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a
! OTRS
Dashboard Customers Calendar Tickets FAQ Reports Admin  Q
Reminder Tickets » Settings
My locked tickets (0) Tickets in My Queues (0) All tickets (0) 7 Day Stats
TICKET# AGE TITLE
none § @ Created @ Closed
Escalated Tickets
My locked tickets (0) Ticketsin My Queues (0) All tickets (0)
TICKET# AGE TITLE -
none
MNew Tickets
-1
My locked tickets (1) Tickets in My Queues (0) All tickets (1) Foem s Lmoure SE T
TICKET# ¥ AGE TITLE
2015071510123456 122d0h Welcome to OTRS! Upcoming Events
. none
Open Tickets
My locked tickets (0)  Ticketsin My Queues(0)  All tickets (0) Latest updated FAQ articles
TICKET# ¥ AGE TITLE
none .
Latest created FAQ articles
Ticket Queue Overview
OTRS News
QUEUE NEW OPEN PEMDING REMINDER TOTAL
Raw 1 0 0 1 Security Advisory 2019-02: Security Upda...
TOTAL 1 0 0 Release Notes: OTRS Business Solution™...

Release Notes: OTRS Business Solution™ ...
Release Notes: OTRS 6 Patch Level 17
Release Notes: OTRS FAQ 6 Patch Level 17
Release Notes: OTRS MasterSlave 6 Patc...
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! OTRS
Dashboard Customers Calendar Tickets FAQ Reports Admin  Q
Reminder Tickets b Settings
My locked tickets (0)  Ticketsin My Queues (0)  All tickets (0) 7 Day Stats
TICKET# AGE TITLE
none § @ Created @ Closed
Escalated Tickets
My locked tickets (0) Tickets in My Queues (0) All tickets (0)
TICKET# AGE TITLE .
none
MNew Tickets
-1
My locked tickets (1) Ticketsin My Queues (0)  All tickets (1) FEE e DEn e UE)
TICKET# ¥ AGE TITLE
2015071510123456 122d0h Welcome to OTRS! Upcoming Events
none
Open Tickets
My locked tickets (0)  Ticketsin My Queues(0)  All tickets (0) Latest updated FAQ articles
TICKET# ¥ AGE TITLE
none
Latest created FAQ articles
Ticket Queue Overview
OTRS News
QUEUE NEW OPEN PENDING REMINDER TOTAL
Raw 1 0 0 1 Security Advisory 2019-02: Security Upda...
TOTAL 1 0 0 Release Notes: OTRS Business Solution™ ...
Release Notes: OTRS Business Solution™ ...
Release Notes: OTRS 6 Patch Level 17
Release Notes: OTRS FAQ € Patch Level 17
Release Notes: OTRS MasterSlave 6 Patc...
Powered by OTRS™
. SN
SR RIS YN E T
. éE ! ‘. E i':'i ? B o Q, CustomerID... Q, Customer user...
1 OTRS
Dashboard Customers Calendar Tickets FAQ Chat Reports Admin Q
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Ko
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BEE L& UNAE T DS CEr o 1A

BCRACZ A BT AN o AN — At be il S DE S MBI R AR HE o BEAS /N AR 7T LAIE 1 4678
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Reminder Tickets b Settings
All tickets (0) 7 Day Stats
TICKET# AGE TITLE
Created @ Closed
none a
Escalated Tickets
All tickets (0)
(V]
TICKET# AGE TITLE
none
New Tickets
-1
All tickets (1) Fri Sat Sun Mon Tue Wed Thu
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS! Upcoming Events
: none
Open Tickets
All tickets (0) Latest updated FAQ) articles
TICKET# ¥ AGE TITLE
none .
Latest created FAQ articles
Ticket Queue Overview
OTRS News
QUEUE NEW OPEN PENDING REMINDER TOTAL
Raw 1 0 0 1 Security Advisory 2019-02: Security Upda...
TOTAL 1 0 0 Release Notes: OTRS Business Solution™ ...

Release Notes: OTRS Business Solution™ ...
Release Notes: OTRS 6 Patch Level 17
Release Notes: OTRS FAQ 6 Patch Level 17
Release Notes: OTRS MasterSlave 6 Patc...

K 3: SR

R T HNERA AT B SR BRI s -
o AU TR HSHT RS N A BUE ) T .
o PORVER AL 7EIRSS N B DGEAR T TR C S5 24T Ticket : :Watcher WHE Do
o WAMTIH LA . S5 N BB N ST A L8 ( F7 2447 JF Ticket: :Responsible WHE ).
o IRITBAZI I T AR N 2 15 B BASI g 61 T
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1. Blid MR BB N LR TT

2. JEPEERIN NG

3. ki CRAFICE LA
AT EERE RN IBAT «

1. Bl MR ) BN LR TT

2. MUK IEBEEERE BRI N BAE

3. ki CRAFICE LA
Z L
T A bR A AR NI A T st BT < DGR/ ] DA BRI
LR NIBAT

1. i/ AR TG AT B brdc . .

2. B/ NS B TR E

3. I BB bR R AN .
ANERAERTLAIIAT H IS o B E AN

1.4 BUbR B AS AN AE TR o

2. WliAy LA IR

3. T I E I B E T A

4. piili ORAF S SU%A .

MNew Tickets
Ticket 10
AVAILABLE COLUMMNS VISIBLE COLUMMNS (ORDER BY DRAG & DROP)
L TicketMumber
Filter available fields...
2. Age
Changed 3, Title

Created

Customer Name
Customer ID
Customer User Name

Customer User ID

Fierd M e T o

Save Changes or Cancel

4 N

10 Chapter 2. {{EMR



OTRS User Manual, %15 7.0

VEAR: T LGB ERTHES W] LA B 8RB E A WA

2.1.1 SCERIR N RN

M MRS AT UM ARG E B, NS RES AT S

PEME TR /NRAEAH T H ) T8 o FER A TR AR 25 A B2 B4 B ) LB e b 1) B B 4R 5
Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

P 5 Sl i TN A

TR TN EAER T BRI T o ST TR AR IR 55 FO D b i BRI TR 22 5 DAL 2 R
AEFEATT .

Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none

6: JHRI T BN
BT T E N RS T B G 0 T8 o 7 TR R R iR S5 A AL 3

MNew Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d 22 h Welcome to OTRS!

P 7: B TN A

AL BRI T ENRAE S T ST IR SRIE o AR P T ERARR MR ST N 5L 11 58 ) TAF
IEAEIBAT UL T /NSRS ER S (H R 58 B iR T

THBNBURE S AN RS T T ORI . AT RO A B TR o AT B T
5 MBI 52 SCIRAS 1 T AL .

FAF T H PrANEHE H DD B T8, (B N AEANREST BT o
LHEIEH D R T, SRl PR W E DL R R

2.1, (iR B



OTRS User Manual, % 1i 7.0

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

B 8: Ab B AR AN
Running Process Tickets

All tickets (0)

TICKET# PROCESS ACTIVITY ¥ AGE TITLE
none

K 9: IEAEIBAT AYURAE T f /Bl

1. QR F s 7B

BNENIES B br2%
T | HI/I8ME] | TicketCalendarStartTime | HPHITLEHTTE]
1B | H¥i /A | TicketCalendarEndTime H 73 1) 25 SR ]

2. FRLE A — WS AG — MK, IR S Ish & T B .

B KX LB A7 BOA I F B g Hh TR R R B @ T R LA T H Y, BOA
INE] TR SO B bR DA TR PR e — B SO B U BB AT TR H Y

* Ticket::Frontend: :AgentTicketPhone###DynamicField
— TicketCreateStartTime — 1 —aH
— TicketCreateEndTime — 1 — @/
* Ticket::Frontend: :AgentTicketEmail###DynamicField
— TicketCreateStartTime — 1 —JdH
— TicketCreateEndTime — 71— g/
e Ticket::Frontend: :AgentTicketFreeText###DynamicField
— TicketCreateStartTime — 1 — 3 H
— TicketCreateEndTime — 17— i

3. 7f DashboardEventsTicketCalendar###Queues W& PN L AT C RN K Raw BAFI o

Ticket Queue Dverview

QUELE NEW OPEN FEMNDING REMINDER TOTAL
Raw 1 0 0 1
TOTAL 1 0 0

P 10: T BA SRR B/ B
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WERBN A T B S TR, TR Bos e NP
B AR B AE A H EDLER TIPS B BUR e LIE TR IESs SRasrhdT T T .

Events Ticket Calendar

month  week day Mar 2013 { > Today
Mo Tu We Th Fr Sa Su
1 2 3
4 5 i} T 8 9 10
11 12 13 14 15 16 17
18 15 20 il 2 23 24
30 31

Ta TODOs for the next week

110 FHAF T P/t

2.1.2 SRR N AN

PR ANEEAL T AT AR o A A WE/N S AT AT IF BRI E /N 382 Won— 2815 BU/NER AT .
BEE/NERPESI I T i EBTAT AT LN R AE
A BT IF B — AN«
1. AR s T AT A A R ) BEENAE
2. BHSEREME TR
3. i RAF i EALHL
I 7 REgvh N SR it 25 ER A BRSO AT T AR
HIEEY-Sa ik U AN SR TAZIS S E N RN IDE S S
N RS AR IR A RS N B o BAF AT AFE A Al V2 (1 I SERMBEER i .
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w Setfings

Product News

Reminder Tickets

Escalated Tickets

New Tickets

Open Tickets
Running Process Tickets

B4 7 Day Stats

Upcoming Events

B Ticket Queue Overview
Events Ticket Calendar

Out Of Office

Latest updated FAQ articles

Latest created FAQ articles
Logged-In Users

OTRS News

Appointments
Save setbtings

12: BE /N
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T Day Stats
' Created @ Closed
1
0 i il
-1

Fri Sat Sun Mon Tue Wed Thu

Bl 13: it 7 Rgeik

Upcoming Events

naorne

14: R A B R N
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VEMR: WA AT RS N BAARE WAN S BN R A

Out Of Office

Admin OTRS until 03/23/2019

Kl 15: AR N

RATAB ) FAQ SR /N Bon 3 B 1 FAQ 303 .
Latest updated FAQ articles

How to create a support bundle
Misc - 03/19/2019 18:57 (Europe/Budapest)

16: HITE0H) FAQ 303

BT Q) FAQ SCE /N ol G 1) FAQ 30 .
Latest created FAQ) articles

How to create a support bundle
Misc - 03/19/2019 18:57 (Europe/Budapest)

17: I QUK FAQ SCR/NERA:

TSR PN AE o A ATE S iR 5 N Az P .

OTRS Hrla /N Wk 3 —4> RSS Y HH A .

Z W,

B RSS Y, 152 DashboardBackend###0410-RSS WH .
TREJ N LA R WRFNA R LT o

skt ISR H AR T FFHT A P2y S EAE .

16
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Logged-In Users

Agents(1) Customers (0

@ Admin OTRS - out of office

K 18: CXEIHI N AT

OTRS News

Security Advisory 2019-02: Security Upda...
Release Motes: OTRS Business Solution™ ...
Release Motes: OTRS Business Solution™ ...
Release Motes: OTRS 6 Patch Level 17
Release Notes: OTRS FAQ 6 Patch Level 17
Release Motes: OTRS MasterSlave 6 Patc...

19: OTRS il /M

Appointments
Mew Appointment
Today (0) Tomorrow (0 Soon (0

START TITLE
none

20: TRA/N BT

2.1, MR

17
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P AH

i LIS E (2 OTRS ot F1 5t XU AR . A AT Z2 L A0Sk (83549
S o AT B U 0 A BB R4 OTRS X AL 45 A BT

A PH LM PT ASRAG I RN (R o SRR B I 0T SARSIERLIN TN i
USRI GRS A R B A T HA A A B AR C bR th e FiR s R Bl S ) B

Notification Web View: All Notifications

All Motifications 0 Seen Motifications 0 Unseen Motifications 0 Ticket Notifications 0 Appointment Notifications 0 Calendar Notifications 0 o

[AEIR s |

Mo notification data found.

K 1: 3l %0 WEB MR i %
AT LB P o M BN AR b RIR A S Bk B S o A MR T T AR TAE A o RS A
e T R B 2 N RN IRAS TR i
A BT 5 Sl R P03 e R 4 v WL
SRR AT B AR R B
2. WEPEAE TUL RN I b KT AN, R e B T WA .
3. sk $EATHAN .

Ve T LG FOREES Ay LA B K SR B T WA -

19
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3.2 P N wtf B

SR #E OTRS H B E AN N FIEI o NN HEIRAL T SBS A ANNEIETEE I

SRR AL 5 DO A
o JHPRCESCAE
o WAIRE

* JRII

Preferences

& = &

User Profile Notification Settings Miscellaneous
Change your password and more. Choose which notifications you'd... Change the system appearance ...

&

Advanced
For more experienced users.

B 2: IR b
BEASBEG /NS NI PIS o B AR R, R AR R ] .

VR AN ES I I N AT O B0 20 S PR oR N B R

3.2.1 ) ECE ST
BRI NS BERE TLUB R 0K P e B
T

FESL/NERAE R AT LASE Y RS o BT, DA IS T B .

Change password

Current |:-a55-,\,'|3r|:|; Set a new password by filling in
your current password and a new
MNew password: one.

Verify password:

Pl 3: S B /N A

20 Chapter 3. M ASZH
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HFER AUR B R, T A R IR A .
WY AE NS
B RS POCHE N T A DA SR i

A 5y e 2
Z L
o

AT T e T SME RAALE PreferencesGroups###GoogleAuthenticatorSecretKey o

Kot —ME RFC6238 iR XN 3 B iy Il i, DA ik ) 22 4tk - Google 5 Bk & 2 — ANk
A RRRIRS SN I RERY > AH AT A AR AT At 2 et I TR

Google Authenticator

Shared Secret: Generate Enter your shared secretto
enable two factor authentication.

K 4: 23 E B Oy B0 a1
HEEY] KR T ARSI PR . BRI EERE FRECAZ )RNEL T ( 2-7 Do By A AR 1k

A -

e W CR IR PSR A s MR OF HN IR s AT B o &0, WER BN =4
i BUJR R E K

% ts
RO AT DU e TRV bR A 2 b A SRR I B A

Awvatar

You can change your avatar image by registering with your Change your avatarimage. v
email address root@localhost at £ gravatar.com. Please note
that it can take some time until your new avatar becomes available

because of caching.

5: Sk N

TR EEAE OTRS H EAE kAR 6 J o W Z0AE Gravatar M 6 B 7 IS AF Mkl A RE A8 b Thise o 45 ),
$e R A4 TR I R — A7) .

Tl

G

/N4 OTRS I SN BB o
BOATE L M XA IR EE OTRS #li¥ A 95% R « WAEF AW HIES » i Fhsl & 553 kg
KIbx

3.2, Al E 21
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Language

English (United States)

(4]

K 6:

TES N
Z

Translation status of incomplete languages are low, but you can
developer manual for more information about translating OTRS.

I X

Select the main interface
language. Did you know? You can
help translating OTRS at
Transifex.

help to improve the translation. See the

BRSNS AR E BT BRI X, UEAE OTRS A3k i i) H YA ) oH5

Time Zone

uTC

K 7 XN
TP T TR
M AR ]
LN RSSO AT DIE A AR IR 5 B SRR L .

Out Of Office Time
Active: o Off
Start: | g2 w 20 v 2019 v E
End: | p2 v 21w 2019 v &

8: A H I ]/ Efs
W BEDIRE R LT IF BRI o
THhe SRR .
SR B RS K .
3.2.2 MANWE

R E T B E SN ATEA .

Select your personal time zone.

RN BRI AR S B ATIR A .

If you're going to be out of office,

to let other users

you maywish

kmow by setting the exact dates

of your absence.

22
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I BAF

FESE /NIRRT LA P —SERA FIAE R R A1) o TX e BAF o 1) T B S ORAE TN AR IR BRIV BA A 1

THRLRERR T IF FLASRIL A A KA BAE A8 TR, PR AR T AN
SUATHEBL N RSB FE A IX L AS A AR A SIS b B BASIE e 2o o

FEIEFETA & SR AR, BROATEOL T AGELEIL AN R BA A A 2 BA S 0 iR 55 N 538104 W] BE

Py & BTN

My Queues

notified about those queues via

email ifenabled.

9: FKIIBAFI /N E A
MR R LA B A A .

s

Z

TG RARLE Ticket: : Service ARSI BLINAE o

TERXANAE S LGP LE IR N ik RS .

HALES /N BAT kP IX B R 55 A s fE IR S5 ALK b SRR S5 g o N o o
My Services

Your service selection of you

preferre

notified about those services via

email ifenabled.

K 10: FAI S5/ R AT
MR PR A AR5 -
TN
E /N AT LA P ] TR B A B R T
ATREMI T2 IR - WEB RLEI e R A5 o
RESPY

FEIE/N B ) AR IR0 38 A i ik
FRERI T T IRAE - WEB #LIE B RS -

3.2, Al R E
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Ticket notifications

Choose for which kind of ticket v
changes youwant to receive

il
[ ]

NOTIFICATION

notifications. Please note that
you can't completely disable

Ticket create notification

Ticket follow-up notification (locked) notifications marked as

R HC RN N <

Ticket follow-up noftification (unlocked) mandatory.
Ticket lock timeout notification
Ticket queue update notification
Ticket service update noftification
11 TR SN
Appointment notifications
NOTIEICATION = = o Choose for which kind of v
appointment changes you want
Appointment reminder notification to receive notifications.

12: T3 N

IR AE
Z
T EWIE RAALE ChatEngine: :Active A REMH IIRE -

FEIZASINES AR S T DAk 9 — S I RATUE A w7 e B AN R ARG o Sk 2 e300 T IX e IIE 14 0
[PNZRNIBLRI

S AL N A e PR X LE I TAE A AR WA HE o JRA IR ATE L g a8 N 2o o
My Chat Channels

Your selection of your preferred W
external chat channels. Youwill

be notified about external chat
reqguests inthese chat channels.

Pl 130 B IR AMIE /N
MR A AN RPUE o k55 A i SR SRR IR OE fT ] o R AT 2D BAT AT

BRI 5 N G AE L e I rh b 46 12008 » IR R TS AR rh (R R R Y B b s T
R AR 207 A e A2 e SIS E B KT K .

3.2.3 Z&0i

XEERE H T i OTRS 11— L6 S0
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Bk
7E /N R AT LIE R OTRS A HH 1 2 1k o
Skin

OTRS Select your preferred layout for v
the software.

B 14: i IR NE A
MR R H Rk e — AN Bk o

Ak SR 8] Fe
AT LALERE Y 5 A — B 1l J5 B SR .
Overview Refresh Time
off Ifenabled, the different v
overviews (Dashboard,

liew, QueueView) will
automatically refresh after the

specified time.

Pl 15 Bt S A I ] /s B
MR FEBR A IEFERHT IR o

W TSR W5 R T RE S AE R VF 2 NS N IR R e R R RE 1)

BB T8 5
TEPEAC QR T8 )5 2 W/~ WA bR o
Screen after new ticket

Create Ticket Configure which screen should o
be shown after a new ticket has

been created.

K] 16: B T 05 o SN
IR g2 rh kB — A B
3.2.4 5%

FESERE S A] DA — 26 R GEC B 0 .
HEBHABE

3.2, Al E 25
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« Personal Preferences Advanced

Preferences

Set up your personal preferences. Save each
setting by clicking the checkmark on the right
You can use the navigation tree below to only
show seftings from certain groups.

Mavigate through the available settings
¥ Navigation by usingthe tree in the navigation box
on the left side.
» Frontend

17: W H L0

1. A 2 AR R ) U AR PTG B
2. BHBCENIE -
3. HuliBCE /N AT O (K 20 4%

A Personal Preferences Advanced Frontend Agent
Preferences Ticket:Frontend::PendingDiff Time
Set up your personal preferences. Save each 86401 Time inseconds that gets added v
setting by clicking the checkmark on the right. tothe actual time ifsetting a
You can use the navigation tree below to only e
show settings from certain groups. Lday)
. Ticket:Frontend::RedirectAfterCloseDisabled
* Navigation
Disables the redirection to the v
Enabled
© [EETT last screen overview / dashboard
» Agent(2) after a ticketis closed.

18: FZH LI - S B

1B 0a KB A AT K EAAE
AEEE BE
1. Pl BN A AR EE b .

3.3 E4

A8 S I TT OTRS H e 216 S B %E

VEMR: Rl S PR IIURE R B AT RS A BT, A EA
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A FH e TR P AN T P AORE S BE 5 o B 7 R 7 P AT AR BLEAT A B

4.1 %P5 R
PSR —AMCGER . BORJE T2 P T A A TR P o GRS g5 N SR IRR

AAFEEHK : —H TR AERIAHREER .
AT e 8 w7 ) 2 P AR o BCRBRAL T 2 S 20 P 5 DS i

411 FHES TH
PR 2 R R AL LU ST T RS IR O T LR R B L o AR 52D 5 SN A P4

Search

(S HE AT IE RN VAEL & o RTY

VEAR: AT DM RS C* o BIAPIANES O ) DB BT % 8w 7 1

WP P BB P A BTIT 25 B D CRR « BERIR & VF 2 /NI .
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VEAR: T LU G HEA AN 5 JF Hoay DU RS NP EAT b A 10 5% AT B AR B /S B A

Z:
HIRE BN E Z VRG], 1ES IR T .

Customer Information Center — Stark Industries (stark-industries)

Customer Users b Settings
Add Customer User Company Status
CUSTOMER USERID CUSTOMER USER INFORMATION OPEN CLOSED PHONE TICKET EMAIL TICKET EDIT 0
. "Tony Stark” <tony@stark- .
ironman . . 0 0 Create Create Eq - .
industries.com= Open tickets: 0
Close: kets: 0
Reminder Tickets
All tickets:  ©
My locked tickets (0)
TICKET# AGE TITLE Customer Information
none
Customer:  Stark Industries
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
All tickets (0)
TICKET# ¥ AGE TITLE
none
Open Tickets
All tickets (0)
TICKET# ¥ AGE TITLE
none

2: F R AR R

gﬁ{%‘/@\qjlux Ij\]fé?/J\ E';B/TL_F

PN T AN E T S BT % o TR NI Th A I sl s L R VRS
BIFHEQIE TR .

Customer Users
E3 Add Customer User

CUSTOMERUSERID CUSTOMER USER INFORMATION OPEN CLOSED PHOME TICKET EMAIL TICKET EDIT
"Tony Stark" <tony@stark- _

ironman . ) 0 0 Create Create 4
industries.com=

B 3: & N R A
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A LI ASB I
1. et NEE TS IR 5 n 2 ™ e
2. BB
3. widli TRAFEHL -
ARG AR
1. s &g fa — 2P B R E
2. BB -
3. wili RAFEL PRAFIF5E edZAL
HEEER TR
1. /i P AARK
2. W% E R o R ORI AR T .
AN A L BB T
1. gl AR TRl s B TS ) BB .
2. RO E T ORISR R B A B R AE .
AEHR ARSI
1. Fh fF el ER AP IECT .
2. fEFTHI B AR AT E I T
PR /IR ks 5 2 OG0 T
FEAS TN AT H QN R Id 84S -
o TBUEM T dqarikss AN ABUE K T .
o FRAGBAFI R T8 AR AR L BRI T
o BT L SRR BT L

SEMER) T NIRRT R 0 TR o HEC A O TR IR 5 N DA A BR A HL BRI 18] RDHs BT SR 15 o

Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

B 4SS TR AE

THRI THONERPESII T CTHRI T8 o O TR AE AR 55 2 Vs B B I ) 22 e A 2 S R

AEFEATT .
B TN B T d i G R 0 T o B TR IR A DAL B .
AL B TN S T AT IT R SAIE o bR P TR AR R ST N 5% 4 i 58 B TAE

4.1, FPE R
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Escalated Tickets

All tickets (0)
TICKET# AGE TITLE
none
50 FHIP) T B /N A
New Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!

6: B (f L E /N

R DA N A

DU NIRRT AT LA o 47— BCE /AN AT DT OGP e /N b 23 R — 2645 B/NBAT
BB /NS T B LA ] N
A TEAT TR RO — AN /N -
1. W R AR 5 T AT A T i) VBN A
2. B EIEREMIE TR
3. il RAFCEIZH
SRR N A B 7R H R 7 2RI 1w & 1) T .
PR BN AT BT ST R IIAE B
Z .
FPUE R LAE % s B g .

4.2 = E AL

PR R NMOCRER SRR TR R T AR TR AN o BRCGRARS RS A By AR AR
AMEMEK : —H TRMEETAHRER .

A FH e W U5 1) 25 7 P SRR o« CGRARAL T 35 7 S 2 7 FE P R P D T

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

B 7: KPR AN AR A
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w Settings

Customer Users
Reminder Tickets
Escalated Tickets
New Tickets

Open Tickets
Company Status
Customer Information

Save setktings

8: BCE /ML

Company Status
Escalated tickets: 0
Open tickets: 0

Closed tickets: 0

=

All tickets:

Bl 9: FLLLIRZS N

Customer Information

Customer: Stark Industries

Bl 10: 200 (5 BN E

4.2. FwMSERAL . 31
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4.2.1 FHE AT TR
st B R B O SR IUR T TR AL RTHE LI R B I o AL DR R A 715

Search

B A1 7 P R AE

VEMR: tr] MRS C* o BAPIAS RS (D DB % T .

AR E s RATIT 2 R R B CRIR o ASCRIRE SVF 2 /N .

VEAR: T LU G HEA AN 5 JF HAT DR NP4 L A 10 5% T B AR B /S B4

Z:
B I BN E ZVEQ UL, TS AR 55T .

Customer User Information Center — "Tony Stark" <tony@stark-industries.com>

Customer IDs b Settings

CUSTF}MEPI[.) MAME . OPEN CLOSED E_DIT s U TR

stark-industries Stark Industries 0 0 4

= Tony
Reminder Tickets ame: Stark
Assigned to customer user . f t My locked tickets (0) T t Allt t Username; ironman
TICKET# AGE TITLE Ernail tony@stark
none
industries.com
one: 556111

Escalated Tickets

Assigned to customer user . f t t t T All tickets (0 .
£ L Customer Information

TICKET# AGE TITLE
none “ustomer: Stark Industries

City: Malibu
New Tickets

Assigned to customer user A f t t t T All tickets (0)

TICKET# ¥ AGE TITLE
none

Open Tickets

Assigned to customer user f t ticket All tickets (0)

TICKET# ¥ AGE TITLE
none

Bl 120 2 P s R UCRR
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2 P R 2N A
& ID AN T A E P R BB E S o i LLES NS g & P R AR TR E S .
Customer IDs

CUSTOMERID NAME OPEN CLOSED EDIT
stark-industries Stark Industries 0 ]

13: &7 ID /MAF

GRS
1. SRS — I IR E EIRE .
2. BB .
3. suili PRAFEL RAF I 5 it
FEAFE AR TEER
1. i —ANE AR .
2. FEF UG AR PP AT A T
BB R AR T
1. ki B EL COCHIBI P T .
2. FERN B A A AR T B T
PR N o B P R AHOR ) T o
FA TR/ N A S BRI g 2% -
o NECAE ST SrIG R ITR
o FPH YT s & AR T
o FRABUER TR B ET RS N A BT I T
o FRAGBAF IR 8 s AR N i if B2 BA AR LA .
o L NPT TR
SR TS /N PEBH T HER I T80 o R AR 0 T0P 2 R 55 N B3 B4 B 1Yy LA RO ] B A SR 4 o

Reminder Tickets

Assigned to customer user All tickets (0)

TICKET# AGE TITLE
none

P 14: ST TN
TR T A MBI T ELRARIG T o ELTRI TR AR S5 b B B 2 R B 32
BT .
BRI T NS T B GARA T . B TR R A LT
S ) TP T HTTFROSEE . AES 1 TSR IR 55 A S 4 A5 M T
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Escalated Tickets

Assigned to customer user All tickets (0)

TICKET# AGE TITLE
none

15: JHEI T /N A
New Tickets

Assigned to customer user All tickets (0)

TICKET# ¥ AGE TITLE
none

16: I LN R A

2 B A N A

DU NIRRT AT LA o 47— BCE /AN AT DT OGP e /N b 23 R — 2645 B/NBAT
BB /NS T B LA ] N
A TEAT TR RO — AN /N -
1. W R AR 5 T AT A T i) VBN A
2. B EIEREMIE TR
3. il RAFCEIZH
S BN R TR S P INAE R .
PR BN AT BT ST R IIAE B
Z .
&P BT AR A B g .

4.3 HP P ERE

s ) S YEST S AL SR AT B 2 G T MRS B+ SRR C @Ak o H K O DUR L5 IR A R
IR GER .

itd
AN

Open Tickets

Assigned to customer user All tickets (0)

TICKET# ¥ AGE TITLE
none

B 17: AP i TN B
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w Settings

Customer IDs

Customer User Information
Reminder Tickets
Escalated Tickets

New Tickets

Open Tickets

Customer Information

Save setktings

18: W H /Mt
Customer User Information
Firstname: Tony
Lastname: Stark

Username: ironman

Email: tony@stark-

industries.com

Phone: 565111

K 9: 2 B BN

Customer Information

Customer: Stark Industries

Bl 20: 2 (5 BN E

4.3. F/H S EHE
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OTRS 4t T — T RAF (K 5 VAR AARAT 53 23 W] BT IR SS AH AN IR RIS AR IR, o 88T IR 75 22 1) OTRS
IIE BB A NI .

R Rk % P i ImB R 4 » BRIAEOLT > Bl OTRS e N B AR 2 ™ o % 1 A L5
F LT SR R A BT

_ Customer User Management
Actions List (1 total)
lE‘ USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN VALIDITY
we Wyle Coyote we@acme.example.com acme.co valid
[+] Add Customer User

Database Backend
Hint
Customer user are needed to have a

customer history and to login via customer
panel.

Bl 21 2 e B

4.3.1 &

B R Rb DEPAHER S ARek T P IMBIRSE T o BuER ) b el o

VEAR: A BEIE 0 o e RS I B B I o 8] LDAP SR H Sk S5 A5 % 7 i A
TIRE -

LA AR
1. e ZE A (Y s P 344
2. BB
3. wili TRAFFEHL -

Bl EEAARGH MR R o RN AR I A e I Aok 5 HEATT -

EER S/TE i b D
1. & R A
2. BB -
3. st RAFEL PRAFIFSE AL
HEAL AR
1. AESEMEAR PR S A P o AR R 73]
2. Huli B MO B B bR Bl — T (12
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Add Customer User

% Firstname:
% Lastname:

* Llsername:

% Email:

* CustomerlD:

# Valid:  valid

Save or Cancel

K 22: g i e
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Edit Customer User

Title or salutatior

% Firstname:

% Lastname:

* Llsername:

Password

% Email:

* CustomerlD:

City

Country

Comment

% Valid:

Wyle
Coyote

we

wedl acme.example.com

acme.co Acme Inc.

valid

Save or Saveand finish or Cancel

23: Yt
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Al A2 A AP aS MBI R g, WA ZAEE R E R o BOAELL T X8 T 1000
NES

A DA [ 2N 0 7 sl o P R P A PR o IXRT e T EURRIOBLBR AR o AT BLAE G5
PP T e 0 JE PR AG 785 7 FH P BRI A AR

Effective Permissions for Customer User

Group Permissions

GROUP RO RW
LUSErs v v
Table above shows effective group permissions for the customer user. The matrix takes into account all inherited

permissions (e.g. via customer groups). MNote: The table does not consider changes made to this form without
submitting it.

Customer Access
CUSTOMER DIRECT
acme.co Acme Inc. 4

Table above shows granted customer access for the customer user by permission context. The matrix takes into
account all inherited access (e.g. via customer groups). Note: The table does not consider changes made to this form
without submitting it.

24: K P A OB /N A
ZL:

ity A 5 PSR A REAE T LT BE o VIR B BY .

VEMR: AR R R A B4

4.3.2 HPHPBRE

ARG A UL DEUINS T LME I DU B o AT AT (7 BUR T BL

VEAR: IXLeIE AT TN S AR A BROA 7B .

Skfrslin it T AAE L ARSI LU R AR AT, W Mr D Jr G5 .

2 BRI TR

oE R

M SR RGME SRR 4

WA BN - IR K AR .

Email * 27 I ) 7 IR ARk

B BRI AL o WBIR RSN o W LR R A B iR
R 20 B B L 5
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3t B IMER S .
THL = AP I THLS S
il &/ RERE AR .
Mg )7 (KBS o

Wl TR .
K & E KX

FERE BRI IL e AR o O T R SR SR I BURTE O AT SE R ) T IR BRI IE DR
W s LR

ARNE * BRI AR, o WERIE T BOR B ARG WA BRI AE OTRS HAEH] « Kt 7 Brise
B R TR i I JE R AR R B BRI AR

4.4 KERE

3T B AR 2 PR R B R G o BRAKEOL R > B OTRS MG EAEME S o K BB REAL T
S ) BRI

_ Customer Management
Actions (1 total)
lE‘ CUSTOMER ID | NAME COMMENT VALIDITY | CHANGED CREATED
. 10/06/2018 10/06/2018
acme.co Acme Inc. A great company. valid
09:32 09:32
[+] Add Customer

Database Backend

25: & EH hE4E

4.41 HHE/H

Ve R I A B PR ke I R 5 o Al LDAP SEANE H SRS K AR R % A BT RE .

A EII— AR
1. s ZE AR I 2L
2. HEMITB
3. it fRAFFEHL -

Bl RRNRGHMERE o AR AR IR A ek N e ROk AT EATT .

BN
1. R SRPH—ANE .
2. BMTEE .
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Add Customer

* CustomerlD:

% Customer:

% Valid:

valid

Save or Cancel

3. wiili TRAFEL PRAFIF 58 AL

HEAEL AR

1. A/ MEAR P 2R AE P AR R 735
2. Bk BUR MR B P b i ot — 1 [R1 72

Kl 26: NN bt

i AR AR BRI RME AR E R o BOATE UL M XS ET 1000 D57

4.42 %) WHE

AN R L BRI, TR DU B o BT R S I T BOR T B .
FrAD* BN AR o ViZ

B AR AG

O IEBHEI AR o AT DR BT BOR A AMEAT R A 74T SRS TR AR o SRR s RN

T
il &) RERE AR .
MG )7 (KB o
Bl R AT

HR FIEK o DIIRFEHE N E R .

Rk 2 R T e 3 Al URL S

FERE IR BHEAS IR R o O T M, U SOR I T BORTE i A e B R T I B IE . DD TR

MR s R

ARNE * PR IE BRI AT o WRIE T B B ARG AR BEE BT AAE OTRS A o Kt 7 Bris

A JCRE I R AR L SRR KA
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Edit Customer

% CustomerlD:
* Customer:
Street:

Zipr

City:

Country:

URL:
Comment:

* Valid:

aCme.co

Acme Inc.

123 Anywhere 5t.

12346

Somewhereviell

United States of America

https:/facme.exapmle.com

A great company.

valid

Save or

Save and finish | or Cancel

27: YR 7 b4
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Calendar Overview

Actions Calendar

Mo calendars found. Please add a calendar first by using Manage Calendars page.

K1 B REIH b

SRR Y T 10 L D — A AR o T LG REAS R A I (8] BOMR TR e SR B 102y » I HL AT DAFEAS [ AR I B TR] ik
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Calendar Overview
Actions

Add Appointment
Calendars

Just start typing to filter...

NAME
= Company Events
1 Meetings

Calendar

Month = Week = Day Timeline Month Timeline Day = 25 Feb - 2 Mar 2019

MON, 35 FEB

06 plfmmdlemddemddemdbomdBeed0 22 00 02 04 06 08

.
K 2: H i v s
Calendars

Just start typing to filter...

NAME
== Company Events
1 Meetings

K 3: H /R

TUE, 26 FEB
W 2 14 16 1B N0 1 00 02 ™M 06

Jump | Today L4 b

WED, 27 FEB

44
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* Title:

Description:

Location:

* Calendar:

Start date;
End date;
All-day:

Repeat:

Motification:

Ticket:

Appointment

Basic information

Resource

This feature is currently not available.

Install OTRSCalendarResourcePlanning to use this feature

Date/Time
03v |/ 04v [ 2019~ B 22v |
03~ / 05v / 2019~ E1- 00w ;

Mever

Notification

Mo notification

Link

 Save | Cancel

K 4: FRZ1EHE

00 v

00 w
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* Title:

Description:

Location:

* Calendar:

Start date;
End date;
All-day:

Repeat:

Motification:

Ticket:

Appointment

Basic information

Customer Meeting

Meetings

Resource

This feature is currently not available.

Install OTRSCalendarResourcePlanning to use this feature

Date/Time

02v |/ 25v | 2019 v B _| 14+ |

02w / 25v 2019 v E1. 20w ;

Mever

Notification

Mo notification

Link

™ Save (M Copy @ Delete  Cancel

5: G ILI R 1 HE

00 v

00 w
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Agenda Overview

02/25/2019 - 03/03/2019 Today | € || 3

CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION

Mo calendars found. Please add a calendar first by using Manage Calendars page.

6: B HkEIH

Agenda Overview
B Add Appointment 02/25/2019 - 03/03/2019 Today | € || ¥
CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION
02/25/2019
= Meetings Customer Meeting 02,/25/2019 14:00:00 02,/25/2019 20:00:00 No No MNo

7: HFERE LG 4

OTRS

Upgrade to OTRS service package. Please contact us at sales@otrs.com for an upgrade.

Find out more

Kl 8: THZonr i HE
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AR A WS

Z L
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* Title:

Description:

Location:

* Calendar:

Start date;
End date;
All-day:

Repeat:

Motification:

Ticket:

Appointment

Basic information

Resource

This feature is currently not available.

Install OTRSCalendarResourcePlanning to use this feature

Date/Time
03v |/ 04v [ 2019~ B 22v |
03~ / 05v / 2019~ E1- 00w ;

Mever

Notification

Mo notification

Link

 Save | Cancel

K 9: FZXS 1A

00 v

00 w
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Date[Time
Startdate: | o3 w | 04w | 2019~ B . 08v ; 00V
Enddate: | 03w [ 04w y 2019w B - 16V ; 00V
All-day:
Repeat: | Every Day
until ...

03v J 07v / 2019 v E3

K 10: EE LA

Calendar
Month | Week = Day Timeline Month | Timeline Week | Timeline Day 4 - 10 Mar 2019 Jump | Today £ >
MON, 4 MAR TUE, SMAR WED, 6 MAR
6 08 odOemeldemddemd bt St ot 00 gy 06 0B 10 12 14 16 18 20 2 00 02 04 06 OB W 12 14 16 18 20
Regular Meeting Regular Meeting G Regular Meeting

11 EE AN

This is a repeating appointment

Would you like to edit just this occurrence or all occurrences?

All occurrences  Justthis occurrence | Close this dialog

12: B EE WY
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Ticket#2018100615486000019 — User cannot login to his outlook.

Back Print Priority People * Communication + Pending Close Miscellaneous « - Move -
w Article Overview - 1 Article(s)
NO. 1 = SENDER VIA SUBJECT CREATED
Wyle - :
1 Phone = User cannot login to his 10/06,/2018 11:44
Coyote

w #1 - User cannot login to his outlook. - Wyle Coyote - 10/06/2018 11:44 (Europe/Berlin) via Phone by S...

To open links in the following article, you might need to press Ctrl or Cmd or Shifi key while clicking the link (depending on your browser ¥

and O5).

Mark Print Split Forward Reply

The user reports outlook will not accept his password.

w Linked Objects

none

10 THpEts b

QueueView: Raw

My Queues (0)

Raw (1/0)

Available tickets 0

P 2: BAZIAIL P /N AT

QueueView: Raw

My Queues (0] Raw (1/0)

Available tickets 0

TICKET# ANGE SENDER TITLE STATE

2015071510123456 110d0h OTRS Feedback Welcome to OTRS! new

SIHPETENINIE I SEE

w Ticket Information

Age: Om

10/06/2018 11:44
(Europe/Berlin)

Created:

Created by: Super Admin
State: open
Locked: unlock
Priority: 3 normal
Queue: Postmaster
CustomerID: acme.co
Accounted time: 0
Owner: Super Admin

* Customer Information

Firstname: Wyle

Lastname: Coyote
Username: we
Email: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 12346
City: Somewhereviell
Country: United States of [...]

URL: https:/facme.exapl...]

-3
Hoil [Em L
o
ST s [NE
LOCK QUEUE OWNER CUSTOMERID
lock Raw Admin OTRS
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QueueView: Raw

My Queues(0) Raw (1/0)

Alltickets 1 Available tickets 0 L
Bulk Zoom History Mote - Move - b4 Flofl H M L
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QueueView: Raw

My Queues (0) Raw (1/0)

Alltickets 1 Available tickets 0 &

Bulk Order by "Age" (descending) 1lofl 5 m L

Ticket#2015071510123456 - Welcome to OTRS!

Sender Age Queue Customer ID First Response Time
OTRS Feedback 110d1h Raw

Created State Update Time

11/11/2018 14:29:54 new

Subject Owner Lock

Solution Time
Welcome to OTRS! Admin OTRS lock

Kl 4: FEARRRECBABIRL P B

1. e MR SRR R A A e A

2. WA TR R TR .

3. siily PRArHAl -
B BUbRE AT AE T AT B R IR o Rl AT S (A7 AR A SR 1 F80 mh U B AR ] A=
BT
QueueView: Raw

My Queues (0) Raw (1/0)

Available tickets 0 L
Bulk Order by "Age" (descending) v 1lofl 5 m L
Ticket#2015071510123456 - Welcome to OTRS! Zoo History  MNote -Move- I
Sender Age Queue Customer ID First Response Time

OTRS Feedback 114d21h Raw

Created State Update Time

11/11/2018 14:29:54 new

Subject Owner Lock

Solution Time
Welcome to OTRS! Admin OTRS lock

Kl 50 FEATRACBAS IR P (K77 B H

6.1.3 P4 B

SR P AR 4 3081 T
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QueueView: Raw
My Queues (0) Raw (1/0)

Available tickets O

Order by "Age" (descending)

Ticket#2015071510123456 - Welcome to OTRS!

Age Queue
110d1h Raw
Created State
11/11/2018 14:29:54 new
Owner Lock
Admin OTRS lock

I-lofl 5 MQgS

OTRS Feedback <marketingi@otrs.com> - Welcome to OTRS! 11/11/2018 14:29

Print  Split

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.

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

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

How do I raise a support reguest?

If you need help as you get up and running, just create a ticket in our
Customer Portal:

https://portal.otrs.com/otrs/customer.pl. We will assist you as soon as
possible.

How do I register my system and request the OTRS Feature Add-Ons I'd
like?

If consulting services are purchased your OTRS Consultant will register
your system,

assign it to your contract and identify needed O0TRS Feature Add-ons
during the

conceptional design workshop.

If no consulting services are booked, our customer solution team will
contact you, take
care of registering your system and assign OTRS Feature Add-ons.

Welcome and ((enjoy)) OTRS,

Your OTRS Team
[...]1

6: T AR BB I
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B AR AE TAT b BRI NF BN o PRl AT 5 v S A SR P 2 v 5 W P A [ 1) 5
BRI
QueueView: Raw

My Queues (0) Raw (1/0)

Alltickets 1 Available tickets 0 &

Order by "Age” (descending) W 11ofl 5 M

Ticket#2015071510123456 - Welcome to OTRS! Zoom ry  Note -Move-
Age Queue OTRS Feedback <marketingi@otrs.com=—Welcome to OTRS! 11/11/2018 14:29
110d1h Raw
Print  Split
Created State
11/11/2018 14:29:54 new
Welcome to OTRS!
Owner Lock
Admin OTRS lock

We're pleased that you have chosen OTRS and want to help make your
implementation as

smooth as possible. In this email, you'll find some key answers to what
you need to get

started and stay in touch as you move forward with OTRS.

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

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

How do I raise a support reguest?

If you need help as you get up and running, just create a ticket in our
Customer Portal:

https://portal.otrs.com/otrs/customer.pl. We will assist you as soon as
possible.

How do I register my system and request the OTRS Feature Add-Ons I'd
like?

If consulting services are purchased your OTRS Consultant will register
your system,

assign it to your contract and identify needed OTRS Feature Add-ons
during the

conceptional design workshop.

If no consulting services are booked, our customer solution team will
contact you, take

care of registering your system and assign OTRS Feature Add-ons.
Welcome and ((enjoy)) OTRS,

Your OTRS Team
[...1
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Ticket Bulk Action
Cancel & close

» Add Note

» Send Email

03v ) osv ) 2019v B 1av| 11V

No
Yes

Execute Bulk Action
K 8: BASIRL L 45 A i
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UEBR = AN E AR /N« HORIOR o BnT DS RN AS DU 42 B SE SO - S FRoR AV C small s
M RoR H/AEAR C medium D L FZos KR4 C large o

Service View: Internet

My Services (0) Internet (1)

Available tickets 1 3

ST s [NE
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Service View: Internet

My Services (0) Internet (1)

Alltickets 1 Available tickets 1 &
o [Em L
TICKET# A AGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMERID SERVICE
11d23 OTRS . endin Admin . .
2019042610000015 Escalation D8 unlock Raw starkindustries  Internet
h Systermn reminder OTRS

10: i it R AR 55 MR P o e

2. EFERF U R K T AL .
3. widi TRAFFEHL -
A EBLE BRI AN
1. s SRR A AR AR
2. FHIN WIS sh 2] Bos s, RZ MK .
3. M HH S WA iIB s
4. riah ORAFEHL -

VEAR: AE T DEEAE R T SN B YE I A BRI AT AE w8 R 2 81

AR R R T T AT HE Y -

1w bRl n] 2 P ide J A0 T b AT e

2. I A bR R LS SOHE R WY
AU S PRI 8 T (B PTAT R PR T AR I 984S o Al 8 @ VEAE SRR B AT i e 4% KA o
AL T

1. SR SRR R L DE 2 b

2. EFLUESR N -

VEfR: ATULBCE AN ERS o L8 SRR R AR AT LA L D8 B BbR  IFAE/IN BT T Sk s 1 3 AR
Pk L SRR P AT R T A S B R I DERS

IR BAT B O B TR S o P T AT I IR HE LA B i B
Service View: Internet
My Services (0) Internet (1)

Alltickets 1 Available tickets 1 3

Bulk Lock Zoom History Priority Note Close | -Move- v ot [Elm L

fitE T TR, aTRUE S AN ETEC KR .
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Service View: Internet

My Services (0) Internet (1)

Alltickets 1 Available tickets 1

Order by "Age" (descending)

Ticket#2019042610000015 - Escalation

Sender Age Queue Customer ID First Response Time
OTRS System 11d23h Raw stark-industries
Created State Update Time
04/26/2019 13:15:19 (Europe/B... pending reminder
Subject Owner Lock Service Solution Time
Escalation Admin OTRS unlock Internet

Service Level Agreement

24/7

110 AR AR 55 L P o e

A B Ak DS R TR
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Service View: Internet

My Services (0) Internet (1)

Available tickets 1 e
Bulk Order by "Age” (descending) Ll = m L
Ticket#2019042610000015 - Escalation - Move - I
Sender Age Queue Customer ID First Response Time
OTRS System 11d23h Raw stark-industries
Created State Update Time
04/26/2019 13:15:19 (Europe/B...  pending reminder
Subject Owner Lock Service Solution Time
Escalation Admin OTRS unlock Internet

Service Level Agreement
47
Po DTRS!
K2 . X NN e
120 FEA R IR S5 K T (7 Bl 5
Service View: Internet
My Services (0) Internet (1)
Available tickets 1 e
Bulk Order by "Age” (descending) Llofl 5 M
Ticket#2019042610000015 - Escalation
Age Queue OTRS System <otrs@localhost= - Escalation 04/26/2019 13:15 (Europe/Budapest)
11d23h Raw
Resend Print  Split Bounce Forward Reply
Created State
04/26/2019 13:15:19 (Eur... pending reminder Test for escalation
Service Service Level Agreement )
Internet 24/7 Your Ticket-Team
Owner Lock Admin OTRS
Admin OTRS unlock
Customer ID e

Super Support - Waterford Business Park
5201 Blue Lagoon Drive - 8th Floor & 9th Floor - Miami, 33126 USA
Email: hot@example.com - Web: [1]http://www.example.com/

stark-industries

[1] http://www.example.com/

13: VRGN ARk 55 HL I ot
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Service View: Internet

My Services (0) Internet (1)

Alltickets 1 Available tickets 1 o

Order by "Age" (descending) Ilofl 5 M8

Ticket#2015042610000015 - Escalation Lock Zoom History Priority MNote Close [QEUGITS
Age Queue OTRS System <otrs{@localhost= - Escalation 04/26/2019 13:15 {Europe/Budapest)
11d23h Raw
Resend Print  Split Bounce Forward Reply
Created State
04/26/2019 13:15:19 (Eur...  pending reminder Test for escalation
Service Service Level Agreement .
Internet 2147 Your Ticket-Team
Owner Lock Admin OTRS
Admin OTRS unlock
Customer ID Super Support - Waterford Business Park

starkindustries 5201 Blue Lagoon Drive - 8th Floor & 9th Floor - Miami, 33126 USA

Email: hot@example.com - Web: [1]http://www.example.com/

[1] http://www.example.com/
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Ticket Bulk Action

Cancel & close

» Add Note
» Send Email
Pending date: 03~ J 06~ | 2019 v B gav ] 11~
For all pending” states.
Queue:
Qwner
Priority:
erge
Link t No
Link to parent:
Unlock tickets: Yes
Execute Bulk Action
% . =L
15 JIR 55 MU Il At # 11 B k
Status View: Open tickets
&

Closedtickets 0
ST s [NE

16: IRV /N B TR

Status View: Open tickets
Opentickets |  [OGCEL IR CR ] &
o [Em L
TICKET# ¥ AGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMERID
2015071510123456 114d21h OTRS Feedback Welcome to OTRS! new lock Raw Admin OTRS

17 i AR L P o
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Status View: Open tickets
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Status View: Open tickets
Closed tickets 0 e
Bulk Order by "Age” (ascending) W I-lofl 5 m L
Ticket#2015071510123456 - Welcome to OTRS!
Sender Age Queue Customer ID First Response Time
OTRS Feedback 114d21h Raw
Created State Update Time
11/11/2018 14:29:54 new
Subject Owner Lock Solution Time
Welcome to OTRS! Admin OTRS lock
18: FEARR ARSI B
Status View: Open tickets
Open tickets Closed tickets 0 &
Bulk Order by "Age” (ascending) W Ilofl 5 m L
Ticket#2015071510123456 - Welcome to OTRS! Note -Move- I
Sender Age Queue Customer ID First Response Time
OTRS Feedback 114d21h Raw
Created State Update Time
11/11/2018 14:29:54 new
Subject Owner Lock Solution Time
Welcome to OTRS! Admin OTRS lock
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66 Chapter 6.



OTRS User Manual, %15 7.0

Status View: Open tickets

Closed tickets 0 &

Order by "Age" (ascending) 1lofl 5 M

Ticket#2015071510123456 - Welcome to OTRS!

Age Queue OTRS Feedback <marketing@otrs.com= - Welcome to OTRS! 11/11/2018 14:29
114d21h Raw
Print  Split
Created State
11/11/2018 14:29:54 new
Welcome to OTRS!
Owner Lock
Admin OTRS lock

We're pleased that you have chosen OTRS and want to help make your
implementation as

smooth as possible. In this email, you'll find some key answers to what
you need to get

started and stay in touch as you move forward with OTRS.

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

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

How do I raise a support reguest?

If you need help as you get up and running, just create a ticket in our
Customer Portal:

https://portal.otrs.com/otrs/customer.pl. We will assist you as soon as
possible.

How do I register my system and request the OTRS Feature Add-Ons I'd
like?

If consulting services are purchased your OTRS Consultant will register
your system,

assign 1t to your contract and identify needed OTRS Feature Add-ons
during the
conceptional design workshop.

If no consulting services are booked, our customer solution team will
contact you, take
care of registering your system and assign OTRS Feature Add-ons.

Welcome and ((enjoy)) OTRS,

Your OTRS Team
[...]1
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Status View: Open tickets

Closed tickets 0 -
Order by "Age” (ascending) W bl S I
Ticket#2015071510123456 - Welcome to OTRS! Zoom  History Mote -Move-
Age Queue OTRS Feedback <marketing@aotrs.com=> - Welcome to OTRS! 11/11/2018 14:29
114d21h Raw
Print  Split
Created State
11/11/2018 14:29:54 new
Welcome to OTRS!
Owner Lock
Admin OTRS lock

We're pleased that you have chosen OTRS and want to help make your
implementation as

smooth as possible. In this email, you'll find some key answers to what
you need to get

started and stay in touch as you move forward with OTRS.

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

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

How do I raise a support request?

If you need help as you get up and running, just create a ticket in our
Customer Portal:

https://portal.otrs.com/otrs/customer.pl. We will assist you as soon as
possible.

How do I register my system and request the OTRS Feature Add-Ons I'd
like?

If consulting services are purchased your OTRS Consultant will register
your system,

assign it te your contract and identify needed OTRS Feature Add-ons
during the

conceptional design workshop.

If no consulting services are booked, our customer solution team will
contact you, take
care of registering your system and assign OTRS Feature Add-ons.

Welcome and ((enjoy)) OTRS,

Your OTRS Team
[...1]
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» Send Email
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Order by "Age" (ascending) W 000of0 5 m L

Mo ticket data found.

25: JEA T AL IR it
A5 EERR AR TSm0 T
1. R BRI R
2. EFERF TR R K T AL .
3. st fRAFFEHL -

B SRR B A AE TAT b KIS o PRl BAT S R R T A B 3 23 v U B PR AR 1) £ 3
LI

Ticket Escalation View: Today

Tomorrow 0 Nextweek 0 &

Order by "Age" (ascending) W 000of0 5 m L

Mo ticket data found.

26: KA TG P T B

6.4.3 VEAIARUTHALI
BEALPE A PEAN B SR8t T8

Ticket Escalation View: Today

Tomorrow 0 Nextweek 0 &

Order by "Age” (ascending) W 00of0 S M

Mo ticket data found.

27: VAR T G B B

A5 EER AR TSR (1 T
1. s BRI
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2. JEFAF VR NI E R T HRAL .
3. sl PRAFfEHL -

B BUbR a5 AE T8AT b BB DRSS o PRBhS R BAT S I R T A B 38 23 v U W AR AR [ £ 35
BRI

Ticket Escalation View: Today

Today 0 Tomorrow 0 Nextweek 0 o

Order by "Age” (ascending) W 00of0 S M

Mo ticket data found.

28: A XTI o 1 Bl S

6.4.4 FHALIEIHE = AR
A LLEE B AR R B S AR A

Ticket Bulk Action

Cancel & close

» Add Note

» Send Email

03w | 06~ || 2019 ¥ B 4v 1w

No

Yes

Execute Bulk Action

29: JH AL I 1A b

6.5 GG T

AP 0 D AR Al AR B TR o AR TR SRR T TSR S L TR R
AL BRI, ATDMER LU BEE » Fn i 25 1 T BOT LI T B .
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* Customer user:

Customer ID:

* To queue:

Owner:

* Subject:

Options:

# Text

Attachments:

Mext ticket state:

Pending date:

Time units (work units):

Create New Phone Ticket

o "Tony Stark" <tony@stark-industries.com:

stark-industries

~
=

[ Customer user ] [ FAQ ]

B I U&= = €=

Format - | Font ~ | Size -
4
A

open

03v | 07~ 2019~ B . 1av |

For all pending” states.

3normal

[ Create

30: GUEEHLTE T b4

|
4
>

[

54w

=X

|

[ source

o]

Customer Information

Firstname: Tony

Lastname: Stark
Username: ironman
tony@stark-indust[...]

555111

Email:

Phone:

Customer: Stark Industries
City: Malibu

® ickets (customer) (0]

6.5.

O i T
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B A TN G .

W WATBHERDERCART C * ). BAPINES C = ) RIS & 1) .

%D kR o P AR B
WAt NBAF * 0 Tk JsCE AR A S
T A —NIRG AN GL SRR AR B TN
2
JiH Ticket::Responsible W' » LUK HAMARSS A G E N THRIUTA .
F T AR I ) R .

ZAWT BRAEOUT » S BOAN AL EARSEAE JBU/ B SOAR T BOR A OGBS WG INFAQ
RV SCEE o Wy FAQ SCEWHTITFAQ TS B o

IR FAQ SCEAZ RS N R o, PIEAE A/ SCAS 5 BOh B A B 3m] i o K BB i)
FAQ SCEHIE o I FAQ SCE AR DL A 8 7 Bt AT HE Y

T AT LLR e B C g B B FAQ SCE DS inE| T .

IESC* THEAMEFRIESCCR .

BEEPE AT LA RS NP o BTz B LA IR s 0 LSS PR B A
TR —RE OGO B T T A B RS o WR B O, WA .
Hot IS 1] 2643 1 SUTRTIN [B) 45 2 TSR (R SR M ) o SRAK BIRRSI [8] > S5 THER T
M RO » B LA 3-1E% o W, g e ey .
I FTC C ARSI ) A AT SR K T UT T TIN5
WARIF B E T AR B n i QU DA s T .

6.6 B [ HEE T

P R DR s T A FOROR AR 2 P I o W A TR SRR T T RS B BT S A TS AT
AL BEUEIN  ATRMEHI LR B8 o b B S I B I B .

RATNINFY * P NTBCE BT TR IBAFY o BAF A A 2 o 7 B 1) WA N B

FP RPN LRI TR N B o RS B T IS AE R W N B

s BT DUE AT C* e STAPIAN A O D LB PTE % T .

I WREE, TR RIHAR R O BRI EPIE N .
WAL WA, GRS AR T AR SR .
o D R T A ST B

W NBAS > S TSR IR AR i A

BT AT 2RSS AN DL, A SEBRAE P T A .
Z
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Create New Email Ticket

All fields marked wi

th an asterisk (") are manda

* From queue: Customer Information

* To customer user: &} Firstname: Tony
Lastname: Stark
To o "Tony Stark” <tony@stark-industries.com: B8 Username: ironman
Emall: tony@starkindust[...]
cc & -
Phone: 555111
Bcc: & Customer: Stark Industries
Customer ID: | stark-industries A select City: Malibu
uner c @ Open tickets (customer] (0)
# Subject:

Options: [ Customer user ] [FAQ ]

»Tet B 5 u sz = e

[
I
Ith
[l
B

|

Format - | Font - | Size ~ | A~ - T, [ Source

2

Signature:

Attachments:

le

Mext ticket state: | open

Pendingdate: | g3 v §j 08w jf 2019~ B 09w~ | 55+
For all pending® states.
Friority: | 3normal

Time units (work units):

4 Send mail

31 P IR AF T bR
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JEH Ticket::Responsible & » PLBHABIRS N WA N THRTTA o
T TR S T IR T — A .

AT BRIAEOUR » BB EAREAE 38U/ SO T BUR A G Y ER WaHERINFAQ
RV SCEE o Hady FAQ SCEWHTITFAQ TR BESs o

IR FAQ SCEAZ S N R SR, RAE TR/ B SCAS 7 BUh B AT sl o K BB i
FAQ LRI o I FAQ SCH AR DL A S8 7 Bt AT HE Y

TET AT LLKE e B C e B B FAQ ST DS inE| T

IESC* TR AMEPFIRIE SR

B4 PRSI A o SR DU R DL RS A .

B AT RAT RS A o PR T B LA I s H R 2SR R AL .

THTFRE BIMESR T B LT oA o R B, HEE I eRE .

Hotg I 1) 1643 F STRIIN [F) 45 2 L (R SR MRS ) o dp SRAK BRI (], W2 THE LA

e BRATEOLR » B TR 3-1E% o WREEH L, PRIty

TR ATC C TARRRTE ) A AR SR K A I DUT T TIN5

WARIF B E DA B G s AR B F A LGB T4 vyl AR 4 i 2 (K L

6.7 G T

M BRI R BAEE T NN T .

A P R D R B TR o SRR TS SR T TS FL ) QIS SRR TR i

Create New Process Ticket

* Process:

32: QLR L
WL RRIE R, DUN BB T o bR B S BRI TR .
TR A E IR kB — AR A ek .
Z
AT LATE S B O3 S ) SRR A B b SURRE
EPERFRIG > A8 B SRR 1) 35— ANV I 6 T HE RN BT B o

FEfAE AL ORI B TR > PR A X S B AT U
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#* Customer user:

* ) Vacation Start:
* Vacation End:

# Days Used:

#* Emergency Telephone:

# ) Responsible:

Please fill out the fields for your application for leave

Create New Process Ticket

*Process:  Application for leave

03~ | 21~ || 2019 v

03w | 21v |/ 2019 v

Submit

K] 33: i Hi

[$]

FEIL B G HE

Process Information

Application for leave
Recording the Application

Recording the Application

for leave

Fill out the application

Description

This is the long description

6.7.

QUL T8
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6.8 %

AP R DR AR 25 P AP R T o TR DR A T TSR R .

Search

Templates

Create Mew

Filters in use

Additional filters
ut

Output Mormal

Q, Run search

34: W ZXTHHE
ORARHETY Ay = AN = Bt IEAEAE PR g s A JLe ryad v s .

6.8.1 it

A P13 3 43 7] F TR AP AR LA E— A
A TR RIS R ABAR -

1. gk B RATR A

2. HINIL R LR

3. ININ—Ee R &AM .

4. ity AT R .
A7 AT CUORAE IR 48 AT -

1. W TFRIAIFR P e— AT .

2. sl AT R .
R AT 5K TR UCHD . AT HE ey o 0, okl e i B R 45 K hR LA A B AT ITRC Y T8
AR — A O ORAT (K98 SRR -

1. sk MERAZH .

I

o BBCRE S RIIMER » AN !
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Search

Templates
Search template: | Welcome
Create Mew  Delete  Profile link

Save changes in template

Filters in use

Fulltext: | wWelcome =

Additional filters
Add another attribute

::;-||'|,||' Mormal

Q, Run search

35: JWEA1THE

P R R S EL R B RS R D o IR R B KR A B

Search Results:

Change search options (Welcome) E -3
Hofl ML
TICKET# ¥ AGE SEMDER TITLE STATE LOCK QUEUE OWNER CUSTOMERID
2015071510123456 115d20h OTRS Feedback Welcome to OTRS! new lock Raw Admin OTRS
Kl 36: HRLR 4
6.8.2 IE7EAHI I BEAS
ﬁt*B/\ﬁUHTHﬂT%E?—%E’J FUERS o
AR B 1) Hee iR DA 0 s s ah ko i A » IRl SRR BRI He A INBR I IR
6.8.3 LBl JEd
WSy T8I0 56 22 1o i s I P SR th A% U
BN — MEREA N R AR g P AR R A AU R .
A% PR GRS
Tl Lol S AT R IT IR R
6.8. 1% 9
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6.9 T HiElH

SRR T A TRMTEA(E S o WS AEAR AT I e Side b s e T Wl U] TR e De s

Ticket#2018100615486000019 — User cannot login to his outlook.

Back Print Priority People * Communication + Pending Close Miscellaneous « - Move -

w Article Qverview - 1 Article(s)

NO. =] SENDER VIA SUBJECT CREATED
Wyle
Coyote

1 Phone = User cannot login to his 10/06,/2018 11:44

w #1 - User cannot login to his outlook. - Wyle Coyote - 10/06/2018 11:44 (Europe/Berlin) via Phone by S...

To open links in the following article, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browser 3

and 05).

Mark Print Split Forward Reply

The user reports outlook will not accept his password.

w Linked Objects

none

Kl 37: T e b4

PSRRI QSRS LA N

6.9.1 [ g

TP PR A ORIz .
SCHUT WY, ST LA AL B R R s

Back Print People Communication - Miscellaneous - -Move-

38: T HLE

JEiR IR A B

w Ticket Information

Age:

Created:

Om

10/06/2018 11:44
(Europe/Berlin}

V: Super Admin

ate: open

Accounted time:

Uwner:

. unlock
ity: 3 normal
: Postmaster

. acme.co

0
Super Admin

w Customer Information

Firstname:

Lastname:

Username:
Email:

Customer:

Wyle
Coyote

we
we@acme.example.com

Acme Inc.

t: 123 Anywhere St.
: 12346

ty: Somewhereviell

United States of [...]

¢ https://acme.exapl...]

FTEN B IRATIT—A> PDF 3CfF, WoR LB 4aE 4T EDHLAUARAS o 8577 AORAF 84T Bl PDF SCAF

PIES e T IF AN Br g 1 LA TR ot 2 -
MR iz TREFER LY .
o TR B GR HLT B  FEAE
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Change Priority of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

i = Q
Q s 92 | A

3mormal
w Add Article
* Subject:
[FAQ]
* Text: o -
B I U S = i s = E | =
Format ~ | Font ~ | Size ~ | A~ B~ T,  [s Source
A Submit or [ Saveas newdraft

39: A WAL

6.9. T HIEN
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I AT LR e B C g P B FAQ SCE D SIS T
IESC* BRI 3 TRV R IESCOCAS &
BEEE AT RATE RSN A o S s B LS B B H0— 2SR 2 Al .
XL E AR N SRR AT A
e C TAERIE ) A AT AR R o0 DU T T8
NGy IS LIGURE AR S IRAL 13 A il -
Pifi e T T — Al D L C R 4 .

Change Owner of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

* New Owner:
w Add Article
* Subject:
[FAQ]
* Text:
B I US| = := 2 2 E E | = W = Q
Format ~ | Font ~| size - | A- - T, Blsouce ¢ oy 92 23
[ Submit or [# Save as newdraft

P4 40: TR THR AT # 5
BRI * B PO T 00T 42 M5 A« TR N 54T ownen T 4 LR 5074
5t <
R TR T IR
B TR A % C s Tk FAQU LR OS] T ek
E3C* RN T 01300
WOPE B TR o St BCLR MO » s S B -
RTINS
IRV TG C TARITE ) AEREECR OIS 1 T8 LA T TS
B NI TN L T
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Change Customer of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close
# Customer user:

Customer Information
none
Submit

41: TR
BRI S U

Z)UID MR T ABESE
LS FT0RE LA S TR A3 A il «

(ﬁ
=
iy

ok BCRRRIRET I ANEE O AR R N T
Add Note to Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Add Article

# Subject:
[FAQ]
* Text:
B I US| xz= = g 2 £ El @ W = Q
Format ~ | Font - size =~ | A- B- T, [@Souce €} 9y 9% 51
& Submit

or & Save as new draft
42: TN T

xR R A P A ) T

eI AT LLR FEE R 2 C ang ) B e FAQ SCH D iR n s T .

TEC* SN 2 T2 I I SCSOA

B AT AT TSI o B B LA I B 8 2SO B A
XA E AT NIRRT AR .
T C TAER I ) S AT ECE I R T DU T TN

6.9. T HIEN
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FORZ T RS RATIAT A ANB 1 ARG TR AR I A .
Phone Call for Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

Customer Information

» Subject:
none
* Text: e = = = =
B I U S5 [Z = E E E £ E = L
Q

Format - | Font - | Size

A- B}- T, [@souce Q) 9y 92| 52
open

03v j 12v | 2010v B[ 11v | 33v

[ Submit or [# Save as newdraft

43: ER b

A TR AR T S R R A
I AT LLR e B C g AL B FAQ SCE DS InE| T
IESC* BN R TP 1 IE SR
5K S 1 Y B £ ) 1] S s v = 4 > R S 2 1 G Rl o
TR RS WCORER N, WERITEIRES .
Hotd IS 1] 2643 FSTRTINS [B) 4 2 8 (R SR MRS ) o i SRGK BIHRC I (], S THER T8
A FICC TARRIE ) A AT R KN ] 0 DU+ TIN5
R SR IRIT T —ANETE 1 MRESR A TR R BRI A .
UehRet B Bl .
SRRHEAT BESERIRIT T —ASBr e 1, T AR 7 BB IR f 7 MR D ARSI B 8 o MRS
P72 i e ARABL
From( KfFN D 7 Bog RB, frAr AL
W N > 3K HL S PE R efE NTB
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Outbound Email for Ticket#2015071510123456 — Welcome to OTRS!

fields marked

Cancel & close

From:  OTRS System <otrs@localhost=

* ot &
Cec: &}
Be &}

#Subject: | [Ticket#2015071510123456]

Options:  [FAQ ]

* Text: e - = = = =
B I US| ;== E# E 2 = E| = W = Q
Format ~ | Font ~ | size ~ A~ - T, [Bsouce Q Ay 92 1
Your Ticket-Team
Admin OTRS
Super Support - Waterford Business Park
5201 Blue Lagoon Drive - 8th Floor & 9th Floor - Miami, 33126 USA
Email: hot@example.com - Web: hitpJ/www.example.com/
tate: open
Pending date: 03~ | 12v | 2019 v B 14w | 36V
For all pending* states.
Visibl customer:
Time units (work units):
= Send mail or [ Save as new draft

44: SR BE
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PIE QR R, USRS AR AR R IR N
EAPIE WORTE, WA A i B B D IE N

M T LUN OTRS rhak sz  H™  Anr AZE AR INAT fof A R0 - s A bk
W LMEHBEBCAT C* o AT C O LIS &E T .

A TR UG LT IS 0 A
I W] LLR e B C g B B FAQ SCE DS inE| T
TESC ™ IR TRV E R IESCOA
S ST [ e 700 11U L s e 2t S 1 B e 0 " 1 1 o
TR RS WCRE R, ARG .
Hot I 1) 2643 F SYTRITINS [A) 4 2 8 (R S BRI ) o SO BIHRE I (], 2 TR T
XTI RE ORI ISR IR R S T AR E
TR FATC C TARRTE ) S AR SR K A T DU T TIN5
Hold WS TRITIT—ANFT A 1 DL E TR AR N A .
Set Pending Time for Ticket#2015071510123456 — Welcome to OTRS!
Cancel & close

w Ticket Settings
pending reminder

03 v || 12V | 2019 ¥ B 14v | aov

w Add Article
* Subject:
[FAQ]
* Text:
B I US = = E|lE E E E|e E = Q
Format - | Font - | Size -~ A~ B~ T, e sSource Q 9 97 33
A Submit or [ Saveas newdraft

45: VBCE AR IN ] b %F
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THR R B TR EERIRES
HAIN A) 45 H SUIRIIN )4 2 TSR AR MEIN [ o G Sk BIHE N a) )25 TH4 T8 .
Ao TR UG T B Y A
I AT LR e B C g P B FAQ SCE DS INEI T,
IESC* IR TRy E 1 IE SO
B R DA ARSI A o PR T B LSBT B H 2SR B AL .
XE R E CEE RN SEIR R R A UERE -
T CC TARRIE ) A AT G R 0 DUT T T 5
KM BESEFIRAST IF—ANBr e 1 DG T8

Close Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

closed successful

w Add Article
* Subject:
[FAQ]
& Text:
B I U S| = EE E £ E | = d = Q
Format - | Font | size ~| A- B}~ T, | B souce € 9 9% =2
[ Submit or & Save as new draft

46: B BRI 18] i 4
THR RS BEZ THRRCHPRE .
Ao TR UG LT B 0 A
I AT LR e B C g Y B FAQ SCE D SIS T
IESC* BN TR E 1 1E SO
B R RATE RSN A o PR B LSBT B H— 2SR B AL .
XL E AR N SRR AT A
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e C TAERIE ) A AT N R o DUH T T 5
TR SR IRET T G AR T B LA L T 53 S

VEME: R TUNAE R G A T MR TTH] .

ARIG SRR IIURE LR e A £ A ke
BIUE SR SR 44 AR T TR B IR o
BUE WERT RO RS A ST DAB0E T8, ST ss N i s TR+
A R TP AUE B RS N B AR 55 N B R DA R, i A Al 25 N B RT LIRS

et ESERIRAT NG 1 o BiE BUR BT TS RIS

Prsl S IRIT T — AN D DLE % TR D Sk

History of Ticket#2015071510122456 — Welcome to OTRS!
Close this dialog

= Expand,collapse all

w 11/11/2018 15:29:54 (Europe/Budapest)

AGENT ACTION ARTICLE
Mew Ticket [2015071510123456] created. (MewTicket)

w 12/06/2018 16:45:03 (Europe/Budapest)

AGENT ACTION ARTICLE
Locked ticket. (Lock)
Reset of unlock time. (Misc)

w 03/11/2019 15:12:47 (Europe/Budapest)

AGENT ACTION ARTICLE
Unlocked ticket. (Unlock)

w 03/11/2019 15:13:17 (Europe/Budapest)

AGENT ACTION ARTICLE
Locked ticket. (Lock)
Reset of unlock time. (Misc)

47: T Ay S e

VEMR: RIS AT 2 AN H U A I B S (K A AR AR R A H

FE 7 B B3 SIRAT TN i 10 AR e T B ) 5 U7 B

HEZ ISR IHTIT OTRS MIARAERESE b 4E o 0] DUBERZ B S T | FAQ SCREsNgy o B BERL
W AR A P

FEHEE P TR N R L E N B .
Hoe 7Bl ] T B SRR AN 5 5 IF HAED X R 7 BOT AAN
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Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

*Title: | Welcome to OTRS!

[ Submit or [& Save as new draft

48: T H 8 SOCA B4
PR > T ELFRRE

Manage links for Ticket#2015071510123456: Welcome to OTRS!
Close this dialog

Create new links

Ticket

Q, Start search

Kl 49: Bz T b

6.9. T HIEN
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TOF WS IF BT O, DA TR F R T8 o 17 TR A g2 sh 21 H 10 T
MR T HOR AT CEIPIRES .

Merge Ticket#2015071510122456 — Welcome to OTRS!
Cancel & close

* Merge Settings

% Merge to Tickets:

w Inform Sender
OTRS System <otrs@localhost=
*To: OTRS Feedback <marketing@otrs.com=>
* Subject: Re: [Ticket#2015071510123456] Welcome to OTRS!

Text:
e B I US 2: glg 2 £ E| = = Q

Format ~ | Font | Size - | A- - T, [Souce ) 9y 92 22

Dear Your OTRS System,

Thank you for your request.

@ Submit

K 50: 1A I B

AR T IS U T TSR LM
MANKI% R IS RE AN R AE AT T AT W PEHE o AL I A
SRR .
From ( RAFA ) %FBUE LA, (RAFESIHLAL -
BCPEA * SRR HL TSR O A B
YT R A
30 * TR MOUE IS A
BRALTRLY BESEARIUT TEHTAL L) AV, Je T o7 BB i T AT
NS BESREIUETT NS T RS0 o MBS TR SIS L0 A

ey WSERINBAHINE 1 2 LB TR 25— B .

BEE ey A AT O ) 2A 8 P b DUSE S PR B o i DA P AR 38T
BRI AEME AR SRR AN AR L BIR AR (R RN R RS A
BRI AN PG VR N AR s
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SR T TAIBLE (5 R oA IR AT (5 RSN PR

6.9.2 {F{F LN
LN PRAE— ek AU TR R 1

w Article Overview - 3 Article(s)

NO. = SEMDER VIA SUBJECT CREATED L]
"Admin OTRS" OTRS Mo response 05/30/2019 15:48 (Europe/Budapest)
- OTRS System Email New data is needed 05/30/201% 15:46 (Europe/Budapest)
— Tony Stark Phone MNew data is needed 05/30/201% 15:46 (Europe/Budapest)

K 51 5PN A

M R bR AT DU K2 B AT HER o PO s il S e

A7 = FR] RERI BT TARIC SRR .
o B T AMBA RS R R RS N G T AR S N B SCEGE AT .
o 2000 AN BASRE E L P EANBNLSCE s EIR S B (25 A B nT DR SR .
o Bl CERARGME, WTUE RGN E O SO LA

VEAR: e/ NAAPEAN S BRI AL

6.9.3 {51F1EN

SR/ RS RS L o e/ NPT H RIS
SREFE YN > S RIR] DA B s R

PRACEEGE bRC 4 e B ICRE A5 PR 10 O B s PR MR B bRl o A PR 5 PR N R
A ALLE BARE o

ITEN BESERIRATIT—A> PDF 3CfF s W S PFHE 3T EDHLIRARAS o 20T LLRAZ BT Bt PDF 30T
PRy AT SR BRI AR AR 2 B 00— L8 o BRI LAY, RS B $RACHH .

T LUCREAR AR5 LR TR

IS T8 SR el TR T (K S T P 4 35 P S 7 B o

HATE T8 SR PRI TURE H1 I Bt il 10 e T3 A 5 A B S 7 B

PR CE BRI U ST T G A A o R Al ) 4 5 B S B

VEMR: EIUNAE Rgerh 2 T — NN T

AR A S U E AR o SRR PR BRI DR i WO N BIR R IR o B0 I Ao ik o
b el 1) — A+

AR [EI g > o BEEE [ R R ISR o FEE ) B I R A A A R AR R AN
THRT RS BEIZTRRRAIRE
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w #1 - Welcome to OTRS! - OTRS Feedback - 11/11/2018 15:29 (Europe/Budapest) via Email

Mark  Print 5Split Bounce Forward Reply

Welcome to OTRS!

We're pleased that you have chosen 0TRS and want to help make your
implementation as

smooth as possible. In this email, you'll find some key answers to what
you need to get

started and stay in touch as you move forward with OTRS.

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

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

How do I raise a support request?

If you nmeed help as you get up and running, just create a ticket in our
Customer Portal:

https://portal.otrs.com/otrs/customer.pl. We will assist you as soon as
possible.

How do I register my system and request the OTRS Feature Add-Ons I'd
like?

If consulting services are purchased your OTRS Consultant will register
your system,

assign it to your contract and identify needed OTRS Feature Add-ons
during the

conceptional design workshop.

If no consulting services are booked, our customer solution team will
contact you, take
care of registering your system and assign OTRS Feature Add-ons.

Welcome and ((enjoyl) OTRS,

Your OTRS Team

52: fF PR /N BT
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Split

Target: | Phoneticket

split

53: frfF4F 7> X 1 HE

Bounce Ticket#2015071510123456 —

The ticket has been locked. Undo & close

«Bounce to:
Next ticket state: closed successful
nform sender:
OTRS System <otrs@localhost>
OTRS Feedback <marketing@otrs.com=

Welcome to OTRS!

B I US

lih
m
0]

Format ~ | Font -

T, [@sSource Q) 9y 92| 52

C4]
Dear.

Thank you for your request,

Your email with ticket number "¢OTRS_TICKET>" is bounced to "¢OTRS_BOUMNCE_TO»". Contact this

= Send mail

54: {5 IR A 5r 4

6.9. T HIEN

93



OTRS User Manual, % 1i 7.0

WAL R ARTE R R A N IR RIS R TELE P EHE o RIE R EHE , T2 LR

B
From( KN D 7Bt LB, RAFBAAI AL .
WA N > SR L AR B N FBE
F TR AR T AR A
IESC* BERE MR IR SCCA o
B AT RS R IUE AR R R AR

Forward Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

OTRS System <otrs@localhost>

®

» Subject: Fwd: [Ticket#2015071510123456] Welcome to OTRS!

[FAQ]
& Text:
B I US| = := ElE &2 £ E | = W= Q
Format - | Font ~ | size ~ A~ - T, [Bsouce Q Ay 92 1

Your Ticket-Team

Admin OTRS

closed successful

03v | 14v | 2019v B . 09v : 43V

4 Send mail or [ Save as new draft

Kl 55: {51145 ot

From( &AEN D iZ7BUE RN, (RAFBASIHL -

WeAE N * TR L BB 6 B N7 BE

PIE W E, TR RHAR R AR BRI
WAL WRTE, ERIA T P A T ESAER A DIEN

MR AT LU OTRS Ak JH 7 ] DAFESEAC A AT A A3 2 10 1 Sk
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W M ATBERCAT C * e BIAMAES C = D) LIS & T .

o TR AR LT I 0 A

I AT ORI e B C e P A e FAQ SCE D Ui T .

IESC* IR Ty E M IE SO

BiEA T BLE TR BT o S BELAR BT BE R LS R A .
TR IR WOREE N, WERIHEIRE .

Hokg I 1) 12645 F PRI R4 D L (RS WE S T o p SRAX BRI (), W2 THE LA .
XA L g AR A R T T LA

IR ATC C TARRTE ) A AR R ORI TR o0 DUT T TIN5

[Pl A S R T o L R B AR PRI B o [P 52 0 D B D3 1 () RSB ARS BR h 15 .(1  IASEARC )3t
i

From( KA N D 7 Bog R, GRAFAZIHL

W * ORI B IS R PR B

PI& WA E, TR EEHAR ) AR T SRR
WA R E, EFIA T  RP A i TEREREADIEN

W BATELN OTRS Wk /A ] EAFE AR S AT fr A7 280D L 7 IS AR Sk
WA EAEATERCAT C > D BIAPIAZS C D) BB R S .

A TR A R WA R AR

LI LUK e B C e B B FAQ SCE DS InE| T

IESC* BN T8 0E (R IESCCAS

BEPE AT AT TSNP A o B s Be LA I B s H R LSO R B A
TR IR WEORER N, WEAITEIRE .

2 <oA1 V1 v 2 o S TR (S R 7 L R A e E 2 v TR 7 B
X IO L s AR N R R P AT LA

I oG C TARSRIT D B AR ORI A o0 DUT T TS

6.9.4 T FAIRFTE]) Bl A P
TR T B N TR 5 T LR AT W o AT 2 S o A AR EERI I R« il
T 26 A B2 T B2 5 4 ) P9 31T B4 B AR

FEMERLIE R ST LMBAE R —FEAE T B TAR o S0n] LU AR AR REAS S 5510 (/N Basds » KA
ISF Tl R B AS AR RN T o 5P LI AP 2 55 A ME T ) i P b A 5 A I S B A ST LR L
BN ATH IR

Z:
A PAE T RASE P ) BEE S PRI C RS RS D AR P A R
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Compose Answer for Ticket#2015071510123456 — Welcome to OTRS!
All fields marked witl steris

*] are mandatory
Cancel & close

From:  OTRS System <ofrs@localhost>

= Toe

To OTRS Feedback <marketing@otrs.com:

* Subject: Re: [Ticket#2015071510123456] Welcome to OTRS!

Options:  [FAQ ]

* Text: e A O O
B I US ;= = ElE E E E| @ al
Format - | Font = | size -~ A~ B~ T, [ Source
Dear OTRS Feedback,
Thank you for your request.

Attachments:

open

03v | 14V 2019~ B . 09 v |

For all pending” states.
customer:

Time units (work units):

48 v

Visible f

= Send mail or [ Save as new draft

56: 55K b ke

sy 92

LY.
'y

Chapter 6. 1



OTRS User Manual, %15 7.0

w Ticket Timeline View

Note Added (=]

From: "Admin OTRS" <rooti@localhost=
Subject: No response

The customer didn't send the data yet.

Ticket Created
15:46:52 - 053020,

Incoming Phone Call @

From: "Tony Stark" <tony@stark-industries.com=
To: Raw
Subject: New data is needed

Dear Customer!

Plascs A sFa vmnre At

Customer Updated

Changed customer to "Customer| D=stark-industries;

SLA Updated
Changed SLA to "NULL" ().

Service Updated

Changed service to "NULL" ().

19

[Europe/Budapest)

57: RIS [ 4l ML P s

6.9.5 HEEZIIAISR

TR DR R B o AR U/ T AR TS HUE O R A (R

¥ Linked Objects

Normal

OBJECT#
F:10001

58: HEHN G

AP LUH S TR PR S SRS RIS IO BE R o DA RO BERR T LIRS BUA B

TP E RN RIS B S N A H
Z L

¥ LinkObject: :ViewMode WE AN EILLE/RA CHEN S HITHEAE A

6.9.6 T {5

SRR R T RIS R .

6.9. T HIEN

97



OTRS User Manual, % 1i 7.0

* Linked: FAQ (1)

FAQ# | TITLE STATE
How to create a support external
10001
bundle {customer)

CREATED
03/19/2019 15:28:02
(Europe/Budapest)

Kl 59: RARBERN G AF

w Ticket Information

Age:

-

Created:

State:

| ocked:

Priority:

Quele:
Customer ID:
Accounted time:

Owner:

& 60:

121d 18 h

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

new
lock
3 normal

Raw

0
Admin OTRS

THAE RN

LINKED AS DELETE

Mormal ]

98
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6.9.7 X5 A
BN BHAS A TEFHER .
w Customer Information

none

61: %/ 5 BN
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CHAPTER /

FAQ i

FAQ SCE AL 0 LI ) 2 58> B il

AR T RLEI e FAQ SCHE o RGP 5 £ AR BUYIR) e 2R IR P A A R4 S, FAQ SCEmT DU
R BROBR A An) T AP A A G A o e v AT T o 3T LA B Al 55 N 63 4 R g 2 T B (R I )

7.1 J0

IR AR 5 FAQ S0 o FAQ WSS SR T FAQ ANRESE I WS i

FAQ Explorer
FAQ
Subcategories Latest created FAQ articles
NAME COMMENT SUBCATEGORIES FAQARTICLES How to create a support bundle
Misc Misc Comment i} 1 Misc - en - extemnal (customer} - 03/19/2019 15:28 (Furope/Bud apest)
FAQ Articles: FAQ Latest updated FAQ articles
o How to create a support bundle
Misc - en - external (customer} - 03/18,/2019 15:28 (Europe/Bud apest]
000f0
Mo FAQ data found. Top 10 FAQ articles

1. How to create a support bundle
Misc - en - external (customer} - 03/1%/2019 15:28 (Europe/Bud apest]

1: FAQ 3 b f ¢

VR BR R LA IR AT
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7.1.1 FAQ | B2 N 25 /N

TGN ERAEF A SO B 1R A FAQ SCE R -
AEIERE S, il i i A RS .

R BN DA — 0 FAQ 305, B4 FAQ SCRSIZRA BoR e FAQ SCR/NBIEH o B/NBIT SR
K FAQ SCEM—2EE R, w1 ARl L 1EE IRESA AR

FAQ Explorer
FAQ Misc
Subcategories Latest created FAQ articles
MNAME COMMENT SUBCATEGORIES FAQARTICLES How to create a support bundle
Mo subcategories found. Misc - en- extemal (customer} - 03/18/2019 15:28 (Europe/Budapest)
FAQ Articles: Misc Latest updated FAQ articles
o How to create a support bundle
Misc - en - external (customer} -03/10/2019 1528 (Europe/ Budapest]
Iofl
FAQZ TITLE LANGUAGE STATE VALIDITY
AFAQ Top 10 FAQ articles
10001 How to create a support bundle en external (customer) valid

1. How to create a support bundle
Misc - en - external (customer} - 03/18,/2019 15:28 (Europe/Bud apest]

K 2: FAQ SCH /MR

A7 EERR A TR ) FAQ SCRAL
1. s B AR AR AR
2. EFERF RN FAQ SCEHL .
3. widli FEAHHL .

st FAQ SCEARHTITFAQ VERT BE% -

7.1.2 FAQ 3 @ A /N il

AR A T B AU BT FAQ SCEE LK FAQ SCEE Top 10 .
A FAQ SCHE /NI SR Bai Gl 1 FAQ 303 .
BB FAQ SCH /N /R il S8 1Y) FAQ SC3E
FAQ 3L Top 10 /NESAFARHE PP S AT 10 S0 .
FEN FAQ CEEVESY
1. Rl FAQ SCEELATTFFAQ 1EI B
2. [l FIRBh B BRARRRH .
3. i VRO /ANBAE A B AR .
AT FH P L RERT FAQ SCEEVESr—IK o IETHAN S VP20 (B ol R fEFAQ TENS BEFRI AT A
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Latest created FAQ) articles

How to create a support bundle
Misc - en - external [customer] - 03/19,/201'9 15:28 (Europe/Bud apest]

Latest updated FAQ articles

How fo create a support bundle
Misc - en - external [customer] - 03,19/201% 1528 (Europe/Bud apest]

Top 10 FAQ articles

1. How to create a support bundle
Misc - en - external [customer] - 03192019 15:28 (Europe/Bud apest]

3: FAQ I S g i A

7.2 9

I BE B RERORTIK) FAQ SCERR MBI R ZED o i8I0 FAQ FR#E0 T FAQ ARSI BTt s i .
AL BRI  ATRMEHI DU BEE o b RS I T BOR R IH T B .

bRl * BEBEIRI AR o W AFE BT B AR TR 1 AT AR K P RS, o HRR s AE A R
S

KRBT WSIN—L8oCHE T, DUMERFA$RE] FAQ SC& .
&> ART FHG hERE—A20 .
Z .
A RAAE BRSO R EAE BRI .
W& EHE FAQ LR MPRE o T REMIER S
AMEBGL (FH ) gy N BURITESNES N 53 SN i 2 0 L P aT LA FAQ SCFE
P (55 N Bh) A% N BT LA FAQ SCE
NFF(WAE) B NPT AA R FAQ S5 .

ARNE BRI BRI o R BORCE N AR AR BHERITATLAE OTRS A o Kt 7 Beist &
4 JE R i I R AR e B IR A

e NATHES P —MiEs .
Z L
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* Title:

Keywords:
# Category:

State:

Add FAQ Article

internal (agent)

Validity: || wvalid
Language: | len
attachment:
Sympom: B J U &= i Elg 2 =s= W= Q
Format - | Font ~| size -|A- - T, [souce ) 9y 92 | 32
Problem: B I U § | = =S Elg 2 == E = Q
Format ~ | Font ~| size +| A- B3 T, | [ souce €3 oy 92| 23
Solton: B I U &= is Elg g == = Q
Format ~ | Font ~ | size - A- B~ I, [ Source €) 9y 92 33
tomment B § U & = i Elg 2 =s= W= Q
Format ~ | Font - | size | A- B T, | [®sSouce € 9y 92 | 3

& Create or Cancel

104
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ILAMEART B R R E S .
BEEPE AT RAAE FAQ SCEE RSB o iz BELLZS NI, ol 3 — 2830 2K
AR FERCARZR IR, AR TGO -
e XA 1) R S PR (KA
fPRRTT S DT R e R AR e R PR A AR T2 AT A
VERE DU XRS5 A B 24 i FAQ SCE N HRSCA .

fi I B v B BT FAQ ST 3l sk « FAQ 7Sl s vl 7E FAQ AR L) HESe b 4k 2] .

FAQ Journal:
o
EFEI s |
FAQE TITLE CATEGORY ACTION TIME
10001 How to create a support bundle Misc Updated 03/19/2019 18:57:39 (Europe/Budapest)
10001 How to create a support bundle Misc Created 03/19/2019 15:28:02 (Europe/Budapest)

K 5: FAQ Hi& b4

A E BRIV R ) FAQ SCRAL
1. R HESE AR S E A R A A AR .
2. WP IR K FAQ SCRHL .
3. wili fRAFFEHL .

s FAQ SCEARTITFAQ VERS Bids -

7.4 EHE S

VR SRR IRAE Y BATE B BRI RS A0

e B A B FAQ SCE R IR 5« BOATEOL R B OTRS 2 & — 48l o i ST Bl 4
B2 T FAQ FIRPESE L) A8 PRI 5 ST

7.41 “H FAQIES

AEBIN—NES
1o sl ZE RS R i SR
2. WHBLITRL
3. miali FEAHHL .
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« FAQ Language Management
Actions List
Add language NAME DELETE

de
en

6: FAQ ifi 5 & Bl bR 4E
Add Language

* Name:

Submit or Cancel

K 7: s nik = b

ARG MBS
1. WAE SR ANES .
2. BB .
3. wiili PR -

Edit Language

* Name: en

Submit or Cancel

K 8: gniHiE b4

AR MES
1. w5 2R A I A E A
2. Huliifil i R AL

7.42 FAQiESiKE

AN L BRI, ATDME I DU W o bR S I T BOR AT B .

AT * ZIE SR 1SO 639-1 L .

7.5 E K

FEMR: BESC TS T HAT 3 B AR K25 A B4
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List

MAME | DELETE
de
en

K 9: MMBRIE = B

A PH e T B FAQ SCEE BRI« BOATEOL B> B OTRS 2 &0 o S0 BB R T
FAQ SRS 1) SR BB LI

L FAQ Category Management
Actions List
a8 Add category NAME VALIDITY DELETE

Misc valid

K 10: FAQ 285058 # b %5

7.5.1 & FAQ 255

A EAIN N2 -
1. R ZE MR ) S INSERHZ . -
2. HH B
3. sl FEAZHHL .

Add Category

* Name:

# Permission:

valid

% Comment:

Submit or Cancel

K 1 s prss

A BN
1. /PR — A0 .
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2. BT B
3. mili $AZHAHL .

Edit Category

» Name: Misc

* Permission: | admin USErs

valid

* Comment:  Misc Comment

Submit or Cancel

12: a0 b

A MR 20 -
1. PR b AR EAR .
2. Huliifi B R R AL

List
MAME VALIDITY DELETE
Misc valid

13: MHBRAR S5 H =% b 4

7.5.2 FAQ 5% &

AN R L BRI, TR U B o bR S I T BOR T B .

PRR* BRI AAR o n] LAFE ML 7 B i AR TSR 74T AR K PR o MRAS Bon IR
S

RFGFE W LAAEBUAT A M ESIE AT R I o 2K s S 1R .

BURRE * BV i R0 SO () e 55 N BA 4

AR BRI RN o WL BORCE ) A0 IR BB R AXAE OTRS Fii ] o Rt 7 B &
N TR i I e A R SR BRI A AE T

VERE R BRI I AR R o O T SR, R IR AR M T B AN A S AU T R B PROE
SRR LR TATNER )i L
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7.6 &

6 e B ] AR A A AR FAQ SC3 o FAQ R BEAEAL T FAQ SRS i) F s i o

Search

Templates

Create New

Filters in use

Additional filters
tribut

utpuf Maormal

Q, Run search

Bl 14 LR LTHE
GRATHE Y A=A « B IEAEAE A g as A JLe mid veds .

7.6.1 R

ST AEKIK —F8 20 o] T OR AL AR AL E— 24T
A EQEE B A AR -
- il B R B LA
- AR Z K
il IS INAEHL o
N Ayt A
5. wiih isfrimad
A7 EAE ] CORAT AR R AR -
1. W RgR s MR .
2. niih isfr iRz
A EE N ERIAR -
1. WA AIR AP IERE AR
2. & RAFREAR ) A2 TEAE
3. Bk SR .
4. gy BT RG] .

—

A w D
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Search

Templates
tern - Support

Create New | Delete

Filters in use

Fulltext: |Support =]

Additional filters
ut

Output Mormal

Q, Run search
15: LA T AE

SPACRAE RGO, IAR PHATILAL M FAQ 35 .

Search Result:

Change search options

AFAQ# TITLE CATEGORY LANGUAGE STATE VALIDITY

10001 How to create a support bundle Misc en external (customer) valid

Kl 16: R a5 b5

sl FAQ SCERHTITFAQ VERS B -
A7 E R A CORAF I AR -

1o R AR ISR .

2. sl MIERTEH

L-lofl

CHANGED
03/19/2019 18:57 (Europe/Budapest)

3

T BBCRE SLRIMER » ANl !

7.6.2 [FAEAF L eSS
WA B T TR g .

A DAAE SRR R Ao DS B0 AR MBS A DS » JF R PR T B IA N SN e &S .
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7.6.3 HEMljess

SR 73 I T8I0 2 1 DEAR LB FE A R i A% X

BNy AR WM RSIR P E R R A BN E T
A o SRR R AR A% S

Ry O i IS T R R .

7.7 FAQ £

B vl & FAQ SCE MG R o WRMEAEAEAT LA B b il FAQ 3C3, WA LUEH] FAQ WS
Bi%s .

FAQ#:10001 — How to create a support bundle

FAQ Misc How to create a support bundle

Back Edit History Print Link Delete FAQ Information

Misc
To open links in the following description blocks, you might need to press Ctrl or Cmd or Shift keywhile clicking the link (depending on your browser 3¢
d 05).
I ds: support bundle generate
* Symptom {public) otrs
A support bundle needs to be created for the OTRS system. EE e etnaliciomer)
valid
¥ Problem (public) Language: en
“reated: 03/19/2019 15:28
The support package is designed to aid in diagnosing system health, setup and configuration. tells about usage statistics, and
contains only the core files, delivered via packages or created by hand. All sensitive data is parsed out or left on the system. (Europe/Budapest)
No customer or ticket data will be packaged. The package can be downloaded and viewed in its full (Admin OTRS)
d: 03/19/2019 1857
+ Solution {public) (Europe/Budapest)
(Admin OTRS)
OTRS 5, OTRS 5s and OTRS 6:
1. Switch to Admin -» Support Data Collector Linked Objects
2. Click "Generate Support Bundle”
3. If the support bundle is needed for an open ticket, please use the button Download Mormal
OBJECT#
T:2015071510123456
* Comment (internal)

Created from hitps:/portal.ofrs.com/external’knowledge-base/arficle/1 341

w Rating
Was this article helpful for you?

Yes | No

17: FAQ VE% b5
HEBEHEAT — A A RS S LA N
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7.7.1 FAQ N &

FAQ VEfS hifti— N A s .

Jril s TG ] b B

Gk LS IET T ANH A 1 LLg R FAQ SCE .

Pis SR IHT T —N 8 i H LLE R FAQ SCH ) Sl % o

ITED B IHTIT—A> PDF 3CHF . SR bRl & 4T ENHLITARAS o %577 AORAF 84T Bl PDF SCAF

B WSFRINFTIT OTRS IARHERES b 4F - FAQ SCEE AT DIBER B Y FAQ SCRE s T o ST HER BT LL
FERX HUAF B .

TR A ]S IO R FAQ S5
REIR TR0 il k7 G AN FERE /NI AE R s FAQ SCE N -

AILAAE VA3 /N EER X FAQ SCEEHFAT IS > #ih FAQ SCE A o 24 FAQ SCEEVFy » 1 Bk /N
PR e A%

AT L BEXS FAQ SCEEPE: K o IE TR G F 20 (K 80R BosAe A AR

7.7.2 FAQ i A= /N A

PLR AR T A7 LA

FAQ 15 E/NEBAFFIH T FAQ SCE T A B

FAQ 3C# nf DUFERERIIL e 5 o AT /N nT AR FAQ S 5 BN R A R B .
AILLE I FAQ VRS S 5K BRI SIS IR R o DAY IR BE R w] DA IS B 3

A EE TR R VNG R RN A H .

Z

¥ LinkObject::ViewMode W A HALLERA CEEHN S HITEANE B o
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Edit: FAQ: 10001
All fields mar

th an asterisk (") are mandatory.
Cancel & close

# Title: |How to create a support bundle

"-.E;.-'.‘,‘DI'L‘lSZ support, bundle, generate, otrs

* Category: Misc

external (customer)

valid
Language: en
Attachment: &
=
Symptom: _ ]l e e e e
B I US| := £l &2 £ E|= m Q
Format - | Font -~ | size - A- - T, [@souce 3 9y 92| 22
A support bundle needs 1o be created for the OTRS system.
Problem: _ o —
B I US|E = E = = E=E|= b= Q
Format ~ | Font | size - A~ B T, [@souce Q 9y 92| 2d
The support package is designed to aid in diagnosing system health, setup and configuration, tells about
usage statistics, and contains only the core files, delivered via packages or created by hand. All sensitive
data is parsed out or left on the system. No customer or ticket data will be packaged. The package can be
downloaded and viewed in its full.
Solution: — e R — =
B I US|E = E = = E=E|= b= Q
Format ~ | Font | size - A~ B T, [@souce Q 9y 92| 2d
OTRS 5, OTRS 5s and OTRS 6:
1. Switch to Admin -» Support Dala Collector
2. Click "Generate Support Bundie”
3. [f the support bundle is needed for an open ticket, please use the button Download
Comment: _ -
B I US| ;== = = =£=s|= m Q
Format ~ | Font | size ~ A~ B T, [@souce Q3 9y 92| 23

Created from hitps:/portal otrs.com/external/knowledge-base/article/1341

7.7. FAQ it

& Update
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History of FAQ#: 10001 - How to create a support bundle

Close

History Content

ACTION USER CREATETIME

Created root@localhost (Admin OTRS) 11/11/2018 15:29:56 (Europe/Budapest)
Created root@localhost (Admin OTRS) 03/19/2019 15:28:02 (Europe/Budapest)
Updated root@localhost (Admin OTRS) 03/19/2019 18:57:39 (Europe/Budapest)

Kl 19: FAQ g Sid s b s

Manage links for FAQ# 10001: How to create a support bundle
Close this dialog

N ETITTE Manage existing links

FAQ

Q, Start search

K 20: 8 FAQ B 4:

Delete

Title: How to create a support
bundle

Do you really want to delete this FAQ article?

Yes Mo

K 21: IHER FAQ 1R AE
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FAQ Information
Category: Misc

Heywords: support bundle generate

ofrs
Stater external (customer)
Validity: valid
Language: en

Created: 03/19/2019 15:28
(Europe/Budapest)
(Admin OTRS)

Changed: 03/19/2019 1857
(Europe/Budapest)
(Admin OTRS)

22: FAQ i B/ B

Linked Objects

Mormal

OBJECT#
T:2015071510123456

K 23: BN BN AT

7.7. FAQ 1% 115
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w Linked: Ticket (1)

TICKET# TITLE STATE QUELE CREATED LINKED AS DELETE
B Welcome to 11/11/2018 15:29:54
2015071510123456 new Raw Mormal
OTRS! (Europe/Budapest)

Kl 24: RARBER BN AE
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Z
i B ROE ARG ChatEngine: :Active A RefEH b ThRE .

IR DyRe se Vi A OTRS i 48 M 55 N B Az ) Z [ EATIIOR o — HF A & B 30 P e nl O iR 5
M5 N GAIR s SRZIRR o SEMIMTAE 5 il ARSI BN 20 T8 by oy AR S5 A B3 < %/ A il
LA PDF #3:0F K -

FEAS IR ARG B2 NS o MRWIE R BIR % o RIS o Bogs— MR E A, %%
P IEAE AR o WAL BRI AT RPN RMUE » W IR AR ERIASE A

8.1 I R4 B

ZL:
TS RGNS ChatEngine: :Active A ReFHHLINAE o

IO B DR R T RE K L i o AEIKHL s AR SSN B] U BRINOR LUK B0 R 2 41 T (385K o SR Sf A
FER A% - A RIHA RS N R BTG R SIZR LUK BT TS SR T

A FH e I PR o WA BB AE IR S e ]

AN RAGE HS T LUIE I /N S TOTES A IE TRREA T IR » 2 Hh P BN R sAS A A\ i e v 5 PR BB A 3R
(KR AUE -

8.1.1 JTAB IR

WMRZHFT LRSS NG BRI E A3

I & NN UN

p=il

~

HEIHR S s N GIIK -
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Manage Chats

Hints

this tab any time. This means that it is
recommended to leave the chat manager
opened in this particular tab.

Chat Integration

You can easily integrate the chat into a web
page. Justsetu ameters and copy
the integration code to your clip board.

<> Configure Chat Integration

General Chat Requests From Customers

My Chat Channels

All Chat Channels

CREATED TYPE CHANMEL
There are currently no chat requests.

General Chat Requests From Public Users

CREATED TYPE CHANMEL
There are currently no chat requests.

Personal Chat Requests For You

CREATED TYPE CHANMEL
There are currently no chat requests.

My Active Chats

10 B B

REQUESTER DESCRIPTION ACTION
REQUESTER DESCRIPTION ACTION
REQUESTER DESCRIFTION ACTION

1. AEACGRRPE T S8 N o RERSIIR S5 N e A PR S5 1 2 — MR AR ©

Logged-In Users

Agents(2)

A W N

[IFE: PN

o o

& Ny U

HETHR S A R

® Admin OTRS
@® John Doe

2: AT IR 55 N B
- IR SS N B AARRSS AR IR b o

- RINEE 20 B JT AN TR G HE I AR % L
RN R A SR Ak g AR 55 N Bn > AEINRAE BB R A IR o R s N gR A A

SRR o T NIRGT N AR FTIT R BERL IR K
AR S N DR I TSR I EELERT AR T .

1. FEBCRBCPE I BRI o BERS A IR ThBER) % ) L IR 40 75530 AT — DR I s

Z

PP AT RAE % 5 B P R al TR BRI % A RN kg
2. HuliE I ARG A IR B AR
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Hello, how are you?

(J @ JOHN DOE (&) (P)

Start chat

Start chat
.

3: JTUR I IR A

"rl:i“

You Hello, how are you?

Mew Message... (Shift + Enter for new line) ‘f{r:":l'
K 4: RIS SII R AN
Personal Chat Requests For You
CREATED TYPE CHAMMEL REQUESTER DESCRIPTION ACTION
05/08/2019 12:21:22 User Default channel Admin OTRS Hello, how are you? Open chat

SEE G PN PN RN

8.1, R4 A
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[ @ ADMIN OTRS(A) (P)

J5/08/2019 12:25:08 - Admin OTRS Hello, how are you?
2019 12:40:07  John Doe has joined this chat.

2019 12:40:29  You I'm fine, thank you!

Mew Message... (Shift + Enter for new line)

NS YNGE S YN PN

Logged-In Users

Apents (1 Customers (1)

@ Tony Stark -

7: WA
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3. W4T BB LRI R GHEHE H K IE % R
Start chat

2
Hello, how are you® Start chat

8: JTURIIR AT 1l AE

4. RINRGE SRR AR N D > AEIRAS B R # h B IR o K s — D S s Jn» Gl i
i N

B @ TONY STARK (C) COMPANY: STARK INDUSTRIES * 0O x

You Hello, how are you?

Mew Message... (Shift + Enter for new line)

K 9: FRIKIIE BN 1 F
5. SERFES o B AR BRSNS T A R
6. % IR ELERT IR T .
7. BRI R AIIRIN T LI I g R AR A IR B AZR G R A TR

) Rk & NI

B PARE RS S A MRS N I ARIR . K Beald— i ioas sk .«

A EHESOR A A% K -

1. 2 BN A ST N IR 1 R A OB i L .

2. Hg S R NN A, ARG A GY o B RIRAE BB RE , TEAL ST TR BERTIT— BB K .
3. FRIZMKIEK -

6. MR N IR IIRAE KRG AT AR T .
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Admin OTRS
% Hello, how are you?

P 10: AMEEN B 5T (IR 33 3R

< Admin OTRS

05/08,/2019 12:59:49 (UTC)

% Hello, how are you?

I'm fine, thank you!

te a message 4

SRRHYEYNE IRV Vi) /PN
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Send me a summary of this
conversation.

tony@stark-industries.com

Or, create a new ticket with the
summary.

Create Ticket

P 12: AEAMB B AR R A 15
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< Chat Conversation

| need some help!

Please bear with us until one of our agents is able to handle your
chat request. Thank you for your patience.

13: THGIIR A 1

General Chat Requests From Customers

My Chat Channels AllChat Channels

CREATED TYPE CHANMNEL REQUESTER DESCRIPTION ACTION
05/08/2019 15:47:09 (Europe/Budapest) Customer Helpdesk Tony Stark I need some help! Open chat

K 140 g Ao — B R 3 3R
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Chat preview

Chat protocol

[05/08/2019 15:47:09 (Europe/Budapest])] Tony Stark has joined this chat.,
[05/08/2019 15:47:09 (Europe/Budapest)] Tony Stark | need some helpl

Change chat channel

Current chat channel: Helpdesk

Available channels: | _ s £

Update Channel Accept @ Cancel

B 15: IR TR A

= @ TONY STARK (C) COMPANY: STARK INDUSTRIES * 0O x

Tony Stark has joined this chat.
25/ 08/2019 15:47:09 (E 2/Budapest) Tony Stark
| need some help!

Admin OTRS has joined this chat.

20159 15:4%:06 (E =/Budapest] You
How can we help you?

Mew Message... (Shift + Enter for new line)

16: %) I BRSNS KIHR
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AR RES ) & NI

SRR B 1 U7 2 B AN BE ELR S A I 25 N BT ARTT AR IO, o R R — LIRSk o th T80 8
3K ARATTR EES IS B FRRITARIIR

{ Chat Conversation X

Can you tell me some details about the

service?

Please bear with us until one of our agents is able to handle your
chat request. Thank you for your patience.

17: JHRIIR & 1

5 g P P RIRSS N G/ R 0 RAR R R W RIE 3K W 7R 7E General chat Requests From Public
Users /N .

8.1.2 IR /NRAF
TN A2 S A NIRRT () S B2 o 3R TR P A T B R DD Sl %> AR IR 2 S 44t T
RS .

TH ok P SCACHE 55 30 1 3% P b sl e [P 2, mT DU 38 03 s B0 R NS 42 v g 00 R SCARHE R 36 L o T
H Shift + Enter ££314 B A 36 A B01T -

FEMVRANERAETI » RENIRS HE A TR — DR R R, ERons5HE i .
o 2xth s ZHFAL TR (WTHINAIELK)
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General Chat Requests From Public Users

CREATED TYPE CHANMEL | REQUESTER | DESCRIPTION ACTION

05/08/2019 16:00:27 Can you tell me some details about Open
/08/ Public =~ Helpdesk Jane Smith ¥ ) P

(Europe/Budapest) the service? chat

P 180 iy 3 AORE K MR 335 SR/ B A

o Wit Z5F AL (/T {H4E ChatEngine: :AgentOnlineThreshold H ¥ E KIS 1E) B A I )
WA T IR 55 4% RO K) o

s WA S HELTAREIRE WIRER AP Z NS 55 BITIR) -
o 20 ZHHEATH (AT BE)
< B ZHF OB O .

WIR AN A T — LB EIRE o

= @ JANE SMITH (P) - 0O x

Phoneticket Append Invite  Channelchange Download Mew window

HELPDESK

Europe/Budapest) Admin OTRS has joined this chat.

Mew Message... (Shift+ Enter for new line) "‘i’j'

19: MR SE

B AR ERRREIT IR B IR o 23 A LA ST .
HLUE T8 SRVFRE IR — LT T g AT M2l e s o0 5 1« Gt » MO0k ABhocH .
BN SV BLINRAE (5 A I P i T8 o (5 PRV SEUn > IR & A3k .

B VRIS AN S SRR o ] DO ESEIS Il IR 55 N B i o« — HIRSs Nk
M R Z RS N SRGE — B I RS N A BIAR 55 N G IR SR o Ml SRR ), s
AR 55 N D TEPRE S AN FT B R IIR o AEIXAS AR b, 080 1O IR 95 N D e i A TR
SR . WHEEM S 5%

EOUE AR, T DUSE SO R R UE o 6F T FARIIOE PR 38 T4 18 B R AUE A [ )
RN

T LD PDF RT3 IIR 58 B 0 Sl >k .

B O A B 5 B R AT T IR o ST DL TR N A [ 1 X AE B O, 38 wT A JR] A
B N A A O
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WS AR AR 55 A B B NI ) R 485 (A BR G000 e s A 17 UL S8 1S 535 (1) 5
AR o« — BN TR R iz, — B NS C g Eeagal shAT MR D fis

INFVE RS SRR A .

R LOWEEE 1 S Oy IR ks e A A A IR 92 5155 00, JF BRI 20 P sl

S AT o IR N TR W — %/ﬁ% RYVE LIS S I T 2K

PR — ARG BT LU I 3 A M IR /N 3 o () v G A TR O 2 55, K TR AL

BRZA -

5% WMARVRARRAERCRAE IR P BT ok, ARAT DA Z 5 E I o - AR RIRSS N Bk
Wl ZN R, RWE O TR A5 548, ] DO i A8 A IO/ B2 rh i v 234 T

FUREBEIN B W
S AN B B bR Fo eSS N A IXAN IR B — AN AN X — A =T
o FRRE  BAH RN
o AE RS BRI A R - & S RS .
o WHEAS EBRI IR - WO R
TEMS PRI RS A DR A BT B AR I B S22 Wos i@ o
TeJa AR bR AT Lol ksl X SCHmER .

8.1.3 WIRAERL

A FHI0OR SR s e B AR P BB it » P AR HICRE 22 SRR S P ) — AN P il v
A EEC BRI AR A U A B

1. S ZE A AP OB IR AR A% AL

2. HE X Be ERLITR A SR

Chat Integration

You can easily integrate the public chat into a website. Just copy the code snippets from here. If you would like to make any adaptations, please switch to the
configuration tab. All changes are applied immediately to the snippet, so you can make your changes and copy the snippet to your clip board afterwards. Please
note that changes made on this page are not remembered.

(TEITENIGM  Integration Code  Preview

General Settings

Pre-selectad channel

Primary color of the chat design . v
Texts
Chat conversations title: | Conversation(s)
lo chat conversations You are not participating in a chat at the moment.
ew conversation link: | Mew conversation
ncoming chat requests title: | Incoming chat request(s)

Outgoing chat requests title: | Outgoing chat requesti(s)

Close this dialog

K 20: WIREERL - L&
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VAR A2 BB IR T P T R A RAE o RERITIT IO TR AEI DAy 7 Bk B B
fH .

3. M G AR IR R HACH T B R LG B RIS </body> JGERZAT

Chat Integration

You can easily integrate the public chat into a website. Just copy the code snippets from here. If you would like to make any adaptations, please switch to the

configuration tab. All changes are applied immediately to the snippet, so you can make your changes and copy the snippet to your clip board afterwards. Please
note that changes made on this page are not remembered.

Configuration [ENGHEWGIREGER Preview

Integration Code

ntegrate this into the bottom of your page

<script type="text/javascript" src="http://yourhost.example.com/dist/chatintegration/main.js"></script>

Close this dialog

21 IR LR - BRI
4. BOTLUAE PR IR R A A R .

MR PURARAE ] T IR AR o A 2000 B AR AR 55 A B2 m] IR A RE Tl S A Zh BE o

AR R P AR & TR A N A, B T B RS B R HetpType J& W IEMIBIE o Wi
BATAEM FEI PR E s A RELEII AN IR T A o

B, wRpukifE SSL Fiz4r OTRS, REGHC B IENUL R E N https .
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Chat Integration

It looks like no one is available at
the moment. Please try again
later.

Close this dialog

K 22: IR LR AL - T 5T
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R ARSI o RIS, ATRUE SO g5 & IR 5 EERAX S e vk B B RS

9.1

FEH BB AR - BOATE DL » Bt OTRS 2 A EARMTHR Y o S8 BB RO T R SR R
ST

a« Report Management
Actions Statistics Reports
fdd Report NAME DESCRIPTION DELETE RUN
Daily Report This report collects all information needed for daily work. i [ Run now

(SIHE Sy A

9.1.1 HHIRE

AR SR
1. sl ZE AR R 42 4L
2. HBLIUFBL
3. widi fRAFHEHL -
4. SEREREE 1) B G AR B e LA AR AR T PR (5 R .
A G MR
1. AR SRR IR, B B TN SR TS B O ) B AL .
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Add Report

* Name:

+ Description:

# Valid: | wvalid

Save or Cancel

K 2 ISt b

2. BECFBONR SR A
3. siili PRAFE PRAF IS it
A EBR— MR
1. Rl s ZIR h B A B A o
2. TN R IAEAL
AL ANEAT MR
1. s S FIR I L RIEAT B .
2. AEM R b e SLEEATIEHL

9.1.2 AR EIE

ARG A UL BRI T DME I DU IR o AT A S T BUZ U BL

ARR* SRR AR o AT DR B A AT SRR P45, A KRS P RERA R, o AR s AR R
T

A BRI TR o TN SR LR I B TE l  Se B T R B, DA TR
(ERERTAZ R e L

AR BRI RNE o WR T B BN A AR SRR RIATAAE OTRS FR i « by Brist
B TERE I TR AR L BRI AL
9.1.3 HIEMKE

AZNA T C eron ) LA cron #5035 2 ] I R [ B4R R A5 .
Z

AREZAEE, WS 4L TR Cron 305

W RGN

HENERIITES A A s I RS .
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Settings

* Mame:

# Description:

* Valid:

Automatic generation times (cron):

Automatic generation language:

Email subject:

Email body:

Email recipients:

Headline:
Tifle:
Caption for preamble:

Preamble:

Caption for epilogue:

Epilogue:

General settings

Daily Report

This report collects all

information needed for daily work.

valid

Automatic generation settings

Specify when the report should be automatically generated in cron format,e.g. "101**

*" for every day at 1:10 am.

Times are in the system timezone.

English (United States)

The language to be used when the report is automatically generated.

Specify the subject for the automatically generated email.

Specify the text for the automatically generated email.

Specify recipient email addresses (comma separated).

Output settings

i

9statidis

Add statistic to report:
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Settings
Daily Report

MNew Tickets

[ Runnew of Cancel

K 4 EER G

L HISPE R Fi0E E 7R i L7 P 1 32
HLF IR IESC $55E B S04 HL 7 BRAF IR TESC 2
R IBPRRCPE N 485 B B A o IRAE RS A C G255 700 .

9.1.4 HilixE

Frdl S SCAH AR TS (AR LA
bl R BbREL o

B AR ety Fp A5 KT 5 R .
BE AR A= & .

giRARE R TP s A R IR .
gi WA ME R .

9.1.5 4iif

RINGEH RIS B IR IR P — AN EAZ I o ARG B 1 A R
B,

W IR B e TS RS » Mk (RAEER (A7 I 58 U S LR AR RS

9.2 %t

T BE AR TG TG R o BRATE LT > B OTRS e & — S84t (5 B o Gork & BB REAL T R K
L e T

9.2.1 HH 4Gl

OTRS &t =LA St

ENAHIE R RTOAR S A R
AR FATERS AR .
S ATTRCE R E RS .

A A B g
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L Statistics Management
Actions Statistics
Add Statistics Lllofll
A STAT# | TITLE OBJECT EXPORT | DELETE = RUN
+ [mport Stafistics 10001 List of tickets closed last month Ticketlist & @ ®
10002 Mew Tickets TicketAccumulation & i) o]
O List‘of open tickets, sorted by time left until response deadline Ticketlist 2 & e
expires
10004 List of tickets closed, sorted by response time. Ticketlist L i) B
10005 List of tickets created last month Ticketlist L i O]
10006  List of the most time-consuming tickets Ticketlist L i) O]
ST List Of. open tlickets, sorted by time left until escalation Ticketlict : & ®
deadline expires
10008 List of tickets closed, sorted by solution time Ticketlist L o B
10008 Overview about all tickets in the system TicketAccumulation & i B
ST Listf)f open tickets, sorted by time left until solution deadline Ticketlist : & ®
expires
10011 Changes of status in a monthly overview StateAction & o B
ke . N A
¢ il BT
Add Statistics
Dynamic Matrix Dynamic List Static
Each cell contains a singular dat... Each row contains data of onee... Non-configurable complex statis...
Kl 6: W mg it b
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1. Rl ZE MRS R ) S I ge vt 4
2. G LR

3. HEMITB

4. g PRAFHEHL

General Specification

* Title:

# Description:

# Objecttype:  Ticketlist
# Permissions: | stats
You can select one or more groups to define access for different agents.
# Result formats: | Csv Excel Print

% Time Zone:  Europe/Budapest
The selected time periods in the statistic are time zone neutral.
Create summation row: | [Ne
Generate an additional row containing sums for all data rows.
Create summation column: ||[No
Generate an additional column containing sums for all data columns.
Validity: | walid

f set to invalid end users can not generate the stat.

7: VN TNE Y BEE
GG
1. R IR P — DG
2. B FBAG TR L .
3. niihi PRAFEL PRAF IS8 it
HHEFAN—AG
R AR ) S AGETHEAL
2. sy WAL, RJFIEFELUAT P L xml 3P .
3. mih SAHL .
4. BT BMGTHITEAER .
5. st TRAFEL PRAFIF 58 AL
HEFH G

—_
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w General Specification

* Title: | New Tickets

» Description: Total number of new tickets per day and gueue which have been
created during the last month.

* Permissions: | stats

You can select one or more groups to define access for different agents.
# Result formats:  csv Excel Graph: BarChart  and 3 more.. @

# Time Zone:  Europe/Budapest

The selected time periods in the statistic are time zone neutral.

Create surnmation row: |[¥Yes

Generate an additional row containing sums for all data rows.

Create summation column: | Yes

Generate an additional column containing sums for all data columns.

Cache results: | ¥es

Stores statistics result data in a cache to be used in subsequent views with the same
configuration (requires at least one selected time field).

Show as dashboard widget: | [No

Provide the statistic as a widget that agents can activate in their dashboard. Please note
that enabling the dashboard widget will activate caching for this statistic in the
dashboard.

Validity: | | walid

If set to invalid end users can not generate the stat.

Kl 8: g ] v

Import Statistics Configuration

File: Tallézas... Nincs kijelélve Fajl.

Import or Cancel

K 9: S AGHRLE A
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LR T R e o S = A

2. AEVH BT LB ML B LR AF
A EMEE Sk

1. m gt SR b Bl B AR o

2. AR I SR
BTGl

1. R g SR R T - E

2. AREGUHEANER -

3. sl SLHlEATHZHL .

Settings

S .xml 3O .

o TicketAccumulation

Total number of new tickets per day and queue which have been created during the last

month.

Csv

uTC

The selected time periods in the statistic are time zone neutra

X-axis

= The past complete 1 and the current+upcoming complete 0 month(s)

Scale: 1 day(s)

Y-axis

= Junk, Misc, Postmaster, Raw

Filter

E Run now or Cancel

AR ek

- BRSO g

2. BEM .

3. W ELEF AR ETE .

—_

N

- AR A AL S S X Y SR L

10: BEEGh s

JERSIAL -
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w Statistics Preview

Preview format:| Graph: Bar Chart | Graph: Line Chart | Graph: Stacked Area Chart = Print

Please note that the preview uses random data and does not consider data filters.

a9 @ Grouped () Stacked
40
30
1 T
Y-axis Filker
0 L
) | ‘l I ‘ | ‘ ‘ “
- | . | | N8 B B |I I I
Thu 14 Thu 28
Thu 7 Thu 21
i
H-axis

(SRR NI T RN
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VEAR: B BENLEE A IEHR I g S .

9.2.2 Jl gt

U IR B BRI, FTLMEI LU RCE - i A S I Bo B .

P * BEBEIE AR o AT AR BT BOR A AMERT R B 74T B4 RS TR o SRR RoRfERE N
T

A e RSN E o O T EIEM R LR I BT i A e B T R B R, RO TR
B B MR .

BURR * ARAT AR AN R R AR 55 N B A sl AN DUE SCUT AR
SR 1T AL P AR A A H G5 & .

X% GEvh ik e B I ) BOR I IR o

QAT AR NN TR BT S AT T
QIR BN BEMOZIR LS BT B IS

GALEER TERAF T ORAF G S5 R, DUEAEAR RIS (75 2 28 /D — A1 5 IR I R) 7 B ) I RS FH i s 1A
K .

PAASCRACN A s R GETHAE R AR D g5 A D3 AT DLAEFLSCRAR S 1R /N BB A3

TEAR: 0 GRS AR FEA R P s IR SE v A5 BRI 22 A7

ARE* BUE IR RNE o W R BU BN AR AR BRI BEAE OTRS WAl o Rk v B &
N TR AR BB IR A AE A

9.23 Ji ot T bk

WRERE T SAFIRG G E » WIRT LA X 8K U T s e s e g B .
s Hrt i AR, LBORTS .

Ticket# T 444" .

SN AN 3 TR B B AR ARG I ]

PRl AR o

O IR ) B P 0 I DX PR skt AT )

SpcAlT T S AT P PR T IS DX R 2 H AN A

PN ) B 5 AT IR A0 iy I DX PR 4o ELSUIRIIR T o 6 T A B eh ) B BN
BAZ T BT ERIBAAY

RE THRIPRE .

PLoedl TR Ed .

PP TRE P RS RA .

%D LERE P P R
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K55 THIRS o WERARIFBCIRS > WP BOh A

SLA THiff) SLA o WRARIFAC SLA, WL T BN .

EA THRER

k55 NG TR C RS AT D

o N TS C RS AR s

T H I AS A A B T 1) SRR ]

EscalationDestinationln M\ 24 7ij HsJ [ 21 25 s 8] F6AH X6 1] o

EscalationDestinationDate 1" 5. 712 I 47 I X (R 4 xf H A ] .
EscalationTimeWorkingTime 7t (1) TAF I [R5k 25 I8 R > EL 2T TR C LARD A B4 Do
TR R) e fe A B THN T 288 C i )& SR el o T SN ) ) T2 m RN ) (BARD 4 547
T UMY e AR IS TRV

TN TR] C 23t D NG T3 e Y. (BE T AR TA)) Ry a) (LA ok BA47)
TR IS 1) ZE C A3 D i g i I ) 55 SI2 o i) 12 I 1) 2 TB) PR 43 e 22

FirstResponseTimeWorkingTime 7t & S AR [A] Ik 55 155 Ta) P 5 3 3 i W T HZ rRy vk ] ¢ BARD 4y B
/fj )o

FirstResponseTimeEscalation & X T.H¥ 25T .
FirstResponseTimeNotification i Y& 17k 2] £ 5 SR T 2538 &[] .
FirstResponseTimeDestinationTime {4 Unix i [i]#k T+ 2R s 1)
FirstResponseTimeDestinationDate 1 /Wi Jo i [) 25 [ 2 %6t 1 44 o
FirstResponseTime 5 /XM . i 8] FH-2% 2 i () R B T) (DARD by BRLAT)
UpdateTimeNotification 5 & 171k 31| e S THGE KNI A]
UpdateTimeDestinationTime {24 Unix s [k S8 I8 (8] 2% .
UpdateTimeDestinationDate 57 i [a] F1- ¢ (1 £ 0 H 1 .
UpdateTimeWorkingTime 7i-& (1) AR I T B 45 15 (8] P 5 3 21 S8 IS 1) 25 FR) R ) € RAFRD R B e
UpdateTime S I () FH 252 i () sk N [A]) (BARD S BT o

SolutionTime i ¢t 7 ZE I 0] T2 2 B R ITR] (BARD Ry BRAT) &

fFLRINT ) C 3 b D A TT SIS 1) T4 2 i Rk S T (LA oA 54T )

NI CTPZ Qs 2 DI = ved (0] (37 g SN CTRE M 7N 7 g i ) TPl (1) s s L=

SolutionTimeWorkingTime 7t & S 1) A I [A] i e 55 I [R) P > B 380 i e 5 G ) 18] TH 2% 1R I 1) € LA Ay
/fﬁi )o

SolutionTimeEscalation & X T 5§ &5 4K »

SolutionTimeNotification & S & 7535 3 & IR Tl A 1) .
SolutionTimeDestinationTime {24 Unix IS [ 1) vk 7 SN [R) TH4%
SolutionTimeDestinationDate fi# ¥t J7 £ i [ T 4 ffa 4 st H 1 o

T OE TR I R I DX 40 E TR ] o S0 TR BE i T8, P B2 .
BiE THRMBUEIRES .

StateType T HLPIRAZA .
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UntilTime A7 .

UnlockTimeout %% [ Sl fif 812 Hir (1 s 1] .
EscalationResponseTime i )3 s ] 72 1] Unix B[] & -
EscalationSolutionTime i ¥k 77 SIS T FH22 ¥ Unix I [AJE .
EscalationUpdateTime 557N ] 744 ) Unix I [A)3 .
RealTillTimeNotUsed F: I [(¥) Unix IR TIEE

B TR E 5 .

TR W R TR IR AR o

B ARG AR

EAPRE WA IESIRE .

DynamicField_NameX 7SN RS Eha&F BN IR « BN RGP INEIEFBINIEAR .
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SRS AT A B O A8 RS T AR e AT TR B

VEAR: S IRAUE H] - BATE B BRI AR A6
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cHAPTER 11

R

R RERTHI TR OTRS WHIFTH WA o BEDIREE T | AN FAQ SCE DAL B I SCRYS o 2 R4 2] &

11.1 &

AP LS T BRI L 2 o R P S IO B bR > R R SR T > U MR IF

£ R w1 I K

Search
Type something to search...
Fine grain your search with operators.
E.g. "(iquick AND fox) OR {"brown fox"]) AMD NOT news", add in- exclusion with "+jump" or "-lazy’

"bwrn~",

SIHELY SORTY

WERALRA GRS W DR -
SEBE A8 S R VL T S 5 MR RI A
A ER BT XA
1. FEANERAT O THTR R — PR
2. AE A ML R T g s 4/ 45 RSE T
A FATIEDAT LAE R P R0 5

or increase fuzziness with
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Search results for "welcome" (2)

LM Tickets 2 &

Change search options

Ticket#2015071510123456: Welcome to OTRS!
Welcome to OTRS!...) Welcome and ((enjoy)) OTRS, Your OTRS Team(...) Welcome to OTRSI...)

Ticket#2015071510123456: Welcome to OTRS!
Welcome to OTRSI...)

it

0

K 2: WREIR G

11.1.1 MERSH

B B R R S A AL o HEE AT DA p XS |5 i AT R (1) A R B « 8 SR VIR A e
R

RN E] G R RS AN A C BT quick B brown ) N OTRS #RE &4 E R impra e .

W RAE B AT P T A B AR C BT quick brown )s B4 OTRS #5245 i
quick B¢ brown FIFTHSH -

s WE AR W R AW AT B oG S A TS C B "quick brown" ) W OTRS # LUt
PRIy P R A 5 s Rl O B TR

ARG AT 2 BT+ B AT C BN quzck bro* )

T R AR RE S S EUERE R, PR S A WV 2 A DLVS RS A ) AT R .

TEWRR W] DA AT 2 A4 1 WA B R A 2 A 4 8 C I3 / johon (ath[oaln) / D
Z
YRR A U HE VA Elasticsearch R[] Regular expression syntax & 15 ks .

PR AT U RORIIZ S C il quike~ brwn~ foks~ )R 2 I ZIA MBS A [H 13
BRINFIBORIZ00 A 25 AH) 1 N2 LU R A NP SRR 1K) 80%. B LL4RE N quike~1 o
fliH quikc~0 AILABEHIBOMITE » XA HEPHE R .

LI R "quick fox" IEXFEMIEW AT H LASE AR R R UAP98 2R B n] , (HR AR R S VFE S5 78 H 1] 2 1]
A — B Al ] C BT " fox quick"~5 Do

BAZ SLAF 4R 2 B I e K w2 o AR quick fox AN EE quick brown fox TE ARG .

Jull BB LLES HIE L B e A R T BOE o VSR RS (Min TO Max] f5iE, HE
BRyuEH KHE S {(min TO max} R -

T SRITHEEAT ~ WA AR S AR A o B, i RRA R B TV C fox) BBTAY
SCRS, AHARXT P IR (quick fox) 5B, ATRMERT & P AT # quick~2 fox .

RIE ] LUGHEE B A R4 T B "quick fox"~2 Fl (brown lazy) 4 .
HiRIBHAF W TR quick brown fox HRAUG AN EAEE RIFEMFTEIH .
FIEIBFFTE + O RIBWIAFAE DR - C RIEAFHIL Do Jra He mn# S nl Em .
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=2 Sy

Flhn, WRTHFFERL quick brown +fox -news, HFALEEE
o fox WIAFAE o
* news AFHIL .
* quick Ml brown #FERIIEN] o

S FE AT R AN 482 H AT AND W OR MINOT (B} “as || Al D)o BMFEFH ((quick
AND fox) OR (brown AND fox) OR fox) AND NOT news 57y KI# 1+ .

S W RURE S B, Bl (quick OR brown) AND fox .
R/ A LR ARHENBES, EANIARH THREEN .
RPN + - =s& [ > <! () {} [ ] ~"~*2:\ /5

T SR B 2R A P A IR S A R AT AT AN, A SN %A T AT S R RAT R e AT . it
B RANE (1+1)=2, BULIEERFRFRER \ (1\+1\)\=2

Z
25 B ] LAFE Elasticsearch SCRYHT Ay =57 Ff ik vk =T $RE] o
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