

LR A g
1. WIIRAHIESE AR .
2. il BEGRIGH .
3 R AR A ) S LA T AT R P Rk

VEMR: WARBUE T2AEST, RN IR AR B i JE S A A 4R 2 2 ) L .

9.1.2 RLEH

BHRAHAF ST > W LU HTH 0 2R e BC B TR BRI N 53 5 0T ) 6

REGNE

AT LALEAMEB N 53 5t v BRI 2 7 P bl s DAGRE S A FH 99 35 .
BEHIEIXLE T RE -
1. %3] REGHCE BEAE -
2. 1F SR/ kP OTRSBruteForceAttackProtection o
3. MBS HUM ¥ Frontend — External — View — Preferences -
4. BERE .
5. HFERBSEMIKE .
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CustomerPersonalPreferences##Password

[ncve - |
|Area | — |Customer |
|D&sc: |— |Setanewpassmrdb‘yﬁllingin yourct.|
|Labe{ | — |Change password |
|M|:H:|u|e | — | Kemel:f\'\fehApp::UtiI::UserF'referenoeTy|
|F'asswurdMaxLuginFajled | — |-U |
|F'asswurdMin20haractas | —+ |C| |

| PasswordMin2Lower2 U pperCharacte | - | [¥] |

| PasswordMinSize | = o |
[Pemvoriescan - [ |
|Passwurdnag5m | - | |
[rtemontraus | [sommy |
e - [rooo |

o o o o o 0o © O O O o O O

Defines all the parameters for this
item in the customer preferences.
'PasswordRegExp' allows to match
passwords against a regular
expression. Define the minimum
number of characters using
'PasswordMinSize'. Define if at least
2 lowercase and 2 uppercase letter
characters are needed by setting
the appropriate optionto'1".
'PasswordMin2Characters' defines
ifthe password needs to contain at
least 2 letter characters (set to 0 or
1). 'PasswordNeedDigit' controls
the need of at least 1 digit (set to0
or 1 to control).
'PasswordMaxLoginFailed' allows
to lock a customer user toforbid the
legin if maximum failed logins
reached (0 =disabled, 3=3 login
attempts possible etc.).

K] 2: CustomerPersonalPreference###Password W
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PasswordMaxLoginFailed FVFHIEZR T H P DAMEAEE 1) 55 R 6 SR MON 25 18 5% o Kbk e & N
0 2EEMIZIIRE  FHEIBCE N 3 Fom BT —I0E 2K .
OTRS H 305 558U 1% 7 H ik RIAE 1 E 8 SR AH DG I B e v R o 5 =005 T AT DU ] b e
MR Bl 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!y
— (REMOTE_ADDR: 127.0.0.1)

PasswordMin2Characters I K LTI E N 1 ke LEW R TR BEAS 2/ 2 MARHER .

PasswordMin2Lower2UpperCharacters iDL I E N 1 K e H w2 /b 2 NN FRER 2
MREFBEELT .

PasswordMinSize & MM 1/ NERFEL o
PasswordNeedDigit ILIFIEII BN 1 K S FHEA S 20 1 5T .
PasswordRegExp fUVFK %045 1 A A ULRE «

9.2 Jik55 A\ b5t

AL EAT RS N G S

9.3 SN A

AN 53 ST T R 8 SRAR G T RO 8 i Sl o A SRk B RO s 22X I T C B4, I OTRS
B e P i P R IBUE 2 R .

TR, BB EBILUR MR BRI N A B R AN IR .
VEWLHIE F T A7 il /£ OTRS Hidfa %2 5k LDAP I g5 &b iz 7 I
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AIAER S5 E
o HRE
OTRS A1 (i BE 25 1 AR A (44 B

+ OTRSCalendarResourcePlanning

10.1 &3 5 50A

SEERAE I T H DDA BRI T ASFT A ER 2> H - i B BB 1 SR A I 8l 257 BL o BTRAATIT A
JR 25 N B3R B th w5 N BA ST i B R I T A R B AT AR 55 N\ D SRR R AT ot ]
PAFEFIEY 8 40 rh A% 1CS LA -

10.1.1 RGUEH

SRRy T B BB, B T ASEE o H s B BOMEDIF R N sh & 7B

H i
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3. 1 EHELRCE /N TR B .
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AETE
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SEHS A T R TRAS AT B -
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RBE
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w Manage Settings

Dynamic Fields

Equipments: | Hide
Advanced Settings

Title (defaul):

Define the default title for appointments 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.

Description (default):

i

Define the default description 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.

Location (defaul):

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=, <OTRS_APPOINTMENT _DYNAMICFIELD_X>.

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

K1 A BRI
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R CERIN ) AT H I 5E SO ERINAL A .

e e S A SR 28 00 B AN T s BN SCAS  DUEZERE S b rh R 25 5 - nTRL
INTRZI) R DL ATk I Bh 2 7B o FLZ ] DA ) e il 1 P icdis

oLl fE HOH 4 M & OTRS % fe b 2, il W <OTRS_APPOINTMENT_X> .

<OTRS_APPOINTMENT_DYNAMICFIELD_X> o & £ % 0] UL Hl <OTRS_APPOINTMENT_TICKET_X>

Ky ) BERE TR e o WREEEE T 24 T, WRT LS ] <OTRS_APPOINTMENT_TICKET_1_X>, [.H

$& T % ID HiF -

VEMf SEINORABETZ , IF HIFARPTAE AL C Bl ANREAEHIZhA T BUE Do 2 IR SCA U AE QIR I
AR C BATEBIRE ) NBLIFARFT T OTRS & BERRZEAS AT o

KR H D) HAREE | BEH sl B oS e W ERAE -

FERRA BT B N BUG T WERERE T ERME, W —RPDFHEHL « WERAE R R A T 3h& 7
SN o IR 7Sa I DS R R UVAS SRR EHUE VNN [

e AEHTRDETL LR 7 o R O

10.1.2 &5 FUE 50

SR RERS N T AE L0 AN h A0k 1ICS S ATRENE -

RUESBUBAL

AT e P e ] DA 6 PL IAE PL B 0 b A3 1CS SCAF IR nl LU AT 8 B H DD N U REFAATIT - Tl
A58 S B BEREAL T AT R AN ZEL I TRE W AL

LR ERS

FEB ) B IAT (0 T4 T8 0 b A O 8 20 R I TR

A DURSE H 7 ARl s A7 BB LK s a5 BEEAT i %6 ¢ I RAE2h 245 7 Bl B b B 7 I 3h
ATB

LMD A% 1ICS A

] LATE R h P i s i A5 1CS U .
FEWOE ICS AR RI%
1. Qg — NI T8 A R B — NI TR E A
2. fF HA/NEEP . %EHF AppointmentCreate  AppointmentUpdate BY AppointmentDelete
A FAE
3. AE AR N ERE KIE ICS A .
EEZR AT LI E M ICS U A U 2K C ANH DT E D i SR nE R « RFEEeE
W'H AppointmentCalendar: :ICSFiles: :UseAppointmentDescription B H] W & M HfiA 5 il &

FISCAA Gk .
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* Appointment Filter

Dynamic Fields

2: PR IEAS ET

N
=

10.1.3 JifER A stk

ABATA R TRLTEIN T a7 BUSCH

VEMR: ANSCRA Bt e 28 RV 20 257 B THRE o

A TR
P RS A ST (05 5 B o T 030 5 5 B 7 SRS 15 0 R s 5 B O B 7 2
. RS TEUR « AT H 8 & TR -
EEHR H RS A T B T BN TR
1. BB R -
2. JiAE—A skl — AR A .
3. 1E SRR MBI RE] SIS TR .
4. BT T S SR S L
A BT LA TR BRR “BERFIL AN RS

10.2 Jilk55 N D3 Gt

SR REIN IO 1L 5 | A TR B U 70 WO OR K i S by 1 P S o SR, o] LICRE B 0 MO 4 AN TR B TR 5 3K 2814
BASCRT LA ik B P S AR I o BRAE T AAESh A HIR GE vk b A T T

VEMR: RS N G AU admin AUHGRE A BEV AT B ) A BB A0 PEATEA 5 A 01 BRSE o
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10.2.1 H/Jh
LHAPM)E H PSR LR e . .

AR AT LAAEAR AT H Py S oA FREY B BE 0  ER B L T T o0 A 0 B B o BEUEME S B R T H

SR BESHE VS LI o

XA B A ORARH B AL H DR o e AT AN T T8 A% [ A T D A2 P BAF) R 55 N B4 41 R
C ALAERT [ L RL I R RT AT Do S A TH A 8 2 I3 — NN BORE B 21 Bogs e P A Ty o i T

B B g SO R e F LA DB ] B LK

Resource Overview
Actions Calendar
(] Manage Calendars Team: My Team
-3 Manage Teams Month = Week = Day Timeline Month | Timeline Week | Timeline Day | Timeline Custom Jump | Today L4 >
& Manage Team Agents 25 Nov - 1 Dec 2019
[+] Add Appointment RESOURCES MBMN, 25 NOV TUE, 26 NOV
NAME DDl 06 0B 10 12 1 N 22 00 02 04 06 0B 10
John Doe Test appointment
Calendars
Unassigned

Just start typing to filter...

NAME URL
E=  Company Events &
Meetings =]

P 3: DR B B

TSR VAL e 1 B A <
o R D HH DLRE 2 H T .
o i PR FL e B .
o sy FEATA IR 95 N D1 420 A7 BE AR 95 A0
o i IR FA AR L ) H Db B .
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g R  BIAZIBA R SS N G380 & AN IX L A T ] .

— BEBEE T AN BRI SS N BT, ST AAREEBEAT H DRI T4 24 AR AR 95 N D 70 Uy « s
AN TIZ SRS TR R A s B BIBA MR 55 N 52 o 87T LGB AR T H MR ST e A, DR
FRZ o S T AE A E AR [

AR FRZHE 2 IR 1) 2 WL B AT R 55 N SRR ARINAT » il LR P2 23 RO e B8 o W SR B0A o AR IR
NG WRZFRAHG W AE Bf e 1 RIGIRATH o BATZ A O BRSNS T2 8 W AE R AT 2 0 Pl ik 55
N D3 o Hh T K — A S8 LU TR 15 AR 3h 1 541

LA b 0 A PR A B U N 0 U T DA PR N P R I AT BA IR 55 N 5% SR mT B E X FE X
T2 AL

A EAEAT — A DB SRR IR IR o B vt s P b ] 24 i WA P 4 B S s O Bk 2 MDA o SRk ol
ABEER . MBI, 2o w0 o A SEREAE A AE T B Ik DR ok R ST on e v o
i WaidfE e

AT Y EBCE X TRHERI 42 B e SO TR Ze i Bt T e H P B e s v A D
FEILARPTAT T3 > GRS U DR RT3 3 L DO AT A

I SN TR e e

Forp— Sy BB N T8 H PIREE

Settings
Shown resources AVAILABLE RESOURCES VISIBLE RESOURCES (ORDER BY DRAG & DROP)
1. John Doe
Filter available resources...

Resource information No

Show additional resource information.
Show weekends: Yes
Shown weeks 2 Weeks
This setting will be used in view "Timeline Custom"
Start time 00:00

The default "00:00" means the start time will be at the very beginning of the day (midnight).

This setting will be used in view "Timeline Custom"
End time 24:00

The default "24:00" means the end time will be at the very end of the day (midnight)
This setting will be used in view "Timeline Custormn'

Slot duration 2Hours

The default "2 hours” mea
This setting will be use

that each shown time slot has the duration of two hours (e.g. 125
imeline Custom'

ots are shown for a day 00:00 - 24:00).

Slot width 100 Pixel

The default "100 Pixel" means that each shown time slot has a width of 100 pixel.
This setting will be used in view "Timeline Custom"

Save

K 4. H P B E
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ARG A UL DRPIN DM DU CE o AT AT (0 BUR T BL
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TP o — N IRARE Kb, DUER AT LURFA IR E

WG E A WP RS, EIRSS N AR5 Wos e s s B o AT DUE 5 IR S5 N B SR 1K)
OTRS ZHeb525, il <OTRS_AGENT _X> o MHEZ Al LU i) B4 AR B E I .

ZL:

W PIE R E ) AppointmentCalendar: :CustomTimeline: :ResourceInformation W&
rRAs e YRS R .

SRR RO SR A

R AR kB AT SON TR AW B N R s 1 P

THha IR EHE A g N TRIZAL I BT AR 8] o BRIAE 00:00 R7s TG IS TAPREAE— R IT46 C 80 s
SN TR] EFE g SN TR Z AL A S5 SR 8] o BRIAE 24:00 R &5 AN TRPREAE— RIS R C /P8 s

INfIE) G B 5 SON TR AL B IR TE) 7 o BRUEL 2 /NI 3R o IR BRI Ty (4 B2 I 8] 0 2 /NI C 451
4, —7K 00:00-24:00 %7k 12 ANFE Do

TR 6 5 e 2 SR TR e R 1R FR) IR ) 7 96 32 o BRIA AR 100 15 38 3 s A W s FRTIRFTR) iR 568 &2 100
Bz .

FE € SN TR R T DL RSN BRI TRATN SE 2 A5 o bk, aaZBAE [y B4k e B v BRIkt
i .

AINTRZ

TR LUK 24 BB IR SS A r BC s — ATy s (BRI AR Ak £ — N RIBN o AR IRgs N &2 iy
W AN BEAEMTESE o NSRRI S N SR T, PRI mT DL A 0 e 4 B

H il 1

] LAAE H D3 T B B R rp A 0 4
TG H DT B ZhRE » AT LT #AF :
1. 3797 HIOMESE R B8 st v o e
e H B ANEA R H PS5 AR R
3. JEPEELGHL 1 A AN B
4. il SHEHL - DUAE URL B R HIRIBTEA .
5. BRI H N R IR URL .
Tty LS » R TEHERE CRFFFTIPARE > U S 80 52 R R BRI B I

N

EELH b

Wil UL admin A0 BA A REVT M L BE4E

VS I A PR O R ) A PR RS
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* Title:

# Calendar;

Tean

Appointment

Basic information

Resource
My Team
John Doe
Date/Time
07~ / 17~ [/ 2019~ E1- 08v ;| 00w
07~ f 17~ [/ 2019~ E1- 09v ;| 00wV
M Save Cancel

5. S INTRAI RS 1T

10.2.

& U NAR ]
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Settings for subscription of calendar Company Events

Tean
You can specify teams which will be used to filter out appointments.
Resources
You can specify resources which will be used to filter out appointments.
Copy

K 6: H D3I B e BN AL

B AR

Hff: B admin A A BEVT 0] LR

e BN o PR BB A4 T H DD i) A BRI A S it o bdh el DU BE SR B ANy
BRSO3 B i) o

& BEAIBA

A B —ANH HBA -
1. sl 22 AR ) 45 0 B B4 .
2. WM TEL .
3. riili TRAFHEHL

Bl TR RGET BRI o R BRI A Jo Rk N e ROk 5 AT AT .

A E i B
1. s SR I —AEIBA .
2. BHTBL.
3. sl PRAFE PRAT IS8 edacll
A B A B IR IR 55 N 5%
1. iy BB BN A S5 N D% AL
2. FERT BB 55 N D1 B bR i 55 N B3 r 4 BN e 2 JRAR
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Manage Teams
Actions List
[+] Add Team NAME GROUP = COMMENT VALIDITY | CHANGED CREATED EXPORT
My admin Custom team for valid 07/15/2019 14:23 07/15/2019 14:23 ~
& Manege feam Agents Team calendars. (Europe/Budapest) (Europe/Budapest) -
Team Import

Here you can upload a configuration file to
import a tean jour system. The file needs
to bein .yml format as exported by team
management module.

Browse... No file selected.
Overwrite existing entities

X Import team

Filter

Just start typing to filter...

Add Team
Team
* Name:
# Permission group: = admin
Comment:
* Validity: | valid
Save or Cancel
8: VN A1 BN ot
Edit Team

Team

* Name: My Team
» Permission group: | users
Comment: | Custom team for calendars.

# Validity: | valid

Save or Save and Finish or Cancel

9: G IAT B e
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FEFH AR
1. MR RS — A S s .
2. ETHENL LR — M7 E DMRAF Export_Team _Team_name.yml A .

List
NAME GROUP COMMEMNT VALIDITY CHAMNGED CREATED EXPORT
My . Custom team for . 07/15/2019 14:23 07/15/2019 14:23
admin valid L 3
Team calendars. (Europe/Budapest) (Europe/Budapest)

10: & i AIBA G5

PN HIBA -
1. Gl ZE L RE R AN 305 224
2. EF AT L yml SO
3. WIREARE S LA BN, el 72 5 2 A 4% H AR .
4. gl SAHBZAHL -

Team Import

Here you can upload a configuration file to
import a team to your system. The file needs
to be in .yml format as exported by team

management module.

Browse... Mo file selected.

Overwrite existing entities

e Import team

B 11 BB AR

T WERARGTRI T 2 AN, KA AN Z IR A PR, RV rfd o o S HE 25 ks 52 HIBA .

A B AL DEUEINS T LME I DU N R o AT AT (P BUR U BL

SR BRI AT < T LZEIL T B R A M TR T, LS TR « Bl R 7
i,
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BCRRAL * W] LU BEATA (R IR 55 N G 4 o AT NIRRT ASE 4V il iz 4], DA REs o BRI BA A L AR 55 A 61> OF
He A IR B 1L -

VERE IR B ISR o T R UUR LR T BOR TS i A e B T R B IE RO TR
B o EM R T .

AR BEE LTI RNE o W R BUs BN AT AR BRI R AT AAE OTRS A « Hb v Beist
BN O i N IE AR 28 LR MBI AL

B BB B

T BObUE admin 200 RC A BV IR LSS .

PR PEATIN B BB BN Jm > S 20E SOTREE IR 25 N B3 s TR L JHBN « ZAE AT DhfE , B HEAAERS
AN e g5 N BRI —N BN o A BBERRAL T H DS i e BRI AR AR 85 N\ BAe Tty o gk, il
DA 5 5 AE v R AT A By i) o

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.

12: 5 B BRI A g5 A B

EERGEA HBACR

i EOR L I e Zs— MR ST N B
1. iy Beds NG a0 il — s A5 .
2. PN IEIRSS N G BEFI TN
3. wili TRAFEL PRAFIF5E AL

Change Team Relations for Agent Doe John (bu)

TEAM ACTIVE

My Team

Save or Save and Finish or Cancel

SRS PN IE IS
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AR I 5 N R s — S HIBA -
1. gl HBA A —ANHIBA .
2. L IL B BRI IR S5 N 5L
3. wili RAFEL PRAFIF 58 edZAL

Change Agent Relations for Team My Team

AGENT ACTIVE
Doe John (bu)

OTRS Admin (root@localhost)

Save or Save and Finish or Cancel

K 14: BB IR ST N TR AR

M WERARGE I T 2RSS N i sBIRA » R A AN S JE A ARk, BT o e e ME & R4 52 iR 55 A
A [N

AT LAAE P i o ) I 23 BE 22 A RO N R RATRA oAb, Bl S0 R e mh R IR 55 N 63 sl A AR A N 4T T
G AR 55 N D5 e 1 G AT A D e

Bty Vi ess N A A JE AR AR [ 215G 2 BRI BERE

10.2.2 #t3%
IR )G » BH — %258 AppointmentList W H T AIESHESITE R -

giitk

CIAPA )5 W LMEH] AppointmentList ZUitJaim i ERGHHE L, LLEIEAT X OTRS R4
AT GHE R o B — DRI C B3, TicketList ZEth ) IXEWRAIRATLLRE X HiiAl
Y OB AR 2 o V2 TR L A T AR

— LR R PR B AV -
o B
PN
o /N

I 1) BB G a4 Wl 4 TR L ) T h I (R AN 450K F) 55 ORC 1l ) 3a 8145 C ifi A2 ANDC 55 ) ia514F D&
FE—E o BT, PO R B I E] B T 6 I 1) 07 328 25 K5 AN s A b — A H TR AR AR 24 i 4 &5
WL o EAFBIEIL, WA I (0] BUfEds o« B TLBIRDT -

TR TR, FE AT B Gt b o g, —NTRAREERINAS T, LR BRI IR
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VEAR: n RAE I BN BEIR T THLT > /N0 o ASERE > TCIEAEES RGO IRk AN B, I R
SRGTVHHH i A IS 1) R e bR R 2

10.3 ShAEA D3 St

AR EATINEN G T
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cHAPTER 11

SRS

brifE OTRS JIRk 55 3 SLVFE IR 55 N 5 3 A5 P s SCAR) SCACASEBRORE [0 255 T i, R i J37 1 sl o 52 1 R 55
TR o IXBESCARHL R AE - ASRHP PR A A R TIOE SR SCAEBRIN , 3X 0] g2t sl AE « ok
I REFF FOVF SR X FELE SCARE IR HEAT 70 21 38 A8 i 1 30 D85 oy — R R T el /IR B 2
i o

i, — AR J 52 B il R AR SR B IR KA 8 7 i K R R o AR REAT e B e SC3C
ARG AN > — HRE R AAE T s P S8 i I IR SCOAREER Rt i LUK I AR 25 o

FEF M Th RESRR 1 > 4T LAAESRABL ™ 45 7 (1 ARSI 3 v B 5 557 b F P SR AR SC I T AT SO & IXHE 4
UL EN S, T4 T KRN R RIS S o IX o4 R S K Wi N 1)

e
o TR, AT LURE P R SR
o fRHEH RS N DL NERER I .
H brdl
o T Mg B
o IERY L
o MRS HRAER
o ALAT4FH SLA 2
AILE AR50 4 E

© WE
OTRS # A #4444 FR
+ OTRSCategoriesForTextModules

AR 5 LT ShRER AR -
o« PG
« HEXRANTB
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o B/ SR AT B
o [LHLR

11.1 & H LA
GRIRAPLR > EE A U TR B AL R R

11.1.1 TrRRE

AN > BRSSP RSB ER IR DR 7 By AR B 5R

el

IR B T] 1) RGEAS I o S FBRREAL T TR BN S B

L Category Management Edit Category
Actions List
[+] Add category CATEGORY COMMENT VALID CHANGED
Example valid 05/03/2019 16:11 (Europe/Budapest)
LS | A e
P 1 SO B R
Paran Sl
(gL EN

AN
1. mh ZE AR B
2. HEMIHTBL
3. wili fRAFIEHL

Add Category

#* Category:

# Valid: | walid

Save Cancel

K 2: IR B

CREATED
05/03/2019 16:11 (Europe/Budapest)

78
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Bl EENRGH BRI o BRI A ok N e ROk AT EATT .

AL
1. R IONFIR I — A0 .
2. BB -
3. sl TRAFEL PRAFIF 58 edZ AL

Edit Category : Example

# Category: |Example

# Valid: | walid

Save or Save and Finish Cancel

P 3: G000 b

S v

I B AR B BRI, FTLMEI LU RCE - i A S I BO B .

J) > BB ARK o W LIRS T BOR R AME RSB P AT TR S TR o SRR W AR N
T

S AT EIAEBAT SR M AR A 12 o R o S TR
b33

A% WEBLBEIR AT o WO T B BN AR WA BRI RN AT E OTRS A o Rk v Bt &l
TR B Wi I TE RS AR LE MBI A AT

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

T
PR IR e O AR B 7B o — MRS TR $DIEF HARBAS S L -
Brim B

ToC Wb N D SHHARE TGN G o RORZ LT IBPEI Wb N7 B .
Pix WERFE, QRO E R I E L .
WAL W, BT R IA I E L .
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Add Template
* Type: Answer
* Name:
Subject:
Subject method:
Specify if the current article subject should be Combined, Kept or Overwritten with the
subject from the template.
Subject:
L B I U &) = EE E E E = =
Format - | Font T | Size - | A- A~ T, [g Source Q)
To:
Cc:
QueLe:
Attachments:
# Validity: | wvalid
Comment:
Save or Cancel
K 4 IR B
80
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R 20

IR B PR — A s MBS I 2] — A2 AN o LAEAT LTI RE 7 A R G PN 2 D — MR AN
AN o EEBERAAL T TORBEE N R SO B

_ Manage Template-Category Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES CATEGORIES
Answer - empty answer Example

Answer - test answer
Filter for Categories

Just start typing to filter...

Kl 5: A FIUBSTRRO I 2K il 1) K o

7 LRSS SR 3] 1) R

AN AN IO B -
1. sty BRA AR
2. EFIEARASIN BB A2
3. st RAFEL PRAFIF 58 gL

Answer - empty answer

CATEGORY ACTIVE

Example

Save or Save and finish or Cancel

Kl 6: 1B BB AR S I 12531

A7 AR B N2 |
1. miad FENFH A .
2. EFEE T HL RIS IR -
3. wili RAFEL PRAFIF5E AL

VEMR: RARG PN T 2B A IRA A FR B R A G g dHE AR E R AR

7l o

T LAAE DA Bt o ]IS 23 2 R ) o eAh s B el 5C 2R o At (R AR SH a1 AT N BT T G A AR
IR LSS

Beitrs Ui R B AN PR B SR 5 e (1R [ B
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Example

TEMPLATE ACTIVE
Answer - emply answer

Answer - test answer

Save or Save and finish or Cancel
K] 72 B X IR AR

11.2 kS5 A\ At

URBRAE A AR bR AEREAR (19255 Sk 7 DA SCA e SR IR DO RE

11.2.1 TR

VBT SRR HERRAR R R0 SCAF IS5 K o U TR PSR () RS RSO 45 W o dE T
PR BERE

QU R, T

A PH L TR PR QS TR o R TR R TSR B FAE TR R

Create New Phone Ticket

+ Customer user: Customer Information

none

* To queue:
Templates by category

0

% Subject:

[ Custormer user | [ FAQ |

8: QI il T 5 R4

v R

A5 R (K 22 AN T — A2 08 45 (AR KB (K3 /N BB L p T ARSI B AR
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TR
GRARBATAST > TP RSN I — L85 DI fE .

(ELAREa

w #1 - Welcome to OTRS! - OTRS Feedback - 11/11/2018 15:29 (Europe/Budapest) via Email

Unmark Print Split Bounce Forward Reply

- Reply -
-
Welcome to OTRS! empty answer

We're pleased that you have chosen OTRS and want to help make your implementation as
smooth as possible. In this email, you'll find some key answers to what you need to get
started and stay in touch as you move forward with OTRS.

When will the consultant contact me to set up engagement and provide requirements?

If you purchased consulting services, we will contact you 1-2 weeks before the
engagement.

9: {5 PFVER NS

I FH UL SE A OE I s IR B S A B R o (RIS AR B O3 S T R ASABORSE B 1 2 P g 7 A 1) s
7 o

SEATRDARDR AL R BRI T UM 5 SRR AR
e FIm 0
PRAT LRI N 7 38 AR 45 N B3 T I A 0 TR RE R Th fE .
WSS N BT IF T * TRV * T IRE B T C INEE « &35 ) WS MiZ TAEITIF— a1 .

TSI TSR b S — AN RS N G ST S e e (R R HE R KR 45 AL o At T BASG P HH e
AT ORAE LB TR SR sl QR E A 5 Y 7 11 rp A i AN BB AR

B AT DU R R SR R EAE TR P EOE T RE

11.3 AR A AL

AHATFALBAT AN B
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cHAPTER 12

B R

UL RE ST T LARSBOAL T4 R IR 2 (R 28 SE s T AR > AR kit — 2P s e .

SEDh R AR S T IT IRSSE B o i, — DA IRBOE F AR R 2 5 o SBUG > 12 [ HiE
e ANREFHAEAR AL At TP IB W O o AL AR R AN TR B AE AL VRN DR o

I RGERE , By LUE X
o B/ TAERSHPRA : AVFEIEDIRA SR LOBOE 5 IR .
o B4R HBOE T 0E SCIRA s (] BLETE AN B/ A AT H HRER
D BE SR s S NG W] T AR R s B2 PRI AT AR A
P
< PRFEEYIE, IR R R T NI
« ML ARG SAE I .
Hbrd
o 1T MRss A 2
* BT OTRS:ITSM Zhik k% /-
ATFEAR S5 A b 4k 5
< R
OTRS A G e # & 1K) 40 44 FR
« OTRSChangeWriteProtection

VERFE: R BESEE T 4L ITSM A2 A5 BRI fE
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12.1 %3 5 9L

AATF L BATE B OIS

12.2 fled5 N i F i
LK LB IR N BRI » AL BT LIS S T A4 & 3 R S

12.2.1 ITSM &8

LRG> — HARF o TARSR AR5 SCRPIRAS > it T LASH AN FE ] DA ] ] (AR FEE L R34

1Bt
SR RE R LU B el TAR R 25T SRy, Xk — HASH o TARSR A T RRES » 78 28BS R
AR TG D rh A B AT L LR A, R AR ILIF AT AT .
Z s
A DLZE DN 2R Gl 5 3 ) R 78 SR AR 4R 4 C EOIR S AN AE L B E I 316
* ITSMChange: :WriteProtection###Actions
e ITSMChange: :WriteProtection###ChangeStates
* ITSMWorkOrder: :WriteProtection###Actions
* ITSMWorkOrder: :WriteProtection###WorkOrderStates
MR Z R GG, WA WS TR SRR 2 G RY o 1] LIE RSN E AT LT 6E .

U R T AR oA S Ik By 5 RS I AE TR e P BB 28 T AR 4R 2 s AR S, MR BEAE R AL B
e SCIRZASRIERATE

NGB TARR A VRIS DR s b AR AL 25 SRS Z — AR SE s IR RVERS b At DR W AT #R 4

U, SO T AR s S PR ) SRS B B b e SUIRPIRES > WER, RGUHCE BB 81 A ERA A ]
Jo o U ARAE O IR % IRAT IV BERS IO 1358 B AN RE ELRE U I L8441

12.3 AN G AL

AL EATINEN T
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cHAPTER 13

Cl 73 Bt e PE2h & 7 B

UL s OTRS CMDB R E T Cl ) 555 A1 SLA [EEE M G I RE » MR o5 A BA 3Rt 17 5
GFIIRENE , AR AL 1) Cl B IRST BN AT RE o JXS T2 2 b AN [ (1 1 o6 5™ i B Bt IR 55 HLAA 20445 7 4%

7 SLA [~ w4l A 1 .

UEAh s BRI REARATIE T LS CI J P e sh M3 2120 1 QU M B 7 B o IERIX L 7 B SCA 7B, U
] LAAE AR GUHC P AT BT SRR o SRS B I 22 ML AIAE TN S R shas 7 Boh s WA & 9™

JEWL o
s

« thT¥H CL MRS S50 SLA, BEIIBIRSs N 54wl DL 47 b A B B

o XFHRIERA A Z Cl BT Cl RS .
 Cl j@tE5S THahas v B 20 B .

o AL T RN R B o BAT ZAMER CLR PR AL

o Cl B v A HH R .
H bR
o SRAEFXANFE B0 C CL D BIRSS 2 ]
T YN
« WA IT
* VO L
ATER S5 AL b 4k 5
OTRS # - BLA% rh (M AR AR 44
+ OTRSCIAssignmentAttributeDynamicFieldMap

Hff: SEDhBedlfh oy 2 ITSM HCE A PRIIRE o
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13.1 %3 5 9L

SRR AR AT B DS E VR TR O B I B S A 7 BUE LK T e 95 A0 SLA

13.1.1 7RSS AT SLA

AT RLLE AL A 55 AT SLA A5 5 AR e 35 70 s 0 > vl S E - B E X o

5 2K T B U 30 TP A T PRI BRI T B T S s B i TR IR 5 A SLA .

A LA RGBT 7 B
1. (R EL G S 4T T CMDB VB 411 Tl s
2. EF MBI S B S e L .
3. WIE SR IFT ) T

— Key: TicketServiceName
Name: Service
Searchable: 1
Input:

Type: Text

Size: 50

MaxLength: 50

— Key: TicketSLAName
Name: SLA
Searchable: 1
Input:

Type: Text
Size: 50

MaxLength: 50

H#: Key fHMWIY ITSMConfigItem: :ServiceField Ml ITSMConfigIltem: : SLAField W& H

e A

IEFIRCE S » R QI NS 7P P B BCETRT AT o 0 2R BRI A B G ) e B IR 2 2 T8, U

I 1 TP IR S5 A SLA Rty B BERE I T8 o
HR 55T SLA B2 (¥ EESRAT BRI -
o« WA RIIRSS HRE
o WAZECE T HITIRSS AN SLA L E T T B .
o BERZAIC B I 005 A RN HR 55 AT SLA 445K
o BERZ TR SO VG B I IR S5 F1 SLA Z48K C fldn, ANz ACL BRI .

o WUARCEHERL T ANECE I, GRS BCEIURE P R IR 95 A SLA .

IBCTH R 25 AN SLA BERZ 1) ZE R AN PR«
o WAZUR AR S5 T EE -
o WAZECE T HIT RS AN SLA FIBCE I 7B .
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o CTCAURITHC B 0 R R 55 FT SLA AZBTIL AL o
o WUMBEES . TERIIRST AT SLA KM » AN i Iel 2 i R

13.1.2 s A Bl

A DL I M (R SR I 2B 2 7 Bt

B2 MC B IR B TN, AR NG R U 1 R A ARSI e SRR TR, W MR L M ey
N TS A TBE o Toie il i N T BOE R B BER , s T BUE AR IR R AL

AR
1. %8| RERCE DA
2. WP SHUINERE TR Y OTRSCIAssignmentAttribute DynamicFieldMap .
3. SHEFHUM K Core — OTRSCIAssignmentAttributeDynamicFieldMap .
4. WERRE ITSMConfigItem: :TicketDynamicFieldMapping i ERETEEM T RIS FBZ

[F) PRI R IR o

#n

NIC: :IPAddress — IPAddress

NIC: :IPoverDHCP — IPoverDHCP
SerialNumber — SerialNumber
WarrantyExpirationDate — WarrantyExpirationDate

VEME: DR I AE SRS A P IS B R M, TSI < o BRI E P E .

5. #R¥H ITSMConfigItem: : TicketDynamicFieldvValueMapping J11 & AC & B A T 954
FBAEZ R TS o BRATTDAZ0 A M s Wit > LR e I 6 00 1k Y T RS TR B as B ml R AE
Z A [FIANDLHL o

i

NIC::IPoverDHCP — No — 2
Yes — 1

By € SCTEAE TRl &7 BUR i Son WU o i R AR F i A os R B AN A (A B B A 7 B
o ARGV R AR BT BN 1 R0 el 2 FoR 1 .

VEAR: WA E IS VS 20 & 7 BN UGG e AT U e B o AP OL T RO 0
B NI Ay (R B S 20 MG B AR 25 A 0 30 25 - B

IEFRCE A > AR —ANECE I, IS W 7 BUUI AT o R ORI AN B 1 2 (e B IR 2 T, T
P T BORH RS A IR U T o IO B IR VRS oA T RS DR A A i T Rrp s, OF BAE B
CMDB It <z A5 B Hr -

BN T B DI RE N R PR -
© WEREHATBON AR AR EA] .
o WURBGY T TR AECE IR, A MRS T BUE -
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o WERECE DR MER AR C Gl SRR E DU Z A 1P bk O, AR AR5 MED Bosy
NETB

13.2 Jks5 A G 7t

AHATRLBAT M55 N S

13.3 AN b1 7t

AL EATINEN G T
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cHAPTER 14

Cl FE X%

SRR S0 VF B TR SCAL I P 2 SRR R MRS M09 9% C 2 X OS] CMDB
ETH

TRAMEE T A4 CLE, AR AR T LR RS E T 4 I AR AT B A AT CL B andTEppL « fedi ek
LB AE 2 3 o

ROEFT LI RESE ClL R Cly DL M8 sl RIRES I Cl o Bedh » S5mT DUBC EDHT B s 3 3 1R 44
PR JFAS Ay S AEAL AR A AT A AR CLE T

Pe R
o SRS A R R % T ARG R IC B .
o XTHRT, fAifl AR .
o GEPEFESREZ B0 B IRS .
H AR
o WHEIT FT]
© MR IT RS HEAE R
T ES EEIES E L
AR5 A 4k 5
< R
OTRS # -t BlLas b (1 A F (. 44
» OTRSCICustomSearch

VERFE: BRI BESEET E ITSM B & B RE
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14.1 %70 53 9L

AATF L BATE B OIS

14.1.1 R RENE

AT AFEAR SR HE s e R 1 .
AN — MR R -
1. %3 RERCE S .
2. 1 SN % OTRSCICustomSearch -
3. FHEI AR Y Frontend — Agent — View — ConfigltemSearch .

4, MR WKE ITSMConfigItem: :CustomSearchXMLFields JFSMHT S RETE o B2 H & T #E4%
H i .

WRAZ T BB E N 0 - Z5H] MWRZIU R B YRR AN BB R I HE

14.2 k55 N\ At

SRR AL T 68 P T P B NP R (P REPE o AR R IDREA] THEZ DN BCE TS PR BCE I, X LRHL s
THREFAH -

14.2.1 CMDB Jii & & 5 4 )7
SRS . TS A G AT CMDB 3 B i 3 it — /AN S A T3

g BT Vi CMDB S5 IR » 75 28 AR N i s 2 41 itsm-configitem .
FIRERRG G AP IS I ) WL .

BRCHEX)

A P b T L S 9 s S 2R SR A R I I
A B R I
1. . CMDB Sz srp ik 2 ( H @ ) BRIl .
2. WFR B ERRAH » RIS IR T B R g &1 .
3. P A .
4. sl R .
5. AEMRLN .

T LR TR R E TR « BOAOLN » Pr 28 ab TRk reiRas o J34h, Wl DU i e 5 50 35 AN/ el i A
IR

TR 2R E DR R A o G0, T RAE 53 AR S0 1) 4R 2 58 B A 5 K B A L
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Search Config Item:

Computer Hardware = and 3 more...

utpu Normal

Q, Search

P 1 R AC B IO G AE

ZL:
] PAE RGO E P B O i s e R TR .

14.3 SR D3 Gt

AL EATINEN LT

14.3. S G2 5

93



OTRS Feature Add-ons Manual, % i 7.0

94 Chapter 14. CI [15& S 4#%



cHAPTER 15

Cl 51 H

M kD geAd > nT DA ey B R G L B A C CMDB D i CIs JFAE OTRS A il i s mi 1L
R W RS H]  IXOTAE Cl Z MRS R IN A TR Gl BERAE Cl A7 il A7 R BERL IR
FA P IIE R ARG AT EE PRI B 3h 58 i A b SRR AT -

ATLAA I AR A E 30 58 A R N 7B
» ReferenceCI FE: H—HEEDI .
s ReferenceService Z&: 55— "M% »

* ReferenceUser FE: H—MHI

PR L A S, AT DA OB R QUK 5 7B o SRJE > A7 06 R AT RUALC BN I P CI 2R 94K
i o R, G RAE PRSI TR BRI AN 5 7 Bofs M BLE RS (R R o SR ] DU
M AzhTE I REM R 5 B E T, I T DA INIZ SR B I o A SR 00 T Zopr i B0, Ws B ah i )51 1
(FIPC BT o

PE s
o ERILERA T BONILE R G5 R s il B0 .
« Cl Z I ILIER AN Cl 5 OTRS & Hifls (118 4% .
o« PR H B 5ERAE ClL 7 Berb s -MEMIEER .
o VR Sl R T R TG B L R S5 P 2 TN B A OR &R
H bR
o BCE IR B G
« WERANSNES IT
o Bt
. HfE
AIAER S5 E
©
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OTRS KB T35 IR AR
+ OTRSCIReferences

T DRI ITSM OB BN S AN/SH T RE .

15.1 &8 03 Bl

SBT3 B G F I, (H ' Se VR A E B RS I MR N 7B

15.1.1 HAM e 5 B

AFCAZS I 5 L 2Bk 5 11 OTRS A R & H: » P an L e il &I« IR A
A BN N I B

1. LERS 3 B Sl h 3T JT CMDB ¥ B4 1 i & Ak

2. EPFE—NECE TR IE AT B e A .

3. s SURINHT I 7B
TNTHLAT A T T REI N B .

ReferenceCI F &

U7 BOAS N A H 30 58 O RE RN 7 B DM AERC B 00 TEAE TP R ISR E T o 52 LR 2l T B kA
AMIETFBL:

- Key: testci
Name: Test CI
Searchable: 1
Input:
Type: ReferenceCI
Required: O
Reference:
Name: Computer
LinkType: AlternativeTo
LinkDirection: Source
ImportExportKey: Name

AN e AR L BEURIN T DME T DU IR o AT S T BUZ T BL
Key * WJUZME 1, JFH R P RERACY P45 o WERFEE T > WIJCTE A IH & G -

Name *

TP TFBRIRRA o W DRI BOT M AMEAT R B 77T, 45 KRS T REFI A H .

PE (S 08 ek S S A N il (B Sy i/
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ATRME ] A s SURIEESCAR I AR B REHATE 5 WS IR TR e SR 5575
Searchable & X FBULH HHE o WHERIME N 08l 1 .
Input * JABNATBHIE X -
Type * & XUUHRIRA o 245 HE NI o fEAGIH{EN ReferenceCT o
Required & X7 BUET W B o WREMIME N 0 5L 1 .
Reference Jiig) 5| BIE X -
Name & ] AR ZAGHC B IR .
LinkType & SCK/ECRAFEIN G I BERR KSR AY o AT RERIME N -
* DependsOn
* AlternativeTo
* RelevantTo
¢ Includes
* ConnectedTo
LinkDirection & MHEHEMI i1 o AIAEMIME & Source Ml Target ©

ImportExportKey & XM THriRg| FMECE I E « v REMIE 2 Name « Number B¢ CHACE 1)
TR .

NEINTEBBCEE 5 ZAER I T RCE R4 € R - R C2A —ME A THER BB B
e o ASE Uh IS I B O &Y A E CountDefault s M4 AT LARER JL/ANEC I .

P B S AT A BRI E TS 5 o WEORIA R Z G AN ECE D, Wes S AP, DU
T T N EEICE IR T LR A .

S HAERHBY: ConfigItemNamel o

ReferenceService F&

I BOAS AT B3 58 O REMI RN 7B, DAZERC B IO AR AE FP R R AR ST o 7 LU R el e B oRAm A 7
B

- Key: testservice
Name: Test Service
Searchable: 1
Input:
Type: ReferenceService
Required: O
Reference:
LinkType: AlternativeTo
LinkDirection: Source

AN el AL DU T DME T DU IR o AT A S T BUZ T B
Rey * WAUEME 1, IF H IR PRI 7405 o WA T WITGIE M IH E SCEECE

Name *

TP FBIIFRAS o v IR BOT M AMEAT R B 77T, 45 KRS FREFI M .
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VEAR: R BURZAE 9S4 AK

S
ATRME ] 8 52 SOOI AR BIREHATE 5 WS BIF RN T e SR T 52795
Searchable & X 7BUE MR o RN 0 5L 1 .
Input * JABNATBHE X -
Type * & MIUHRMEE o Witk hiB 4 . /LRG| T E A ReferenceService o
Required & 7BUE AW TE  nIREMIMEA 0 5 1 .
Reference /i35 HF-Bfe X .
LinkType & SCEFECRAFEIN G I BERE ISR Y o ATRERI(E N -
* DependsOn
* AlternativeTo
* RelevantTo
* Includes
* ConnectedTo
] DAE RS 8 SOLE SRR .
LinkDirection & MEEHM 5 - A RENIMEE Source Ml Target

NN T BOSCEARZ )5 > AR T B0E 245 € Be BB o RO 2 — M, B A IR S DO B
%o AR PG R EALY AR E CountDefault , M4 W AT LR JLANBCE IR .

BT B S AT RS AR .
S HE R~ : Service 1 .

ReferenceUser T

BT BN INEA A e I RERA 7B IERCE BN G HE PR A o T2 LU s IE B R A A 7
Bt

- Key: testuser
Name: Test User
Searchable: 1
Input:
Type: ReferenceUser
Required: 0

AN L BRI , TDME I U B o bR S I T BOR T B .
Key * WAUEME 11, JFH RS2 P RERECT AT o WERETE T, WIJCHE AIH & SCE O -

Name *

RRP PRI o v IR BOT M AEAT R A 24T, 45 RS R H .

bE [ G ek 2 S AR A e N i (B S 2y
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Z L
AT RIS 1 SCRBE SO R AR R AR 5 o WS BRI RN T e ORI S T .
Searchable & X FBU@ Wl #%R . nREMIME N 080 1 .
Input * AN FEE X -
Type * & XIUCHRMEM o Agdt A o fEAP)HME N ReferenceUser «
Required & X FBUE M LIATB « AIREM{E A 081 1 .
T HFBUR R S, AHH RSx4 .
S HE R : root@localhost .

15.2 AR55 A\ G AL
WP RS N A B AT DU - By T & i 52 X o

15.2.1 CMDB il & & B ¥4 )42

M CMDB = rf e B Sic i, AT 20 e B 10 BT A 7 BL

TR ZE TR U5 CMDB S IR 5 22 FAE 0 ) 5 As In £ 28 itsm-configitemn H
PR F ARG G . ABAF AN AT T I

Bridt

A7 FEY S S el i T 5 I o 8 i A R P
AR NG B
1. WEFIRPEPE—AK .
2. HEWMIHTR .
3. WRILEI A M B DL E HAY
4. piihi ORAEEH .
IAE > ZAEKE 1 Bl 2 0 2 (1 T 00
Z

BN AR AN INC B U5 S ) BOT REAE T ANR] o AR PRSI0 (BT T B B 0L SR — AT T U
B

15.3 ZMEN A AL

AL BATINEN G T
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Hard Disk:
Capacity:
Hard Disk: @
FQDN:
» Network Adapter: =
* P over DHCP:
IP Address: @
Network Adapter: @
Graphic Adapter:
Other Equipment: @&
Warranty Expiration Date: | pg J 06w | 2019 v iz
Install Date: @&
Noter @

Test Cl: | comp

Computer Cne (1058000002)
Computer Two (1058000003)

Test Service:

Test User:

(ISR R ER RV S
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cHAPTER 16

g ) I

VLD RERRPEAE ] CI 2RI% ™ 1D JE L JFAE CLAEAMBA by oy WL o 20 AP ORE AR s BT Ry 1)
PR :

« A7 CI 9 1D

* i Cl 44 F5

% Cl 26

o ERERAS

o« YHTEHERCIR S

o S5 SRR TR Th)

FEWCE IS AE I e Dy e A 2= T ISR I ESC P 4 2 BC B0 ID A S EHEZ LM Cl o XN A RSS & AR
G, BONERIE TR, AT RES )5 SK# LR EGTT ) Cl o XKL T 3250 Cl FiEHE, o
HJe4E CMDB % Cl IFESL T -

P

* B30 BChC B I E E .

o R LUK G RIS He g B T .
H R4l

© BURS AL

© SNERIT MRS5St R

« Y

© IAHBANSS
AIAENR S5t 2

OTRS R P8 TP ) R 2 FR
» OTRSCIsInCustomerFrontend
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PR 5B F IR I
¢ B/ RRE TR
- THKR

VERFE: R BESEE T 4L ITSM e &4 B RE

16.1 & H G A
KA EAESE R .

16.1.1 ¥ E3eE X

AR R IR 5 3, DMEELRENS WA EANEN B ST
BRSO T > ERAFE RS T CustomerID FB, MIFERCEIUE X P A76% ) ID 5 .

AR EI A MEHZ A customerID, PME—ARCEIT UM NE M « Ak, S+ —/ & D]
PAAZ T U5 I A PR R B K% P 8 ( 9l : PartnerA - PartnerB . PartnerC 28 ) BEEUTLE .

Z
A H £ A customerID B Hl CustomerID PAAMMIL'E & FK, LIJI7E RGN & P ik ®
ITSMConfigItem: : CustomerIDField » B HREANS HKIFENINASNO4H .
AR E A customerID B, WFIRINE -
A B NG ) 7 B
1. B SR 4T T CMDB BB 411 il B st .
2. WEFE—ANECE TSI mial B e L .
3. H5H T EVRINEI R S L IASIIIT LR Text 5 CustomerCompany -

Text 7B H T IOARM T By 235 MU AL AR 745 H3 4 0 (R UL RS — DB AN I CustomerID o
W2 o 2 R A C B UK T B N AR A UEAHAEAT o PR AE AT ANV e 2 BH 1
UL /RAEAMN S .

— Key: CustomerID
Name: Customer Company
Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 100

CustomerCompany 7B &P AR FERHEAERLT IEMECE R AH , FHEHAER &I A
Y bf e BN FRAIER o FRVIRTERER R A TSR A% AP CustomerID
FBOLISR % P A E T IER 2 1D .
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— Key: CustomerID
Name: Customer Company
Searchable: 1
Input:
Type: CustomerCompany

4. RAFFIINIGE X .

5. EENSUG ISP T E I o 63 & AR T B C BRI S — B ), B % %
ID .

6. MM HA Fik7 ) 1D BAEAT R P B B 53 5
7. ¥R AEIBRCEI . ST OGN E I

16.1.2 & X%/ ID [RAHI ™Rk

BRINEIL T » BE ITSMConfigItem: :CustomerCIPermissionByLink W& N 0, Kk, RAEHUEH
P AECKP D )5 ORE 7 B E VLRI > A nl BLZEAMHS N 53 5 11 A U 1) B 00 o n 5 e AT ok B 312
(R B R P s B AN A T A I T ] LU/ 1% DX R 7 S D) eT LR e DA I I () ()
C RVFEEEEAR AR Do MAEAMBN G S RIA RS N G S i C an S5 O i BB e 208 TR, BB H
BV C B E I ) customerID FEXILES Do

il -

« AENDIEG T 7 TSNS E I o BT VSN URC B IR 1 21 28 /D — S R 5 U B 0 C A HpL Do
XEEREANE T2 DI ATT L o [0 2% e B I B 21 DL B AR B B I C B 4% Do

o BOAREOLR . AR FFENE AR REIR W, ISR EBEEK TR, JF B DA A JF A
TR C BT RCE Do

o WK EE ITSMConfigItem: :CustomerCIPermissionByLink WHE A 1, WIAE A& HE UK
WORERERITH VLR P A AL, XA R AR T, JF BT LA R R B HARE
TR T

o IR IK'E ITSMConfigItem: :CustomerCIPermissionByLink W& N 2, HHSHEHUISEN -

(N H B OR MM g5 w5 Mo W R kR Bk, AR A F R
ITSMConfigItem: :CustomerCIPermissionByLink fff I W AN{E, BBy 1E A 0 00 BE & Iy
%

16.1.3 7EAMAA b3 51 Fh B e & 207 B
BB I RERAZ AR EBGHK 7B B U85 g A GRS I BURAE B 7B o X TR, A
B AT DA AR R G SR B SRR N — AN B BT R I NotForCustomer SRR B .
B NI TR RS S 22

1. B8 RH T CMDB ¥ B 411 Bl & TR

2. EFE—AECEISIF S B e E L .

3. ¥JE M NotForCustomer: 1 ¥WSINE|FBE X .

(IR
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- Key: Vendor
Name: Vendor
Searchable: 1
Input:
Type: Text
Size: 50
MaxLength: 50
NotForCustomer: 1

4. G ISR K C B I DL BB RRCAS > DU RRCAS (¥ 0 52 25UA D B SC

R TR T A0 SCUARG AN B3 F I AP (07 B, AT DUIRE S oA I B TG B RCAS » B0 B 123K
WIPTAT B E IR o 53— J7 il QAR SE5E OBy s LU RO 5 B I FLISC B0 e ST 4 Bt i 7 B
FeE X WIAERC B B 5 Je 2808 O P B BN B D 2T AR BIRIZTB .

AT D 1) H AR SR A AT AN AR SN B3 5T S 7s FR R O BERA

16.2 k5 N A

ABRAFALBAT IS5 N B

16.2.1 BEREMR

P A '3@EEIﬁ%JC§ﬂT e EE R BIAR 25 N DL S« HREIE R B T H P R R- Ajﬂ’]@ﬂﬁﬁﬁﬂl
TH , ATPUE I %8 ITSMConfigItem: :RestrictAgentLinking 7RG S 4% H b Thie

16.2.2 MEAH 2 G nd & as

WNT — AN MR AR B DL pE g8, H T A R AL N H 7 R A R R I AR AR C TR R I g
?) , J%EHS‘JZEIJEI’JF)?%HGEU'3Hﬁﬁt%?ﬂﬂﬁ#ﬁdﬁﬂ’]%ﬁi$%%iﬂ€ TEE%‘?EHB#EI%DE

BT AR ENH W S MK S TR, W aER AN FOERH, TEET RE
PostMaster: :PostFilterModule###100-ITSMConfigItemLink fERZACE A H -

16.3 SN A

BRI REAE % 1 v AZESNEE N 53 ST B AR A ml L B0, LUK ILERE 20 T

16.3.1 BEEEACEIH 5 T
6 PR TGRS b, R T L R R PR A A A W RO B I . QAR TS L BT RE I B T A Bl e
o b
TGO B IR R L, AT LR AR
1. ZESNIBA B FRTH A AN T
2. HEWMHTE .
3. M TR SR R I VR INSZ SR (I IE AL o — AL B SR AE R
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4. TEFE T, WEA K | LARREG S IR RE&AM .

o BRFHIRANE R CUHER I TS LY CustomerID HIECE TR ( HRIEMER HEEE
RS Do

o B TFBUGATM AR L TF BN BT SL RS E VLS o B0, aRAE BN ca, N'eHs cat -
car - card ZLpE .

« Configltem# v B UL BCAT AT LA Be N AT Sk (M AL B I o it WeRAE 7 Beh A 12, e ILRAL
123 . 1211 . 1298 %% .

TR X R B Rl DR AR, DA BB, RENE B PUBERE o KA i a0k ok oy
oS 24 e )~ P B 2w G B0 S8 B A

5. MFIZR Ak FE I E I
6. s QI THI%H] .

16.3.2 72w fic B I

— B AR BCESR R RS T RS E T AR R AR E TSR o 8T R KA R
Wi B I A0 AT 5 % 0 P BAT A IRE I CustomerID FBE o FEAMBA BN TR VERE I iR T8
TR T R A C B

U SR AT EE S AT D I e A A 14 R O ) e vt B DR e I 5 7 L ) B R ORIER o SRR
T ULIHRE > W TP AT LAY ) AN ELRE e 28 ] i e 1 P AR P (R A D

] OB I8 5 ) BC B IO E AR (5 R o SRR S DR s MO B UM OB RRAS > DLRGHR 1) e C )
i C R E TR — 2 .

Z:

BRAAEOL N > BEBRREAR ST I B AN B3 S (AT R drp o BRI EEFR ) 20 W) WCCE SRR B, B HL R
FILE RN T BUTVR N /itsmeonfigitem/overview, HIERANE UL F B2 — 1 4HTFB T
ININAFR

* ExternalFrontend: :Menu###Top
* ExternalFrontend: :Menu###Main

* ExternalFrontend: :Menu###Bottom

Home » Company Configuration Items

Company Configuration Items

I'd ™
{ Comg e |
\_Computer

- - -

Incident State & Deployment State % Confightern# Mame % Class % Lastchanged #

B Operational Production 1058000001 Desktop PC #01 Computer 06/11/2019 14:23:28 (UTC)

LA RU TS
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Z L

AL AR AR W P E X

* ExternalFrontend: :ITSMConfigIltemOverview###ShowColumns

AL P RS SR VRN B AL

Home » Company Configuration Items

Configuration Item: Desktop PC #01

Configuration ltem Details

Vendor

Model
Description

Type

Customer Company
Owner

Serial Number
Operating System
CPU

Ram

Hard Disk

9 Capacity
FQDN

Network Adapter
= 1P over DHCP
Graphic Adapter

Warranty Expiration
Date

Note

Stark Industries

"Tony Stark" <tony@stark-industries.com>

NIC

= Yes

06/05/2019

Desktop computer

K 2: fic B IR 5 B 5 4t

Configuration ltem
Information

Class:
Computer

Number:
1058000001

Name:
Desktop PC #01

Current Deployment State:
Production

Current Incident State:
B Operational

Created:

06/05/2019 13:08:49 (UTC)

Created:
06/11/2019 14:23:28 (UTC)
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cHAPTER 17

A HRidugas

AT RERG AL T AE ) OTRS R 40P 41 S AT M A S RUBEH: (nfs I R55) HRBET o 75X /ST RE B
o ATRARGHORT I TR AE R RS DR SRR RS E T o BhAh, R Bl B3l B E M Eon R
EATRENEN R R SERER

ROPRAE R IOBLHENE A T 18 15 816 A 87 IR o fEAEREZ AT, R R Euh ey T
BIEHRS o RIa» KEZBECTRAEAE B R ZRTHEAT S

(W=

o« BB R

o JRAE R B 10 2 4 KUK .
H bR

« BPURS

. <Rl

< B

< TR

o PR
AR5 A 4k 5

. MM
OTRS # -t BlLas b (1 A F (. 44

» OTRSCreditCardFilter

17.1 &8 0 5

AR RLEATE B G .
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17.1.1 il E <
A AMEH G S P HIR AP R G AR AR5 o e 2R i MO 122 115 A7 2 R AT AT R B i 1)
RIS
BRI A E RS
1. RKE B W E OTRSCreditCardFilter: :ActiveMaskEnabled o
2. ARG RS A skei 2 ik T .

Issuing Network, Card Number
JCB, 3528988095245935
JCB, 3112606824580636
JCB, 3096030869937728
JCB, 3112437499296450
JCB, 3096010732100407
JCB, 3528461498782367
JCB, 3112892137191440
JCB, 3088814635323630

3. 10T LH RSB BAORMS R 5 WA btk -
4. AEAATHHATEL T i & UG lif R 5

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::MaskCreditCard —-—
—restart yes

5. WIET THIERBEAE o G IESTR R 0A

Issuing Network, Card Number
JCB, 352898xxxxxx5935
JCB, 311260xxxxxx0636
JCB, 309603xxxxxx7728
JCB, 311243xxxxxx6450
JCB, 309601xxxxxx0407
JCB, 35284 6xxxxxx2367
JCB, 311289xxxxxx1440
JCB, 308881xxxxxx3630

AT UG 1 Bl G — NME R I E RS RO EA RS I, RIba] DU e A )25 9L o
Z L

9% Maint: : Ticket: :MaskCreditCard ZHMNELELR , IHEPITLL T s

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::MaskCreditCard —--help

AT AR R G5 K 5 AE T8 I 0t AR AR A AL B2 ) S Ao IRE o S R G PERE o T A A b A 22
A 1 B DA S At D2 18] R S AR I 1] LG E AR GE R RE

IAIE [ AECAE BB IS PRI MAZAE BTG » I SCVREREAE I T 1 B2 BRI AE LUR R « 47
— AN IR KT

TR LR R ), DU A B H W2 iy A5 18 C fldn, a2 A 3h Bl A A4 IR mE1F O
T LU S8 REIGBAT AR BRI 1HHL
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17.2 5 N A

ABRAFALBAT W55 N DL S

17.2.1 Jfitkds H

UEDhfERE —NoE I T RS, B SRVFRL M ERAE
« ABNEA RS 550 BoR B R C AL D
o BRBORT THAEERE RS .
s PR G T CAT I P RS I E I RS .

ZR RIS RS RS54 13 . 15 88 16 £/ o IXE(E RS8BT FNAZ RS R, X
ERECATRE T Luhn 507 &) .

St M RTARAS » ARSI 80 BT AT 98 A2 AT 28005 P R (R P4 o SR A AT 5 A R S A R 1 3K
* Visa K, 4 JF3kI1) 16 7%y .
* Visa K, 4 F3kIM 13 737 .
+ MasterCard +» 51-55 JF3ki) 16 {750 -
« Discover K, 6011, 6121-29 %] 6229-25, 644 #I| 649 1k, 65 JF k[ 16 Ai ¥+ »
- JCB %, 3088, 3096, 3112, 3158, 3337 &, 3528 #I| 3589 JI3kIf 16 fr %7 -
« JCB &, 1800, 2100 5% 2131 JF3k M) 15 fr %7 -
* American Express 3 [Eizifi + , 34 5% 37 ¥k 15 fi 8+ -

N T IS SR VFIX LS F RS IR T 0 B B UL A7) ﬁﬁﬁj\ o 4-
C i —MAEPEEH TREZE R ). SLVFRTRATE - . B

VEBERE T 10 TSR RS ANRERNE I R o 200 TRl Blinte s (ARMOR) 280
MR SEEAS o ARAEH RS EN 2D — R 7T 4 R .

 4-4-4-3 | 4-4-4-1 5} 4-6-5

EL

4-4-4
é%o

17.2.2 P05 F R Bl

JETHICThREN » AT REEE MG F LERBUCE R 5 R R85 PR LR AE A b o R el S |
AAEATEIL > WIS T 1N ALA G PUAL LA AT 807 A10Rs e e (0 B e v A AU -
Z s
AT LU AR GERC B LT BB R ST
* OTRSCreditCardFilter: :ActiveMaskEnabled
* OTRSCreditCardFilter: :MaskedCharacter

BN 1234-5678-9012-3456 %%k 1234-56xx-xxxX-3456 .

i3

T R KA HA AT )

ELAE T L T RE
1. A LU E R IE SR T

17.2. JIed5 A b2 5 109
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JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB

15
15
15
15
15
15
15
15
15
15
15
15

Issuing Network, Card Number

digit,180061388939823
digit,180079668437698
digit,180001434886883
digit,180044208063503
digit,180010497338476
digit,210004248524033
digit,210012319871803
digit,180094846333594
digit,210084424984649
digit,210012951351973
digit,210008094074787
digit,210081171733450

2. FTJF THPERE DR DU G T o A5 1F I IESCR B

JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB
JCB

15
15
15
15
15
15
15
15
15
15
15
15

Issuing Network, Card Number

digit, 180061xxxxx9823
digit, 18007 9xxxxx7698
digit, 180001xxxxx6883
digit,180044xxxxx3503
digit,180010xxxxx8476
digit, 210004xxxxx4033
digit,210012xxxxx1803
digit, 180094xxxxx3594
digit,210084xxxxx4649
digit,210012xxxxx1973
digit, 210008xxxxx4787
digit, 210081xxxxx3450

3. St m LA A 3 A PR A 200 R A P B A 8 B ™ R BB 5 A3 015 T R A R B

17.2.3 G HRFZEHE

ATEEE R S 55 0 B E AR .

T LT RE
1. HRAE oK B OTRSCreditCardFilter: :ActiveMaskEnabled o

2. WitkjB ¥ OTRSCreditCardFilter: :WarningTextEnabled o

3. ERSAME IS OTRSCreditCardFilter: :WarningText HE XM HE XHE .

4.

AT LU E A IESC R T

Issuing Network, Card Number

JCB, 3528988095245935
JCB, 3112606824580636
JCB, 3096030869937728
JCB, 3112437499296450
JCB, 3096010732100407
JCB, 3528461498782367
JCB, 3112892137191440
JCB, 3088814635323630
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5. 4177 THPERS B o 18 5 I SN H BUAEAS R 55510

Issuing Network, Card Number

JCB, 3528988095245935 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3112606824580636 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3096030869937728 Reminder: You should not store credit card numbers,,
—~in this product!

JCB, 3112437499296450 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3096010732100407 Reminder: You should not store credit card numbers,
—in this product!

JCB, 3528461498782367 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3112892137191440 Reminder: You should not store credit card numbers,,
—in this product!

JCB, 3088814635323630 Reminder: You should not store credit card numbers,
—in this product!

Fsths AT DA S A AU (A 281 R sl RIS A A B B bk )™ BRI 35 A 85 T R A B s

17.3 SN D3 S

AN BAT NN A
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cHAPTER 18

FE SRR AN 7B

VLD BEAEAFAE BB K 27 BhaS 7 BOSCR v BE > 1% 7 BURDRE SR I A1 5 7 Bt e v 10 % 7 Bt A7 6 oA T
BRI o FE MG B S R ) Do SCR A 250 13 A&7 B

o APl AERE AR .
o FEAMIBN GY SIS I —AS BN K S AL 0
o FET RGP AR RN .
o HRH 2 G 5 IS e A B SRS BT IR RN
o IR .
BEAt s BUAE AT LRSS T A A 38 S B A AR AP AE TP AR o
VR DD RER AR5 3G 5 DAY T AR BN B ) A SRR s R (KL 55 RO ERASIN T 2 i Bl
R B A A R R A S AR A I RE P IR 28 AT R
PE s
o B B S NG B KA i SN 5 7 il
o ENESEAEARAE | oA R BN R A AZ S aE WA E B4k .
o OB B o4 5k ) OTRS .
HArdl
o BAVFZ AR R K5 I 55 4147
o SMIT IS5 de it
o BERYERL
o P ARECEHIHLY
o LS
 HRERT
AR S5 bk E
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o HG
OTRS R PEEs Th R A FR
+ OTRSCustomContactFields

18.1 & H 5 FLif

SRS MBS, TR0 B SR Eh A T B o X B LR R B AR B A T B
S R NPT M R TAZ

18.1.1 @5 M@ A0

XTANERN GG BRI OLT » iZIW R TR ZOR A A/ RN« 0, Py A T IR A
ARG AR ) SR 53 F T I REAS 2 R RO

R E A AR S P A LR R A, WMl N RS EE E
Core::CustomContactFieldsRestrictContactsToCustomerOnly EF' ﬂﬂ[J IK? @ 51 JfF /l% /H\ wWHE N

A I SRR FHZAE I
LI ) 58 SRR N T B 7 RGE T IBPE I DB » 15 e B BE 03 ST vh 38045 08 S 4L i) TR A

ISR GES

A8 Y 5 e T LA i) 1 8 SCHR AR N 7B PRI L B o T BPE J A BEL  eer  E A A I N AL ) TR
R

R BN 53 F i B A A DA H I A

BT 1) H 8 SRR N B 7 P Rk i -
- 2R R s nE AL
HEBIATE .
15 IR A Sy b RN BFR, RIGE BT BPIETIE
15 A, LR ArticleCreate
11 AR g AR o

o 0 AR ROE NBRF B R BB RS NIRRT .

« %A W Boh BRI .

o {E A JE T BUh ks i

o B AR DI R A2 .
6. 7 W NP, RIS FBH R ESISHRRNTE .
7. {E BRI

o WHERTE A IR

—

a > D

VMR AR ENOGET TR AL o
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o LR R] L BO I SR HE
8. fE WANISCAI Y «

o WA B E SOBAR N T BURER N DU 32 8 ) T2 QRIS AF AR L, T AE 380 Berh s
<OTRS_CUSTOMER_SUBJECT>

o WS EDEAG AE IE SCVE NI 1 S0 R 3% » W7 CAF-BEH S <OTRS_CUSTOMER_BODY > »
9. ik A4 .

18.1.2 WiFEAl 5tk
IR A AR 2R 2 (A B T RS » B0l LUK S AR TR IR RN o

NETB

TREAYN)E Frsh& BRI AT TR 5 .

AT LU 5 A3 BRI B 2 7 BOH R (10 5 ORI Bl &7 B« Dyt I8 LRI B0 i ke A sk
A BT B o fESLBE R T AN T fr g2 i s 20 7B

Z L
LT R B T AT B AR ST BN E .

AN TR
HS MRS RN T LU T LA R B < BT 5 5 0 T B S T B -
BT

HPEAET BN TR AR
BRI > 8 XS T BUR B NAZAEWS A7 il SRR NS ZDERN o

FEANE N B3 ST S A ¢ € SO A AN 53 1 P W B (1 S H o B SR Ak AE 2
TR IR R o WERBL B E R A 52, AT LAE B E TR 52 Sz gk H IFR2E .

SRS AL BRCE W LON AN B F I R RS K LA HOE SCA E AR o WIRRECEAR(T{E WK
7B A TR BOALLS Bl TR AN .

RIS * WORAFAEAE B P RIS 7 Berb 70 7 P O A I 25U Y B BC EE « T BORE 25 7 H
JURIT MR S S0IE N AP IE 7 B o R MEIC B AL TS SRS, B R i £ SRS I
B BB OO T sl WA SOOI o 90 SHTHEAEIN RS N S A Bl T B
R L

TSR * W RAEAEAE ) R B A 7 Boh 192 7 P N R T n a2 HY B RC & o mT BUOA W f
N PEA EAD IR R 7 o R E AL TSR SARES WS v BERE s AE T S
AN

R W AR AT BR P R E R E I UserForNotification » MPKHE a6 HIEN o & Hlk
PENFE To(lef N) etk o
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Customer Field Settings

# Input type: = Single contact #* Usefor No
Choose if the input should support a single communication: Change this to a communication field, if
contact or multiple contacts per field. you want to use this contact for

communications.

# Mavigationon | No

. - . . * Use for
external interface: Change this, if you want to display a tab in

the external interface where the customer notification: Change this to a communication field, if
can see all the tickets where he is stored in you want to use this contact for
this dynamic field. notifications.

ion label: # Filter contactby: No
Defines the name of the tab in the external This configuration defines if the contacts
interface. If no name is set the dynamic field should be filtered by one of the available
name will be used. For example: Contacts customer attributes.

tickets.

1. w2 E R TBE

JRIEIR RN * FERLGOUT A EH R Al BRI AR N B XS SEREAT IR o i, L uES T LUE R g

Wiy e A e SORYE o ERGE LIRSS DIRE » TN R AR ARSI A AR L o WALERE T s W
WRAR N K T P K 7 g 5 i g o X TR ILEm e, wT URE g &5 58 SO SCAME o 813
kR E R RS > K BN AN T B, AR e Sk

PR S AE * AR B, s TR S RE MR Gk Ay o lan . i SRR NIk FE O Theo H% ) 1 s

UL T E IR RN IS A IEAS o 258 R ik 517 B o IUAEBATRI LUK Theo fh AL 98457
Bt o H Ao A A e MRk s b A2 AR ik 2 .

VEMR: ANELAC ) T AL BRI 32 7B -

[ S BN 3 S A N 328 7 B

AT —ANRAN Z P BT BUG > 0K S IS L2 7E b BRI B .
TR BN T B MBI SN 3 5

1.

2
3.
4

R RGEHCE R .
. AE SHUNBEPIE R AR .
SRS T i Frontend — External — View — TicketDetailView

. MR E ExternalFrontend: :TicketDetailView###DynamicField FF /M ili 9% i B 1%
%ﬂ. o

W + NN FB . AT BRI ARR, S 1 - 0 o R E T TR R R
R E ExternalFrontend: :TicketDetailView###FollowUpDynamicField FF i dnkH
BB AR .
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8.
9.

Fly + FHIASINBIAS T B B ST BRIV, 2 1- B s E M AR SR
HAY L B A TR .

IR, N EMEESR BRI .
BB NUE RE .

AR S R e e AR R R G T B R B AR AL BRI TS kR
Frontend::Output::FilterElementPost###0TRSCustomContactFieldsJds o @hZIHF T 5 1) #i
BAABRES I 24 L DB SR I E AR T, KRR A REIE R TAE .

B, #AFEL OTRSCIsInCustomerFrontend 4 7l ff ] OTRSCIsInCustomerFrontendCustomerTicketMessage

F1 OTRSCIsInCustomerFrontendCustomerTicketZoom 7 i J B CustomerTicketMessage Fl
CustomerTicketZoom o WZUARYE N THI (1) 7R BIPFH X e AR 44 PR IN B R G RCE > DUE S ¥ i g8 8% .

18.2 k45 N\ A At

AR EAT RS N GG

18.2.1 Hiihfe

15 P T BORAE BRSO P AE20 A 7 B B PR T 3 R B T BOPR LA I BUAS =] (i 1L 18]

hZJa s BT LMERIZINRE T o AR N7 BOR s A0 T e Ry sl 3 & 5 B 7
B oI B AR R g T 7 BUICE.

WRICE 7% g Sl veds W EHERATR R IR I T, shas 7 Bofs e HA T .
FERS T BN SCA T B RA R D AP R BT R CRCE N % B F o s, 1o & 1 i ik

AR IAT I NEE SRR M BR A VLA (K2 7 HL o 2T IR e BUR Pl 2 HLP > al AR +
WREAT .

BRI B S AT BUE A TAER A AR 2 T 5 R 2 P AT BRI S A

AL C THpE s Al T pedn s S .

FETHIEAE AL B8 7Bl R A7 BLO g S 0 A IR N AT > JF ELAE TR PR B

I A I Re , WIAF R AL B 7 Beb T A %0 7 P R s n 21 C S & i A2 ¢ TO
CC #i BCC 'lv» BRAFEMICAAE N BHAAE o WnAT B2, W] LTS e N B &A1) - b D ig
AN R R AR

FEf#: AF/E AgentTicketCompose WBIAFEIR P E Z T K -

FE TR 2P B T BUNE O TR ER A7 il B T 2 R R B S 7 B 2 I RC B R

M .

Z .

W ENA BRI ARSI & E Ticket : :Frontend: :AgentTicketSearch###DynamicField o
WG RGNS, TRELAUN “J@rE” FNhdlR ik Bz 7B, Rl + £55%00

R TAESEFR TS A R « &P R8 sk 4 L ATHE S R &0 .

A, BRI DIE % P Eh A P BAR R A RS . Bt WREE T B AT otrs.com H S KT
T, Bt R TR - *@otrs.com o BARERALAEG mr.smith FIFTE L., APBGXFEE « mrsmith@* .
WIRE R B otrs %) P sk T a T8, WS RAMKBGIXEE : fotrs* .
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18.3 AMAA b1 7t

AL EATINEN ST

FAEAMBAN R P s 2 R MEh AR 1F

SRS TR —F
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cHAPTER 19

w BN

SED BT ER A T — DMGRBUNBIT 2N B 55 N G rTBUE X — A AN &M o iR — R,
BRER TR CBUE N O TR TR RS o KA AN R BT 2 BT AR E T
LigN

P
o —H TR IR TR ST A .
o WA — R RIS Tk T
o ML TR -
H bR
o 1T MRg5Peftnn
.« <SRl
- B
< BHMRE
ARG AL b 4k 5
o A
OTRS A L4 Hh IR 410 44 FR
+ OTRSCustomerActivityWidget

TEfR: 5 LUT ShRERPE AN
o« SCARBLHR 2]
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19.1 7 51 ¥

AATF L BATE B OIS

19.2 R55 A GL AL

WAL — AR N AE s 2N B R T R T R E B .
19.2.1 M

IERRMA)G  CRR EBRAE—ANSH N .

PR

BN A5 N B3] DU L A R /N B P ) P e TR FAARCR B IR o X IEE R R s b
T/CEBL L ACEL R CBUE TR TR B .

Customer Activity
CUSTOMER COMPAMNY OPEM/UNLOCKED OPEMN/LOCKED ESCALATED
Stark Industries 4 1 0
TICKET# SUBJECT

Memory needed
MNew data is needed
Escalation
Escalation

SIS AP RIS

L TR, R R TSR o B TR DUAE RS bR R TOT .
A7 EF T K % N -

1 0 R AR FETTAT LA i) BEEANAE

2. B B s A HIEHORE o

3. Hudli RAF B EALHL -
AR AN E AN

1. R BUbm s AN AE TR

2. Hudid B ks KA

3. AECATEHIA R % 1D o

4. wili ORAFEEBGLAHL

BAIHRAS P 2 A W DAE DT T BCE )R A2 AL A m) P BUR N A e /7 o JXPEt e LM%Mt
IIE- 9

A E LN EAF R BR— AN
1. R BUbm s AN AE TR
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Customer Activity

Save Changes or| Cancel
2 & PEBN N - S P
2. it B R bR o

3. HhSCAR T B A IS Bbx -
4. wihi ORAFEE LA .

19.3 SN D3

AL EATINEN G T
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cHAPTER 20

FHE TR H

AP SL DD BESRAEIT s T HAPiRE IRIN Ta] BERE s 0 H D4 H o

IXPERTAESMAN B3 F 00 SR L), DA P m] LUBAA A A7 T PR B R e HE RS R B 4tk
AR ZE AT 4R WebEx 231U H I .

P
o L LAH i R .
s AHM—HTR.
Hbrd
o A B E MR R ] PR g% A
« B)RSS
« ITSM
AIAE RS 4k F
o Ek4x
OTRS # -t BlLas b (1 A A F (. 44
» OTRSCustomerEventTicketCalendar

20.1 ¥ 5B A

GRS > W LAE R GERCE P R B AT AR B R, o AP B A .

20.1.1 RGN ERE

F A T PN EEAE B P s T (R N AN RERITRIA -
FAEIEH I R TR, s W E L R
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1. QLU ahas 7B

NEWIES ERS P&
T8 | HE9/BA | CustomerTicketCalendarStartTime | HJJHIIT4G T [A]
TH | H¥A/IME | CustomerTicketCalendarEndTime BV G

2. SRLEN i — M A — B RS IR E R RS nsh & T Bl .

s IR T B N 2 Bt v TR B A R A R SR T B, DABCE T L I TR A H
Wi, s IR T A SO B RE . DE TR BERI 20T — B E 7 BORR I B E LAY T
(¥ H 3

* Ticket::Frontend: :AgentTicketPhone###DynamicField
— CustomerTicketCreateStartTime — 1 — 3
— CustomerTicketCreateEndTime — 1 — 8]

e Ticket::Frontend: :AgentTicketEmail###DynamicField
— CustomerTicketCreateStartTime — 1 — 3 H
— CustomerTicketCreateEndTime — 1 — i

* Ticket::Frontend: :AgentTicketFreeText###DynamicField
— CustomerTicketCreateStartTime — 1 — HH
— CustomerTicketCreateEndTime — 1 — g

3. |1 CustomerTicketCalendar###Queues W& TUSINTE L A BRAMUA Raw A% .
WERBA T BALE THRAE, W5 BoRre N .

20.2 %5 N\ S

AR EATIRSS N GG

20.3 SMEBA G S

SEER A ELSEBLANEE N Gy SR B S TR H 7 o iR TR R A S HIME 87 B M T 2oxre H
NERPE

Z

H 76 m] AR HE B3 70 B RGN E i T e .

R A ESE T I HAE SN2 7 B i FFUR I (R RI 25 SR (Al e A8 S > H ks sz Fi ek o
Mg HUEE TRKTEANGEE o K 2on—DEHE B, P @ E sy N 5o TRBCE M E 4
sl ATIF LR LAT IR T8

Z

BOATEOLR » BEBER AN NI SE N 53 i AT o o SIS T H D bR sk, A B s
15 SN T B IS /ticket/calendar, JFAELL T RERCE W E L — 1 AR BUR R INAAFK :

* ExternalFrontend: :Menu###Top
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Home » Ticket Calendar

Calendar

)

sun Mon

21

28

* ExternalFrontend

* ExternalFrontend

July 2019

Tue Wed Thu
1 2 3
08:00 DEMO TICKET
8 ] 10
15 16 17
2 23 24
9 30 31

1 FE TR H PN

: :Menu###Main

: :Menu###Bottom

11

18

25

ot

Fri

12

19

26

Sat

20

27

20.3. AMEEA B SIH
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Ticket Information

Customer ID: stark-industries
Customer user: ironman

Event Description: Demo Ticket - Raw
Priority: 3 normal

Queue: Raw

State: open

Ticket Number: 2019070110000011
Title: Demo Ticket

Type: Unclassified

Dynamic Fields

Calendar End Time: 07/03/2019 07:00 (UTC)

Calendar Start Time: 07/03/2019 06:00 (UTC)

2: TR B
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CcHAPTER 2 1

BRI RN B

fEBIUEIRE » T LAAEAMAR B3 FE i 1 TR PR (5 B R B 1R 1Y FAQ - TN E N B o fE RSN

e ST DURA R PR AT EEAE A N Gy F T SR s B ) T AN/ FAQ SCEE

UEAE BT RERF PT A DR R s e 7 P BAT B s 5 N U5 [ SRR RS LB R ) T80 o SRR » A

SRR T, DARHLR20 7 P A e AR R R R o

P
o 5EIATEEAEY] .

o EAMBA G T R FAQ SCREM TAR R RCE H i o
o fEE O AR LR A IR TR

H bR
o NEBFIANES 1T
« BIURS
* VO R
ARG AL b 4k 5
o A
OTRS A L4 Hh IR 410 44 FR
+ OTRSCustomerFrontendLinkObject

21.1 & H A

AR BATE BT .
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21.2 x5 N\ At

AR EAT RS N G S
FEAEAN N S A e BE «

1.
2.
3.
4.

FEMRSS N 53 S G A T
NS T RGP R & T
B DTS AT .

B4 FAQ &R SCE o #ifR FAQ AIRZESCEX 2 P sl O] W .

FA] LU RAESNN ST
e FAQ SCEBER R 0% ) L QI T

21.3 HMEBA G171

A PAFBATHMBN AT EEEAE TR PR L SRR TR FAQ ANTRIESCE .
FAERIMIDRE » S5 N G ZRAE R 55 A DLt B T FAQ SCEE, IR e TR ARl o
BAEANERN A S AR BRI B, AT LR ER A

1.
2,
3.
4.

U PP S B
WL RS R T

PR EL B RS, FAQ RIS 1 T

LR L G RS AT S BT R N

BT T FAQ SCHE, Ry B B ERE ) TR el FAQ 303 .

SRR FAQ FHiR A
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VR E RS

WDy BE AT 1) 5 1 23 IO IR 45 1A T RE > ANITIAE B A T B A o A L R 55 > JF AT IE 419 SLA 1172

TRARPAF )G, FHEAF AW P AR EAE R R AR 2 RS5 o AEIX BT LUE L
WIRLE AR 55 % > ICZR 2

BEA > 1T LA R S s SO IR OB B
e

o RV RPN« GiH BTV S AR5 R SLA |

o SRR T8 A S5 BRI )

o PR T AR 0T B B 2 F TR S

o NPT B AR
Hbra

. B IT 51

o AN IT TR HR4TS

LR

- kI

N

o AU RS R 2
AT A 3

]
OTRS #ol /BB 385 (B0 445

+ OTRSCustomerSpecificServices

I
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22.1 ¥ 5 L

SRR AR B ORG FHT L AUR A L bR TR

HHf#: The determination of the customers is based on a customer company search. So it is very impor-
tant to adjust the CustomerCompanySearchListLimit setting in the CustomerCompany section in the
Kernel/Config.pm. Otherwise not all customers can be found and displayed.

22.1.1 )7 Al

TRAA G, AT L AN O AR R —ASEE 2 g5 o AEIZ HLE T DUE X
WRLE IR 5 N LA 5 T

IR &

RS DE RS AR — A BN F BN E] B AR SS T o SRS RE . BT R AR TR ST
AMEBIRGT  H7 AR EAER 27 IRGTEERR U BB 5

A« Manage Customer-Service Relations
Actions Overview
(£4 Edit default services CUSTOMERS (1) SERVICES

Filter for Customers

Just start typing to filter...

Filter for Services

Just start typing to filter...

stark-industries Stark Industries

Backup and Archiving
Communication

Desktop Management
Desktop Productivity Tools
File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Network Access

Remote Access

Standard Desktop

10 RS -GS 2 MA] ORIk

EELE T RS RI

VEMR: AR T2 TR ORIEGE TE BE S I P RS I .

AN AR LRSS
1wl BRI AR .
2. PN TEH ) MRS -

3. siilt PRAF B PRAT IS et
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Allocate Services to Customer stark-industries

SERVICE ACTIVE
Backup and Archiving
Communication

Desktop Management

Desktop Productivity Tools

File / Print
Helpdesk

Identity and Access Management
Internet
IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and Finish or Cancel

Bl 2: B SRR IR 55

A EN ARG B2
1. ddd RS FIH I — RS .
2. EPEE TG LM IR .
3. sl PRAFEL PRAT IS id el

Allocate Customers to Service Backup and Archiving

CUSTOMERID (1) ACTIVE
stark-industries Stark Industries

Save or Save and Finish or Cancel

3: Bk 55 SRR %

FEf: WACK 2 A% RGN B RS E TR A R e %, s DR B\ B R
(K148 R A P E 55

FTLLEIINAE A e b 2> B2 A% 7 Bk S5 o J34h s AESR AR BEAE 1 i il e ) sl o ol IR 35K AR W L T T 2
T e SR IR 55 B
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Bt Ul sk 55 AN S ORISR R i KR [Pl

VEAR: TERLAESIAR ST B B AL IENE KB E T IE A P I T A S AE .

Tt 2 P FIRSS R 53 B REAE LB E B e o ANEBUEH] % P RS B «

CREE NS

A

AT UAAS IR R 55 > RASERE ™ (BT AT 25 )7 1 8T LAV ) e AT o SR T DAE ks
A LA ER S5 «

1. R ZEMEARE P it BRI #2H .

2. JEFEINAZ N T AT AR RS

3. wiili PRAFEL TRAF I 58 Al

MG BB AT .

) Manage Customer-Service Relations Allocate Services to Customer '<DEFAULT='
Actions Allocate Services to Customer
L] Go to overview
SERVICE ACTIVE

Backup and Archiving
Filter for Services —
Communication
Just start typing to filter... Desktop Management
Desktop Productivity Tools
Hint File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and Finish or Cancel

K 4 oy Pk 55 2% B4

Wi TRAEHIERIN RS NI 7 R E 55 T RES I IR o« WURON & T 0 IE T 4F 2 IIRSS » R AN
ERIMLSS

22.2 Jik55 N\ b1t

e YNGRV & NIRRT TNk S\ SV o % i3 g W T O RN C 8
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FEATAT B 8 e p e 2 - P s AT 5 P i PAHSC IR S5 A T

2221 %/

REBLAT G » Mgy NG FRm 1 % A5 8 P b B o — B AR S5/NRAE o AEBL NIRRT, K
BRI 7> B R S5 LU T I RNSC T T A

TR R
RPN W)E RSB AN S
B JE B AL AN

/I S BT A 5T 0 5 B AT TERIG I T8

Services
SERVICE OPEN CLOSED
Backup and Archiving 0 0
File | Print ] ]
Internet 1 0

K 5: Hrg5/NERAT

22.3 SR S

SRR BAT AN 53 TR > (H R R PRI S5 IR n] AR 0 CRCE IR S

22.3.1 [l AR 55 FE
Z: W,
A ExternalFrontend: : TicketCreate###Service W B A B IIRE ©

FE OB T R rh . A% P 3 AR IO IR S AT HT o 20 P Pk Fe IR A5 Je > R G AT SR (0 IR 55
Z P ¢ SLA O, WIEA IR wTH
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CHAPTER 23

ASCRARCHT 13 /N i 1

] DG S B B G IS I P9 PR P A s DA AR 55 N B T RTS8 A B I /N B A s o B
AT ITARNH B TR PR AL, FErh A S bl o N B FUDRTSE S ) o /N AT RAAR D IR 5 N B3 AR
AR AT A B E BAE o SCRABORT /NS 03 TSRS 1R A« BUFTAT ™ .

P
o KN m IS B G T RS
o FEME R C Bt Wop R D IR Zn (RS N AT 5 JF AT AR P IR R P A R H]
o O3 SRS . R4 .
Hbrdl
o AT 24
o RSN 1
« Noti
« WIS IT
ARG AL b 4k 5
o A
OTRS A L4 Hh IR 410 44 FR
+ OTRSDashboardNewsWidget

23.1 EH G A

ASTES LA AT 5 B DS R B DI RE .
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23.1.1 {5 A1 41

AT, A PR OISR A A M SN 4R T DU ] — A B

AR I
AT e B e TR A TS I B G5 N AR o 2395 58 BB T A ATIE AN ALY (SCRBOHT AR

Dashboard News Management

A Dashboard News Management
Actions List -
F2of2
[+] Add announcement
TITLE ANNOUNCEMENT CHANGED CREATED DELETE
Version L0 s We are pleased to announce 04/04/2019 12:45 04/04/2019 12:45
released the first public ver... (Europe/Budapest) (Europe/Budapest)
. The documentation is finished 04/04/2019 12:43 04/04/2019 12:43
Documentation
S00N. (Europe/Budapest) (Europe/Budapest)
A2 - V 3 ¥ faran =R
12 ASCRAROHT Pl 4 L5
e \ 2
=} IT/L\ =

AEIIN— S
1. R ZE MR ) 302 4% 4L
2. HE B
3. wili TRAFFEHL -

Add announcement

# Title:

* Announcement:

Save or Cancel

K 2 I i B

EER Sk /N
1. /A AEIIRP KA .
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2. BT B
3. siilt PRAFEL PRAF IS dae el

Edit announcement

* Title:

* Announcement:

Save

HEMIRE— i
1. mih A S FIR bR AR

2. s P ) AL

Documentation

The documentation is finished soon.

or| Save and finish or Cancel

K 3: Gt Dt

List £
1-20f2
TITLE ANMNOUMCEMENT CHANGED CREATED DELETE
Version 1.0is We are pleased to announce 04/04/2019 12:45 04/04/2019 12:45
released the first public ver... (Europe/Budapest) (Europe/Budapest)
i The documentation is finished 04/04/2019 12:43 04/04/2019 12:43
Documentation
SO0, (Europe/Budapest) (Europe/Budapest)
Kl 4 BHIBR A 5 B
v L PR DR R IR 2 T A
1. RUHMESIAR AT A UG AR
2. EERE U R R AL .
3. sl $RACHA .
AR
IS I B L TR YR I DS DU N WE o bR A S NP B IEHTFE .
PR * & IR o XK WosAE R 55 N D SRR AR BN B A o
OV IAHEIIESC o A TR AERE LR AR A 5 PN B R
AT RLA A SO B SR G4
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Z:
AL EE » 20H H DashboardNewsWidget : :RichTextField WH o
Edit announcement

# Title: | Documentation

* Text: B I U S5 /|!= := EE E =

[l
B

= | 4= Q

Format ~ | Font T | Size - A- B} T, [gSource Q 9y 92 21

[}

The documentation is finished soon.

Save or Save and finish or Cancel

5: AT B SCAS G BHERS A H  7

ertn R A AR R SO AR AR G O L IR B 1 ) 5 A O I SOA, IR SR
IR HTML 28 8o > 2 Ja WAZ 3T ot

23.2 JIlk55 N\ o1 5t

BN R B R P A A5 T4 A B ST v ) JH S B

23.2.1 MR

TE IS5 N A N BT f — A i o S TN (R T

AN EEI

A FH PR P T A 5 5 A N B 0P AL 0 45 AR B TR o AN AR U B 0T DA SRR ) AN A B

ST HE]

Z L

T EMG PreferencesGroups###DashboardNewsOverviewPageShown W'E A fef FH L INRE «

138 Chapter 23. (SRR /N 2E




OTRS Feature Add-ons Manual, %1 7.0

XL AT H S OTRS [ 3ot 4h W .

2N T R P

LE /N A e DUE R 0 s i A 5
Announcement Overview Limit

50 Announcement limit per page for '

U

ANNOUNCEMent ove rview.

25

6: A T MRS A/ A
NI TR Bl S E TR /A TG g

23.2.2 {LFEMR

LRI L G —ANF NG BoR e RS N BAGEAR o XA /NSRS ER— A T
N RIPEANS R

EAMR

LEREARIAEALIE > —ANFI NS HE TR AE R 55 N AR I A R

Internal News

Version 1.0 is released 04/04/ 2019
Documentation 04,04/ 2019

P 7: A B R /N AR A
s NERPE R R 2% HORHTOT 205 VEAIE D54

Announcement details

tler Documentation
ent: The documentation is finished soon.
ted: 04/04/2019 12:43 (Europe/Budapest)

“hanged: 04/04/201% 12:43 (Europe/Budapest)

R

8: AR EYN B
LT LR I S B A BT A
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List
TITLE ANMNOUNCEMENT CHANGED
Version 1.0is released We are pleased to announce the first public ver... 04/04/2019 12:45 (Europe/Budapest)
Documentation The documentation is finished soon. 04/04/2019 12:43 (Europe/Budapest)

(SRCHFASS P

A5 EERR AR TSR R A 75 5
1. RS AR EA AR A S AR .
2. PR U RN AT
3. mili FEAZHEHL .

23.2.3 {CRAFrH
LRI > M55 N G TR SR SB .

5

S IRT T AR ACHT [ A8 PSSR (SCRARCHT 848 BB 45

et

S I T A RO ) A2 PIASLER A 350 22 35 DR o

23.3 SN D3 A

AT RLBAT AN DL

1-20f2
CREATED
04/04/2019 12:45 (Europe/Budapest)
04/04/2019 12:43 (Europe/Budapest)
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FEMR AR GE EEAT I
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+ OTRSDataPrivacyProtection
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24.1 ¥ 5 FLm
AL PR 0 o T B AR N A ZI0E I RS E RN . I TS A PUT .

2411 RGN EKE
T2 A5 R A AN B AT A TS e R o R iZ D RETEiR T PAR R D620 2 H e B 0 e
.
A5 SR IR AC .

1. B 30E RN RGN E DR

2. 7& SR/ Eh % OTRSDataPrivacyProtection .

3. BTN i) Core—OTRSDataPrivacyProtection .

4. ¥ YAML #& =CHI U ES B2 N3 1% & OTRSDataPrivacyProtection: :RuleConfiguration {1 .
BAASKNAR (P RCE DL YAML #8 XA > i AR TR o A5 2 S IR DUE LT .

RuleName * X F g MU, 755 R IaA R ME— ) o E R —NTFRH . H AR o A
4% HH BLAE BT A SR F i A e S 4 B b s AHASSE AT IO BE o

RuleSource M ‘P o ikIFALAES X o AS[E] 1 [E SR HE X A AN A 2820 AR S A i A 4P 0t , X eeya ]
RE A VAR B A TR SCAF 589 o A T UMM R IR IGY8 » JE T AR FIBCE N o RuleSource A H
T-IINAAFRRN B IA 53X L84 BRI/ S A AN I SRR 1 g s 4 H C Wi v A Do

RuleType * 775 53 6 T 1A K 70 48 2 A IR B B0 A T X % BT IBRAE o SCREDLUR R4 C 2 R ek
2

Anonymization (E410) ol PrivacyByAnonymization B AALHNZEE H T A6 EHu4E . W
TEEAR R Boh Iibn iR o BEA SR > AT Bk 745t Anonymized 4t .

B AER AR R B AR R R R AR B AT R o R A R A
PRI I K !

Pseudonymization (fi#1t) B PrivacyByPseudonymization 5E 4 1b—#F, RALHIN2E
T F MG UE 7 B R AT S B - 5 Anonymization( FEA4ML ) BRI — A FHEX 5,
B ARG E— DM TN data_pseudonymization MHHRERT » .

WEAPATAT I F RG], HHAREL GUI A o B & 03K AT ] DLV; i) 2040 PR 1)
ERLAHAATELC T8 D RZAR, WaT LUEATE FL G S 1 SQL Al S .

FEMBA A RE T K AR DS 7 BL B — Al I ME—Fn iR C UUID D b IR e TR iR
AR o R IR EAR KA S R B b s AR UUID VRN FBURIRAT « 205 SR R A
UUID ¥4, UUID b 52 AUARTR » (EALS5 Al K sUda I Bl 1O 1 -

Deletion (MlF}) ok PrivacyByDeletion [ IS A 1 M Bk 5 Kl dfs 70 28 7 BE b b L 2
B o MBREWA » ANFTF B 745 Deleted ¥t « WHIA Lk, JRUUREHMER » KA
ER O AR AT I E R TAE TS Anonymization( AL D FEMIZRAYARTA .

Lt AEMIBRERR T, JeUA O SR O P T AR B 0 AT R o IR R BT S3 AMRAT
PR TE A i 5 2k !
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DataClassification (¥#li/)38) * IEANRLEIH AR LW RIB AT 9 Bea 2R o e LA e A
FALMTEIR R R IIA 7B o AR RIRS R P AR it T ] el i Bl 7 28 B 41k .

Z:
HARFBUE R XS FEPE8 5 ik o

ObjectFilter (X RiLildt) * LLAIRLEIU N SR A AR SN FE > SE DR R AL DA 21 o RN IR SR
AL T SCVFE ] S R NI D 25 B T 51136 .

Z.:
HRVEAME R WES 0 R W RSN

XA, BRI S D BRI FEZAE S B 5258 o R ERATIHE I
G,

S B AR T | 2 Ty BRI R 5 K 5 2K TR [ BT T SR B ERR SRR R IR B R A
24.1.2 AT
— HE X TN, EMm AN A TR REE. A AR E S

Maint::DataPrivacy: :Execute o

I ——help WHPATHERI G @S THEZER

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DataPrivacy::Execute —--help

bty R T =Pl A [ AT -

o R A B BN e AR 2

o FEANBSASEARAC SR (S DR KT B A AT

o PATHUATRN AT K G BE UG R e 2 .
U6 UEAS: 0 52 52 WA TR XN Ry MO S R SO K Al AR o dp SR LSRR T K AN TE A R A 4 7
WD B8 DA SR s R iR B AT .
T2 N FERFRIE AT Z AN R UCRA T 2 il 2 B s AR Y RN A 2k R DA e, 2
et b alikid X R

Bt BATEBG NAZE AR ARG AT H I S R T e, DR PRBEA B A M SE Seih B Bt

3
IOf

D BT BUE E A O BRI, DA ORAESAA T U SR U B e AR DN A AN K

I

e i TR A S A e R 5 DRI A A R DT AT R D A B A AT

DRARH L .

=l

=

AT DLRE I UPAA T P42 1 5 Bt 5 180 2SO DMRAF BRI B o 55 R IR B 1:

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DataPrivacy::Execute --execute-
—~detail > rule-execution.txt
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24.1.3 W
AT R IE S AR (R R o BEAb AR T AR 4 (K N A R R
% PR IR R

ALK SRR R A TR AME % ) AL A R DI RE .
A RE B 72K

— CustomerID

— CustomerCompanyName

— CustomerCompanyCountry
— CustomerCompanyStreet
— CustomerCompanyZIP

— CustomerCompanyCity

— CustomerCompanyURL

— CustomerCompanyComment
— DynamicField_NameX

ZIKENRE Y SRR 0 RN BN & 7 B BT BOK T4 DynamicField MR T BiAabnil
EEEROE SURLE

- ValidID

— CustomerID

— CustomerCompanyStreet
— CustomerCompanyURL

— CustomerCompanyComment
— WildcardSearch

— CustomerCompanyZIP

— CustomerCompanyCountry
— CustomerCompanyName

— CustomerCompanyCity

G ik e A A
e Limit C PR ) PRI RS R IEE .
s CreateTime( AUEHIE ): #RHW KTHET O=) HEWH A .

* WildcardSearch: Affects all object filters, except va1id1b. It will wrap the search term in wildcards,
so they match all objects that contain the supplied value. For example, if this option is set to 1, filtering
on CustomerID with company will in fact search for *company™.

FH I e s 1)

T SR B R o X SRR A AL YAML AREY o ST DU X R A AR T EAE S EATT .
FEAME PR R TG DU T F 7 UL 2 AR R 25 P A4 B AN 25 B [ 5

RuleName: Delete customer company name and customer company country by,
—customer company name without wildcard search.
RuleType: PrivacyByDeletion

(N ITaREE)
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(£ E0)

RuleSource: GDPR
DataClassification:
CustomerCompany :
— CustomerCompanyName
— CustomerCompanyCountry
ObjectFilter:
CustomerCompany :
CustomerCompanyName: someCompanyName
WildcardSearch: 0

FEAL LB RCAT L R IO OLT 5 4250 ) BRL AL BRI 2 7 A 44 PR 7 By [ 5K

RuleName: Delete customer company name and customer company country by,
—~customer company name with wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByDeletion
DataClassification:
CustomerCompany :
— CustomerCompanyName
— CustomerCompanyCountry
ObjectFilter:
CustomerCompany :
CustomerCompanyName: someCompanyName
WildcardSearch: 1

25 R

TP REh R R TR AME S R KT RE .
] RE R E 7 2

- UserTitle

- UserFirstname
— UserlLastname
— UserEmail

- UserLogin

— UserComment

— UserCountry

— UserFax

— UserMobile

— UserCity

— UserPhone

- UserTitle

— UserStreet

— UserZip

— DynamicField_ NameX

INENRE P SRR 7 R Bh A7 BL - AT BUS HITE] DynamicField_ MR TFBIAARIN -
ATREMIXS B g 2% -
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- UserCity

- UserTitle

— UserFirstname
— UserPhone

- ValidID

— UserCountry

- UserLogin

— UserCustomerID
— Userlastname

- UserZip

- UserMobile

- UserEmail

— UserFax

— WildcardSearch
— UserStreet

— UserComment

PHE SORY =3I
o Limit C BRI D : BRI R 45 R ER .
e CreateTime( GIEEHM ): #MERHM KTET O=) 45E MM .
« valid( ARME O RABETCAIH T o FTRERERZ 0 51 .

* WildcardSearch: Affects all object filters, except va1idiD. It will wrap the search term in wildcards,
so they match all objects that contain the supplied value. For example, if this option is set to 1, filtering
on UserCustomerID with company will in fact search for *company*.

PRI & 7= 1)

NI SR E N o KRR AT L) YAML AREY o 8] DU X SR AR T EE AT .
FEAL LB BCAT R R OO T > 4R 4% IR A (42 - Ak 1

RuleName: Delete user first names and user last names by user first name withy,
—wildcard search.
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
WildcardSearch: 1

FEAME AT RS 0L P A B A AR I 40 ANk I

RuleName: Anonymize user first names and user last names by user first name and,
—without wildcard search.

(23]
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(£ E0)

RuleSource: someRuleSource
RuleType: PrivacyByAnonymization
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
WildcardSearch: 0

FEAG LB BCAT IR R BT DL T > 4% R 4% ik IR L 44 7 R I =

RuleName: Delete user first names and user last names by user first name and,
—user last name with wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByDeletion
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
UserLastname: somelLastname
WildcardSearch: 1

THIKENRE Y

T IR B R - fe 8 2 NME 8 T PRI A5 A5 SR T RE
TR RE R B 702K

- Title

— CustomerUserID

— CustomerID

— DynamicField_ NameX

e AT RE K2 2025 «

— From

- Subject

- Body

- Attachments

— DynamicField_ NameX

IR Y SRR 7 RN Bh & 7 B o BT BUK T DynamicField MR TBAAbRiR

Hn or ISR DI RAY o TP Sl R BT e AN C HESERSROA | HESESRT « 2R AR RS D, BRI
R R 44 PR B 25 i IR LR
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PSRRI History /NS o S LL A& 17

- HistoryAddNote

- HistoryAddSMS

- HistoryArchiveFlagUpdate

- HistoryBounce

— HistoryCustomerUpdate

- HistoryEmailAgent

— HistoryEmailCustomer

- HistoryEmailResend

— HistoryEscalationResponseTimeNotifyBefore
— HistoryEscalationResponseTimeStart
— HistoryEscalationResponseTimeStop
— HistoryEscalationSolutionTimeNotifyBefore
- HistoryEscalationSolutionTimeStart
— HistoryEscalationSolutionTimeStop
— HistoryEscalationUpdateTimeNotifyBefore
- HistoryEscalationUpdateTimeStart
- HistoryEscalationUpdateTimeStop

- HistoryFollowUp

- HistoryForward

- HistoryLock

— HistoryLoopProtection

- HistoryMerged

- HistoryMisc

- HistoryMove

— HistoryNewTicket

- HistoryOwnerUpdate

— HistoryPhoneCallAgent

— HistoryPhoneCallCustomer

- HistoryPriorityUpdate

- HistoryRemove

— HistoryResponsibleUpdate

- HistorySendAgentNotification

- HistorySendAnswer

- HistorySendAutoFollowUp

- HistorySendAutoReject

- HistorySendAutoReply

- HistorySendCustomerNotification

- HistoryServiceUpdate

- HistorySetPendingTime

- HistorySLAUpdate

- HistoryStateUpdate

- HistorySubscribe

— HistorySystemRequest

— HistoryTicketDynamicFieldUpdate

- HistoryTicketLinkAdd

— HistoryTicketLinkDelete

— HistoryTimeAccounting

— HistoryTitleUpdate

- HistoryTypeUpdate

- HistoryUnlock

- HistoryUnsubscribe

- HistoryWebRequestCustomer
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FESRATIAIAD » 3 ISP SLSRAUIK B AT A R 52 B
USRI RE 2S5 T A LR AR A1 20T PR AR A B A IR AE SR T U 18] 32 520

73 DULRE AR DU T i BT AR 1 !

Bt TRINENRR ] TR T, BN S S 0E 7 Bl ag 2% o WERAR 1 7 BUZ 2l 20 28 10—

PAR 7 BoT IR A5 AR R A B g 2 o W RERIXT ZId P4 -

- Limit

— TicketID

- TicketNumber

- Title

- Queues

— QueuelDs

— UseSubQueues

- Types

— TypelDs

- States

— StatelDs

- StateType

— StateTypelDs

- Priorities

- PriorityIDs

- Services

- ServicelDs

- SLAs

- SLAIDs

- Locks

— LockIDs

— OwnerIDs

— ResponsiblelIDs
— WatchUserIDs

— CustomerID

— CustomerUserLogin
— CreatedUserIDs
- CreatedTypes

— CreatedTypelDs
- CreatedPriorities
— CreatedPriorityIDs
- CreatedStates

- CreatedStatelIDs
— CreatedQueues

- CreatedQueuelDs
- TicketFlag

- ArticleFlag

— MIMEBase_From

- MIMEBase_To

- MIMEBase_Cc

- MIMEBase_Subject
- MIMEBase_Body

- AttachmentName
(329
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(5 170)

— FullTextIndex

- ContentSearch

— ContentSearchPrefix

— ContentSearchSuffix

— ConditionInline

— ArticleCreateTimeOlderMinutes

— ArticleCreateTimeNewerMinutes

— ArticleCreateTimeNewerDate

— ArticleCreateTimeOlderDate

— TicketCreateTimeOlderMinutes

— TicketCreateTimeNewerMinutes

— TicketCreateTimeNewerDate

— TicketCreateTimeOlderDate

— TicketChangeTimeOlderMinutes

— TicketChangeTimeNewerMinutes

— TicketLastChangeTimeOlderMinutes

— TicketLastChangeTimeNewerMinutes

— TicketLastChangeTimeNewerDate

— TicketLastChangeTimeOlderDate

— TicketChangeTimeNewerDate

— TicketChangeTimeOlderDate

— TicketCloseTimeOlderMinutes

— TicketCloseTimeNewerMinutes

— TicketCloseTimeNewerDate

— TicketCloseTimeOlderDate

— TicketPendingTimeOlderMinutes

— TicketPendingTimeNewerMinutes

— TicketPendingTimeNewerDate

— TicketPendingTimeOlderDate

— TicketEscalationTimeOlderMinutes

— TicketEscalationTimeNewerMinutes

— TicketEscalationTimeNewerDate

— TicketEscalationTimeOlderDate

— TicketEscalationUpdateTimeOlderMinutes
— TicketEscalationUpdateTimeNewerMinutes
— TicketEscalationUpdateTimeNewerDate

— TicketEscalationUpdateTimeOlderDate

— TicketEscalationResponseTimeOlderMinutes
— TicketEscalationResponseTimeNewerMinutes
— TicketEscalationResponseTimeNewerDate
— TicketEscalationResponseTimeOlderDate
— TicketEscalationSolutionTimeOlderMinutes
— TicketEscalationSolutionTimeNewerMinutes
— TicketEscalationSolutionTimeNewerDate
— TicketEscalationSolutionTimeOlderDate
— ArchiveFlags

BT AT RERRDOA B L 98 2 2 MR nT DU T 9 TRRIE A o K2 U Pkl LU S 745 o BB 5 0 > il

TicketNumber: 123546

TicketNumber:
- 123546
(@323
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(£ E0)

- 123666

Title: SomeText
Title:

— SomeTestl

- SomeTest2

States:
- new
- open
StatelDs:
-3
- 4

HANZET YAML ACRS 1 T BT -

RuleName: My Explanation Rule
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
Ticket:
— CustomerUserID
— CustomerID
ObjectFilter:
Ticket:
Queue:
- Junk
— Raw
Services:
- Service A
- Service B

OE B ) 2 R AT T BA S Junk BY Raw T 3t 2 4 it Ik 4% service A Y service B W T T W . F B
CustomerUserID Ml CustomerID B#IHE -

KM AR AL REN LIRS 4 fil

— ArticleCreateTimeOlderMinutes
— ArticleCreateTimeNewerMinutes
— ArticleCreateTimeNewerDate
— ArticleCreateTimeOlderDate

& *\*TimeOlderMinutes* XA IER RARAE B X 208 .
PLNEAMEEE . TS CreateTime ( QIR ) HT—R( 1440 2080 DI TH o

TicketCreateTimeOlderMinutes: 1440

LN EAIR R EIE . ITH CreateTime ( GUEINTE ) /bF—K( 1440 4380 DFTH .

TicketCreateTimeNewerMinutes: 1440

TR Tl T V2 1) P A T R S M A R .
RN RS EZ Y, HEF APl 2% 111 TicketSearch() o
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FH I e s 1)

T SR B R o X R A AL YAML AR o S8 TT DU X R A AR T S AT .
ORI > JT PR A8 BRI R T b -

RuleName: Delete ticket titles by state names, that are older than one month.
RuleSource: GDPR
RuleType: deletion
DataClassification:
Ticket:
- Title
ObjectFilter:
Ticket:
State:
- new
- open
TicketCreateTimeOlderMinutes: 43200

FLAT T4 RE BB AR A A4 RN B3 A 1 U 123

RuleName: Delete article subject and body by state names, that are located in,
—specific queues.
RuleSource: GDPR
RuleType: deletion
DataClassification:
Ticket:
- Subject
- Body
ObjectFilter:
Ticket:
State:
- new
- open
Queues:
— Postmaster
- Misc

X ER AR R T e 7 1D 2EAT AL AL -

RuleName: Pseudonymize customer user IDs for tickets, that are closed andy
—archived.
RuleSource: GDPR
RuleType: PrivacyByPseudonymization
DataClassification:
Ticket:
— CustomerUserID
ObjectFilter:
Ticket:
StateType:
— Closed

(M ITgREE)
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ArchiveFlags:
-y

XEIRHT « HAT Rk 55 HAL TRy 2 BAAI P I T % 1D A28 2457 Balb AT I A4 4k -

RuleName: Anonymize Customer IDs and some dynamic fields, that are closed, .
—have certain services and are located in specific queues.
RuleSource: GDPR
RuleType: PrivacyByAnonymization
DataClassification:
Ticket:
— CustomerID
— DynamicField_SensitiveNames
— DynamicField_SensitiveLocations
ObjectFilter:
Ticket:
StateType:
— Closed
Queue:
- Special Queue A
- Junk
Services:
— Sensitive Customer Service
— VIP Customer Service

FH P RSN R

I RSy SR S R AME SO A5 DI RE -
] RE R E 7 2

- UserTitle

- UserFirstname
— UserlLastname
— UserEmail

— UserMobile

FTREIR SRt YE &% -

— UserFirstname

— UserlLastname

- UserLogin

- UserTitle

— CreateTime

- Valid

- Limit

— UserPreferences
- WildcardSearch

IO SuR SR
« Limit C FRE D PRABHEREE RIECE
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s CreateTime( AUEHIE ): R HW KTHET O=) HEWH A .
e valid( A& D RARSICRIH T - WTREREE 0 5 1 .

* WildcardSearch: Affects the object filters UserFirstname, UserLastname, UserLogin and
UserTitle. It will wrap the search term in wildcards, so they match all objects that contain the
supplied value. For example, if this option is set to 1, filtering on UserLogin with agent will in fact
search for *agent*.

« UserPreferences( H/ EIEI ) A& H /7 B IEI0 (W 7 B 7 IR kA g Bl BELed R S R4
J{H) A (1525 YAML BCE 7R .

PRI & 7= 1

NI SR E N o KRR AT L) YAML AREY o 5] DU X SR A AR T EE AT .
A IR i 48

RuleName: Delete user first names by user first name.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname
ObjectFilter:

User:

UserFirstname: someFirstname

7 AL W P A48 7 R I

RuleName: Delete user first names and user last names by user email.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname

— UserLlastname
ObjectFilter:

User:

UserPreferences:
UserEmail: someMail@example.com

FEAG AT BCAT R R BT DL T > BRI 19 40 P AN LE I -

RuleName: Delete user first names and user last names with wildcard search.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
— UserLastname
ObjectFilter:

(N ITaREE)
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User:
UserFirstname: someFirstname
WildcardSearch: 1

AR 2 7R QI IN ) C R T sE H s T8 0E HB

RuleName: Delete user first names by user first name and create time, which are,

—greater than or equal with the specified date.

RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
ObjectFilter:
User:
CreateTime: 2019-01-01
UserFirstname: someFirstname

24.2 JR45 N\ L

AR EATIRSS N GG

24.3 SMERA G Fv i

AR LEATINEN GG

24.2. JIxg5 N\ Gt
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CHAPTER 25

T3 B A

JE 8 SR A R SO TR] Y B P9 5 P A S A
UEAh s SO AT BUE SO FEe i JE 4 - Bl -

* .pdf

* .doc

« I AR A T .
o YD ETAE
H AR
« NJIBti
o NSNS IT
. <Rl
« NILHLK
AILE MRS B b 4k E
. T
OTRS #f- i BiLas b AR A 44
» OTRSDeleteAttachments

25.1 P 5 AL

AL B AT B PO S
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25.1.1 ZGNHE

ARAFASETFRG R 02500 St B QAT .
1. B3 RENCE DR
2. 16 SN EhiL$: OTRSDeleteAttachments
3. FHLHBIFHUM ) Core — Ticket o

4. INIn—L 34 MIME 2578 2% & OTRSDeleteAttachments: :Filetypes HIBE{EX o B2 MIME
KA, EEMERFRE o

© 0: JERALMPHPEATTINER o
o 1 WSRIPERBMIER -

OTRSDeleteAttachments::Filetypes

application/pdf 0 Alist of file types (MIME) which are
application/x-yaml ]
image/png 0
text/himil 0 of attachments are going to deleted.
text/plain 0
KA SO R e
SRR &L

B MEHIE M4 Maint @ : Ticket: :Attachment : : AdAMIMETypes W] Bl HEIHAE REH B X E .

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::Attachment::AddMIMETypes
Searching attachment types received the last 90 days...

\ Added undefined MIME type: application/x-yaml

\ Added undefined MIME type: image/png

\ Added undefined MIME type: text/html

\ Added undefined MIME type: application/pdf

\ Added undefined MIME type: text/plain

Updating SysConfig. ..

Done.

Ve PG A& FORCERAEEDT 90 KA BRI « CLOCH TR IPHER) MIME 87 .

TS H R 3 BEA
B4 I o A 1 4 4 B iy 4 Maint: :Ticket: :Attachment: :Delete FUUTHI « AL TR E L HE X
N

OTRSDeleteAttachments: :Queues H## | & 42 Maint::Ticket::Attachment: :Delete AbH
FIBAFN B2 (it S FRFR ) o
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T WERBATE BB, P BABER 2 32 B0

MR T8

OTRSDeleteAttachments: :TimePeriod M L IEICHIHII ] F- 45, NARNE R BLC POR A HAL Do
OTRSDeleteAttachments: : TimeSpan M 4 {ij I [A] 21 T 5L 5C [ C EEIBR T8 B BRAE D IS [R) -2 [R] ) 45 /)y
I TEp )R C BAR B Do

ﬁ[]% TimeSpan H‘]{Ejj 15, TimePeriod lél/‘]fﬁjj 30, Jﬂﬂi%%??ﬁﬂﬂﬂﬁﬁﬁﬂﬁlﬁ%#miﬁ% 30 %ﬁﬁﬁﬁ’ﬁﬁﬂé
Eligible tickets
|

|
TimePeriod TimeSpan
| === | === | =mm s | == |
31 days ago 30 days ago 15 days ago 1 day ago Today
ZL:
EHlE M4 Maint : :Ticket: :Attachment: :Delete I H'E ML . IB4THH ——help EIIF iy
LA H W RENE .
otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::Attachment::Delete —-help
H & AT

OTRS =y 3tAe il AR5 g 47 HOBr SCAFSRBUAM R o R BL R i B BLog s 47 1l -

Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments M T 5l b4 -
70 H T IR B () R ST B MIME 282

Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments_AddMIMETypes 1H
1
3 o

VMR ARSI E SRS B 2 5 BB A8 OTRS <y ki

25.2 Jik55 N\ bt

AR EAT RS N BT

25.3 SMEBA D15

AR EATINEN ST

25.2. JIxg5 N A gtiH
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CHAPTER 20

B2 I ) B a7 B

A FH e e TR I SR R o A AL o S ISR Bh &R 7 B, AP AT DA A — A sl A4
SO o R SCRRRANNECRIAEEL o AR5 PEA TR Iah &7 BUP 3L - PDF S0R | Excel 511 LA
E Bt (AR SO

P
o LERGET PATAT AL B I pF
o PEHVE IS N B3 INASE 0 B R/
« W[LMEH] OTRS 1E NI SR EHL RS .
H bR
o BRGNS IT IRSSHR AL RS
« BURHRIT]
o NJItIR
.
« BIURS
AILE RS E
. B

OTRS # - B2k h (W AR A 44
+ OTRSDynamicFieldAttachment

26.1 &1 A

AEMORE NEERO, AT WM TB o X7 Bon] LUK SR AE sh & 7 Berb s, OF
FEAF L B ediT .

161



OTRS Feature Add-ons Manual, % 1i 7.0

26.1.1 JifEA A stk

A AT LAY PSR B A& 7B 1% BOT LR ST AR A TS

AETB

AN B IshA T B AR AT T A £

AU G BROA B0 & 7 BOM R A 7 AOR G b ah & 7 B Sk, 35 SR BB F i siife Al B sk
A ShATBA o fERLBRRET BEmT AN R hr a3 ik BB

Z L
LT R B T AT B AR — s S T B E .
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Attachment Field Settings

#* Maximum amount of attachments: 16

» Maximum attachment size: 20
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Calculation Field Settings
Calculation formula:
Note: Simple mathematical operations can be executed. Basic arithmetic operations (+, -,
| are allowed.

<0TRS_TICKET_DynamicField_Namel=+<OTRS_TICKET_DynamicField_NameZ=
<0TRS_TICKET_DynamicField_Mamel=* <0OTRS_TICKET AccountedTimes +
<0TRS_TICKET_DynamicField_NameZ=
(<0OTRS_TICKET_DynamicField_Mamel=+<0TRS_TICKET _DynamicField_Name2=) *
<0TRS_TICKET AccountedTime=

1 AT B E

THEAR R E N TR R A o SRR FR RN « BOMENF .

VEAR: AELEAC R T AL BRSSO 328 7B -

27.2 k%5 N At
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Configuration Item Field Settings

Class:

Deployment State:

Incident State:

Restriction by CustomerlD:

CustomerlD attribute:

Value lookup for CustomerlD attribute:

Restriction by CustomerUserlD:

CustomerUserlD attribute:

Value lookup for CustomerUserlD

attribute:

Link type:

Link direction:

Multiselect:

Add empty value:

Tree View:

Translatable values:

Filter Options

Filter for config item classes.

Filter for config item deployment states.

Filter for config item incident states.

Nane

Select if the available config items should be restricted by CustomerID in agent and/or
external interface.

The name of the config item field containing the CustomerlD.

Select if the readable value for the CustomerID field should be used for restriction.

None

Select if the available config items should be restricted by CustomerUserlD in agent
and/or external interface.

The name of the config item field containing the CustomerUser|D.

Select if the readable value for the CustormerUserID field should be used for restriction.

Link Options

Nane

Type of automatically created links for config items. 'Mone' disables linking.

Source

Please select a possible direction for selected link type.

Display Options

Activate this option to allow multiple selection of values.

Activate this option to create an empty selectable value.

Activate this option to display values as a tree.

28.1. ‘EH G S

If you activate this option the values will be translated to the user defined language.
Note: You need to add the translations manually into the language translation files.

Advanced Options
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This dynamic field can be created the same way as default dynamic fields are created. For this navigate
to the Dynamic Fields module of the Processes & Automation group in the administrator interface. In this
screen you can select the Database field from the drop-down lists on the left side.
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Database Field Settings

Possible values: =
* MName:

& Label;

# Daftatype:

Filter:

Searchfield

Listfield

Add value:

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.

If special characters (&, @, :, /, etc.) should not be encoded, use 'url' instead of 'uri' filter.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

Link for preview:

If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs fo be
filled in, too.

* Type: | MysQL
* Server:
Port:
# Dafabase:
* Table [ View:
* User:
# Password:

* ldentifier:

Must be unique column from the table entered in Table/View.
Multiselect:
CacheTTL:
Searchprefix:
Searchsuffix:

Result Limit:

29.1. PR Case Sensitive: 175
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Value Import

Here you can upload a configuration file to
import possible dynamic field values and
relations to your system. The file needs to be in
.«sv format.

Browse... Mo file selected.

Create dependencies (ACLs)

e Import
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1. #ifk O eV HARsh & 7B .
Bl e TARE R BN BRI 5 -
R X IETT L csv U S
Herp G ACL ) SIERE .
it AL .
WP AAREA B R EELRER .
WMARFHE, B % ACL IHE .
skt JEATHEH o
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N AINERFS
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LU s 7B

N SIES ERS PR
LTH | Z%HE | Manufacturer | HIE&ERH
T | ZIEHE | car A
TH. | ZIEHE | ModelYear ZERIE Ay

et

BE B BY 2
i B HH &8

AT PRIESL A AR AL DI REIE . TAE U= PIkE Uk CSV 30t o
s ERAURGRE M Talas 7B, WA b — A hisrh HahkFed] .
ERUEOU T » AP 5 00 35 SO X B C B2, B0 Do B0 SmT LU CSV 23 B4 I I Tt

#HEE

o>
NI
&t

DA TBAPRI S A7 ik

R

Manufacturer, Car, ModelYear
BMW, X3, 2016

BMW, 318d, 2016

BMW, 318d, 2017

BMW, 320d, 2016

Audi, A4,2015

Audi, A4, 20106

Audi, A5, 2015

Audi, A5, 2016

Audi, A6,2016

CSV & K FahA& 7 BOT MG 2 o 58— DT & ARl 7B .

T AR CSV A, W R ACL, Tk BIRAKASIIC ACL OHE o iy SAILHL, KT IF— o
BE%s o

w Change Overview

COLUMN# = TARGET DYNAMIC FIELD DIFF OF POSSIBLE VALUES ACL RELATIONS BETWEEN FIELDS
1 Manufacturer +Audi
+E\IJI-FIII'
2 Car +318d MANUFACTURER CAR
+320d .
+Ad ® Audi . A4
+A5 " AS
+A6 " AG
3 = BMW = 318d
= 320d
= X3
3 ModelYear 2015 MANUFACTURER = CAR MODELYEAR
+2016
017 = Audi =A4 =205
= A5 = 2016
= Audi = A6 = 2016
= BMW = 318d w 2016
= 2017
= BMW »320d w2016
= X3

Il 20 B B
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FESEME ST bR At > R BN, %38 4Rs CSV A1\ Pridk H RS A& 7B« B IH ] RE{E 2 18] (B (A AL 22
FULCWR)FH T ACL W D IXE B Z AR R AT o 1XAT By RS A EZ AT FLB e -

B> CSV HIIH B HE #R 4G 7» BU 43 5 € I Bh a7 B o T LLEHFE H AR 7Bt o WRAE RS 8T » DR TS e 7
BARE o

Eh AT T B BT W] BEAEDRE AR B S A s o DL, iz A R Sl T B B
TR BB R FR R B AT S AR o O TORBELA B, ST & 1E EARI) CSV X .

A LR 8 M ST B S AN B3I e — A7 GBI ACL « XK /> T3 81 ACL 1) TAE
o BT BONVEZ 8] R 3R I ZE 24 G .

w ACL settings

9999-DynamicFiel

3: ACL BB /MfF
fEFI D RERS > ATLAE LU N BEE
g ACL 4?7 W iRE A ACL, T IEHE « S AN 2 AB) B2 5 7 Be L A £ — 44K ACL «
ACL 28 43 @i 1 pr A QUi ACL .« SE ST LU M s ATy O 55 T3h 81 ) ACL I #RAEE D
MR EA e TTZR 1 ACL W R MR B A LT B 3 7E 1 ACL» 514 p I &I HE .

VM A SR CARGAE 1 ANTR] B 28 R A8 F e 3T, DU TH ) ACL Ke O/ B 1 SR JF 7T fig 5 BN AR EL AT

FzhifE R AR AshEE ACL, L+ HERIEHE

FEMR: KRR AT E 1L ACL .

PLEL R 20 sz 0 ACL 612 -
o GO BUCE AN B A B A TB W C A ) af DLEFA I B A KB AT .
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o WERGAT WA LU EZh AT BUNE (CSV U A7 AL 3 N2 51), MIAREE I /2 a1 31T b B 4
ACL K& - X ALVF2 2K -

SERMTATII A » R AR ARAS o 2N B 7 BN LR AL R & 508 JF R ACLC Wik H. ZJ5
TR PR FE 1] B B T BB

DUERE R ACL PB4 PR A ZE K ACL .

ACL NAME COMMENT VALIDITY EXPORT COPY
9599-DynamicFieldvaluelmport-Manufacturer- Created autormatically by valid & o
Car-000 OTRSDynamicFieldValuelmport. -
9599-DynamicFieldvaluelmport-Manufacturer- Created autormatically by valid & o
Car-001 OTRSDynamicFieldValuelmport. -
9599-DynamicFieldvaluelmport-Manufacturer- Created autormatically by valid & o
Car-002 OTRSDynamicFieldValuelmport. -
9599-DynamicFieldvValuelmport-Manufacturer-Car-  Created automatically by valid % o
ModelYear-000 OTRSDynamicFieldValuelmport. -
9999-DynamicFieldvValuelmport-Manufacturer-Car- ~ Created automatically by valid % o
ModelYear-001 OTRSDynamicFieldValuelmport. -
9599-DynamicFieldvValuelmport-Manufacturer-Car-  Created automatically by valid % o
ModelYear-002 OTRSDynamicFieldValuelmport. -
9593-DynamicFieldvValuelmport-Manufacturer-Car-  Created automatically by valid % o
ModelYear-003 OTRSDynamicFieldValuelmport. -
9593-DynamicFieldvValuelmport-Manufacturer-Car-  Created automatically by valid % o
ModelYear-004 OTRSDynamicFieldValuelmport. -

K 4 AR T sl &7 BUR I ACL

B
A AT R PSS T BB IR GE 2 1) ACL, (HAFAE—LE IR .

o BA B QRN BTSSR C Bl € 7 BUE PRI R 2T B LSRR SRVRAE]
ZEAH Do

o B ACL 15 2ot » AEBEATALATIE SR Z AT » 4B v BUly ZEAE 7 B R TR % o
o BHRZ CSV SUMFHR T 31 7 BLOE ACL « BUf RIKINBh &7 BLL AU S .

31.2 Jik55 A\ b1 7t

AHRAFRLBAT M55 N LS

31.3 HMEEA G 7t

A EATINEN G T
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Web i35 R 1 5) &7 B

BB T B, T DLk A 2R =07 RN » ks A e TR -
(WS
o BT ATERR S =7 ARG, BT AR T I T .
o Hl A A KLAE OTRS WIAT «
o JHIE XSLT W BERATAE R AR I o
H bR
o FURE R
- INIE
« IR
o SRR
« TR
o IT
o T k%
« TH AR
o EREH
AIENRSS R 4 3
. A
OTRS A E0 4 HEA% P B AR A0 44
+ OTRSDynamicFieldWebService
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32.1 S5 5 FLm

UEDhfescBL Tl M sh &7 B Y Web 55 iZz2RHLAE ] Web Jik 55 AN A Sl AR L Tk 1 301

AN AR GERI N E SCT R RS IR T, JF HOX SR I AT G SR A SR A Bl i A AN E] o Tl 4
5B P A BNy C s A8 Pt s R SR R (K ARG g ) W] AR e T B E o IXRPSRAL )
BN T BORAE X RGO > DU e AR AT AR SR (AT Dt 5 B > I FLRC R IR 5% 4 mT BEAR A g A\ 3R 7]
e AR .

Tihh s MARBETEREN R O AAEC Fla, —ANTH, Jf HiZ7BAE TH A E X FB R IRE » e
e R T RS SR AR AT R T .

32.1.1 JiFER A3tk

AHAF AT LG Web k55BN 7B, 1% 7 BORT LUK AN RGeS A7 b A2 T 0

BT B

LA BB AT B Web IRFFHF I T 108 .

This dynamic field can be created the same way as default dynamic fields are created. For this navigate
to the Dynamic Fields module of the Processes & Automation group in the administrator interface. In this
screen you can select the Web Service field from the drop-down lists on the left side.

Z L
LT R T AT B AR — S S T BN E .

DRSS

FERIAAE LR Web iR 55 (8 sh & 7 Bl i A —A> C4is 171 Web k45 .
AN e A UL DU T DME T DU IR o AT S T BUR BT BL

Web Ik 552 &7 Bl &

Web JI 45 2R (30 2 7 BOH TA7 il ok H OIS R SEH T A
Web /55 * FCE ) Web k55 » (£ 7nahas v B el s SO TR o

WHEFRF* A T B IERKZHNA B RGN HARERF. £ FBED, BNE RN
Generic::PassThrough MHHRET .

ZIENE T HE Bos I Zh AT BUR & N A M2 T BO A E T H 7B R s i

Zifr TTL EAF I aME A7 I ), R —AME C LAAr ol B0 Do WIERER 0 B8 25 WA B AR
TTGAT o WLZRATIEON T B 1l AR AR 7] (O {EL 1R I R R 55 9% A H AN LR 3K o

AR R SO A W] DAE 7 BUR IR A 25
PTERLIE R CLIE AR AR B AT (i I e S0 s mT RE AR OB TR
AR A R BT X AELRE B 40 0 P S SRR

‘;{

VA T N S b R R b IS E = L L
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Web Service Field Seftings

#* Web service:

The web service to be executed for possible values.

# Invoker:

The invoker fo be used to perform requests (invoker needs to be of type
'Generic::PassThrough').

Multiselect: | No

Activate this option to allow multiselect on results.

Cache TTL:

Cache time to live (in minutes), to save the refrieved possible values.

Add empty value: | Ne

Activate this option to create an empty selectable value.

Tree View: | No

Activate this option to display values as a free.

Translatable values: | Ne

If you activate this option the values will be translated to the user defined language.

Note: You need to add the translations manually into the language translation files.

Show link:

Here you can specify an optional HTTP link for the field value in overviews and zoom
screens. Optional HTTP link works only for single-select fields.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

Link for preview:

If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.

Kl 1: Web ik 55 sh &7 Bl s
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BoREEE AEIXHE, ] DIERE VAT PR B4t 8 7 B R N AIER) HTTP 858 o Wk HTTP 854X
T RIE B o

https://some.example.com/handle?query=[% Data.Fieldl | uri %]

WERAAZI R R FAT (& ~ @ ~ o /A5) BEATHRRS » A url AL uri RLUEs .

TR RS T AR R T RPER B B s 24 URL EJ5 I 22 URL BTN o T
B DIREERL, I/ 2 I URL 7B S 45 T WA

VR ANELEAC A TR BEAas gt (0 ah & 7B .

Web Jilt%%

BAIE KA Web RSB AT B, LA MEAIZITH Web IR o B &2/ 0 DR
Generic: :PassThrough FIR R T o 8 b R e MG FE AR 25 33 SRIUEHE o 61 Sk Hh R 1 R 46
i 5 R s L .

{

DynamicFieldID => 123,
DynamicFieldLabel => 'NameX',
DynamicFieldName => 'NameX',

DynamicFieldValue => 'Value',
Form => {
# Form fields
# oo,
s
Ticket => {
# Ticket attributes
#o...
}/
DynamicField => {
NameX => 'Value'
NameY => [ 'Value' 7,
}I
UserID => 123,
}I

Form M50 web W s Y AT b (1) 7B o IX2UAF DA B A I 780 o .
Ticket MLl (B —ANEXS, #lin customerUser) WFAIAFETEXN G BN .

Bln, A€ P Ak TR R rh, AZE RN, BOVIESCA B T, (HIEAE T A e LB
o e T T LR EE

DynamicField M7 B EIN ST A CRCE SIS T BT AR -

FERZHUGEOUT » T REMR S5 & 7 B0 Bt S5 P A Bt A7 AR R AN TR 5 DAL it 200 e D3UASE P B0 A 4 el 1)
WA HOR L T O I RE R 55 2% 1A IR XA s

DL AL B ES oR  Sos T A XSLT WS, W ihRs 25 550 504 JF % & 18 2 1) UserLogin « Password
Fl TicketID (" TicketGet MAETE ).
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<?xml version="1.0" encoding="UTF-8"?>
<xsl:transform

xmlns:xsl="https://www.w3.0rqg/1999/XSL/Transform"
xmlns:date="https://exsalt.org/dates-and-times"

version="1.0"
extension-element-prefixes="date">

<xsl:output method="xml" encoding="utf-8"

<!-— Don't return unmached tags —-—>
<xsl:template match="text ()" />
<!-— Remove empty elements ——>

/>

<xsl:template match="*[not (node())]"
<!-— Root template ——>
<xsl:template match="/">
<RootElement>
<UserLogin>someuser</UserLogin>
<Password>somepassword</Password>
<TicketID>1</TicketID>
</RootElement>
</xsl:template>

</xsl:transform>

indent="vyes"

/>

J 55 s B AR R REAR S AN, DRI D0 Tt o A OGS S N PR 50 i P SR e - DU e Ak

fFE o WML AU BAMEICR FIE -

DU AR ARG 7- 61 2 77— A XSLT WS » WA Fe ok B IR R 5543 1K) TicketGet FRAFMAN K45 R »

AR T R OIS sCUACIRES MBS 5 DL 82357 B IE I

<?xml version="1.0" encoding="UTF-8"7?>
<xsl:transform

xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exsalt.org/dates-and-times"

version="1.0"
extension-element-prefixes="date">

<xsl:output method="xml" encoding="utf-8"

<!-— Don't return unmached tags ——>
<xsl:template match="text ()" />
<!-- Remove empty elements —-—>

/>

<xsl:template match="*[not (node())]"

<!-— Root template ——>

<xsl:template match="/">

indent="vyes"

/>

<RootElement>
<xsl:apply-templates />
</RootElement>
</xsl:template>
(FUaREE)
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(£ k1)

<xsl:template match="/*/Ticket">
<PossibleValue>
<Key>State</Key>
<Value>
<xsl:value-of seclect="/*/Ticket/State" />
</Value>
</PossibleValue>
<PossibleValue>
<Key>Queue</Key>
<Value>
<xsl:value-of select="/*/Ticket/Queue" />
</Value>
</PossibleValue>
</xsl:template>

</xsl:transform>

LAUR Web Aik95 € CC AT AR YAML SCPE O ] DU T2 7B (B2 i 2500 S 854 T 4 48 LA DG RS >4 i 3%
48 o 1% Web JIug5 78 i RE MR BF A0, JFHIRZRE TicketID A 1 KPRAHMAZIE A ] REFI(E IR 1]
TR

M HRBIAN ST R Web k5548 & .

Debugger:
DebugThreshold: debug
TestMode: 'O
Description: Dynamic Field Web Service Test
FrameworkVersion: 7.0.x git
Provider:
ErrorHandling: {}
ErrorHandlingPriority: []
Operation:
TicketGet:
Description: '’
IncludeTicketData: '
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
Transport:
Config:
AdditionalHeaders: ~
MaxLength: '100000000"
NameSpace: https://www.otrs.org/TicketConnector/
RequestNameFreeText: '
RequestNameScheme: Plain
ResponseNameFreeText: ''
ResponseNameScheme: Response
Type: HTTP::SOAP
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(8 L1T)

RemoteSystem: ''

Requester:
ErrorHandling: {}
ErrorHandlingPriority: []

Invoker:
TicketGet:
Description: Get possible values from the other side.
Events: []
MappingInbound:
Config:
Template: |-
<?xml version="1.0" encoding="UTF-8"?>
<!—-
Copyright (C) 2001-2019 OTRS AG, https://otrs.com/
This software comes with ABSOLUTELY NO WARRANTY. For details, .
wsee
the enclosed file COPYING for license information (GPL). If you
did not receive this file, see https://www.gnu.org/licenses/gpl.
—txt.

<!—— DOCUMENTATION

* Example XML Input *
<RootElement>

</RootElement>

* Example XML Output *
<RootElement>
<PossibleValues>
<Key>?7?7?</Key>
<Value>??7?</Value>
</PossibleValues>
<PossibleValues>
<Key>?77?</Key>
<Value>?7?7?</Value>
</PossibleValues>

</RootElement>

<xsl:transform
xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exslt.org/dates—and-times"
version="1.0"
extension—element-prefixes="date">

<xsl:output method="xml" encoding="utf-8" indent="yes" />

(FIUaREE)
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<!-— Don't return unmatched tags —-->
<xsl:template match="text ()" />

<!-— Remove empty elements ——>
<xsl:template match="*[not (node())]" />
<!-— Root template —-->

<xsl:template match="/">
<RootElement>
<xsl:apply-templates />
</RootElement>
</xsl:template>

<xsl:template match="/*/Ticket">

<PossibleValue>
<Key>State</Key>
<Value><xsl:value-of select="/*/Ticket/State" /></
—Value>
</PossibleValue>
<PossibleValue>
<Key>Queue</Key>
<Value><xsl:value-of select="/*/Ticket/Queue" /></
—Value>
</PossibleValue>
</xsl:template>
</xsl:transform>
Type: XSLT
MappingOutbound:
Config:
Template: |-
<?xml version="1.0" encoding="UTF-8"?>
<!l——
Copyright (C) 2001-2019 OTRS AG, https://otrs.com/
This software comes with ABSOLUTELY NO WARRANTY. For details, .
see
the enclosed file COPYING for license information (GPL). If you
did not receive this file, see https://www.gnu.org/licenses/gpl.
—txt.

<!—-— DOCUMENTATION

* Example XML Input *
<RootElement>

</RootElement >

* Example XML Output *

(R aRZE)
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<RootElement>
<PossibleValues>
<Key>?7?7?</Key>
<Value>??7?</Value>
</PossibleValues>
<PossibleValues>
<Key>??7?</Key>
<Value>???</Value>
</PossibleValues>

</RootElement>

<xsl:transform
xmlns:xsl="https://www.w3.0rg/1999/XSL/Transform"
xmlns:date="https://exslt.org/dates—and-times"
version="1.0"
extension-element-prefixes="date">
<xsl:output method="xml" encoding="utf-8" indent="yes" />

<!—-— Don't return unmatched tags —-->
<xsl:template match="text ()" />

<!-— Remove empty elements —-—>
<xsl:template match="*[not (node())]" />
<!-— Root template —-->

<xsl:template match="/">
<RootElement>
<UserLogin>someuser</UserLogin>
<Password>somepassword</Password>
<TicketID>1</TicketID>
</RootElement>
</xsl:template>

</xsl:transform>
Type: XSLT
Type: Generic::PassThrough
Transport:
Config:
Encoding: '
Endpoint: https://localhost/otrs/nph—genericinterface.pl/Webservice/
—GenericConfigltemConnectorSOAP
NameSpace: https://www.otrs.org/TicketConnector/
RequestNameFreeText: '
RequestNameScheme: Plain
ResponseNameFreeText: '
ResponseNameScheme: Response
SOAPAction: Yes
SOAPActionSeparator: '#'

SSL:
(R aRZE)
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SSLProxy: ''
SSLProxyPassword: ''
SSLProxyUser: '
Type: HTTP::SOAP
UseMappedData: '1'

32.2 Jik55 A\ b gt

AR EAT RS N G S

32.3 HMEEA Gt

AL EATINEN G T
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BN RAT Nk

OTRS HrHERRA [ T A A AN HUIEER D O 55 BABUAR SC I v 3 s ik« O 7 RO B AP ANk B Th s
FEHRFPR BN A 7B o« 8 R ol K THRISE TS F I R, OTRS 2 H BB E B A A Al o 233
FBONZE AR KA S ASIA DG i 7 A F 3k

BRA 853 AT LAAS T He Ty RE 48 1 4 B 191 5045 L T8, A P R o [ /M XD B A A il o et ok [
ZM WA Uk EAT 70 41, OTRS Wl LA A Bl ok 34> B 58/ M DR n 1 A A A A Sk
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o SR fti R A AR AR IR S .
o AN B SR AR N R IR
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« BRSE
< B
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o RIgURE
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+ OTRSDynamicSenderAddresses

197



OTRS Feature Add-ons Manual, % 1i 7.0

33.1 5 5 FLm
KA RV SIS T B R AN IR AR AN hE o X T8 K R AMETHARE A .

33.1.1 JE A5 Al 40

TR OB A P DIREER SC VRIS NG BSOS A E 5 1) 3028 5 B M B AR S8 L 1 P Bk RO A o X6
TARNHIMAE > T GRS MR R G o R I S) & BUE R AL DUE R Ak .

AT N I 5

A A e R T L 0 B A 7 BOH RS OB RSN B AR ST T IS ik o T TRRTIE AN AL B0 R N Stk S A
PRt T R ANtk s B

a« Sender address mapping
Actions List
[+] Add mapping NAME SYSTEMADDRESS DELETE
England Support England <support.uk@company.com>
Hint France Support France <support.fr@company.com=
" Germany Support Germany <support.de@company.com=
he effective for replies and Scotland Suppart England <support.uk@company.com=>
N, Pax
HRRY LN RTE Tt e
MRS HL 1 S b

VEff: MRESIETE N E DynamicSenderAddresses###FieldName T B HISIATFE « SIAFBLIF
gt .

AN AN B
1. i ZE R AR S Z AL
2. HEMIHTB
3. sl PRAFFEHL -

Add mapping

* Name:

# System address:  support@company.com

Save or Cancel

B 2: AT B
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A LN
1. RS SIS .
2. BHTBL .
3. wili RAFEL PRAFIF 58 edZAL

Edit mapping

* Name:  Germany

# System address: | support.de@company.com

Save or Save and Finish or Cancel

SR TEEVSYTE S

AR AW
1. KU RN 23 rh (R B S B e o
2. wiili WIATEHL .

List
MAME SYSTEM ADDRESS DELETE
England Support England =support.uk@company.com=
France Support France <support.fr@company.comz=
Germany Support Germany <support.de@company.coms
Scotland Support England <support.uki@company.com=
K 4 RS B
Z
AEHBRE MG N RAN E XK E DynamicSenderAddresses###Mapping, HeHEE & I 12 FK
EE ARG T B FIE N8 1D .

DynamicSenderAddresses###Mapping

England 3 Mapping from dynamic field value to

raad

Do not change

France 4 manually - use ad min frontend
module!

Germany 2

Scotland 3

Kl 5: DynamicSenderAddresses###Mapping W&

W W TN E SRR o WU E O AR R .
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IR A e

ARG AL BEUS T DME T DU IR o bAT AL S (F BUR U BL

PR BRI A RR o W LA BU P R AME AT SRR AT WK E TR o A RRR R AR R
S

RGNS hE * B B 5% ST f IS R AR e G B ) AR G LT AR L

33.1.2 JifEA H 3L
POLT BRSO TR IR T B LR T BUIE R AR A R,

HENMES

TR S N S AT N HE R FER EE D REDCC R Sh & 7 BUE -

AT SCVHEZRSS » E I ASF s T BOHEN A AMES R o K IR e pese . DUEH] %
5% 2K H BN FE B M Eh & 7B -

SR SS AARH  ) AF BUE -
1. 8 &F B Service Copy » {HAELE A AEATAT T bt 1 Wos .
« WKW TR
o FRERM UK
o % : service_copy
« }3%% : Service Copy
2. QA ASESE
o FETHMMBATERS : B F TicketCreate Ml TicketServiceUpdate WHE MNilA S o
o EFETTRRERSY « ARANORAZ B R CE C Bl R SERRSA R E BRI ) UIBEE R E S
o« AT A E SRR 73
— FREL: Kernel::System: :GenericAgent: :CopyTicketValueToDynamicField
— ¥ 1 8 Ticket_Service
— 2% 1 1d: service_copy

PP ZH g 1l W R L B o B E TR C S5  BASISE D i AEAE H Frahds
TR -

VEfE: R services FMESERIE, WIFFE Ticket_ Wi . ESBESEATAET
R ERE A, I HATREIRTGF S, R TP BORE S b = .

3. BUAE, T LU T A Bh 257 BARIEAT O WASR K 1 55 4 PR BRI 2SI PR B A A iU

33.2 JIk55 A G St

AL EAT RS N GG
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Job Settings

* Job name:

Validity:

b Automatic Execution (Multiple Tickets)

w Event Based Execution (Single Ticket)

Event Triggers:

Add Event Trigger:

b Select Tickets

b Update/add Ticket Attributes
b Add Mote

b Execute Ticket Commands

w Execute Custom Module

Module:
Param 1 key:
Param 2 key:
Param 3 key:
Param 4 key:
Param 5 key:

Param 6 key:

Save Changes

Copy service value to dynamic field value

Yes

TYPE EVENT DELETE
Ticket TicketCreate o
Ticket TicketServiceUpdate 0]

Additionally or alternatively to a periodic execution, you can
define ticket events that will trigger this job. If a ticket event is

fired, the ticket filter will be applied to check if the ticket matches.

Only then the job is run on that ticket.

Ticket
TicketServicellpdate

To add a new event select the event object and event name.

Kernel::System:GenericAgent :CopyTicketValueToDynamicField
Ticket_Service Param 1value: | service_copy

Param 2 value:

Param 3value:

Param 4 value:

Param 5value:

Param 6 value:

Save or Cancel

33.2. g5 A\ b Fti
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33.2.1 WLSHEAE A A At Nk

O TR AT B R, BRE IS T B AT B TR O E S R - RS B A S —A
{8, TR YIRS o G SR A A s v — AW %A R A A Mtk

WIHLR VR E DA T B AR WS > UK FH BT BAA ) R R A A K

R SR AR T AL WA T R A ANk T AN Fi 1 IS ik A5 R B & 7 B, WINAE T b fE < it
A LUK 8025 7 BUE MU 2 B Pk

AN AINERFS

FIATB RN E AL E N AR R A N HBEE SRR o BCE BB R A AN bl A support@company.com .
FE WS R P e B R
» England — support.uk@company.com
» France — support.fr@company.com
» Germany — support.de@company.com
» Scotland — support.uk@company.com
RSN AR TR R A 2 E BT AR IR A N LA E A .
o IATEBAE : < FTE > KA AHE : support@company.comC BAFH I HdE .
o ATBUE : England, K AL : support.uk@company.com( BLEHE Do
o IATFEBAY : lreland, KAEAME . support@company.com C AR AR B RS R RAS Atk Do
o IATFBAY : France, KA AMilk: support.uk@company.com( BUFHE o

33.2.2 HAEFEMEAE KA ANt

g T AT B R I, SR T R AT B T TR B E ST RS T BRa S —A
1> W ART R PR AR 52 AR A M

YRRV RN A B WA BRI (R 56 BA S 0 R A M

SRS 10 T B A S FH AR S A A b 1 BB W2 b () S A 7 B U Ak FH I T B

VEME: fEHIEThRERS AR AshA T BUE, Pk, CRCE 7B BT A AL AU A 250 BT 1S
ks PAB AR ISR R

i
BT B 2 A b E D AR R NS o TECE A S R Atk support@company.com . 24
M55 N RS T, Ak 2 A ok BT e A Atk o

o IARTEBAE : < BTFE >, KA ML support@company.comC BAFH R HAE .

« BT BUE : France, KA AHulk: France( B Bl 2 oAU BT IS F koo IIBPRR AN 2 K
% e

o HIATBMHE : support.uk@company.com, KA Atk : support.uk@company.com( FA&T-BAH o
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CHAPTER 34

TH

e D BEAE AT AN AE OTRS B Ay PR g v i ABUMI 247 Jet Wi 2 IS 1) 0 S 4 T H, 5 i ELAE vk I it 3 4t 7 B v )
FEIE o N RIS B 5 TH 9, LIhRER PR Se SE S I AR o AThRESERIF RVFEBCE e VIRE, IXe
WK B B2 DTG C SLA Do Bl WEREIEAESEAF 2 — )5 & R ol AT ik b 5%, Wt hfe
PERE SCVFEAE TR, A SR AL E 2 (0 B iy o IR S8 A Sh BEOFGS T4 I AR R AR
A B T PR IR TR]

M AT EC ERESFEA FIE T R AEDIRE o XD REAm AT AL TG SR A IR 2o (0 I T AN T N TSR il s 56
TR o KPR T B T IR

P
o SKPRPEEM D AL B T2
JE RS B RIS 1) 3t
ML W] P RS PR R RS E

Hbrd
o T R4
© WHEBIT
« BIURSS
ALEMRSS B bk E
OTRS %At & B 2% b (WA A 44
» OTRSEscalationSuspend

VAR 5 LT DhRERE AR «
I TT
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34.1 5 5 FLm

VR B AT B B D ST (B S B T T BE o R TR R LA RIS ERES 2 WITH 4
K 1 C 2EH .

34.1.1 fiiE

A B EASE T RPRAS > AT LR ERAE
1. #3) RERCE DR .
2. 15 SN & OTRSEscalationSuspend -
3. MiE SN ) Core — Ticket .
4. M 'E EscalationSuspendStates WIIHsH
5. R OTHHI T T EER T2, 15T H SuspendEscalatedTickets WH »

VEMR: TR TR R AN Ho R Z

MR THURA SO IEF I R 4kSeTH 9 o AT, EHCIRES LA H TG SonFiR i e .

PRLIHE > B R T T R A A B0 TS 0 A T (LS 5 504 T B R I 2 A - 7 5k A
B AR E KR I

34.1.2 EHEWS

A A S — M S 4 Maint : i Ticket: :RebuildEscalationIndexOnline » B OTRS ¢
BEFRACEE , FHKG gt () 55 D A ) 0 o SEBRIAS $0 SR -2 i TR) B R A A

BERAEWA R/ EEEZIT WHHRATU Ta 2, HE EEMW con 1T 4% H o # 3
RebuildEscalationIndexOnline 145 .

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Daemon: :Summary

34.2 JIlu55 N\ o S

VR AT L B IR S5 N B 5

VEME: R THoRE] N — AN ASIRCE T2

I

1. B3| — AN TS, IR —RCE T IT RIS QI — AN T8 C X105, W AR TR -
EKEIR Do

2. FTIFF G B T e B o BT, FHROEAEISAT o
3. Az Tle » K LIRS E SN CFE EscalationSuspendStates W THLE PR »
4. R THRPER bR, BRI TR, AT AT IZAT .
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5. B LIHRASHE SN S EscalationSuspendStates W FHCE FPIRSANE PPIRS o k82T 2 .
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CHAPTER 3D

P THRgt

A8 2 A BC ELE TR ML IS GV HE R H20 FRESETHE BRI FR « BURDBCAE 3 o R)m ] DLk
PP R YE o XL A

o TH4gY  BAFLRE

« BAKI

o EALGIEE

« TCESCH] H A
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o R, MRS TAEH P
o AR N2 FF N )

o 2 0 et S R IR P01 o R+ Wi TP R MR AT SR A THE T 95 3
S SRALR T

(s
* fER OTRS HHaRIUA X T AT RN KPR 5 &
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o JHURBE S L TIE SNSRI .
H bR
o T iRk5%
o BERYERL
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AR S5 bk E
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. A4
OTRS A # 8% AR -E A4 B
+ OTRSExtendedTicketStats

35.1 &3 5 AL

AR ERATE B .

35.2 JIug5 N\ o St

AREHE LA T T H AT R T S DR o ARSI T AN H BN T g THE

35.2.1 itk
AYAH A T TR E S

geil

o

TREAYNR)E, Geit DR e it — B gevt (5 SR A Brif sh 5130 4

WIS

7€ GV SIS v o N R R R 7 TR W S

Statistics

A STATE | TITLE
10001 List of tickets closed last month
10002 Mew Tickets

10003 . .
deadline expires

List of open tickets, sorted by time left until response

10004 List of tickets closed, sorted by response time.

10005 - List of tickets created last month
10006 List of the most time-consuming tickets

10007 . .
deadline expires

List of open tickets, sorted by time left until escalation

10008 List of tickets closed, sorted by solution time

10009 Overview about all tickets in the system

10010 . .
deadline expires

10011 Changes of status in a monthly overview

10012 Response Statistic

List of open tickets, sorted by time left until solution

Bl 1 Geilig

OBJECT
Ticketlist
TicketAccumulation

Ticketlist

Ticketlist
Ticketlist
Ticketlist

Ticketlist

Ticketlist
TicketAccumulation

Ticketlist

StateAction
OTRSStatsResponseStatistic

Y35

I-120f12
EXPORT DELETE RUM

=
=)
0 DO

[ C O

[CNC]

=
e 8 88 8 BB B B
= =

B
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Wi NG vE X AR S G vt ] LA vH S AR AE AN I )il EAE ] T 240k o 45 RAT DL I 18] BR AT BA 31 it
ITIIE .
BAEHIBSE
1. FE vk N AE A R N SE Tt
2. Hulidg a2 L EEAT B AR
3. WEPEBAEAEGE v b I [A]VE FE B AY .
4. ERARI G .
Settings
I OTRSStatsResponseStatistic

A statistic to count the responses used, i.e. how many times has the response "Delivery

Missing" be used in the last 30 days.

Csv

Configurable Params of Static Stat
01
o7

2019

E 2019

® Run now or Cancel

K 20w b Gt i

Brsh X%

After installation of the package, two new dynamic objects will be added to the system.

A 5= B I R) S vt

PR DR AR i 2 I 9 I S = O v 2 A W o 1 5/ 2 [ IO 7 = MR T A
I B I T mlgBE T AR N ) 04 B IS R) o SCH B BASIBCE T H DI A 25 W BE T AR I 18] (0 452 B I 1)
AR BIAT -

s Jig s LHIERIIGT .
 Ticket#: T.H.9m5 .
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o THLID: THLMNH ID o

s QIEHM: THRaEHM .

« BHMEH: TR BSE Y .

o RV« T8 e DG T H

o RAE THREYERIRE S

o BAL: THYEIRAL .

o BABI: HeF Dy sad sk 4 H M ETA

o BRAUAIAIRFIR) s 3 Iy sac s 4 K H 3 C TRAELbAS I G« AE4T TN A2 30 31 0 A 1) b sl 0k BA
FIHFEDFATIT Do

o BRAURITTI ] TPy srid sk H A H I C T Afe it A b 5% PR AR ST TF IR RS H EBA A1) e i 2R T FLAE
A I 18] BEGE RIS AL THT TR HAELE A S, oA

o PERIIANC FP e TEAASE R AE BN T B SR IN AN KT B, BRI ES TN I) o T B SC A AS) IN F AN T
HAEN .

o MREISTE C HH:MM:SS D T8 B AR BA S P (KRR SE I TR AT 25, A O AN S 0B RiRS

o fFEMEC TARRA], D O RS ARG E R E A B A H D TR g B AE BB T A SR I ] - 2
CURRECE H > W Bk 4 )

o SRR C TARRTA, HHIMM:SS D R4S SR GERC L C & 1K BAA TAE H Pk a0 i T 55 B AR B A1 o
AR LI TR T2 C A SRORTCE H > e 7 BoR s s

« BB TR
© ML TR TR

LB IZh XA

1.

BEE—ANE S PIRGEHER .
. EPRENASNTS OTRSStatsQueueRestingTime
- R T 1 B B L R R T

2
3
4. fEHIHTENEL CSV iz T4eit «
5

A RIS RIS T o WRAER TG AT AU T e T, IR HLAE SR IR TR A 3 Ak
THITPIRZS WK BiX S8 T

BAZ TAE I () S vt

PEGETHE BB SUR K T s, T AR BB AR R o BB S T s R a5 B X 4l 3
ANB o T OB 3 FIAI TEE RS TR TR B BRal s J PRSI RIS

All queues in the system have the Time, Working Time and Effective Time column for this statistic object.
IR Misc :

* Queue Misc Time contains the time the agent have worked on the ticket.

* Queue Misc Working Time contains the time the agent have worked on the ticket based on the working
calendars of the queue Misc.

» Queue Misc Effective Time contains the time the agent set as time units for the ticket while it was in
the queue Misc. The values are displayed for each agent by first and last name in the same column
(comma separated).
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LB MZh XA

1.

2
3
4.
5. ARG H -

QBN ShASIRGIHE R .

. EFFAI S OTRSStat sQueueWorkingTime o
B XCRIAEE AR IR L R AR N R] RN (R R BA A o

BEE GV S LA SE BEE BT 5 (1 B A R R It
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CHAPTER 30

AT BOTY R TR AR 5 B UL OTRS WAL S o (HE, Zha& 7 BUh I/ER R I B R SCh 2
FIEEAL .

PR IT AR TR A AR s JE OTRS A (A F AR AT W o By BERTIE L b 4w 512 3 B AL S Bt b7 i
R o B0, FEXERE T BATWIIAEEZ 5 > DhRESEAE PT i ORAE T — 2B OO BLIE 2 (ke £ . oRds 8
RERFTEIBL o A8 CREhA 7B C nse A B B Pl i 7R AT DA BIR .

(W=
« NJHPBRBEIE MW T RIE R .
o TEMRSS N GIRAMEN 3 5 b R VE R E TR R .
o PR S AERHBA S S DU R TR A I A
H bR
< IT IR%
o BUFE R
« TR
o PRV B B
o IT 3F§
.
« THIHE
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+ OTRSHideShowDynamicFields
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o THRH

36.1 & 0 AH

AR AL BAT B B G 5 (EE AT DAE RS N GORIANE N B3 F T P A B % h B o T DAC B DL R «
[ INAE TR

o BT TR

o BRI T B

o TP AHLTE

o THRFHHLLE

o TR

o THLOCH]

o LR

o L

o LR EE TR

- THTHH

« THATIA

o TR
LIS PN AT

o BT

o TR CAE TRAPERERLE )

AR T AR E T T ACL, WIFE TR BEAE i IhBE AR T Bon sl sl a8 7 B C il Jmt —
M — I ID B e

36.1.1 /il ik

Hr
o WRERET R VWO KA ) WIFTA BB N R, AU 7R VW Model .
o MRERET RKGH Up, WIS oRER ARECERURT BREUEr= 8o 7 BL AN T A sh A 7B o
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e

KA

kL

DR

T

N hLIEHEAE

Brand

(it

v — VW
C R D

* Peugeot
— Peugeot
C A8

T

LB PR

VWModel

* Up — Up

* Polo —
Polo

e Golf — Golf

* T5 - T5

TH

ERv TS

VWProductionFad

riMWey  Production
Facility ( K4
A )

* Barcelona
_>
Barcelona
(e % %
Fii gD

* Berlin —
Berlin( 1
N

Bratislava
— Bratislava
C A5 H7 a0
0N D)

TH

N IR PR

PeugeotModel

Peugeot  Model
C ARECER D

e 207 — 207
* 307 — 307

TH

MR EEAE

PeugeotProducti

hrk L

* Poissy —
Poissy (
JINiTD)

e Madrid —
Madrid( £
R

e Trnava —
Trnava(
7 A% R R
ik )

T

NI FAE

Fuel

RRL

* Gasoline
— Gasoline
C ¥ )

* Diesel —
Diesel ( 4&
i)

e Gas — Gas
C RS

TH

EZI0

Accessories

[

* CDRadio —
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Wil Ticket::Frontend: :AgentTicketPhone###DynamicField ¥aA 7B ME B ik

THLR R -

Brand — 1 - Enabled
VWModel — 1 - Enabled

VWProductionFacility — 1 - Enabled

PeugeotModel — 1 - Enabled

PeugeotProductionFacility — 1 - Enabled

Fuel — 1 - Enabled

Accessories — 1 - Enabled
Remarks — 1 - Enabled
RegistrationbDate — 1 - Enabled
InvoiceDate — 1 - Enabled

FAUL ACL :

— ChangeBy: root@localhost
ChangeTime: 2019-07-22 11:44:25
Comment: '

ConfigChange:
PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate
ConfigMatch:
Properties:
Ticket:
DynamicField Brand:
- VW
CreateBy: root@localhost
CreateTime: 2019-07-22 11:40:43
Description: ''
ID: 1
Name: ACL-VW
StopAfterMatch: 0
ValidiD: 1

TEA U] -

DynamicField_ Brand:
- VW

It ACL MM o n k5 T W VWC KA ) TR AR 280 o B A B AT I IR Pl e B o I8 2 e
i dynamic_field & config YR o FEARBI T, e N RS N RRIBhAS R .

Form:

XA RAAE Possible  PossibleAdd #1 PossibleNot ACL ZFFH #4331 N T Form BAE R HIET « Form f#

A23h A T BT WAL RL

36.1. E RO FA
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PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate

AKATHIH T A R BET B MR ET s A TBL VW ModelC KA ) F1 VW Production Facility
CRAVRTEA: =¥l D ST W o BT e Sl - Bl i

A4 ACL:

— ChangeBy: root@localhost
ChangeTime: 2019-07-22 12:06:24
Comment: '

ConfigChange:
Possible:
Ticket:
DynamicField Accessories:
- CD Radio
- Climate Control
DynamicField Fuel:
- Gasoline
DynamicField VWProductionFacility:
- Bratislava
PossibleAdd:
Form:
— Accessories
- Fuel
— Remarks
- RegistrationDate
— InvoiceDate
PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility
ConfigMatch:
Properties:
Ticket:
DynamicField_ Brand:
- VW
DynamicField VWModel:
- Up
CreateBy: root@localhost
CreateTime: 2019-07-22 11:47:02
Description: ''
ID: 2
Name: ACL-VW-Up
StopAfterMatch: 0
ValidiD: 1
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TEA U] -

DynamicField_Brand:

- VW

DynamicField VWModel:
- Up

FERTRBIrR S NARAL AN G5 o LI VIV KA D TR G R Up s ERENA A% - A4
P N L FEG R VW T B Up 48 A2 il

PossibleAdd:
Form:
— Accessories
- Fuel
- Remarks
- RegistrationDate
— InvoiceDate

TEIXH, VW Model #1 VW Production Facility W22 Bx & v W B » {2 Accessories ( I ). Fuel
C B )y Remarks C vFi6 D 33 E AT J 5% H S0 200 |08 s in 21 o] DL i)~ Bt o X271 PossibleAdd 4y
e, A S —A ACL B 7B & W AR Bor » I HPAS ACL —i2 TAE - #iltnn » WikAE Possible 4y
AT T A, g5 AR A R U R IR e B, JF H VW Model F1 VW Production Facility 444 B »
HEAIATET C il ) Possible 34>

PossibleNot:
Form:
— PeugeotModel
— PeugeotProductionFacility

ST BRECE RN AREUE P B AT I C AEBRATIZR B WA 2 KAk Up %5, IS B AR S R
T2 RKEX )

B T BT BT WAL AN s 38 ] UUE RS AR 7 BUR LT e o (R AEX HUKFESS & 21 ACL B Hh , W)
DASE Fp it A R 2 3k

Possible:
Ticket:
DynamicField Accessories:
— CD Radio
- Climate Control
DynamicField Fuel:
— Gasoline
DynamicField VWProductionFacility:
- Bratislava

FEBATH 7B KAk Up SCHRAT CD WS BURTER L4 A A B AN BC et » DXLV 0 0kt I HLUAE A dr
T A A

B, R IRATAAREL 207 19 ACL U, WU AT GEIEAT JLABEE G  JRRHE TR A 7 1l i n] G £

Hff WA HIET DynamicField_NameX {H[f] Possible &I /n sl AT B TH T A5 il & ACL hL
HHHE Possible 5 PossibleAdd 73 C W N ) S i) By — 7 Msh & 7B« B0, 4R Possible
5 PossibleAdd £, H e 7B HA Rl 4 » WIAEIR RS 5 1A SR s fi i 7B .
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36.2 Jik55 A\ b At
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CHAPTER 37

Link Object Connector

The main feature of this package is to extend the OTRS generic interface that enables OTRS to accept
requests from external systems to interact with the link object.

NS
» Accept requests from external systems to interact with the link object.
H bR
« Pk
< 1T IRk%
ek S B bk E
OTRS # i BlLas b (1 AR AF . 44
» OTRSLinkObjectConnector

37.1 &P 5 A

This package has no administrator interface, but extends the web service with new operations.
ZL:

In order to use this feature, a new web service has to be configured in the Web JIi. 45 screen of the adminis-
trator interface.

37.1.1 JFERI Ak

The functionality needs to be configured in the Web Services module of the administrator interface. The
package contains example configurations for both SOAP and REST methods.
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Web Jliz %5
The functionality needs to be configured in the Web Services module of the administrator interface. The
package contains example configurations for both SOAP and REST methods.
To import the web service configuration:
1. B LR S P ) Web 55 PB4
Click on the Add Web Service button in the left sidebar.

Click on the Import Web Service button in the left sidebar.

A 0D

Select the file scripts/GenericLinkConnectorSOAP.yml or scripts/
GenericLinkConnectorREST.yml within the OTRS home folder.

5. mii SALHL .

These files contain the complete information to setup the web service. The web service can be customized
after the import process, if needed. The result of this process will be the same as the manual procedure
explained below, but with some useful comments are added to the operations. The imported web services
are ready and able to handle all the new operations provided in this package.

It is possible to setup the configuration manually, if you would not like to use the builtin configuration exam-
ples.

7Efift: The following steps are needed only, when the web services were not imported as explained above.

The following steps are required to provide a full working configuration:
1. BRI PG S P ) Web 9548 PB4 o
2. Click on the Add Web Service button in the left sidebar.
3. MU N E S ok -
* Name: LinkObjectConnector
» Debug threshold: Debug
* Network transport: HTTP::SOAP

4. Click on the Save button to enable the Add Operation selection and the Configure button for network
transport.

5. Click on the network transport Configure button to show the transport options.
6. Use the following parameters:

* Namespace: https://otrs.org/LinkObjectConnector/

* Maximum message length: 100000

7. Click on the Save button. Wait until the page refreshes and then click on the Go back to web service
button to continue.

8. The Add Operation selection provides seven new operations for link:

Link::LinkAdd
Link::LinkDelete
Link::LinkDeleteAll
Link::LinkList
Link::PossiblelLinkList

224 Chapter 37. Link Object Connector


HTTP::SOAP
https://otrs.org/LinkObjectConnector/

OTRS Feature Add-ons Manual, % i 7.0

(£ E0)

Link::PossibleObjectsLst
Link::PossibleTypesList

9. Add the Link: : LinkAdd operation and set the name LinkAdd in the next screen. It does not need
any further configuration.

10. Click on the Save button. Wait until the page refreshes and then click on the Go back to web service
button to continue.

11. Repeat step 9 and step 10 for the other six Link: : operations.

12. After adding all operations, click on the Save and Finish button from the Edit Web Service: LinkOb-
jectConnector screen.

Now you are on the Web Service Management overview screen and the new web service is ready and able
to handle all the new operations provided in this package.

Ef#: When the new web service is fully tested, the debug threshold could be changed to Notice. This
will reduce the amount of data that will be kept in the database and only notice and error messages will be
logged.

The main feature of this package is to extend the OTRS generic interface that enables OTRS to accept
requests from external systems to interact with the link object.

Each operation requires a valid agent user login name and a password or a session ID. This session ID
can be obtained using the sessionCreate operation from session connector that is available by default in
OTRS.

This package includes the following generic interface operations.

Link: :LinkAdd This operation is used to create a link between two objects.
Link: :LinkDelete This operation is used to remove a link between two objects.
Link: :LinkDeleteAll This operation is used to remove all link of an object.

Link: :LinkList This operation shows all links of an object, optionally restricted by another object, link
type and link direction.

Link: :PossibleLinkList This operation shows all possible link types between objects that are regis-
tered in the OTRS system.

Link: :PossibleObjectsList This operation shows all objects that can be used for linking.
Link: :PossibleTypesList This operation shows all possible link types between two given objects.

Due to the nature of the generic interface and the operations included in this package an external software
is needed to send the requests to the OTRS system.

For testing we recommend the use of:

» OTRS Perl SOAP Requester script: some of the variables in this script such as URL, NameSpace and
Operation will need to be changed to match the current web service, the operation to be executed
and the data to be sent.

» SoapUl by SMARTBEAR: this is an open source software designed to test web services using SOAP
messages.
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37.1.2 ik

The link object feature provides functionality to link items (e.g. tickets, changes) from objects (e.g. Ticket,

ITSMChangeManagement) in order to provide a logical connection.

To make easier to read and understand these requests here are some SOAP request templates showing

the parameters for each operation.

Link: :LinkAdd Request Template

<RootElement>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<SourceObject>?</SourceObject>
<SourceKey>?</SourceKey>
<TargetObject>?</TargetObject>
<TargetKey>?</TargetKey>
<Type>?</Type>
<State>?</State>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-

word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session

ID have to be provided.
SourceObject Object where the link originates.
SourceKey |D of the originating object.
TargetObject Object where the link points to.
TargetKey |D of the target object.
Type Type of the link.

State State of the link, usually valid.

Link: :LinkDelete Request Template

<RootElement>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Objectl>?</Objectl>
<Keyl>?</Keyl>
<Object2>?</Object2>
<Key2>?</Key2>
<Type>?</Type>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-

word or a session ID have to be provided.
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SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Objectl Object where the link originates.
Keyl ID of the originating object.
Object2 Object where the link points to.
Key2 ID of the target object.

Type Type of the link.

Link: :LinkDeleteAll Request Template

<RootElement>
<UserlLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>
<Key>?</Key>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-
word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Object Object where the links originate.

Key ID of the originating object.

Link: :LinkList Request Template

<RootElement>
<UserlLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>
<Key>?</Key>
<Object2>?</Object2>
<State>?</State>
<Type>?</Type>
<Direction>?</Direction>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-
word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Object Object where the links originate.
Key ID of the originating object.
Object2 Optional restriction of the object where the links point to.
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State State of the links, usually valid.
Type Optional restriction of the link type.

Direction Optional restriction of the link direction (Source or Target).

Link: :PossibleLinkList Request Template

<RootElement>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-
word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Link: :PossibleObjectsList Request Template

<RootElement>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-
word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Object Object where the links originate.

Link: :PossibleTypesList Request Template

<RootElement>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Objectl>?</Objectl>
<Object2>?</Object2>

</RootElement>

UserLogin and Password Used for authentication. This is optional, but either a user login with a pass-
word or a session ID have to be provided.

SessionID Used for authentication. This is optional, but either a user login with a password or a session
ID have to be provided.

Objectl Object where the link originates.
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Object2 Object where the link points to.

37.1.3 Examples

The following examples use all objects and types that are available in OTRS using the default configuration.
If you have changed the link default configurations, the examples might have to be modified.

Create New Link

This example will show how to create a link, using the Link: : LinkAdd generic interface operation.
1. Send the following SOAP request to the OTRS system.

<RootElement>
<UserlLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<SourceObject>Ticket</SourceObject>
<SourceKey>1</SourceKey>
<TargetObject>Ticket</TargetObject>
<TargetKey>2</TargetKey>
<Type>Normal</Type>
<State>Valid</State>

</RootElement>

2. The server response should be something similar to this one.

<namespl :RootElementResponse>
<Success>1</Success>
</namespl:RootElementResponse>

Remove Link

This example will show how to remove the previously created link, using the Link: : LinkDelete generic
interface operation.

1. Send the following SOAP request to the OTRS system.

<RootElement>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Objectl>Ticket</Objectl>
<Keyl>1</Keyl>
<Object2>Ticket</Object2>
<Key2>2</Key2>
<Type>Normal</Type>

</RootElement>

2. The server response should be something similar to this one.

<namespl :RootElementResponse>
<Success>1</Success>
</namespl :RootElementResponse>
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Remove All Links

This example will show how to alternatively remove the previously created link (and all other links of this

ticket), using the Link: : LinkDeleteAll generic interface operation.
1.

Send the following SOAP request to the OTRS system.

<RootElement>
<Userlogin>johnsmith</UserLogin>
<Password>Secretl123</Password>
<Object>Ticket</Object>
<Key>1</Key>

</RootElement>

. The server response should be something similar to this one.

<namespl :RootElementResponse>
<Success>1</Success>
</namespl :RootElementResponse>

Show All Links

This example will show all links of an object, using the Link
1.

Send the following SOAP request to the OTRS system.

: :LinkList generic interface operation.

<RootElement>
<UserlLogin>johnsmith</UserLogin>
<Password>Secretl123</Password>
<Object>Ticket</Object>
<Key>1</Key>
<State>Valid</State>
</RootElement>

The server response should be something similar to this one.

<namespl :RootElementResponse>

<RootElement>
<Direction>Source</Direction>
<Key>2</Key>
<Object>Ticket</Object>
<Type>Normal</Type>

</RootElement>

<RootElement>
<Direction>Source</Direction>
<Key>3</Key>
<Object>Ticket</Object>
<Type>ParentChild</Type>

</RootElement>

<RootElement>
<Direction>Target</Direction>
<Key>4</Key>
<Object>Ticket</Object>
<Type>ParentChild</Type>

(N ITaREE)
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</RootElement>
</namespl:RootElementResponse>

Show All Possible Links

This example will show all possible link types between objects, using the Link: :PossibleLinkList
generic interface operation.

1. Send the following SOAP request to the OTRS system.

<RootElement>
<UserLogin>johnsmith</UserLogin>
<Password>Secretl123</Password>
</RootElement>

2. The server response should be something similar to this one.

<namespl :RootElementResponse>
<RootElement>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>
<Type>Normal</Type>
</RootElement>
<RootElement>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>
<Type>ParentChild</Type>
</RootElement>
</namespl :RootElementResponse>

Show All Possible Objects

This example will show all objects that can be linked to a given object, using the
Link::PossibleObjectsList generic interface operation.

1. Send the following SOAP request to the OTRS system.

<RootElement>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Object>Ticket</Object>
</RootElement>

2. The server response should be something similar to this one.

<namespl :RootElementResponse>
<PossibleObject>Ticket</PossibleObject>
</namespl:RootElementResponse>
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Show All Possible Types

This example will show all link types between two given objects, using the Link: :PossibleTypesList
generic interface operation.

1. Send the following SOAP request to the OTRS system.

<RootElement>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>
</RootElement>

2. The server response should be something similar to this one.

<namespl :RootElementResponse>
<PossibleType>Normal</PossibleType>
<PossibleType>ParentChild</PossibleType>

</namespl:RootElementResponse>
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* Service Operation::Event Management

* Service Operation::Incident Management

* Service Operation::Problem Management

* Service Operation::Request Fulfillment Management

* Service Operation::Service Validation and Testing

* Service Transition::Change Evaluation

* Service Transition::Knowledge Management

e Service Transition::Release #l Deployment Management

* Service Transition::Service Asset and Configuration Management

* Service Transition::Service Transition Planning and Support
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After installation of the package, a new module Partner ID Customer ID appears in the Users, Groups
& Roles group in the administrator interface. Here you can define which partners should be assigned to
customers.

PartnerID CustomerID

Use this screen to manage mappings between partners and customers. The management screen is avail-
able in the PartnerlD CustomerlD module of the Users, Groups & Roles group.

Manage PartneriD-CustomeriD Relations
a Manage PartnerlD-CustomerID Relations

Actions Mappings:

[+] Add mapping PARTMERIDS CUSTOMERIDS DELETE
my-partner stark-industries

Filter for mappings

Just start typing to filter...

1: %% PartnerlD CustomerlD S 5

7 PartnerlD CustomerID Ik

M AHERSNCE T BE LDAP 55 43L&

P E LDAP 4% A ic -
1. 3 RGRCE DA .
2. 1& SR/ Ehi%$: OTRSRestrictCustomerDataView .
3. fE UM+ T E] Core—LDAP .
4. ¥ % LDAP #AE B HL .

QR AT LAY) ) LDAP JIk552% > WA LDAP k455 tH 42 HUT partner_id* 5 customer_id WX RKEEAEM1E R
SHBEH PartnerIDMapping 0 AL E MIEPR RSP .

HENE PartnerIDMapping W
1. 3 REGRCE b .
2. 1 SN E %S OTRSRestrictCustomerDataView .
3. PHLFFHUM ) Core— PartnerIDMapping
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4. BHEIZWE .

ARG RS R P AEAR I DG AR 0 T AEH e HA S AR AKPE 1D MISC RIS A DL O6f SR80 ™ (R i (07 1)
R 2 BB o XRS5 A PR BER 2R 7 h SRVERATR ) ID [ .

U SR E e P A T IR N RS AEAKAE 1D (HRZMECAHSGI ) 1D WAIR S5 N BoR ek B A AT 25 7 4
o BATEE G VRIKEE 1D IS5 N BT8R T LU BIREAN 3 2l

4R LDAP JIe 5% el B IS VR AT 1D WS VOB A, ] AARSAE PGS .
A B ASH IR -

1. S ZE A i) AN F L

2. fEH AT BOR A A K 1D .

3. BE R INBIEE AN TBUR o WIDTARRIA » %7 BT ABI 5SS RF « BN )™ 1D H R eSO 7 B
T .

4. piil ORAFEEH .
Mappings:
* PartnerlD:

« CustomerlD:

Save or Cancel

P 2: SIS B

A LGN

1. KU R R P — SR

2. IR .

3. wili TRAFEL PRAFIF 58 AL
Mappings:

my-partner
# CustomerlD:

stark-industries -

Save or Save and Finish or Cancel

SR IEETS YT

PartnerID “v-BUZ R BEN o WIEREGIR S AEAAE 1D, 7] DU ER LSS A F FAR A A Ak 1D BBl .
AR AN

1. s B R g e — S AR B A

2. s G HE R ) AL

45.1. FH 5 Gt 253
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Mappings:
PARTHERIDS CUSTOMERIDS DELETE
my-partner stark-industries

P 4: MRS

VEMR: WUORARGEPIRIN T 2 AW W RN BRI R A PR B AT A A R E B

IR 5

ISNE R I RIS, DM DU WS - A RS P BUE B IEH T .
PartnerID * fifif{r LDAP H &4k £ ID «
CustomerID * 7fititr OTRS #dis )4 mh (K% 7 i N6 1D o

45.2 Jli55 N L 5t

AR EATIRSS N G5

45.3 HhEN G T

AL EATINEN T
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CHAPTER 406

I 1k 55 R BA A1 it e

X5 R SUBR IR S5 G B AR B G MRS A B o A — B B T, OTRS i I5ab i BA S 1I A1
BURBE S AL SO AT RE o SR1M > WERAESN BN S s d5 N G35t i s 17— A0, L2 BT AT BUAT (¥ A1
7R (K BAA P FE A b/ A R SR i AN B s SR A5 N B K ] SRR S5 o il BRI e IR 25 N
I REANIE R 55 23 ) 0 LR AE AL PR R 55 FAT WA BA S 45 o SX RO — MRS 1], W] Ree ™ R
BRIEER s IR E DI TAER ] .

AR, M) Re Al A0 K A A 23 B 25 2 AN IR S5 A T fg > DR, G Rk 4 1 b IR 4% WIS A 7= 3 4 1Y) A
H1 o a0, W LIRSS Support Mobile Devices 43 i 4 kA1) IT-2nd-Level-Support Hardware #1 IT-2nd-Level
Support Mobile Applications » LI S FA ML IEAT IEARIEFE o i) ARG B iz, DU — 5 B w] 525387 W7 B
FEAF o FEWT TR B IERA I BA SR Y R R % T Cgsohid 2 .

P
o« TR T ARBAAN SR 5 RIVATLE A R BAA P R A TR
o WLYITE
o WO TARR S
H bR
o Wy
- BPRS
o« RSSHEHER
o T g5 B
ATER S5 AL b 4k 5
. HM
OTRS # - BLA% rh (M AR AR 44
« OTRSServiceBasedQueueRouting
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46.1 &2 50 A

GRAYA ST > KR A SR TR BCE A PR At — Bk .
46.1.1 T HHE

RN )G > B A B P TR E A fe i .

g5 BAA

NI B PR — A E ARSI — AR Z A o ZAEHTMThRE . 2/ E W RGN — RS —
ANBNF o B PEBRREAL T TORBEEAN IS BASIRELER .

a Manage Service-Queue Relations
Filter for Services Overview
Just start typing to filter... SERVICES QUEUES
Backup and Archiving Junk
Communication Misc
Filter for Queues Desktop Management Postmaster
Desktop Productivity Tools Raw
Just start typing to filter. File / Print
Helpdesk
Identity and Access Management
Internet

IT Operations
Network Access
Remote Access
Standard Desktop

1 BIRSS  BABI I

LRSS BAAISR IR

A EN BB IRSS > WERAT EUR A
1. midt g5 o) — A s
2. IEFFELR RS A B KIBAS o
3. sl PRAFE PRAT IS8 edse il
A7 ARG5Sy e AN BAA :
1. widdi BB — ARSI
2. IEFFELR BB LA (KIS
3. wili RAFEL PRAFIF5E AL

VEAR: ARARGE PRI T 2RSS BB T8 A e B N SO 14 44 PR R A R 5 R R 5% BA )

AT DL RV IR P A B b 23 Bl 2 A IR S5 BBA A o e b B el IR 5% s A ol SIBC 7 e I BABHS AR I ML T T 2
H 55 e e G A o
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Backup and Archiving

QUEUE ACTIVE
Junk

Misc

Postmaster

Raw

Submit or Cancel

Postrmaster

SERVICE

Backup and Archiving
Communication

Desktop Management
Desktop Productivity Tools
File / Print

Helpdesk

Identity and Access Management

Internet

IT Operations
Metwork Access
Remote Access

Standard Desktop

Submit or Cancel

2: B U S5 R A

ACTIVE

3: B BAI SRR Ak 55
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Bty Uyl BAS R 55 AN 4RI B IR 5 e 10 S 17 AL

46.2 Jik55 N\ b1 5T

A EAT WSS N G T B e R T BRI AR HEAT o BT R 55 (BN S B 23 i T i
FREEAN TR e o G, KAl L TR gh e IR

PR ST ) > R AR IR S5 IC B A BA S o WSRO Pk i 25 FO L T BB, U BA e ¢ HoRe R I IX L AR
WA N Pk AR 55 BE B BAA . WLKE s BT AT BAS

It is possible to add a Get All button next to the queue selection. After clicking this button all available queues
get restored to the queue selection field and can be selected.

BLE M) ACL S ABAEH —HEZ W s BN A

46.3 SN b1 I

This package has no external interface, but it extends the standard behavior of the queue selection method.
The service based queue routing affects the ticket creation screens. For this, the given service of the selected
ticket will be used.

RIS 5> R B IR S5 BC B RIBAA o WK P i 55 BE L 1 BAS ST BA B3 48 hoke LR AHIX 2R AR
UL RBAT 0 P IE IR S5 E B RS IR 7S BT AT BAS

It is possible to add a Get All button next to the queue selection. After clicking this button all available queues
get restored to the queue selection field and can be selected.

FLE ) ACL 25 AE W — 2 Wi s I BA A &
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CHAPTER 47

A 5550

R RS N DA si P G 1 T SCT TSR, kD) et P8 A0 A 2h Bon SR IR 55 A R 5y o T
SRAUAN TR 55 ) e el FLAT T R O B AR K B DA PRAT > T LUK MRS B B 22 A TR, thm UKS
AT RRMEER R 2RSS o TSRS AT LAAE T B i ip BEAT AR A MR TR AR

P
o« RSN IR R AT )
o JBE S SRR A DRAT AN IE A ) 23 BE LU R AT 5 DES A4 A%
o HEUE A s SRR T LS PRI A B
H bR
o NSNS IT k25 B
o R
- B
* VO R
o BIEE B
« HFE B
ALEMRSS B bk E
.
OTRS -G #l & v 1K) A0 44 Bk
» OTRSServiceCategories

47.1 BRI

TRAYNR)G , R B RS T s B AL bRt — AN .
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4711 THEHE

CEAYNR)E A B S T B bR ek .

KR kg5

A PH e Bt TR b el RS TSIN B Fh el 2 Bl S5 o EAT I URIRE AT R PR ALR TR 55
WINBIRSE D EHEIUIAL T TRREA) R RS .

L Manage Type-Service Relations

Filter for Types Overview

TYPES SERVICES

RfC Backup and Archiving
Unclassified Communication
Filter for Services Desktop Management

Just start typing to filter...

Desktop Productivity Tools
Just start typing to filter... File / Print
Helpdesk
Hint Identity and Access Management
Internet
IT Operations

gn to many ticket types and vice Network Access

Remote Access
Standard Desktop

B BRI IR S5 ORI

BRI JIRS5 Rk

AN ARGl

1. midy RS 2RA .

2. RPN ISR RS

3. wiili TRAFEL PRAFIF 58 AL
AN AR B RSS

1. midt &S —A s

2. PRI TLRAS HIZRAY .

3. wili TRAFEL PRAFIF 58 AL

VEMF: WERARGE AN T 2R s 55 V(8 97 0 AL Tod B N\ T 328 1) 44 PR OR 28 2 S8 R s 55

A LA AR P AN B 0 e 22 NSRBI 55« BeAh AR SQIR R A A b R s R 5% o KA N AT T G5
PRSI 4k B AR IR 55 B

Bt Uyl SR iR 55 AN S O B SCIBE I i R [l
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Change Service Relations for Type Unclassified

SERVICE ACTIVE
Backup and Archiving
Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet

IT Operations

Metwork Access

Remote Access

Standard Desktop

Save or Save and finish or Cancel

2: B SCIRI Ak 55

Change Type Relations for Service Backup and Archiving

TYPE ACTIVE
RfC

Unclassified

Save or Save and finish or Cancel

3: B UIR S5 SRR
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47.2 g5 N G g
RIRAFRLBAT A5 N BT » AR S T IG5 T 7 RO BRHEAT )

47.2.1 HBIRHI

Service One 1 Service Two iz <AL JId5 Br4Eh ¥y Unclassified 2578 o R4 ECHE RS -
LA TR e e B IR IRSS > AT LU 454 -

1. B BT TG hds Bl Brdt dad T8 .

2. 1%E#E Unclassified ( K452 ) THIEAL

3. WEHERPTFE

4. 15 JIR%5 Tyl A w RS

R B RS IERSAE R RS ILIESS Z TN .

47.3 SR G S

AL EATINEN LT
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CHAPTER 48

M5 st A

HH S —NIRAS N B E SR N il T BE 4 PR O BA A A i B/ o 120 95 N\ DA AN KIIE %A AT A RS
WIRAN Jie D3 AR BRAZAE SR o ARJE T d s BB I BAEDRT T IT > JF 2 Bogs S ot A BRI SR BE o T RUX A
Yo XERE LR CHEMIX .

ADIREFATAE AT AL E R SE > LUK € (K55 N B3-S A R A5 B A SGIER o IXHF > Se W Nl T PR
W55 N 530 SHIE AN 03 T AR TTMREE e 55, i Ok e 2R AL g% - R A BB RSN - Bl
5 TP FAH ZEAT— I .

B, AL 7> DO SR AN BeIhRe e MRKIIILH o AERXFEOLT > ARG TR IR 55 A 53l
NG S TA N R HREER « XA RE 2 P BUEIR IEA 73 I T A .

P
o LRSS T
© TR AR .
© PRCRIIMO I — BSHRE TLEE .
Hbrdl
« KERAH
« T KA
« MTARZHIAH
o T R S5 H TAR AL
ML T SRR A ]
ATFER S5 A b 4k 2
N
OTRS # -t Bk b (1 A A F (. 44
« OTRSServiceResponsible
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48.1 &P 5 A

AAFBATE B O T ECROFT 4% H 0 2 T i an i e A SR

48.1.1 {5 FiE %0

ASDIREAR A N IR 55 N GRS in—ANTEEIPE N 5 IR d5 N GRS Az I v (R iR 55 1 A

IR IE )
GIERBARL )G » WA NN Rk 2y - BOB P — ANk I o

T B

AT REATAT I 55 B A DT N SRS N T — AN AR Sk It

IS INEC SR B L IR . AT DM DU R RS« A RS B IR .
Z

IS Z B OTRS 23 4 &5 AER A T Id A1

LN

* Recipients

All agents responsible for the service

Also send if the user is currently out of office.

DTIRSE

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

10 TRJE R BCE, - WA

Fakey W LAEAE IR BTAT DIk S5 B 55 N G FE AT Cr Bo ik 55 N 53 iR 5 AT > DU AN ST 1 AR 55 A

En

Ay SEe B BRI I i OTRS HESLH)—E7> «
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48.2 fi g5 N b Ftii

AFAFRLASIN T AP IR DOREIR S5 A G 0 e R 35 ST N o mTLUREREAS IR 5 A B3 20 BE h 9755
RS IF BAREAIRSS AT BLM IS 2 A RS A B .

48.2.1 A

B D REsE 1 > W LR IR S5 N 52 20 B4 AH DG FH P B i BN 1) IR 55
YN

TR ST A NI A5 1 30 %050 B Ao R A — AN B N
SRSy

XL E T HE XA A .

k55 91 5 A

FERE/NERAEAR S IRES N 53 AT DR IR 55 BEE Ay e I8 S8 IR 55 Ha 3 IR 5 N\ o
Service Responsible

Your service selection of your '
ibili

notified about those services via

email.

2: IR g5 S m N E
NI E ORI E SR U S = A\ S S

HEfR: B N I h o /N > TR DU RS L I
* Ticket::Service

e Ticket::Responsible

48.3 SR G AT

AL EATINEN BT

48.2. JIxg5 N\ Gt 265
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cHAPTER 49

R S T T BT R

VENFREZNRERT — 870 > FAT R B BUBLBR A M 95 A\ D3 aT LRI B8l s DUAGR RIS N B3 AN/B 3 7 14
SEWIENAL o IX S ARAETL A B0, 5 TR BT O Sl TR O 2 55— BAAII .

BUE, A TIXATHRESEIT » B & B BRI AR5 A Sl AR st B PR s, RS e fE
JOREN A R IR HRE o B, T RS 53 Tn] DARCE NI AN, DMEAERE %) 10 TR e g0k A 3

[RRVARIECE I BrI
P

o BEAEARSS N A2 Ah AT, B BRI T AR AR S .

o WU R

o EAVEACHIIEANRCE B E R .

HFr4
o PNIANANE T
- INIE
. ftE
. <Rl
AR5 A 4k 5
< R
OTRS # -t BlLas b (1 A F (. 44
« OTRSSpecificTicketNotifications

49.1 &1 5 R

SR AR A B LS BTy e T Al AN R O RGN T AL
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49.1.1 I/ AR
LRERBATASS , 510 RGRIN— A4 .

H

AN NI AR KU 10 A 56T A E TR U Il MR BRI o 22 AR ) > I R I — AN B4l « A1 8BE
AL T P AR AL B .

a Group Management
Actions List (9 total)
[+] Add Group NAME COMMENT VALIDITY CHANGED CREATED
. Group of all . 11/11/2018 15:29 11/11/2018 15:29
admin - valid
e —— administrators. (Europe/Budapest) (Europe/Budapest)
ilter for Groups
P L Group for all custom . 07/30/2019 12:32 07/30/2019 11:56
custom_notifications ificati valid d p
Just start typing to fiter... notification users. (Europe/Budapest) (Europe/Budapest)
. ) 11/11/2018 15:29 11/11/2018 15:29
stats Group for statisticsaccess.  valid
(Europe/Budapest) (Europe/Budapest)
Hint ) 11/11/2018 15:29 11/11/2018 15:29
users Group for default access. valid
(Europe/Budapest) (Europe/Budapest)

L3N R i s

Bt

GRERA )G » RGN INLL T4

custom_notifications 1> M 2H 1§ 03 FIREN IR 4SS N DA AE /N N B eI BR S 1 T8 S0 i B R B ESS 3Rk19 —
A H g SGBEEVNE .

VEAR: BRAERR . TSR A ( root@localhost ) BN E 411 rw AR .

Z

BN HAD AR S N D BEE IEMRR » IR B LU R
o RSN 4l
s Mt 4l

49.1.2 il AZ A 50

AN > AR BE 52 S b ) S8 ARG SN AL TR S B R P SR T I RE
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-

FIE R
U
_ Ticket Notification Management

Actions List

Add Netification MNAME COMMENT
Customer

Export Motificati .

E3 pol ifications ticket

Add personal notification article

notification
= List my personal notifications only Customer
ticket
Create
notification

Filter for Notifications

Just start typing to filter.. Customer
ticket state

update
Configuration Import (closed)
Customer
ticket state
update
(other than
closed)

Browse... No file selected.

Overwrite existing notifications? Supervisor

&L Import Notification configuration .
B g Ticket
create
notification

P 2 LRI AN A

VALIDITY

valid

valid

valid

valid

valid

FAE LIRS BTG, AERESE R P — N

CHANGED

11/11/2018 15:29
(Europe/Budapest)

05/30/2019 15:44
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

P

CREATED
11/11/2018 15:29

(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

11/11/2018 15:29
(Europe/Budapest)

PERSOMNAL

EXPORT

L

I+

I=

I+

I+

[

COPY

DELETE

BT AR T UG BT A A AN 4 H o b T REBS X 0 B BURTIR S N K 4 H ARSI N b N
AN o g5 N bigc H IR OhRid » JFE DA o &2 .

BEAL s TR AT AFEREAN B s B n 25 H C BB IR S N SR im & 45 H O s oAk 55 A B i

(ERCCCTN

RN N T AN

AT AN N B A -
1. B A LA R ) A B &%
2. HE TR .
3. sl CRAFEHL .

A B AN N T Hm AN

1. Bl DR (0 o i) — AT Tl Jn 41 2 vh i) AR A o

2. BHTBL.
3. sl PRAFE PRAT IS8 idacll
A EEMIER A N T -

1. B TR AN 813 rh DU (0 s AT TR A B SRAR A

2. i #IAEHL .

49.1. ERLOIFHH
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A EAI A NG 2
1. S e AR i 8 B AN S A
2. Wiy FIH T T AL L LR R
A AR AR S T R R R R ] o AN O] AR

w Recipients

John Doe (bu)

K3 THUEmMBCE - kA
AR INAS N TS R EAE WP R0 v e B 0% IR 5 N D A A HL T RS

49.2 k%5 N oi g
AR SRVEIRSS N e S N Bl 40 A5 4 21 5 mT DAASCE) IR A

49.2.1 MASEH

TIRAFA R 5, WTUVEAT B — AU A CRE AN, HWE AHIERRSE o RS N S B A RS SRR
A RS N B E LR L A A A

AN BT
AHAFEAE A ANVBCE ) B BRI I T —ASHT 0 B € SCEAN T

I R

KA R T custom_notifications ARG MIFERSAE AN BEE I MR B BB H RS 4> A Gl
F/NERAE

ERESYS il

D SRR PR D3RR R, TN R e A B B3 S IR R B R o WOR ARG N B R
o BRI NN T s R

Custom Motifications

To manage your custom nofifications, please use this link.

4: HE SGaEF/NEAT

R AR N BT IT Tl N be s » MR A S BT R .
A BN IS N T IR »
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« Ticket Notification Management
Actions List
[ +] Add Metification NAME COMMENT VALIDITY CHANGED CREATED COPY DELETE
. To view newly created . 07/30/2019 07/30/2019
Supervisor valid
a. 1147 1147

Filter for Notifications

Just start typing to filter...

5: A AN B B

1. S ZE A A A A TR ANHZHL -
2. HEBITE
3. miih PRAFEHL -
A LR N T g
1. By DURE (4 7= (147 LBl AN 41 3 i) C il 4
2. BT B
3. wiiht PRAFE PRAF IS8 dacll
A E MR N T s
1. ol TRE RIS DU 8 s BOAT P b AR T B
2. il BN .

M55 N G nT A B LR (B B BT K A (EOPE AR BRAT o 55 N B3 B (KBRS AR
B b T IBAE AL S A R R T HECE o SRl AU AT, AREDIIEIIE L .

HRMRS N HREEE « QU  gafAn/siifR B Crdma H . O aEA s soO bR N m i smsH .

49.3 SN B G TH

AL EATINEN BT

49.3. SN A SN 27
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cHAPTER B0

IRAS T Wi AR

A5 P o AR R LAY A5 BRI T R AR AR 55 N 53 i 2 Il 7 22 SR 2 77 i 3R C e i i SR Tk O
E‘J‘ o

£ OTRS HUBRAERRAS T 5 A5 AL FH i) S ASEAR I 48 7 2 2 8 52 SO T RS o X2 — DMRSMIAL S5, AN 2t
PSRRI T) , FER AR RIS R M 2 A P i) A T

AT REARAE AL S BENE I\ — I Al Ay B A Wi SRR G SC— A T HRES » A, kR 7 NAs, RS A
BNBCE o XA T LU 24 I 1) I B AIG HH A 0 XUBS:

P
o BRARET DOIR ARSI A IR o
o TLMTE .
Hbred
o PHTVEZ B ARAK AT B B 7 1 7 7 IR 55 4147
o« SNES T MRS5S Re
o [EHY ALy
o AR AR TR
o ] EGE ALY
AIPENRSS B R
o R
OTRS #F (o B A Hh AR AT 44 B

+ OTRSStatePreselectionResponseTemplates

50.1 57 5 A

ZREAYNR)E , AR B R SN T s B A bRt S .
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50.1.1 THEHE

AHAT LRI B AR TROEAAGS N 206 BELF I P K T B A

IR TILE R

A5 P A0 TR T PR AR T WO 0 S ASERR o SO P W RSEAR 25 A2 T HN s T ORI G IR o A B R
TR BB AL RS TR B AR AT

A Manage ticket state pre-selections for response templates

Filter for Templates List

TEMPLATE NAME PRE-SELECTED TICKET STATE
empty answer

Just start typing to filter...

10 W AR (1 T R T 7 P

R

A7 R IR 7 He 2 Wi AR » T PAAT BT $84F
1. RS I — AR
2. DAy i SR G T AR
3. sl TRAFEL PRAFIF5E et

Edit Response

Save or Save and Finish or Cancel

P 2: G LI N

VEMR: CRCE I T RS UAVE T8 R SCRSRVFE N —/MIRES o WERAE IR, MIEE R T AN Tl
SEIEFET —MIRE .

VEMR: WRRGEP AN T 22 AR, 5 A0 IR AE T BN IR OR B PR e B

Wi )3 12

AN e AR L DU T DME T DU IR o AT S T BUZ BT BL

Tk TAHRAS LEHE TRAS LIRS FC 7 BOES AR o Y i WSRO 2 TPy g AE TS g 4t B
P TR .
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50.2 Jik55 A b1 5t

AL BAT M55 N ST > ARAHAA SR VF PG 1236 i) W AR 1) T RS
A B S TSR R TR W PAT L R Ak -

1. B3 THRVENS B, B RSP B SR

2. W R Hra & ik R AR o

3. THEM THURASNAE TS E O F— N LRRETFR ERE .
Z .
THURAS T DL A T BSR4 1 5F % 23 A

50.3 SMEEA G i

AL EATINEN GG

50.2. JIzg5 A\ b1 gt 275
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CHAPTER D1

RGBCE D L

RGHE FAMNG /L OTRS HIARHERRCA TR 5E A HERT o — 0 T IR AREH E I E

AT RES AT » DUAETT LU A 5 AE S AT BT o IR A5 3 B BB AR R o > NI b T4 R A5 AL
INFTA) o BEAh s SO AT A% 1 IF HooT ABEATIE 1T - R GE e i s s HEREA T (1R 504 o

P
« IrAEWRERTEAESHE .
« BHTHE .
Hbrdd
o IT
o R
AIAE RS 4k F
.«
OTRS # (e BELAS HH AR AT (44 B
» OTRSSystemConfigurationHistory

51.1 %3 B A
KRN T A RS, UEERERE R B Lid% .

51.1.1 RgE

LA > B BRI B D B AR e AR B D ok, IR EIN AT L
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AGME

AT RESHAFREBT DE s 0 1) S SRR bRt rp s JF T2 N BEE o IS SR AR 1 P s B (K8, AL
EATTRERE AN R S UK AR

R DI

HEBE L
1. B2V B G A REUICE D4 o
2. Hly B .
3. Huddy Py sl .

_ System Configuration Changes Deployment Deployment History
Actions Recent Deployments
4 Go back DATE COMMENT RESPONSIBLE DETAILS RESTORE EXPORT
08/02/2019 09:52 Package Install . View
) —_ Admin OTRS <
S ——— 7 (Europe/Budapest) OTRSSystemConfigurationHistory 7.0.3 Details
fiter for Deployments 08/02/2019 08:44 N . - = o
. T Configuration Rebuild Admin OTRS Detail » L
Just start typing to filter... ( urope," CRE[rs ) Efta‘ =
08/02/2015 08:42 View
/02 Configuration Rebuild Admin OTRS 2, E 3
(Europe/Budapest) Details
08/01/2019 15:16 View
/0L Configuration Rebuild Admin OTRS =, <
(Europe/Budapest) Details
08/01/2019 15:15 X . . . View
/0y Configuration Rebuild Admin OTRS 0 L
(Europe/Budapest) Details

SIREHIE IS

i AT BSOS, WL PR AR S o TR RT DR AT R R A
L ILSCHT R AT LEAR

Deployment Details

Created: (07/2%/201% 11:00 (Europe/Budapest) by Admin OTRS

Comment: Enable responsible feature to add one more agent to tickets
Ticket:Responsible

Enabled

K 20 5 P b

PR YA Sk F LT DA HE A I B B AR B
sRAh s R sty — R RV IR 338 O ARk Z A R0 Do IR S, T BRI 2
EATTAEAT IR LR 8 I (L

s ATLLE I ol S L R o HTORE AN R B YML SCPER R 3 XA YML SC
PERJE T LGB RSB ) AR KR .
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Deployment Details

Created: 07/29/201% 11:00 (Europe/Budapest) by Admin OTRS
Comment: Enable responsible feature fo add one more agent to fickets.
Ticket::Responsible HOW Ticket::Responsible NEW
User medification: disabled User modification: disabled
Setting state: disabled Setting state: disabled
Enabled Enabled
Default: Disabled Default: Disabled

P 3. R E AT =

VEME: AR D Sl sk R T 2 AP s A H o TS TR B AR AE U BN L R A4 R B AT A R E 1
Ellu/:!ia o

BRI
%%E’Juﬁrﬁiﬂi‘é—fupk ELNEPE R P AR T o SR AT T A DR s LA A
[ B A T A (B B L o 2 Sl S S P A ek 4 A0 S SO ] 55845 0, DR M I T A,
AR BCETIL
1. FeRVE PO RGBSR
2. MEARGIERE -
3. FTIFREERATHAE » AR5 ol FLITET DL A% 4L -
4. faly Prldsdl .
il /NI AR WAL, AT DA REA I S BB

51.2 x5 N\ a5t

AR BAT RS N G S

51.3 SMEEA G151

AR EATINN G T

51.2. Jlxg5 A\ A Fti 279



OTRS Feature Add-ons Manual, % fii 7.0

Change History of Ticket:Frontend:AgentTicketFreeText##4DynamicField

On 07/03/2019 13:13 (Europe/Budapest) by Admin OTRS Frontend::Agent::View: TicketFreeText

Attachment 1-Enabled ]
Supervisor 1-Enabled !
TicketCalendarEndTime 1-Enabled
TicketCalendarStartTime 1-Enabled

On 06/17/2019 13:28 (Europe/Budapest) by Admin OTRS Frontend::Agent: View:: TicketFreeText

Supervisor 1-Enabled
TicketCalendarEndTime 1-Enabled
TicketCalendarStartTime 1-Enabled

On 03/22/2019 10:02 (Europe/Budapest) by Admin OTRS Frontend::Agent::View:: TicketFreeText

TicketCalendarEndTime 1-Enabled

TicketCalendarStartTime 1-Enabled

4: T L B
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o IT g5 B
 BHMRE
AILEMR S B bk E
«
OTRS %8 B A% b (W AR A F (0 44
+ OTRSTagCloud

52.1 ¥ 5 Sl

AHAF AL BATE LD ST

52.2 Jik55 A\ b 7t

AT AIENRE I DIAE W] AR SCRAR R L 7R 2 /N AR B

52.2.1 UK

AR A INBRZER B A KEREE Z NS INE e 55 N AR« Fr2E = Bl T s v slish 2
TR T RC E R AT .

eI
AIRAFALRE A IEREE 2 /N EAFA I B DRI AT ] > FERE KBRS /NI I IR 55 N S CRBR T Y
BT o REABEFII M55 N G AR AT DR A~ N T P R b 25 2 /N A A

PRZE 2 /N A S CORC BRI TS 4% H k9% o i BoRAOFRAE 2 — I s CREAEBT 30 B 2 & 1 e 3 oA
SE ) TR SR R 5T .

A3 BT T R IR RS 2= N A
1. SR LA i BEE NG R TT
2. BB LN OTRS TagCloud — Small F1 OTRS TagCloud — Large -
3. il IRAFBCE AL .
Z:
AN SR BN TR s A A < DLOCPZNE >t mT DUIBR /N ER A
A BB B AR N
1. AR B ASAEIN BT
2. Jlify B R EE
3. BB .
4. pily CRA7 S LA

AR A5 N AT LU T oAb IR 55 N 53 sACRAR P AR ZE L E R MR o XS BCE 7 B A RE bR
Bn s Aot .
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OTRS TagCloud - Large

T

1 KIR p

OTRS TagCloud - Large

50
Queue

Enable

Save Changes or Cancel

K 2: bR%E iR
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R JEFAENBIE N SR 2 DAEREE o i IR IR A B

YR TP NAZ NI T AL AR o W) DAAE T B Z IRV BEAT 2B 4, Bl s gl - A3 - SLA . JIeds AR
MM, DURHIT TR B S 7B .

Z )
TN T R RBERA ENST B WS E Ticket : :Frontend: :AgentTicketTicketSearch###DynamicFi

R WA W] U T SRR AR A A TBOK B MR AE 25 o AN IR B DU o G R AR VR Mk
ABREEZ S WSRO e A BT .

AH AT REAFREAE SN T BOP o IXEE i P47 B 3R0R o WERPTIEHUTC AT B > W2 B — 4B B R BL
AR SCAS o 3K URMR S5 N Sk D 1 5l > IR EORA A BREEIERE 57— KU

PRSP T R e bR R S RA L T E A AT AR RENE - Mk, UAE RS E PSR E
TG E S8 FilterEnabled o

A R R -
1. ShARRE o /N b Y 2 DX b A R D 3 PR
2. AFH SR AR IE TR In—2e i B R4 F
3. iy #ATHAH .

OTRS TagCloud - Large

L L]
Ak

Filter by queue Filter by state ¢ Filter by owner

submit

L L]

Filter by responsible

+ select all ¥ deselect all [ ]
Admin OTRS

John Doe

lg] 3 )l:/J\ VAN ji?}ﬁ%%

LT RPIIE BN & » 2RSS A TP I DU 00N AR B b2 8l o 1247 BRI, EbR
B Sos e/ N EF AT B

o I PR R IR B AE B il 2 4h > JF BAETER I AN ]
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« OTRSTicketAllocation

VAR 5 LT DhRERE AN A «
o WP HIES

53.1 &1 5 A

TR P AR B RO D BE o EK B0 T T E BT AT A R AT AR B o A A WS A R A T L
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FEHOR NI T o S Al A 2 AT 20 L R

LRARPA )G A0 TicketAllocation (Y] A ZMESSAEMLASINBI R ZE b, Al w] LA & SO i
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TR PE S BN A SRS AT A o AERZEUGE DU > A TR FEA L BRI B o JX LR
PENAZIEAN T B o EATRERAN R A LUS IR 55 N 5% RS ITEAH

BTG OL R ANkt OTRS Sy R AT > LLIEE S B ZE MR 55 A 397 B i TCBR > BEA 34 o S35, b
SRR TC PRI BEE T 2 o

BRANTHUL R » TicketAllocation TifgVERHu 38 T8 o kil R % —A TicketLockUpdate Fff, 1%
HG B AR, KR o 753 TicketLockUpdate SHA:LUE 6T E 3 T-3) T 8 A i o s v
PUESHT O BC TR o il e » SR X e s

1E AT B e PN, B EANERTEL, T LRGN AT HE R/ al TR AR o A8t
) RGN T — AN HE PR TR R AR R
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Bl E 1 E A 5 N A e R .
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w Events
Event Triggers:

TYPE EVENT ALLTICKETS DELETE
Ticket TicketCreate ®
Ticket TicketQueueUpdate w
Session  SessionCreate ®
Session  sessionRemove w
Ticket TicketStateUpdate m
Ticket  TicketLockUpdate &

Additionally or alternatively to a periodic execution, you can

define ticket events that will trigger this job. The checkbox defines

whether the job should search for all matching tickets or just take

the one that has triggered the event.

Add Event Trigger: | | Ticket

EscalationResponseTimeMotifyBefore

To add a new event select the event object and event name.

Event execution: | Daemon

Defines how the job should get executed.

Please refere to the package documentation

for more information. Attention:

Misconfiguration can lead to endless loops.

Prevent infinite loops: | [Yes

Defines whether the job can get executed in

another event or not. Attention:

Misconfiguration can lead to endless loops.

SRR Sy
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w Execute Custom Modules

Ticket Allocation

Ticket Allocation

Bl 20 AT A SUREBR By

LR N W CE AP TR e i . i R e B R R O HoT BLER B VC R RS AN R B A
TicketAllocation T EACHLAE S T 8 B rE ZHAMEUE ( R CERE Do R TVEIAT I, WA LLE B3
AT4510 50BN T 5 @ M /N ERAE v o BT 2 N o W B BN o Qo R BH T lE W IX SRR M A 75

53.1.2 M/ . dAFfth
ARBRATAL R T T BRI B R 25 N A N R R TBR 5, PTG B B ST 1K) IR 2% A B2 B 5 80y 10 i B

I NI

FEFAERA R TR g5 N D SCANRIIBE ST -

Al DA R kK AR RE ) o BRIAKE DL > B4l « AR%e gk  BAFIRISEELZ R o Mt .
SLA #fleds CLAEH], HAT s RERCE R .

A BB E RS N B RE
1. AR B S AT Mg N G B4
2. WINRHZEFE— ARG G .
3. s e AR SRR 5 A R RS N i 42
4. FTR S N SIS N IEITH I BEJI R
BEJIN ARG IAT A BeAT ELAZSE M >l LUK LT g ohferh . DA I & IR AT DRSO maAT 2

BRI OUT > AR AT O¢ T80 A 5 2 50 1D AN B I (e L HEAT 20 ] o« AR gt T — NP,
TR AN R (1) R GO VR S SO OGBS o SR R REAZ T IR (R BA AL S G AN IR 55 I ]S
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Group competence(s)
"Group" competence(s): Define group competences for v
this user.
admin v 1verylow v 3
users v Sveryhigh v |2
Priority competence(s)
"Priority" competence(s): Define priority competences for o
this user.
Queue competence(s)
"Queue" competence(s): Define gueue competences for o
) . this user.
Misc v Sveryhigh v | B
Type competence(s)
"Type" competence(s): Define type competences for this v
user.

Kl 3: fEJ) bEAr
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+ OTRSTicketForms
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B TR

A FH e B AT I ] T A5 P Bh AR TR o BhaS T OB BBEREAL T T B B ALY BhaS T piopith
T

A« Manage Dynamic Ticket Templates
Actions List
[+] Add template NAME ATTACHMENTS COMMENT VALIDITY FRONTEND CHANGED CREATED DEI
Agentand
Peugeot ) 08/06/2019 15:50 08/06/2019 15:50
PeugeotTemplate = 0 valid Customer
Filter Template (Europe/Budapest]  (Europe/Budapest)
Interface
VW Agentand
Just start typing to filter... . 2 08/06,/2019 15:47 08/06/2019 15:47
VWTemplatel 0 Template  valid Customer (£ JBudapesi)  (E /Budapest)
urope/Budape: urope/Budape:
1 Interface g e g e
Hint W Agent and
) 08/06/2019 15:48 08/06/2019 15:48
VWTemplate2 0 Template  valid Customer (£ e/Budapest)  (E e/Budapes)
urope/Budape: urope/Budape:
2 Interface E = B =

the i

Attention: Dynamic Fields are not needed to be
setup in the screen configuration if they are set
to be displayed for a template.

12 B3 TR B 7

BB 2 TR

FEf: BRI PR IN2IZh A TN W OeAE MR R R b A P

AN A B TR -
1. ik ZE A i A InREAR F2c L
2. HEMIHTB
3. st DRAFIEHL
A BB TR -
1. Hlighas T BRI 1 — D Eh A TR .
2. BT B
3. siilt PRAFEL PRAF IS dac ]
AR — A5 T HRRAR -
1. Bl A TR 812 P (K A P s
2. it WiAEH .

Ve WRRGE PN T 2B TR, 3 I A HE I e B0\ 21 D8 2 R B PR e 1B 2 T AR
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Add Template
General:

* Name:

« Valid: = walid

& Frontend:  Agentand External Interface

Restrictions:

# Type:  Undlassified

* Service:

Template:

B I U S5 |;

(LNl
i
]
Ith
I
i

B
(0

Format - | Font ~ | Size - A~ A~ T, | [ Source Q) 1

Brand Hide
Hide

I Production Facilif Hide
ougeot Mode Hide
Peugeot Production Facility Hide
Fue Hide

ACcessories Hide

Remarks Hide
Registration Date Hide

Hide

Save or Cancel
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[ Source € 1

Edit Template
General:
* Name: VWTemplatel
Comment: | VW Template 1
# Valid: | walid
& Frontend:  Agentand External Interface
Restrictions:
# Type:  Undlassified
& Service: | VW Service
Template:
Workflow: | ViNWorkflowl
Subject | VW Service Request 1
Body: | B I U & | := EE
Format = | Font - | Size
Qil Change
Qil Filter Change
Air Filter Change
Fluids Check
Attachments:
Brand: ||Hide
VW Model: | Show as mandatory
VW Production Facility: | Show
Peugeot Model: || Hide
Peugeot Production Facility: || Hide
Fuel: |[Hide
Accessories: | | Hide
Remarks: || Hide
Registration Date: | Hide
nvoice Date: | | Hide
Save |or Save and finish or Cancel
541, 58 6L T P 3T G BITAS TR T
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List
NAME ATTACHMENTS | COMMENT | VALIDITY | FRONTEND | CHAMGED CREATED DELETE
Agent and
Peugeot . 08/06/2019 15:50 08/06/2019 15:50
PeugeotTemplate 0 Template valid Customer (Europe/Budapest)  (Europe/Budapest)
P Interface P P P P
v Agent and
. 08/06/2019 15:47 08/06/2019 15:47
VWTemplatel 0 Template valid Customer (Europe/Budapest]  (Europe/Budapest
1 Interface P& P pe P
vw Agent and
N . 08/06/2019 15:48 08/06/2019 15:48
ViWTemplate2 0 Template valid Customer E /Budapest] [ /Budapest
urope/Budape urope/Budape
N Interface P P P P

P 4: NI 2 25 T PR 5

B A TR R

ARG AL DEURINS T LME I DU B o AT AT (P BUR U BL

SR BRI A TR < T DLZEBE T B R A T TR 0, RS TR « Bl R 7
i

VERE IR B EAS I E AR o O T B ZORE T BORTE A e B T R BRI E DR TR
(ERERTRINR AR L

A2 BCEIL BRI AT RN o R T BB E ARG MRS B AE OTRS HRAE A o A5t 7 Bt & ol
TER i I JEROR A e BRI AR

Hirs * 52 SCATAEART AR A P B 2 T HAARAR o Bl T RS m] LAAE DA ST A8 =
YN
&I NARIE IS I PNAR ]
e N IH]

M LR OISR RS R TSR

M g5 * LS CASINBI RIS

TARG LR CARINBIREH TR TARRR -

VMR DGR T R AR AR, A BRIt B .

T I L R HL AR AR A
IESC BIEE I IR 1 B IESC
BrYAE T DL SRR AN A B AN o n) BAAE B B R AR B A

ETB AT BINREG Bt b o A TR hi e VRS T BUESE KR« s El BoR ol
sl o

B TR AT

FESCA AR AR ] OO R AT M B E - fEE BN RN, R AR OTRS ARAEINALE o £ “Us
I “GaERT B AR A B R T AR
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Reference

You can use the following tags:

<OTRS_CURRENT_*>
Options of the current user who requested this action (e. g. <0TRS CURRENT UserFirstname:).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS_CONFIG_HttpType=).

Example template:
From: "=0TRS CURRENT UserFirstMName="

Server: "<0TRS CONFIG FQDN="

K 5: BA T s AT &

0, A5 & <OTRS_TICKET TicketNumbers> § &N TS, RUFFMASUI NN .

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAPREY N -

Ticket#2018101042000012

54.1.2 @5 FaE 0

AHRAFALNE ) FR GRS IR ) T E A
TR A
GRRPAST » RGURSINHT ) T
HTH T AN
Missing DTT assignment for CustomerGroup 12—/ %A - BeBA IF Ha T8 %0, Wn] Lo i 7
TG A A N B R A 1 SOk A e SRR A
A BB E AN AT IR BCE , TE AT LU A
1. 58] REHCE DA
75 SN % $ OTRSTicketForms .

7E S i S5 Core — DynamicTicketTemplate .

J8H Ticket::DynamicTicketTemplate: :CustomerGroup: :Notify W » LMELER P AMEH
FEAR G T BN R AL AT .

5. Bilss N EFKZ I NE] Ticket : :DynamicTicketTemplate: :CustomerGroup: :NotifyAgents

BN o Y P AEAE B 11 N QU T, SR RS A ARG R A .

A 0D
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54.1.3 JIJ" . A A
TRAYNR)E BB AT A A G iR gt AP

AT R 241

AEFH DR nDRg A B A B TR IR DA o ZA B aE . BT E W RGERIN—3)

A THBRF— AN BHBERAT H P AR EAR sh8 TR dfitep .

A« Manage Dynamic Ticket Template-Group Relations
Filter for Dynamic Ticket Templates Overview
Just start typing to filter.. DYNAMIC TICKET TEMPLATES GROUPS
PeugeotTemplate admin
VWTemplatel PeugeotCustomer
Filter for Groups VWTemplate2 stats

users
Just start typing to filter...

Hint
When certain SysConfig options are enabled
dynamic ticket templates can be assigned to

groups.

K 6: B BN T HARR-4 28 &

BB TR ARR

ARG Gy — A TR, 1 PAT LT #A4F
1. Fe ShA TR 10— A Eh AR TR .
2. LRI TRBR A .
3. niili PRAFEL PRAF IS8 A%l

Change Group Relations for Dynamic Ticket Template PeugeotTemplate

GROUPS ACTIVE

admin
PeugeotCustomer
stats

Lsers

Save or Save and finish or Cancel

7 BB TR AR R
AR LB A TR IS — AN BT LT 484
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1. midy AR A4
2. WEPEEII LA B TR .
3. wili RAFEL PRAFIF S8 AL

Change Dynamic Ticket Template Relations for Group PeugeotCustomer

DYNAMIC TICKET TEMPLATES ACTIVE
PeugeotTemplate
ViWTemplatel

VWTemplate2

Save or Save and Finish or Cancel

8: B ) sh & TR G &

VEMf: WERARGE RIS T 2l TR ek Al , T BN R A A FR, RIAT P A HE A 4R € 1 8h
A& TR A .

AT LA RN AE AN B th 23 iE 2 AN B TR A o tbsh . Blish S TR e sl “RR™ bt
AN FT T G SRR e o i B2 D e

i Vi sh A T RBR AN S PR SRR DRI A B

54.1.4 /=B

XTIl JATTRAE 5 B/ s 2 2 7 B s B M IR0 7B AE s R sl B ACL .

VEAR: BRI T BT LLS e ACL MUNES A A » (R IAEAE I E ACL (K15 DL F IR, Jf
FER S s ZAE R S, e ACL 1B — 6 JF -

i

JT B oR B A T OB OB RO A& I oRE, B oA DL fA oM oMAE R G R R E
Ticket::Frontend: :AgentTicketPhone###DynamicField " Mk Hr & HiF THRK T H 3 &
TR EEHEET R

Brand — 0 - Disabled

VWModel — 0 - Disabled
VWProductionFacility — 0 - Disabled
PeugeotModel — 0 - Disabled
PeugeotProductionFacility — 0 - Disabled
Fuel — 0 - Disabled

Accessories — 0 - Disabled

Remarks — 0 - Disabled

(M ITgREE)
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(£ E0)

RegistrationDate — 0 - Disabled
InvoiceDate — 0 - Disabled

BT XA TR, AR E TR RRIRSS o R BROAT S0 T ARSI X LTI RE » e TR ke
BIARATEL R A8

A SO TR AR S5 T fE «

BB REEE A .

2. 15 PN R OTRS «

3. FMiE| AU T Core — Ticket .

4. [ FENP|WE Ticket: :Service FFEHE .
5. M FEHNTEE Ticket: : Type HHHE -

—_

WM RSO T ITSM B, I Leb 10 2 Ak T IR -

BB AN B3 SIS TR R AR 45 DA «

R RGECE R .

- AE SRR T RCE .

. FESHUM T S/ Frontend — External — View — TicketCreate .

4. [ FEDNF|K'E ExternalFrontend: : TicketCreate###Service HEHT »

W N =

5. In) N334 E ExternalFrontend: : TicketCreate###TicketType MY -
B LA RS

* Peugeot Service

« VW Service

FITAT R 55 XA A e Zh RE 2 P RIS b i A BROA IR S5
A H AR

I R H bR
o WIRPTIENRS & VW Service » 3 H Tk THBMHRUE VW Template 1, W TR BN UTF PR «

ES VW Service Request 1

1E3C
— SRR
— SEHHLIETE 2%
- PR IETE A
— WA

IBFE

= — VWModel: nJ WL H 253

— VWProductionFacility: A ML
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o WERPTIEMRSS L VW Service » JF HFTIESNA T HBHUE VW Template 2, W) TR N Bk :

ER VW Service Request 2
1E3C it B AT o LA T i
ETFB

— VWModel: A ik

— Accessories: A WL H A
— Remarks: B I,

— RegistationDate: A JL
— InvoiceDate: AJJL

o ISR SE IR SS S Peugeot Service , ) T 24 B 25ALL T

ES Peugeot Service Request
£ g U AR DL ) R
;METE

— PeugeotModel: AJ JL

— PeugeotProductionFacility: H]
I,

— Fuel: A AL

B A TR

B0 A TR -

1. EEFHE RS TR EA T, b4 s Sk

2. RUTRZEAE R S IR B

3. WL WIHTFE .

4. sk AT o
WA ORI T e shA& 7B, MR s s EE A S b B 1 P BB 2 B o« AN HL , B3
WA » SRR A e B BR B O BRI T .
ITSM B A0, g B ek Rk BN A 7 B ok R TERSTRGR oy IR SRR - BE R e 04T k> IR 2B 1R
AW RECEAT AT WA T I e e s e AT B R B (1) — 53 7 S o [RIEE » ATATARIE R I
A T-BSA S BRTERGER B
Z W,
TIRBATBEE A W POE 727 AT BRI R P EENSTB . WA TBILE
L ] Y T L b S SN I
{FFH LR B VW Template 1 5)75 TR -
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T-BAAK JiEd
EZ S VWTemplatel
ERE VW Template 1
A A
H iy NGRS YN RN ]
k5% VW Service
ES VW Service Request 1
X - LY
o FEHRMLIHIETE A%
o WA IRTE A
I 4N R
[iiRER
Brand [5F
ViiMode 1 ook
ViiProductionFacility BN
PeugeotModel [5F
PeugeotProductionFacility [ Jik
Fuel [5F
Accessories [(5F:
Remarks (5T
FEMH A [(5F
InvoiceDate [5F
fFFH LR B 61 e VW Template 2 5h7s T 5 «
FEAR (]
EZ S VWTemplate2
R VW Template 2
HU HA
H iy NGRS NN ]
KA AR
k2% VW Service
S VW Service Request 2
1E3X P 3k HY BRI o LA ]
[IiRER
Brand 5V
ViMode 1 WoR
VWProductionFacility [5F
PeugeotModel [B¥
PeugeotProductionFacility | K&K
Fuel [B¥:
Accessories W A IH
Remarks BoR
M H WoR
InvoiceDate 5%

i F DL B8 81 Peugeot Template )75 T BBAR :
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F-BA R (]

LS PeugeotTemplate
TR Peugeot Template

A EES

HU Sy 55 N G AREN 51 Gtk
R RIPR

55 Peugeot Service

ES] Peugeot Service Request
1E3C A RS DL )
B A

Brand [5F

ViiMode 1 e ek
VWProductionFacility [5F

PeugeotModel 5%
PeugeotProductionFacility | B7~

Fuel 5%

Accessories e,

Remarks IR

U WoR

InvoiceDate IR

PWs sl & T AR
— HARGH R T AN B AR T DU EAT .

Tl HGH bk ¢ UserlD 1 ) ¥4 200 ACL R .

A B B TR -
1. P A A TR B AR ) S A F A TSI

A BB s A TR o BUASOUT » BRI, HEIER TR IR HaE S A S
ERHZNATE .

2. HLU N ER IS ks -

« KA RIPK

« %P Customer 1

 FJPAFI: Misc

k% : VW Service
3. B TR Bk Ashh VW Template 1 11 VW Template 2 .75 .
A, JEFERERA, TR AR R B g H i AR B U] 4 AT UL .

5. BULER T IE R SS SE Xh Peugeot Service o H A% T LR BRI S5 (AL & e LT — Mk, PRtk
¥ B3 IR FZER .

6. R ALK BT G TSRS IO 4 AT LA
b SE B it iy AREA I, 450 G O H 1 S T B BA BN B OB A TR, 0O HEATAR AT

RS E SO T B > — FUE SCT RN, AT DLAEAR AT T B e AT e, (R AU RORIE RN 15 1E
TP AR SN T B E LRGN T BRI E -
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BN TR R 21

XTI s AR sl e R Peugeot Template -
HAT TSI S (W3R 510 H bt £E AR D3 S A g8 TR
FERCE R

1.

14.
15.

© © ® N o g k w DN

R RAEE PR

11 RN R OTRS .

1E i S 4 Core — Customer .

n FEsh % E CustomerGroupSupport JHEHAE .

75 SN %P OTRSTicketForms .

1E SR T S % Core — DynamicTicketTemplate -

o) RSN E Ticket: :DynamicTicketTemplate: :CustomerGroup H/BHE -
BT SR 28 B R RE

B4 Peugeot Customer .

HERVE OIS 5 AR

. ¥ Customer 1 % /7 /3 liL%s Peugeot Customer 4 .

HRVE I AU A TR ANRE

. ¥4 Peugeot Customer 414y lii4; Peugeot Template 1t .

LA Customer 1 1% 7 17 S 43 6 s AMB N A 5kt > QI —ANBr LA o

4 A S (0T T A B TR A5 AT LU o W, TR OIS B B, RSt BT sE e
¥4 Peugeot Service .

AT DL B IR S  (HAEEAREI T, FRATEAE IR LT R, nT DUB SLAR B BN B -
Z L

WA HBAT 5y ORI HLE T T30 0 D)) LAk VA I 2 Mg A1 A B85 3 388 e 1 Sk e SO R IE % .
S, TELER B DY FLE G T AR AN B, 4i4E Missing DTT assignment for CustomerGroup JB%1 .

54.

1.5 A T BN T T ARRURE

XA s AT TR FH SR E L) VW Template 1«
F bR 20T AR 58 13078 T A BAR BB T RIS e SRR T8 AR -

Z e
TR AU SRS A 20 SR B 1 P A

B — AT AR

o ZF: viWwWorkflowl

« R : VW workflow 1

« HR: AR
NS DA e

A — A TARRES
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« ZFR: HHHLMATSS
« FB\F . Misc
< TH# -
o M : -
o k. S
o« B -
« RS 3 IEH
B S A TARRAESS
© ZFR: SHHHLIHIEE TS
« FIBAAI . Misc
« i -
o« MBI AT S5
o L s FEHALIHIEE A%
o« B -
o LS 3 IEWR
B S A — A TARRATES
o MR BT IREASESS
« FB\F: Misc
« i -
o« A : -
o ik SR A
o« B -
« RS 3 IEH
BT A — A TARRAESS
« BFR: WA
« FIBAFI . Misc
< i -
o ORI . SEHALINAESS
o A KA T WA
« WA -
« REH: 4

VEAR: 22l TR IN 2 1 TR AR 2y, B G B e b 2 s S 2 IR T

POW T8 T AR LA B A T HUBIAR «
1. P B RO P ) TR E AR, FTITAlA T ik .
2. Hii; VW Template 1 Bk 4 FRiEAT9m % o
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3
4

B TR B E I VW Workflow 1 .
Ol PRAT AL .

A E AR RO AR AURE «

1

2.

© N o g &

Al PR R TSR (1 BT LU TSI

WMBLT —ANB T AR 7B T BOURME R, ANREAE T R adhrfe b ok, HAEEsh& T
Bt e SO SRS o s T AEGIEUET TN K A 3 N ] A T8 AR R A4 K

FHEAN B 5 e h
o KA RIPE
« k%" : Customer 1
« k% : VW Service
 ZhA TR VW Template 1
IEHE VW Template 1 2 J5 > T TAEGRT-BOG 4% VW Template 1 IH7E «
HERELIHTFBOMHIL TR .
O TS 78 R E TS FRDE 0 DX 3 oy T 9 g LAST I8 T
AR, WU E BCE BRSOy R, AR T AR s A B, WA DU A .
WIS TR B R S VW Workflow 1 T8 T ARG & URAE ST .

54.2 JZ5 N\ L gt

AR EAT RS N GG

ZL:
RO — R AN H BRI .

54.3 ZMESN L ST

ARAEALTAT AN G I
Z
PRI DL S — B — ARG R .
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CHAPTER D5

TR R

KAL) Web ARSI T HRASH 2P TicketCreate Ml TicketUpdate HITNRE o
AIAENR S5 R b 4 3

.« HE
OTRS A1 B3 h I 40 44 FR

» OTRSTicketInvoker

55.1 &3 5 FLh

AR IV B R EER INE] Web R4 157 25 DARC 8 AR
55.1.1 JiFEM BsML

ALK BTN (0 R FEvR I 1) Web JIR 2585 1R 5E 1) I RE RS04

Web f5%

LAY IG IR S R BB I FIRESF o AR 73R A I $0 0 I RE R 4T T — AN ih e
B

LRGNl

TicketCreate Ml TicketUpdate Wi HFEF M il A A1 16 T8 ID RO F 1D 3R [R] 58 1 T s A5 14
P o

A& ClC & A web JIRkRSS o S5
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my SResult
Data => {

TicketID => 123,

ArticleID => 123,

SInvokerObject->PrepareRequest (

b
)i

# data payload

# optional

TR ETR -
{
Data => {
Ticket => {
Title > 'some ticket title',
Queue => 'some gqueue name',
Lock => 'some lock name', # optional
Type => 'some type name', # optional
Service => 'some service name', # optional
SLA => 'some SLA name', # optional
State => 'some state name',
Priority => 'some priority name',
Owner => 'some user login', # optional
Responsible => 'some user login', # optional
CustomerUser => 'some customer user login',
PendingTime { # optional
Year => 2011,
Month => 12
Day => 03,
Hour => 23,
Minute => 05,
}I
}!
Article => {
SenderType => 'some sender type name', # optional
AutoResponseType => 'some auto response type', # optional
From => 'some from string', # optional
Subject => 'some subject',
Body => 'some body'
ContentType => 'some content type', # ContentType ory,
—~MimeType and Charset 1s required
MimeType => 'some mime type',
Charset => 'some charset',
TimeUnit => 123, # optional
}!
DynamicField => [ # optional
{
Name => 'some name',
Value => 'Value', # value type.,

—~depends on the dynamic field
)
#

1y
Attachment => [

{

(R aRZE)
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(8 k1)
Content => 'content' # base64 encoded
ContentType => 'some content type'
Filename => 'some fine name'

T WARRAA S A 1D, R R B T R B 5 1

W WHREFASRPIEA R e ERshAETFB, BRI AEAE TicketCreate Ml TicketUpdate A
b BEEA A A RIS T B

A HH K (K e 0 L Dk e

XA B T LUE GRS I TR B AR 7 Besish & 7 B o Jehh, 3 m] UL AR #1282
A AT NS BBEAT L

AT UAFEREA U PR BC L P PR AN R (0 R DB AR T, IR AE A% I SRE BEE A o
AN L BRI, ATDME I LU W o b R S I T BOR AT B .

3 JH I R e af
PR BRI ARR o WL T BUP R MBS AT WA RS TR o A RRR SR AR R

e

fld R e B IEASINE AR o T R BUR LR T BOR e i A e B R T R B E . RO TR
B R EM R .

VAR R Je o R A T e PR 13 i i R DR R M 2% R IR B R R G Bl > IR AL BEL ey B Hodls - 1% 7 BU
S, ERAERT NIRRT E M

e i SR Bt
THPB W TREMEC B MZEAc ., WIS RS o JATIEE 7 Bok W & AE A% HF K

.
%#F?EP& WE AR RIERE ARG AE AR C 7B M s o R WE 7 Bols & AL i K
Iﬁzjljﬁjif)’k WEWH TR TR 2L, WIRSHERERG  AA Pk s & 7B S etk

TH > o
%#ﬁ;ﬁé‘j& WE AT BIERE R G AR s & T BUK 2 k5 o R ik sh & 7 Bl & e 1L

e > o
Rl SORT B WS e ISR AL IR B K AR AH L o A PR Mo C sl D B INREAT IS o W2k

G TS » AR EHELT
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Invoker Details

General invoker data

* Name:

The name is typically used to call up an operation of a remote web service.

Description:

Invoker backend: | Ticket:TicketCreate

This OTRS invoker backend module will be called to prepare the data to be sent to the
remote system, and to process its response data.

Settings for outgoing request data

Ticket fields: | CustemerUser || Lock [ Owner ' and 9 more... @&

Only the selected ticket fields will be considered for the request data.

Article fields: | Attachment ] Body || Charset | and & more... @

Only the selected article fields will be considered for the request data.

Ticket dynamic fields: | €ar [ | ITSMCriticality I and 26 more... &

Only the selected ticket dynamic fields will be considered for the request data.

Article dynamic fields:

Only the selected article dynamic fields will be considered for the request data.

Number of articles:

The outgeing request data will only contain the configured number of articles. If left
empty, only 1 article will be sent.

Communication channels:

The outgoing request data will only consider articles of the selected communication
channels. If left empty, articles created by all communication channels will be used.

Customer visibility: | Visible and invisible

The outgoing request data will only consider articles created with the selected customer
visibility.

Sender Types:

The outgoing request data will only consider articles created by the selected sender types.
If left empty, articles created by all sender types will be used.

Mapping

Mapping for outgoing request data:

The data from the invoker of OTRS will be processed by this mapping, to transform it to
the kind of data the remote system expects.

Mapping for incoming response data:

The response data will be processed by this mapping, to transform it to the kind of data
the invoker of OTRS expects.

312 Chapter 55. ¥ fife)F
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HAEPE A SR AE R G S Pl 5 RIE A F o WER A A AT A R e A5 1
B ILRE ARt SR A R R AL Tk Bl AR R A A

KA NI ATt SR ARG R 2% RS R 58 (K R P NSRBI AR A o Wi RO BE s, PR P A R RN
FAGERIELF -

AL

WS S R SR A VA PR P ) et s 4 o SR EAT AR B, DICR S O 0 FE 2R e P W B ) i o Y
AR Nt SRR 0 IS A Lo A EAT A B S LUK SLAR S e PR P 30T 22 ) i DY

A N Wi 4505 (1) e

AT LUREAR AW R RS LE 58l B 3 DR A7 BIAR MBI T B o T RAERES T IR 3 C B B FEANR] (1 3 P 4B T

AR T ID 27 B W& RGP T T )& 7 BN P e o RS TIXFI8has 7B WA
TRERGHMUN T 1D, IR HARAFAEPTIE I Bh &7 BUF

THEETE WS RGP AT TR BN 2 o Py i€ (M3h 2357 B C AEm N s mar R
TE D HOR AT BIA MBS T BU .

Wi 7 S50 ) 20 28 - BOAELRS CBA I ol 44 i A

<Ticket>
<DynamicField>..</DynamicField>
</Ticket>

GUED

<Ticket>
<Article>
<DynamicField>..</DynamicField>
</Article>
</Ticket>

WINT RAEE B LD GenericInterface: :Invoker: :Settings: :ResponseDynamicField, 1EN
O, 55 R S ) I B8 (R 45 5 1D Il B o i SR B AN 2 i i AR GUEAS N - U A
‘B I HANECE AN R IAEH] !

A A A
FF BCEFAER b AOX AR

ANl e ds EEANIET AT R AR SRR, AR5l + fHL . D Rk #8 BT OTRS
Ja B HEREAC P C HERE Do [F2D SR SR A Web 155K W1 1R) EL AR B .

R bR Sk

Hff: AThfitiL 5 STORM powered by OTRS™ 4541 ] «
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W DIRE ALV A LT HTTPREST M HTTP::SOAP 1] Web Jk 4% ) tH 3l 18 75 ¥ BAT & HTTP #5k ( Requester
HRAN Provider WiR: D, U BN BAR K DIHE

15 AR E A > BUAE W] LUE SCA SRS O Web [ 25 IO REAS H ot 5 e 1SR AR Bt O M Il I RE /4
YRR bRk C AR AN I IR P AR A I A B Do

Pk R SRVFAERC BRI AP AE ] — 0 JF LR F R B R AR Sk B A~ JE L ARk
HhT o A R OW, B bR Sk gk B k. w ROFOE, WM AR LR E P

il A H W B GenericInterface::Invoker: :0utboundHeaderBlacklist i
GenericInterface: :Operation: :OutboundHeaderBlacklist S FHIE AR LFIFE -

VR AT AR BRI A Sk D B 2 SCRIRR kA AR TAE » IR IR S50 SR AR e A e A ) T 2 310
fiE

55.2 Jilk55 A\ b 7t

A EAT RS N G S

55.3 A~ G ATl

AR EATINEN G T
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HTTP::REST
HTTP::SOAP

CHAPTER D6

TR NS

ANy BEAR A S R A0 G T B IR TR e 7 Jodls B Sk TSRS B LERN A o /5 OTRS [ bRHERAS
AT DO AR 2 A H T P Bk BT S A B TR SE R LUK e #E

LR RERF A T DR AR GENC B 8 SN AEMR LS AT BAFIEFE o i un, W] LUE SCRLE P 48K
X T EAATN TN ANEEIRIAS AN IR 7 ot ) m] DAST B S AT AR B

AT LUCh TR OGHE > i T @ THEAEHL > DX AE T8 1 3 31— ZSCHFRA A
P
o SLHPAEEE T A .
o R AT EOE SR ORHE A AEIE RIS A Bh T .
o 5FFHEAHL, 58 TIE
HFr4H
o AN IT AR5
o BRRY AL
.
« BIURSS
- BHRE
AIAE IR S5 L e 2
< e
OTRS %A {8 B A% b (W 4R A F (0, 44
+ OTRSTicketQueueSelection
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56.1 ¥ 5 Ll

AR RATE PGS  HA] DURE R AT T sl I i i) T e 2SI

T LU# B OTRSTicketQueueSelection: :Configuration Nt 8 A4 o BRI LR, H2LL
Gy T oy R A/ E R P P B, DLACEATE R IE WA W BUAME o v T T = P 1)
Btszii ;s OTRS H i 7 BLITHL -

56.1.1 /il %
IR 7R Gn ] e 20, DA AE G TSR AR B 1R MR e AT RT3 s BA A3 8 21 s SIS H BRI
5 .
FONB R IARECA Test 1T PARC & AN LUK A 503 Junk BA
1. %3] REHCE % .
2. 1& SR k£ OTRSTicketQueueSelection .
3. FHEIFHIK ) Core — Ticket .
4. }TJF OTRSTicketQueueSelection: :Configuration W& T o
5. B\ Junk VE %, i\ Ticket::Title='"Test$' fENNE .
6. Qg AMFREh Test (1) T 5, FEE A THE SRS EM N E LR .

WAz > AT Z MU ER T nZ UL i A REH A2 21 Junk FA1 o W SR A2 RN, wT LUK EAT T
BN —AWETFBUR I FRHE R, il

Ticket::Title='"Test$';CustomerUser: :UserFirstname="'"John$"';
—CustomerUser: :UserLastname="'"DoeS$"'

RGURGAE N FNEAE R AND 25t > DRI T3 s JUOU) » 1 iy 75 B S bR B 4 2F R 7 FH P 4T D > BA
fE#EF2 3] Junk BAF) .

N TET LA F T )@ Ticket : i <Attribute> B H ) JETE CustomerUser: : <Attribute> o

56.2 k%5 A\ At

AL EATIRSS N G2 FHH

56.3 SN LSt

AL EATINEN LT
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CHAPTER D7/

NN RN VA 07 IES

X T WA A ™M R IR S5 2l B C SLA D RIIIRSSZHEN s I Ia) B2 A SO I sk B R T2 . Dtk , OTRS AR
AERRCA AR AL T — D BCA TR 7B, AT LABRHS o (H2 , IERGIC SR I 7 B AR I ) 7 2 A~ 2 7]
P PR IS IRD AU 28 (BB 1 T AU o A2 JEHORAEITIA 2 (s B 2 7] v RS SOF AR B
I o XA RS PEUTAEN AL RANEM . FF4r 2 R AL .

AE AT REARAT T LUAF R e [ o SXRETT DAZE R 40 3 B N R L, a2 b sl i
ATRAE SCRAMH «

o AIE(H

o WoRIEAFRC BT N EL 23 )

o WHEBAME

XL SAE ST LA B /] AN NIRRT U 2 2 FH AT 3R o Biltan, 24007y —/ Nk S TT s aTLL B 3kt
A 15 SrphlalbE .

P

o BN R AT I PRAR AT R 2

o W A I T ] B ATER DA 52 Sz 17 ORI S I ]
HFRZA

o IT fikss e 2

o WIEEIT s

« BPURSS | SLEE

o« EERIGER A F
AILEMR S B bk E

« AR
OTRS #f- s Bk b (1A AF 4%

» OTRSTicketTimeUnitDropdown
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57.1 ¥ 5 Ll

AATF L BATE B OIS

A EAE AT ReAdAE , AU RGN E WS FhyE

A EPAR L N AR -
1. B3 RGRCEBER .

2. £ SN % B OTRSTicketTimeUnitDropdown .

3. 1E SR S % Frontend — Agent .

4. IR, WO — TS =N RR I IRE
A BEAF 1A 58 U] BRAVT »

1. F ZFRBE M S SOk 8 e SN TR) B 4R

2. fE WEBTA AT RERIE , FerP S —TUE I (a C 2 ) 55 U EAE N AR BoR AR .

AU ERIAGEE DL K B B I DI A AE AT AT 8B A B B B

AR P IUGIEFE -

BEBOME o B AE T BERI T

BUAEFT T B 2 Fi % T o e A G D A PO A 55 A DA T BRI TR B, A P /NI A0 23 0 iz 571

PRV E N HAL, AN TBE

57.2 x5 N\ At

AT AR I ] BTN - BUFAI O T REAIER o NRBIER T LIS DL S MR SERCE T ECE

A7 LA P R I ) B 81
1. FTTF 97 il T P 5 ek BT o FL e B A IS TR B
2. [ MRS BIRPMRES , IFRAUHT I IS 18] 5 7B

57.3 HMEEA G 7t

AFAF L EATINEN G T
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CHAPTER 58

THIGESE

ARIREFIE ARVF A B Z A RIEINER o — D THMRSS A DUE X T RIEFIR IR TR FL RIS o 7ER
FESIRAE T IR A ORI A SRS R KIS, JF T DU A .

ADfesdfF AT LU Dhfig:
MBS RIS E SCBEISAT o5 N R AT B LU R 0, IR b i — B o IR S g it B
« BfEfE
« K
s WA H
« HHEAS
o TRUIRAS I SR AN HPIRAS
SR P S P R T 4 BT S AN IE TN R T OTRS ArEKI1T P/ TE SR BESAT

R REVIRDBCL o7 — MRS NG — N IRIESNR AT AAZSS 55— IRSs N B o i8NG AE 1T 1N
T IR BRI AT B RORE SR o BEDhREME W T2 JsUIR 35 N BURAEIN R 913 A8 45 5 — M IR gs A0

FRIREIT AT AL — SR SIRIBIR DA AT « R)5, BT R B BRI R &, I RTr
ABAE I SGTEBIZ P s I T s rb R T8 o DD REGE B ] 155 [R1 038 2 5 SR LUAR HE AT A v 1) T
LN

FH B CSV iAKW LLF H B CSV A, #ilande Excel i TALHE .

P ri

o PR RS PT A AR TR .

o B ZA KR AT LU I .

o SHIRENTAE Excel TAERPITAE .
HprA

o IT R
o RS R R
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o BRR L
« Jegsa Pt
AILEMR S B bk E
« A
OTRS %8 B A% b (W AR A F (0 44
» OTRSTicketWatchlist

FEfR: 5 LT ShRERPE AR -
« FHHITHR

58.1 5P B AL

AT ALBAT B PO ST

A LLE T Ticket ::Watchlist WE RMILIIEE « 28 T ULThRE R I A %E e 4, 15 ERSHE I IE
Ticket::WatchlistGroup WE . BRIAHI T BrE H A #a] AER sk hig .

W LAAE TR S B E ORI IARE AN

58.1.1 JH 5 FliE A0

DR H BT AR Ay BB TS A I 2 R g .
A AN
AHRAFADHE DL T8 A N B R 4

© RIFFIRIRS N R 50

« RIFEFIRZE AN

« KIEFIRERI A

© KRIFEFIR A &AL IBEN

© RIS BN AL B3 5

o RIEFFARAS AL T 1

o TSGR NS PR
A A X LG A :

1. G 30 3 D3 SR B AN B

2. L watchlist JFLMEEAN .
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58.2 Jilk55 A\ b 7t

BT REAAT . o5 NGl LRI ORTESZR , JF R AR R AR Al IR A ATT
FAEFNFAT I &5 B PR AR T8, I FLAT LORE 873 Be s Je FRECR I RUE B IR

58.2.1 T i

AL TRTERE B IR AL T T YRANEREE , JFAEIESR PN T4 BB 4 o

TR

AP A T AL T 8 5 A1 R ks M ORTE SR I B o WERAEATAT I B R T, ) T
PR BT

TRSE

LA > A TR I I A P I
RESIFE AT LG I SR BRI TP IO A R AIER o BeAh s AT UM SR P IR % T8

Watchlists for Ticket: 2015071510123456 - Welcome to OTRS!

Cancel & close

List

WATCHLIST ACTION
Order Delete

X Close this window

Bl A LSS B 36
Bl BRVES R A INEERE » R TN N Bk e B IR SRR o IS IR B Ok BB, O LT ROk e
Jaawm .

Pty BAESIR ) IR EERE  DAMEESE (K OGTES I IR T o IR BERR: SE oy Uin, JF BT Hs
25 G MBS -

SEMEIESIR G, R 1 .

FAEFNEPTWE Al ST R] DUAESGUE SR O T BB SR « ik, RS N L 0T % T, s b
PRI e R SV ES R — .

i DCE TR CEINEBISSESRN, SR IUA AT .

PEMETE PR AL THATIRE
PRI IR) B E W MR ) H IR A] o
RMFIR W RBIRFEFIRIESIE .
ik AERREESCA IS AN AR
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Watchlist Reminder for Ticket: 2015071510123456 - Welcome to OTRS!
Cancel & close

Options
No

08~ || 09~ | 2019 v B 15v o5

Order

@ Submit

K 2: TSI A R Pl B

LRSS UNERT RSP SE L B /A

RIESIR G+ QI E R RS NGy o o LR SRS B BIOCHE & 3 B i 5 — MRS A B3 o KRS IR
B ah B H AR N G, e ahitng .

FEIXFPEOUR » WEROQUES IR PTAT B A AR T, AR B 5 5 F BB AN ] o e H R o L IS 20
JHERGE s IF BAN SRR L THRANSCH OTRS RHehr2s ( WERAT » WIEAIRZ B2 JMER O, DX fi
KA R A L TR

BRIN DG S R B AN N E] watchlistMoveNotification S o JHE &N LA K B i £ ] — Fe 44 1) L
& T AN S B A X e b5 T R ) OTRS B REFRAS -

A48 52 B R SS N B3 BE ATy AT U ) A 2 1 PR e A R A sATS T 1) TRy, A2 RIS .
RIS N VR T e — NG s3I o WA Bk 2% — IR o
S RE I E =

A B3 T LU BEOGVEBIIAR o VRS AR A B BR A v] AE T ARSI OQUE AR A BESE S ITh A, ) LU
AT REE IR EAREH .

Watchlist Management: Overview

Actions Watchlists
[+] Create new watchlist WATCHLIST NAME AGENT ARTICLE NOTIFY CUSTOMERARTICLE NOTIFY OWMER CHANGE NOTIFY QUEUE CHANGE NOTIFY
Order Yes
] 30 R AI A B
E]
P I - 0% .
EHOCHER

A EEIN AN RIEF R -
1. R MR P BRI SIRRAZH
2. HE BT B
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3. mily $RATHH .

Watchlist data

General
* Watchlist Name:

Notify on
No
No
No
No
No

& Submit or Cancel

Kl 4: IS I 53K B 4
PR ARSI R T
1. FEIE B R Mo sl — AN A .
2. fEME R AR T8,

Ticket list
TICKET# CUSTOMERID TITLE QUEUE STATE PRIORITY WATCHED SINCE LAST CHANGE
_ Welcome 3 08/09/2019 14:25 11/11/2018 15:29
2015071510123456 Raw new
to OTRS! normal (Europe/Budapest] = (Europe/Budapest)

Bl 50 S FI KRR b 4

A B RTES IR

1. FERTEFRG B e AN SR

2. T ZE LA 1 Gl OGS R AL

3. BB .

4. i PEACHEHL -
AN A TIETN L ARIRA T«

1. ARSI b il — A IGESIRR .

2. Bl ZEMAAE A o RIES R SR IR T 444 -

3. WA HIESE RSN BT

4. il PRI .
A EOE SR ITATH
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Watchlist data

General
# Watchlist Name:  Order
Notify on
Yes
No
No
No

Yes

Target State closed successful | and 1 more... -

R Submit or Cancel

L SSEXIE IR

Watchlist deputies

& Submit or Cancel

7 RIEVVRET B
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1. RS RGN OEAIK .
2. sl A RS i S SOGE SR T .
3. MHIERFIEFE— MRS NG .
4. piily $RACeH .
Watchlist owner
Admin OTRS

& Submit or Cancel

Kl 8: SESNR A i

Bty AT MRS N DR T U R SGE AR

HEMNFIESN LR TIRBIZR, TERAT LR Ak
- AETIEFNF rp IR

2. AR /e AR G TSR A .

3. IEFH IR .

4. g AR .

5. B SCAFPRAFAE S RGP AT E

—_

Watchlist export

Csv

& Export or Cancel

CCHPSERIIE S dE

A EMIR—AN KA R -
1. FEEF 3G Boh sl — AN G
2. sk e MR iy IR DG A R L
3. s UAKTERE ) i A LA .
ATLAE T HPENS B TR T s i 1) DG 41 3R sl S Bl rh bR T8 o

RUEFR R

AN ERG A IE BEUS T LDME T DU ICE o AT S (0T BUR U BL
FIEFIRAFR * WBRPMI L IR o W LIE BT BUP R AMERSER 74F A HRS T REM R, o KR o
FEME SR

B ss N SUEE AEIRSS A SUR RN N 2 CAESUE SR P 1 TR, SR B0l S A R BT,
BHA
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Watchlist Management: Details - Order

Actions Ticket list
4 Go to overview TICKET# CUSTOMERID ~ TITLE QUEUE | STATE  PRIORITY = WATCHED SINCE LAST CHANGE
0510113 Welcome o new 3 08/09/2019 14:25 11/11/2018 15:29
i i 2 2
= Edit waichitst ! to OTRS! normal (Europe/Budapest)  (Europe/Budapest)
* Assign deputies to watchlist
- Change watchlist owner
£ Export ticket list
W Delete watchlist

K 10: BRI SR B

B SR 2% ARSNGB AS PR WERNE AN TE SR BT & WA 2 .
PP MOEINEIDES RN TR BATH AN WERNIE A OESIR AT E » WEER & .
BN BRI BOES IR TR OB s SIS, WUERNAEFIOGQES IR T WRE 2
BPIRA MSINB DRI TR PR SO, AU NGB ROGEFIRITA# , WEER 2

HARIRA 1AL 38 R A s BT SHOIRAE AN o« DCYFRIRS SECE 1) HFRIRSITECR , A4 R IEIRE
T SN .

W FORSANBEE R 2> T BAR A 7B
FAEBNR A SR FrT L A o HARRES IS EAN ARV OGRS R ITA Z A, haEmETF .
RIS RIE RIS AR BRAE IS5 NI
Z
AT DALE A5 FL O3 ST A0 A SR b g E S N 2

58.3 AN D3 S I

AR EATINEN T
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o TR H S .

o JRADHFIRIE o

327



OTRS Feature Add-ons Manual, % 1i 7.0

Hird
o IT Hds e Bt
« NIt
o Gxfil
« WEBIT
A LEMR S B bk E
<
OTRS %At 8 B2k b (WA (0 44
» OTRSTicketWorkflow

i ADifeslif-t e T OTRS:ITSM ik .

59.1 ¥ 01 Sl
GIERRHLG » RGOS I B SO A FHT 1) & B AR

59.1.1 T HEH

CEARRAF G » R 1) THAREAI —DNPeIRZS, IR B R i g TR B B A bR At NPtk T T
YRR -

W&

TRAPAA)E > R RGP IR IS TR AR

BrveREs

FESSHER MBI AT AT OB LSR5 T BOIRAS s IR “CMER” 2R . “OER” *oR L
FARTTIL, JF HANS AR AL o “TUMBR” A2 B E R T e o .
MOIEAESS TR, 1 TRBORA RS E P SO RS PR BFIEA gk o

T AR
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« Ticket workflow templates
Actions List of ticket workflow templates
|E| NAME COMMENT VALIDITY CHAMNGED CREATED
Viwworkflowl =~ VWworkflowl  wvalid 08/10/2019 10:20 (Europe/Budapest) 08/10/2019 10:20 (Europe/Budapest)
[+] Add workFlow

K1 TR T AR SR
Add ticket workflow template

= Mame:

* Validity: valid

x Comment:

Save or Cancel

B 2: I EAE AR AR B

3. sl PRAFFEHL -

Wi BRI TR TARRUBIR o« K Rl R A B s B oA i AR EAT .

LEAE TR AR PR (5 SO 4 21 P A I
1. Bk TR AR USR58 P ) — A T AR SRR -
A B LB AR R -
1. By TR T AR S P 1) — S TR AR SRR
2. i ZE LA Y gl T AR -
3. BB -
4. it PRAF K DRAT T S8 A% L
A LG R AT 55 A5 W+
1. Bk TR AR RUBEAR 51138 P ) — A T AR SRR .
2. s ZE LA B G BEEAT 55 R % AL
3. £ A P s I s ERAE S5 .
4. wihi ORAFE ORAFIFSE A% AL
A ERAT AN B TR AR, AT LUF 45
1. Bl TR ARG S b ) A TR AR SRR .
2. i ZE MRS R IR S AT 55 4
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_ Ticket workflow templates
Actions
4 Go to overview
= Edit workFlow
of Edit task dependencies
[+] Add task
wal Clone tasks

Template "VWWorkflow1"

Ticket workflow template

lame:  VWWorkflowl
Comment: VW workflow 1

valid

Tasks of ticket workflow template

NAME DEPENDENCY
Air Filter Change Task
Fluids Check 0Oil Change Task

0Oil Change Task

Oil Filter Change Task 0Oil Change Task

3: T T AR SRR P D

Edit ticket workflow template VWWorkflowl

= Name:

* Validity:

* Comment:

Ticket workflow template

Tasks of ticket workflow template

MAME

Air Filter Change Task
Fluids Check

Oil Change Task

Qil Filter Change Task

ViWorkflow1

valid

VW workflow 1

Save or Save and Finish or Cancel

4: i T AR SR B R

VYwworkflowl
VW workflow 1

valid

DEPEMNDEMNCY

QilChange Task

QilChange Task

Save or Save and finish or Cancel

P 52 G T A AR AT 55 fr 0 o

QUEUE OWNER
Misc
Misc
Misc
Misc

QUEUE OWMER
Misc
Misc
Misc
Misc
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3. HERHTE .
4. riah ORAFEHL -

Add task to ticket workflow ternplate ViWWorkflowl

* Name:

& Toqueue: | Junk

# Description: E I

Format - Font

A~ B- T, | [a Source

1wvery low

Save or Cancel

(]

- Size -

LY
[ &1

Q

K 6: I LB AR RAT 45 B

A EAE T ARSI h A AR A5 VRIS T AT LR 44

1. Py TR TAR SRR3R P 1K) S TR T AR SRR
2. PAESIIR AN AMES -

A7 B G A TR T AR P ) MESS

1. B TR AR S P ) — S T AR SRR
PAESIIR AN AMES

sk LA B G AT 55 444

BB

it ORAFERAFIF 58 A% AL

A w D

o

AN AT T AR IR —MESS » T AT LR A4

1. B TR ARG S ) — A T AR SRR

59.1.

(gL AR ]
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@

Actions

G & |

Ticket workflow templates Template "VWWorkflow1" Task "Qil Change Task"

Task of ticket workflow template VWworkflowl

Gotooverview Name: Qil Change Task

Go back to workflow To queue: Misc

Edit task Owner:

Remove task ion: Change the oil

. 3normal

Task dependency

7: T TARRAESS VA bt

Edit task of ticket workflow template VWWorkflowl

» Name: |Qil Change Task
# TO queue:  Misc
Owne
Depends on:

# Description: B I US| ;= :=

Format -~ | Font -

A- - T, | [0 Source Q)

Change the oil

Priority: | 3normal

Q

Save or Save and Finish or Cancel

8: G T TAFRAESS bkt

4

[l
B
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2. BT HIR B 1 — M5 .
3. s ZEMIRE ) MBRIA 55 Fc .
4. RS ) A AL .
FB AN T T AR «
1. S T AR RBTAR 51136 h ) — AN TR AR IRASAR .
2. MU AR pE AT 25 44
3. HELHIFEL .
4. 5 PRAFH .

Add ticket workflow template

* Mame:

» Validity: valid

% Comment:

ViNWorkflowl

Save or Cancel

9: JERE T A SRS A

VEMR: WRRGEP NI T 2 AR, 5 A0 IR T RN BRI OR R S BEAR

T AR B E

AN L BRI, TDME I LU B o bR S I T BOR T B .

YRR BEBEIEI AR o AT DRI T BT R AR R AT RS TR o AR B E M AR
S

AR BEE LTI RNE o WR I BOR BN AT AR BRI RIATAAE OTRS AR ] o H5b v Beist
By JCRE I TR AR L E SRR AL

VERE UL B I EA R o O T, R BUG ER IL  BUE T A SE R ) T B E . DA TE
ALK n Rt .

VOB (55K HHETE Mt Sl UL 45 MBS AV « Ly B AE R ] 500 4T 25 LI e T
TR AT DM T kAR SR RS 7 B« AT AR TR o e XM T ST BB 5 A T

JE kB A7 B -

THTARRAES BE

AN L BRI, TDME LU B o b R S I T BOR T B .
YRR BEBEIE AR o AT DR T BT R AT R B AT B RS TR o SRR s fE RN
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WefE NBAZ > B By CE AR A

P IR NGy SR B TR .

WAL JEFE A HTAE S5 PO I EAESS o HOBUIUE 35 W20 R B M TR 55 Z RTS8
g TR AL SO IR -

MR TCEAEAES A A R o AR s 2RI S aTLUR AR DG IR EA%

BEAE AT LA A TSI o P iz BEAAS I A 5 s AR 2SR R A .
M BRELC T » B TN 3-1E% « W, g e ied .

59.2 JlZ5 N\ DL gt

ABRAFAL SR T 3 TR SS T AR o

59.2.1 T

CRAPAERSE TR JERI TS R SR gt — NPl TAR -

TR
A OB v AR GOA B T8 o RASAEAE AT e R b ek T, T PEE AR .

T

LA > R TSRS ST

TAER B R TR A S TR ARG T8, 2 SR TARRUBIAR (i £ o PR PACBIUS » KA K
FNIARSS 0 o AR AR S5 TR BRI B T

Create workflow tickets for ticket: 2019080710000017 - Test
Cancel & close

Workflow Options

* Workflow:

& Submit

K 10 T8 TAER BE4s

P55 TGl I AR5 HERRRE R RIS R T8 o OB S5 TRl MO T B B R P s (0 T80

TR T AR ST S5 A L S S TR R R N T o A7 BN B SLA THE - AR g LIRSS 7K-F
PR SLA YAt S (e, ARG el i i fF A% B a5 A .
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SR BEARAT A4 3E A5 PN O 1T Bl 553 A1 1 A AT A5 B0 L5 7 ) BEIN TR EBOFE OTRS b AT B

~E .

SEDIRERA AR 2 5 SR T ASET A BCRBCN R > T LRI (R RN 2 255 ( ERIEAT 5 ) 73 e

RS JERIREHI PR

SEAR s 55 N by m] DA T AL B A s 20 1O AR TRD %7 i) DAZEAMAEN B3 i o R BB RS - 1 7
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P

o AR FRGUHR R AR I 18] G0 SR AIZE W] R SRS 3K .

o RTHECARA R AT B TR A S .
HFr4

o IT g5 B

o PR

o« RS HEMER

« Pranm
AR5 A 4k 5

. MM
OTRS # -t BlLas b (1 A F (. 44

+ OTRSTimeAccountingQuota

60.1 &3 5 A

ARG T AN TIRE » R LA 207 BB I R A3 3 o
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60.1.1 H /. dififft

AT PATR B AR R B AR ) DU A B 0 %00 v S5 5 AN TR R

=

GIEARBA)G » S IR G . b g LR in—AS 7B »
Add Customer

* CustomerlD:

x Customer:

# Valid: | wvalid

Save or Cancel
Bl A0 N o bt

BB

R TARI] W5 163 TR HARR 3SR TAER R o R BA %S, AR 8 /4T
60.2 Ji45 A 5 Gt ik

AHALY T IATRE W DR R B BRI A -

60.2.1 %"

AHA AR R T %5 RO

PR S

ZEAYNR)E B E B AL BRI ASE I ANB IR IR BRI o BRI NS
ARG B BRI G
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AR A RCE R
1. 48 B E RO R RS
2. FEATIAAE Y [ 2 A NG AN SR A o [ B NN 22 5 RUORTRC AT

Add quota to customer

& Time units:

Hours

Create

P 2: e ) AN IS A
3. KL T i FCASI AN IR N I

Quota list

03d 06h

Hem: -: 03d 06h

Fl 3: BATSI AN HLE

T DA% /NI BOR B B BCAIUREAE BCARA AN R 42 R AN NI EDRT U5
BN, — A TAER A 8 AN TAENMY o BERI AR [ AT LAFEZ ) A5 LR TP B o
AR IEAE TR B P s I A s e A BRSNS PR R o

60.2.2 T If

R TR B D O e 7 BB I BCA -

TP

XFFAREA TR, ] DL B AN I AR R 20 7 AR« B AR R A i IF HAT B R Ry

GRS 7NN T
A EAE— AT DI, AT DR R AE

60.2. JIz55 A\ b1 Gt
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1. &AL,

2. fE THRVEEBRATATIT T o AR Bos T —AHT ) LA/ N E
3. NI E A EUA T B # BUAE AT Bl A5 A5 1

4. AR /NI B Bl DT A B ) A LI BE A o

w Add Article
* Subject:
[FAQ]
% Text: o
B I US|z = | E £ = E| @ W = Q
Format - | Font ~ | Size A- - T, | @ sSouce Q) 9 22 | 51

Minutes

SIS ERTE

VEAR: B AT DLEAR (] T3 G e e rh s>

60.3 SMEEA G171

RN BBCA L Sk s AE AT N B3 S (R T
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VIP %
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S % P PP T SOl VIP P PP 24 9700 T 5 SRR 5 A B A R A 10— 9K T T
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o IT k55 ot
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.
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» OTRSVIPCustomer
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341



OTRS Feature Add-ons Manual, % 1i 7.0

61.1 53 5 Fm

AATF L BATE B OIS

61.1.1 RGNE
é!—‘L%{ﬁF@J&ﬁﬁXﬂ‘ZFﬂ?F FERARLE » SLA SUEH T VIP &7 7 o W Z0E RGELE H s s . i A
BN A BEE VIP ARES -

1. ¥ 3| RGHCE A

2. 1t TR ks OTRSVIPCustomer .

3. SHF M) Core — OTRSVIPCustomer -

4. FBEF A IDC B4 DN vIe: :uIDs WET .
AT EERCE DA 1 SLA AU VIP % al

1. %3] RGRCE DA -

2. #£ SN Rk £ OTRSVIPCustomer .

3. SN Core — OTRSVIPCustomer -

4. Fiz SLAVSINE| vip: : SLAs WHE .

VEfR: WRZ P YRCE S VIP, 84N Id =R EYE UserVIP $# % E 4 TRUE o iX o iFE S He
HiR Bt (4n ACL & ) ViR H 7 1 VIP IRZS ©

61.2 k%5 A\ At

WER AN B ED VIP, T 2 P A5 BN N 2L VIP ) BIE Bosiz i 1 VIP IR o
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Wi SLA Bl BN RWoR VIP 2 P P A8 P K B e -

61.3 HMEEA G 71

AR BATINEN BT
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Customer Information

Firstname: Tony
Lastname: Stark
Jsername: jronman
—mail: tony@stark-indust...]
“hone: 585111
Customer: Stark Industries
City: Malibu
© Dpen tickets (customer) (9]

VIP Customer

10 R BN
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