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AR ITIL AU R A > B8 L AL 2 R BE (A5 K, OTRS:ITSM #lt A REIA 2 ik IT ik 554 2110
KPIC SCEESUHRRR D T H AR -

TEIENAZ TR IZFE AN s B ITIL S0 H 3 W w5 2R R KA a]) o e AT 3E B A 42
SEMAANT AL o AR FRATERR B, — ARG M SEIL ITIL X551 ITSM T H ay LAFE B35 45 I () R 6
RN 2% TR R SRS SCRFAT B TP I 21 SU B (K A2

A OTRS:ITSM &7 ITIL V3 SE .

OTRS::ITSM SCHFLL T IhREAR » IXLL D REMIRAEE % 7 ITIL SEHift 25— BBt
© FoE R
o] R A
o g5 g B
o AREE R
o PCCE T RIH

52 A SR NI B AR BRI VR A 838 W] LAAE 1 T I B 4R 3 o 3E AR OTRS:ITSM B Fw # e L %
e, BAFRI AR ITIL AR 38— .

vEf#: The ITSM packages are installed into OTRS by the Customer Solution Team. In case of On-Premise
systems, the customer can install the packages from the package manager, when the Customer Solution
Team added the selected packages to the repository. To install a package, please contact the Customer
Solution Team via support@otrs.com or in the OTRS Portal.
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CHAPTER 2
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General Catalog Management

a« General Catalog Management
Actions List
[ +] Add Catalog Class CATALOG CLASS

P 1 JE ] H S
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EHLE T H %

A EAI— N HREE

1. R ZE MDA ) A0 H sk FRA%EH
2. BB

3. i TRAFFEHL -

Add Catalog Class

# Catalog Class:

« Name:

valid

Save or Cancel

2: NI H SRR DR

ks TEMNRG IR H K .

SUREIE IRy AR BT B B O TRl N ROk A EAT -
A H SR

1. WHRIBIR LR HRE .
2. i ZEMEAAEI AN H kI AL -
3. HEMIHTBL

4. riah ORAFEHL -

Add Catalog Item

TSM::CorezincidentState

x MName:

valid

Save or Cancel

Pl 3: I H SR IR R

A
e

D GIEMAR G ER H ORI

HUREIE IR A7 28 PEIE TR E o ol I T ORI e
A7 E G A H ORI
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1. MWHSRRFIR PRS- HRE
2. JEFEH RIBIZR A H I .
3. BB -

4. i PRAF R DRAT TS A%

Edit Catalog ltem

[TSM::CoreincidentState
#MName: | Operational

valid

Save or Save and Finish or Cancel
4: e H SR I 4

HeRRBE

AP, ATLAE A LU BEE - ARy AL S 17 BUR IR B .
HRIE ™ HRSEIAHR o HRSERE s A H SRR R+

PRR* ZEAINBISE A H SR T4 o T DRI T B R AR TR A, RS RS o SR
K WoRAE HOR UKL SR

ARME > WE BTN ARNE o AURIE T BOR BN ARG WA BT AT E OTRS F ] o Rt 7 Beist
B TCRE I AR AR L BRI AL
VERE 1 BRI B NS B o i TSI T, SR Z Rt BUE S N A e R ) TR B U .

H R

AL BEUE  ATRMER DU R BEE o bR S I T BOT I T B .
HakE HRERAPR o /Lo B3 .

ARR > ZAINBIZE P SR IUAAR o ] AR B i AME TR AL AT 3K P REA A, o HFR
K W AE SR IR SR

ARNE * PR IR BRI AT o WRIE T BOR B ARG AR BEE BT A AAE OTRS A ] o K b7 Bris
B JCRE I R AR L BRI KA

VERE RIS A S o D T EEINE M, SR 2R BURTE N A e R A T R B .

2.2 x5 N\ gt

AR EATIRSS N G5
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CHAPTER 3

ITSM #%L

EANRAFAISIN T ATIL SEBLI A JLRR AR B 75 R S RS AR T RE o

1A This package requires the il /] [ 5% feature.

= AR

A LA PR O3 S Tl B D g

311 THRE

CRAFA )T, B S PR gt AR o AN RSSO DRI RIS BRI RE T R B .

3411 KRR S e
e R PR SR S DUSCSUERE o A RBRRA T TR BN BEUE B et o

Priority allocation

IMPACT /CRITICALITY = 1VERY LOW 2Low 3 NORMAL 4 HIGH 5 VERY HIGH
1 very low 1 very low 1very low 2low 2low 3 normal

2 low 1 very low 2low 2low 3 normal 4 high

3 normal 2low 2low 3 normal 4 high 4 high

4 high 2low 3 normal 4 high 4 high 5 very high
5 very high 3 normal 4 high 4 high 5 very high 5 very high

Save or Cancel

B RRE e g
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3.1.1.2 RS GUPMX
525 B DU BELGR e AT AE. TSRS B AL IR 55 200 DS Be b 2

Add SLA
* SLA:
Type: | Availability
Service
Calendar
Escalation - first response time (Motify by )
(minutes): 0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - update time (minutes) (Motify by )]
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - solution time (minutes) (Motify by )

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

Minimum Time Between Incidents
(minutes)
* Validity: = valid
Comment

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

Save |or Cancel
20 ISR SS GNP i B

H 55 2 ) B

UL LA AP L 0 OIS S B SR RS O LA T B Ao R o T B2 5 07 A
i«

K RIS AT . TREIEDR E1 AR P LN 5

SRR 1 M6 ) T DAL SCIF -2 0 B T

3.1.1.3 %
S5 B S vl AE T B IR AR rp 3 3]
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Add Service
* Service:
Ty pe Back End

1 very low

# Validity: =~ valid
Save or Cancel

Kl 3: IR Bt 4
A5 e e

K HL LA E AR GV I ) A2 B o Al B R T DA BB T P R o bt RS ) BUR

KM EFERSSHIRAL o AT REMIELR B AN ARSI B I H o o
ROE EFRSIR UL o FTREIAER A ARSI H] o .

3.1.2 fi/ L AR

GAABAPALIT K5 RGN — R4

3.1.21 4

VAT » B0 RGN —NFTAL . AU B BRACAE S L AUR G410 4Beh TR
Btk

ARG RESTRINLL T4
itsm-service FT V545 N 53 LTI ITSM k55 B %040 «

FERR BRI OLT B R B P root@localhost D Vs N EZZE ) rw BURE o

Z
TEA A P BCE R AR, R A DL G |
< kRSN A
< K4l
« KPHP A
< Mt A
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_ Group Management
Actions
Add Group

Filter for Groups

Just start typing to filter...

Hint

The admin group is to get in the admin area
and the stats group to get stats area.

Create new groups to handle access
permissions for different groups of agent (e. g.
purchasing tment, support department,
sales department

t's useful for ASP solutions

3.1.3 Wi HEhML

LEAPNR)E . — 2O INEh &7 BUR IR IN B R g b OFE DR BT o

3.1.3.1 FEFE

TN AL G, RS T BRI INBI RS  “Bh 7B Faeal /8 WS AL A sh

TR R

a Dynamic Fields Management

Actions

Ticket

Customer

Brivsh 7B

List (7 total)
NAME COMMENT VALIDITY
admin Group of all administrators. valid
itsm- Group for TSM Service mask access valid
service in the agent interface.
stats Group for statistics access. valid
Users Group for default access. valid

K 4: 155 B

Dynamic Fields List

NAME LABEL
ProcessManagementProcessiD Process
ProcessManagementActivitylD Activity
ProcessManagementActivityStatus Activity Status
ITSMCriticality Criticality
ITSMimpact Impact

5: g7 BUE BT 4

CHAMGED
11/11/2018 15:29
(Europe/Budapest)
11/30/2018 08:37
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)

ORDER TYPE

1 ProcessiD
2 ActivitylD
3 Dropdown
4 Dropdown
5 Dropdown

OBJECT
Ticket
Ticket
Ticket
Ticket
Ticket

ITSMCriticality IXj& AN Muah& B, WH M 1-HARE] 5-# 15 SUE S0
ITSMImpact X& M Mahd& 7B, WaH M 1-BARE] 5-H w2 mgon .

3.1.4 RGEH

LA )G, W H R gt 295K .

CREATED
11/11/2018 15:29
|Europe/Budapest)
11/79/2018 08:16
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)
11/11/2018 15:29
(Europe/Budapest)

Fllofll

VALIDITY
valid
valid
valid
valid
valid

DELETE

12
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3.1.4.1 EHH=%

ITSM ¥ AE S H s in 17— 285728 o “TH H R 2

List

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

B T R G BRALH) TH] H fpiterp o

6: NI H SR IRBZR b 4

ITSM::Core::IncidentState 2540 & FH kA «
ITSM::Service::Type I & ARSI .
ITSM::SLA::Type IG5 RSSO .

3.2 Jik55 N bt

AR EE A A BT AR, IR 25 A S8 TR b m] P 35 h
3.21 T
PRERIRAALSG , — e B A B e T sl

3.2.1.1 JFri IR T

G5 AL B M T B v — 2 sl T B .

BB

55 R Tk —NIRS .
45 M sl AT T B — AN IR S5 o L
Z

AR IX B BUSON IAFBL TR LN R E A -

* Ticket:

* Ticket:

3.2.1.2 Qg if T3
GRS

:Frontend: :AgentTicketEmail###ServiceMandatory

:Frontend: :AgentTicketEmail###SLAMandatory

BTN S A T BORAE UL TR R T A .

3.2. kg5 A St

13
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Create New Email Ticket
* From queue: Customer Information
 To customer user: &} none
&
&
[+
* Subject:
[ Customer user ][ FAQ ]
7: FT A TR B
Create New Phone Ticket
« CLStomer user: Customer Information
none
* To queue
[+
# Subject:

[ Customer user | [ FAQ ]

Kl 8: Gt LS T B

14 Chapter 3. ITSM #%.0»
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Briv 7B

MR55 o TS
R S5 GO o TR £ A A 55 G B sl
Z
A EAIR L BUSON T B TR LU RS E B
e Ticket::Frontend: :AgentTicketPhone###ServiceMandatory

* Ticket::Frontend: :AgentTicketPhone###SLAMandatory

3.2.1.3 T HH

CIRAYA )T, A TRTER BRI B 7 BUa Hrp ol - 28R i sh & 7B .
Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!
Cancel & close

w Ticket Settings

»Title: | Welcome to OTRS!

A Submit or [ Saveas newdraft

K 9: A B H

BB

M55 o TGRS
RS ORI o TRk £ — AN 55 2l Bl
Z L
A LR 7 BOSON B TR LU RERC BB
* Ticket::Frontend::AgentTicketFreeText###ServiceMandatory

* Ticket::Frontend: :AgentTicketFreeText###SLAMandatory

3.2.2 Jk%%

g7 YN/ ERCVEI & NIRRT S i S i [ ) L

VR D8 TR Ui IR SSAEHRIRR 8 ZRR e AT i AN 214 itsm-service ' .
FREXARG G APAFOAINIK = IR UL

3.2. JIE4 A Bt St 15
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3.2.2.1 k%
A5 FH o o e mT B R 25 N B T R SR EUIR 5 9136 o RSS2 BRI ] E 12 S RE Y IRSS S rp 33 .

Overview: Service

STATE SERVICE COMMENT TYPE CRITICALITY CHANGED
. . 12/06/2018 16:02:08
Backup and Archiving Demonstration  1very low )
(Europe/Budapest)
— . 12/06/2018 16:02:08
Communication Demonstration  1very low
(Europe/Budapest)
. 12/06/2018 16:02:08
Desktop Management Demonstration = 1wvery low )
(Europe/Budapest)
. ) 12/06/2018 16:02:09
Deskfop Productivity Tools Demonstration = 1very low
|Europe/Budapest)
i . ) 12/06/2018 16:02:09
File / Print Demonstration  1very low )
|Europe/Budapest)
. 12/06/2018 16:02:09
Helpdesk Demonstration  1wvery low
(Europe/Budapest)
. . 12/06/2018 16:02:10
[T Operations Demonstration  1very low !
(Europe/Budapest)
Identity and Access . 12/06,/2018 16:02:10
Demonstration 1 very low
Management (Europe/Budapest)
. 12/06/2018 16:02:11
Internet Demonstration = 1very low !
(Europe/Budapest)
. 12/06/2018 16:02:11
Metwork Access Demonstration ~ 1very low
(Europe/Budapest)
. 12/06/2018 16:02:11
Remote Access Demonstration = 1wvery low )
(Europe/Budapest)
. 12/06/2018 16:02:14
Standard Desktop Demonstration  1wvery low
|Europe/Budapest)

10: 55 ML Y e

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

Service states can have one of the following three values:
o IEWC SR )
o HE (B )
N AQEARCRD

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

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

16 Chapter 3. ITSM #%.0»
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« If a service is dependent on configuration items, and one of these configuration items has a state
Incident, the service will also get the state Incident.

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

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

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

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

A

Read the chapter about configuration item #£'" to setup the dynamic calculation of service states.
HEER RS IR «
1. s — MRS FTHERIAT «

Service: Backup and Archiving
w Service Information

Back Print Link

Operational
- Service: Backup and Archiving
Demonstration 12/06/2018 16:02:08
1very low (Europe/Budapest)
Admin OTRS

w Associated SLAs 12/06/2018 16:02:08

(Europe/Budapest)

SLA COMMENT TYPE CHANGED
24/7 Availability 12/06/2018 16:12:46 (Europe/Budapest) Admin OTRS
Extended Business Hours Availability 12/06/2018 16:13:33 (Europe/Budapest)

B 1 RS TEA BEE

25 VERS B AT— A A SIS
JRIR ISR IR ] E B
ITEY B PIETIT—A> PDF 30 SRRl & 4T ENHLIARAS o 87T LAORAF 83T Bl PDF SCAF

fE SR RIHTIT OTRS MbsvEREE R o kS5 AT LABER BT LA 5, a0 FAQ 303« k9%« THak
BCEI o ] DUAE IR AR A PREAT B4 o

Jit i R A s AR SR K IR 25 ) S o W SR B AR 55 G US> AT T IR 55 200 P A D

3.2.2.2 RS Z X
A FH A B T LA R 55 N 5% i P SR EBUIR 25 00 DR8I o SLA SIEFRISURTE A K ik 552 4
2.
B EEE RS PO R PN -
1. w5 2 I AERIAT
Hi 25 OM PR SR AT — A S

3.2. JIE4 A Bt St 17
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Manage links for Service 'Backup and Archiving'
Close this dialog

Create new links

FAQ

Q, Start search

12: BER S5 e

Overview: SLA

SLA COMMENT TYPE CHANGED
2407 Availability 12/06/2018 16:12:46 (Europe/Budapest)
Extended Business Hours Availability 12/06/2018 16:13:33 (Europe/Budapest)

13: SLA M55

JRAR s R IRGR A B
ITED BESRATRHTIT—A PDF 3CAF, SRRt Bl 4T EDHLIIRROA o R0] AGRAF BT BN PDF 30T &
FE BRI B s SRR R S5 o WAL R SS » REAT IR 55 RN DR o

3.3 HMEBA GG

AL EATINEN G T

18 Chapter 3. ITSM #%.0»
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SLA:24/7

Back  Print

- SLA:24 [T

Availability

Calendar Default

COMMENT

First 0 minutes

0 minutes

0 minutes

Minimum Time B 0 minutes

Comment:
w Associated Services
STATE SERVICE
Backup and Archiving

Communication

Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

IT Operations

Identity and Access
Management

Internet

Metwork Access

Remote Access

Standard Desktop

TYPE

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Demonstration

Kl 14:

CRITICALITY = CHANGED
12/06/2018 16:02:08
Lvery low
(Europe/Budapest)
12/06/2018 16:02:08
Lvery low
(Europe/Budapest)
12/06/2018 16:02:08
Lvery low
(Europe/Budapest)
12/06/2018 16:02:09
1very low
(Europe/Budapest)
Lvery low 12/06/2018 16:02:09
o (Europe/Budapest)
s 12/06/2018 16:02:09
v (Europe/Budapest)
12/06/2018 16:02:10
Lvery low
(Europe/Budapest)
12/06/2018 16:02:10
Lvery low
(Europe/Budapest)
12/06/2018 16:02:11
Lvery low
(Europe/Budapest)
12/06/2018 16:02:11
Lvery low
(Europe/Budapest)
12/06/2018 16:02:11
Lvery low
(Europe/Budapest)
12/06/2018 16:02:14
Lvery low
(Europe/Budapest)

JIR 55 B S B

* SLA Information

I 12/06/2018 16:12:46
(Europe/Budapest)

by: Admin OTRS

12/06/2018 16:12:46
(Europe/Budapest)

/: Admin OTRS

3.3. AMHBA DA FHIH

19
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ITSM 2g 5 & 7

MRS ITIL, AR PR — MRS Fe i B G H R4 B IT ARG, AR SORSRN 28t E RITVF ] Ji ) 5
it o & H AR i KRB0 1T RER AR ) DTS2 s R T X S B AR 55 (R SRS, XS8R mi2 i 1
o B AN S 14 4 B el ety S 20

OTRS::ITSM [yt 75 ZERN R IF AT RIAE S o FERORSIZ /T 2008 AR A PRARE (K G B2 38 1
PTG I TARSRE « FEAR iR T - OTRS:ITSM A ) SE LA A2 55 ORI BT 1T PRGOS e 5 4 22 e
(KIHBF R 55 4% o

T AT 2 A TR 41> Ik OTRS:ITSM fe VAR R B e SUE R 0L 5% IXSERERRA T
EHR% -

Hf#: This package requires the i /il [ 5% and the ITSM 140> features.

4.1 TR

KB TG )5 B G S ] R T RE .
411 T HIXE

LAEARIRAAL G, £s)a) T RN INEZR M RC .

41.1.1 K8

KRG TSR T TR B BB
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« Type Management
Actions List
Add Type NAME VALIDITY CHANGED CREATED
RfC valid 11/29/2018 08:37 (Europe/Budapest) 11/29/2018 08:37 (Europe/Budapest)
Unclassified valid 11/11/2018 15:29 (Europe/Budapest) 11/11/2018 15:29 (Europe/Budapest)

Filter for Types

Just start typing to filter...

B

RfC JH T AZA T iER AR T8 .
4.1.2 H/ . ARt
ARG » RESRIN—LH4A .

41.21 4

AR BEAE PTG 0) A PRI T A (AR U MRS o ARG » RSTS84 AU bR R T
AEDANNE 1SR ARGk SN O iR 851 L

_ Group Management
Actions List (T total)
Add Group NAME COMMENT VALIDITY | CHANGED CREATED
11/11/2018 15:29 11/11/2018 15:29
admin Group of all administrators. valid 114 111
e —— (Europe/Budapest) (Europe/Budapest)
‘ g it h Group for [TSM Change mask lid 11/30/2018 10:03 11/29/2018 08:37
itsm-change . . vali
Just start typing to filter... access in the agent interface. (Europe/Budapest) (Europe/Budapest)
itsm-change- 11/30/2018 10:03 11/29/2018 08:37
Group for ITSM Change Builders. valid
builder (Europe/Budapest) (Europe/Budapest)
Hint itsm-change- 11/30/2018 10:03 11/29/2018 08:37
E Group for ITSM Change Managers. ~ valid 0ET, 2
manager (Europe/Budapest) (Europe/Budapest)
K . Group for ITSM Service mask . 11/30/2018 08:27 11/29/2018 08:16
itsm-service . . valid
access in the agent interface. (Europe/Budapest) (Europe/Budapest)
11/11/2018 15:29 11/11/2018 15:29
stats Group for statistics access. valid Yy vy
(Europe/Budapest) (Europe/Budapest)
11/11/2018 15:29 11/11/2018 15:29
h : users Group for default access. valid i 111
t's useful for ASP solutions (Europe/Budapest) (Europe/Budapest)

P 20 2] 45 B R

B

BIRAYA)T, RERBIMUL T4

itsm-change %21 (1) 1 b3 W] LA 1) 28 A BRABE TR o RS BITAT W A6 1) AT IR 25 N A 70 B i 40 o SX 28]
SR AR BT AS A AR
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itsm-change-builder %41 [ i i3 v LLE ZR 40 Hh B 8T (1) A2 SR TAR R A o Mhd nl LA Br 7 A8 s R 1A
FRA o IXECH] AT LG A i A S ) i N AR TR T AERR A, B O SO AR T AN N T ) AR
HRITAERA

itsm-change-manager %1 1)1, 51 ] LAAE R G0 GBI A48 SER1 TAESR S o bl nl LAER A7 28 SR T AR
B2 o IXEEH] i) DL g DT A A TEAN AR 4 .

VEfR: BRAERR . TR A ( root@localhost ) BN E 41 rw AR .

Z .
b oAb B AR > 1R A DL OGHK .
< RS ADT A
P OA
s KPHP A
- it 4l

4.1.3 JEAEFE
AR > R B ST PP A R S 44 T LA — AN

4.1.3.1 ITSM 7% 5 511

{FH M BE SRR ITSM AR @B AN B REE o LREARRME)G, S RGEHRMNLAE R o [TSM AR 5 50145 1
FEEAL T BAERIBE AL ITSM A8 538 fnpsidrp

L ITSM ChangeManagement Notification Management
Actions List
[+] Add Notification Rule NAME EVENT ATTRIBUTE RULE RECIPIENTS VALIDITY COPY DELETE
ted ch M A .
requeste Changeadd angeManager, valid
changes ChangeBuilder
Ch M. g
ChangeBuilder . I .
o ChangeUpdate ChangeBuilderiD g ChangeBuilder, valid
update
= OldChangeBuilder
ChangeManager ChangeManager,
6 g ChangeUpdate ChangeManagerID & & valid
update OldChangeManager
ChangeBuilder,
Changelnitiators,
approved
" ChangeUpdate ChangeState approved CABCustomers, valid
changes

CABAgents,

3: ITSM A% 5 38 445 B f 4%

EELITSM A2 55 40

FrEAIN—A ITSM A8 T 40 -
- ZE AT S I A4 A o
2. HEWIHTFE .
3. rii TRAFHHL
B ITSM A8 53 38 41

41, EH AL 23


mailto:root@localhost

OTRS::ITSM Administration Manual, % 1 7.0

Add

* Name:

# Event:  ActionAdd

valid

B 4: s ITSM A2 538 %11 e

1. miili ITSM ZZ B AN 51 L i —A ITSM AZ 538 40 .
2. BB .
3. sl PRAFEL ORAFIT 8 AR .
Edit
« Name: approved changes
« Event: = ChangeUpdate
ChangeState

approved

CAB Agents CAB Customers and 3 more...

valid

inform recipients that a change was approved

5: Sl ITSM AL 550 51 b %%

A EEMER—A ITSM A2 53 401 -
1. niili ITSM 22 B3 S 4 2 v (B 0ok B e o
2. widi #IAEHL .

AL ITSM AR S5 41 -
1. miili ITSM 22 53 & 812 rh (K = A A

ITSIM 72 5 3 51 ¥ .

A IR L BRI, TR DU B o bR S I T BOR I B .

24
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List
MAME EVENT ATTRIBUTE RULE RECIPIENTS VALIDITY COPY DELETE
requested ChangeManager, .
q ChangeAdd 2 ) 2 valid
changes ChangeBuilder
ChangeManager,
ChangeBuilder . . e ' e '
e ChangelUpdate ChangeBuilderID ; ChangeBuilder, valid
u )
P OldChangeBuilder
ChangeManager ChangeManager, .
: : ChangeUpdate ChangeManageriD ~ * 2 2 valid
update OldChangeManager
ChangeBuilder,
Changelnitiators,
approved )
hanges ChangeUpdate ChangeState approved CABCustomers, valid
C
5 CABAgents,
WorkOrderAgents

Kl 6: JHIBR ITSM 72 5 1 e

BRI ITSM A2 530 A1 &

Add

* Name:

% Event: | ActionAdd

valid

7: ITSM ZE @ 400 & - A
R IEBIRRI A FR o 0] DAFE S B P R AT 2RI ) 45, B KRS FRER 2SR o ZFRK R e
o
FE > AT DUAE B AR 3 R fid 2 bl R A
JEME %I H N 1% T I B
KU BN, BE R BT
Wt N S T DAAE I B 1 B AT DU 40 i 41 .

AR BEE LTI RNE o W R BU BN AT AR BRI R AT AAE OTRS AR o H5b 3 Bzt
By TERE i I TR AR L E BB IR A

VERE IR B I TR R o O T R UUR LR T B S i A e B T R B L, DA TR
(ERERTAZ R e L

41, EH AL 25
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w Motification (Agent)

w English (United States)

* Subject:

x lext

B I U

Format b Faont =

K 8: ITSM A2 B Sl v . - F T g A 52 g3

[ Source

26
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WA C RS AR D)

AT LA FA A A 32 U 1 SCSCA R R 5 A DB A i) A A o BT LLE SGR & T OTRS & HEdric i)
B SUR AR -

TR OREE TR S AL .
IESC* RpE T 5 FIASHAE IE SO
AINIBRNTE 5 LEFE NS k2L 5 La A AL A -

Bt fF DefaultUsedLanguages % & H M BR © A 18 501 SCAS (R 5 K A A0 SCAR TR « Wi R4 -
AT HBLER A AT 8 P SRR R T AT DU BRAH . A 40 SCAS C WA FE TR ),

W &)

w Motification (Customer)

w* English (United States)

* Subject:

* Text:

B I US

Il
e
m

[

Format

T, | [0 Source o

K 9: ITSM 2 i@ 4n i & - FF %) /i@ 4n
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AT LA AT A AR 32 R 1 SCSCAR R RERE 5 8 DB A i) 2 ZEA A o BT LUOE SGR & T OTRS & Hgdric i1
HASCAR AR

Fo R E TR AL 3
IESC* R v 5 AL IESCOA
A AN 5 RS INIR LT 5 DL G A AL T %

ey 78 DefaultUsedLanguages ¥ & H M 55 A T80 40 SCAS (138 5 8 A A0 SCARTCVEAEH « iR R4 -
WA IRECAEAT i FHERPE TS > R DA R AF S (38 S0 SCA C an SRR EE .

ITSM A5 5 i 40 4% i
A AAE TR TE A A AR R o EAE R EER . FROh OTRS Ar25 48 ki 4 OTRS &4t .
Z:

TERL A AT A, DAIREUATAE ITSM AR 55l &b i FH 1) OTRS #2841 .
%4, A% H <OTRS_CHANGE_ChangeManager> 3 N T LI, ARUFFRRE SN HNE .

Change manager: <OTRS_CHANGE_ChangeManager>

B, XAPRBEY TN -

Change manager: John Smith

4.1.4 RGE M

LA )G, TWH H R gt — 295K .

4.1.4.1 i Hx
ITSM ZZ J345 BRAE ST H g in 17— 283026 o i H S BB T REUA B4R 8 H kit o
List

CATALOG CLASS
ITSM::ChangeManagement:Category
ITSM::ChangeManagement:Change:State
ITSM::ChangeManagement:impact
ITSM::ChangeManagement:Priority
ITSM::ChangeManagement:WorkOrder:State
ITsM:ChangeManagement:WorkOrder:Type
ITSM::CorezincidentState

ITSM::Service:Type

TSM:SLA:Type

Kl 10: @ B 28510 R b4
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ITSM::ChangeManagement::Category 27| M-S0 5200 (Lot 2 FERE A F 200 i sk .
ITSM::ChangeManagement::Change::State R% A ETERANL TAEH R TR .
ITSM::ChangeManagement::lmpact 5207 U2 E 80 520y Dot SR A )5 m ) sk o
ITSM::ChangeManagement::Priority {562 RS 250] 52 O0sedt SRR P AT I AL 2e 4k o
ITSM::ChangeManagement::WorkOrder::State 615k AN FPAd 1 TAEFE AR -
ITSM::ChangeManagement::WorkOrder::Type 12560 & 7E/TSM 25 i i FH i) TAFHR 455 .

R He R HITSM L AR .

4.1.5 BHIKE
RIS > AR B A G PR PSR 4 A R

4.1.5.1 F5 m A

FEFHUEBE AR BIS) sem DUSCOERE o R RA T AW BN 25w ULt .

Priority allocation

IMPACT / CATEGORY | 1VERY LOW 210w 3NORMAL 4HIGH SVERY HIGH
1 very low Lverylow Lvery low 2low 2low 3normal |

2 low 1verylow 2low 2low 3norma L 4 nigh

3 normal 2low 2low 3norma L 4high 4high

4 high 2low 3normal 4high 4high Svery high
5 very high 3normal | 4high 4high Swvery high Svery high

Save or Cancel

SIRRHEAIIS - AR U
AR AR S AN e SRS IS5 2 vH S AR SE ORI T S INAZ SR G 484 5 R

4.1.5.2 JJREHL

OTRS:ITSM HATIRZEHL » T N AR LA T AR 2 5 SCAH RCREATAT RE M 45 RURZ
A U5 A BRI o RASHUVE B BR300 T A2 S B B AL RSP

a Admin State Machine
Actions List
CATALOG CLASS OBJECT NAME
Add a state transition ITSM::ChangeManagement:Change:State Change
ITSM::ChangeManagement:WorkOrder::State WorkOrder

P 12: RSP B %5
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B BLRASHL

WREHA] BE R 5 RORZR I E SN el o /2 OTRSEITSM w1 KRR N — 43K o
AN B e 4«

1. WIEMEARER) SR AN AP P SR B e e RS L

2. IINEZIT AR (e e pade$— IR .

3. JEFEIVHL B M EARES

4. pidi ORAFE ORAFIFSE A% AL

Add a new state transition for ITSM::ChangeManagement:Change::State

Save or Save and Finish or Cancel

13: IR AR 5 4

ARG A
1. RS HIR T AR -
2. Huali —DNEARATK o
3. BN AMIRE .
4. withh ORAFE ORAFIFSE A% AL

Edit a state transition for ITSM:ChangeManagement:Change:State
tate: "START®

requested

Save or Save and Finish or Cancel

14: G BERARAS el e

AR AN e e
1. ARSI T AR -
2. midie Rt e — H P R R R
3. Fh A LI 2 .

AR FREHL

PRt e T DL N IR AR A el
BEEIRSHUELS, 3 PR ESHIA R I ITSM::ChangeManagement::Change::State i .
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Delete

Do you really want to delete the state transition: requested + rejected?

No Yes

15: MHERARE He 4 e 4

canceled
requasted

pending pir

16: A HURAH LB
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Overview over state transitions for ITSM::ChangeManagement:Change::State

STATE NEXT STATE DELETE
*START® requested

requested rejected i
requested retracted i
requested pending approval i
requested in progress ]
pending approval rejected ]
pending approval retracted ]
pending approval approved ]
rejected *END* ]
approved retracted ]
approved in progress Z]
in progress pending pir Z]
in progress retracted ]
in progress failed i
in progress successful ]
in progress canceled ]
pending pir failed ]
pending pir successful ]
successful *END* ]
failed *END* 2]
canceled *EMD* ]
retracted *END* IE]

K 17: AR TR L e
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Z W,
A FOIRASH LIRS ZE R T H o TP ITSM::ChangeManagement::Change::State 255 X .

TARFRREHL

PRUE 2R T LU B AR A p i3

ready
accepted
in ress
closed
ncgled @
cr d

Kl 18: TAEFR AR
BEEIRSHUIEES, 37 S dRIRASHIA R 1 ITSM::ChangeManagement::WorkOrder::State 1 .

Overview over state transitions for ITSM::ChangeManagement:WorkOrder::State

STATE MEXT STATE DELETE
*START® created
created accepted
created canceled
accepted ready
accepted canceled
ready in progress
ready canceled
in progress closed

in progress canceled
closed *END*
canceled "END”

Kl 19: TAEFR 2 IRASHUE:
Z: .
TAEFE A RASHURPRASTEE ] [ 5% hf) ITSM::ChangeManagement::WorkOrder::State 254 5& X .
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4.2 o5 N i

AT SRR AR IR 2 N B R T PR

4.2.1 ITSM “& 51
ZHAPN)E > MRS DI HTA R AN .

M TR U5 ITSM A SRR 85 SR AR T4 D B RS I 14 itsm-change ™ .
FRREF ARG, ABAF OB I B0 T I

ARSI C AP A LTI TARSR 2 ) I N I s IR Rt T A iR «
1. B
2. BT EI TARR 4
3. A SCRAFANERAR «
4. PAT DA

4.21.1 HEW

URBf AR AL T AR AR

Overview: ITSM Changes: All

m requested 1 pending approval 0 rejected O approved O in progress 0 pending pir 0 successful 0 failed 0 canceled 0 retracted O 3
I-Lofl
STATE ¥ CHANGE# CHANGE TITLE CHANGE BUILDER WORKORDERS ~ CHANGE STATE PRIDRITY PLANNED START TIME PLANNED END TIME
2018121010000013 New employee Admin OTRS 0 requested 3normal

K 20: ITSM 25 5 57 5t 5
AT DLIE I B M N A B R R RS A RO R AR T . T —ANIE T T oK A T A RS AT
B RN ENRE AR E G .

Z

152 WS ITSMChange: :Frontend: :Agent ITSMChange###Filter: :ChangeStates LT X K7
Yo AR JESS I TAEFR R .

A R RE DT S s AR B A

1. R MESIARREA b A IRA 48 IR

2. IEFERF U R 1) B KA AL

3. sk $EATHAN .
AILGE R RGERCE E L Bos &M o SRR R YEAERA o o ATRER) R -
ActualEndTime SEPR&5 AN TA] A2 51 ST 50 ) H BRI E]
ActualStartTime SEZFRIFFUAINTA] 455064 51K H AT ] o
Category K| ARTH PR B
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ChangeBuilder ZHOIFH N RHAIE NS .
ChangeManager LRl ARG P L4 .
ChangeNumber A Hi%i's RN T HiS .
ChangeState WHURA AR .
ChangeStateSignal RHURAME S RHREIIRRL, SR hagmT .
ChangeTime &SN ] A2 5B & X5 H HAFAIN A] o
ChangeTitle WH ARl A HMHLFK o
CreateTime ORI [A] A8 B4 G H IR ] .
DynamicField ChangeFieldName &7 B _ AWHFEHA 5 TAERS KNZIETE .
Impact S0 U HACR .
PlannedEndTime vIXI45 USR] PR B St 56 B 1H AT ) o
PlannedStartTime ilvt42 55Tt 40 H AN TH] .
Priority LB WAL .
RequestedTime i =RIIH] 7/ BAEE 1S H I o
Services k% U T WIS
WorkOrderCount [ /AEFRA%E HILARTAICH TAERA40E .
Z
2 ITSMChange: :Frontend: :Agent ITSMChange###ShowColumns K LERmENE .
AR A TEAE
1. sl —MEHAT .

Change#:2018121010000013 — New employee

w Change Information

Back History Print Edit Involved Persons Add Workorder Add Workorder (from Template) Conditions Link  Template

requested
w [TSM Change - New employee
Toopen links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browser angg
05).

This change is for hire a new employee.

New employees need workstation and mobile phone.
3 normal
3 normal
3 normal

K 21: ITSM 25 5 JE i e

AR VRS BERAT A SIS
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JriR s R IGR A B
Prsl SRS IRET T AN A 1 DL A S g il

History of Change#2018121010000013 - New employee

Cancel & close

History Content
ACTION COMMENT DETAILS WORKORDER | USER CREATETIME
Admin 12/10/2018 12:33:37
ChangeAdd Mew Change (ID=1) - -
OTRS (Europe/Budapest)
Admi 12/10/2018 12:33:37
ChangeMotificationSent  Motification sent to root@localhost (Event: ChangeAdd) - - min o
OTRS (Europe/Budapest)
. Admin 12/10/2018 12:33:37
ChangeUpdate ChangeTitle: (new=New employee, old=) - -
OTRS (Europe/Budapest)
Show Admi 12/10/2018 12:33:37
ChangeUpdate Description: (new=This change is for hire a new [...], old=) D_ - min i
details OTRS (Europe/Budapest)
Justification: (new=New employees need workstation[...], Show Admin 12/10/2018 12:33:37
ChangeUpdate -
old=) details OTRS (Europe/Budapest)

K] 22: ITSM 25 5 J; 5 it e

FTEN S IRAT T —A> PDF 3CfF WoR B RE 4T EDHLAORRAS o 57T LAORAF 84T BTl PDF SCAF
G ESCERIRIT T ASBT R 1 LA AR

Edit Change#2018121010000013 - New employee
Cancel & close

* Title: | New employee

* Description:

B I US|z := E EE =2 E| = W= Q
Format - | Font - sze ~-| A- B- T, [@Souce Q) 3y 98 I
This change is for hire a new employee.
Justification: - = = = = = =
* B I US|z s 2 2 = E|= W = Q
Format - | Font | size ~| A- B~ T, | [®Source ) 9y 98 3%

Mawr amnlnwvaac naan wnrketatinn and mahila nhnna
& 23: gn%E ITSM 7% 5 5 5

FHRN Y AR B DR nDR A D s 2 A2 s
AR PR * R AR T 28 PROBRR 73 Mo i AR S — MR 95 A A o

W JAT IR )E T4 itsm-change-manager IR 5 IR RS AN Gl LLZR i o AR s 267

AR * 5 SCAEBRTE SCARTAS S MRS N B3 o QIR A S 5 oRE E BRI 55 A B AR
GENFA .
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Edit Involved Persons of Change#2018121010000013 - New employee
Cancel & close

Involved Persons

* ChangeManager:

# ChangeBuilder:  "Admin OTRS" <root@localhost=

[ Submit

Change Advisory Board

Apply Template

Add

Current CAB:

K 24: FHRA BB

dff: HATIRLS g T4 itsm-change-bulder 1% 5 HI S5 N 51 A LA Ik AR SR N o

AEHRWZ A - HURRS N AN AN .

AN TARSRA A 2on] DA AR A I TAESR 2 .

AN ERG AL BRI T DME DU IR - Ay S P BUR I BL

PR * MEVEIRIATR o T LB B P MR » K5 RIS« 4B B (e
e

BEHT * G T AR BB T A B TARSR 2 1 A SOAH IR .

TAERSRM & & T /F v & M 2% M. X & K M @ J H ox oo ok
ITSM: :ChangeManagement : :WorkOrder: : Type TE X »

TRIB TR ) £ TAEFR 2 HITHRITT R IR 1) .

VHRIGE RN F) e TARSR2 vk 45 RN ) o

THRI I 80— AMEAT I A7 i DAR 2 TR AR .

PR SOVRBRIAR SS SN SCRY

AN TAEFR e TARHR 2 VRN BRARe L2 BT K90 ST s e IR h 47T

The Work Order Zoom screen has an own menu.

JaaR s IR A B

P S RIET - ASE A A LARRA 1P Ll 5% o

FTEN S IRETIT—A> PDF 3CfF, BoRibhedsid G 3T ENFLAGRRCA o S50] DURAFEGAT B PDF ST
GidE CSCERIRITIT— NPT D DL TARR A .

N RS E) TAERRS W R e i, R AR vH R THAR IS AL o ) 45 SR Th) 5 B b B0 R I ]
RN A R 8 TR .

TARFR MRS N 5y A8 S BRI e 55 N A M4 i T AR o

4.2,
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Add Workorder to Change#2018121010000013 - New employee

Cancel & close
Workorder
* Title:

& Instruction: B I US| = | == d = Q

(]
-
]
s
T
m
It
lth

Format ~ | Font | size | A- - T, | [0 Source ) 9y 99 | 32

waorkorder

12v | 10v J 2018v B3 13v | 17 v

E 12v | 10~ [ 2018 v B av |17y

& Create

K] 25: N TAETE 4 s
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Workorder#:2018121110000011-2 — Provide Workstation

Back History Print Edit
w Workorder - Provide Workstation

ITSM Change

Workorder

To open links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browse¢

Workorder Agent

Report Link Template Delete

2018121110000011 New employee

2018121110000011 - 2 Provide Workstation

and 05).

Provide a workstation to the new employee.

26: TAFIRA VRN i A

History of Workorder#2018121110000011-2 - Provide Workstation

Cancel & close

History Content
ACTION

WorkOrderAdd

WorkOrderNotificationSent

WorkOrderUpdate

WorkOrderUpdate

WorkOrderUpdate

WorkOrderUpdate

WorkOrderUpdate

WorkOrderPlannedStartTimeReached

COMMENT
MNew Workorder (ID=4)

Motification sent to root@localhost (Event:
WorkOrderAdd)

Instruction: (new=Provide a workstation to the
n[...], old=)

PlannedEffort: (new=, old=0.00)

PlannedEndTime: (new=2018-12-12 12:26:00,
old=)

PlannedStartTime: (new=2018-12-12 11:26:00,
old=)

WorkOrderTitle: (new=Provide Workstation,
old=)

Workorder (ID=4) reached planned start time.

DETAILS

Show
details

WORKORDER
Show
workorder
Show
workorder
Show
workorder
Show
workorder
Show
workorder
Show
workorder
Show
workorder
Show
workorder

K 27: TARRA DL hi%

w Workorder Information

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

created
workorder

art 12/12/2018 12:26:00
(Europe/Budapest)

ed End 12/12/2018 13:26:00
(Europe/Budapest)

4 Effort: 0.00
0.00

Admin OTRS

12/12/2018 12:28:01
(Europe/Budapest)

Admin OTRS

ged: 12/12/2018 12:28:02
(Europe/Budapest)

anged by: Admin OTRS

CREATETIME

12/12/2018 12:28:01
(Europe/Budapest)
12/12/2018 12:28:01
(Europe/Budapest)
12/12/2018 12:28:02
(Europe/Budapest)
12/12/2018 12:28:02
(Europe/Budapest)
12/12/2018 12:28:02
(Europe/Budapest)
12/12/2018 12:28:02
(Europe/Budapest)
12/12/2018 12:28:02
(Europe/Budapest)
12/12/2018 12:30:13
(Europe/Budapest)

4.2. JIkg5 N\ GGt
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Edit Workorder#2018121110000011-2 — Provide Workstation
Cancel & close

* Titler | Provide Workstation
# Instruction:
B I US)|;

iz
Format

Font

~ | Size - A- -

Provide a workstation to the new employee.

workorder

12v | 12V j 2018v B 12w

] 26 v
12v 12~ 2018~ B 13v | 26+

0.00

28: Yl TAEa 4 bt

T,

[¢ Source €3 9y 98

e

L

i
Edit Workorder Agent of Workorder#2018121110000011 - 2: Provide Workstation
Cancel & close
& Submit
K 29: g’ AR k55 N b1 b4
40 Chapter 4.
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. AT T4 itsm-change (1R 53 1R 55 N 53] LRSI A AR MRS N b1 o

R A IS RIS TARSR A ERIREE o sBRH AT AR TARTR S M H A

Edit Report of Workorder#2018121110000011-2 - Provide Workstation
Cancel & close

» Report: B I US| =: Pl 2 =2 == MW= 4+ Q

Format ~ | Font - | Size - A- 3

T, [@Souce € oy 92| 54

2018-12-10:
New workstation will be installed on Monday.

2018-12-10:
New workstation is installed

ready

120

& Submit

Kl 30: TAFESRA R b #

A > KRR TIESC o FF TR A )R SOARDK sk, PRt g 84 B AN 4% HL R N a1
WRE ZTIERS T —IRE S
Z
HREM R —ASIRESTE TAERR S IRASHL thoE SO, B AT BUE S0 e A 1A T 08 .
JITHI T RAIR o) B 5 in i 0
BRSO VFRRINAR DG SO RISCRY o

B WS RIHTIT OTRS HUFRERER SR AE o AR w) DURERE 21 ik 55 5 T o B SRR T DAAEIX
A .

Edit Workorder Agent of Workorder#2018121110000011 - 2: Provide Workstation
Cancel & close

[ Submit

K 31: R TAESR 2 B
R AT B s A R A7 B

L8 TEY il T IR

W DRI B P AT AR 745 AR K PRI RS o HRHS
WoREREE RS .
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Save Change as Template: Change# 2018121010000013: New employee

Cancel & close

Yes

valid

& Submit

32: K AR TRAF AR

TERE LB I EEE

M AR BOR S INARCA S DU SE 73 5 YU LE A (AR

HERA WS R, WEEIATIRE .

ARE BRI AL o AR T BRUE ) ARG WA BRI R XA OTRS A -
e BEBCE N T i i Ao ROk AR LB BRI A AR

TR A FH I S BB I T AR5 4 .

Delete Workorder# 2018121110000011-2

Tif Provide Workstation

Do you really want to delete this workorder?

Yes Mo

4l 33: MR TAEHR 2R HE

TR PR TRATIT— A PDF 3C1F, ot hi il 53T EDHLIIRCAS o 0] AORAF BT BN PDF SCHF &
G LS T IT— AN Bl 1 AR AR
MBS I T A 454 AHT B MBS I — > TAESR 2 -

BEAR * AT B 2R A TARSR 2R

IFTAIRAY GEFEAE N A7 BO ZEHHE SN R 28R

BRI T) DA L T P IR T) SRR 5 B N 1)

Z:
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Edit Change#2018121010000013 - New employee

Cancel & close

» Title: | New employee

Description: = u= eles =& O =

* Deserp B I US|;=:= £l 2 === W= Q
Format - | Font - sze - | A- B- T, [@Souce Q) 9y 98 3
This change is for hire a new employee.

Justification: — .- e = a8 =

* B I US| ;= Elzg 2 === @ = Q
Format - | Font | size ~| A- B~ T, | [0 Source €3 9y 98 3L

Mawr amnlavaoc naad wnrletatinn and mahila nhnna

Kl 34: %% ITSM AL 51 4

Add Workorder to Change#2018121010000013 - New employee

Cancel & close

Select Workorder Template

= Template:

Time fype Planned Start Time

12~ J 10~ 2018~ B- 13~ | 26+~

 Create

K 35: MRIHAS I LA 454 b %t

4.2. JIkg5 N\ GGt
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LM AR PR e 1) ARSI T AR AR
Zet A A5 T DA 1) AR SR B A A

Overview: Conditions and Actions : Change#: 2018121010000012 New employee

Cancel & close

Conditions and Actions

MAME COMMENT VALIDITY CHAMNGED DELETE
Test Condition wvalid 12/10/2018 13:36:16 (Europe/Budapest)

Add new condition

36: A5 ML UL

TEMR: 3 S FATFAML R E P AT

A LRI — S H A

1. gk I A L .

A B —

1. rh&AFIR P I —ANAT

A TR — AN

1. R AT FIR P R B I B A .

2. s URERE ) A A TL A .

VSN Z& AR el 2% 1 Bt e E = AN N 2L

8 AN
ST USRS ER DL B E R I A RS T R o SR e
Bgerh

VEMR: A AFRAER o A 100 « 200 5545 AT ok W B PIY « TR LA B T, HORE
WA 54T

VLRC VRS IR .

AR BRI AT o R BUBCEDY AT AR BB R AL OTRS HEH] o« Ke sty
BB E N o i e 25 R SR IR AL

TR IR AL E AR R o D TN, R 2R T BUR TSN AT e B T B E . DY
TR R R AERE R

15 FRIEFNEAE S WA INARIE S o AT B B SCPLRESRAL ) &GA S C OR 5L AND ).

FE BRAE/NERAE R AT DA I A AR I A2 A SN AT o 0 2RE LA 0 30, WIBSEAT set FeViRE

P PEBE BN (E o 55—, RUBGE SO A B 8 4E4T lock VRS Prik#f N Jm k. BIT3h

A FEANFTRER] -

TEMR: BRARHL VR Y BEAT AR .
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Edit Condition: Changei: 2018121010000013 New employee
Back or Cancel & close

Condition
#* Name:
o Any expression (OR) All expressions (AND)
valid
Expressions
OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Mo Expressions found.
Add new expression
Actions
OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
No Actions found.
Add new action
@ Submit

37: WIS bR

R WS I IT OTRS bR AERERL FR % o 22 n] DUBERZ BIE AT AR 5, FAQ 3C3 \ iRkR45 « THak
BCE I o ] DAAE IR AR A PREAT B4 o

Manage links for Change# 2018121010000013: New employee
Close this dialog

Create new links

Ticket

Q, Start search

Pl 38: 4% ITSM AL 51 5 4t
Mo Bl TE) Al A s 1A vl 10 2 B S ] vis )
IFTEIRIY JEREAE N — A7 BUT EH B SR a8
BT TA] DAy b T 326 40 PR IS 1) SIS 4 5 B I 1)
A AP A e A SE DR A AR o T MSRROT 2 SR PIRT LB T 40 B B (A2 B

B AAFR * BEBHEMI SRR o T DIESE 7 BOF A AE IR B 74T, AR S P REFZERS o 2751
FERER A

|

=
N
x
Em
N
7
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Move Time Slot Change# 2018121010000013
Cancel & close

Planned Start Time

12v ) 10v ) 2018v B 13v || 30v

& Move

Kl 39: #%ahInf 1] il e

Save Change as Template: Change# 2018121010000013: New employee

Cancel & close

valid

[ Submit

Pl 40: K22 B LRAF AR

R B EfE S .

MR Ry BOR IS INARCA S DU 7 5y U TR (FAREAR o

HERE WRGESE R, WEEIAIRE .

AR BRI AT AN o R BLB BN A7 AR BB AT AE OTRS H ] o« Ketk s
BB E N TR i e A R BRI A AL

4.2.1.2 New( #H# )

AP 0 e T A 1 A B BN IR AR B
ARG AL DRPRINS T LME I DU B o AT AT (0 BUR T BL

b * BEBEE AR o AT AT BT AMEAT R B AT B RS TR o SRR R AERE N
SL

ik * AT R SCARAIR
PLE > PSR S I SRR SO o 12 7Ok A L W R SE AR S A A G R 2
Fh > 5 URTIRA
SN SRS A (R R R EUSUR
Mgl * e ik SR SEma IR AR AR S 2
Z
WS s AL SRR E SRS .
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Add Change
ITSM Change
* Title:
# Description: B I US = := g 2 == o = Q
Format ~ | Font | size | A- - T, | [®Source €3 9y 99 | 32
* Justification: B I UGS 1= := gle 2= m = Q
Format - | Font - | Size | A~ B~ T, [ source € 9y 92 3

3 normal
3 normal

3 normal

12v j10v ) 2018v B 11v | 25+

& Create

410 PN B

4.2. JIkg5 N\ GGt
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WoRHE R ERAE K H B
Z

ATUERGICE Al — AR5 A0 — B Mt EdE .

BEPE SRVEBRBIAR S SR SRS

4.2.1.3 MBI

A5 P 0 7 RS BT A2 B

Select Change Template

#* Template:
PlannedStartTime
12v ] 03v | 2018~ B- o8~ | 37w
& Submit
42: NINAZ B Bk
Z L

] DAL A SRS o A0 AR PRI OR A7 AR
B * I MBIR Ik PE— AR .
IFIARAY JEFEEAE A7 Berb BCE TR e 28 A .

W] $8 e b A 1R S TR) S 20 R IF 1) o w44 FH T2 ST T A A B P R A TR IS )

Z:
AT LAFEARSH B b g AR .

4.2.1.4 itHR%E

A FH e TR 5 2 PF L DB ITSM 228 o RSB0 T ITSM A2 BESE FL ) T RISRSE I .

Overview: Change Schedule: approved

approved 0

STATE | CHANGE® CHANGE TITLE CHANGE BUILDER WORKORDERS CHANGE STATE
No data found.

Kl 43: ITSM A2 5 1Rl 2 B

-3
[RER - |

¥ PLANNED START TIME PLANMED END TIME

A o R BN P AR A RPIR S A8 ORI SR AR T o ARZS A T K8 R R VIR 2 DA .

Z L

15 2 ] B & ITSMChange: :Frontend: :Agent ITSMChangeSchedule###Filter: :ChangeStates

L SORAE M AR 3 DB s 1R A2 SRS
A5 BRI Ak I Sl (R A B A
1. USRS B AR R AR .

48
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2. JEFRF VLR NI B KA AL
3. sl PRAFfEHL -

A EERAERTENFEE -
1. mi AT S

Change#:2018121010000013 — New employee

w Change Information

Back History Print Edit Involved Persons Add Workorder Add Workorder (from Template) Conditions Link  Template

= [TSM Change - Mew employee

Toopen links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking thelink [depending on your browser angg
5).

This change is for hire a new employee.

New employees need workstation and mobile phone.

44: ITSM A2 P18 b e

AL R GENC B E X Bon s o SRR R YEAERA B o AR R P
ActualEndTime SRS AN ) 7 5 St 50 ) H AT A]
ActualStartTime SEFRIFAAIN IR TFAG AR S AN E .
Category o AR T B

ChangeBuilder ZHAIFH N RHAIE AL .

ChangeManager LNl ARG I LS .

ChangeNumber A Hi%i's RIAMMAL T H S .

ChangeState WHURA AR .

ChangeStateSignal ZHURA(E S AHRESMIRRL, B hATHAT .
ChangeTime &SI [A] A& BB 16 50 H HAFA IR A] o

ChangeTitle LR brE AT FIHFK -

CreateTime ORI ] A8 S G H IR ] .

requested

3 normal
3 normal

3 normal

DynamicField_ChangeFieldName #ZI&FH _ BHFEY HEZ T RKASIATE .

Impact 500 FIUYIHAR AR .

PlannedEndTime vIXI45 USR] PR B St 56 B 1 AT ) o
PlannedStartTime ilvtA2 51 STt FF4h HIPIAIN ] .

Priority LB WAL .

4.2. JIkg5 N\ GGt
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RequestedTime 1 KIN[A] 7 F HHEE (1) S H A .

Services % R HMAIRS .

WorkOrderCount [ fEFRA%HE SIATMCH TIEHRAEE .
Z

152 A% E ITSMChange: :Frontend: :Agent ITSMChangeSchedule###ShowColumns i€ X BRIK)
JE T

4.2.1.5 RIS AT HYE
A FH G 3 n AR 4 g 25 AF I pE ITSM ZARTE I YE b #E A T ITSM 28 T8 32 B iy 1R AR 45 v FPE SR sp T

Overview: PSA: approved

approved 0 &
oooro B

STATE CHANGES CHANGE TITLE CHANGE STATE PRIORITY SERVICES ¥ PLANNED START TIME PLANNED END TIME
Mo data found.

[l 45: -l i 55 T HIE B
A DA H kB B B A R KRS A ORI e AR B o IR A T B 7 R R VIR 2 AR T

Z L

152 [ & ITSMChange: :Frontend: :Agent ITSMChangePSA###Filter: :ChangeStates PLE X
FFALERE Y F A I B I AR BOIRES o

i R RE U s AR B

1. TR SAR A LA A A IR .

2. MEFEARE TR KA TR .

3. riili TRAFHEH]
SR AR VRS L

1. AT .
AT LA RGAC B E SR R JEE o TR JE AR W o PTRERJE IR
ActualEndTime SEPR45 U [A] AR B S 58 IR H AT ) o
ActualStartTime SEPRJFARIN ] JT4ASEHEAS S K H AN ]
Category Jjl AFHI[FSRAIEIEAY .
ChangeBuilder ZH A A A HAIHE NS .
ChangeManager AELI AAFLIREY .
ChangeNumber ZH 45 RILEMMET IS .
ChangeState WHURZE WHURE .
ChangeStateSignal ZHURA(E 'S AHURERFRRLT, WoRAATELT o
ChangeTime &I [] A SEHAE iy H IR ] .
ChangeTitle ZHIFRM AHFHLFK .
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Change#:2018121010000013 — New employee
w Change Information

Back History Print Edit Involved Persons AddWorkorder Add Workorder (from Template) Conditions Link  Template

requested
w [TSM Change - New employee
Toopen links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking thelink (depending on your browser angg i
05).

This change is for hire a new employee. T
New employees need workstation and mobile phone. T

3 normal

& 3normal

3 normal

b

P 46: ITSM 25 5 JE 1 b He

a

CreateTime OIALIN[H] A& SEA A 1) H IR A]

DynamicField_ChangeFieldName Z&7 B _ BHFEY 5L KBNS TE .
Impact UM FIUNIHAR AR o

PlannedEndTime VIXI45 USR] FHUTHAL B S5 it 56l [ AT ) o

PlannedStartTime FilutA 5T St F1- 46 AT [H] .

Priority fUSEZ WA MILELDN .

RequestedTime i3RI [ 2 HIEE (1) 5Lt H 1A .

Services JIk% SZULALT MRS .

WorkOrderCount [TAEFR4%E HILASBARH TAEFR 80 .

Z L

1HZ M E ITSMChange: :Frontend: : Agent ITSMChangeP SA###ShowColumns K& X BRFEM: .

4.2.1.6 PIR-3:jii 5 oo
AP 0 AR e 2 A PR ITE T A3 4 o IMEYL DR A ITSM A2 S # () PIR-S it Ja Y S s It e 1]

Overview: PIR: All

accepted 0 ready 0 in progress 0 closed 0 canceled 0 3
LU s |
STATE | WORKORDER# WORKORDERTITLE CHANGE TITLE WORKORDER AGENT WORKORDER STATE ¥ PLANNED START TIME PLANNED END TIME

No data found.

A7 S PP DR
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A DA I B ek A B /N A A A IR S A FROR O U TARR 4 o RS R 1 I8 7 Ron AN IRESAT 2 0 T4

iz RS

ZL:

152 W 1% & ITSMChange: :Frontend: :Agent ITSMChangePIR###Filter: :WorkOrderStates LAE

SCRAERE Y P AL e A5 R AR R IR
A R TR (0 T AR 2 80

1. s B A AR AR

2. EFAF TR R K AR5

3. st fRAFEHL
HEBLE TR IR

1. mii— A TARRS A AT -

Workorder#:2018121110000011-2 — Provide Workstation

Back History Print Edit WorkorderAgent Report Link Template Delete
w Workorder - Provide Workstation
TSM Change 2018121110000011 New employee

Workorde 2018121110000011 - 2 Provide Workstation
To open links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browseg¢
and 05).

Provide a workstation to the new employee.

P 48: TARSR A VRN i

A DU R GERC A E SRR B YE o AR R AR BN R - AT RERE R

ActualEndTime SEPR45 U [A] AR 5 S 50 K H AT ) o
ActualStartTime SEPRJFARI (] JT4A SRS S H AR .
Category KU AR HIEEA

ChangeBuilder ZH A A A HAIHENWHS .
ChangeManager LM AP FESY, .

ChangeNumber L Hi%i's RIALIML TS .

w Workorder Information

created
workorder

© 12/12/2018 12:26:00
(Europe/Budapest)

12/12/2018 13:26:00
(Europe/Budapest)

Effort: 0.00
0.00

Admin OTRS

12/12/2018 12:28:01
(Europe/Budapest)

Admin OTRS

12/12/2018 12:28:02
(Europe/Budapest)

Admin OTRS

52
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ChangeState ZHUIRA AHURE o

ChangeStateSignal ZHURAE S RHREHIRRL WoshagmsT .
ChangeTime &SN IR A& SEAHAE ) H PRI A]

ChangeTitle WH AR ALK HFR o

CreateTime OIIN[H] A2 A6 42 (1) H AT 8]

DynamicField WorkOrderFieldName 5 T {EfE4& KERHIZNIATE o
Impact %M TR ERIR .

PlannedEndTime Xl 45 0SS [R] FRvHAR 5T SI i 50 i 1 SHFTINFA] o
PlannedStartTime FilutA 5T St Ff-4h H AN H] .

Priority fLSE MAH LS .

RequestedTime 15K [H] 2 WIS {50t H 4 o

Services Jr% U T WIS

WorkOrderAgent 7MLE| PIR MRS A .

WorkOrderCount [/AEfE4%E 5B AHKCH TIEFR 80 .
WorkOrderNumber RGN TAEfEL% T .

WorkOrderState % [ {EIRAHIRE -

WorkOrderStateSignal [T {EfR4IRAMFE/RIT» B WAZMWLT -
WorkOrderTitle 1% [{EFRLMIAHR .

WorkOrderType % [ AEFRAHIZRTY .

Z

H 2 & ITSMChange: :Frontend: :Agent ITSMChangeP IR###ShowColumns KE X BRIFEM: .

4.2.1.7 1R

PR B ITSM SRR o BERRA BE RS AL T ITSM A8 TS R BRI

Overview: Template: All

Filter
Al(1) ITSMChange(1) ITSMWorkOrder(0) CAB(0) Iofl
NAME TYPE COMMENT VALIDITY EDIT CONTENT DELETE CREATE BY CREATE TIME

New employee ITSMChange Version L. valid Admin OTRS 2018-12-10 14:04:16

49: LR B 4t
I DA S B o M /N A R PR 2R T A ok DA o A NI T AT W AR T R o RALAARR S
T8 R B T AT 2 DA .
ZL:

15 Z MW E ITSMChange: :Frontend: : Agent ITSMTemplateOverview###Filter: :TemplateTypes
LLSE SCREAEAE D P A g 2 O R S 2

A LIS B ER «
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1. ¥ |New( Hrik ) ITSM 225 fE4 o

2. QIEEHIATE . TAEHE4 8 CAB .
3. Rl MR ST ARAE A AR
A B — MR A
1. A BEAR 511 h IR AR 44 R
2. BT E .
3. st A7 .
Edit ITSMChange Template: New employee

Cancel & close
New employee

Version 1

valid
Save

50: g AL AE 25 A

A B AR BEAR P
1. mili SN BRI E KR

2. Ml R R R AL

3. B .
4. pili B PIUR L ORAE N BERR

Save Change as Template: Change# 2018121210000019: New employee

Cancel & close

Mew employee
Version 1
Yes
Yes
Yes
valid
51: SRR A 7B 4

VEAR: IR AT QI — BT RIS, PRI T DL BRI ORAF e o DRAF BRI S > B A S8 A SR

A7 EBR— M -
1. AR 5113 b A SR BB

2. gl %A
AT LLIE I RS E E SR RIJETE o AR B AR BN R o FTRER R P
Chapter 4. ITSM 75 i 5 5t

54



OTRS::ITSM Administration Manual, % 1ii 7.0

Delete Template

Mew employee

T ITSMChange

Version 1.

Do you really want to delete this template?

Yes Mo

52: T BRASRR ot 4

ChangeBy B\ LIRAE SR ARG NG 44 .
ChangeTime 1EUSIN ] & OB (1) H YIRS A
Comment VIR MR VR BLFIA o

CreateBy @A\ QIENZBAR MRS NI H 4 .
CreateTime ORI TA] G HAR K H A )
Delete MHER MIERFTEBIBR VLTI -

EditContent #i%H N2 Y IRt A28 Ik It o
Name #HK HEHAHK .

Type KM BRIKEM .

Vvalid R BT RE o« A RCHER TERER I I TC AR AN R d AR S B AT H] .
Z

152 W H ITSMChange: :Frontend: :AgentITSMTemplateOverview###ShowColumns K& X &
N ETE o

4.2.1.8 #%
{FH I BRI RA T
T R AT

1. miihi ITSM AZHE S F b ) JRZ ST .
2. BTG TFB
3. midli IBATHERILHL .
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Templates

Search termplate

Create Mew

Filters in use

Changet (e.g. 10*5155 or 105658
Additional filters
Add another attribute
Output Normal
Q, Run search
Kl 53: 4% ITSM A2 5 fi7
4. BEHEREGR .
Change Search Result:
Change search options
STATE | CHANGE® CHANGE TITLE CHANGE BUILDER WORKORDERS = CHANGE STATE PRIORITY
2018121210000019 = Mew employee Admin OTRS 1 requested 3 normal
2018121110000011  Mew employes Admin OTRS 2 requested 3 normal
2018121010000013 = Mew employee Admin OTRS 1 requested 3 normal

A B DT R (AR R
1. s BE bR AT A I DR bR
2. IEFERF DR ) KA TR
3. riili TRAFHEH]
HEAEARE WA R -
1. il ANERAT .

54: TR G RS At

PLANNED START TIME

12/12/2018 10:55:28
(Europe/Budapest)
12/11/2018 16:33:00
(Europe/Budapest)
12/10/2018 13:30:00
(Europe/Budapest)

] DAE S RGECE E R EE o IR R AR ER A R o ATRERE PR
ActualEndTime SEZ[5&E S a] AT ST 52 k) B AN E] .
ActualStartTime SZFRHURRTIR] - 4H LA 58 1 H AT A) o

Category 2Jjl AFHI[FSRAIEIEAY .

ChangeBuilder LRI N WHEAIHE AMHS .

1-30f3

PLANNED END TIME

12/12/2018 11:55:28
(Europe/Budapest)
12/12/2018 13:26:00
(Europe/Budapest)
12/10/2018 14:30:00
(Europe/Budapest)

o
a

56
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Change#:2018121010000013 — New employee

w Change Information

Back History Print Edit Involved Persons AddWorkorder Add Workorder (from Template) Conditions Link  Template

requested
w [TSM Change - New employee
Toopen links in the following description blocks, you might need to press Ctrl or Cmd or Shift key while clicking thelink (depending on your browser angg
05).

This change is for hire a new employee.

New employees need workstation and mobile phone.
3 normal
3 normal
3 normal

K 55: ITSM A2 51 £ 5

ChangeManager “ZHIZHM AT HEL .

ChangeNumber A Hi%i'S RIAMIMALTH T .

ChangeState WHRA AR .

ChangeStateSignal A HURA S AHRERFE/RIT, B AATHWAT o
ChangeTime &S] A& TR & 50 H BAFA A] o

ChangeTitle WH R AAHIILFK .

CreateTime ORI [A] A8 B4 G H IR ] .
DynamicField_ChangeFieldName ZI&7B _ BHFEY HixZHE KBNS TE .
Impact SMd UV AR .

PlannedEndTime vHXI45 AN [A] FHUHAR B S5t 56 B 1 AT ] o
PlannedStartTime ilvtA28 51 St FF4h H AN [H] .

Priority fLJE4 MAT LS .

RequestedTime I5KIf[H] 2 WIEE MLt H ] o

Services k% L MAZ LIRSS

WorkOrderCount [/EfE44E 5IbA MG TR H0E .

Z

152 W 'HE ITSMChange: :Frontend: :Agent ITSMChangeSearch###ShowColumns RE X BRI &
[

4.3 SN B3 S

AL EATINN G T
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CHAPTER D

ITSM 2g 5 & 7

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

¥ f#: This package requires the iifi /il [1 5% and the ITSM #%.0» features.

5.1 &2 5 Fm

A B B R I B T R P BT DO

5.1.1 H)7 . 4l

GABAPLIS » $5 1) RGN — AL

51.1.1 4

GRABAALT » B0 RGN NHTAL . “AUSER” BREAE BT L AUR (AL ABbeh TR
B

GRRAT )G s RIS INLL T4 -
itsm-configitem H1-1-Vjin) kg5 A 51 FHITK) *ITSM BC &0 * S %4l
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« Group Management
Actions List (8 total)
Add Group NAME COMMENT VALIDITY = CHANGED CREATED
11/11/2018 15:29 11/11/2018 15:29
admin Group of all administrators. valid ot 114
e —— (Europe/Budapest) (Europe/Budapest)
‘ P itsm- Group for ITSM Configitern mask lid 12/03/2018 12:11 12/03/2018 12:11
_ . . vali
Just start typing to filter... configitern access in the agent |r1terface. (Europe/Budapest) (Europe/Budapest)
Group for ITSM Service mask access 11/30/2018 08:27 11/29/2018 08:16
itsm-service valid
in the agent interface. (Europe/Budapest) (Europe/Budapest)
Hint - . 11/11/2018 15:29 11/11/2018 15:29
stats Group for stafistics access. valid
_ _ (Europe/Budapest) (Europe/Budapest)
The admin n the admin area ] 11/11/2018 15:29 11/11/2018 15:29
and the users Group for default access. valid
(Europe/Budapest) (Europe/Budapest)

or ASP solutions.

B 1: A B

VAR BRATEOLR , B S B H T ( root@localhost DS InEZA 1K) rw AR «

Z
TN HABH] P BB ER AR TR A DL OCHK |
& YN
P4
« BPHM A
< s A

5.1.2 JiFERTH ML

LB )G 2B PASH AR IR R A P AT 4535 300 88 06— S8 A 5 in 21038 FH 4%
M.

5.1.2.1 g

PR )5 SR PIAS BT A AN BIPRR B AT 5535 3l o= .
A

HEF A
1. FeVE PO S SR R
2. QAP B RN AR SR S B 2R
3. sl ZE MR B W ARG R T WS H .
4. B ASFT I AAE 5535 B sl g AN B AR 5505 30
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5. {E PIA FHr sz b B IAC TicketLinklITSMConfigltem 1 TicketUpdateByLinkedCl 22— .
6. WIS AR RS ) B E AL AN AT L, R SRR .
7. il BOESHL, WSIIAAR 2 C BEX D

TicketLinkITSMConfigItem

ZIAAL R — AR A B E I IR T TL U T

Add Configuration "Example Script Task Activity"
Go Back

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

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

« Class:  Computer

Relevantto

ind TS
w Additional attributes for configuration item search (e.g. OrderBy, OrderByDirection and XML definition attributes).
Key: Mumber Value: =]
Key: Name Value: =]
Key: Limit Value: 1
Key: OrderBy Value: =]
Key: OrderByDirection Value: =2

K| 2: TicketLinkITSMConfigItem JHIZs i fc & 5 7

AN el AL BRI T DME ] DU IR o AT LS P BUZ T BL
AT UAAE SR — 80 h e % 1 ER R 2 o LU ST TR -

o EERAS

o fRERAS

o BEECRH
A RAAESS o TR e R S E O BB - — SRS BOATN N .

TicketUpdateByLinkedCI

T AIA K B O T IO T A 4 2 s 1 S 8 T
AN L DU, AT LUE T LR B o AR S I BOR I T .
TR S — i e LR S8 o LU S 800 AL TR -
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Add Configuration "Example Script Task Activity"
Go Back

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

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

* Class: | Computer

Relevantto

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

* Behavior

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

Key: Value:

3: TicketUpdateByLinkedCI JHIASIRIHC B i HE

* HEEIRZS
o RRRIR S
o BEECRA
170 AR AR RC BT (DLRCHT A 464F) > SERRIAT ) .
o NH—AMEER OB B I R .
o IR —ANEER A ECE T S s
o ZEECE I, AEHTEAT AR
S =R T E R e C B D WU B T M C B s

5.1.2.2 Web Jili%

AR T LR, R O e S AR BRI R B I o LU AT
* ConfigItemCreate ()
* ConfigItemDelete ()
* ConfigItemGet ()
* ConfigItemSearch ()
* ConfigItemUpdate ()
Z .
HYVEANEE, WAT GitHub L0 WSDL Sk -
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Brivier

XL AR TR WA A S 4L Web [l o5 BEbk i 345 -
¢ ConfigItem: :ConfigltemCreate
¢ ConfigItem: :ConfigIltemDelete
¢ ConfigItem: :ConfigltemGet
* ConfigItem: :ConfigltemSearch
* ConfigItem: :ConfigItemUpdate
A LA I SR A
1. A Inegn 4 — 1 Web I35 .
2. £ OTRS N FEMRE /NI b A 25 AL I ORAE Web 55 .
3. B ERAE R LIAE OTRS AE S BERE /N ERAF IR A s F 7 Berp #R31 .

51.3 R4EH

ZREAYNR)E T H SRtk .

5.1.3.1 @A H3x
ITSM BB B ) TEH] H SR 7 — 2832 o A H A B BRsef T RS B4R ) H g
List

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

4: NI H SRERBIZR B et

Bk

ITSM::Configltem::Class Tt &Ik .
Z
P B TR (12 5 ST LLAE CMIDB 5 & 21 (1 1L & 001 B p 7 B

5.1, &R S
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ITSM::Configltem::Computer::Type i 5L AL ¥ 2 75 5 I 2 4 45 v 55001 28 28 1) g & 30y, AT B
#ECMDB it B & FRER i Ik +E -

ITSM::Configltem::DeploymentState H T3 EIRA 2 7L I gm HH 1 & U 7] LL/ECMDB i ¥ 1
e hik$ .

ITSM::Configltem::Hardware::Type filif{-28 MY (1125, 7Evs I sl B A7 28 209 (R e B 10, mT AAECMDB i
B AR g .

ITSM::Configltem::Location::Type {7 &M 25, ZEVN InEk gm iR A7 & 20 (i & Dy, v LLAECMDB Jil
B PR I P

ITSM::Configltem::Network::Type ¢S (K2, FE VS Nl B 90 2 S AL R S B 30N > 7T LLECMDB i
B AR g .

ITSM::Configltem::Software::LicenceType #{1-/F nJ iEE Y (125, PR il e 40 41 2 204 (1) C & I ) > mf
LAIFECMDB [ & 5 BRI 1 ik o

ITSM::Configltem::Software::Type #/FSRMLIISE, FEIRIN oG R A FSR B L E I, wT LAAECMDB It
B B P Pk .

ITSM::Configltem::YesNo &I H A 15 .

5.1.4 CMDB % &

AN > B S R AR AR R RSB 4] CMDB A

5.1.4.1 &I

A8 PH e e m] A PRE B R R E o BB B fRAE CMDB W E AL R B Wbl A .

Config Item Management

L Config ltem Management

Actions List

CONFIG ITEM CLASS

Change class definition Computer
Hardware
Location
Network
Software

5: it & I B

A BN N g AR L B R A2 E S T RAT LA E AR
1. NEMEAFR) T hr s ik s —K .
2. s B E LA
3. LL YAML #& 3 hn sl 25 X o
4. pihi ORAFE ORAFIFSE A% AL
A EBE N E IR E
1. J IR .
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Change:

Config ltem Class: Computer

- Key: Vendor
Mame: Vendor

Searchable: 1

Input:
Type: Text
Size: 50

MaxLength: 58

- Key: Model
Mame: Model
Searchable: 1

Input:
Type: Text
Size: 50
MaxLength: 50 y
Save |or Save and finish or Cancel
6: Z R INC B IR ST
Config Item Management
L Config ltem Management Computer
Actions List
Computer CONFIG ITEM CLASS VERSION | CREATEDBY | CREATED
Change class definition Computer 0 Admin 12/03/2018 12:11.06
OTRS (Europe/Budapest)
4 Go to overview
P 7: OB I H SRR i s
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2. TSR AR (AL RIEFEFRA

ZL:
BT TS ] AV N )78 4 53 S (03 P H s BEerp

T SRR TR

5 SCRINAT LU 22 AN N 7 BRI o X80 N 7 BRI T4 3 1) s i A ILAT TG B2 IO 1) G PR 0

B N 7.0.7 BROTE BCEISOE LZILL YAML A% g S

PL R WS N4 N Operating System ( #:4E 248 ) (3 7 BB .

— Key: OperatingSystem
Name: Operating System

Input:
Type: Text
Size: 50

MaxLength: 100

AN e AL BRI T DME I DU IR o AT AL S P BUZ U BL
Key * WUZME— 1, JFH 2 P RERACT P 4F o WUERBEE T > WIJETA AT SCE s -
Name * K AT BINARSE o W LIAEIL T BOH S AMERSE B 74T, RS FRERIE S

PE (I G ek 2 S RS A N i (B S 2y

Z L
AT RIS SCRBE SO R 2R B TR o WS I RN T e ORI S wE T .
Searchable & X FBU& Wl #%& . WREMME N 080 1 .
Input * JAZHANFBE X o BN F-BOT LR 3 LU @k
Type * € MICHENIHKA o WIGRE A IE L o W RERIE A -
s Text: PANUARTE
* TextArea: MUETZATHIUATFE .

'Gawmhhmhm:%?ﬁ%ﬁ%H%%%?ﬁﬂ%oE%E%Wﬁk%ﬁzm’%ﬁ%%
SGERM H K o 8 BRI E KT R Ry I .

* CustomerCompany: MEHEE GumEEER S I N hidlEk .
* Customer: MWEMR ke P H A FRAIR « BT L SmBers = D — 48 .
* Date: JITEHEH BN FBL o
* DateTime: IEFFEHIHFIN BB o
e Integer: — /MR NRIBIER o
Required & L FBE™m N UIHFB - vRENIME N 0 5L 1.
Size JE M IUATFBIMA/N o LA IEREE
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MaxLength & AR SCAE B BTN I 5 KR o 1 (202 IE 4L

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

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

Class HF FHAIZRMIZEH LK - GeneralCatalog KIMNT .

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

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

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

ValueMin & 7B B/ ME S
ValueMax & XHEH7 BB KA
ValueDefault & HEHUTFBIBRIME o
CountMin & MY HTHI AR AL K fs /b r] IR o 1202 IEREHL
CountMax & ST A IR 2 n] IO EE o 1 (B 0 IE 4 .
CountDefault & SCERIE DL TN s ) B o i AH D AUE IE 45K .
Sub EHIANFEYIE X FIE « FIURTTUAS A CHMATB » WA 2 gt T RA L E v, W)
EFAHH
SuppressVersionAdd & Ik & A2 SN R DA 030k 201 ok A 11 1)t TG B PR BT RROAS o T e 10 (B A

UpdateLastVersion #l Ignore .

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

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

NS SCE BT AT REIE I — 7R

TEf#: CustomerID* FI Owner /ERFFRIVEE » TROMIRECHE LU AR 7 ) 5 Kbl 05 5 bl o s A TER
IR OLT H SR BRI Bgn & g S 1 .

— Key: OperatingSystem
Name: Operating System
Searchable: 1

Input:
Type: Text
Required: 1
Size: 50

MaxLength: 100

RegEx: Linux|MacOS|Windows |Other

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

(M ITgREE)
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(£ E0)

Key: Description
Name: Description
Searchable: 0
Input:

Type: TextArea

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

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

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

Key: Owner
Name: Owner
Searchable: 1
Input:

Type: Customer

Key: LicenseKey
Name: License Key
Searchable: 1
Input:
Type: Text
Size: 50
MaxLength: 50
Required: 1

CountMin: 0

CountMax: 100

CountDefault: O

Sub:

- Key: Quantity
Name: Quantity
Input:

Type: Integer
ValueMin: 1
ValueMax: 1000
ValueDefault: 1
Required: 1

::Type

(M ITgREE)
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(£ k1)

CountMin: 0
CountMax: 1
CountDefault: 0

— Key: ExpirationDate
Name: Expiration Date
Input:

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

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

5.2 flx55 N\ G Ftii

TS LR A AT AL )5 M o5 N b3 F b m] F KB DO RE o

5.2.1 X

ZEARYATR)E B/ E A0 2R S O R AN AN

5.21.1 &) 5
IR ST > P B2 4 B CF TN A

Assigned Cls

AlL (0)

INCIDENT STATE | DEPLOYMENT STATE ¥ CONFIGITEM# NAME CLASS DEPLOYMENT STATE CURRENT INCIDENT STATE LAST CHANGED
No data found.

8: 7MHLH Cl /MR AT

SN A 7R IO 2 P T 0T

A DL S SR o RO N A P 2 4 SR R TRC I o A — AR BT T DA T R I o A S 1
BOP LR AR Z D EEI
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BOAREOL R > L& PE CustomerID S8 Cl A0 HE o W A AC B IR FH AN 1) Jm PEREA TR, WINAE R G
BETERE

ZL:

BHRFAER  IESHASNE R E AgentCustomerInformationCenter: :Backend###0060-CIC-ITSMConfigItem
BN B A2

ConfigltemKey — Computer — CustomerID
Hardware — CustomerID
Location — CustomerID
Network — CustomerID
Software — CustomerID

R TR EAE e NP IXS CustomerID JEMERIE R 70 HC W IC B I o 6 A i o 0 AR rh A 120 3 .
R e UAEE customerID @M, W TFENINT o

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

5.2.1.2 Z/ M ER AL .

CRARPA)E BB ORHR A B CF VB IR N
Assigned Cls
AlL(0)

INCIDENT STATE DEPLOYMENT STATE ¥ CONFIGITEM# NAME CLASS

DEPLOYMENT STATE CURRENT INCIDENT STATE LAST CHANGED
No data found.

9: Z}HEH Cl /MR AT
SN B Sk oo e B P A S BT O E 00

A DL S B o R N A R 1) 2 44 SR RS I o A — AR T BT AT DA T I . A S 1T
HOP LR AR ZDIEI .

BRUNEW R BB owner 5E% Cl 43R o G0 S HC & I0AE AN R 6 8 Pk T de , N AE R AL & e B
FRE .
ZL:

HIREANGE R IES RSN E % & AgentCustomerUserInformationCenter: :Backend###0060-CUIC-ITSMConfi

BN AL

ConfigltemKey — Computer — Owner
Hardware — Owner
Location — Owner
Network — Owner
Software — Owner
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T BAESE P IEA owner JEYER B R 70 BCRIBCE I o A5 20 E 00 At rp B 1O2E X o
AR E AAEE owner JEIME, MLAT-EHFINE -

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

5.2.2 CMDB it & i #l £ s )
LRI > M55 N G TR S — B

W BT Vi CMDB SR IR R » 75 228 TR S i 3 s 2 41 itsm-configitem .
FREFAGE , KRR ISR IoE e I .

5.2.2.1 ¥
This screen gives an overview of configuration items. Configuration items have an Incident State column,
which includes two state types:

© B

.

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

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

* ITSMConfigItem: :LinkStatus::TicketTypes

Overview: ITSM Configitem: Computer

All3 Hardware 1 Location 0 Network 0 Software 0 -]

o2 |H
INCIDENT STATE DEPLOYMENTSTATE A CONFIGITEM# NAME DEPLOYMENT STATE CURRENT INCIDENT STATE LAST CHANGED
1022000003 Al239 Production Operational 12/05/2018 09:35:55 (Europe/Budapest)
1022000002 Al240 Production Operational 12/05/2018 09:35:25 (Europe/Budapest)

Pl 10: ITSM PiC B S50HE B o %
A DT S B o R N S A R R (R 2R R R G I o AT AN IR BT AT T AR BT I o 2R S T
PR BRI L DRE I
A B 0T SR ) T
1. RS AR F A A AR
2. VERERR DU R IR KT B T
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3. mily $RATHH .
HEAE R E U P -
1. mii—ECEUITEAT -

Configuration ltem: 1023000001 — P1234
w Configuration ltem Information

Back History Edit Print Link Duplicate Delete

Hardware
= ame P1234
VERSION INCIDENT STATE VERSION DEPLOYMENT STATE VERSION NUMBER NAME CREATED BY CHANGED . Product
L P1234 Admin 12/05/2018 09:34:04 i roduction
’ (Production) OTRS (Europe/Budapest)
- Configuration Item Version Details Operational
PROPERTY VALUE
Rame: [HExT “reated: 12/05/2018 09:34:04
Deployment State: Production
i X (Europe/Budapest)
Incident State: Operational
Vendor: Brother Created Admin OTRS
Model: HL-2150M
Description: sed: 12/05/2018 09:34:04
Type: Printer (Europe/Budapest)
owner:
Serial Number: Z21483AK idpinomes
Warranty Expiration Date: 04/27/2019
Install Date: 12/05/2018
. R
Bl 11 ITSM S & TVEA% b
. T
BC B IS b A H SRR .
N TSN N -
JriB S R IR E] B .
e - Y NG N N
Py s S BIRET IF—ANE 1 DA O E I P Sk
History of Config Item: 1023000001
Cancel & close
History Content
ACTION COMMENT ZOOM USER CREATETIME
ConfigitemCreate New Configitem (ID=2) Zoom view Admin OTRS 12/05/2018 09:34:04 (Europe/Budapest)
VersionCreate Mew version (ID=2) Zoom view Admin OTRS 12/05/2018 09:34:04 (Europe/Budapest)
DefinitionUpdate Configitem definition updated (ID=2) Zoom view Admin OTRS 12/05/2018 09:34:05 (Europe/Budapest)
NameUpdate Name updated (new=P1234, old=) Zoom view Admin OTRS 12/05/2018 09:34:05 (Europe/Budapest)
IncidentStateUpdate Incident state updated (new=0perational, old=) Zoom view Admin OTRS 12/05/2018 09:34:05 (Europe/Budapest)
DeploymentStateUpdate Deployment state updated (new=Production, old=) Zoom view Admin OTRS 12/05/2018 09:34:05 (Europe/Budapest)

12: ITSM FC 8 153 52 b 4t

G UL IET T ANH A 1 DL AR OB
TR B TRATIF—A PDF 3CAF BRIt Bl 4T EDHLIIROA o 0] LAORAF BT BN PDF 30T &

B WOSCRIHTIT OTRS (Wb AERERR bR f o BCE AT DU BEAT A 5, i FAQ SCE | JIRSS - T
BN BT o AT AR AL B A .

S LS FRIRIT T AN Bl 1 LU IR B o B iR SR A AT (] 5 (H Rty CRAF A% BRGNS L 10
ATEAE A HTRC EI -

MR IHEE BT IT AR TEAE LU UM B iC B 0
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Edit: Config Item: 1023000001 - Class: Hardware
Cancel & close

* Name:
# Deployment State:

* Incident State:

ige links for Configl 1023000001: P1234
Close this dialog

Create new links

Edit: Config ltem: 1023000001 - Class: Hardware
Cancel & close

P1234
Production
Operational

Brother

HL-2150N

& 13; gn%H ITSM g & 10 5 5

Computer

Q, Start search

Kl 14: S5 ITSM e & 10 e

* Name: P1234
« Deployment State: | Production
« Incident State: =~ Operational
Brother
HL-2150N

& 15: T4 ITSM i B 15 5f o

5.2. JIxg5 A\ G5t
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Delete Configltem# 1023000002

fame. P1235

lumber: 1023000002

Do you really want to delete this config item?

Yes Mo

Kl 16: MHER ITSM e & 10057 %

5.2.2.2 New( #r&t )
S8 FH S o i I L PO o 28 A B 2
Add: Config Item

Filter for Classes List

CLASS

Just start typing to filter...
Computer
Hardware
Hint Location
. Network
. ]'_ e Software

17: SN BC & I 4

A BRI G B
1. WRFIRPERE—AK .
2. HE MR .
3. il RAFHHL .

Z

FERFAN ST I INEC B 055 h ) BOT AR M ANIR] o ARG o A B, VA A T O I AT T A
B,

5.2.2.3 &

P L DR P R I
A LAY BC I
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Edit: Config Item: New - Class: Computer

* Name:
* Deployment State:

* Incident State:

18: WS INAC & IR AL

Computer

Templates

Create Mew

Filters in use

Additional filters

No

Mormal

Q Run Search

K 19: ITSM P & TS 1748 2%

5.2.
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st CMDB =z 1) fH 2852 L .
MM S RS2 .
HH BB .

sl IBAT RG]

HRMREGR

o M 0 np o~

5.3 SN D3 S I

AL EATINEN GG
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ITSM Fi4F i) U 3

Hegs & CAEITIL FPIRSS G AR — D URE 2 — NI RE )l H 2 TR R SR E 24U . Pr ok A R
PR IT ST FRT P SR R A VAR o ITIL RS54 BRI 9 Ik 55 65 R A2 %, i 17 5 b el 55
TR R TAEL R E R O T8 D) T e .

OTRS::ITSM b ity e i 4 BEA o) JUE BEORAREE T ITIL #EFEAD ITIL RIE o [, ) K2 F e %,
K H OTRS HyATEW L AT RERE .

HEf#: This package requires the i ] H 5% and the ITSM 140> features.

6.1 & H 5 LI

AR B SR S R B B T b T TR S

6.1.1 THE

YHARYAFALG K5 ) TR IFRIRAS » I 1 TR RN — e K

6.1.1.1 k&

GHRABALIG » REERRINT— PR o R H AL T T8 BALI RSB
PR

LA A I BEEE AR T B It e Eh % AT K T
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_ State Management
Actions
Add State

Filter for States

Just start typing to filter...

Hint

See also: http://doc.otrs.com/doc

6.1.1.2 KM

List
NAME
closed successful

closed
unsuccessful
closed with
workaround

merged
new

open

pending aufo
closet
pending auto
close-
pending
reminder

removed

TYPE COMMENT VALIDITY | CHANGED CREATED
Ticket is closed ) 11/11/2018 15:29 11/11/2018 15:29
closed valid
(Europe/Budapest) (Europe/Budapest)
Ticket is closed ) 11/11/2018 15:29 11/11/2018 15:29
closed valid
(Europe/Budapest) (Europe/Budapest)
Ticket is closed 12/03/2018 10:27 12/03/2018 10:27
closed valid
(Europe/Budapest) (Europe/Budapest)
State for ; 11/11/2018 15:29 11/11/2018 15:29
merged valid
merged ... (Europe/Budapest) (Europe/Budapest)
Mew ticket ) 11/11/2018 15:29 11/11/2018 15:29
new valid
create... (Europe/Budapest) (Europe/Budapest)
. ) 11/11/2018 15:29 11/11/2018 15:29
open Open tickets. valid
(Europe/Budapest) (Europe/Budapest)
pending Ticket is o 11/11/2018 15:29 11/11/2018 15:29
vali
auto pending... (Europe/Budapest) (Europe/Budapest)
pending Ticket is o 11/11/2018 15:29 11/11/2018 15:29
vali
auto pending... (Europe/Budapest) (Europe/Budapest)
pending Ticket is e 11/11/2018 15:29 11/11/2018 15:29
vali
reminder pending... (Europe/Budapest) (Europe/Budapest)
Customer ) 11/11/2018 15:29 11/11/2018 15:29
removed valid
removed ... (Europe/Budapest) (Europe/Budapest)

SIERINASESEE

TEAYNR)G , RGN RA o A BLBERAAL T T s AL AU

L Type Management
Actions
Add Type

Filter for Types

Just start typing to filter...

FIUES

List
NAME
Incident
Incident:Major
Problem
RfC
ServiceRequest
Unclassified

VALIDITY CHANGED

valid 12/03/2018 10:27 (Europe/Budapest)
valid 12/03/2018 10:27 (Europe/Budapest)
valid 12/03/2018 10:27 (Europe/Budapest)
valid 11/29/2018 08:37 (Europe/Budapest)
valid 12/03/2018 10:27 (Europe/Budapest)
valid 11/11/2018 15:29 (Europe/Budapest)

[ 2: T P R

Incident Ff T4 EHFAQIER TH
Incident: :Major F RFA[ H T AERHFAIEM TH
Problem [/ JH T4 ) G ) TH .
ServiceRequest JIx55iK H T WG kA& 1) T8 .

CREATED

12/03/2018 10:27 (Europe/Budapest)
12/03/2018 10:27 (Europe/Budapest)
12/03/2018 10:27 (Europe/Budapest)
11/29/2018 08:37 (Europe/Budapest)
12/03/2018 10:27 (Europe/Budapest)
11/11/2018 15:29 (Europe/Budapest)
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6.1.2 JiFEA HEhib

LRAYPNMW)E 2O INEh &7 BUR IS IN B R G b IR E B B IO

6.1.2.1 BATE

LRI 5
TR R

RIS T BRI B R S - BT B R

B l{E Wkt B a4l shis

a Dynamic Fields Management
Actions Dynamic Fields List
Ticket Flofll
NAME LABEL ORDER | TYPE OBJECT | VALIDITY | DELETE
ProcessManagementProcessiD Process 1 ProcessiD Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid
Article ProcessManagementActivityStatus Activity Status 3 Dropdown Ticket valid
ITSMCriticality Criticality 4 Dropdown Ticket valid
ITSMImpact Impact 5 Dropdown Ticket valid
c ITSMReviewRequired Review Required 6 Dropdown Ticket valid
ustomer
ITSMDecisionResult Decision Result T Dropdown Ticket valid
ITSMRepairStartTime Repair Start Time 8 Date/ Time  Ticket valid
ITSMRecoveryStartTime Recovery Start Time 9 Date/Time  Ticket valid
Customer User ITSMDecisionDate Decision Date 10 Date [ Time Ticket valid
ITSMDueDate Due Date 11 Date [ Time Ticket valid
3: BT BUE B
W& TF B
ITSMReviewRequired KRN NS TB, A8 B SUERESTHEEE .
ITSMDecisionResult X/ N FHsh&FE, LA —SnlferkEas i) .
ITSMRepairStartTime X /& {CRA7HEAE T U I 0] i H II/E ) 8 7 B »
ITSMRecoveryStartTime X /& {RATVKE TTUH IS R 1) H A/ ) B & B o
ITSMDecisionDate X & {RAFHRFEIN [ H W/ M B A& 7B .
ITSMDueDate XM T-RA7 ZIH H AN H /I ) 27 B .
ERAEOLT » B ST B EVFZ bk 0T o
A XL SR e A 3R
1. R RGNE .
Iy ITSMIncidentProblemManagement HI®E .
3. FMLH| i — RSN DL — WKL i — SMBAR — PRk A G % bR
—
6.2 Jluss Nt Aiif
AT A LR P A AT )5 e g5 N 5 T m] BT D RE o
6.2. 55 A B FHif 9
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6.2.1 T
LRERRAA ST, — LB MEh A TR TR sehal | .
6.2.1.1 RAME

TG A2 RSB GRS T — 28 sh &7 B .

Ticket#2015071510123456 - Welcome to OTRS!

Sender Age Queue First Response Time Update Time Solution Time
OTRS Feedback 26d0h Raw

Created State Type Criticality Impact Priority
11/11/2018 15:29:54 (Eur... new Unclassified - - 3Inormal
Subject Owner Lock CustomerlD

Welcome to OTRS! Admin OTRS lock

4: TRV e 4t

SR s 2 R — S M Eh & 7B

6.2.1.2 it mBA T

REARRAALSG 5 AE B @M AE T B o S B A B .

open

12v | 08w | 2018 ¥ B 13vav

3 normal

12v | 10v ) 2018y B 13v ) 41w

5: BT ISR T A

v 7B

SN JEREN T-ARRARE] SR R g .
BIIH L B AR Tk H Y

6.2.1.3 GIEEHL LG T 5

ZEAYPNMR)E 2O NEh AT BOk A QU TRl .

BB

SN JEREN 1-ARRARE] 5-ARF m R g .
FUIH L I Ao Tk H Y
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open

12v j o8~ 2018w B | 13v || 41~

3 normal

12v j 10v 2018 B . 13v | 41w

6: G HLIE T

6.2.1.4 %

G )E, —LOF R RS N 2 TR bR .
HEAF IR

1. N TS IT FR RS .

2. il WIS AN JE AL B .

3. [ MEFR IR A s
B e P -

. BN

o« TEEH

© POELTR

« BRITUITEC AR Z/i/Z 5 D

« BEIFIRI R C AL 208 D

« IRETTARIN ] C AL Z FI/Z )5 )

o WE IR C A2 18] D

© YOEHIC AR 2RI )5 )

« YoEHMIC A2 )

« BN C AE-ZH/Z )5 )

« B C AR 220

6.2.1.5 | HEN

TR )5, TR PER B S L T D R S VR 2B 8l & 7 B o AL, TSR ARSI T AN B
ST

o2

CRARPAA )G, BT BEN I E O
S RPN 1-ARHARE] SR S N0
UR T R A AR R R A, AT B g TS A1
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Ticket#2015071510123456 — Welcome to OTRS!

Back Print Priority Additional ITSMFields Decision People * Communication * Pending Close

Miscellaneous -Move-

w Article Overview - 1 Article(s)

NO. i = SENDER VIA SUBJECT CREATED
1 - OTRS Feedback Email = Welcome to OTRS! 11/11/2018 15:29 (Europe/Budapest)

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

Mark Print Split Bounce Forward Reply

Welcome to OTRS!

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.

K7 TRPers s

Change Priority of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Information

Unclassified
25d22h

11/11/2018 15:29
(Europe/Budapest)

new
lock
Raw

3 normal

0

Admin OTRS

* Customer Information

none

w Ticket Settings
= Type: Unclassified
3mormal
» Add Article
[ Submit or [# Save as newdraft
8: TS I
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AN ITSM 7B
CIAAT )T > AL TS BB RS PRI AN ITSM 7B o Hai s P TICREHT IT— B g 1 o
FEBETS b ) DU E AT SRAB SRS TT 4 i 8] LA Stk H IR ARSI ITSM 5B .

Change ITSM fields of Ticket#2015071510122456 — Welcome to OTRS!

Cancel & close

w Ticket Settings
#Title:  Welcome to OTRS!

12v o7~ j 2018~ B 14~ | 14w

i
=
<
s
<

12v | 0T v [ 2018 ¥

i ]
s
<
IS
<

122v | 10v | 2018 v |f

[ Submit or [# Save as newdraft

9: HAMIK) ITSM 7B

Pl * 3% R R bR .

ERIFARITA] TEH 1A BUTFR 18 S H IR TA]
PR TFURI 18] LRI AR i B H IR TA]
FIIH L F I iz Tk H Y

1

e
LRI )G > WAL TS D GoOfT RS BRI TRE o Bl S BTV T T B 1 o
FESCES b, ] DLBCE RS 45 R e H ] .

Change Decision of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings
Pending

12v ) orv j 2008v B 1av 23w

» Add Article

[ Submit or [# Saveas newdraft

10: LHRE s I
WREGR ERETTREM S BAE HYE o AT s T LA B N 3 A& 7B .
e HI 3Rt P S i H TR a) o
U R AN MR R, AT DL TS IS o
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KM
LHAPMW)E AP P BERINLE .

Close Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings
closed successful

No

» Add Article

& Submit or [ Saveas newdraft

K11 TSGR I
T H MR T e A T B TR .
L0 LT R VRN MR T DA RS IS
Eh &R

GRARA )G, —ADF P BISINLE
Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

»Title; | Welcome to OTRS!

* Type: Unclassified

[ Submit or [¥ Save as newdraft

B 12 T E e B
R iz TR .
Z
BRI B, I RS E W -
* Ticket::Frontend: :AgentTicketFreeText###TicketType

THERE

BN )G, — B BRI 1
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open

12v ) 08v | 2018v B2 .| 15v | 33+

No
18: THESE
I TR TR R AT AV

6.3 ShiA LT

AL EATINEN G T
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CHAPTER /

ITSM Al 55 2 & B

AR RGN TG TG R DU R AT IR 55 200 P35 38 A2 Dl DU SRR 55 iR 55

ol e

EM#: This package requires the i /] [ 5% and the ITSM 1%.0» features.

7.1 BRI

AHAF AL BATE B O ST

7.2 kg5 N\ L tm

AT R AR A AL T4 A B ST o ) FE S B

7.21 ]FE

YRERBAPALST » TS5 N B ST o O — e R Se 5 L

7.21.1 it

YRAYADIT , RESEIN—SEH G HE B - e Sei F IR0 o3
Bl

N T RS E R
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Statistics
V2T of 27
A STAT# | TITLE OBJECT EXPORT DELETE RUN
10001 List of tickets closed last month Ticketlist L i =B
10002 New Tickets TicketAccumulation L i O]
10003 - List of open tickets, sorted by time left until response deadline expires Ticketlist L i ®
10004 - List of tickets closed, sorted by response time. Ticketlist X i ®
10005 List of tickets created last month Ticketlist L i =B
10006  List of the most time-consuming tickets Ticketlist X i ®
10007 List of open tickets, sorted by time left until escalation deadline expires Ticketlist L i ®
10008 List of tickets closed, sorted by solution time Ticketlist ] o =
10009 © Overview about all tickets in the system TicketAccumulation L i ®
10010  List of open tickets, sorted by time left until solution deadline expires Ticketlist L o ®
10011 ° Changes of status in a monthly overview StateAction L i ®
10012 ° Total number of all tickets ever created per Ticket-Type and Priority TicketAccumulation L o ®
10013 ° Total number of all tickets ever created per Ticket-Type and State TicketAccumulation L i ®
10014 ° Total number of all tickets ever created per Ticket-Type and Queue TicketAccumulation L o ®
10015 Total number of all tickets ever created per Ticket-Type and Service TicketAccumulation L i =
10016 Monthly overview of all tickets created in the last month per Ticket-Type TicketAccumulation L i =
10017 Monthly overview of all tickets created in the last month per Priority TicketAccumulation L i =
10018 Monthly overview of all tickets created in the last month per State TicketAccumulation L i ®
10019 Monthly overview of all tickets created in the last month per Queue TicketAccumulation L i =
10020 Monthly overview of all tickets created in the last month per Service TicketAccumulation L i ®
10021  Mumber of tickets created in a specific time period per Ticket-Type and Priority =~ TicketAccumulation 3 o =
10022 MNumber of tickets created in a specific time period per Ticket-Type and State TicketAccumulation L o =
10023 Mumber of tickets created in a specific time period per Ticket-Type and Queue  TicketAccumulation 3 o O]
10024 Mumber of tickets created in a specific time period per Ticket-Type and Service  TicketAccumulation L o =
10025  Mumber of currently open tickets per Ticket-Type and Priority TicketAccumulation 3 o O]
10026 Mumber of currently open tickets per Ticket-Type and Queue TicketAccumulation L o =
10027 Number of currently open tickets per Ticket-Type and Service TicketAccumulation 3 o O]
10 Gerh WL b b
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Total n
Total n
Total n
Total n
Monthly
Monthly
Monthly
Monthly
Monthly

umber of
umber of
umber of
umber of
overview
overview
overview
overview
overview

all
all
all
all
of
of
of
of
of

tickets ever
tickets ever
tickets ever
tickets ever

all
all
all
all
all

tickets
tickets
tickets
tickets
tickets

created per
created per
created per
created per

created
created
created
created
created

in
in
in
in
in

the
the
the
the
the

last
last
last
last
last

Ticket-Type and Priority
Ticket-Type and State
Ticket-Type and Queue
Ticket-Type and Service

month per Ticket-Type
month per Priority
month per State

month per Queue

month per Service

Number of tickets created in a specific time period per Ticket-Type andy

—~Prior
Number
Number
Number
Number
Number
Number

ity

of tickets created in a specific time period per Ticket-Type and State
of tickets created in a specific time period per Ticket-Type and Queue
of tickets created in a specific time period per Ticket-Type and Service
of currently open tickets per Ticket-Type and Priority

of currently open tickets per Ticket-Type and Queue

of currently open tickets per Ticket-Type and Service

7.3 HNEBA Gi G

AL EATINEN T
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CHAPTER 8

FAFH

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

Hf#:  This package requires the ITSM “- 4% # feature or any other package that provides back end for
objects to be imported and exported.

8.1 I IS
AT B R R R SR o T RIS 6

8.1.1 RGIEH

LR G, B LG S PR R AL SRR

8.1.1.1 FA/FH

P R DR R LGS AT B o N/ VRS B DR R A T R BRALIN S A/ R .

Import/Export Management
Actions Config Iltem
[+] Add template NUMBER NAME FORMAT VALIDITY DELETE START IMPORT START EXPORT

000002 Test csv valid Import Export

Note

10 PN/ R B R
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EHSNIT IR

A E QN SHR :
1. mle ZE A rh i) AR e
2. WS A DR 7B .
3. il SEidLHl .

Step 1 of 5 - Edit common information:

valid

Next or Cancel

2: GUEDET AT AR
A7 G MR
1. AR S i — AR
2. B D B T B
3. wiili epdEHl .

Step 1 of 5 - Edit common information:

Test
& ITSMConfigltem
. CSV

valid

Mext or Cancel

3: G4/ F VB B

AR AR -
1. RS2 R B S A P A
2. i #IAEHL .

A7 GNHET B K
1. ARSI I B
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Config ltem
MUMBER MAME FORMAT VALIDITY DELETE START IMPORT START EXPORT
000002 Test Csv valid Import Export

4: MERF NS SR B 4
2. sl PV ALHIFIERE A CSV 3UAF S
3. siihi JHU A

Import information:
ne: Test

Tallézés... Nincs kijelélve Fajl.

Start Impork

K 5: 3 A b

BT T AN R R
1. miahfR IR SRR .
2. fEFEN R EE — ML E DRAF Export . csv X .

AT HRABE

AP, ATLE LU BEE - AR A5 1T BUR T .

VEMR: SN ORISR o XA, R RS IR RGBS, WL BEE RN

G A ILE R

YRR BEBEIE AR o AT AR T BT AME AT R B AT B RS TR o SRR R AERE N
S

G EFEEF A R ZRM

o EEER ARG S .

ARNE * PR IE BRI AT o WRIE T BOR EDY ARG WA BEE BT AAE OTRS A o K b7 Bris
B JCRE I R AR L BRI KA

VERE T BRI I NS S o D T EEDINE I SR 2R BUR TSN A SE R AT I B .

SR S5 KL

ARk ROEKA BB R B A R AR LA T S A
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Step 1 of 5 - Edit common information:

valid

Next or Cancel

6: i~ ILE B b

Step 2 of 5 - Edit object information:

Test
ITSMConfigitem
10
Back = MNext

7: G B AE B B
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% KR H B IR BL o AT R R S LA T G A

K PR LEZ T AT UM .

—ANTCEMER A H * fE AN IH AT D 2O H

%?E&j@%ﬁ%%ﬁﬁﬁ W R BONCRE Bt R A7 A OTRS WL P I SREAE o 50, Btk gl 1 e

G 4 A5 S

Step 3 of 5 - Edit format information:

ne: Test

Format: CSV

UTF-8

No

Back  MNext

8: iR % A fe B A
MRR RER A B R B o A R R AT S A
1 KA B RS B o A JE R S AT SR
AT * k8 CSV SUAFIIBI 2 AT -
TR EFE CSV LTI AR g .
BAEHIbRE 5 5E 2 NS S IbRE

TE AU SRS,

Step 4 of 5 - Edit mapping information:

ne: Test Object: Config ltem Format: CSV

KEY IDEMTIFIER COLUMM Up DOWN DELETE
Mo map elements found.

B Add Mapping Element

Back = Next

9: iR WM fr B A
s WIS TCFRALHL LM PR INTCER o 08 T LR E BT E 2 R IRET o JTTR A2 i HEP Y .
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SRR A5 S

Step 5 of 5 - Edit search information:

Template Name: Test

Back | Finish

P 10: iR A0 Bt
B AR Xk B B P B B o AT IR AT SR

AR BT BT DO T RN AN S PEAS IR R 00, DARRR) S AA1 S DO RE o RTREM) 7 BOUAE L 7 B
T .

VEMf: AT BOR AR m KRR ATRESA PTG T2 A S K DA AN &

8.2 M55 N bt

AHRAFRLBAT W55 N RS

8.3 JhHBN G i

AL EAT SN G T
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