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CHAPTER 1

og

=

This manual is intended for use by system administrators. The chapters describe the updating of the OTRS
software.

There is no graphical user interface for updating. System administrators have to follow the steps described
in the following chapters.

IR G 2B RIS username> command-to-execute . username( 4 ) T 755 FH Sk Fh

ITIX LA S HERIE RGPk o a2 B root> 13k, WAZILAEAT root BRI HH 7 5 43 AT 1%
Lo WAL otrs> JT3k, WLAZIHZ Y OTRS QI M AT .

il

e Zflar IR IR 2 shell I, ABEERE username> #RI;, A NARE HE o

We supposed that OTRS is installed to /opt/otrs. If OTRS is installed to a different directory, then you
have to change the path in the commands or create a symbolic link to this directory.

root> 1ln -s /path/to/otrs /opt/otrs
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CHAPTER 2

BEEPE R AT 5K

OTRS 1 DL 223645 Linux LAl Unix IR 2 RAS 1] 41 OpenBSD ik FreeBSD ) I, JoikfE Microsoft
Windows Fiz1T OTRS .

EHaAT OTRS, ik ZAEH] Web Hi 55 341 4 e 1) AQBE MRS e Ak 55 4% - BRIk 281 18N i%AE OTRS 157
BL L2225 Perl /a2 — L4141 K] Perl KLk .

Perl 755 OTRS AL — G blds I o Ko e J5 i Al Web il 55 i il AASHb 2288, ) DL2z R4 oAt 4L
ko

XTT Perl s f0ks 5 BB AL . W LU ] Perl shell Al CPAN 222, ] LI i B4 R 40 (1 A0 2
( rpm . yast . apt-get )z %% .

OTRS A7 — M & iy A A A BB (R

otrs> /opt/otrs/bin/otrs.CheckEnvironment.pl

RS, E] —-11st IEIUSATIAS, WW] DERBCA BT ERAE R LR A RN ar & o

otrs> /opt/otrs/bin/otrs.CheckEnvironment.pl —--list

U RELRE T AT W EE A PR SRS A AN (K H R o 2R M A AR A S

Checking for Perl Modules:

O Archive : iTar . v e ettt teeeeneenen. ok (v2.24)

O Archive::Zip. .ot eeeeeenn. ok (v1.63)

o Crypt::Eksblowfish: :Bcrypt....... ok (v0.009)

O Crypt::SSLeay. v v et ineennennnns ok (v0.73_06)

O CryptX . ittt i ittt ieieeee e ok (v0.061)

o Date::Format......coviiiieeenn. ok (v2.24)

O DateTdime. . v ittt ittt et e i eeeenn ok (v1.50)

[ T . = 3 ok (v1.641)

O DBD::mySl. cv ittt inieeenennns ok (v4.0406)

O DBD::ODBC. .ttt ittt ittt e eannn Not installed! Use: 'apt-get install -y,
—~libdbd-odbc-perl' (optional - Required to connect to a MS-SQL database.)

(M ITgREE)
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'cpan DBD::Oracle'y

"apt—-get install -y,

o DBD::0Oracle.....vuuiiiieeenenn. Not installed! Use:
— (optional - Required to connect to a Oracle database.)
O DBD::PQg. ettt it it eieeannns Not installed! Use:
—~libdbd-pg-perl' (optional - Required to connect to a PostgreSQL database.)
o Digest::SHA........iiiveee... ok (v5.96)
o Encode::HanExtra.............. ok (v0.23)
[ T 1V ok (v4.22)
o IO::Socket::SSL. ... ok (v2.060)
O JSON::XS. ittt ittt eieennnns ok (v3.04)
o List::Util::XS......cvii... ok (v1.46_02)
o LWP::UserAgent......covvvve... ok (v6.35)
o Mail::IMAPClient........o.ov.... ok (v3.39)
O Authen::SASL. ..ttt e, ok (v2.16)
o Authen::NTLM........covvun... ok (v1.09)
O MOOSE . i ittt it iiee et eneeeennnn ok (v2.2011)
O Net::DNS. ...t ok (v1.17)
O Net::LDAP . ittt ettt eeeennnn ok (v0.65)
o Search::Elasticsearch......... ok (v6.00)
O SPECIO0. ettt ettt ie i ie e ok (v0.42)
O Specio::Subs......... ... ok (v0.42)
o Template....oviiii .. ok (v2.27)
o Template::Stash::XS........... ok (undef)
O Text::CSV_XS . ittt it i iiiennnn. ok (v1.306)
o Time::HiRes. ...t ok (v1.9741)
O XML::LibXML. .ottt neneennnn ok (v2.0132)
O XML::LibXSLT. oottt enenennnnn ok (v1.96)
O XML::ParSer . cuveeeeeeeeenneenns ok (v2.44)
O YAML it t XS e ittt ettt ettt ok (v0.74)
Checking for External Programs
O GNUPG. .ttt ittt i ittt teieeennn ok (v2.2.8)
T 0 @) ¢ ok (v5.8.0)
O Node.Js. ittt ok (v8.11.4)
O OPENSSLt vt ittt et e ok (vl1.1.1/0OpenSSL)

2.1 W2k

PSR A T OTRS HAE I O « OTRS W] -4k Ab B oK T sl R AR B 7 5K T o A7l 22

SRIE R TR AT AR R
FAHEREAL T 1 B v L

64GB N 1§

TIEM K

2x1 TB NVMe SSD( #1} RAID 1 )

AMD %i ¢ 7 3700X Octa #%.02%[F 2% Bl i) CPU

Chapter 2. filiffFIR {2k
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2.2 WAFESR

Perl

« Perl 5.16.0 5 &R A

o BG4 /opt/otrs/bin/otrs.CheckEnvironment .pl I Perl 4
Web Jii %5 4%

» Apache2
* nginx
o AT RUHAE S AREL AT AT oAl Web il 55 25

K e
« MySQL 5.7 ml{ 5 & ilA
+ MariaDB 10.2 a5 & il A
+ PostgreSQL 9.2 5 5 mhi A
« Oraclr 10g B 5 = iR A

M OTRS 9 will not support Oracle as application database anymore.

Hee i
+ Elasticsearch from version 6.5.x to 7.x (higher versions are not supported)
- Elasticsearch #itlt “analysis-icu” 1 “ingest-attachment”

* Search::Elasticsearch and Search::Elasticsearch::Client::6_0 (must have
equal Perl package versions)

+ Node.js 8.9 Bl 5 il A
DU
« Apple Safari 7 {5 mhi A
» Google Chrome
* Microsoft Internet Explorer 11
* Microsoft Edge
« Mozilla Firefox 32 sl 5 il A<
o Hiftr 37 £F JavaScript (IAEMTEIAL Web 31 5 2%

M OTRS 9 REAHSCHF IE S b s o

2.2, BAFER 7
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CHAPTER 3

g7

vEfft: OTRS is installed by the Customer Solution Team. Please contact the Customer Solution Team via
support@otrs.com or in the OTRS Portal.



mailto:support@otrs.com
https://portal.otrs.com/
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CHAPTER 4

B

VEME: R AVEAE — AL A L S A T TR

M OTRS 8 i) FLIIRCA BT A mT L5 MAEART R 58 BT RRCAS TR B iR Ah T O RRAS
M OTRS 7 51 #&rI LI OTRS 7 [KALAT#h T 255 A BB £ OTRS 8 S (K1 w] AN T 2 A

M OTRS 6 sl 5 L RAT B BAHEM OTRS 6 sl B HLRAS ELEZ BB 21 OTRS 8 o i Z5UK O T3 w] K
PIRABEAT 5E 4 H0FT o B, WERGEI OTRS 5 JT4h, Wi 5520 5¢ # 58T 21) OTRS 6, R o BT 2
OTRS 7, fHJr Fi ] OTRS 8 .

Z:
HREHU , 5SS LA R OTRS & B L FF «

4.1 F 10 AF1IEr A RS A OTRS syt e

TR AETIZ AT A 95 5 CRON i RIME S5 AL - Ui OTRS , IXE gk TR K Ik 55 i B AN OTRS ik
x o

root> systemctl stop postfix

root> systemctl stop apache?2

root> systemctl stop otrs—-daemon
root> systemctl stop otrs-webserver

4.2 95 20 A SCAF A R

BIEE R HI SR H SR %7 -

* Kernel/Config.pm

11
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* Kernel/Config/Files/User/*.pm
* Kernel/WebApp.conf

e var/*

Bl WEARRA RN RGN » I AZAREL o {0 JIAS

4.3 i 3 b AR

PRATPL 3 otrs—-x.y.z.tar.gz B otrs-x.y.z.tar.bz2 . BIHARC Hlan, #H tar LR H 3
/opt H, B — NS /opt /otrs, $8I /opt/otrs-x.v.z o NEKICEERAS |

W AT, RS R L bzip2 . HIRIEME otrs—x.y.z.tar.bz2 Z AT % T
bzip2 .

otrs-x.y.z.tar.gz KfREM2

root> tar -xzf otrs-x.y.z.tar.gz -C /opt

otrs-x.y.z.tar.bz2 HMfREM2

root> tar -xjf otrs-x.y.z.tar.bz2 -C /opt

BN  Jopt/otrs AT SHEL , "EIRAIRI BRI OTRS A o A F AT 5 BEHE T DL f i 2
OTRS 087, P n] LLR B G AT RRAS 1 H o> HUAg B S ERE o W R AT EEmDR SR, lnlss 5 BERe )
H AR Jat H B

AT e i & DLEEAT 5 B -

root> 1n —-fns /opt/otrs-x.y.z /opt/otrs

4.3.1 VK& JEECE A

* Kernel/Config.pm
* Kernel/Config/Files/User/*.pm

* Kernel/WebApp.conf

4.3.2 A1

WA OTRS BL B A AE S R AF A A » W2 article HXWKEE] /opt/otrs/var/ B
ARGHETHRER H XK .

12 Chapter 4. T}
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4.3.3 E S ZEERBIANG T

R S BABIAG S B AR A, WA A 54 * . installed MIZETHE B XML SCHRETR S 3
/opt/otrs/var/stats o

root> cd OTRS-BACKUP/var/stats
root> cp *.installed /opt/otrs/var/stats

4.3.4 BLE SRR

AT LA R fir 2 OTRS BEE SCIAT H SRR o B Re 22 1A R 1 2238 P s PR LA V0 P AN B

root> /opt/otrs/bin/otrs.SetPermissions.pl

4.3.5 BT IR Perl fHith

AR LA BAS T A2 BT 2 e AT A 75 1K) CPAN b K LB SRR AR AT R B

root> perl /opt/otrs/bin/otrs.CheckEnvironment.pl
Checking for Perl Modules:

O Archive: iTar .. e ettt i eeeeennn. ok (v1.90)
O Archive::Zip. .ot eennn. ok (v1.37)
o Crypt::Eksblowfish::Bcrypt....... ok (v0.009)

M EER: OTRS W2 AR LAER 228 T PiAT A O BHELK) Perl o IX S BR AL A (R 4 253
EHEE RS B C I RHEL ) BRIAKAT Zehe X Stz it , fRAl g 2231 perl-core B «

B AR ORI o TT LA ] CPAN B Linux R ATHRUIRIK -6 2 F 88
AT I 4 LUSREUR T 25 0 U1 2245 r &«

root> /opt/otrs/bin/otrs.CheckEnvironment.pl --list

OTRS requires a supported stable version of Node.js to be installed. Please refer to the Node.js installation
instructions.

4.3.6 Setup Elasticsearch Cluster

OTRS requires an active cluster of Elasticsearch. The easiest way is to setup Elasticsearch on the same
host as OTRS and binding it to its default port. With that, no further configuration in OTRS is needed. For
more information read the Set up Elasticsearch chapter in the official documentation.

Z: W,
Please refer to the fifi{- 14k {25k chapter for the supported versions.
AL, OTRS % 4E Elasticsearch #2234 DL N it -

4.3. 5 3 REIE 13
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root> /usr/share/elasticsearch/bin/elasticsearch-plugin install —--batch,,
—ingest—attachment

root> /usr/share/elasticsearch/bin/elasticsearch-plugin install --batch,
—analysis—icu

R 2 J5E P B3 Elasticsearch, SIS LEMERS] .

FLIGF Elasticsearch 223, Al UIMAFH DL R4 -

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DocumentSearch: :Check
Trying to connect to cluster...
Connection successful.

4.4 540 iBATIEBHA

IR AKX R (0 R G ATVF 2 R A, JFER AU G I 22 e/ 1) Perl B DA% fg 2 180 C 4 SR 0 5 PR A6
Be o R AR ALY KPAT S ERIER LB o AR AN T SO, M IEAT A

BITIXANT R A

otrs> /opt/otrs/scripts/DBUpdate-to-8.pl

ORI IR R TAE  TEANERELTI R o IR e A R T R

IR AL K& ACL ARG L B W B 7 IEA o W AR ARG B B R AR O b (I 1 vl fie (e
PR HATIEFORBE R EMILE o« WA DAR AR RIZAT, el ASE R E « WK
W KRBT )5 Tl i e

WERAAAERL I ACL, ARG L ASMEENT, I HARE Mg B AT IE « AR R W2 T3
B —F

4.5 o 5 0 W C AT

i OTRS 7 4 H4 5 OTRS 8 A, WZikdT HHT o

{/J\Tuﬁﬂﬂ T iR SR T ORI A o X3S T T AR A RS A BT A o SR S T
TR A B S B A AR A C X2 OTRS SP4 HEREAEIZAT Do

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Package: :UpgradeAll

4.6 %56 4. HEIRS

ZJa s ATLURBIIRSS o KB T HHIRGSRCE » Xl :

14 Chapter 4. T}
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root> systemctl start postfix
root> systemctl start apachez2

MR OTRS SFH b & IERiEAE OTRS Arab i) » Bl ik i1 isf: o %R — S s s e .

4.7 § 7 ¥ : Jiz5) OTRS P4 FEFEH Web Jik 545

OTRS [fis T systemd 7n B BC ESCAF . W F#fRAE R SR 85 AR 3 OTRS Sy HEREAT Web iRk 5545% o

root> cd /opt/otrs/scripts/systemd

root> for UNIT in *.service; do cp -vf SUNIT /usr/lib/systemd/system/;.
—systemctl enable SUNIT; done

root> systemctl start otrs—daemon

root> systemctl start otrs-webserver

BATURAT LS R BIRSE T o

4.8 5 8 b TETBAES MY

it AN OTRS 7 KA BB A 5 2L K

OTRS 8 MRS A D1 VA K% /- P (R BRI B3 o 2 A 3 1 H AR ) T AAE R C  ( “Pref-

erencesGroups###Password” fil “CustomerPersonalPreferences###Password” ) H 5 .

A BRI BRI
PasswordMinSize 8
PasswordMin2Lower2UpperCharacters | i&
PasswordNeedDigit =
PasswordHistory 10
PasswordTTL 30 K
PasswordWarnBeforeExpiry 5K
PasswordChangeAfterFirstLogin p

AT DO RS8N BB P FH P s I A BOR R S o TEA T &R DL S I
* PasswordPolicy: :ExceptAgentPasswordComplexity
* PasswordPolicy: :ExceptAgentPasswordTTL
* PasswordPolicy: :ExceptAgentPasswordHistory
* PasswordPolicy: :ExceptAgentPasswordChangeAfterFirstLogin
* PasswordPolicy: :ExceptCustomerPasswordComplexity
* PasswordPolicy: :ExceptCustomerPasswordTTL
* PasswordPolicy: :ExceptCustomerPasswordHistory

* PasswordPolicy: :ExceptCustomerPasswordChangeAfterFirstLogin

4.7. £ 74 J535) OTRS T3 AL Web k5525

15




OTRS Update Guide, % fii 8.0

Since the old agent interface screens are no longer present, some ACLs need to be corrected manually by
the administrator. The migration script already informed you if this is the case.

Affected ACLs are those that refer to a non-existing agent interface screen in their Action setting. This
front end Action rule needs to be replaced with a corresponding Endpoint rule. A table with possible

mapping is included below.

At it 45
AgentAppointmentCalendarOverview No replacement (feature dropped)
AgentLinkObject No replacement (feature dropped)
AgentSplitSelection AgentFrontend: :TicketArticle::Action::Split
AgentTicketBounce AgentFrontend: :TicketArticle: :Action: :Redirect
AgentTicketBulk AgentFrontend: :TicketList::Bulk
AgentTicketClose AgentFrontend: :Ticket::Action::Close
AgentTicketCompose AgentFrontend::TicketArticle: :Action: :Reply
AgentFrontend: :TicketArticle: :Action::ReplyAll
AgentTicketCustomer AgentFrontend::Ticket::Action: :Customefr
AgentTicketEmail AgentFrontend: :TicketCreate::Email
AgentTicketEmailOutbound AgentFrontend: :Ticket::Action: :EmailOutbound
AgentTicketEmailResend No replacement (feature dropped)
AgentTicketForward AgentFrontend: :TicketArticle::Action::Forward
AgentTicketFreeText AgentFrontend: :Ticket::Action: :FreeText
AgentTicketHistory AgentFrontend: :Ticket::Action::TicketHistory
AgentTicketLink AgentFrontend: :Ticket::Action::Link
AgentTicketLock AgentFrontend: :Ticket::Action: :Lock
AgentFrontend: :Ticket::Action: :Unlock
AgentTicketMerge AgentFrontend: :Ticket::Action: :Merge
AgentTicketMove AgentFrontend: :Ticket::Action: :Move
AgentTicketNote AgentFrontend: :Ticket::Action: :Note
AgentFrontend::TicketArticle::Action: :ReplyToNote
AgentTicketOwner AgentFrontend: :Ticket::Action: :Owner
AgentTicketPending AgentFrontend: :Ticket::Action: :Pending
AgentTicketPhone AgentFrontend: :TicketCreate: :Phone
AgentTicketPhoneInbound AgentFrontend: :Ticket::Action: :PhoneCallInbound
AgentTicketPhoneOutbound AgentFrontend: :Ticket::Action: :PhoneCall10utbound
AgentTicketPlain AgentFrontend::TicketArticle::Action::Plain
AgentTicketPrint AgentFrontend: :Ticket::Action::Print
AgentFrontend: :TicketArticle::Action::Print
AgentTicketPriority AgentFrontend: :Ticket::Action::Priority
AgentTicketProcess AgentFrontend: :TicketCreate: :Process
AgentFrontend: :ProcessTicketNextStep
AgentTicketResponsible AgentFrontend: :Ticket::Action: :Responsfible
AgentTicketSearch No replacement (feature dropped)
AgentTicketWatcher AgentFrontend::Ticket::Action: :Watch
AgentFrontend::Ticket::Action: :Unwatch
AgentTicketZoom AgentFrontend: :TicketDetailView
AgentFrontend: :TicketDetailView: :Property
16 Chapter 4. T}



OTRS Update Guide, % fii 8.0

4.9 . XHER MySQL £idi Rk AT 1L

OTRS 7 LLK BRI RA A SCRF “utf8” A1 MySQL Hudls e (1 7 #5744 » (HZ B AR/ T A7 ¥ Unicode
FHF . [ OTRS 8 e, tHIHF “utf8mbd” FHHE T » I HBEA LIRS o AT 5, @il OTRS W&
A PRV A A 185 (0 K P A T A

WRIBATAZ AT EATIAEATIETR 2 1015 > W Bty ZAL ISy

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Database: :MySQL: :UTF8MB4Migration
The following tasks need to be done:

- 1 table(s) need to be converted to 'DYNAMIC' row format

— the database needs to be converted to 'utf8mb4'

— 411 column(s) need to be converted to 'utf8mb4'

- 156 table(s) need to be converted to 'utf8mb4'

eI DFH] ——force IR HI 58 st e o

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Database: :MySQL: :UTF8MB4Migration -
——force

Fetsgte)n , T EAE “Kernel/Config.pm”™ SCAFH A NAZ L LIS “uft8mb4” SZHF .

SSelf->{'Database::mysqgl::utf8mb4d'} = 1;

Hfif: WRAEATAT 4, OTRS 8 i LATE “utf8” F4F4E FigdT o fHi& OTRS 9 ¥ HHF “utf8mb4”
AR o PRIE i EHGR BT AR OTRS 8 [isAT I N BHT -

4.10 Updating Elasticsearch

Elasticsearch 7.x changed some configuration settings and behaviors. A full list of changes from Elastic-
search 6.x to 7.x can be reviewed in the Elasticsearch Reference.

One of those options is explicitly interesting for OTRS, which is the maximum amount of open scroll contexts,
that had a value of 1000 until the latest version of Elasticsearch 6.x and was reduced to 500 in Elasticsearch
7.X.

In normal situations, this value should not be reached, but we recommend to set this value back to 1000
with the following option, that has to be added to the configuration file elasticsearch.yml:

search.max_open_scroll_context: 1000

4.9. HUL: XA MySQL S PEEA T ) 17
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CHAPTER D

NES =1
MR
OTRS HAT & HIE S I EIIA o AF ] —h ST T A DURIBCE 245 L .
5.1 %
T EEVESD, otrs N WHEA Hix Hx BB ARIR
otrs> /opt/otrs/scripts/backup.pl -h
JAS By i LR 2R
Backup an OTRS system.
Usage:

backup.pl -d /data_backup_dir [-c gzipl|bzip2] [-r DAYS] [-t.
—~fullbackup|nofullbackup|dbonly]
Options:

-d — Directory where the backup files should place to.

[—c] — Select the compression method (gziplbzip2) ..
—Default: gzip.

[-r DAYS] — Remove backups which are more than DAYS days old.
[-t] — Specify which data will be savedy

— (fullbackup|nofullbackup|dbonly). Default: fullbackup.

[-h] — Display help for this command.
Help:

Using -t fullbackup saves the database and the whole OTRS home directory.
< (except /var/tmp and cache directories).

(M ITREE)
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(£ E0)

Using -t nofullbackup saves only the database, /Kernel/Config* and /var,

—directories.
With -t dbonly only the database will be saved.

Output:

Config.tar.gz - Backup of /Kernel/Config* configuration files.
Application.tar.gz - Backup of application file system (in case of full,
—backup) .

VarDir.tar.gz - Backup of /var directory (in case of no full,
—backup) .

DataDir.tar.gz — Backup of article files.

DatabaseBackup.sgl.gz - Database dump.

5.2 K&

otrs> /opt/otrs/scripts/restore.pl —-h

PARNIIE I HEERE R

Restore an OTRS system from backup.

Usage:
restore.pl -b /data_backup/<TIME>/ —-d /opt/otrs/

Options:
-b — Directory of the backup files.
-d — Target OTRS home directory.
[-h] — Display help for this command.
20 Chapter 5. % FITk &




CHAPTER O

(RGNS

NHE T OTRS e PE RESE s BRI L, ARRCE « Zifd - WA AE .

6.1 TRyl

OTRS i R IR IR 2R 2R 5 X6 2K E AN A A B (045 A o ) 3 Bl AT S
N IXA A &L AR R 5 -

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::FulltextIndex —--rebuild

Wi SERsHEMRR SIS 6§ OTRS SFHEERAESS3E4T o EARNINIAS I 21 & 48 B9 - chnad S
BATRG] HILRSIREAEILA S AT

A LRI TR R RS

Ticket: :SearchIndex: : IndexArchivedTickets & XA LHZ2H WA EAEERRTIP C BRIAFL
NARJAH Do FTEAIER TR RS FRRFE/ DRG]  iEBEXANEDUSH T, ARk R
KRR T

Ticket: :SearchIndex: :Attribute & RI|MFEARE .

Ticket::Searchindex::Attribute

WordCounthax 1000 Basic fulltext index settings. Execute
hinfotrs.Console. p

WordLengthhMax 30 Maint:: Ticket:: FulltextindexR ebuild” in
order to generate a new index.

WordLengthMin 3 LA e

1: Ticket::SearchIndex: :Attribute W&

21
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MR 3847 BL R LUE G R 51 -

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Ticket::FulltextIndexRebuild

WordCountMax & U LU R 5RO T . filn, FAAE A IESCHIHT 1000 A ial 47 it 7R 15 1%
RRIH .

WordLengthMin fll WordLengthMax M E KA o N BAGXWAME 2 A BE 1 5107 4 2 A7 i
R R R .

Ticket::SearchIndex: :Filters R IFNFIENXITIER T MBREHS O .

Ticket::Searchindex::Filters
[ MBS T WA W]
LIS

AW +8

2: Ticket::SearchIndex::Filters W&

& X T ZABRINIL UE S -
o B NRIEASRERRI TR W & <> ? T VS [1()+ 80 =
o BB AN PE AR F BT LU AT 2 TR e A R ]
o BRI A A S RN - a-z, A-Z, 0-9, _
Ticket: :SearchIndex: : StopWords 4= C&K5|METEA 1R, IXLETAE NIRRT EER o

Ticket:Searchindex:: StopWaords#Eiien

a Engilish stop words for fulltext index.

ed from

about the search index.

above
after
again
against
all

am

3: Ticket::SearchIndex: :StopWords###en W&
A 2B F 0w T Pl s ki o IR R G IR Bk ix L5 b .
Z
WRBHIE S AERGRCE BCE T, slF AR INE 2 a0y LUK &A1 i 2 e i A -

* Ticket::SearchIndex: :StopWords###Custom
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6.2 R

OTRS uses Elasticsearch for its document search functionality. For a good introduction into the concepts,
installation and usage of Elasticsearch, please follow the Getting started with Elasticsearch chapter in the
official documentation.

6.2.1 HE /)
Elasticsearch J& 1] Java 2 51K » PRI A] DAZEAEAT AR TS A5 Java SEFUALC JVM D HigqT o JVM AT FR
J3 heap C HE D [H—r AT, HK/NATUAERCE XA jvm. options FALE -
Hedg DA KL B BN BEE ) 1 GB» AT DA DR IE I T B 0
s Xmslg: Y/ ME N 1GB .
« Xmxlg: HE K{EN 1GB .

IR Xms FEAR T xmx o U JVMOREZE I > iy R I 48 A T ROHE R R ELRNA ) Xmx IR o IXAF Y
RN T U 55 B4 BB E e B X AT RERRIR B B 5 | SR IR B RN S itk o DRI s SR BOREATT 8
BFEFIIE -

B WAGE I T ERORHERN s ARSI T ORI R AR AR RER R MNZSS .

BEE M HE S KA > Elasticsearch J LME IO N AF I » X thax N JVM 58 e i 4 T BE R 452
g, @B Xmx WA AT YELNAE 50% M -

For more information and good rules of thumb about the heap size, please follow the Setting the heap size
chapter in the official documentation.

6.2.2 fiidi /i

FEMR S5 1847 WA, Elasticsearch 26 7 w] FHEAE 25 0] o PR SE JE AR08 20 )1 70 B4 AR REAR T 0, L2
TRy EFTE CL VR E N A o IXPAT R R M AT A A ] AT RAERCE S elasticsearch.
yml FPRCE o BEIN SRR AT RAT RIAFE AT REAR E E BRI -

cluster.routing.allocation.disk.watermark.low BRIAMEH N 85% . 40 58 H sk BR |, Elastic-
search K A B2 40 Fr 4r BL g A OC IO RE AR A o 100 U ERAE AN Z 52 w0 » AT AR T LR 5| FIHE 2R 3L
i o

cluster.routing.allocation.disk.watermark.high ERiA{H 4 90% . w1448 H R, Elastic-
search K S ILAT 73 B 3 A7 2 HAT 208 T H A TRl L s C ansRAT e

cluster.routing.allocation.disk.watermark.flood_stage 2k i\ fH N 95% o B
it PR ), Elasticsearch < K Bt 5 & 51 1 B & 5 B A H 8 R 5] Bt index.blocks.
read_only_allow_delete, Hdr 2o — A B A SR 0 o IR, Toik
R EEE RGBSR T F BRSO R AR AT

VEMR: W SR B2 U BOF B2 S8R g e E 8 Heist, U Elasticsearch ANaxy H A UL E: o WIZRAHSC
fAs T T B B T O B R M R AT TSR] U T Sl i S el A

For more information about disk watermarks and disk-based shard allocation, please follow the Disk-based
Shard Allocation chapter in the official documentation.
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6.3 fH{HA7fik

A PRl AS [ 1 5 s L B T T A A R L E S A AP A A o A8 RS A AR AT LR R

Ticket::Article::Backend::MIMEBase::ArticleStorage[FEE"Ec

Kernel: :System: :Ticket: :Article: :Backend: :MIMEBase: :ArticleStorageDB I Bk i\ 51
R A AE R e D o B E T 2 AN AT m e g5 s > (HAEOE e b g ER 2 Al 2 )

TEfR: AR 2B A EAEHE .

Kernel: :System: :Ticket: :Article: :Backend: :MIMEBase: :ArticleStorageFs i Hj it ##% £
AIEA I ST R EAEAE AT o e AR AR, R SRR AT 22 A1 o I 55 4% T 06 ZRUAf DR SC A R e A IR
S L AL o BB AE NFS S8 B ali i fif & SAN sRR BRI b .

Al AR LA BT HERE AL

Ry AAEIZAT o AN e i DI 21 5 — AN e i o S50T DAFE R GERC B U0 A i > R s AT A AT SR
B Bl P ISR RS RS L 2R

otrs> /opt/otrs/bin/otrs.Console.pl Admin::Article::StorageSwitch —--target,,
—ArticleStorageFs

A LMEH ——target WLIHEE H ARG

fifbs BEATERE AT RER ZOA 2 KW Ta), HARIRCR T 31T (45 AF B UL R T CPU 8 R/ Y 245 7%

e ¥

L/ SO S CEOE G =S L7 SO =< B G I N S =1 O/ S QR S S S L V- A U
Ticket::Article: :Backend: :MIMEBase: :CheckAllStorageBackends PL#fi & OTRS {54k T
PLEEAT .

6.4 VAR T

H1 T OTRS " LLIAE R R Ge, MHER S K TRl e AN — AN B0 o R, JRATSEEL T — AN ] LR A
P HIThRE .

VEREAEAN A PR TR LUIC ) TR o 3508 T G P PRI T AR AT — A FI AR I ok
1 o RGEAR SN AR R T H T 5% 56 B (KT AT LA T o B0 AR A K AT P
STt

BAE VAR D) BE -
1. WIS RAGECEH N Ticket: :ArchiveSystem WH o
2. EX—ANHIMES -
o 15 BT b sl iIAES 42
« ARSWE  FRALARES AR o
o AZNPAT : R TERINZAT 55 R £85I I
o GERETE: Sl FOK LA A ATEOC ] T AL T OGRS I AR .
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o BUP/ASINTARRYE - BCE IR A TR BON IR
o FE U B PRAF LRSS

o LR T AT IZAE S B LA R S K R .

o muli AT 44

WM Fahis TS &% vl LME K 5000 4> T .

HORER TR, REBOAMER ARV T
N T RIS T
1. AT TR 5 .
2. BLE VIR RIS T el Py T .
3. PITHE .

6.5 {1t Web Jl 4522
OTRS N & Web Ik 5525 7T LLIT48 RN H AL #Rp/NAY 22285 . 24 OTRS R I o F 2 H 3R AR &S, "I RERS

BLRHE Web 53 H0E , Lo hn TAEBER 80 .

Web il 5% #3BiC B U T Kernel/WebApp . conf s JF HPTABCE A AU o AT AN worker W »
IFEA BE NI IO S5 ds BB E 2 0ERE , I T-A0 2 HTTP 353K o

6.6 217

OTRS 1t /opt/otrs/var/tmp LA T KB L W IRE M S PERESCIE RGERAAAE o WERTRAT
AL RAM s AR AT LR 32 A H e ramdisk b R s

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Session::DeleteAll
otrs> /opt/otrs/bin/otrs.Console.pl Maint::Cache::Delete
root> mount -o size=16G -t tmpfs none /opt/otrs/var/tmp

Hfif: AE /etc/Estab TIRMKA B .

T R AR A RS SERN SRR P el C R A ST R 4
) MZEATEARHORE E K

ik
|:F1

6.7 St

T AR AR, R RERE AR 2 A A IR 55 A AR A RIsAT OTRS o Xt — TR R MESS , AEVFZ I
BF o It OTRS ££RIL TN L 4T47 1 OTRS M SRR S0

6.5. ik Web Jl55#% 25



https://otrs.com/how-to-buy/

	介绍
	硬件和软件要求
	硬件要求
	软件要求

	安装
	更新
	第1步：停止所有相关服务和 OTRS 守护进程
	第2步：备份文件和数据库
	第3步：安装新版本
	恢复原配置文件
	恢复信件数据
	恢复已安装的默认统计
	设置文件权限
	安装必需的程序和 Perl 模块
	Setup Elasticsearch Cluster

	第4步：运行迁移脚本
	第5步：更新已安装的软件包
	第6步：启动服务
	第7步：启动 OTRS 守护进程和 Web 服务器
	第8步：手动迁移任务和更改
	建议：对您的MySQL数据库进行转码
	Updating Elasticsearch

	备份和恢复
	备份
	恢复

	性能优化
	工单搜索索引
	文件搜索
	堆大小
	磁盘分配

	信件存储
	归档工单
	优化 Web 服务器
	缓存
	集群


