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Preface

The document at hand addresses OTRS::ITSM users and administrators and provides information on the
basic use of OTRS::ITSM by IT service managers, IT service staff (agent) and end users (customer).
Information regarding installation, configuration and administration is only provided if there are
differences to the OTRS core product or for functions, which only exist in OTRS::ITSM.

In spite of the many many hours of work, even more cups of coffee and quite a few sausages and pretzels
consumed in the course of writing the following sections, this manual does not claim to be complete. The
chapters will be revised and/or amended periodically for continual improvement.

We welcome your feedback as a critical contribution to the best possible quality of the following
chapters and of the product itself. Please tell us if you miss information, find it difficult to understand
certain aspects the way they are presented, have suggestions or other comments. Any feedback submitted
at http://otrs.org is highly appreciated.

We are very proud of the product at hand and want to thank the ITIL experts of Enterprise Consulting
GmbH and our top-notch OTRS developers. Their joint efforts have significantly contributed to the
successful development of OTRS::ITSM.

We want to thank you, the users and OTRS::ITSM community, in advance for any kind of aid and
feedback and hope you will have fun using OTRS::ITSM.

André Mindermann, Managing Partner OTRS AG

Bad Homburg, May 2007

((enjoy))



Chapter 1. OTRS::ITSM - The OTRS for IT
service management

IT is expected to deliver consistently high service quality in an increasingly complex field. In this
context, effective and efficient incident and problem management are indispensable. However, IT service
management remains a task almost impossible if there is no consistent and up-to-date database with
information about the state and configuration of the IT infrastructure.

The IT Infrastructure Library®, short ITIL®, is a series of books published by the United Kingdom’s
Office of Government Commerce (OGC), which generically combine best practice approaches to
designing, providing, operating and managing IT services. ITIL does not center the technology but the
services provided by the IT and comprises information on processes, roles, responsibilities, potential
problem fields/resolutions and definitions of terms.

ITIL has established itself as de facto standard over the past years and its circulation in IT organizations
contributed considerably to the development of a collective awareness and consistent terminology for IT
service management. However, ITIL only describes "who should do what" and what should be
considered along the way. In order to cover as wide a user group as possible, it does not or only
rudimentarily address the issue of how to do things. Therefore, no implementable information is given
for particular industries, companies or manufacturers.

In December 2005, the ITIL based ISO/IEC 20000 industry standard for IT service management was
published. IT organizations can apply for ISO/IEC 20000 certification and prove their conformity.

The continuing boom caused demand for IT service management tools, which could represent the
ITIL-based processes. So far, only proprietary solutions existed. Because of their considerable
complexity, most of these tools are only affordable for large companies and effective in large IT
departments.

The development of OTRS::ITSM was initiated as a logical consequence of the great success of the
Open Ticket Request System OTRS in order to combine the globally accepted, public ITIL
recommendations with the benefits of open-source software.

OTRS::ITSM 1.0 was the first real-world ITIL compliant IT service management solution on
open-source basis, built on the solid fundament of over 55,000 known OTRS installations and the related
active community (information dating from April 2007). OTRS::ITSM is under permanent development
and new ITIL topics are added continously.

Core objective of the development of OTRS::ITSM is a strong praxis orientation. This aim can be
accomplished by the close development collaboration with Enterprise Consulting GmbH from Bad
Homburg, which is very experienced in the practical application of ITIL. Additionally to providing
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ITSM consulting services and solutions, Enterprise operates complete ITIL compliant IT organizations
for renowned customers.

The service-desk and ticket system solution OTRS forms the basis for the operation of the ITIL
compliant IT service management solution OTRS::ITSM, its incident management, problem
management, service level management and configuration management modules and the integrated
CMDB.

OTRS::ITSM and OTRS are freely available (no license fees apply) and are subject to GNU General
Public License (GPL).

1.1. Features

OTRS::ITSM 1.2 is based on the Open Ticket Request System OTRS 2.3. All functionalities known from
OTRS continue to be available and the functionalities representing ITIL processes can be installed as
packages.

1.1.1. New OTRS::ITSM 1.2 features

OTRS::ITSM 1.2 offers:

+ Modularization

From now on the additional ITSM packages covering single ITIL disciplines like incident
management / problem management, configuration management, service level management, can be
installed independently from each other. To you as a user that means that you neither have to install the
packages in a certain installation order nor that you have to install them all to use OTRS::ITSM.

« Reduced reloads

ITSM functionalities (e. g. priority calculation based on a tickets impact) have been reimplemented in
AJAX technology to reduce necessary reloads. That leads to an increased speed using OTRS::ITSM.

« Joint Link-Object mechanism

OTRS::ITSM 1.1 and lower releases were designed based on an own extended Object-Link
mechanism. As a consequence, the Object-Link functionality of OTRS couldn’t be used in
OTRS::ITSM. A joint Object-Link mechanism has now been implemented, which covers all the
features from both former Link object mechanisms.
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» Improved speed

The improvement to faster access the Configuration Items (CI) database has been achieved by
switching database access technology to SQL bind parameters.

« Locations

Locations are no longer a separate menu item. They are now integrated into the Configuration Items,
which will bring a sustainable gain in flexibility.

+ SLA-Service multi-assignments

It is now possible to assign an SLA to multiple Services.
+ SLA Overwiew

In the service menu, there is now a new SLA overwiew mask.
« Refresh-Mechanism

Added a refresh mechanism to refresh the service overview and the config item overview screens
automatically.

1.1.2. New OTRS::ITSM 1.1 features

OTRS::ITSM 1.1 offers:

+ Authorization concept

Each object like Service/SLA, Location, CI, Linkobject now creates an own group, so the agents rights
can be assigned more granulary.

« Allocation of services to customers
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Services can be assigned to authorized customers. Further more, services may be assigned as general
“default services’ which are valid to use for each customer.

« Service/CI view

A view on services and CIs including information on each objects current state allows to analyze an
incident and calculate the incidents impact on affected services and customers. As an enhancement of
the service view, now SLAs and linked ClIs are displayed too. For each CI the current incident state is
shown. Also, the incident state will be propagated for dependent SLAs and Cls. If a service is selected,
the service details will be shown, now with the additional *current incident state’, which is calculated
from the incident states of dependent services and Cls.

CIs are now enhanced with a ’current incident state’, which includes two state types:

+ Operational

- Incident

For each state type any number of states can be registered. The state of a CI affects the service state,
which will be dynamically calculated, and can have one of the following three values:

+ Operational (green)
« Warning (yellow)
. Incident (red)

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

- If a Cl is dependent from another CI, which is in the state ’Incident’, the dependent CI gets the state
’Warning’.

- If aservice is dependent from Cls, and one of these Cls has a state 'Incident’, the service will also
get the state ’Incident’.

- If aservice is dependent from CIs, and one of these CIs has the state *Warning’, the service will also
get the state *Warning’.

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

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

The states of the respective services, sub-services and CIs will be shown in the view.

« CI search and linking from agent interface
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A service agent may search, select and assign any of a customers configuration items (ClIs) or existing
tickets while recording a new incident ticket.

CMDB Import/Export (CSV and API)

This feature offers the possibility to import or update data from CSV files into the CMBD of
OTRS::ITSM, and to export data from the CMDB to CSV files. Each line of the CSV file describes
one CI, with the data of the CI in the columns.

The import and export is controlled with ImEx definitions. These definitions map the columns of the
CSV file to the fields in the CMDB. You can create an ImEx definition via the admin interface in
OTRS. For each available field in the CMDB, the corresponding column in the CSV file needs to be
defined. This is done in a form, which represents the current CI definition. Also, a filter can be applied,
to limit the number of the exported CIs. Any number of ImEx definitions can be stored in the system,
and each definition can be used for import and for export.

To start an import (exports work the same way), two possibilities exist: interactive with the web
interface, or automatically with a script. Using the interactive way, the desired ImEx definition is
selected, and then the CSV file is uploaded to the system. During the interactive export, the CSV file
will be offered for download respectively.

The automatic import is carried out via a script, which needs the name of the ImEx definition and the
name of the CSV file as arguments. During the script based export, the CIs that were given the script
as arguments, will be saved in a CSV file. Before the execution of the import or export, the selected
ImEx definition will be compared with the current CI definition. If inconsistencies were found, the
process will be cancelled. Also, during import, restrictions in the CI definition (e.g. mandatory fields)
will be checked. If applicable, the data record is rejected, but the import process continues. An import
protocol can be found in the syslog. Via the API the CSV based import/export can be replaced or
enhanced by other formats/transports, like direct database access or XML. The implementation of the
CSV interface can be used as a reference.

A huge variety of additional reports have been created, e.g.:

Basic reports for tickets and configuration items (CIs):

- Total of all ever created tickets per ticket-type and priority (state, queue, service).

- Monthly overview of all ever created tickets of a previous month per ticket-type (priority, state,
queue, service).

- Total of created tickets in a defined period per ticket-type and priority (state, queue, service).
- Total of all open tickets per ticket-type and priority (queue, service).
- Total of all configuration items (ClIs) created per class (per state).

- Total of all configuration items (CIs) created in a previous month per class (per state).
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- Total of all configuration items (ClIs) created in a defined period per class (per state).

Much more reports have been added providing specific data regarding first time solution rate and
average resolution time:

- First time solution rate of all ever created tickets per ticket-type and priority (queue, service).
- First time solution rate in a previous month per ticket-type (priority, queue, service).

- First time solution rate in a defined period per ticket-type and priority (queue, service).

- Average resolution time of all ever created tickets per ticket-type and priority (queue, service).
- Average resolution time in a previous month per ticket-type and priority (queue, service).

« Average resolution time in a defined period per ticket-type and priority (queue, service).

» Added print function for CIs, Services, SLAs, Locations.

1.1.3. OTRS::ITSM 1.0 features

OTRS::ITSM 1.0 offers:

« ITIL compliant representation of "service support" processes
- incident management
+ problem management

- configuration management

- an integrated, individually extensible configuration management database (CMDB)
+ ITIL compliant names for new functions
+ ITIL compliant role, responsibility and permission model

« cross-process communication management: within the IT service organization, with
customers/users/management and suppliers/providers

« flexible stats functions for (trend) analyses; reporting, planning and controlling based on performance
figures

« flexible configuration, customization and upgrade to meet individual requirements

- native ticket types are supported (integrated in OTRS): Various ticket types can be managed in the
admin interface. Free-text fields are therefore no longer needed to specify ticket types. Installations
using free-text fields for ticket type classification do not have to be migrated. The new feature is also
shown in the ticket content and in the print view for agents and customers and can be adjusted in the
agent interface.

Configuration management & integrated CMDB:
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OTRS::ITSM is based on an integrated configuration management data base (CMDB), which serves as
the fundament for the comprehensive control of the service management processes. It represents the
configuration items (CI), their complex relationships and interdependencies with each other and with
other components of the service chain.

« Comprehensive recording and management of ITSM relevant configuration items (CIs) such as
computers, hardware, software, networks, documents and services, SLAs and organizational
structures.

« Ilustration of the IT service catalog and agreements in force (SLA, OLA, UC)

« Recording, management and illustration of technical and service related relationships and
interdependences among CMDB data, e.g. a service with all necessary, alternative or relevant CIs

» Management of historic, current and future CI states, e.g. for problem diagnosis, server maintenance
or planned changes

- Analysis of the potential impact of service failures or configuration changes

« Display of virtualized IT infrastructures, e.g. server / memory virtualization

« Software license management, e.g. licenses available / in use (third party products required)
« Chronological life cycle management for CIs, from acquisition to disposal

» Reporting of all configuration changes performed on CMDB data

« Interface to company directories (e.g. LDAP, eDirectory, Active Directory)

Incident management:

« Services and SLAs (integrated in OTRS): The new attributes "service" and "service level agreements
(SLA)" were integrated in OTRS 2.2 on its way to becoming an IT service management tool. When
creating a ticket, the customer can select a service (e.g. e-mail service) and a corresponding SLA. SLA
attributes are "response time", "update time" and "solution time". IT service can use these attributes
for notifications or ticket escalation in order to meet existing SLAs. Service and SLA specific

information in the header of new e-mails can be analyzed as usual with the PostMaster filter module.

« Comprehensive support of IT service support organization processes with incident recording,
classification, prioritization, direct help (1st level support), diagnosis, coordination (2nd/3rd level
support, external partners etc.), service recovery, resolution, closure and documentation

« Incidents and service requests can be recorded quickly and intuitively by service desk staff and users
(web self-service)

+ Rule-based ticket generation and/or notification, e.g. in interaction with IT monitoring systems
« Classification and prioritization options (priority, impact, urgency)

- Complete CMDB coverage, e.g. services affected by the incident, configuration items concerned, FAQ
database, link-up between tickets and Cls for analyses and reporting

+ (Automatic) recording of "articles" for tickets (activity record)
» Constant monitoring and evaluation of the ticket processing progress

« complete integration of OTRS role, group and queue mechanisms for incident ticket allocation,
tracking, escalation and interpretation
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« Provision and storage of relevant time data, e.g. for service level management
- practical ticket handling (merge, split), allows to merge similar incidents and/or split complicated ones

« planning, proactive control and monitoring of service request activities (work packages, work plans,
service lead times, due dates)

« generation and tracking of problem tickets from incidents

Problem management:

« comprehensive support of IT organization processes in problem identification, recording,
classification, prioritization, problem origin diagnosis, resolution coordination, e.g. workaround or
request for change, closure and documentation

« provision of relevant information for subprocesses
- problem control (trouble-shooting),
- error control (error processing),
. proactive problem management (e.g. ticket trend analyses) and

- management information (on incidents, problems and known errors)

« current/historic incidents, knowledge base (FAQs) and CMDB are constantly available

« complete integration of OTRS role, group and queue mechanisms to allocate, track, escalate and
evaluate incident tickets

+ systematic automated notifications on the problem resolution progress for users (user groups)
concerned or the management

« incident management receives ready signal for resolved problems

Tickets are central information containers for IT service process management: They transport multiple
possible underlying data such as:

+ persons, organizations

« time stamp

- priority, impact, severity

« associations to IT service catalog and projects

- activities, e.g. note about a call with time accounting

« objects, e.g. CIs, including relations

- (sub)tickets, e.g. a problem with the underlying incidents
« notes and attachments, e.g. scanned service request forms
» work packages, i.e. planned, allocated tasks

« SLA information

« thresholds and escalation data
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- ticket history (all changes)

+ accounting information (time accounting).

1.2. Hardware and software requirements

The requirements for OTRS::ITSM are the same as for OTRS. More information can be found in the
OTRS Admin Manual.

1.3. Community

A large community evolved around OTRS in the past years. Users and developers use mailing lists to
share their insights about a wide variety of issues connected with the trouble ticket system. They address
questions about installation, configuration, use, localization and development. Bugs can be reported
using the bug tracking system at http://bugs.otrs.org (http://bugs.otrs.org/). They directly reach the
developers responsible and fixes can be provided quickly.

The above mentioned community channels are open for OTRS::ITSM users, too, to constantly improve
the product’s quality. You can join the community at our homepage http://otrs.org (http://otrs.org/).
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Datei Bearbeiten Ansicht Chronik Lesezeichen Extras Hilfe

- - @ ﬁ_l“ ‘u http:ffotrs.org/ |_||'| Dﬁl |

OTRS. open Ticket Request System 2007-5-23

ofrs.org | bugs.otrs.org | lists.otrs.org | fag.otrs.org | doc.otrs.org

Navigatios Whal is the OTRS?

About OTRS is an Open sourcs Ticket Request System (also well known as trouble  “Srr o -
Home tickst system) with many featurss to manage customer telephone calls and
News Archive e-mails. The system is bullt to allow your support, sales, pre-salss, billing,
Seresnshotz internal IT, helpdesk, ste. department to react quickly to inbound inquiries. Do
Demo System you receive many e-mails and want to answer them with a team of agents? -
Feature List You're going to love the OTRS!
Loges
Fe= Itis distributed under the GNU General Public License (GPL) and tested on
— Linux, Solaris, AIX, FresBSD, OpenBSD, Mac OS 10.x and Windows.

Source
Downlcad The [{cirs)) company provides commercial services (e.g. suppert, consulting,
CVS Acoses \raining, pre-build-systems, etc for the OTRS (English and German).

Support
Documentation Try ourdemo system to get an impression of this kind of magic.
Mailing Ligts
Bugzilla

Commercial Support

Contact People aboul OTRS

Speaker's Bureau
OTRS is one of the most advanced Open Source projects in creating a powerful ticket-based i
e email management software. It follows a olsar design, yst completely modular and sasily Er
_ extensible o adapt it to individual nseds. The already availaible featurss provide a good setof 6 )G @
ticket management tasks which should be suitable for usual purpose. The scalability of the
whole system is really remarkable, it simply does not matter if you wish o manage ten or even some

thousand emails per day it always behaves reliably. If you need a powerful system to handle team-based
email traffic you should really give OTRS a try.

New!

OTRS 2.2 will be
published in 40days.

--Milisav Radmanic, Director Internal IT, SuSE Linux AG

COTRS in Japan! News (lop 15)

R e 2007-0507  OTRS 220 beta3(Ipanema) is released!

EIE I EE R i The OTRS Team is pleased to announce the release of OTRS 2.2.0 beta2.

A T Changes: Fixed bug #1788 - On Windows, the caching XML data did not work; Fixed bug
#1025 - When using UTF-B encoding, OTRS did not set UTF-8 for the MYSCL database =l

1.4. Mailing lists

Separate mailing lists have been set up for OTRS::ITSM. Please visit http://lists.otrs.org
(http://lists.otrs.org/):

10
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<’3 - - @ ﬁ G http:/lists.otrs .org/ G|
lists.otrs.org Mailing Lists

Welcome!

Below is alisting of all the public mailing lists on lists.otrs.org. Click on a list name to get more information about the list, or to subscribe, unsubscribe,

and change the preferences on your subscription. To visit the general information page for an unadvertised list, open a URL similar to this one, but with a

'/ and the list name appended,

List administrators, you can visit the list admin overview page to find the management interface for your list.

Send questions or comments to mailman@lists.otrs.org.

List Description

announce Amnouncements about OTRS.org

cvs-log CWVS commits notifications of OTRS.org

dev Development comuunity of OTRS.org

doc-de Germman OTRS.org documentation.

il8n Internationalization mailing list of OTRS.org

itsm OTRS:: ITSM User questions and discussions

itsm-announce OTRS::ITSM announcement mailinglist

itsm-de OTRS:: ITSM user questions and discussions in Genman

kdo Knoppix4OTRS.org

kdo-de Knoppix4OTRS.org in German

otrs User questions and discussions about OTRS.org

otrs-de User questions and discussions about OTRS.org in German

sirios-announce Amnouncements about SIRIOS.org =
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Chapter 2. Commercial services for
OTRS::ITSM

OTRS AG is manufacturer and source code owner of OTRS and all modules based upon it (e.g.
OTRS::ITSM) and a professional service provider. Unlike those of proprietary software providers, OTRS
AG’s business model is not based on license fees: OTRS and OTRS::ITSM are available free of cost and
we offer commercial services associated with the software applications instead.

As your capable partner, we provide optimal support in all phases of your OTRS project design,
realization and operation. We believe in deploying the most modern methods and our staff are highly
skilled experts. This philosophy guarantees credit for powerful business applications and happy
customers lauding our service quality (http://www.otrs.com/en/references/).

2.1. OTRS:: ITSM consulting and implementation

Are you planning to use OTRS::ITSM or have found out about OTRS::ITSM in a new product screening
and want to assess the system’s eligibility for your requirements. Or is your OTRS::ITSM evaluation
completed and you want to make use of our consulting services to efficiently lead your project towards
success.

We offer extensive practical expertise in IT process consulting, software engineering, development, and
ITIL compliant IT operations and support. Security and quality management for your project
complement our service portfolio. You benefit from an extensive and quick knowledge transfer.

Our services include:

+ identification of your requirements and assistance with product evaluation

» guidance on design and implementation of ITSM process and organizational structures
« ITIL assessments and support with ISO 20000 certification

+ ITIL trainings and coaching

+ ITIL implementation

 compilation of IT service catalogs

« CMDB design

- installation & configuration of OTRS::ITSM including integration with your existing system
environment

« review & optimization of existing OTRS::ITSM installations
+ process and data migration from predecessor systems

« release updates

12



Chapter 2. Commercial services for OTRS::ITSM

- specification of business and IT requirements and features, which exceed the given functional range of
OTRS::ITSM

- design and realization of project complimentary administrator and service agent trainings

« advisory services regarding managed operations (ASP/SaaS) of OTRS::ITSM and application support

2.2. Software development

One significant advantage of the open-source software OTRS::ITSM is its flexibility regarding potential
extensions of the functional range. No "vendor lock-in", a typical risk of proprietary systems and
protracted negotiations with the manufacturer about expanding the functional range or building
interfaces apply with OTRS::ITSM.

Experienced project managers and developers are at your disposal at any time to translate your
requirements exceeding the functional range of OTRS::ITSM into business and IT specifications. We
develop your features, program interfaces or upgrade existent functionalities according to your
conception.

Extensions, which are useful for other customers too, will be added to the standard in later releases. All
parties involved benefit: OTRS::ITSM is even more powerful with the features "born" by you and other
customers, and you save the cost of porting your features to new releases.

2.3. Application support

The decision for an IT service management solution is an investment into the future which should not be
underestimated, even if you opt for open-source software. A competent consulting partner is critical for
the success of such an implementation project. Just as important, however, is a planned and successful
porting of the solution to the life system and the lasting support of a reliable partner guaranteeing a
faultless operating application service.

We provide this continuous support and our service packages are tailored flexibly to meet your
requirements. They offer differentiated response times for the various service level agreements with up to
24/7/365 support, 24/7/365 access to our support portal, and optional phone support. Please visit
http://www.otrs.com/en/support/ for all details or contact our sales team at sales@otrs.com.

You will only pay for the services you really need. Optional add-on packages, e.g. support via remote
control or an extension of the application support services to other OTRS::ITSM instances can be booked
if required.

Our ITIL compliant operating Application Support Team is continually optimizing its processes and
performance. Therefore, our service manager will contact you regularly to discuss your wishes and
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Chapter 2. Commercial services for OTRS::ITSM

requirements regarding our services. The monthly service reporting in the service package of your choice
serves as a base for these conversations.

2.4. Managed application services (ASP/SaaS)

You do not have to operate OTRS and/or OTRS::ITSM yourself. The products can be rented via the so
called "ASP" (application service provisioning) resp. "SaaS" (software as a service) model from
specialized companies.

The customers (software users) are admitted internet access to exclusively rented OTRS systems and,
where required, functional application support (see section above) at a fixed monthly price and can
employ the application in their business to the contracted extent. No additional license fees apply as only
open-source products are used.

The application service provider operates IT infrastructure, systems and software ITIL compliantly and
guarantees service quality according to the agreed service levels. The provider maintains the application
system, (e.g. patches, backup, monitoring), and supports the customer with incidents and/or service
requests such as consultation requests, software extensions or configuration requests.

14



Chapter 3. Installing OTRS::ITSM

OTRS framework 2.3 must be installed prior to the installation of OTRS::ITSM. All necessary
information, options and installation procedures are depicted in the OTRS Admin Manual.

Warning

Installation of the OTRS::ITSM packages requires empty free-text fields 13-16 and
free-time fields 3-6 in the complete system!

3.1. Installation

As soon as OTRS 2.3 or later is ready, sign on as administrator. Using the package manager in the admin
area or via ftp://ftp.otrs.org/pub/otrs/itsm/packages12/ and install the ITSM packages in the following
order:

 GeneralCatalog
« ITSMCore

If you have internet access from OTRS, use the online repository [--OTRS::ITSM 1.2 Master--] to install
the packages below. Otherwise download the packages and use the package manager to install the
packages:

« ITSMlIncidentProblemManagement
« ITSMConfigurationManagement
« ITSMServiceLevelManagement

« ImportExport

You can find further information about the installation process here:
http://ftp.otrs.org/pub/otrs/itsm/INSTALL-1.2.ITSM
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File Edit View History Bookmarks Tools Help

ﬁ - g ﬁ http:#flocalhostotrsfindex.pl?Action=AdminPackageManager |~

Misc

[ PostMaster Mail Acc

[ Package Manager ]

Install: Online Repository:
Package: Browse. .. Name Version Vendor Description Action
Install
Online Repository: Local Re pository:
Source: | [--OTRS[TSM 1.2 Master] hitp#itp.ol ] = Name Version Vendor Description Status  Action
GeneralCatalog 121 CTRS The general catalog package. installed Uninstall
Update AG
ImportExport 1.2.1 COTHS  The ImporExport package. installed Uninstall
ITSMConfigurationManage ment 121 CTHS  The OTRS:ITSM Configuration Management  installed Uninstall
AG  package.
ITSMCore 1.2.1 CTHRS  The OTRS:ITSM core package installed Uninstall
AG
ITSMIncideniProhlambiananemeant 121 CTAS  The ATRSITSM Incidant and Prahklem installad | lninstall

3.2. Upgrade

If an older version than OTRS::ITSM 1.1 is installed, update the system to the latest version 1.1 first.

If OTRS::ITSM 1.1 is installed already, update your OTRS 2.2 framework to version 2.3 BEFORE you
update OTRS:ITSM. To do so, download the latest OTRS 2.3 framework and follow the instructions in
the file UPGRADING. After that, log in to your system and use the package manager to install the
package ITSMUpgradeTol2. You can download it manually or use the online repository. Ignore all error
messages about not correctly installed old ITSM packages. This package will install all needed packages
to update your system to an OTRS::ITSM 1.2 version, and it will migrate all your data.

Note: The upgrade can take several minutes! Please do not stop the upgrade process once it is running!

To upgrade an already installed OTRS::ITSM 1.2, use the package manager in the admin area. If you
have internet access from OTRS, use the online repository [--OTRS::ITSM 1.2 Master--] to install newer
packages. An "upgrade’ link next to the package name indicates if a newer package is available.
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Otherwise download the packages and use the package manager to install the packages. Do not uninstall
your current packages, or your data will get lost!
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Chapter 4. First steps in OTRS::ITSM

OTRS::ITSM completely uses the agent and customer interfaces (customer frontend) implemented in
OTRS. If OTRS has been used before, all features and steps such as login, queue configuration, user
preferences, filters, rules, user permissions etc. can continually be used without any modifications.

The manual at hand will therefore only discuss differences to OTRS and new aspects of OTRS::ITSM
and will focus particularly on:

« IT services and SLAs
« the CMDB

« new ticket fields and functions

+ ITIL compliant terminology

Detailed information on the settings and proceedings identical in OTRS and OTRS::ITSM are provided

at http://doc.otrs.org/2.3/en/html/ in the OTRS Admin Manual, which is constantly being revised.

File Edit View History Bookmarks Tools Help
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Chapter 5. ITIL compliant service support with
OTRS::ITSM

Just as ITIL, OTRS::ITSM does not claim to be an "out-of-the-box" solution for all tasks and questions
arising in IT service management. It is in fact supposed to serve as a flexible, stable and easy to
understand information platform.

Without the thoughtful adaptation of generic ITIL processes to the individual business situation,
OTRS::ITSM will confer no marked improvement core objective of IT service management to IT
organization or customer service.

Therefore please excuse our raised finger at this point: The use of an ITIL compliant tool such as
OTRS::ITSM only makes sense if processes, people and products (IT services) really are ITIL compliant.

Successful ITIL implementation projects typically take up to a year and longer. A neatly implemented
ITIL compliant ITSM tool can help to save time and money though, as the process support of the tool
supports and accelerates the process of rethinking.

OTRS::ITSM 1.2 supports the incident and problem management processes, service level management
and configuration management database, which usually are designed in the first phase of ITIL
implementation. A closer description of use and adaptation of the system can be found in the following
sections. The package names correspond to their respective ITIL topics, each package can be installed
independently.

Implementation of OTRS::ITSM is based on ITIL v2, by the way, which was published in 2000.
Aforementioned version remains valid even after the publication of the revised ITIL v3 in summer 2007.
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Chapter 6. The CMDB - the central IT repository

The configuration management database (CMDB) is not a database in the technical sense but a
conceptual IT model, which is indispensable for efficient IT service management. All IT components and
inventories are managed in the CMDB. Configuration management exceeds asset management, often
incorrectly used as a synonym, as it does not only document assets from a financial point of view, but
captures information regarding the relationship between components, specifications or their location.
Thus IT support can quickly access information on the interdependence of IT services and the IT
components (= configuration items = CIs) necessary for them.

According to ITIL, a CMDB must feature the following functionalities:

+ manual and, where applicable, automatic recording and modification of configuration items
« description of the relationship and/or interdependence between Cls

+ change of CI attributes (e.g. serial numbers)

« location and user management for Cls

- integration via the ITIL processes represented in the system

OTRS::ITSM meets all requirements stated above and offers numerous additional IT support functions in
the CMDB.

6.1. The OTRS::ITSM database model

The modular architecture of OTRS::ITSM and the ability to install single OTRS::ITSM packages
independently, make it difficult to display a complete database model in a single graphic. For this reacon,
separate graphics will be provided for the OTRS framework and for ITSM packages which change or
extend the database scheme.

21



6.1.1. OTRS Framework
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For better readability, the diagram can be found at http://ftp.otrs.org/pub/otrs/misc/otrs-2.3-database.png.
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6.1.2. GeneralCatalog

OTRS 2.3 Framework

users (id) «
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Chapter 6. The CMDB - the central IT repository
For better readability, the diagram can be found at

http://cvs.otrs.org/viewvc.cgi/*checkout*/General Catalog/doc/general-catalog-
database.png?revision=1.1.
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6.1.3. ITSMCore
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For better readability, the diagram can be found at
http://cvs.otrs.org/viewvc.cgi/*checkout*/ITSMCore/doc/itsm-core-database.png?revision=1.1.
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6.1.4. ITSMConfigurationManagement
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For better readability, the diagram can be found at

http://cvs.otrs.org/viewvc.cgi/*checkout*/ITSMConfigurationManagement/doc/itsm-configuration-
management-database.png?revision=1.1.
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Chapter 6. The CMDB - the central IT repository

For better readability, the diagram can be found at
http://cvs.otrs.org/viewvc.cgi/*checkout*/ImportExport/doc/import-export-database.png?revision=1.1.

6.2. Services, at the core of everything

Services such as "standard IT workstation", "e-mail" or "web access are IT products and should at all
costs be compiled in a so called IT service catalog prior to the adoption of OTRS::ITSM. Such service
catalogs are usually customer or company specific, can be structured hierarchically and should be
formulated in a user friendly, i.e. easily understood, language, as they can be accessed by IT personnel
(agents) and IT users (customers).

Warning

Service catalog design is a task which should not be underestimated. Our
experience shows that it is highly recommendable to validate conceptual thoughts
in a dry run first and transfer the service structures to OTRS::ITSM in a second
step. It has proven of value to resort to external assistance, e.g. of ITIL practice
experts.

Example of (part of) a hierarchic IT service catalog specified in OTRS::ITSM as shown when a ticket is
created
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and in the administration area.

32



Chapter 6. The CMDB - the central IT repository
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6.3. Service levels and service level agreements

Service levels and the respective agreements (service level agreements, SLAs) document quality pledges
for IT services. SLAs are recorded and administered in the admin interface.
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External Internet
Services:Download Service
External Internet
Services:Mail Service

The following parameters can be recorded with every SLA:

Created

0B/O7/2008
09:41

0B/O7/2008
09:43
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File Edit View History Bookmarks Tools Help o

«a -2 & | http:fflocalhostiotrsiindex pl?Action=AdminSLA& Subaction= SLAE dit SLAID=1| [_‘,-)‘ .

[OTRS:ITSM 1.2.1] Admin O

New message (0) Locked Tickets (0)

onfig ltem

Misc
[ PostMaster Mail Account |
[ Postiaster Fiter ]
5 5 [ GenercAnent |
[ Auto Resy ilicali [ Admin Notification ]
Auto R a G [ Session Management |
[ Performance Log |
em Log |
Box ]
[ Imoort/Export ]
[= fiq |
[E = Manager]

[ SLA Management ]

AddSLA: Edit:
Add a new SLA SLA: Basic
Add | Type: Availability -
Service: External Internet Semvices
Download Semvice
Mail Service
Web Semwice
Network Senvices -
Calendar: Calendar 2 - Calendar Name 2| 5
Escalation - First Response Time: 60 minutes { Notify by [60% %)

{0 = no escaiation - 24 hours = 1440 minutes -
Only business hours are counted.]

Escalation - Update Time 80 minutes { Notity by |60%] 5|}
{0 = no escaiation - 24 hours = 1440 minutes -
Only business hours are countad.)

Escalation - Solution Time 400 minutes ( Notify by | 80%| %)

OTRS::ITSM offers up to 99 different calendars by default to describe the various time zones for work or
service times. The SLAs can be allocated to them ("service level window"). Various time spans can be
entered (in minutes) which OTRS::ITSM uses to control notification and escalation:

« [ Response Time ]
. =reaction time with incidents

- = start of service request procession ("service request lead time")

+ [ Update Time ]

- = notification time
« [ Solution Time ]

- =time elapsed until incidents are resolved ("maximum time to repair", "MTTR")

« =delivery time for service requests ("delivery time")
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Chapter 6. The CMDB - the central IT repository

« [ Min. Time Between Incidents ]

. ="MTBI": minimal time between closure of the last incident ticket and recurrence of an incident
for which the same SLA applies.

Warning

If no values for the above-named times are entered in the SLAs, escalation is

effected according to the time fields "response time", "update time" and "solution
time" assigned to all queues!

Important time values of OTRS::ITSM are based on the "ITIL incident lifecycle":

Time to repair ‘downtime’

Response time Recovery time
Detection Repair Restoration
| e— [ > E 3 [ >
Inadent Diagnesis Recavery Incdent
Detection Repair’ Time between
elapsed tme faslures or
time ‘vptime’

_ Time between system inadents
Time

Source: OGC, ITIL Service Support Documentation

The OTRS stats framework facilitates, among other things, the definition of the actual availability of a
service from recorded incidents, which often serves as a performance figure in system-oriented SLAs.
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6.4. Configuration items

Exemplary overview of recorded computer CIs (part) with current CI state:

File Edit View History Bookmarks Tools Help

a - i [ [ntip Mocalnostotrsiindex pl?Action=Age i TSMConfigltem &ClassiD=32 B -]

Admin O

2

- I
New message (0] Locked Tickets (0)

Config Items shown: 2 - Page: 1 - Config ltems available: 2
1) - Metwc

[ Class: Computer ]

Deploy ment State Last Change
FTF Server Froduction 08/07/2008 09:56:55
Mac Server (internal) Froduction 08/07/2008 09:51:46

Example of an individual CI view:
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File Edit View History Bookmarks Tools Help -

«a -2 & | http:#flocalhostiotrsfindex.pl?Action=AgentTSMC onfigltem Zoom&Configitem|D=3| [_;-)‘ -

[OTRS:ITSM 1.2.1]
2 i
New message (0) Locked Tickets (0)

[ Zoom Config Item: 30032000002 ]
Back ions - Ei Frint - Link - Duplicate

@ |>>> 1. FTP Server Class: Computer
Name: FTF Server Name: FTF Server
Deploy ment State: Production Current
Incident State: Cpe rational Deployment State: Production
Vendor: Thomas Krenn AG Current Incident " p
Model: 4HE Inte| Single-CPU RM414 Server State: ezt
Description: FTF Server
Type: Server Created: 08/07/2008 09:56:55
Owner: Created by: root@localhost (Admin
Serial Number: KF1243441-011 SNk i
Operating System: openSUSE 110 Last changed: 08/07/2008 09:56:55
cPU: Intel Xeon Quad Core 3350 2 66GHz 12MB FSB1333 Lastchanged by:  rooi@localiost (Admin
Ram: 16GE OTRE)
Hard Disk: Fujitsu MBA3300RC 18000 U/min

Capacity: 300GE
Hard Disk: Fujitsu MBA3300RC 15000 U/min

Capacity: 300GB
Hard Disk: Fujitsu MBA3300RC 15000 Wmin

Capacity: 300GEB
Hard Disk: Fujitsu MBA3300RC 18000 U/min

Capacity: 300GE
FQDN: P p col
Network Adapter: Intel PRC1000 PT Quad Fort Server

IP over DHCP: Mo

IP Address: B80.12.33.111
Graphic Adapter: onboard Intel GPU
Warranty Expiration Date: 10/10/2012

The graphic exemplarily shows the links between CIs. OTRS differentiates between bidirectional and
nondirectional links. Whenever a CI is linked to another CMDB object, OTRS::ITSM automatically
creates the respective reverse link.

The OTRS::ITSM standard offers seven link types:
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File Edit View History Bookmarks Tools Help

ﬁ - E ﬁ hitp #localhostiotrsfindex.pl?Action=AgentLinkObject&éMode=Normal& SourceObjeci=ITSMConfigitem&SourceKey=3&Targetldentifier=ITSMC 5| =

Admin OTRS (root

H&& & % & % 3

. i
Logout Overview New Search Ti i tats Preferences Admin New message (0) Locked Tickets (0)

Don'twork with UserlD 1 (System account)! Create new users!

[ Link Object: Configitem# 30032000002 |

Back
Object
Link Object Configle m# 30032000002 with | Computer =
Select
Search
Confightem#:
Name:
Deploy ment State: Expired =)
Inactive
Maintenance |-
Incident State: Incident =
Operational |
Warning -
Search
Search Resuit: Configitem (Computer)
Confightem# Name Deployment State Created Linked as
@ 30032000001 Mac Server (intzrnal) Froduction 08/07/2008 09:51:46
Atemativato [l $ Link

To link objects, the source object is chosen first, then the link type is defined and the target object chosen.

The target object can be searched for using various criteria:

6.5. Documents and knowledge database

Using the FAQ system, which is an independent external module since OTRS 2.1, a knowledge database
can be designed and managed, e.g. for suggestions and/or procedures related to the resolution of known
erTors.

Entries can be provided for internal use only, for all customers or the public. They can be created and
sorted according to language or categories. The quality of FAQ articles can be evaluated by agents. The
number of articles last created or last revised to be displayed can be configured without any limitations.
All articles can be indexed for an efficient search.
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6.6. Changes and amendments to the data model

The data model can be adapted flexibly and can be extended with data types, attributes and even classes.
Detailed information can be found in the section "The admin area of OTRS::ITSM" in this document or
in "The admin area of OTRS" in the OTRS Admin Manual.

Warning

The design of a CMDB data model and the Cls to be managed within it is a task
which should not be underestimated. Our experience shows that it is highly
recommendable to validate conceptual thoughts in a dry run against the existing IT
infrastructure first and change the OTRS::ITSM default data model and ClI classes
only afterwards. It has proven of value to resort to external assistance, e.g. of ITIL
practice experts for CMDB design.

6.7. Ticket types and attributes

With OTRS 2.2, native ticket types were introduced, which are used in OTRS::ITSM, too. In the ITIL
sub-processes which can be structured in queues, tickets are classified on their ticket types.

Al ITIL processes to be implemented in later versions of OTRS::ITSM, e.g. change management, will
be implemented in such a way. Ticket types such as RfC ("Request for Change") could be created.
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File Edit View History Bookmarks Tools Help
«% -z

[OTRS:ITSM 1.2.1]

ﬁ l http:#flocalhostotrsfindex.pl?Action=AdminType

Admin OTRS (roof]

C ba]
[ Criticality <= Impact < Prioiity | [ Perarmance Log |
[ Config ltem] [System Log ]
[ Tupe | [5QL Box |
[ Status ] [ lImporExport ]
[ SyeConfig |
[ Package Wanager]

[Roks <= Gmups ]

[ Type Management ]
Add Type: List:

Add a new Type Name valid/invalid Changed Created

valid 0B/O7/2008 0B:48 08/07/2008 08:48
valid 0B/07/2008 0B:48 08/07/2008 08:48
valid 0B/07/2008 0B:48 08/07/2008 08:48
valid 0B/07/2008 08:48 08/07/2008 08:48
valid 0B/07/2008 0B:48 08/07/2008 08:48
valid 0B/O7/2008 0B:48 08/07/2008 08:48

invalid 0B/07/2008 089:45 08/07/2008 08:41

Warning

In order to assure the consistency of the data managed in OTRS::ITSM,
information created in the admin area of the system cannot be deleted as a
general rule. If you want to deactivate such information, change the value in the
respective listbox settings from "valid" to "invalid" or "invalid-temporarily".
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Chapter 7. Service desk, incident & problem
management

The service desk (which, according to ITIL, is not a process but a function) is usually the ticket system’s
main field of application. All user messages and notifications from system monitoring and internal IT
organization meet here. The ITIL service management process describes, closely interweaved with the
service desk, which work steps, information, escalations and/or interfaces are relevant in connection with
the processing of incidents or service requests.

The incident and problem management processes within OTRS::ITSM are based on ITIL
recommendations and ITIL terminology. At the same time, user comfort was a main consideration and
terms known from OTRS have been retained as far as possible.

13A3a

P | Log / Filer Palicy
Ciassifcations 'éi‘?: r;igeaisE g Cahegotize Sichedule
~ e
El ~ I SESE nn - esIgn ey elop
~..——Zukiinftige

P P, Mgrrt, shei: OTRS22ITSM
- Analyse trends Build D e cept
., Test o lan Rall out

tagether

KEdb B[ Iroplement Diztibute  install
P - Actvate

Review

P |

i
1
I
1
1
I
I
I
I
I
I
I
L

-

CMDB

SaNss] 13WO0}sN)

(SH3AT1ddNS) SAT LUV d THIHL 10 INIINC

~ogur 12

sqepdn 13 =

SERYICE DELIVERY

Source: ILX Group (www.ilxgroup.com)
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7.1. Ticket generation, classification and prioritization

At ticket generation in our case a phone ticket the following information can be registered additionally to

the information implemented in OTRS:

ticket type
relevant service
SLA

impact

priority

Depending on the service selected, impact and priority are automatically submitted from the criticality
impact priority matrix but can be overwritten. Requests can thus be prioritized higher or lower, which
corresponds to real day-to-day IT business requirements.

Surely every IT service staff member knows a so called VIP customer who wants to be treated more

equal than others and can be, this way.

Eile Edit Wiew History Bookmarks Tools Help
<;Z - - \(_‘j & http:#localhost/otrs/index. pl - | B ' oy
T LIUSUSVIEW FNONE- | EKET CMAIF |EKST SSArcn LOMpany CUSIOMEr QUK-ACTON — SErvice LONTE IEM LOCATON SIATs FrESrences Aamin NEW Messags (3) LOCKS |EKES (3) [
|
Incident::SeviceRequest j
From I'Mlchae la Kunz® <michaela.kunz@sunshine com Customer Info:
Search Customer ‘ Clzar From | Salutation: Frau
Firstrame: Michasla
To: Senvice Desk =| Lastname: Kunz
Subjeet: [Pieas create a shar MAR-Coliateral on our fiess ver Username: Michasla Kunz
Service: IAppI\cat\un Service: Application File Service j
SLA: Application File Senice |
Owner: I Skywalker Anakin (skywalker) =| [All]
Options: [ﬁ‘}\:e\l Check] [@A[n:v‘:hme nts ][ Rcustome r]
Text: Hi,
Tn order to let the MAR team collaborate more efficient,
they would like to get a distinct file-space for "Marketing
collateral”.
kind regards
Marry Tiger
Attachme nt: | Browse Attach
CustomeriD: IC\Dm—
Next ticket state: open |
Pending Date (for pending” - - - - - - —
e 05 [ {12 =[{z007 +]-[22 =[5z -|E -
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By following the ticket content (zoom) link, detailed information about the ticket can be called up. All

data relevant for IT support is consolidated in the right hand section:

Eile Edit View History Bookmarks Iools Help

[ ]
27

« s -2O&|

http:#flocalhostiotrsfindex.pl?Action=AgentTicketZoom &Ticketl D=2

[OTRS::ITSM 1.2.1]

@ = & & 4

s 4 w
Logout GusueView Phone-Ticket EmaitTickel Ssarch Cusiomer Bulk-Action

= h ]
service Config llem Stats Preferences Admin

: Don't work with UserlD 1 {System account)! Create new users!

[ Zoom Ticket#: 20080827300000015 ] No network connection

Admin OTRS

I get no connection to the internet. Please help!

7.2. SLA relevant time information

- Print - Priority - Additional ITSM Fields - Link - Cwner - Cusio -Dn an - Mote - Merge - Pending -
|-=_1._customer jphone) “Theo Test” <ttipotrs.om>: No network 08/27/2008 09:20
From "Theo Test' <t@otrs.org= 69
To: Misc
Subject: Mo network connection
Created: 08/27/2008 09:29:23

2

X i
New message (0) Locked Tickets (0)

Created:08/27/2008 09:29.23

Type:
State:
Queue:
Locked:

Service:

SLA:

First Response
Time:

Solution Time:

Criticality:
Impact:
Priority:

Decision Result:
Decision Date:
Repair Start Time:
Recovery Start
Time:

Due Date:
Accounted time:

CustomeriD:

[ Age: 0 minute ]

Incident

open

Misc

unlock

root@localhost (Admin
OTRS)

External Infernet[.]
Basic

58 minute s
08/27/2008 10:29
B hours 38 minutes
08/27/2008 16:09

5 very high

3 normal
4 high

0

Customer Info:
Firstname: Theo

With the additional ITSM fields link, time information additional to the response, update and solution
time provided in the SLA can be recorded and existing information can be changed:
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File Edit View History Bookmarks Tools Help

a - & [ [ntip Mocalnostotrsiindex pl?Action=AgeniTicketAddhITSIFiel d&TicketiD=2] B -]

Title:

Repair Start Time:
Recovery Start Time:

Due Date:

Submit

7.3. Allocate tickets (queues)

The OTRS::ITSM queues can be adapted flexibly to your organizational structures. They can follow the
vertical scheme of service desk, first, second and third level support often used in IT service support or
be configured in a process oriented manner based on the ticket life cycle of generation, processing,
closure and post-processing.

Contrary to OTRS versions prior to version 2.2, ticket escalation in OTRS::ITSM is based first of all on
the response, update and recovery times provided in the SLA. If no values are provided in the SLA,
escalation is effected based on the queues and time information stored in them.

Tickets can be moved by choosing a new queue in the bottom right corner of the ticket view.
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File Edit View History Bookmarks Tools Help
«% -z

[OTRS:ITSM 1.2.1]

ﬂ l hitp.fflocalhostolrsiindex pl7Action=AgentTicketQueue & QueuelD=4|

Anakin Skywalker (skywalker@otrs.org) 094/

& Q LY~ 3 2 @ % B )

O 3 - . i
Logout QusueView Phone-Ticket EmaitTicket Search Customer Bulk-Action nfig Item Stats Preferences Admin New message (0] Locked Tickets (O)

[ Queue: Misc ]
Tickets shown: 1 - Page: 1 - Tickels available: 1 - All ickets: 1
Queues: My Queues (0] - Misc (1) - Baw (1)

B [ Ticket#: 20080827300000015 ] No network connection

[ Age: 11 minutes ]
Lock - Zoom - History - Priority - Note - Close Created:08/27/2008 09:29:23

From: "Theo Test' <t@otrs.org= Type: Incide nt

To: Misc State: open

Subject: Mo network connaction Queue: Misc

I get no connection to the internet. Please help! Service: External Intemet [.]
SLA: Basic

First Response Time: 45 minutes
0B8/27/2008 10:29

Solution Time: 6 hours 28 minute s
08/27/2008 16:09

Criticality: & very high
Impact: 3 normal
Priority: 4 high
CustomerlD: 1

Compose Answer (email):

® empty answer

Contact customer {phone):
® Phone call

Change queue:

Misc | Move

Warning

The design of a queue structure is a task which should not be underestimated. Our
experience shows that it is highly recommendable to validate conceptual thoughts
in a dry run against the existing IT infrastructure before configuring OTRS::ITSM. It
has proven of value to resort to external assistance, e.g. of OTRS or ITIL practice
experts for the queue design.

7.4. Change ticket data

All changes to the ticket can be effected just as in OTRS using the links below the navigation bar.
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File Edit View History Bookmarks Tools Help

[ |
2+

http./flocalhostiotrsiindex.pl?Action=AgentTicketZoom &Tickeil D=2

« - |

[OTRS:ITSM 1.2.1] Admin OTR

5 &8 § & 3 & 6 @

/i = -
Logout QusueView Phone-Ticket EmailTicket S onfig Item Stats Preference:

2 ;

New message (0) Locked Tickets (0)

Don'twork with UserlD 1 (System account)! Create new users!

|-=1._customer (phone) “Theo Test™ <t@otrs.om=: No network 08:27/2008 09.20 Type:

State:

From: "Theo Test’ <tt@otrs.org= 69 Queue:

To: Misc Locked:

Subject: Mo network connection Owner:

Created: 08/27/2008 09:29:23

I get no connection to the internet. Please help!
Service:
SLA:
First Response
Time:
Solution Time:
Criticality:
Impact:
Priority:

Decision Result:
Decision Date:

Recovery Start
Time:

Due Date:
Accounted time:

CustomeriD:

Repair Start Time:

[ Age: 0 minute ]

Created:08/27/2008 09:29.23

Incident

open

Misc

unlock

root@localhost (Admin
JTRS)

External Internet[.]
Basic

58 minute s
08/27/2008 10:29
6 hours 33 minutes
08/27/2008 16:09

5 very high

3 normal
4 high

0

Customer Info:
Firstname: Theo

7.5. Approvals and decisions

In many cases, especially with service requests, decisions have to be taken before requests can be
implemented. Depending on the competence framework, decisions are either taken directly by the
service staff (standard changes) or the approval of a supervising manager must be obtained first. This is
primarily the case with permission changes (a user wants to access a restricted file system directory) or
cost generating requests (new laptop).

In OTRS::ITSM approvals and refusals are shown via the decision link and are permanently saved with
the ticket:
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File Edit View History Bookmarks Tools Help

a - ﬂ[ http Mocalhostiotrsfindex pl?Action=AgentTicketD ecision&TicketiD=3| B

i
(O Locked Tickets (Q)

Options

Subject:
Options: 2ck] [I&:‘atu-:hm—: nts |
Text:

Attachment: BErowse... | Attach

Note type: note-internal| =
Decision Result: Approved =
Decision Date: 08| 5|27 ¥|/2008 |- 09 ¥|:/42 = H

Time units (work units):

Submit

7.6. Generation of problem tickets from incidents

To generate a problem ticket from one or more incidents, generate a new ticket and link it with the
relevant incident tickets. This way, the underlying incidents can be processed individually, can be closed
with a workaround if necessary and later be substituted with a permanent solution.

A merging of incident and problem tickets obscures the reporting and complicates controlling and the
continuous improvement of the IT services.

7.7. Ticket closure

Unlike the OTRS standard, OTRS::ITSM facilitates ITIL compliant ticket closure with a workaround.
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7.8. Processing of service requests

Service requests are incidents, too and are processed equally. They are distinguishable from disruptions

because of the ticket type Incident::Service Request.

Another difference, the SLA relevant times, is explained in greater detail in the service levels and service

level agreements section.

File Edit Wiew History Bookmarks Tools Help

@ » < @ ﬁ[ hitp Mlocalhostiotrsiindex pl?Action=Agent TSMSLAZoom&SLAID=2|

[OTRS::ITSM 1.2.1]

[Zoom: SLA ]

Back - Print

SLA: Gold

Type: Availability

Calendar: Calendar 2 - Calendar Name 2
First Response Time: 15 minutes

Update Time: 30 minutes

Solution Time: 120 minutes

Minimum Time Between 10080 minutes

Incidents:

Associated Services

Service Type Criticality
O External Intemet Se Back End 5very high
@ External Intemet Back End 4 high
@ External Intemet Se Back End 4 high
@ External Intemet Services:Web Service End User Service 3 normal

Changed
08/07/2008 08:53:15
08/07/2008 08:53:58
08/07/2008 08:54:22
08/07/2008 08:54:44

Created:
Created by:

Last changed:
Last changed
by:

0B/07/2008 09:43:09
root@ localhost (Admin
OTRS)

0B/07/2008 09:43:.09
root@localhost (Admin
OTRS)
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Chapter 8. Change Management

The change management process will be implemented in a later version of OTRS::ITSM. Basic
information, however, can already be configured, recorded and controlled since version 1.0.

The ticket state "Pending RfC" for example (= a known error which can be solved with a change), can be
used from the problem management module.
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Chapter 9. Release Management

The release management process will be implemented in a later OTRS::ITSM version. Basic
information, however, can be configured, captured and controlled since version 1.0 too.

As an example, approval rules or overviews from DSL (Definitive Software Library) can be configured
and used.
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The OTRS stats framework has been completely revised for version 2.1 and nearly every type of ticket
report can be created in the web interface. Generation and view of stats and charts can be activated for
users, groups and/or roles. It is possible to import or export existing or new stats and further use can be
made of stats modules from previous OTRS versions. With the installation of the
ITSMServiceLevelManagement package, additional ITSM relevant statistics are available.

Example of a report overview:

File Edit View History Bookmarks Tools Help

« - g ﬁ l hitp:#localhostiotrsiindex pl 7Action=AgentStats & Subaction=0verview|

[OTRS::ITSM 1.2.1] ne alker (skyws

[ Overview: Stats ]

Results: 1-20 - Total hits: 43 - Pags: 123

Stat# /63 Title (1 &3 Object &3/ &3 Description

10001 New Tickets Ticket Total number of new tickets per day and queue whicl.]
Owe rview about all tickets in the system Ticket Current state ofall tickets in the system without[.]
Changes of status in a monthly ove rview Maonthly ove rview, which reports status changes per|.]
Total number of all tickets ever created per Ticket-Type and Priority. Ticket Total number of all tickets ever created per Ticke[.]
Total numberof all ticksts ever created per Ticket-Type and State. Ticket Total number of all tickets ever created per Ticks[.]
Total numberof all tickets ever created per Ticket-Type and Queue. Ticket Total number of all tickets ever created per Ticke[.]
Total numberof all tickets ever created per Ticket-Type and Service Ticket Total number of all tickets ever created per Ticke[.]
Monthly overview of all tickets created in the last month per Ticket-Type. Ticket Monthly ove rview of all tickets created in the las[.]
Monthly overview of all tickets created in the last month per Priority. Ticket Maonthly ove rview of all tickets created in the las[.]
Monthly overview of all tickets created in the last month per State Ticket Maonthly ove rview of all tickets created in the las[..]
Monthly overview of all tickets created in the last month per Queue Ticket Monthly ove rview of all tickets created in the las].]
Monthly overview of all tickets created in the last month per Servics. Ticket Manthly ove rview of all tickets created in the las[.]
Numberoftickets created in a specific time period per Ticket-Type and Priority Ticket Mumber of tickets created in a specific time perial.]
Numberof tickets created in a specific time period per Ticket-Type and State Ticket Mumber of tickets crealed in a specific time periol.]
Numberof tickets created in a specific time period per Ticket-Type and Queue. Ticket Mumber of tickets created in a specific time periol.]
Number of tickets created in a specific time period per Ticket-Type and Service. Ticket Mumber of tickets created in a specific time periol.]
Numberof currently open tickets per Ticket-Type and Priority. Ticket Mumber of currently open tickets per Ticket-Type al.]
Numberof currently open tickets per Ticket-Type and Cueue. Ticket Mumber of curre ntly ope n tickets per Ticket-Type al.]
Numberofcurrently open tickets per Ticket-Type and Service Ticket Mumber of curre ntly ope n tickets per Ticket-Type al.]
Total number of all config ite ms ever created per Class and State. ITSMConfigtem  Total number of all config items evercreated per[.]

XML export of report settings:
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Eile Edit Wiew History Bookmarks Tools Help

Informations about the Stat

Stat#: 10002

Title: Cwerview tickets in system
Object: Ticket

Description: Status quo all tickets in syste m without time limit
Format: Frint

Sum rows: Yes

Sum columns: Yes

Cache: No

Valid: valid

X-axis

State: closed succe ssful

closed unsucce ssful
closed with workaround
mergsd

new

open

pending auto close+
pending auto close-
pending reminder
remaved

Value Series

Queue: Application Service
Archive & Restore
Junk
Misc
Postmaster
Raw

ﬁ http:/localhost/otrs/index. pl?Action=AgentStats &Subaction=View&StatiD=2

Chapter 10. Service Level Management

‘ Opening Overview-tickets-in-system-Created_2007-06-12. 0 O
You have chosen to open

Overview-tickets-in-system-Created_2007-06-12_01-19.pdf

which is a: PDF document
from: http:#lancelot.otrs.com

What should Firefox do with this file?

Open with | KGhostView (default) | ']

) Save to Digk

|| Do this automatically for files like this from now on

x

[ o |

Dialog-based creation of a new report template:
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Chapter 10. Service Level Management

€ >-@un

http:/localhost/otrs/inde plhActlun:AgentStats&Subactlun:EultSpecwﬁcatlun&StatlD:‘ | 7 | l}] |

have 2 new

[ Edit: Stat# 10001 ]

Insert of the common s pecifications (1/4)

Title:* New tickets

Description:*

Dynamic-Object:” Ticket
Permissions:”

Format:®

Print

graph-bars
graph-hbars

Graphsize: 1200x800 ||
1500x1200 I

800x600

The number of the new tickets per diem and queue of the last
month which arrived in to the system.

A PDF generator is incorporated too, which facilitates the export of the print view of tickets, stats and

search results in PDF files:

((0trs)) commurication with suozesst

Stat#10001

Neue Tickets 2007-05-01 00:00:00-2007-05-31 23:59:59 printed by Anakin Sk alkergous.
G Tuel WedZ T3 Frid S Sunt Men? Turd Wedd Tha 10 P11 SA0TZ Sun 13 Man 4 Tue 13 Wed 18 Thu 17 FiTh 56613 Sun23 Mond) Tes 22 Wed i3 Thudd Fil 23 Sal28 SusiT Non
Apian o o 8 © © © & o0 0o @ © & & © 8 o © © o 0 o & 8 o0 8 8 o o
ey

Aowmifeeme 0 4 8 © @ & 9 ¢ @ @ s @ © 4 0 e @ 9 & @& © 8 ¢ 4 & ¢ @
S © o o 8 e ®© ® o o @ 1 ® @ © @ © e & © o @ ® 8 o 0o 8 o @
Poswsw & 0 8 © © © & o b6 8 © & & & 8 6 & & 8 0 o5 & 8 b 8 8 & 8
Fnw ® o & 8 & @ ® o 1 @ @ & @ © @ ¢ & & 8 o @& s 8 & 0o @& o @
Gwvesbwn o 0 0 8 © © & 0 0 @ © & @ © 4 0 © 6 © 0 & @ & 0 1 & o &
Usapows & o 0 © © © ® o0 0 © ©@ & ® © W o © © © 0 @8 © @8 © 8 8 & @
Em ® o @ 8 & @ & o 1 @ 1 & @ © @ ¢ & & 8 o @ ® 8w & 1 @& o &

org) DG10i2007 234358

Tue 23 Whad 32 Thu 31 Sum

ST
e
e
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Chapter 10. Service Level Management

((O1rs)) corrrunication v th success: Stat#10002
Uberblick iiber alle Tickets im System printed by Anakin Skywalker (skywalken@otrs.org) 06/11/2007 01:45:00
Serdice Deck L) o o o 1 o o 3 o L] 4+

Example of a graphical ticket overview:

Eile Edit View History Bookmarks Tools Help ':::‘

¢ - @ - e] %] @ | http:#localhost/otrs/index pl |'| b] |v

aJ

liberblick {ker alle Tickets im System

5 B 4 3 B B 5 1 3
H § 3 H H 3 i 3
H [ N i N b t
- H £ H £ g
E] 5 M 3 M P
H 3 H H H 3
* E H B H 3
5
ueve
Bl Arp lication Service [ Archive & Restore [l Junk Elnise Bl Fostomster B Rew
[ service Desk [l user Esuipment [l User administration
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Chapter 11. The admin area of OTRS::ITSM

The admin area is the central interface for the ticket system administrator. All important settings of the
system configuration can be checked and/or changed here, and the system can be adapted to individual
needs.

The admin area can be accessed via the "admin" link in the agent interface navigation bar. The link is
only shown to users logged on to the system as OTRS::ITSM administrators or having administrator
permissions in the system. After a default installation you can log on to the system as OTRS admin using
the user name "root@localhost" and the password "root".

Warning

Make sure to change the password of root@localhost in the user preferences as
quickly as possible after the installation as it is the default password and commonly
known.

» from OTRS::ITSM 1.0 on
[ General Catalog ]
[ Criticality - Impact - Priority
[ Configltem ]

« from OTRS::ITSM 1.1 on
[ Import/Export ]

+ from OTRS 2.2 on
[ Type ]
[ Status ]
[ Service ]

[ SLA ]

« from OTRS 2.3 on
[ Priority ]
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File Edit View History Bookmarks Tools Help

ap -= & [ [ntip Mocalnosvotrsiindex pi7Action=Admin|

[OTRS:ITSM 1.2.1]

Ny
-
Preference:

[ Admin-Area ]

Users & Groups & Roles Queue & Responses

[Queue ]
[ Responses |
[ Bespon Queue |

[Gmups |

Salutation |
[Users <> Groups]

[ Sianature |

s [ GeneicAgent ]
[ Auto Respan i i

[  Notification ]
[ Auto Responses == Ousue | e e

[Perarmance Log |
[SystemLog ]
[5QL Box]

[ ImportExport |

[ SysConfig |

[ Package Wanager]

[Roks <= Groups]

11.1. The general catalog

As the name indicates, the general catalog serves for basic ITSM relevant configurations in
OTRS::ITSM.

57



Chapter 11. The admin area of OTRS::1TSM

File Edit View History Bookmarks Tools Help

‘ = E ﬁ http:flocalhostotrsindex pl7Action=AdminGeneralCatalog

[ General Catalog Management ]

Add Catalog ltem: List:
Catalog |{[TSM-ConfightemClass | =| CatalogClass
Class:

5 nfiglte m:

Julifs]

te m:|

Add Catalog Class: onfiglte m:Hardwars  Typs
Add a new Catalog Class. nfiglte m:Location: Type
anfiglte m::

For example the editing of reference chart entries for drop-down fields:

i
ocked Tickets (0)

[System L 1
[ B

Lo Bxport ]
[ Sy=Config ]
[ Package Manager]
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File Edit View History Bookmarks Tools Help

‘ » - g ﬂl hitp.flocalhostolrsiindex pl7Action=AdminGeneralCatalog &Subaction=ltemList& Class=ITSM. Confighem::Computer. Type| [_‘_e'»‘ -

[OTRS:ITSM 1.2.1]

2

nfig ltem S

Queue & Responses Misc

[Queue | [ Salutation |
[ Responses |

1
[a [ Criticality <-= Impact <-» Prioity |
[ Attachments <- Responses ] [ Config Item]
[ Tupe ]

[Status]

[ Package Wanager]

[ General Catalog Management ]

Add Catalog ltem: List:

Catalog | [TSM:Configitern:Computer: Type Functionality Valid

Class: valid
valid
wvalid

Add Catalog Class: walid

Add a new Catalog Class.

11.2. Configurating configuration item classes

By default OTRS::ITSM provides five CI classes to represent all relevant IT elements:

« [ Computer ]

All CIs, which are classically referred to as computers, e.g. desktop PCs or laptops, and all intelligent,
configurable and non-peripheral appliances such as switches, routers or other active network
components.

« [ Hardware ]

All hardware components not being considered as computers, ranging from "blade center" chassis, to
printers and USB sticks depending on the level of detailedness of the listing.

o [ Network ]
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Logical nets (LAN, WLAN, WAN etc.), which span IP address spaces.

« [ Software ]

All software products and licenses.

« [ Locations ]

All Locations, e.g. building, workplace, IT facility.

If the five classes do not suffice to describe your IT environment, further classes can be added via the
"general catalog" link in the OTRS::ITSM admin area. After creating a new CI class in the general
catalog, a definition must be entered in Configltem".

File Edit View History Bookmarks Tools Help

a - ﬁ[ hitp #flocalhostiotrsiindex. pl?Action=AdminGeneralCatalog&Subaction=ItemList& Class=ITSM Confighermn::Class| Bl ~

[OTRS:ITSM 1.2.1]

2

Queue & Responses Misc

[Queue | [ Salutation |
[ Responses |

te 1 Mail Account |

[ Packane Manager]

[ General Catalog Management ]

Add Catalog ltem: List:

Catalog | [TSM:Configitem::Class Functionality Valid

Class: valid
valid
wvalid

Add Catalog Class: walid

Add a new Catalog Class.

60



Chapter 11. The admin area of OTRS::ITSM

Warning

experts for the CMDB design.

The design of a CMDB data model and the Cls to be managed in it is a task which
should not be underestimated. Our experience shows that it is highly
recommendable to validate conceptual thoughts in a dry run against the existing IT
infrastructure before changing the OTRS::ITSM standard data model and/or CI
classes. It has proven of value to resort to external assistance, e.g. of ITIL practice

Please find below a part of the self-explaining default configuration for the "computer” CI class:

Key => ’Description’,

Name => ’'Description’,

Searchable => 1,

Input => {
Type => ’'TextArea’,

by

Key => ’'Type’,
Name => 'Type’,
Searchable => 1,
Input => {

Type => ’GeneralCatalog’,

Class => 'ITSM::ConfigItem: :Computer::Type’,
}y
Key => ’'Owner’,
Name => ’Owner’,
Searchable => 1,
Input => {
Type => ’Customer’,

by

Key => ’"AssetTag’,

Name => ’Asset Tag’,
Searchable => 1,
Input => {
Type => ’'Text’,
Size => 50,
MaxLength => 100,
Required => 1,
}y
CountMin => 0,
CountMax => 1,
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CountDefault => 0,
by

Key => ’'Model’,
Name => ’Model’,
Searchable => 1,
Input => {
Type => ’'Text’,
Size => 50,
MaxLength => 50,

Key => ’'OperatingSystem’,
Name => ’'Operating System’,
Input => {

Type => ’'Text’,

Size => 50,

MaxLength => 100,

Key => ’CPU’,
Name => ’CPU’,
Input => {
Type => ’'Text’,
Size => 50,
MaxLength => 100,
1y
CountMin => 1,
CountMax => 16,
CountDefault => 1,
by

Attribute changes and amendments can be effected in the graphical configuration area selecting "change
definition":

62



Chapter 11. The admin area of OTRS::ITSM

Eile Edit Yiew History EBookmarks Tools Help
o« - - f@_'L:JJ I_/Z‘ hitp:/localhost/otrs/index pl?Action=AdminTSMConfigitern&Subaction=DefinitionChang |+ | B | |G|~
[FGET
[ Configitem Management ]
Change Definition: Change:
Confightem class:l(:omputer ;I Configitem Computer
Class:
Change Definition: CountDefault == 0,
¥
1.
T.
1
Type == 'Text',
Size == 50,
Maxlength == 100,
T
T,
i
Key == 'OtherEquipment’.
MName => 'Other Equipment',
Input == {
Type == 'TextArea’.
Required == 1,
T.
{
Key == 'WarrantyExpirationDate’.
Name => 'Warranty Expiration Date'.
e ==
Input == {
Type == 'Date’,
T,
i
Key == 'InstallDate’.
Name => 'Install Date',

In order to assure the consistency of the data managed in OTRS::ITSM,
information created in the admin area of the system cannot be deleted as a
general rule. If you want to deactivate such information, change the value in the
respective listbox settings from "valid" to "invalid" or "invalid-temporarily".

11.3. Version management of Cl classes

Version management for all CI classes is integrated into the system. The latest versions are used for the
processes represented in OTRS::ITSM.
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File Edit View History Bookmarks Tools Help

ap - = ﬁ[ http:#flocalhostiotrsfindex.pl?Action=AdminITSMC onfigltem &S ubaction=DefinitionList& ClassID=32| [;-»|-|

Queue & Responses

[Queue ]
[ Responses |

[ Besponses <-= Queue |
[ Autn Responses]
[ Autn Responses <= Oueue ]
[ Attachment
[ Attachments <- Responses ]

in Notifization ]
[ Session Management ]
[Perarmance Log |

System Log |
L Box ]

[ ImportExport |
[ SysConfig |
[ Package Wanager]

[ Config Item Management ]

Change Definition: List:

Config tem Class Version Created by

Config tem Class: | Computer, ¥/ Created

Computer 1 root@localhost (Admin OTRS) 08/07/2008 08:48:20
Change

11.4. Adjustment of ticket state

In ITIL compliant incident management, incidents are either resolved successfully or closed with a
workaround. For such cases, OTRS::ITSM standard provides the ticket state "closed with workaround".
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File Edit View History Bookmarks Tools Help

« - & £ [ [ntnanocamostotsindex pi7action=Adminstate ~E

[OTRS:ITSM 1.2.1]

Tickets ()

[ Admin-Area ]
Users & Groups & Roles Queue & Responses

slutation ]

[Attachments ] titicality <-- lmpact <= Priarity ] [ Performance Log ]
[ Attachme nts <- Responses ] [Confiy ltem] [ Sustem Log |
[Tupe ] 1

[ Roks < Ussis]
[Roks <= Groups]

[ State Management ]
Add State: List:

Add a new State Nam Type validinvalid  Changed Created
closed valid 08/07/2008 08:41 08/07/2008 0841

closed valid 08/07/2008 08:41 08/07/2008 08:41
closed valid 08/07/2008 08:48 0B/07/2008 08:48
merged valid 08/07/2008 08:41 0B/07/2008 08:41

new valid 08/07/2008 08:41 0B/07/2008 08 41
open valid 08/07/2008 08:41 0B/07/2008 08:41
pending auto valid 08/07/2008 08:41 08/07/2008 08:41

pending auto valid 08/07/2008 08:41 08/07/2008 08:41

pending reminder valid 08/07/2008 08:41 0B/07/2008 0841
08/07/2008 08:41

removed wvalid 0B/07/2008 08:41

Attention: Take care that you also updated the default stale s in you Ke rnel/Config.pm!

With OTRS::ITSM you can change ticket states or add new ones. There are two important options: the

name of the state "state-name" and the type of it "state-type". All states and types available by default are
pictured above.

State names can be chosen freely. In the "state" settings within the admin interface new states can be
added or changed for existing state types.

Please consider that changes to the "new" state require changes in the configuration file kernel/config.pm
or in the graphical configuration front-end.

[...]

# PostmasterDefaultState

# (The default state of new tickets.) [default: new]
$Self->{PostmasterDefaultState} = ’"new’;

# CustomerDefaultState
# (default state of new customer tickets)
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$Self->{CustomerDefaultState} = 'new’;

[...]

The same applies to changes to the "open" state: changes in the kernel/Config.pm or in the graphical

configuration frontend are necessary.

[...]
# default phone new state
$Self->{’Ticket::Frontend: :PhoneNextState’} = ’'open’;

# PostmasterFollowUpState
# (The state if a ticket got a follow up.) [default: open]

$Self->{PostmasterFollowUpState} = ’'open’;
[...]

Warning

In order to assure the consistency of the data managed in OTRS::ITSM,
information created in the admin area of the system cannot be deleted as a
general rule. If you want to deactivate such information, change the value in the
respective listbox settings from "valid" to "invalid" or "invalid-temporarily”.

11.5. The criticality impact priority matrix

OTRS::ITSM provides five ticket priority levels:

+ [ Criticality ]
Significance ("criticality") of the service for the IT user(s)/customer(s)
e [ Impact |

Impact of failures of the concerned service on the user(s)/customer(s)
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[ Priority |

Priority within OTRS::ITSM as resulting from criticality and impact

The OTRS::ITSM ticket priority is determined with the matrix shown below and the prioritized ticket is
integrated in the queue views.

File Edit View History Bookmarks Tools Help

ap - o #d [ [ntosocainostiotrsindex pl2Action=Admin TSMCIPAlocate B| -

[OTRS:ITSM 1.2.1]

Queue & Responses

[Qusue ]

50L Box]
[ lmpot/Expot ]

Roks <> Userz]
Roks < Gmups | [ S ]

Packas Nhnager]

[

[ Criticality <-> Impact <-> Priority ]

Priority allocate:

Criticality Criticality Criticality Criticality Criticality
1 very low 2 low 3 normal 4 high 5 very high
Impact 1verylow | ¥ Tverylow | = 2 low = 2low = 3normal | ¥
1 very low
Impact Tverylow | ¥ 2low = 2 low = Inomal | ¥ 4 high =
2 low
Impact 2 low ¥ 2 low = 3nomal | % 4 high = 4 high =
3 normal
Impact 2 low = 3normal | = 4 high = 4 high = Svery highl =
4 high
Impact 3normal | = 4 high = 4 high = Svery highl + Svery highl 5
5 very high

The level number, descriptions and validity can be accessed and changed in the admin interface via the
"general catalog" link:
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File Edit View History Bookmarks Tools Help

a - 4 [ [t Mocalnostotrsiindex pl7Action=AdminGeneralCatalogaSubaction=llemList&Class=ITSM Core-Crilicalibf B -

[OTRS:ITSM 1.2.1]

2

onfig Item S

Queue & Responses Misc

[Queue | [ Salutation |
[ Responses |

te 1 Mail Account |

[ Packane Manager]

[ General Catalog Management ]

Add Catalog ltem: List:
Catalog | [TSM:Core:Criticality = ITSM::Core::Criticality Functionality Valid
Class: valid
| Add | valid
3 normal - wvalid
Add Catalog Class: 4 high = wvalid
Add a new Catalog Class. 5 wvery high - valid

11.6. Adjustment of ticket priorities

Tickets are arranged within OTRS::ITSM on the basis of ticket priorities, i.e. tickets with a higher
priority are displayed further up in the queue views and lower priority ones in lower positions. Priorities
can be adjusted, re-named and amended in the graphical admin frontend.
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File Edit View History Bookmarks Tools Help
«% -z

[OTRS:ITSM 1.2.1]

ﬁ[ http #localhostiotrsiindex.pl?Action=AdminPriority

Anakin 5

Queue & Responses

[Queue | [ Salutation |
[ Responses | [ Sianature |

[Er =]

g ] JEnage
Criticality rpact <= Priotity ] [ mmance Log |

[ Config Item]
[ Tupe ] ox
[Status] [ ImportExport |
[ Boks < Groups] [ Priority ] [ Sy=Confi |
[ Package Wanager]

[ Priority Management ]
Add Priority: List:

Add a new Priority. Name valicinvalid Changed Created

valid 08/07/2008 08:41 08/07/2008 08:41
valid 08/07/2008 08:41 08/07/2008 08:41
valid 08/07/2008 08:41 08/07/2008 08:41
4 high valid 08/07/2008 08:41 08/07/2008 08:41

valid 08/07/2008 08:41 08/07/2008 08:41

5 very high

More detailed information can be found in the OTRS Admin Manual.

Warning

The "id" attribute decides the OTRS::ITSM internal sequence of priorities. => 1
corresponds to the minimum and 5 (or higher) to the maximum. The number in the
priority name is used to implement the correct sequence within the priorities.

Warning

In order to assure the consistency of the data managed in OTRS::ITSM,
information created in the admin area of the system cannot be deleted as a
general rule. If you want to deactivate such information, change the value in the
respective listbox settings from "valid" to "invalid" or "invalid-temporarily".
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calendar

In OTRS 2.3, 9 calendars can directly be configurated graphically by default. This number can be
extended to 99. Calendar configuration is effected in the admin interface using the SysConfig framework
calendar 1 etc. links:

Eile Edit View History Bookmarks Tools Help
Q,: - - @ Lf: http:#localhost/otrs/index pl M '
Users & Groups & Roles Queue & Responses System =
Users <o Gimups | <= Queue ]
] [ Auto Recponses |
[Aulo Responses <-= Queue |
- Groups] [ Attachments | i
[ Attachments <= Responses] [ Criticality <= Impact - Prisity ]
[Roks <= Useis] [Configliem]
[Roks <= Goups] [Tupe] ]
[ ] [ Package Wanager]
[
[5LA
[ Location ]
[S/MME]
[PGF ]
[ SysConfig ]
Search (1064): Result:
Searchfor: Elements Group
24 Framework
Search
e Partne r 3 Framework
7 Framework
Group selection:
3 Framework
Group: | Framework (303) j 4 Framework
i 3 Framework
4 Framewark
Download Settings: 8 Framewark
3 Framework
Download all syslem config changes.
2 Framework
Bownioag) 9 Framework
14 Framework
Cemd Soltinay: 4 Framework
File: Browse 4 Framework
17 Framewark
Upload
Coe Time ) -

"TimeWorkingHours" can be used in OTRS::ITSM to define so-called "service level windows" time
frames in which certain service levels are guaranteed, if applicable monitored and/or evaluated to secure
service level compliance.
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Chapter 12. Additional OTRS applications - calendar

fal

http:#ocalhost/otrsfindex. pl?Action=AdminSysConfigé&Subaction=Edit&SysConfigSubC | 7 | l}] |

[~ TimeZone::CalendariName:
Calendar Name.

Config Options: Framework -> Core::Time::Calendar1

[+]

Ica\e ndar Name 1
(Default: Calendar Name 1)

[ TimeZone::Calendar1:
The time zone of the que e

(Default: + 0)

TimeVacationDays::Calendar1:

Add your permanent vacation days. Uss
single-digit pattern for months January to
September and for days of month lower

month  day Text

[ 7 newvearsever Delete
15t May Delete

Cne time vacation days. Use single-digit
pattern for months January lo September

than ten. F _|1_
l? —|24_ Christmas Delete
2 —IZS_ First Christmas Day Delete
2 —IZG_ Second Christmas Day Delete
iz - [fvester | Dews
New
[7 Ti DaysOneTime::C 1:

month day Text

004 fl_ fl_ lt;s( Delets

and for days of menth lower than ten New
[~ TimeWorkingHours::Calendar1: Mon

Hours and week days to count the working

iy 0 1 2 3 4 6 6 7 B 9 10 11 12 13 14 16 16 17 18 19 20 21 22 23
rrrrrrrrrFrrFFFFFFFFFFFIOTT
Tue
01 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23
rrrrrrrrrFrFFFEFFFFFFFFFFTDOTT -
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The following, partly generical, interfaces can be used for data exchange between OTRS::ITSM and
other (ITSM) software products:

+ NAGIOS

+ SOAP

« LDAP

+ E-mail (POP3, IMAP, SMTP)
« CSV Import/Export

OTRS AG will gladly create additional interfaces on request or members of the community can develop

them.
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Appendix A. GNU Free Documentation License

Version 1.1, March 2000

Copyright (C) 2000 Free Software Foundation, Inc. 59 Temple Place, Suite 330, Boston, MA 02111-1307 USA
Everyone is permitted to copy and distribute verbatim copies of this license document, but changing it is not
allowed.

0. PREAMBLE

The purpose of this License is to make a manual, textbook, or other written document "free" in the sense
of freedom: to assure everyone the effective freedom to copy and redistribute it, with or without
modifying it, either commercially or noncommercially. Secondarily, this License preserves for the author
and publisher a way to get credit for their work, while not being considered responsible for modifications
made by others.

This License is a kind of "copyleft", which means that derivative works of the document must themselves
be free in the same sense. It complements the GNU General Public License, which is a copyleft license
designed for free software.

We have designed this License in order to use it for manuals for free software, because free software
needs free documentation: a free program should come with manuals providing the same freedoms that
the software does. But this License is not limited to software manuals; it can be used for any textual
work, regardless of subject matter or whether it is published as a printed book. We recommend this
License principally for works whose purpose is instruction or reference.

1. APPLICABILITY AND DEFINITIONS

This License applies to any manual or other work that contains a notice placed by the copyright holder
saying it can be distributed under the terms of this License. The "Document", below, refers to any such
manual or work. Any member of the public is a licensee, and is addressed as "you".

A "Modified Version" of the Document means any work containing the Document or a portion of it,
either copied verbatim, or with modifications and/or translated into another language.

A "Secondary Section" is a named appendix or a front-matter section of the Document that deals
exclusively with the relationship of the publishers or authors of the Document to the Document’s overall
subject (or to related matters) and contains nothing that could fall directly within that overall subject.
(For example, if the Document is in part a textbook of mathematics, a Secondary Section may not
explain any mathematics.) The relationship could be a matter of historical connection with the subject or
with related matters, or of legal, commercial, philosophical, ethical or political position regarding them.
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The "Invariant Sections" are certain Secondary Sections whose titles are designated, as being those of
Invariant Sections, in the notice that says that the Document is released under this License.

The "Cover Texts" are certain short passages of text that are listed, as Front-Cover Texts or Back-Cover
Texts, in the notice that says that the Document is released under this License.

A "Transparent" copy of the Document means a machine-readable copy, represented in a format whose
specification is available to the general public, whose contents can be viewed and edited directly and
straightforwardly with generic text editors or (for images composed of pixels) generic paint programs or
(for drawings) some widely available drawing editor, and that is suitable for input to text formatters or
for automatic translation to a variety of formats suitable for input to text formatters. A copy made in an
otherwise Transparent file format whose markup has been designed to thwart or discourage subsequent
modification by readers is not Transparent. A copy that is not "Transparent" is called "Opaque".

Examples of suitable formats for Transparent copies include plain ASCII without markup, Texinfo input
format, LaTeX input format, SGML or XML using a publicly available DTD, and standard-conforming
simple HTML designed for human modification. Opaque formats include PostScript, PDF, proprietary
formats that can be read and edited only by proprietary word processors, SGML or XML for which the
DTD and/or processing tools are not generally available, and the machine-generated HTML produced by
some word processors for output purposes only.

The "Title Page" means, for a printed book, the title page itself, plus such following pages as are needed

to hold, legibly, the material this License requires to appear in the title page. For works in formats which
do not have any title page as such, "Title Page" means the text near the most prominent appearance of the
work’s title, preceding the beginning of the body of the text.

2. VERBATIM COPYING

You may copy and distribute the Document in any medium, either commercially or noncommercially,
provided that this License, the copyright notices, and the license notice saying this License applies to the
Document are reproduced in all copies, and that you add no other conditions whatsoever to those of this
License. You may not use technical measures to obstruct or control the reading or further copying of the
copies you make or distribute. However, you may accept compensation in exchange for copies. If you
distribute a large enough number of copies you must also follow the conditions in section 3.

You may also lend copies, under the same conditions stated above, and you may publicly display copies.

3. COPYING IN QUANTITY

If you publish printed copies of the Document numbering more than 100, and the Document’s license
notice requires Cover Texts, you must enclose the copies in covers that carry, clearly and legibly, all
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these Cover Texts: Front-Cover Texts on the front cover, and Back-Cover Texts on the back cover. Both
covers must also clearly and legibly identify you as the publisher of these copies. The front cover must
present the full title with all words of the title equally prominent and visible. You may add other material
on the covers in addition. Copying with changes limited to the covers, as long as they preserve the title of
the Document and satisfy these conditions, can be treated as verbatim copying in other respects.

If the required texts for either cover are too voluminous to fit legibly, you should put the first ones listed
(as many as fit reasonably) on the actual cover, and continue the rest onto adjacent pages.

If you publish or distribute Opaque copies of the Document numbering more than 100, you must either
include a machine-readable Transparent copy along with each Opaque copy, or state in or with each
Opaque copy a publicly-accessible computer-network location containing a complete Transparent copy
of the Document, free of added material, which the general network-using public has access to download
anonymously at no charge using public-standard network protocols. If you use the latter option, you must
take reasonably prudent steps, when you begin distribution of Opaque copies in quantity, to ensure that
this Transparent copy will remain thus accessible at the stated location until at least one year after the last
time you distribute an Opaque copy (directly or through your agents or retailers) of that edition to the
public.

It is requested, but not required, that you contact the authors of the Document well before redistributing
any large number of copies, to give them a chance to provide you with an updated version of the
Document.

4. MODIFICATIONS

You may copy and distribute a Modified Version of the Document under the conditions of sections 2 and
3 above, provided that you release the Modified Version under precisely this License, with the Modified
Version filling the role of the Document, thus licensing distribution and modification of the Modified
Version to whoever possesses a copy of it. In addition, you must do these things in the Modified Version:

A. Use in the Title Page (and on the covers, if any) a title distinct from that of the Document, and from
those of previous versions (which should, if there were any, be listed in the History section of the
Document). You may use the same title as a previous version if the original publisher of that version
gives permission.

B. List on the Title Page, as authors, one or more persons or entities responsible for authorship of the
modifications in the Modified Version, together with at least five of the principal authors of the
Document (all of its principal authors, if it has less than five).

C. State on the Title page the name of the publisher of the Modified Version, as the publisher.
D. Preserve all the copyright notices of the Document.
E. Add an appropriate copyright notice for your modifications adjacent to the other copyright notices.

F. Include, immediately after the copyright notices, a license notice giving the public permission to use
the Modified Version under the terms of this License, in the form shown in the Addendum below.
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G. Preserve in that license notice the full lists of Invariant Sections and required Cover Texts given in
the Document’s license notice.

H. Include an unaltered copy of this License.

I. Preserve the section entitled "History", and its title, and add to it an item stating at least the title,
year, new authors, and publisher of the Modified Version as given on the Title Page. If there is no
section entitled "History" in the Document, create one stating the title, year, authors, and publisher
of the Document as given on its Title Page, then add an item describing the Modified Version as
stated in the previous sentence.

J. Preserve the network location, if any, given in the Document for public access to a Transparent copy
of the Document, and likewise the network locations given in the Document for previous versions it
was based on. These may be placed in the "History" section. You may omit a network location for a
work that was published at least four years before the Document itself, or if the original publisher of
the version it refers to gives permission.

K. In any section entitled "Acknowledgements" or "Dedications", preserve the section’s title, and
preserve in the section all the substance and tone of each of the contributor acknowledgements
and/or dedications given therein.

L. Preserve all the Invariant Sections of the Document, unaltered in their text and in their titles. Section
numbers or the equivalent are not considered part of the section titles.

M. Delete any section entitled "Endorsements". Such a section may not be included in the Modified
Version.

N. Do not retitle any existing section as "Endorsements" or to conflict in title with any Invariant Section.

If the Modified Version includes new front-matter sections or appendices that qualify as Secondary
Sections and contain no material copied from the Document, you may at your option designate some or
all of these sections as invariant. To do this, add their titles to the list of Invariant Sections in the
Modified Version’s license notice. These titles must be distinct from any other section titles.

You may add a section entitled "Endorsements", provided it contains nothing but endorsements of your
Modified Version by various parties--for example, statements of peer review or that the text has been
approved by an organization as the authoritative definition of a standard.

You may add a passage of up to five words as a Front-Cover Text, and a passage of up to 25 words as a
Back-Cover Text, to the end of the list of Cover Texts in the Modified Version. Only one passage of
Front-Cover Text and one of Back-Cover Text may be added by (or through arrangements made by) any
one entity. If the Document already includes a cover text for the same cover, previously added by you or
by arrangement made by the same entity you are acting on behalf of, you may not add another; but you
may replace the old one, on explicit permission from the previous publisher that added the old one.

The author(s) and publisher(s) of the Document do not by this License give permission to use their
names for publicity for or to assert or imply endorsement of any Modified Version.
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5. COMBINING DOCUMENTS

You may combine the Document with other documents released under this License, under the terms
defined in section 4 above for modified versions, provided that you include in the combination all of the
Invariant Sections of all of the original documents, unmodified, and list them all as Invariant Sections of
your combined work in its license notice.

The combined work need only contain one copy of this License, and multiple identical Invariant Sections
may be replaced with a single copy. If there are multiple Invariant Sections with the same name but
different contents, make the title of each such section unique by adding at the end of it, in parentheses,
the name of the original author or publisher of that section if known, or else a unique number. Make the
same adjustment to the section titles in the list of Invariant Sections in the license notice of the combined
work.

In the combination, you must combine any sections entitled "History" in the various original documents,
forming one section entitled "History"; likewise combine any sections entitled "Acknowledgements",
and any sections entitled "Dedications". You must delete all sections entitled "Endorsements."

6. COLLECTIONS OF DOCUMENTS

You may make a collection consisting of the Document and other documents released under this License,
and replace the individual copies of this License in the various documents with a single copy that is
included in the collection, provided that you follow the rules of this License for verbatim copying of each
of the documents in all other respects.

You may extract a single document from such a collection, and distribute it individually under this
License, provided you insert a copy of this License into the extracted document, and follow this License
in all other respects regarding verbatim copying of that document.

7. AGGREGATION WITH INDEPENDENT WORKS

A compilation of the Document or its derivatives with other separate and independent documents or
works, in or on a volume of a storage or distribution medium, does not as a whole count as a Modified
Version of the Document, provided no compilation copyright is claimed for the compilation. Such a
compilation is called an "aggregate”, and this License does not apply to the other self-contained works
thus compiled with the Document, on account of their being thus compiled, if they are not themselves
derivative works of the Document.

If the Cover Text requirement of section 3 is applicable to these copies of the Document, then if the
Document is less than one quarter of the entire aggregate, the Document’s Cover Texts may be placed on
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covers that surround only the Document within the aggregate. Otherwise they must appear on covers
around the whole aggregate.

8. TRANSLATION

Translation is considered a kind of modification, so you may distribute translations of the Document
under the terms of section 4. Replacing Invariant Sections with translations requires special permission
from their copyright holders, but you may include translations of some or all Invariant Sections in
addition to the original versions of these Invariant Sections. You may include a translation of this License
provided that you also include the original English version of this License. In case of a disagreement
between the translation and the original English version of this License, the original English version will
prevail.

9. TERMINATION

You may not copy, modify, sublicense, or distribute the Document except as expressly provided for under
this License. Any other attempt to copy, modify, sublicense or distribute the Document is void, and will
automatically terminate your rights under this License. However, parties who have received copies, or
rights, from you under this License will not have their licenses terminated so long as such parties remain
in full compliance.

10. FUTURE REVISIONS OF THIS LICENSE

The Free Software Foundation may publish new, revised versions of the GNU Free Documentation
License from time to time. Such new versions will be similar in spirit to the present version, but may
differ in detail to address new problems or concerns. See http://www.gnu.org/copyleft/.

Each version of the License is given a distinguishing version number. If the Document specifies that a
particular numbered version of this License "or any later version" applies to it, you have the option of
following the terms and conditions either of that specified version or of any later version that has been
published (not as a draft) by the Free Software Foundation. If the Document does not specify a version
number of this License, you may choose any version ever published (not as a draft) by the Free Software
Foundation.

How to use this License for your documents

To use this License in a document you have written, include a copy of the License in the document and
put the following copyright and license notices just after the title page:
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Copyright (c) YEAR YOUR NAME. Permission is granted to copy, distribute and/or modify this document
under the terms of the GNU Free Documentation License, Version 1.1 or any later version published by the
Free Software Foundation; with the Invariant Sections being LIST THEIR TITLES, with the Front-Cover Texts
being LIST, and with the Back-Cover Texts being LIST. A copy of the license is included in the section entitled
"GNU Free Documentation License".

If you have no Invariant Sections, write "with no Invariant Sections" instead of saying which ones are
invariant. If you have no Front-Cover Texts, write "no Front-Cover Texts" instead of "Front-Cover Texts
being LIST"; likewise for Back-Cover Texts.

If your document contains nontrivial examples of program code, we recommend releasing these
examples in parallel under your choice of free software license, such as the GNU General Public
License, to permit their use in free software.
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