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<OTRS_CMD> send </OTRS_CMD>

or( T )

<OTRS_CMD> send, nocc </OTRS_CMD>
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<OTRS_CMD> close </OTRS_CMD>
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Available Process Elements

w Start Events

Filtter Start Events...

Automatic start [ [

[+ | Create New 5Start Event

Kl 3.1: JshEt
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Create new start event

Cancel & close

w Start event

* Startevent name:
w Schedule settings

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

Currently this start event will not run automatically.
To enable automnatic execution select at least one value from minutes, hours and days!

3.2: BUEHT I A B FA 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... @
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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
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+ OTRSCalendarResourcePlanning

4.1 &5

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

411 RGEH

This package extends the Calendar Management screen with a new section to set default values and add
dynamic fields to appointments. New management screens for teams and team agents are also available
from the Team Management and Team List Management module of the Administration group.

H i

Use this screen to add default values to appointments. The calendar management screen is available in the
Calendars module of the Administration group.

UEEAF Y R T HPE BRSBTSy, AT RE A MBS UL E .
A EVCE T BOME > WEAT DUT #R4F

1. S Ze MR iy s H prdscl . sk B sUR P H G .
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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).

K 4.1: A RLBCE /N R
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Team Management

Use this screen to manage teams. The team management screen is available in the Team Management
module of the Administration group. Additionally, it is also accessible from the Team List Management
screen.

& PR BA

A EAEE B K T -
1. e 2 A R iy % Jn A BA 2L
2. BB
3. widli TRAFHEHL -

iy TIENRGHMER BN o Rl DR AR B TRl ki ek e .

A E iR
1. s BIASIZE g —ANHIBA -
2. BB -
3. st RAFEL PRAF IR 58 gzl
A B PR P IR 55 N A
sl BB BN RS N DA .
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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...
St e
Pl 4.2: 2 A BA B 45
Add Team
Team
* Name:
* Permission group: = admin
Comment:
# Validity: | valid
Save |or Cancel
4.3 7R A BA
Edit Team
Team
* Name: | My Team
» Permission group: | users
Comment: | Gustom team for calendars.
# Validity: | valid
Save |or Save and finish or Cancel
. =) =
Kl 4.4: 9w’ [A1RA DR 4E
o
4.1, &GS 15
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2. Assign agents to teams and vice versa in the Team List Management screen.
AT IR

1. B SR R e — A1 B PRI .

2. fETHENL LR — M7 B LMRSF Export_Team_Team_name.yml Xff .

List
MAME GROUP = COMMENT VALIDITY | CHANGED CREATED EXPORT
My . Custom team for . 07/15/2019 14:23 07/15/2019 14:23
admin valid £
Team calendars. (Europe/Budapest) (Europe/Budapest)

K 4.5: 5 H BB b5

HHEF N HIBA
1. R Ze A RE R A N 305 424
2. EF AT L yml SO
3. WURGARE s DA I AIRN > sty B T O 4% H RIEHE .
4. g FARIBALHL -

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

oL Import team

4.6: BN /NI

VEMR: WCORARGPEIN T ZAHBN A E A EI IR A FR RV asAE A R 2 TN .

EilINGa

AN L BRI, ATDME DU W o bR S I T BOR T B .
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Team List Management
Once you have set up a team in Team Management screen, you must define which agents belong to which
teams. To use this function, at least one agent and one team need to have been added to the system.

The management screen is available in the Team List Management module of the Administration group.
Additionally, it is also accessible from the Team Management screen.

Manage Team Agents

Actions Overview
= Manage Teams AGENTS TEAMS
bu (John Doe) My Team

root@localhost (Admin OTRS)
Filter for agents

Just start typing to filter...

Filter for teams

Just start typing to filter...

Kl 4.7: B BT A R 55 N B4

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 ACTI‘JE

My Team

Save or Save and Finish or Cancel

Kl 4.8: Bk SS A BL IR HIBAOG &R
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AR I 5 N R s — S HIBA -
1. ity BIBAFH AN HIBA
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 4.9: BB RS A 5158 &

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

4.1.2 JE A5 AR
BE I RN T 5 TG 1 K% 1CS SCPF T g
TRLIE S

A5 P LM 5 A T AT 6 U4 AR P S 3% 1CS S IR 4SO ] AR R H Do N AL 4T 0T Tl
LYARENAE TR ALT AE R AN AL PR AR

U ESpUR S
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* Appointment Filter

Dynamic Fields

4.10: Ty yEd B>

1. BN P02 T8 N sl B — N A I TR %
2. 7 FHAF /N, % £ AppointmentCreate - AppointmentUpdate B, AppointmentDelete

Ve A
3. £ A i/ NI FEFE RIX ICS A .

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

4.1.3 VFEA H 31k

ABATA N FRLTEIN T3 a7 BUSCF

AP L e Ry BT (K 3h 25 7 B o LN 325 7 BRI 5 20 205 T e S a2 v Bt ic 7 U
[l o BEEBSTBUG » ARG HIIEh&TB .

A7 EEGE H IREh A7 B AT LR #RAF
1. BRI Bt
2. WA H P —AFTH I .
3. fE FHBLE /NP R ZhA T BEE Y
4. NEATREYENZS T BOE XL B« Wonml sl o .

This feature controls only the visibility of the dynamic fields. The dynamic fields have to be added manually
to the Add Appointment and Edit Appointment forms by using the following system configuration settings:

* Forms###AgentFrontend: :Calendar: :AppointmentCreate: :Properties

* Forms###AgentFrontend: :Calendar: :AppointmentUpdate: :Properties

4.1. R Fm 19
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The dynamic fields can be added to the Linked Appointments widget of the detail views as well. The following
settings have to be extended:

* AgentFrontend: :TicketDetailView: :Widget###LinkedObjects::CalendarAppointment

* AgentFrontend: :KnowledgeBaseArticleDetailView: :Widget###KBALinkedObjects: :CalendarAppo

4.2 Jiko5 N b

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

4.2.1 Resource Calendar

After installation of the package, a new resource overview widget will be available in the Calendar Overview
and in the Dashboard. While it is possible to assign resources to an appointment in any appointment widget,
this widget is designed exclusively for allocating resources to appointments.

This widget looks very much like a regular appointments widget. It has a filter for teams in the widget
configuration and a list of agents for that team (available only in time-line views). By choosing a team in
the widget configuration, you will be presented with all appointments assigned to the team. A new section
Timeline View “Custom” Settings is also added to all appointment widgets as a new customizable view.

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

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

By editing the settings of the Resource Calendar widget via gear icon in top right corner, you can choose
which team agents are displayed within the widget and you can customize the Timeline View “Custom”
Settings.

In all other aspects, the Resource Calendar widget behaves in the same way as a regular appointment
widget.

Timeline View “Custom” Settings

Forp 2y BB N RO E P
AN R L BRI, TDME I U B o bR S I T BOR T B .

Widget Title Here, the default name of the widget can be changed. If a new name is entered, this name
will be displayed in the header of the widget.

Grid View * Here can be selected the time period for the specific view.

Timeline View * Here can be selected the time period for the specific view. The Resource Calendar has a
new Custom view type for timeline view.

Agenda View * Here can be selected the time period for the specific view.

20 Chapter 4. [ 3% 1T&
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~ Resource Calendar + [ &3
Calendars Previous  MNext Today 29 Jun -5 Jul 2020 #27 Agenda Week Timeline Week Grid Month
Start typing to filter...
e e Resources Mon, 29 Jun Tue, 30 Jun
B @ companyEvents 153 Name 06 08 10 12 14 16 18 20 22 00 02 04 06 08 10 12 14 I
Qo B s
Unassigned
4.11: Resource Calendar Widget
4.2. [R5 NG 21
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Edit Widget Configuration ><

Nidget Title

MName your widget

Maonth s Week s Week \/

irce Information [T

~ Resources

* Teams [T
My Team X

Resources

& JohnSmith

~ Timeline View "Custom” Settings

* Shown Weeks * Start Time [T * End Time [

2 Weeks R 00:00 AV 24:00 o

* Slot Duration [Q * slot Width [0

2 Hours ~ 100 Pixel R

+) Reset to Default Cancel

K 4.12: Resource Calendar Settings

22 Chapter 4. H JjgtJiil%i
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Show weekends * % BREK .

Show Resource Information * Show additional resource information next to the agent name in the Re-
source Calendar widget. You can use OTRS smart tags related to agents, e.g. <OTRS_AGENT_X>.
You can even access agent preferences.

Z L

T PAE RS & 1Y AppointmentCalendar: :CustomTimeline: :ResourceInformation W&
AL E REE R .

Resources * This setting is user and team specific. If you have defined an agent filter in this way, the widget
will filter the appointments to the selected teams and agents.

Shown weeks * Select how many weeks should be displayed in the Custom timeline view.

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

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

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

Slot width * Select the time slot width for the Custom timeline view. The default 700 Pixel means that each
shown time slot has a width of 100 pixel.

In Custom timeline view, it is possible to show more information on each shown appointment. For this, you
have to configure the setting Additional Description in the |1 )J; screen.

NYIIRUER

T LUK 2 BN AR 95 N B e s — AT, (B AUR ok £ — N HIB o 2RSS N B2 pr s
g BN BT o WFIZRAPIERIRSS N G2 Tk, PRI mT DL A0 Be g B

v Resource
My Team X - S
John Smith  ® M

4.13: Add Appointment Action
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H 31T 5
FTLAAE F AT B Zh e A A e o
LA H DT ZhRE » T AT LT 454

. Open the Calendar Overview or the Dashboard screens.

—_

2. Click on the gear icon next to a calendar in the Resource Calendar widget in left sidebar.
3. IEHELELTHIE 1) B AT BEYE

4. gl S o IIAE URL #5220 BT AR .

5. BB I N AR AL URL .

Calendar Subscription: Company Events v, 7 ><

4.14: Calendar Subscription Action

Fly BHHLHLG > SRR PR EFT ITIRZS 5 DU S et 5 1 AT A AN BE UL

4.2.2 Statistics and Reports

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

LA R PR S AN
ISV
PN
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o JNA

IS I7) B9 126 8 0 T4 T2 B TG I TR R 5 R TA] &5 ORC ml DI AT C A ANDC 5 )iz &4 D A&
FE—HE o AT, FEA BT A IR TE) B 46 I 1) 97 206 45 4 AN 7= AN _b— A TFUR AR 24 i 3 40 &5
R o EEFISEIL, B I 18 BUORE S - BB -

PR TR, #E AT IR G D o i, N IRARER RIS T, TR BRI

VEAR: an RAE BRI BEIR T THLT > /N0 o ANSERE > JCIEAEES RGO IRk AN B, X R 6
S v Hicthe P PR N T T A b G .

4.3 SMERN D1

AR EATINEN G T
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CHAPTER D

BRI RN B

With this feature add-on, linked knowledge base articles, tickets and other objects, can be displayed in the
ticket detail view of the external interface. In the system configuration, you can easily select whether you
want to display linked tickets and/or knowledge base articles in the external interface.

UEAh s B RERR AT I OR DR s e 7 L AT B 5 N5 T AR RIS e B R 1) T o B SR AR, TUIAS
SRR T, DARH R0 7 B SRS e B A R R L o

P

ASE-RRNRABTi SN Ibv LI
» More efficient workflow to display knowledge base articles in the external interface.

o2 70 AR PR A R T .

H bR
o PNIANANE T
- INIE
* VO L
ATER S5 AL b 4k 5
. HL
OTRS A0 B3 h K 4 A0 44 FR
+ OTRSCustomerFrontendLinkObject

5.1 &3 5 Sk

AFRAFRLATE B LS
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5.2 Jik55 A\ b5

AR EAT RS N G S
FEAEAN N S A e BE «
1. fEMRSS A G5 _EEHE A T
2. AP THRIEFAM R .
3. B A TR — AT

4. Create a knowledge base article. Make sure that the knowledge base article is visible to customers or
public. Just knowledge base articles of this type can be displayed in the external interface.

5. Link the knowledge base article to the ticket created for the customer user.

5.3 ShEBA i S

This package has no external interface, but it shows linked tickets and knowledge base articles in ticket
detail view.

To use this functionality, an agent has to create tickets and knowledge base articles in the JIl: 25 A b1 7t
and link them together.

BAEAMBN AT D AR AR S AT LU N A
1. B B8 .
2. NS rhikds AT
3. Select a ticket that has linked ticket and/or knowledge base article.
4. {ETHVRAE BRI A MR D, A QSRR R AN .

Clicking on a ticket or knowledge base article will lead you to the linked ticket or knowledge base article.
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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
H bRs
. B IT 51
o AN IT TR HR4TS
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o AU RS R 2
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]
OTRS #ol /BB 385 (B0 445

+ OTRSCustomerSpecificServices

I

VEAR: AR TR OREGS T B S P IR S5 I .
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VEf#: CustomerUserSearchListLimit W& MNiZfE Kernel/Config.pm HH] CustomerUser #4 it

.

6.1 3 5 A

TREAYAR)G, AR B RSN A A G dl i gt

Ef BPMMeRTEIPHPER . Bk, JE Kernel/Config.pm H1 CustomerUser #4011
CustomerUserSearchListLimit WEIEFEE . {N, TiELBFEERIERES .

6.1.1 /" . 4FfMmEm

CIRRAIRAE e B G SR R AR G R s 2RSS o RIS BLE
MRS R 55 Wi A B4R 2

LI &

AR DERS nDR AN F AN E] A AR SS T o SR BT RE . BT RN TR ST
WMEBIRGF  H AR EAR 27 RSB AU BB 5

a Manage Customer-Service Relations
Actions Overview
= Edit default services CUSTOMERS (1) SERVICES
stark-industries Stark Industries Backup and Archiving

Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Filter for Services Identity and Access Management

Filter for Customers

Just start typing to filter...

Internet
Just start typing to filter. IT Operations
Network Access
Remote Access

Standard Desktop

Hint

P 6.1: A5 B - IR g5 2 TR SRR

B RS RIK

A EN AR ST
1. mide Z PRI %
2. IEFEEI MG H T RS
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3. sl RAFEL PRAF IR 5E edzAL

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

6.2: B T SRR IR 55

AN ARG I L
1. mal S5 i — A s
2. WFEEN L IZMF =T .
3. siiht PRAFEL PRAF IS it

Allocate Customers to Service Backup and Archiving

CUSTOMERID (1) ACTIVE
stark-industries Stark Industries

Save or Save and finish or Cancel

6.3: 12U S5 RIRIN 2 7

VEMR: WACKR A SRS ISIN B RS IE TR A R e %), ST DR HE o B\ B
K348 R A PR R 55

A LA IS £ P A B b 0 B 22 A0 7 B SS « J34h s FER AR B E B R s Tt i SR AR N AT T G 4R
CINVIR T

o
s
ez
pit
2
=i
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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 .

e 2 P RSS2 B REAE B e e BoE e « ANEBUEH] % P RS s

CREE NS

A

AL BRI S5 > DU R ) 1T 2 F P #80T AV ) AT o SFF 7T LA S s BN IR S5 A I B BE N2

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

) 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

6.4: S Mk 55 2% 7 b

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

6.2 Jik55 A b1 At

After installation of the package a new widget will be available in the customer detail view.
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FEATAT B 8 e p e 2 - P s AT 5 P i PAHSC IR S5 A T

6.2.1 X

After installation of the package, a new widget Services appears in the customer detail view. In this widget
all assigned services and the amount of open and closed tickets are displayed.

~ Services (3 Services)

Service Open Closed Total
Backups and Archiving 1 0 1
File / Print 0 0

Internet 0 0

Kl 6.5 Jleds /N At

6.3 ShEBA G S

SRR BAT AN B3 F T > (H R RE R S5 I m] ARR S0 CRCE RS

6.3.1 PRIk S-IEHE
Z: W,
T3 ExternalFrontend: : TicketCreate###Service W B A e FHIHINRE ©

FE OB T R rh s, S5 P K ARG IO IR S /T HT o 20 7 Pk $e IR 45 Ja > R G AR R (1 IR 55
G P ¢ SLA O MIE IR R

6.3. SRS A S 33



OTRS Feature Add-ons Manual, % i 8.0

34 Chapter 6. % f e fik%s



CHAPTER /

Aol AR

BT RESE 1T 71 57 OTRS mky 2 5 S A EE AL o FET- ] g R, ] LU AN [R) S 28 ) B0 AT AN [R] A

E .

FEMR AR GE EEAT I

erks AL DB IE T ey R EOSE SE A K L BATEAERAT B HE PR AT &y > W R TR

ek AEH DD RESEF XS 8 A O H o« OTRS AG A 22Kk B AR FHAE T 54T
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o RESFHEEIRSUEN]
H bR
o IT o5 B
« NIt
« WIERIT
« WU
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ATAER ST AL b 4k 5
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+ OTRSDataPrivacyProtection
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7.1 S5 B

VR BAT B B O T o PITAT K B AL ORGP LA 0000 1 SR S C AN > JF %l & iy 2 4hAT

711 RENERE
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 THrA RN, MR HFEIAUEME /1) o C N TR H . HTARIREEAN AR o R
)42 tH BAE B A AR OC A R R s s 4% H AR AEAS SE AT DO RE o

RuleSource AT HIEIANMES o ANIH] 1 E AL A AN [ BRI R (1) B0 O Ar v X 28y 30 mT
RE A VAN A TR SO — 580 o S T BUMAH ORI IR GG YR » 5 TAN A BIBCE ) « RuleSource M
TS IMAARRAN BRI 5 3K LA TR/ BRI B AH O g sl s 45 H C Wik vl A e

RuleType * M4 i EIURAR A A48 R A FR B A0 5 EHATIERAE o SCRECLU R 3 O 20k UEK
A"
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
7.1.2 BNFAT
— 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

B AR T Rl A [ A 180«
o R A BUAT RN ) S B AT 2
o FEASAREAC KA DL DA B AT
o PATBLAR AT AR S R RS PR B A

U6 UEAS: 0 52 52 WA PR X R e MO S 2 R SR K A7 ] TR o RO LSRR T K AN TEAf > KA 4 75
W B8 DA SRS R R B AT

e )i N, AERRIGRIE AT Z BT ERCRA T 22 i # 2 B XS, A S R FR) A 2 > R R R, <>
S5 ki X R

I

A TATEB NZE AR R SE E AT B I R, DU DR A A B s B s

I
O

D BT BUE E T O BRI LA ORAESAA T U R U B e AR I R A AN Bk .

IR

Bt TR e F R B S o A M R B o DRI A 0 G 7 A R A R BE SR A T

MR R .

=l

T LCRE REUPAAT B8 65 B 1 B 1) BSCA S DURAFIEUR IR o 35 T 6 1

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DataPrivacy: :Execute —--execute-detail >,
—rule-execution.txt
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7.1.3 IREFEP

A A 2 PR BN R P O BC B A o BRAh s AR AL 5 m] DURR S 8 0 A AR A A A 1 R s T BC B

B AL IR BT

% AT IR AR AL T AR R AME SR P A AE B D RE .
IR AINEAE TR e

— CustomerID

— CustomerCompanyName

— CustomerCompanyCountry
— CustomerCompanyStreet
— CustomerCompanyZIP

— CustomerCompanyCity

— CustomerCompanyURL

— CustomerCompanyComment
— DynamicField_NameX

KB RE Y SCREEUOI 0 RN BN A 7 B BT BOK T4 Dynamicrield MR BA bRl
EIEEiROE SURLE

- ValidID

— CustomerID

— CustomerCompanyStreet
— CustomerCompanyURL

— CustomerCompanyComment
— WildcardSearch

— CustomerCompanyZIP

— CustomerCompanyCountry
— CustomerCompanyName

— CustomerCompanyCity

M SR £ 3T E
« Limit C PR O BREHERE R EE .
e CreateTime( G HIM ): MR HM KTET O>=) & MNH .
* WildcardSearch( MIAHEE O: WK validID SMKITA R RILIESS

I e s 11

TR SR B R o KRR A AL YAML AR o S8 RT DU X e R ] AR T EE AT .
FEAME AT IR TS DU T F 7 S 2 PR R 25 S A% B AN 25 P B [ 5

RuleName: Delete customer company name and customer company country by customer,
—company name without wildcard search.
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
CustomerCompany:
— CustomerCompanyName
— CustomerCompanyCountry
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ObjectFilter:
CustomerCompany:
CustomerCompanyName: someCompanyName
WildcardSearch: 0

FEAL LB RCAT AL RGO T 5 425 ) B AL BRI 2 7 A 44 ORI 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

B RS
F P YRR R T RS S 7 R A BRI T RE .
T REMHH 5 2K

- UserTitle

— UserFirstname
— UserLastname
— UserEmail

— UserLogin

— UserComment

— UserCountry

— UserFax

- UserMobile

— UserCity

- UserPhone

- UserTitle

— UserStreet

- UserZip

— DynamicField_NameX

INENRE PP SRR 2 RN Eh AT BL o ZhAR T BU TS DynamicField MR TFBIAARIA o
ATREMINS B g #s -

— UserCity

- UserTitle

— UserFirstname
— UserPhone

- ValidID

— UserCountry

— UserLogin

— UserCustomerID
— UserLastname

- UserZip
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- UserMobile

- UserEmail

— UserFax

- WildcardSearch
— UserStreet

— UserComment

PO SuR/i-S 3R
o Limit C BRI O: BRI R 45 R ER .
« CreateTime( QEHM ): R HM KTEEET (>=) 4x I .
« valid(C ARME O RA BT o FTREEZ 0 51 .
* WildcardSearch( MMATHEZR ): Wik validID SMUFTA XGRS .

FH I P s )

TR SR B R o X R A AL YAML ARES o ST DU I R g AR 7 S AT .
FEAE B RCATER R DU R 5 H2 M 1048 7 IR L 1R 4 7 R I

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

FEAMEHER ARSI > P A AR 40 T AR I

RuleName: Anonymize user first names and user last names by user first name and without.
—wildcard search.
RuleSource: someRuleSource
RuleType: PrivacyByAnonymization
DataClassification:
CustomerUser:
— UserFirstname
— UserLastname
ObjectFilter:
CustomerUser:
UserFirstname: someFirstname
WildcardSearch: 0

FEAE B RS R (S DR 5 4 1944 7 Mk FN B P 44 7 A £

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

THIKENRE Y

TR IR B AR B AR AR AUE ST R OGS 5 R ZhBE -
TR REFHd 722K

Title

— CustomerUserID

— CustomerID

— DynamicField_NameX

R T AT RE R HE 72K -

— From

- To

- Cc

- Subiject

- Body

— Attachments

— DynamicField_NameX

ZIKBNRE P SRR 7 RN BN A 7 B« BT BOK T4 DynamicField AR TBiAbnil

s oy ISCFE DI LSRAY o TP SR SR e AN A C RESRRSOA  HEZESENT « 2R AR 5% D, IKBhRE
PR R 44 PR B &S X R

Py SR, History — AR - WS LL R IR -

- HistoryAddNote

- HistoryAddSMS

- HistoryArchiveFlagUpdate

- HistoryBounce

- HistoryCustomerUpdate

— HistoryEmailAgent

— HistoryEmailCustomer

- HistoryEmailResend

— HistoryEscalationResponseTimeNotifyBefore
— HistoryEscalationResponseTimeStart

- HistoryEscalationResponseTimeStop

— HistoryEscalationSolutionTimeNotifyBefore
— HistoryEscalationSolutionTimeStart

- HistoryEscalationSolutionTimeStop

- HistoryEscalationUpdateTimeNotifyBefore

— HistoryEscalationUpdateTimeStart

- HistoryEscalationUpdateTimeStop
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— 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

FESRATIINAD 3 I8P LRI A A AR 52 2
WERBRAF52 25 DA VLG R R BT 5 AR B A2 AT 90 1A] 52 2520

Bt TRIKENRR T THER TR, BRI S A5 OF 7 BUf Rl ig & o WERME 17 BUR B 70 2810
g3 WULRE b BE DU T8 i BT A ORAE 1 !

PAR = Bl HIAE A5 AR R0 Bt g 2 o v BERINT Bad P -

- Limit

— TicketID

- TicketNumber
- Title

- Queues

— QueuelDs

- UseSubQueues
- Types

- TypelDs

- States

- StatelIDs
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StateType

StateTypelDs

Priorities

PriorityIDs

Services

ServicelDs

SLAs

SLAIDs

Locks

LockIDs

OwnerIDs

ResponsibleIDs

WatchUserIDs

CustomerID

CustomerUserLogin
CreatedUserIDs

CreatedTypes

CreatedTypelDs
CreatedPriorities
CreatedPriorityIDs
CreatedStates

CreatedStatelDs

CreatedQueues

CreatedQueuelIDs

TicketFlag

ArticleFlag

MIMEBase_From

MIMEBase_To

MIMEBase_Cc

MIMEBase_Subject
MIMEBase_Body

AttachmentName

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
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— TicketPendingTimeNewerMinutes

— TicketPendingTimeNewerDate

— TicketPendingTimeOlderDate

— TicketEscalationTimeOlderMinutes

— TicketEscalationTimeNewerMinutes

— TicketEscalationTimeNewerDate

— TicketEscalationTimeOlderDate

— TicketEscalationUpdateTimeOlderMinutes

— TicketEscalationUpdateTimeNewerMinutes

— TicketEscalationUpdateTimeNewerDate

— TicketEscalationUpdateTimeOlderDate

— TicketEscalationResponseTimeOlderMinutes
— TicketEscalationResponseTimeNewerMinutes
- TicketEscalationResponseTimeNewerDate

— TicketEscalationResponseTimeOlderDate

— TicketEscalationSolutionTimeOlderMinutes
- TicketEscalationSolutionTimeNewerMinutes
— TicketEscalationSolutionTimeNewerDate

— TicketEscalationSolutionTimeOlderDate

- ArchiveFlags

IR AT RE RN B L B8 4 2 MR nT DU T 98 TR 1 o K2 U Pk T LU S 745 8 sl 5 U il

TicketNumber: 123546
TicketNumber:

- 123546

- 123666

Title: SomeText
Title:

- SomeTestl

- SomeTest2

States:
- new
- open
StatelDs:
-3
- 4

FARL YAML ACRS 41 1 B

RuleName: My Explanation Rule
RuleType: PrivacyByDeletion
RuleSource: GDPR
DataClassification:
Ticket:
— CustomerUserID
— CustomerID
ObjectFilter:
Ticket:
Queue:
- Junk
- Raw
Services:
- Service A
- Service B
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b K kA T BA A Junk B% Raw 3 E 4 BE IR 45 service A EX service B T L ¥ . T B
CustomerUserID fl CustomerID FFHE % o

KM TRIAT Y A LA REN L ISR 24 il -

— ArticleCreateTimeOlderMinutes
- ArticleCreateTimeNewerMinutes
— ArticleCreateTimeNewerDate
— ArticleCreateTimeOlderDate

& *\*TimeOlderMinutes* XFEILJERS AL Mk X 708 .
PLUNEAIM RIS : i CreateTime ( QUSR] ) 3K ( 1440 7340 DI T .

’TicketCreateTimeOlderMinutes: 1440

PINEAIPEER : T createTime ( BN ) /DT —K( 1440 4050 DI T H. .

’TicketCreateTimeNewerMinutes: 1440

X FAE ] SR TE IR I AT I DERS S ECH AT 2L
ARENERBELE LU, WAEH APl Z 411 TicketSearch() »

I P s )

T SER L B R o X R A AL YAML ARES o S80T DU I S 5] AR 7 S AT .
FOE I — A PRSP R T AR -

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

FEAL T4 E BAB A AR A A4 M3 A5 1 32 U 13

RuleName: Delete article subject and body by state names, that are located in specificy,
—queues.
RuleSource: GDPR
RuleType: deletion
DataClassification:
Ticket:
- Subiject
- Body
ObjectFilter:
Ticket:
State:

74, A HE AT 45
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- new
- open
Queues:
— Postmaster
- Misc

X IR TR RS IR T2 7 P 1D BEAT A4 A

RuleName: Pseudonymize customer user IDs for tickets, that are closed and archived.
RuleSource: GDPR
RuleType: PrivacyByPseudonymization
DataClassification:
Ticket:
— CustomerUserID
ObjectFilter:
Ticket:
StateType:
- Closed
ArchiveFlags:
- Y

X ORHT « HAT R IR 55 FLAZ T4 s BA I R K g% 1D AN L8 24 7 BUdt AT 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

NEAEieibEdag

HI P SRR P SR A R AE SO (5 B DI RE .
HRE Hd 72

- UserTitle

— UserFirstname
— UserLlastname
— UserEmail

- UserMobile
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ATREMINS B g s -

— UserFirstname

— UserLastname

— UserLogin

- UserTitle

- CreateTime

- Valid

- Limit

- UserPreferences
- WildcardSearch

PO SuR/iSSiiE
« Limit C R O BREHFERE R EE .
s CreateTime( GUEHIE D: #ERHM KFukET (>=) AR .
« valid( AR O MRA BT o ATREMEZ 0 5k 1 .

* WildcardSearch( M F# R D : WX % i )& 8% UserFirstname . UserLastname
UserLogin fl UserTitle o

« UserPreferences( FI/ B ) A& 7 BRI (W H P B IR b AE Jy B, BEed R S R4
J{E) AL (152 YAML B &R ) .

T & 7=

T SR B S o KRR AT R YAML AR o 8] DU X SR A AR T EE AT .
L 144 IR P R 44 7

RuleName: Delete user first names by user first name.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname
ObjectFilter:

User:

UserFirstname: someFirstname

F 7 IR 7 44 AR -

RuleName: Delete user first names and user last names by user email.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:

User:

— UserFirstname

— UserLastname
ObjectFilter:

User:

UserPreferences:
UserEmail: someMail@example.com

FEAR P RCAT R AIEOLT > MR B4 A I
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RuleName: Delete user first names and user last names with wildcard search.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
— UserLastname
ObjectFilter:
User:
UserFirstname: someFirstname
WildcardSearch: 1

P AR AL 40 7 RGN 1a) C KT H s Toase A

RuleName: Delete user first names by user first name and create time, which are greatery
—than or equal with the specified date.
RuleSource: GDPR
RuleType: PrivacyByDeletion
DataClassification:
User:
— UserFirstname
ObjectFilter:
User:
CreateTime: 2019-01-01
UserFirstname: someFirstname

7.2 Jk55 N GG

AR EAT RS N BT

7.3 SN BT

AL EATINEN G T
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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

8.1 &3 By ALm

AL B AT B PO S
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8.1.1 RGN HE

ARAFASETFRG R 02500 St B QAT .
1. B3 RENCE DR
2. 16 SN EhiL$: OTRSDeleteAttachments
3. FHLHBIFHUM ) Core — Ticket o

4. INin—L e MIME 258 21 8 OTRSDeleteAttachments: :Filetypes HIHEEXT - £ & MIME
KA, (HRMERARE .

© 0: JERALMPHPEATTINER o
o 1 WSRIPERBMIER -

OTRSDeleteAttachments:Filetypes

application/pdf 0 Alist offile types (MIME]) which are
pro
application/x-yaml 0 Maint:

ssed by the

etiAttachment::Delete

console command. 0 means, this type
image/png 0 Y

is not to be deleted. 1 means, this type

text/htmil 0 of attachments are going to deleted.

text/plain 0

8.1: SRR E

EEBELESItES)

H—MEHIG WS Maint : : Ticket : :Attachment : :AddMIMETypes AJ LA HAER RSN S W .

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 & HCERAE RS 90 KA HEIT « CLOCH TR AN ER) MIME 2878 .

AT B H i s BA
BEE A I 6 A I 4 I 5 iy 4 Maint: :Ticket: :Attachment: :Delete HUUTHI « AL TR E LLHE X
L

OTRSDeleteAttachments: :Queues HIEHf| & Ay4 Maint::Ticket::Attachment: :Delete AL
FIBAFN B2 (it 2 FRYRE) o
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T WERBATE BB, P BABER 2 32 B0

OTRSDeleteAttachments

: :TimePeriod M T IAICHIAIIN 0] F- 45, NARNE R EBL C POR A EAL Do
OTRSDeleteAttachments:
By e 1] g € AR A A )

:TimeSpan A Y i I () 21 T8 5C A1 C BB T8 1 AR O B a) 2 Ta) i 8 /s
W Timespan WME N 15 TimePeriod WME N 30, WIRIRATA MR B AF 45 4 1 T 52 30 R AT EIFER K
TR T8
Eligible tickets
TimeEteriod Timegpan
11 daye ago 30 daye ago 15 daye ago 1 day mge  Today
Z s
e M4 Maint: : Ticket: :Attachment: :Delete I8 HE—YEIETN . IB4THH ——help EIIF iy
L UUEF A el .
otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::Attachment::Delete —-help
H AT

OTRS ~y4 Rt ] LALE 5 63847 BB SO SR MMI R B A o 3 FH DA R B DLE s AT Al «

Py
Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments M T 7 kB -
7o T BR B 1 R SRS MIME 25878

Daemon: : SchedulerCronTaskManager: : Task###0TRSDeleteAttachments_AddMIMETypes JH
H,
4 o

T AR LSRRG E S TEH Az OTRS P4t

8.2 M55 N bt

AHAFRLBAT IS5 N LS T

8.3 SN b S

ABRAEREAT NS 53 5

8.2. kg5 A\ A Gt
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el PR AL 2l 27 B

ROk BAEEHCR SN EE A (W ERP . CRM . BREREUIVE T RS M8 PRI EREsh &7 Bot .
SR AT DU RIS e % A T BRI A HERS 32 AT L D

NS
o R uEC Eln, MR R O MU o TR N A B A .
o BT EHEHR AT LA OTRS A i .
« BRI R AL Rl
Hbrdl
« BOFE B
« B)RSS
« ORI RE
o WO
« NIt
o IT
< IT IR%
 H AR
« wREH
« RS IROBER
o fERVHEE B
AILEMR S B bk E
« R
OTRS #f- s Bk b (1A AF 4%
+ OTRSDynamicFieldDatabase
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9.1 &8 5 BT

RABAFA S ARCE S T QIR Bl FE I8 &7 B » I Bon] DURER A A0 80 1 (1 5L
PAEEAESN S T BT IRAEA R AL o SR e AT o T A e R 2N 80K S8 3 45 (1 it 4 o

9.1.1 LA Bk
AN AF ARSI N B B S AS T B T B > 0] LUBESK [ 4N S0 e (B A A e T o

s TR

TG, B Eh AT BESR Bl P n T

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.

Z:

The usage of dynamic fields and the general dynamic field settings are described in the Dynamic Fields
chapter of the administrator manual.

FEAR R MR 3l A8 7 BU 4R DRAAAE T 20T IR RS AA A AE SIS T BU &
AN R L BRI, TR U B o BT R S I T BOR I B .

MRS AT B S

Bt P IR 3235 7 BOW T A8 T 8o Al ok

WIREME AT REMIELHS F 7S R I bRl 7B %7 BUE SCRAARAESN & 7 BOP I o vl LU A 2261 i
RATREZ I C 8 2001 8RR —FEZ I3RS . ATRERIEE X T 2L R I H a5 51 - T A
BEEIN A FBONVEATHRIE C A28 ) Prifs B R R UL K% T BoE R T BOL IR T B

YRR+ I ol P AR SR B S I D) A4 PR
PRZE * CRAE TR R T R 0T BURAS

B * A AE B A T B R . FTRENIME : DateC HIA ). Integer( #44 ) ak Text( X
j_( )0

RLyE sy AN IESS 7B RO FE A TR M s A B T B SR Rl g g o RS TT B
YR BN —MARSC T, 82 J@ PR T T e p L] 5 WD K e 2ms o fn FUR I DR e B
R WAL 7S BRI BT B4 ERAC T s PEVL R R 45 R

HWRTB AR DT BRSNS ZIER T .
PRI AF7R— A7 BUE A NAES R P Bos
AIE il + RS 1) W RERE AN —SE D

W REEH: Here you can specify an optional HTTP link for the field value displayed in overviews and detail
views. If special characters (&, @, :, /, etc.) should not be encoded, use url instead of uri filter.
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Database Field Settings

Possible values: =
* Name:

& Label:

# Datatype:

Filter:

Search field

List field

Add value:

Show link:

Here you can specify an optional HTTP link for the field value displayed in overviews and
detail views.

If special characters (&, @, :, /, etc.) should not be encoded, use "url' instead of 'uri’ filter.
Example: hitp://some.example.com/handle?query=[% Data.Field1 | 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 detail view. Please note that for this to work, the regular URL field above needs to
befilled in, toc.
= Type: | MySQL
* Server:
Port:
# Database:
* Table [ View:
= User:

» Password:

* ldentifier:

Must be unigue column from the table entered in Table/View.
Multiselect:
Cache TTL:
Search Prefix:
Search Suffix:

Result Limit:

9.1. %ﬁﬁﬁﬁ Case Sensitive:

Bl 9.1 i s 7 B &
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T EEE: If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket
detail view. Please note that for this to work, the regular URL field above needs to be filled in, too.

A > ] DAAE A TR BT T A PR 2R A o BN SRR OTRS £idis 2287 : MySQL .« Oracle . PostgreSQL

m MSSQL .
SIDC s2fil4% ) BEREIUGE T 1 Oracle 4%, IR B 8l 2 nskBagek o Edbaksiny , Bz A\ Oracle 4%
¥ SID .

Uahfefy BIEDGE T T ODBC 4%, Jf HAf A 5h Wos sk - fEHkmi , Bt A EHLR S P ST
BLEf¥) ODBC UKzhfe e LU R R B A ) MSSQL Hidla

MRg5as * Bl e EHLC BN B IP sk .

i 1 Hcdfe e A 55 A ) 1

Hea e * 58 X i) DBMS HAREU % o 8l Fets 1 T &)
RV > HI T Bl )R s L .

R BRI P 44

G B EER I

PRUVT * AZIEFHERE LS ol REMI(E A ZIIHTE o 1% 7 BEOR AR AE SIS T BOT IE - 22002 RALKE A
KRR ME—PEZT A

ZIENE WNRGEF LT B AT REAE DS T B P Al 2 M o IXLERS LOE 500 B A

ZeAr TTL BUAE LURD O S 5 SCEOH 28 vy 1 28 A7 (A 0] o AEBRIUIIRD s O0h 500 128 fR AR ] 2 R a1k 2247 (A
SO ARG D[RS AN XA AR

Search Prefix 1] F 2 5¢ 2 REFE R B I 5 ARDRE PR R R A BRI o 30 SCRPEBCAT o 7E VRIS
W), SR ATECR g 2, (E AT DA SE R i o A T T AT o

Search Suffix {iiJ1] F 358 I BEIL R B AN, AR IE B MR R IR o B SCRRERCAT o fETESN 2
I, R BSR4 (HIR R T LAAE I S RS AR AT LT

BRR [ 25 538 N P B A 5 SCAE B30 e 1 U ) Se v A e R 2R o XA A 3 58 S 8 DL PR 4
o

DO RANE W RGEFR LT B X RN X A2

FEMR: AELSAC R T AL BERSS IOE K 328 7B .

FAd 1 L HE

AP T AT R BT RE o Ak, WE S 4R Core — DynamicFieldDatabase ] H ) &4t
BoE PR R B A .

f£ SourceDynamicField MELEIETH , FHEIE AR MNNSFBAIK, %A T8 25
P o TEAHCIET TargetDynamicField HY, WAZRAS F 3% 4 1) A0 5 e ISR D I e B XK B i o
XF T4 DASAE B N 2 LB AT DG HARBN A7 B o WUR I ORAF AR IR BB S Bt .

WR B E s HAR 5 SIRAS > TILRE AT E Ke 126 h s G 7 B DR A B o A 4 e 5 )3 o i
FERBOPTE o Bkt i i AR s FAA R AR IR AT AT R R BN ELRAE At A H ARSI & 7B
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9.2 Jik55 A\ GGt

ABRAFALBAT MRS N DT > ARl 2RI 3 25 7 BORT ARSI BVR 2 Bt

9.2.1 URMLRAFEHEE

FESELE it (0 Bt A T OBt ey PR ) RS G Bl T BUR » R BT AR K8 S
AFB BT BOSAERE TR R o AR TBOR nTRU LRI, TGS A G E R R 7 BT
Koo AN, ol PR R BEROF RS AR, Hrp BRI T B Bk b o A BUORHS SRV
HRCAT * o

AEAEH A B8 MO 2 PR ARG REREFE K o W AIRS N 202 YOk —AME, W&
BRI ESHE .

F35ER
[T AR AESCA 7 B B IRCHE AT S LSS PRI - S SR SO 7 B 7700 13
SEMCGLIS BRI . 45 AR (4RI .

A R A R o AE g R b, I a] DU R FAR B o mE  B A R, PRI T DR S I 21 3 2 7 Beas R
s

M PEANEERE , AT DAV R s B LR O T AR GURAT IO RS L o AR SRR AT AR U 2
o AR ST TSR R IR C RBCER) D S ME o P S o mT DU I ok 5 42 AL M B3 m 14 45 R
H o

P
PSS AT IF— MO B A TEAE , LATT R BTN SO (MGG 1o, P LA 92 6 A0 31 7
B

BROATFOL T > 25— AT P BOEEAE 1 (] DOIER T 7 Bralds in e v B« 0% 18 s Al U
T B o BT B A AV B AT *

Bl R 2R B TT AR R AT SR DIERROB U o SRR, RaI &R, Jf Hoar Lol
BRI R AN H o 2 A RN 2 RAF SR

9.3 S B

AR BAT AN N G T (H AT DUR A R 2RI i 3 2 - Bods I B 2 A B o
AR AN R R 55 N 3 G R IR A ]
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cHAaPTER 10

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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10.1 3 53 9L

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 .

Additionally if the dynamic field source object already exists (e. g. a ticket, and the field is set in the Change
Free Fields action), the details of the already created ticket are also included in the request.

10.1.1 FREAT A 31k
ARBAEAL ] LU Web IR B SNA T-BE % TBEn] LUK AN R G M BR A it e T8

B TR

LAY BrifEhd 7 BERE Web IR+ T 5 .

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:

The usage of dynamic fields and the general dynamic field settings are described in the Dynamic Fields
chapter of the administrator manual.

A TBE

FEAEE AL HI LSS Web k55 KB sh & 7Bz i il — > 24z fr ity Web fids
AN L BRI, TDME I U B o AT R S I T BOR AT B .

Web Jli 55 2h 27 Bk &

Web il 55282 (1 23h 27 BT AR A AMS R ST T 500
Web JI55 * BCE ) Web Ilk55 7E wonahd 7 BOrbR A JER R .

PWHER* H T IE R KX A R WA BF. £F B, B8 RERN
Generic: :PassThrough IIHHER .

ZAHE T W Ish & 7 BUR T W 78 2 2 38 7 BOM AN T 47 7 BUR R RIS

eA7 TTL AEAP I aME A7 I ), Ferh A —AME C LAr ol B Do JRAEN 0 BN WA AT
TTGRAT o WLERATIE N T Bl Ak A FH AR [R] (0 (L 1) I R R 55 2% A AN LR SR

IS 5 SR T T LT B R AR A 0
TR TR DI b P (U S5 T e B
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Web Service Field Settings

* Web service:

* Invoker:

Multiselect:

Cache TTL:

Add empty value:

Tree View:

Translatable values:

Show link:

Link for preview:

The web service to be executed for possible values.

The invoker to be used to perform requests (invoker needs to be of type
'Generic::PassThrough').

[ |

Activate this option to allow multiselect on results.

Cache time to live (in minutes), to save the retrieved possible values.

N |

Activate this option to create an empty selectable value.

[ |

Activate this option to display values as a tree.

Mo |

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.

Here you can specify an optional HTTP link for the field value displayed in overviews and
detail views. Optional HTTP link works only for single-select fields.

If special characters (&, @, :, /, etc.} should not be encoded, use "url' instead of 'uri’ filter.
Example: http://some.example.com/handle?query=[% Data.Field1 | uri %]

Iffilled in, this URL will be used for a preview which is shown when this link is hovered in
ticket detail view. Please note that for this to work, the regular URL field above needs to
be filled in, too.

10.1: Web k55 3h & 7Bt

10.1. EH G R
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PR A RS ek I, XS RO T RS .

TEAR: R R T ahis N 20 5 S .

EoR¥EE: Here you can specify an optional HTTP link for the field value displayed in overviews and detail
views. Optional HTTP link works only for single-select fields. If special characters (&, @, :, /, etc.)
should not be encoded, use url instead of uri filter.

TR EERE If filled in, this URL will be used for a preview which is shown when this link is hovered in ticket
detail view. Please note that for this to work, the regular URL field above needs to be filled in, too.

VEMR: ANELEAC R T AL BRI I 32 7B

Web it %%

LRIy Web I 55 (i sl & 7B, 2 — N E2IsqT i) Web s B E 20 RN
Generic::PassThrough [IHMIREF o K Tt if HTRE i A RE R 55 2 SR IUCEH o 2335 3K o A& ) B4
s 5 R m s 1R AL

{

DynamicFieldID => 123,
DynamicFieldLabel => 'NameX',
DynamicFieldName => 'NameX',
DynamicFieldValue => 'Value',
Form => {

# Form fields

# oo,

s

Ticket => {
# Ticket attributes
# ...

}I

DynamicField => {
NameX => 'Value'
NameY => [ 'Value' ],

}/

UserID => 123,

}I

Form ILHS/M 5 web 4% b 24wy 2 B i) 7 B o IR U85 BB i ) A8 T e
Ticket MLl (B —ANEXS, #lil customerUser) WFAIATFETEXN G BN .

For example in the New Phone Ticket screen the section is empty as the ticket is not created yet, but
in the Change Free Fields screen it contains the information of the current ticket.

DynamicField M7t MEia ST CRCE SIS T BT AR -

FERZHGEOUT » REMR S5 %5 7 B 00 Bt 55 PR A Bt AT AR ORI AN TR 5 DAL it 200 A D3UAGE P B0 A 4 el 1)
RN R LR AL ) i R i 55 2% TR A% A s

DL AL BRSO i S 7R T A XSLT WS, Wil 5 550 ] 504 I % & 18 2 1) UserLogin « Password
Fl TicketID (" TicketGet HAETE ).

62 Chapter 10. Web Iz 55 R M8 T-E




OTRS Feature Add-ons Manual, /% 1i 8.0

<?xml version="1.0" encoding="UTF-8"?>
<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="/">

<RootElement>
<UserLogin>someuser</UserLogin>
<Password>somepassword</Password>
<TicketID>1</TicketID>
</RootElement>
</xsl:template>

</xsl:transform>

indent="vyes"

/>

JIR 55 TR AR T BE AR ANR] , PRI IX A L0 T 5 L sim 2 WO iy A\ O A T S s, DA RE RS b

B o M DACERAE TR AL

LA A AW 7= 61 7 174> XSLT WS, AZMRGHRE ok B FEIR 55 451K TicketGet HAFMIMNIER

IR 5 EESR NS AR RIS, LU h A7 B hig ol .

<?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" indent
<!-— Don't return unmached 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>

:Hyesll

/>

10.1. & H O
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<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>

LAUR Web k55 5€ CC AT A YAML SCPE O ] DU T2 7B (B2 i 2500 S 1 8547 14 48 LA DG IS 4 i 3%
48 o 1% Web g5 78 i RE MR BF A0, JFHIRZHRE TicketID A 1 KPRAHMBASIAE A AT REMI (R 1]
TR

M RPN ST K 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
RemoteSystem: '
Requester:
ErrorHandling: {}
ErrorHandlingPriority: []
Invoker:
TicketGet:
Description: Get possible values from the other side.
Events: []
MappingInbound:
Config:
Template: |-
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<?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, 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 *
<RootElement>
<PossibleValues>
<Key>??27?</Key>
<Value>???</Value>
</PossibleValues>
<PossibleValues>
<Key>?7?27?</Key>
<Value>??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" />

<!-—= 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>
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Type:

<PossibleValue>
<Key>Queue</Key>

<Value><xsl:value-of select="/*/Ticket/Queue" /></Value>

</PossibleValue>
</xsl:template>

</xsl:transform>
XSLT

MappingOutbound:

Config:

Template: |-

<?xml version="1.0" encoding="UTF-8"?>
<!—=

Copyright (C) 2001-2019 OTRS AG, https

This software comes with ABSOLUTELY NO

the enclosed file COPYING for license information

://otrs.com/

WARRANTY. For details, see

(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>???</Key>
<Value>???</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="/">
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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:
SSLProxy: "'
SSLProxyPassword: '
SSLProxyUser: "'
Type: HTTP::SOAP
UseMappedData: '1'
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11.1 %80 5 900

This package has no administrator interface, but the function can be used in agent and external interface.
The following ticket creation, ticket and article action forms can be configured:

Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend: :
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend: :
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend:
Forms###AgentFrontend: :

:TicketCreate:
:TicketCreate:
:TicketCreate:
:TicketCreate:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
:Ticket::Action:
TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
:TicketArticle:
TicketArticle:

:Email::CreateProperties
:Phone: :CreateProperties
:Process::CreateProperties
:SMS::CreateProperties

:Close

:Customer
:EmailOutbound
:FreeText

:Merge

:Move

:Note

:Owner

:Pending
:PhoneCallInbound
:PhoneCallOutbound
:Priority
:Responsible

: SmsOutbound
:Action: :Forward
:Action: :Redirect
:Action: :Reply
:ReplyAll
:ReplyToNote
:ReplyViaSms

:Action:
:Action:
:Action:

ExternalFrontend::TicketCreate::DynamicFields
ExternalFrontend: :TicketDetailView###FollowUpDynamicField

11.1.1 Bl
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Add the dynamic  fields to the New  Phone Ticket  screen
Forms###AgentFrontend: :TicketCreate: :Phone: :CreateProperties:

via

setting

— Label: Dynamic Fields
Collapsible: 1
Fields:
— Name: DynamicField_Brand
— Name: DynamicField_VWModel
— Name: DynamicField_ VWProductionFacility
— Name: DynamicField_PeugeotModel
— Name: DynamicField_PeugeotProductionFacility
— Name: DynamicField_Fuel
— Name: DynamicField_Accessories
— Name: DynamicField_Remarks
— Name: DynamicField_RegistrationDate
— Name: DynamicField_InvoiceDate

FAU 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

FEA UL :

DynamicField_Brand:
- VW

It ACL BRI 45 o i RIEHE T i VW C KA D IR R ARG o B0 S A FT A T e o SR 28 e Hodla e

H dynamic_field & config IR o TEARGIH, B — AR N RIS TR .

Form:

XANEAEHLTE Possible . PossibleAdd 1 PossibleNot ACL A5 #4351 N T Form 8AE N FIEIN . Form {4

AN 7 BOR] WAL HIBCE .
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PossibleNot:
Form:
— PeugeotModel
— PeugeotProductionFacility
— Accessories
Fuel
- Remarks
- RegistrationDate
InvoiceDate

AATFNH T AW E A TB o fEoRsplt s g7 B VW Model (. KAXZAY ) F1 VW Production Facility
C RARVAZEAE =Wt ) A2 T LI o BT A JL e A7 BOR i B

SNE A 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

TEA U] -
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DynamicField_Brand:
- VW
DynamicField_VWModel:

FEMORGI S N PSS o BLA 0T VIWC KA ) TRARAERLAZIUE Up > IERIIA REAE 28 - A4
G5 N IEFESH M VW JFH. Up BRI A 23 il

PossibleAdd:
Form:
— Accessories
- Fuel
- Remarks
— RegistrationDate
— InvoiceDate

TEIX L, VW Model #1 VW Production Facility H2)25Bx e v WIFR B » {12 Accessories ( FiLifi ). Fuel
C B Dy Remarks C vFie D M HIHAT J 5% H 00 200 508 in 21 o] WL 7 Bt o X & 7E PossibleAdd 4>
e, A S —A ACL BBk B AR SR » I HAS ACL —if2 TAE - %t » WiAE Possible 4y
HPREAT T AR, SRR B B ORIX B, H VW Model Fit VW Production Facility #4545 B, »
JEATATHE T C il ) Possible 34y

PossibleNot:
Form:
- PeugeotModel
— PeugeotProductionFacility

A BRECERURN BRI C FEBRATI 7= Bl R 2 KA Up 45 JURC EAR S4B
AL RKEX )

B T ah& T B AR 2 A SR I R s A T BU B AT RE(E « AR BLIXAR S 5 2 ACL MU W]
PUSE R AR BE R Y 2 3K o

Possible:
Ticket:
DynamicField_ Accessories:
- CD Radio
— Climate Control
DynamicField Fuel:
- Gasoline
DynamicField_VWProductionFacility:
- Bratislava

FEBATHI7R B, KAk Up AT CD WCE HUATIELSE Rl A1 W BROINAC A > O LAV A 8kt » I B A Af
BB DA/ YRS
B, R IRATAAREL 207 1) ACL U, WU AT GEIEAT HEABEC G  JPRREE IR AR 7 1l i m] B %

Teff: A LT DynamicField NameX {E[1) Possible I i sl A5 By » T 5540 Sl )k ACL i%.
Jy A Possible 5% PossibleAdd 54> ¢ W N D i o 15 Be ) — 34 I sh & 7B o 0, Witk Possible
o}, PossibleAdd 13 & He 7 BLHA R A 2% MIAEEFZA )G A Bon Bt 7B .

VEMR: ASREAE 28 ey B s IR s
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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

12.1 & 5 50

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.

12.1.1 JFERTH ML

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::PossibleLinkList
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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.

Hf#:  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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12.1.2

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

<LinkAdd>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<SourceObject>?</SourceObject>
<SourceKey>?</SourceKey>
<TargetObject>?</TargetObject>
<TargetKey>?</TargetKey>
<Type>?</Type>
<State>?</State>

</LinkAdd>

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 |ID 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

<LinkDelete>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Objectl>?</Objectl>
<Keyl>?</Keyl>
<Object2>?</Object2>
<Key2>?</Key2>
<Type>?</Type>

</LinkDelete>

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.
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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

<LinkDeleteAll>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>
<Key>?</Key>

</LinkDeleteAll>

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

<LinkList>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>
<Key>?</Key>
<Object2>?</Object2>
<State>?</State>
<Type>?</Type>
<Direction>?</Direction>

</LinkList>

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.

State State of the links, usually valid.

Type Optional restriction of the link type.
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Direction Optional restriction of the link direction (Source or Target).

Link: :PossibleLinkList Request Template

<PossibleLinkList>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>

</PossibleLinkList>

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

<PossibleObjectsList>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Object>?</Object>

</PossibleObjectsList>

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

<PossibleTypesList>
<UserLogin>?</UserLogin>
<Password>?</Password>
<SessionID>?</SessionID>
<Objectl>?</Objectl>
<Object2>?</Object2>

</PossibleTypesList>

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.
Object2 Object where the link points to.
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12.1.3 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.

<LinkAdd>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<SourceObject>Ticket</SourceObject>
<SourceKey>1</SourceKey>
<TargetObject>Ticket</TargetObject>
<TargetKey>2</TargetKey>
<Type>Normal</Type>
<State>Valid</State>

</LinkAdd>

2. The server response should be something similar to this one.

<namespl : LinkAddResponse>
<Success>1</Success>
</namespl:LinkAddResponse>

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.

<LinkDelete>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Objectl>Ticket</Objectl>
<Keyl>1</Keyl>
<Object2>Ticket</Object2>
<Key2>2</Key2>
<Type>Normal</Type>

</LinkDelete>

2. The server response should be something similar to this one.

<namespl :LinkDeleteResponse>
<Success>1</Success>
</namespl:LinkDeleteResponse>

Remove All Links

This example will show how to alternatively remove the previously created link (and all other links of this
ticket), using the L.ink: : LinkDeleteAl1l generic interface operation.
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1. Send the following SOAP request to the OTRS system.

<LinkDeleteAll>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Object>Ticket</Object>
<Key>1</Key>

</LinkDeleteAll>

2. The server response should be something similar to this one.

<namespl :LinkDeleteAllResponse>
<Success>1</Success>
</namespl:LinkDeleteAllResponse>

Show All Links

This example will show all links of an object, using the Link: : LinkIList generic interface operation.
1. Send the following SOAP request to the OTRS system.

<LinkList>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Object>Ticket</Object>
<Key>1</Key>
<State>Valid</State>

</LinkList>

2. The server response should be something similar to this one.

<namespl:LinkListResponse>

<LinkList>
<Direction>Source</Direction>
<Key>2</Key>
<Object>Ticket</Object>
<Type>Normal</Type>

</LinkList>

<LinkList>
<Direction>Source</Direction>
<Key>3</Key>
<Object>Ticket</Object>
<Type>ParentChild</Type>

</LinkList>

<LinkList>
<Direction>Target</Direction>
<Key>4</Key>
<Object>Ticket</Object>
<Type>ParentChild</Type>

</LinkList>

</namespl:LinkListResponse>

Show All Possible Links

This example will show all possible link types between objects, using the Link: :PossibleLinkList
generic interface operation.
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1. Send the following SOAP request to the OTRS system.

<PossibleLinkList>
<UserLogin>johnsmith</UserLogin>
<Password>Secretl123</Password>

</PossibleLinkList>

2. The server response should be something similar to this one.

<namespl :PossibleLinkListResponse>
<PossibleLinkList>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>
<Type>Normal</Type>
</PossibleLinkList>
<PossibleLinkList>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>
<Type>ParentChild</Type>
</PossibleLinkList>
</namespl:PossibleLinkListResponse>

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.

<PossibleObjectsList>
<UserLogin>johnsmith</UserLogin>
<Password>Secret123</Password>
<Object>Ticket</Object>

</PossibleObjectsList>

2. The server response should be something similar to this one.

<namespl:PossibleObjectsListResponse>
<PossibleObject>Ticket</PossibleObject>
</namespl:PossibleObjectsListResponse>

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.

<PossibleTypesList>
<UserLogin>johnsmith</UserLogin>
<Password>Secretl123</Password>
<Objectl>Ticket</Objectl>
<Object2>Ticket</Object2>

</PossibleTypesList>

2. The server response should be something similar to this one.
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<namespl :PossibleTypesListResponse>
<PossibleType>Normal</PossibleType>
<PossibleType>ParentChild</PossibleType>

</namespl:PossibleTypesListResponse>

12.2 k45 N\ A At

AR EATIRSS N GG

12.3 SN A

AL EATINEN GG
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13.1.1 A&
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OTRS -G ¥l g h 1K A F (0 44 Bk
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15.1 %3 53 9L
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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

Kl 16.1: 358 g s e o

i AT BSOS, WL PR AR S o TR RT DR AT R R A
L ILSCHT R AT LEAR

Deployment Details

Created: 07/29/2019 11:.00 (Europe/Budapest) by Admin OTRS

Comment: Enable responsible feature to add one more agent to tickets
Ticket:Responsible

Enabled

Kl 16.2: HEVEN BT

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

K 16.3: A& =5
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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

K 16.4: T S bR
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cHAPTER 17

System Monitoring

This module implements a basic interface to system monitoring suites.

M A network monitoring system, such as Nagios, Icinga2, HP OpenView or similar, capable of sending
out events via emalil is required to use this package.

For Nagios, it works by receiving email messages sent by a network monitoring suite. New tickets are
created in case of component failures. Once a ticket has been opened messages regarding the effected
component are attached to this ticket. When the component recovers, the ticket state can be changed or the
ticket can be closed. If an open ticket for a given host and service combination exists, all mails concerning
this particular combination will be attached to the ticket until it” s closed.

For Icinga2, it works by specifying a host and a service in ticket dynamic fields. This combination of host
and service is used after a ticket lock is set to generate a HTTP request which is send to the configured
Icinga2 host (please see configuration chapter). In Icinga2, this request is used to create or to confirm new
incidents.

e RS B bk E
» No service package needed
OTRS # i BlLas b (1A 4%

» SystemMonitoring

17.1 %30 5 9L

AT LG AT 05 PO S R B DI RE .
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17.1.1 Control Flow for Nagios

The following control flow illustrates how mails are handled by this module and in which cases they trigger
which action. Pretty much all checks are configurable using the regular expressions given by the parameters
listed below.

» Mail matches FromAddress?
— NO — Continue with regular mail processing
— YES — Does a ticket with matching host and service combination already exist in OTRS?
* NO — Does state: match NewTicketRegExp?
- NO — Stop processing this mail (silent drop)
- YES — Create new ticket, record host and service, attach malil
* YES — Attach mail to ticket. Does State: match CloseTicketRegExp?
- NO — Continue with regular mail processing
- YES — Change ticket type as configured in CloseActionState

Besides of a few additional sanity checks this is how the system monitoring module treats incoming mails.
By changing the regular expressions it should be possible to adopt it to different monitoring systems.

17.1.2 Icinga2 Acknowledge
A new ticket is created with values in the specified dynamic fields which are needed as combination of host
and service for the communication to the Icinga2 host. After this newly created ticket is locked to an agent,

a HTTP request is send to the configured Icinga2 host. In the Icinga2 host a new acknowledge is created
or an existing one is confirmed.

WA E Bk

After installation of the package some new dynamic fields will be added to the system, which are required
for working this package properly.

This package adds three new dynamic fields to the system.

%451 Do not delete these dynamic fields. They are required to work the system monitoring package
properly.

HHIBNA T B
SystemMonitoring HostName This dynamic field will store the host name comes from the system moni-
toring suit.
* Internal name: TicketFreeTextl

» Type: Text
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+ Object: Ticket

SystemMonitoring ServiceName This dynamic field will store the service name comes from the system
monitoring suit.

* Internal name: TicketFreeText?2
» Type: Text
» Object: Ticket

SystemMonitoring StateName This dynamic field will store the state name comes from the system moni-
toring suit.

 Internal name: ArticleFreeTextl
» Type: Text
+ Object: Article

17.2 k55 N\ 3 A
AR EA RSN S«

17.3 SR A A

AN BA NN A
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my SResult =
Data => {
TicketID => 123,
ArticleID => 123,
}I
)i

SInvokerObject->PrepareRequest (

# data payload

# optional

WHREPER

{

Data => {
Ticket => {
Title => 'some ticket title',
Queue => 'some queue name',
Lock => 'some lock name',
Type => 'some type name',
Service => 'some service name',
SLA => 'some SLA name',
State => 'some state name',
Priority => 'some priority name',
Owner => 'some user login',
Responsible => 'some user login',
CustomerUser => 'some customer user login',
PendingTime { # optional
Year => 2011,
Month => 12
Day => 03,
Hour => 23,
Minute => 05,
}I
}!
Article => {
SenderType => 'some sender type name',
AutoResponseType => 'some auto response type',
From => 'some from string',
Subject => 'some subject',
Body => 'some body'
ContentType => 'some content type',
—and Charset is required
MimeType => 'some mime type',
Charset => 'some charset',
TimeUnit => 123,
}!
DynamicField => [
{
Name => 'some name',
Value => 'Value',
—the dynamic field
}
#
J!
Attachment => |
{
Content => 'content'

ContentType =>

Filename

b
#

=>

'some content type'
'some fine name'

optional
optional
optional
optional

H R R H

He

optional
# optional

# optional
# optional
# optional

# ContentType or MimeType,

# optional

# optional

# value type depends ong

# base64 encoded
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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.

104 Chapter 18. ¥ fife)F
Settings for incoming response data

Bamnta Tirkaet i dvnamie fiald:



OTRS Feature Add-ons Manual, % i 8.0
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<Ticket>
<DynamicField>. .</DynamicField>
</Ticket>

FH/Eg

<Ticket>
<Article>
<DynamicField>. .</DynamicField>
</Article>
</Ticket>

WINT RE M &% GenericInterface: :Invoker: ::Settings: :ResponseDynamicField, 1EN
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19.1 7 51 ¥

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 -

19.1.1 - H
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$'

RGN FNEAE D AND 2545 DRIHS T S 0, T 8l 75 3 SR R4 F AN 7 7 4 UG BT, DA
2] Junk A .

BN LR F T @M Ticket : i <Attribute> B H ) JETE CustomerUser: : <Attribute> o

19.2 R4S N\ A At
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19.3 ShAEN B3 7 1

AL EATINHEN GG
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