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CHAPTER 1

Introduction

This manual is intended for use by OTOBO agents. The chapters describe the usage of the OTOBO
software as an agent user.

11 Login to Agent Interface

The agent interface is available at the following location.

Note: You have to replace <OTOBO_HOST> with your domain.

https://<OTOBO_HOST>/otobo/index.pl

You need an agent account to be able to use OTOBO. If you have no account yet, please contact your
administrator.

If you forget your password, click on the Lost your password? link, and follow the instructions there.

After a successful login, the agent dashboard will be displayed.




OTOBO User Manual, Release 10.1

1T o8

Logout successful.

Username

Password

Fig. 1.1: Agent Login Screen

1T o8

Username

Request New Password

Fig. 1.2: Request New Password Screen
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® =--= cToBD

Dashboard Customers Calendar Tickets FAQ  Reporis
Otobo Helpdesk

Reminder Tickets b Settings
My locked tickets (0) 7 Day Stats
TICKET# AGE TITLE
m— 1 @ cCreated @ Closed
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
1]
All tickets (1) Thu  Fri Sat  Sun Mon  Tue Wex
TICKET# YAGE TITLE
2015071510123456 57d22h Welcome to OTOBO!
Upcoming Events
Open Tickets nane
Ll L) Latest updated FAQ articles
TICKET# YAGE TITLE
none
Latest created FAQ articles
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER TOTAL OTOBO News
Raw 1 0 0 1

OTOBO Launch

Chatbot, Testing, neue Features

Rother 0SS vertffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother OSS kindigt neues Open Sourc...

TOTAL 1 0 0

Fig. 1.3: Agent Interface
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CHAPTER 2

Dashboard

After login to the agent interface, the agent dashboard will be displayed. This dashboard is a collection
of widgets, which display customized important information for each agent.

The dashboard is the main page of the system, where you can get an overview of tickets and other
things related to ticket activity. It is designed to be the starting point for an agent’s daily work. By
default, it provides a quick summary of the tickets that are pending, escalated, new or open, and more
information.

One of the most important features about the dashboard is that is completely customizable. That
means that you can configure each part as you want, showing or hiding elements. It is even possible to
relocate these elements within the same column by clicking on and dragging the header of an element,
and dropping them elsewhere. Each element is named widget. The system has some widgets ready to
use out of the box, but the modular design of the dashboard screen is prepared to integrate custom
widgets easily.

The content of this screen is arranged in two main columns, on the left column you normally can see
information about tickets classified by their states like: reminder, escalated, new, and open. On each of
these widgets you can filter the results to see all of the tickets that you are allowed to access, tickets
you have locked, the ones that are located in agent defined queues, among other filters. There are also
other kind of widgets in this column and they are all described below.

2.1 Dashboard

The dashboard is the main overview screen for agents. Use this screen to get full overview about the
most important things: ticket lists, appointments, statistics, news.

The header consists of three parts.
Avatar image The Personal Menu and the Logout possibilities.

Toolbar icons Icons with numbers indicating some ticket actions with the number of related tickets. The
icons and search boxes are not activated by default.

See also:
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Dashboard Customers Calendar Tickets FAQ Reports Admin

Otobo Helpdesk

Reminder Tickets » Settings
My locked tickets (0) 7 Day Stats
TICKET# AGE TITLE
E— 1 @ cCreated @ Closed
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
0
All tickets (1) Thu Fri Sat  Sun Mon Tue Wec
TICKET# YAGE TITLE
2015071510123456 5Td22h Welcome to OTOBO!
Upcoming Events
Open Tickets nane
el Sl Latest updated FAQ articles
TICKET# ¥ AGE TITLE
none
Latest created FAQ articles
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER TOTAL OTOBO News
Ri 1 0 0 1
aw OTOBO Launch
TOTAL 1 0 0

Chatbot, Testing, neue Features

Rother O3S vertffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother 0SS kiindigt neues Open Sourc.

Fig. 2.1: Agent Dashboard

® +~v-.= CT B

Dashboard Customers Calendar Tickets FAQ Reports Admin Q s .
tobo Helpdesk

Fig. 2.2: Dashboard Header

8 Chapter 2. Dashboard



OTOBO User Manual, Release 10.1

Icons and search boxes can be activated in settings under Frontend — Agent — Toolbar.
The last icon is the chat availability status.
See also:
System configuration ChatEngine: :Active needs to be activated to use this feature.
The chat availability status icon is a three-way switch, and can be changed by clicking.

» Empty circle: unavailable for chats.

» Empty circle with tick sign: available for internal (agent to agent) chats.

* Filled circle with tick sign: available for internal (agent to agent) and external (customer to
agent, public to agent) chats.

Note: The chat availability status will be changed from external chats to internal chats each time
an agent logs in to OTOBO again.

Main menu The main menu of the agent interface.

The dashboard displays so called widgets. A widget is a box, that consists of a header, a filter and a
data table. Each widget can be moved with drag and drop, and can have own settings.

Each ticket widget has own filter for displaying:
* My locked tickets: tickets which are locked by the current agent.

« My watched tickets: tickets that the agent has in his/her watched list (requires Ticket : :Watcher
setting to be turned on).

* My responsibilities: tickets that the agent is set as responsible (requires Ticket: :Responsible
setting to be turned on).

* Tickets in My Queues: tickets which are in queues selected in Personal Preferences.
* Tickets in My Services: tickets that are assigned to services selected in Personal Preferences.
* All tickets: all tickets in this kind of widget.
The numbers indicate the number of tickets in each filter term.
To add new widgets:
1. Click on the Settings widget in the right sidebar to expand it.
2. Select the widgets you want to add.
3. Click on the Save settings button.
To remove widgets:
1. Click on the Settings widget in the right sidebar to expand it.
2. Deselect the widgets you want to remove.
3. Click on the Save settings button.
See also:

You can also remove a widget, if you hover the mouse over the widget header and click on the x on the
top right corner to close the widget.

To move widgets:

1. Click on the widget header and hold down the mouse button.

2.1. Dashboard 9
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Reminder Tickets b Settings
My locked tickets (0) | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | Al tickets (0) 7 Day Stats
TICKET# AGE TITLE
none . @cCreated @ Closed
Escalated Tickets
My locked tickets (0) | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (0)
TICKET# AGE TIMLE o
none
New Tickets

My locked tickets ({0} | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (4) Fri Sat  Sun Mon Tue Wed Thu

TICKET# YAGE

TITLE
2020112449000038 Bd23h Test via Email .
) Upcoming Events
2020112443000029 9d1h Test via Email
2020112443000011 9d2h Willkommen none
2015071510123456 72d21h Welcome to OTOBO!

Latest updated FAQ articles
Open Tickets

How to create a support bundle

My locked tickets (0) | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All tickets (3) Misc - 11/18/2020 15:51 (Europe/Berlin)

TICKET# Y AGE TITLE Gl R
2020112549000027 7d18h  TestIntemal Helpdesk (Dynamic Field) Netwark Operations ARG 18 20eh 520l Evope/Bern)
2020112548000018 7d21h  Test Internal Helpdesk (Dynamic Field)
2020111949000011 14d0h User cannot login to his mail account Latest created FAQ articles
How to create a support bundle
Ticket Queue Overview Misc - 11/18/2020 15:51 (Europe/Berlin)
QUEUE NEW OPEN PENDING REMINDER TOTAL Eompiteniead
Misc 0 3 o a Misc - 11/18/2020 15:30 (Europe/Berin)
Raw 4 0 (1] 4
TOTAL 4 3 0 OTOBO News

OTOBO Launch

Chatbot, Testing, neue Features

Rother 0SS verdfentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother 0SS kindigt neues Open Sourc...

Fig. 2.3: Dashboard Widgets
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2. Drag the widget to the desired position.
3. Drop the widget by releasing the mouse button.
Widgets can have own settings. To configure a widget:
1. Hover the mouse over the widget header.
2. Click on the gear icon in the top right corner.
3. Change the number and set the visible columns by drag and drop.

4. Click on the Save Changes button.

Mew Tickets

Shown Tickets: | 10

Shown Columns: | avaiLABLE COLUMNS VISIBLE COLUMNS (ORDER BY DRAG & DROP)
1. TicketNumber
Filter available fields...
2. Age
Changed 3. Title
Created

Customer Name
Customer ID
Customer User Mame

Customer User ID

Cimmt Mmoo m . T

Save Changes JNed

Fig. 24: Widget Settings

Note: The order of visible columns can be set by rearrange the columns in the Visible columns field.

2.1.1 Dashboard Content Widgets

Note: The widgets can be different depending on the installed packages and system configuration
settings.

The Reminder Tickets widget lists the pending tickets. Pending tickets are set for later work by the
agent, and the reminder time is going to expire soon.

The Escalated Tickets widget lists the escalated tickets. Escalated tickets are after the time set in service
level agreement, and therefore needs to be worked on them immediately.

The New Tickets widget lists the recently created tickets. New tickets are not handled by an agent yet.

The Open Tickets widget lists the open tickets. Open tickets represent the current work done by the
agent.

2.1. Dashboard 1"
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Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none
Fig. 2.5: Reminder Tickets Widget
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
Fig. 2.6: Escalated Tickets Widget
MNew Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!
Fig. 2.7: New Tickets Widget
Open Tickets
All tickets (0)
TICKET# ¥ AGE TITLE
none

Fig. 2.8: Open Tickets Widget
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The Running Process Tickets widget lists the process tickets, that are started, but not finished yet.

Running Process Tickets

All tickets (0)

TICKET# PROCESS ACTIMVITY YAGE TITLE

none

Fig. 2.9: Running Process Tickets Widget
The Ticket Queue Overview widget gives an overview as a ticket count matrix, where the rows represent

queues and the columns represent the ticket states. Each cell displays the number of tickets in a defined
state that belongs to a particular queue.

Ticket Queue Overview

QUEUE MEW OPEN PEMDING REMINDER TOTAL
Misc 3 0 3

Raw 4 0 0 4
TOTAL 4 3 0

Fig. 2.10: Ticket Queue Overview Widget
The Events Ticket Calendar widget displays tickets in a calendar, but this widget does not work out-of-
the-box.
To display the tickets in this calendar, the following settings need to be set by an admin user:

1. Create the following dynamic fields:

Object | Type Name Label
Ticket | Date / Time | TicketCalendarStartTime | Calendar Start Time
Ticket | Date / Time | TicketCalendarEndTime Calendar End Time

2. Navigate to Frontend — Agent — View and select a view to add the dynamic field to.

For example add these dynamic fields to New Phone Ticket screen and New Email Ticket screen
to set the dates at ticket creation time, or to Ticket Free Fields screen to set the dates for existing
ticket in the Miscellaneous — Free Fields menu item of the Ticket Zoom screen.

e Ticket::Frontend: :AgentTicketPhone###DynamicField
- TicketCreateStartTime — 1- Enabled
- TicketCreateEndTime — 1- Enabled
* Ticket::Frontend: :AgentTicketEmail###DynamicField
- TicketCreateStartTime — 1- Enabled
- TicketCreateEndTime — 1- Enabled
* Ticket::Frontend::AgentTicketFreeText###DynamicField

- TicketCreateStartTime — 1- Enabled

2.1. Dashboard 13
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- TicketCreateEndTime — 1- Enabled

3. Add more queues to DashboardEventsTicketCalendar###Queues setting (default is Raw
queue only).

If the dynamic fields contain values for the tickets, the tickets are displayed in the widget.
Hover the mouse over an entry to see the details of the ticket, or click on it to open the ticket in the
Ticket Zoom screen.

Events Ticket Calendar

month  week day Mar 2013 { )] Today
Mo Tu We Th Fr Sa Su
1 2 3
4 5 i} T 8 9 10
11 1 13 14 15 16 17
18 15 20 21 22 23 24
25 26 i 28 iz} 30 31

Ta TODOs for the next week

Fig. 211: Events Ticket Calendar Widget

2.1.2 Dashboard Sidebar Widgets
The following widgets are located on the right sidebar. There is a Settings widget to turn other widgets
on or off, and some information widgets also displayed here.
The Settings widget lists all available widgets on the screen.
To turn on or off a widget:
1. Expand the Settings widget in the right sidebar by clicking on its header bar.
2. Modify the checked state of a checkbox.

14 Chapter 2. Dashboard
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w Settings

Reminder Tickets
Escalated Tickets

Mew Tickets

Open Tickets

Running Process Tickets

7 Day Stats

Upcoming Events

Ticket Queue Overview

_| Events Ticket Galendar
Out Of Office

Latest updated FAQ articles
Latest created FAQ articles
_| Logged-In Users

OTOBO News

| Appointments

Save settings

Fig. 2.12: Settings Widget

2.1. Dashboard
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3. Click on the Save settings button.

The 7 Day Stats widget displays the number of created and closed tickets in the last seven days.

7 Day Stats
@ Created @ Closed
1
O = = = = = =
1

Fri Sat Sun Mon Tue Wed Tho

Fig. 213: 7 Day Stats Widget

The Upcoming Events widget displays entries from the Calendar.

Upcoming Events

none

Fig. 2.14: Upcoming Events Widget

The Out Of Office widget displays the agents, who are currently out of office. This information can be
set in the User Profile module of the Personal Preferences.

Note: If currently no agents are out of office, this widget is not displayed.

The Latest updated FAQ articles widget displays the FAQ articles, that are updated recently.
The Latest created FAQ articles widget displays the FAQ articles, that are created recently.

The Logged-In Users widget displays the currently online agents and customer users.

16 Chapter 2. Dashboard
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Out Of Office

Jane Doe until 12/04/2020

Fig. 215: Out Of Office Widget

Latest updated FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

Fig. 216: Latest Updated FAQ Articles Widget

Latest created FAQ articles

How to create a support bundle

Misc - 11/18/2020 15:51 (Europe/Berlin)
Computer is dead

Misc - 11/18/2020 15:30 (Europe/Berlin)

Fig. 217: Latest Created FAQ Articles Widget

Logged-In Users
Agents (1) | Customers [0)

® Admin OTOBO

Fig. 218: Logged-In Users Widget

2.1. Dashboard
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The OTOBO News widget displays news from an RSS feed.
See also:

To change the RSS feed source, see DashboardBackend###0410-RSS setting.

OTOBO News!

OTOBO 10.0.21

OTOBO 10.1.10

OTOBO 10.1.9

OTOBO 10.0.20

OTOBO 11 Beta

OTOBO Add-On: Rocket.Chat Integration

Fig. 219: OTOBO News Widget

The Appointments widget displays the appointments for today, tomorrow and for this week.

Click on the Add Appointment button to open the New Appointment dialog.

Appointments

4 | New Appointment

Today (0)

START = TITLE
none

Fig. 2.20: Appointments Widget

18 Chapter 2. Dashboard



CHAPTER 3

Personal Menu

Use this menu to customize your profile in OTOBO. The personal menu is available via your avatar in
the top left corner.

All settings changed in this menu affect only your profile, and does not affect the behavior of OTOBO
for other agents.

3.1 Notifications

Use this screen to get an overview of notifications. The notification overview screen is available in the
Notifications menu item of the Avatar menu.

If unread notifications are in this screen, a flag icon with number also indicates the number of unread
notifications in the toolbar.

Notification Web View: All Notifications

All Motifications 0 Seen Notifications 0 Unseen Motifications 0 Ticket Notifications 0 Appointment Notifications 0 Calendar Notifications 0 [ -]

U s |

Mo notification data found.

Fig. 3.1: Notification Web View Screen

Notifications can be filtered by clicking on a state name in the header of the overview widget. There
is an option All Notifications to see all notifications. The numbers after the state names indicate how
many notifications are in each state.

To limit the number of displayed notifications per page and adjust visible columns:
1. Click on the gear icon in the top right corner of the overview header.

2. Select the maximum number of notifications displayed per page and set the visible columns by
drag and drop.

19
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3. Click on the Submit button.

Note: The order of visible columns can be set by rearrange the columns in the Visible columns field.

3.2 Personal Preferences

Use this screen to set personal preferences in OTOBO. The personal preferences screen is available in
the Personal Preferences menu item of the Avatar menu.

This overview screen consists of three modules.
e User Profile
» Notification Settings

* Miscellaneous

Preferences
e ~
User Profile Notification Settings
Change your password and more. Choose which notifications you'd...

Miscellaneous
Tweak the system as you wish.

Fig. 3.2: Preferences Modules

Each module consists of widgets, which have two columns. In the first column is the setting, and in the
second column is a description for the setting.

Note: Do not forget to apply the changes by clicking on the tick icon in the right part of the widget.

3.2.1 User Profile

This is the agent profile, where the account related settings can be changed.

Change password

In this widget the current password can be changed. To change the password, all fields must be filled.

Current password Type your current password for security reasons, if you want to change it.

20 Chapter 3. Personal Menu
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Change password

Current password:

Set a new password by filling in w
= and a new

MNew pa ssword: one,

Verify password:

Fig. 3.3: Change Password Widget

New password Type your new password here.

Verify password Type your new password again to avoid misspelling the new password.

Google Authenticator

See also:

System configuration PreferencesGroups###GoogleAuthenticatorSecretKey needs to be acti-
vated to use this feature.

This is a two factor authentication token described in RFC6238 to improve the account security. Google
Authenticator is a mobile application to generate tokens, but any other generator application can be
used.

Google Authenticator

Shared Secret; Cenerake

Fig. 34. Google Authenticator Widget

Shared Secret This is a string to use for token generation. It must contain only uppercase letters (A-Z)
and numbers (2-7). Click on the Generate button to generate a secret.

Warning: Make sure that you add the shared secret to your generator application and the
application works well. Otherwise you will be not able to login anymore without the two factor
token.

Avatar

Here can be changed the image used as avatar image in Ticket Zoom screen and in the main menu.

It is not possible to upload an avatar image directly in OTOBO. You have to register your email address
on Gravatar to use this feature. Otherwise the first letters of first name and last name will be displayed.

Language

Use this widget to set the language for the OTOBO user interface.

Only those languages are listed by default, in which OTOBO is translated more than 95%. To see all
available languages, click on the refresh icon next to the drop-down list.

3.2. Personal Preferences 21
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Avatar

You can change your avatar image by registering with your Change your avatar image.
emall address jado@trash-mail.net at ' gravatar.com. Flease

nate that it can take some time until your new avatar becomes available

because of caching.

Fig. 3.5: Avatar Widget

Language
English (United States) Select the main interface °
language.
Fig. 3.6: Language Widget
See also:

Translation status of incomplete languages are low, but you can help to improve the translation. See
the developer manual for more information about translating OTOBO.

Time Zone

Each agent has to set the timezone of the current location to get proper date and time calculation in
OTOBO.

Time Zong

Europa/Berdin Select your personal time zone. °
All times will be displayed

relative to this time zone.

Fig. 3.7: Time Zone Widget

Select the location where you are currently in.

Out Of Office Time

With this widget agents can inform other agents about absence. This is useful for resource planning
and workload balancing.

Active The function can be turned on or off.

Start The first day of absence.

End The last day of absence.

22 Chapter 3. Personal Menu
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Out Of Office Time

X If you're going to be out of
Active: On Off
o office, you may wish to let other
Start: I 12 Jfl 03 J'rl 2020 ;l E users know by setting the exact

dates of your absence.

End: (12 ~J/{oa ~]{z020 =] ()

Fig. 3.8: Out Of Office Time Widget

3.2.2 Notification Settings

These settings are for customizing personal notifications.

My Quevues

In this widget some queues can be selected as preferred queues. Tickets in this queues will be displayed
under the Tickets in My Queues filter of the ticket widgets, and notifications will be sent, if new tickets
are available in one of the selected queues.

In Queue View only those queues will be displayed under My Queues filter, that are selected in this
widget.

In case of owner or responsible selection, only agents are listed by default as potentially owner or
responsible, who are set the queue as preferred queue in this widget.

My Queues

Your queue selection of your °

preferred queues. You also get
notified about those queues via
email if enabled.

Fig. 3.9: My Queues Widget

Select one or more queues from the drop-down list.

My Services

See also:
System configuration Ticket : : Service needs to be activated to use this feature.
In this widget some services can be selected as preferred services.

In Service View only those services will be displayed under My Services filter, that are selected in this
widget.

Select one or more services from the drop-down list.
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My Services

Your service selection of your °

preferred services. You also get
notified about those services via
email if enabled.

Fig. 310: My Services Widget

Ticket Notifications

In this widget can be selected the methods used for any kind of ticket notifications.

Ticket notifications
NOTIFICATION Choose for which kind of ticket °

changes you want to receive

notifications. Please note that

you can't completely disable

notifications marked as

Ticket create notification

Ticket follow-up nofification (locked)
Ticket follow-up notification (unlocked)
Ticket lock timeout notification

Ticket gueue update notification
Ticket service update notification

mandatory.

o000 R

Fig. 311: Ticket Notifications Widget

The possible methods are Email, Web View or SMS.

Appointment Notifications

In this widget can be selected the methods used for appointment notification.

Appointment notifications

NOTIFICATION = Choose for which kind of o
appointment changes you want
Appointment reminder notification to receive notifications.

Fig. 312: Appointment Notifications Widget

The possible methods are Email, Web View or SMS.

My Chat Channels

See also:

System configuration ChatEngine: :Active needs to be activated to use this feature.
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In this widget some chat channels can be selected as preferred external chat channels. You will be
notified about external chat requests in these chat channels.

In Manage Chats screen only those chat channels will be displayed under My Chat Channels filter, that
are selected in this widget.

My Chat Channels

Your selection of your preferred »
external chat channels. You will

be notified about external chat

requests inthese chat channels.

Fig. 313: My Chat Channels Widget
Select one or more chat channels from the drop-down list. An agent needs to select in which chat
channels want to be available. Customers will only be able to create a new chat request on a certain

channel if at least one agent with owner permissions has selected this channel in their preferences and
is set as available for external chats by the chat availability icon in the Dashboard header toolbar.

3.2.3 Miscellaneous

These settings are for change of visual appearance of OTOBO.
Skin
In this widget can be selected the skin, that OTOBO should wear.

Skin

Default Select your preferred layout for °
the software.

Fig. 314: Skin Widget

Select a skin from the drop-down list.

Overview Refresh Time

It is possible to make overview screens automatically refreshed after a period of time.

Owverview Refresh Time

off If enabled, the different °

overviews (Cashboard,
LockedView, Queueview) will
automatically refresh after the
specified time.

Fig. 315: Overview Refresh Time Widget
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Select a refresh interval from the drop-down list.

Warning: Refreshing the overview screens too often can cause performance issues on large sys-
tems with many agents.

Screen after new ticket
Select, which screen should be shown after a new ticket has been created.

Screen after new ticket

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

been created.

Fig. 3.16: Screen After New Ticket Widget

Select a screen from the drop-down list.

3.2.4 Advanced

In this module can be configured some system configuration options.

w Personal Preferences Advanced

Preferences

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

Fig. 317: Advanced Preferences Screen

To modify a setting:
1. Use the tree navigation in the left sidebar to find the desired setting.
2. Modify the value.
3. Click on the tick button in the right side of the setting widget.

The modified settings have a gray border on the left.

To reset a setting:

1. Click on the reset icon in the top right corner of the setting widget.
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*« Personal Preferences Advanced
Preferences
Set up your personal preferences. Save each

setting by clicking the checkmark on the right
You can use the navigation tree below to only
show settings from certain groups.
w Navigation
+ Frontend

» Agent(2)

Frontend Agent

Ticket:Frontend::PendingDiff Time

86401

Ticket:Frontend::RedirectAfterCloseDisabled

Enabled

Time in seconds that gets added
tothe actual time if setting a
pending-state (default: 86400 =
1 day)

Disables the redirection to the
last screen overview / dashboard
after a ticket is closed.

Fig. 318: Advanced Preferences - Tree navigation Screen

3.3 Logout

Use this menu item to leave OTOBO and go to the login screen.

Note: Clicking on this menu item will logout the agent without confirmation.

3.3. Logout
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Customers

Use this menu to get overview screens for customers and customer users. Both customers and cus-
tomer users can be managed here.

41 Customer Information Center

Customer information center is a dashboard, which displays all relevant tickets and customer users
of a customer. This dashboard has the same purpose as the agent dashboard: to see all relevant
information at a glance.

Use this screen to access the customer dashboard. The dashboard is available in the Customer Infor-
mation Center menu item of the Customers menu.

411 Manage Customer Tickets

Clicking on the Customer Information Center menu item will open a search dialog to search for a cus-
tomer or a customer user. At least two characters need to be entered here.

r M
Search x

Customer:

GCustomer User:

Fig. 4.1: Customer or Customer User Search Dialog

Note: Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customers or customer
users.
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After a customer or a customer user is selected, the Customer Information Center dashboard will be
opened. The dashboard contains many widgets.

Note: The order of the widgets can be rearranged by drag and drop, and the widgets can be removed
with the close icon on the top right corner of each widget.

See also:

See chapter Dashboard for more detailed explanation of managing widgets.

Customer Information Center — Acme Inc. (acme.co)

Customer Users P Settings
Add Customer User
Company Status
CUSTOMER USERID  CUSTOMER USER INFORMATION OPEN CLOSED  PHONETICKET  EMAILTICKET = EDIT
“Wyle Coyote" Escalated tickets: 0
we 3 1 Create Create & o

<we@acme.example.com:
o Open tickets: 3

Closed tickets: 1
Reminder Tickets

All tickets: 4
My locked tickets (0)

TICKET# AGE TITLE
Customer Information
none
Customer: Acme Inc.
Escalated Tickets Comment: A great company
All tickets (0)
TICKET# AGE TITLE
none
New Tickets
All tickets (0)
TICKET# YAGE TITLE
none
Open Tickets
All tickets (3)
TICKET# YAGE TITLE
2020112549000027 7d20h Test Internal Helpdesk (Dynamic Field) Metwork Operations
2020112549000018 7d22h Test Internal Helpdesk (Dynamic Field)
2020111949000011 1dd1h User cannot login to his mail account

Fig. 4.2: Customer Information Center Dashboard

Customer Information Center Content Widgets
The Customer Users widget is used to list all customer users belong to the customer. It is possible to
add or edit customer users, see the details and create tickets directly from the widget.
To add a new customer user:
1. Click on the Add Customer User button in the top of the widget.
2. Fill'in the required fields.
3. Click on the Save button.
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Customer Users

) Add Customer User

CUSTOMER USER ID CUSTOMER USER INFORMATION OPEN CLOSED PHOME TICKET EMAIL TICKET EDIT

“Wyle Coyote"
we 3 1 Create Create [
<we@acme.example.com:

Fig. 4.3: Customer Users Widget

To edit a customer user:
1. Click on the pencil icon in the last column of the table.
2. Modify the fields.
3. Click on the Save or Save and finish button.
To see the details of a customer user:
1. Click on the name of a customer user.
2. See the customer and all relevant tickets in the Customer User Information Center.
To create new ticket for a customer user:
1. Click on the Create link in the Phone Ticket or Email Ticket column.
2. Follow the instruction in New Phone Ticket or in New Email Ticket screen.
To search for tickets of a customer user:
1. Click on the numbers in the Open or Closed column.
2. Find the needed ticket in the new screen.
The following widgets display tickets related to a customer.
Each ticket widget has an own filter for displaying:
» My locked tickets: tickets which are locked by the current agent.
 Tickets in My Queues: tickets which are in queues selected in Personal Preferences.
* All tickets: all tickets in this kind of widget.
The Reminder Tickets widget lists the pending tickets. Pending tickets are set for later work by the

agent, and the reminder time is going to expire soon.

Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

Fig. 44: Reminder Tickets Widget

The Escalated Tickets widget lists the escalated tickets. Escalated tickets are after the time set in service
level agreement, and therefore need to be worked on them immediately.

The New Tickets widget lists the recently created tickets. New tickets are not handled by an agent yet.
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Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none
Fig. 4.5: Escalated Tickets Widget
Mew Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!

Fig. 4.6: New Tickets Widget

The Open Tickets widget lists the open tickets. Open tickets represent the current work done by the
agent.

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

Fig. 4.7: Open Tickets Widget

Customer Information Center Sidebar Widgets
The following widgets are located on the right sidebar. There is a Settings widget to turn other widgets
on or off, and some information widgets are also displayed here.
The Settings widget lists all available widgets on the screen.
To turn on or off a widget:
1. Expand the Settings widget in the right sidebar by clicking on its header bar.
2. Modify the checked state of a checkbox.
3. Click on the Save settings button.

The Company Status widget displays the number of tickets of the current customer categorized by
state.

The Customer Information widget displays information about the current customer.
See also:

Customer information can be changed in Customer Administration.
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w Settings

Customer Users
Reminder Tickets
Escalated Tickets
MNew Tickets

Open Tickets
Company Status
Customer Information

Save settings

Fig. 4.8: Settings Widget

Company Status

Escalated tickets: ©
Open tickets: 3
Closed tickets: 1

All tickets: 4

Fig. 4.9: Company Status Widget

Customer Information

Customer: Acme Inc.

Comment: A great company

Fig. 410: Customer Information Widget

4. Customer Information Center
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4.2 Customer User Information Center

Customer user information center is a dashboard, which displays all relevant tickets and customers of
a customer user. This dashboard has the same purpose as the agent dashboard: to see all relevant
information at a glance.

Use this screen to access the customer user dashboard. The dashboard is available in the Customer
User Information Center menu item of the Customers menu.

4.2.1 Manage Customer User Tickets

Clicking on the Customer User Information Center menu item will open a search dialog to search a
customer user. At least two characters need to be entered here.

r M
Search x

Customer User:

Fig. 411: Customer User Search Dialog

Note: Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

After a customer user is selected, the Customer User Information Center dashboard will be opened. The
dashboard contains many widgets.

Note: The order of the widgets can be rearranged by drag and drop, and the widgets can be removed
with the close icon on the top right corner of each widget.

See also:

See chapter Dashboard for more detailed explanation of managing widgets.

Customer User Information Center Content Widgets
The Customer IDs widget is used to list all customers to whom the customer user belongs to. Itis possible
to edit the customer and see the details directly from the widget.
To edit a customer:
1. Click on the pencil icon in the last column of the table.
2. Modify the fields.
3. Click on the Save or Save and finish button.
To see the details of a customer:
1. Click on the name of a customer.
2. See the customer users and all relevant tickets in the Customer Information Center.

To search for tickets of a customer:
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Customer User Information Center — "Wyle Coyote" <we@acme.example.com>

Customer |Ds

3 Change Customer Relations

CUSTOMER ID
acme.co

MNAME COPEMN CLOSED EDIT
Acme Inc. 3 1 [rg

Reminder Tickets

Assigned to customer user | Accessible for customer user | My locked tickets (0) | My responsibilities (0)

Tickets in My Queuss (0} | Tickets in My Services (0} | Al tickets (0)

TICKET# TIMLE
none

Escalated Tickets

Asgignad to customer user | Accessible for customer user | My locked tickets (0) My responsibilities (0)

Tickets in My Queues (0) | Tickets in My Services (0) | All ickets {0)
TICKET# AGE TITLE
none
New Tickets

Assigned to customer user | Accessibie for customer user | My locked tickets (0) | My responsibilities ()

Tickets in My Queues (0) | Tickets in My Services (0) | All tickets {0)
TICKET# TAGE TITLE
nane
Open Tickets

Assignad to customer user | Accessible for customer user | My locked tickets (2) My responsibilities (3)

Tickets in My Queues (3) | Tickets in My Services (0) | All tickets (3)

TICKET# Y AGE TITLE

2020112548000027 7d20h Test Internal Helpdesk (Dynamic Field) Network Operations

2020112549000018 7d22h Test Internal Helpdesk (Dynamic Field)

2020111948000011 14d1h User cannet login to his mail account

Fig. 412: Customer User Information Center Dashboard
Customer IDs

CUSTOMERID MNAME OPEN CLOSED
stark-industries Stark Industries 0 0

Fig. 413: Customer IDs Widget

» Settings

Customer User Information

Firstname: Wyle
Lasiname: Coyote
Usemame: we

Emall: we@acme.example.com

Customer Information

Customer: Acme Inc.

Gomment: A great company

EDIT

4.2. Customer User Information Center
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1. Click on the numbers in the Open or Closed column.
2. Find the needed ticket in the new screen.
The following widgets display tickets related to a customer user.
Each ticket widget has an own filter for displaying:
» Assigned to customer user: tickets which are assigned to the customer user.
+ Accessible for customer user: tickets which are accessible for customer user.
» My locked tickets: tickets which are locked by the current agent.
 Tickets in My Queues: tickets which are in queues selected in Personal Preferences.
* All tickets: all tickets in this kind of widget.

The Reminder Tickets widget lists the pending tickets. Pending tickets are set for later work by the
agent, and the reminder time is going to expire soon.

Reminder Tickets
Assigned to customer user My locked tickets (0]
TICKET# AGE TITLE
none

Fig. 414: Reminder Tickets Widget

The Escalated Tickets widget lists the escalated tickets. Escalated tickets are after the time set in service
level agreement, and therefore needs to be worked on them immediately.

Escalated Tickets

Assigned to customer user

All tickets (0)

TICKET# AGE TITLE
none

Fig. 415: Escalated Tickets Widget

The New Tickets widget lists the recently created tickets. New tickets are not handled by an agent yet.

The Open Tickets widget lists the open tickets. Open tickets represent the current work done by the
agent.

Customer User Information Center Sidebar Widgets

The following widgets are located on the right sidebar. There is a Settings widget to turn other widgets
on or off, and some information widgets also displayed here.

The Settings widget lists all available widgets on the screen.
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MNew Tickets

Assigned to customer user | Accessible for customer user My locked tickets (0) My responsibilities (0)

Tickets in My Queues (0} | Tickets in My Services () | All tickets {0)

TICKET# YAGE TITLE
none
Fig. 416: New Tickets Widget
Open Tickets
Assigned to customer user | Accessible for customer user My locked tickets (2) My responsibilities (3)

Tickets in My Queues (3) Tickets in My Services (0) | All tickets (3)

TICKET# YAGE TITLE

2020112549000027 7d20h Test Internal Helpdesk (Dynamic Field) Network Operations
2020112549000018 7d22h Test Internal Helpdesk (Dynamic Field)

2020111949000011 14d1h User cannot login to his mail account

Fig. 417: Open Tickets Widget

w Settings

Customer IDs

Customer User Information
Reminder Tickets
Escalated Tickets

MNew Tickets

Open Tickets

Customer Information

Save settings

Fig. 418: Settings Widget

4.2. Customer User Information Center
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To turn on or off a widget:
1. Expand the Settings widget in the right sidebar by clicking on its header bar.
2. Modify the checked state of a checkbox.
3. Click on the Save settings button.

The Customer User Information widget displays information about the current customer user.

Customer User Information

Firsiname: Wyle
astname: Coyote
Lisername: we

Emall: we@acme.example.com

Fig. 419: Customer User Information Widget

The Customer Information widget displays information about the current customer.

Custormer Information
Customer: Acme Inc.

Comment: A great company

Fig. 4.20: Customer Information Widget

See also:

Customer user information can be changed in Customer User Administration.

4.3 Customer User Administration

A record of who your company deals with requires more information about that individual: physical
location for shipping and billing purposes, as well as contact information for email and phone contact.

OTOBO offers a great way to save individual information about contacts within organizations which
your company serves. You can add as many personal connections into OTOBO as needed.
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Use this screen to add a customer user to the system. A fresh OTOBO installation contains no customer
users by default. The customer user management screen is available in the Customer User Adminis-
tration menu item of the Customers menu.

L. Gustomer User Management
Actions List (1 total)
@ USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN VALIDITY
Wikdeards like ** are allowad we Wyle Coyote ~ we@acme.example.com  acme.co 11/19/2020 13:03 (Europe/Berlin) valid
Add Customer User

Database Backend

Hint

Gustomer user are needed to have a customer
history and to login via customer panel.

Fig. 4.21: Customer User Management Screen

4.31 Manage Customer Users

warning: A customer user can only be added to the system when at least one customer exists.
Create a customer in Customer Administration first.

Note: Adding or editing a customer user is possible only by using database back end. Using external
directory services like LDAP will disable the customer user management functionality.

To add a customer user:
1. Click on the Add Customer User button in the left sidebar.
2. Fill in the required fields.
3. Click on the Save button.

Warning: Customer users can not be deleted from the system. They can only be deactivated by
setting the Validity option to invalid or invalid-temporarily.

To edit a customer user:
1. Click on a customer user in the list of customer users.
2. Modify the fields.
3. Click on the Save or Save and finish button.
To find a customer user:
1. Enter a search term to the search box in the left sidebar.

2. Click on the magnifying glass icon in the right part of the field or hit an Enter.
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Add Customer User

Title or salutation:
#* Firstname:
# Lastname:
* Lsername:

Password:
+ Email:
# CustomerlD:
Phone:
Fax:
Mobile:
Streat:
Zipe

City:
Country:
Comment:
#* Valid:

Google Authenticator:

Interface language:

Time Zone:

Ticket overview:

Number of displayed tickets:

PGP Key:

valid

Enter your shared secret to enable two factor authentication. WARNING: Make sure that
you add the shared secret to your generator application and the application works well.
Otherwise you will be not able to login anymore without the two factor token.Shared
Secret

English (United States)

Select the main interface language.Language

uTtc

Select your personal time zone. All times will be displayed relative to this time zone.Time
Zone

off

Select after which period ticket overviews should refresh automatically.Refresh interval

25

Select how many tickets should be shown in overviews by default. Tickets per page

Durchsuchen...  Keine Datei ausgewshit.

Upload your PGP key.PGP Key

@ or Gancel
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Edit Customer User

Title or salutation:
# Firstname:
% Lastname:
# Username:

Password:
* Email:
* CustomeriD:
Phone:
Fax:
Maobile:
Strest:
Zip:

City:
Country:
Comment:
# Valid:

Google Authenticator:

Interface language:

Time Zone:

Ticket overview:

MNumber of displayed tickets:

PGP Key:

Wyle

Coyote

we
we@acme.example.com

acme.co

valid

Enter your shared secret to enable two factor authentication. WARNING: Make sure that
you add the shared secret to your generator application and the application works well.
Otherwise you will be not able to login anymore without the two factor token.Shared
Secret

English (United States)
Select the main interface language.Language

UTG

Select your personal time zone. All times will be displayed relative to this time zone.Time
Zone

off
Select after which period ticket overviews should refresh automatically.Refresh interval
25

Select how many tickets should be shown in overviews by default. Tickets per page

Durchsuchen...  Keine Datei ausgewahlt.

Upload your PGP key.PGP Key

@ or @ VCELCRGITEL W or Cancel
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Note: If several customer users are added to the system, use the search box to find a particular
customer user. Only the first 1000 customer users are listed by default.

The customer user permissions can be controlled by adding a customer or a customer user to groups.
This can result a complex matrix of permissions. The effective permissions for a customer user can be
checked in the bottom of the Edit Customer User screen.

Effective Permissions for Customer User

Group Permissions

GROUP RO RW
Lsers v v

Table above shows effective group permissions for the customer user. The matrix takes into account all inherited permissions
(e.q. via customer groups). Note: The table does not consider changes made to this form without submitting it.

Customer Access

CUSTOMER DIRECT
acme.co Acme Inc. w

Table above shows granted customer access for the customer user by permission context. The matrix takes into account all
inherited access (e.g. via customer groups). Note: The table does not consider changes made to this form without submitting it.
Fig. 4.24: Effective Permissions for Customer User Widget

See also:

Customer group support needs to be enabled to use this feature. Please contact your administrator.

Note: Only administrators can add customer users to groups.

4.3.2 Customer User Settings

The following settings are available when adding or editing this resource. The fields marked with an
asterisk are mandatory.

Note: These are the default fields available for the internal database table.

Title or salutation Some name prefix can be added here like Mr,, Dr,, Jr, etc.

Firstname * The first name of the customer user.

Lastname * The last name of the customer user.

Username * The username of the customer user to login to the system.

Password The password of the customer user. This will be auto-generated if left emptuy.
Email * The email address of the customer user.

Customer * The customer company the customer user belongs to. Select a customer from the list.
Customers can be added in Customer Administration.
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Phone The phone number of the customer user.
Fax The fax number of the customer user.

Mobile The cellphone number of the customer user.
Street The street name of the customer.

Zip The zip code of the customer.

City The headquarter city of the customer.

Country The country of the customer user.

Comment Add additional information to this resource. It is recommended to always fill this field as a
description of the resource with a full sentence for better clarity, because the comment will be
also displayed in the overview table.

Validity * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set
to valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

4.4 Customer Administration

Use this screen to add customer companies to the system. A fresh OTOBO installation contains no
customers by default. The customer management screen is available in the Customer Administration
menu item of the Customers menu.

w Customer Management
Actions (1 total)
IE‘ CUSTOMER ID NAME COMMENT VALIDITY ~ CHANGED CREATED
Wildcards like ™" are allowed. 11/02/2020 11/02/2020
acme.co Acme Inc. A great company valid 13:35 13:35
(Europe/Berir)  (Europe/Berin

Database Backend

Fig. 4.25. Customer Management Screen

441 Manage Customers

Note: Adding or editing a customer is possible only by using database back end. Using external
directory services like LDAP will disable the customer management functionality.

To add a customer:
1. Click on the Add Customer button in the left sidebar.
2. Fill in the required fields.
3. Click on the Save button.

4.4. Customer Administration 43



OTOBO User Manual, Release 10.1

Add Customer

* CustomerlD:

* Customer:

+ Walid: valid

@ or Cancel

Fig. 4.26: Add Customer Screen

Warning: Customers can not be deleted from the system. They can only be deactivated by setting
the Validity option to invalid or invalid-temporarily.

To edit a customer:
1. Click on a customer in the list of customers.
2. Modify the fields.
3. Click on the Save or Save and finish button.
To find a customer:
1. Enter a search term to the search box in the left sidebar.

2. Click on the magnifying glass icon in the right part of the field or hit an Enter.

Note: If several customers are added to the system, use the search box to find a particular customer.
Only the first 1000 customers are listed by default.

4.4.2 Customer Settings

The following settings are available when adding or editing this resource. The fields marked with an
asterisk are mandatory.

Customer ID * The internal name of the customer. Should contain only letters, numbers and some
special characters.

Customer * The name of this resource. Any type of characters can be entered to this field including
uppercase letters and spaces. The name will be displayed in the overview table.
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Edit Customer

# CustomerlD: acme.co
* Customer: Acme Inc.
123 Anywhere St.
12346
Somevillage
United States of America
hitps://acme.example.com
A great company

# Valid:  walid

Fig. 4.27: Edit Customer Screen

Street The street name of the customer.

Zip The zip code of the customer.

City The headquarter city of the customer.

Country The country of the customer. Choose a country from the list.
URL The web page or other URL of the customer.

Comment Add additional information to this resource. It is recommended to always fill this field as a
description of the resource with a full sentence for better clarity, because the comment will be
also displayed in the overview table.

Validity * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set
to valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.
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CHAPTER D

Calendar

When working with customers, resource planning and scheduling can be a complex task. Appointments
enable you to meet your customers where and whenever needed.

OTOBO supports this requirement with calendars. Calendars allow management of appointments and
resources inside the ticket system. You can connect your tickets to scheduled tasks and make them
available to all users to see. This feature adds transparency to show your team’s workload and prevent
users from promising resources which are not available.

5.1 Calendar Overview

Use this screen to get an overview of the added calendars. The overview screen is available in the
Calendar Overview menu item of the Calendar menu.

Note: There are no calendars added by default. Please contact your administrator to add one ore
more calendars.

Calendar Overview

Actions Calendar

No calendars found. Please add a calendar first by using Manage Calendars page.

Fig. 51: No Calendars Found

This overview works the same like usual calendars. Different time periods and timelines can be selected
to view appointments, and it is possible to jump between different periods.

Check or uncheck the checkboxes in the Calendars widget to show or hide appointments in a specific
calendar.
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Calendar

Month = Week Day Timeling Month | Timeline Week | Timeline Day

30 Nov - 6 Dec 2020

MON, 30 NOV TUE, 1 DEC

Jump | Today £ >

WED, 2 DEC

o 08,1042 .14 16 .18 .20 .22 00 02 04 06 08 10 12 14 16 18 20 22 00 02 04 06 08 10

Fig. 5.2: Calendar Overview Screen

Calendars

Just start typing to filter...

NAME URL
B admin-calender |

Fig. 5.3: Calendars Widget
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To view appointments in external calendar applications:

1. Click on the Copy public calendar URL icon in the last column of Calendars widget to copy the
URL to clipboard.

2. Open your external calendar application.

3. Insert the URL into your external calendar application.

Note: If several calendars are added to the system, use the filter box to find a particular calendar by
just typing the name to filter.

Wwithin the calendar overview, an agent is able to display, create, edit and/or delete appointments of
different calendars, depending on their permission level to the related calendars. Such appointments
can be created or edited via drag and drop within this screen.

To add a new appointment:
1. Click on the Add Appointment button in the left sidebar.
2. Fill in the required fields.
3. Click on the Save button.
See also:
The Appointment dialog is explained in New Appointment chapter.
To edit an appointment:
1. Click on an appointment in the calendar overview.
2. Modify the fields.
3. Click on the Save button.
To copy an appointment:
1. Click on an appointment in the calendar overview.
2. Click on the Copy button.
To delete an appointment:
1. Click on an appointment in the calendar overview.
2. Click on the Delete button.

3. Click on the OK button in the confirmation dialog.

5.2 Agenda Overview

Within the agenda overview, an agent is able to display the appointments of all available (accessible)
calendars in a table-like overview. This overview is designed to have a detailed list of upcoming ap-
pointments in a structured table. Like in Calendar Overview appointments can be created, edited or
deleted.

Note: There are no calendars added by default. Please contact your administrator to add one ore
more calendars.
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Appointment x
Basic information

* Title:

Description:

Location:

* Calendar:

Resource

This feature is currently not available.

Date/Time

startdate: [12 +)/ 03 =) 2020 =] [F-[18 ~J{00 =]
End date: [12 +|{03 =|{2020 =] [)-[19 ~]{00 ~]

All-day:

Repeat: = MNever

MNotification

Motification: Mo notification

Link

Ticket:

[+ Save J Cancel

Fig. 54: Appointment Dialog
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r M
Appointment x
Basic information
% Title: Customer Meeting
Description:
i
Location:
* Calendar:  admin-calender
Resource
This feature is currently not available.
Date/Time
startdate: [12 +)/ 03 =) 2020 = [F-[18 ~J{00 =]
End date: [12 +|{03 =|{2020 =] [-[19 ~]{00 ~]
All-day: [
Repeat: = MNever
MNotification
Motification: | No notification
Link
Ticket:
k Fi
Fig. 5.5: Edit Appointment Dialog
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Agenda Overview

Month Week Day

f Manage Calendars Add Appointment 11/23/2020 - 11/29/2020 . .

CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION
No data found.

Fig. 5.6: No Calendars Found

This overview supports a monthly, weekly and daily point of view on available appointments.

Agenda Overview

Month ‘Week Day

£ Marage Galendars 11/30/2020 — 12/06/2020 { ooy 1 ] J

CALENDAR TITLE START DATE END DATE ALL-DAY REPEAT NOTIFICATION
12/03/2020

admin- Gustomer 12/03/2020 18:00:00 12/03/2020 19:00:00 No No No

calender Meeting {Europe/Berlin) (Europe/Berlin}

Fig. 5.7. Agenda Overview Screen

5.3 Resource Overview

Note: Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need
it beforehand, please contact sales@otobo.de, we will find a solution.

>4< OTRS

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

Find out more

Fig. 5.8: Upgrade Dialog
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5.4 New Appointment

Use this menu item to add new appointments to calendars. New appointments can be also added by
clicking on the Add Appointment button either in Calendar Overview or in Agenda Overview screens.
It is also possible to drag over a range of the calendar widget to setup a rough time span. Right after
that, a dialog appears where the data can be inserted.

5.4.1 Appointment Settings
The following settings are available when adding or editing this resource. The fields marked with an
asterisk are mandatory.

Title * The name of this resource. Any type of characters can be entered to this field including upper-
case letters and spaces. The name will be displayed in the overview table.

Description Add additional information to this resource. It is recommended to always fill this field as a
description of the resource with a full sentence for better clarity.

Location If the location contains a value, a related link icon will show up next to the field which by
default links to Google map to get a better picture of the location.

See also:

This link is configurable through the system configuration option
AgentAppointmentEdit::Location: :Link.

Calendar * Select the calendar to whom the appointment will be added to.

Resource

Note: Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need
it beforehand, please contact sales@otobo.de, we will find a solution.

Start date The start date of the appointment.
End date The end date of the appointment.

All-day This checkbox indicates that the appointment takes place on the whole day. If it is checked,
time of the start date and the end date will be disabled and set to 00:00.

Repeat Define appointment recurrences and will be described separately, see Repeating Appoint-
ments below.

Notification Define time periods an appointment notification should be sent before the appointment
start.

See also:
Appointment notifications can be set in admin interface. Please contact your administrator.

Ticket Tickets and other objects can be linked to the appointment with this search field.

Note: Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all tickets.
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Appointment x
Basic information

* Title:

Description:

Location:

* Calendar:

Resource

This feature is currently not available.

Date/Time

startdate: [12 +)/ 03 =) 2020 =] [F-[18 ~J{00 =]
End date: [12 +|{03 =|{2020 =] [)-[19 ~]{00 ~]

All-day:

Repeat: = MNever

MNotification

Motification: Mo notification

Link

Ticket:

[+ Save J Cancel

Fig. 5.9: Appointment Dialog
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Repeating Appointments

If appointments need to be created in a recurring manner, it is possible to setup detailed information
about the occurrences of an appointment.

To create repeating appointments:
1. Select Start date and End date (or check All day).
2. Select from the pre-defined frequencies of the occurrences or choose custom settings.

3. Choose either a date to repeat until or an amount of times to repeat.

Date/Time

Start date: [12 ~)/01 ~]{ 2020 ] [™- 08 ~]{00 ~]
Enddate: [12 -|{01 ~|{ 2020 ~| ﬂ—|1s x]{o0 |

All-day:

Repeat: | Ewvery Day
uniil

(2 =Ie6 <1/ 702 =] ()

Fig. 510: Repeating Appointments

After all decisions are made and the settings are saved successfully, the appointment will be marked
as recurring appointment. The parent appointment will be marked with circle-arrow-symbol and the
child appointments with a chain-symbol.

Calendar
Month = Week Day Timeline Month | Timeline Week | Timeline Day Jump | Today < >
30 Nov - 6 Dec 2020

TUE, 1 DEC WED, 2 DEC THU, 3 DEC
6 08 10 12 14 16 18,2022 00,02 04  06..08 10 12 14 16 18 20 22 00 02 04 06 08 10 1

Regular Meeting Regular Meeting Regular Mee!

Fig. 511: Repeating Appointments Overview

Future changes to the parent appointment will affect the children automatically, without any further
message. If an agent is about to change one of the child appointments, a message will ask what would
they like to update.

If All occurrences going to be updated, the behavior will be the same as with the update of the parent
appointment. All options (including the recurring settings) are changeable.

If Just this occurrence will be updated, it is not possible to change the repeating settings, but a related
message and a link to the parent appointment will be provided.

The enabled repeating option will be additionally displayed in the tool-tip of the related appointments.
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This is a repeating appointment »®

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

Fig. 512: Edit Repeating Appointment
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CHAPTER 6

Tickets

Aticket is similar to a medical report created for a hospital patient. When a patient first visits the hospital,
a medical reportis created to hold all necessary personal and medical information on him. Over multiple
visits, as he is attended to by the same or additional doctors, the attending doctor updates the report
by adding new information on the patient’s health and the ongoing treatment. This allows any other
doctors or the nursing staff to get a complete picture on the case at hand. When the patient recovers
and leaves the hospital, all information from the medical report is archived and the report is closed.

Ticket systems such as OTOBO handle tickets like normal emails. The messages are saved in the system.
When a customer sends a request, a new ticket is generated by the system which is comparable to a
new medical report being created. The response to this new ticket is comparable to a doctor’s entry
in the medical report. A ticket is closed if an answer is sent back to the customer, or if the ticket is
separately closed by the system. If a customer responds again on an already closed ticket, the ticket
is reopened with the new information added.

Every ticket is stored and archived with complete information. Since tickets are handled like normal
emails, attachments and contextual annotations will also be stored with each email. In addition, infor-
mation on relevant dates, employees involved, working time needed for ticket resolution, etc. are also
saved. At any later stage, tickets can be sorted, and it is possible to search through and analyze all
information using different filtering mechanisms.

6.1 Queue View

Use this screen to view tickets in specific queues. The Queue View screen is available in the Queue View
menu item of the Tickets menu.

This screen has three different views: small, medium and large. You can change the views with the
buttons in the right side of the widget: S means small, M means medium and L means large.

Each view has a filter in the top of the widget to list tickets only in a specific queue or tickets in My
Queues set in Personal Preferences.

There are also filters to view All tickets or only Available tickets.
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Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock @ Priority | Change Ticket = People =

- Move -

* Article Overview - 1 Article(s)

NO. = SEMDER VIA
le
1 — Wyl Phone
Coyote

Communication = | Pending Close  Quick Close | Miscellaneous «

SUBJECT CREATED

User cannot login to his mail 11/19/2020 13:07

w §#1 - User cannot login to his mail account — Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi...

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

Mark =~ Print | Spiit | Forward | Reply

browser and OS).

The user reports outlook will not accept his password.

QueueView: Raw

My Queues (0) Misc (3/1) Raw (4/3)

All tickets 4 Available tickets 3

Bulk

Fig. 6.1: Ticket Zoom Screen

Fig. 6.2: Queue View Widget Header

* Ticket Information

Age: 14d21h
Created: 11/19/2020 13:07
(Europe/Berlin)
Created by: Super Admin
State: open
Locked: unlock
Priority: 3 normal
Queue: Misc

Customer ID: acme.co

Accounted time: o

Owner: Super Admin

Fesponsible: Admin OTOBO

* Customer Information

Firstname: Wyle
Lastname: Goyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 123486
Clty: Somevillage
Country: United States of [...]
URL: https://acme.exam]...]

Gomment: A great company
© Open tickets {customer) (3)

1-4ofa ML

58

Chapter 6. Tickets



OTOBO User Manual, Release 10.1

All tickets This option lists all tickets in the selected queue.

Available tickets This option lists only open tickets which are available for working with them.

6.11 Small Queue View

This view lists tickets in a table format.

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

m Awailable ticksts 1 o

30t B m L
. TICKET# A AGE SENDER TIMLE STATE LOCK QUEUE OWNER CUSTOMER ID
a 2020111040000011  H921 Wye Sl dk L open unlock Misc o acme.co
Coyote mail account Admin
— Wyle Test Internal Helpdesk . Admin
2020112549000018  8d18h lock M y
Coyote (Dynamic Field) open oc lsc OTOBO acme.co
Test Internal Helpdesk
s 2020112549000027 8d15n  © {;S ;ﬂi;n;eldizefiom open lock Misc el acme.co
Goyote v ) s OTOBO .
Oper’dllons

Fig. 6.3: Small Queue View Screen

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.
To set the displayed columns and adjust order of columns:
1. Click on the gear icon in the top right corner of the overview header.
2. Move columns from Available Columns to Visible Columns or vice versa.
3. Rearrange columns in Visible Columns by drag and drop.

4. Click on the Save button.

Note: Use the filter box to find a particular column in Available Columns by just typing the name to
filter.

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:

1. Click on a column header to sort tickets by the selected attribute.

2. Click on the column header again to change the sort order.

It is possible to filter tickets by a specific attribute, but not all attributes can be used as filter. The
filterable attributes are marked with a filter icon in the column header.

To filter tickets:
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1. Click on the filter icon in the column header.

2. Select a value for the filter.

Note: Multiple filters can be set. Active filters are marked with a bold filter icon in the column header
and a trash icon is displayed in the widget header. Click on this trash icon to remove all active filters.

This view has an own menu to manage tickets. Select a checkbox in the row of a ticket to see this menu.

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

m Awailable ticksts 1 o

Bulk  Lock | Zoom | History Priority | Note = Close | Quick Close | -Move- | 1303 [ m L

Bulk Bulk action for the ticket, multiple attributes can be changed (see below).
Unlock Unlock a ticket to give it back to the queue.

Zoom Open the Ticket Zoom screen to see all details of the ticket.

History A new window will be opened that displays the history of the ticket.
Note New note can be added to the ticket.

Close Close this ticket.

Quick Close Close this ticket by one click.

Move The ticket can be moved to an other queue.

6.1.2 Medium Queue View

This view lists tickets in a list view format.

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

m Available ticksts 1 &

Order by "Age” (descending) [ 1303 |8 ML

Ticket#2020111949000011 - User cannot login to his mail account

Sender Age Queue Customer ID First Response Time
Wyle Coyote 14d21h Misc acme.co

Created State Update Time

11/19/2020 13:07:51 (Europe/... open

Subject Owner / Responsible Lock Solution Time

User cannot login to his mail a...  Super Admin / Admin OTOEO unlock

Fig. 64: Medium Queue View Screen

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.
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Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same

menu items that are already explained in the Small Queue View section.

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

m Available tickets 1

Bulk Order by "Age” (descending)

Ticket#2020111949000011 - User cannot login to his mail a {88 B R CLTRE UGS C R e LEERE TV e LER RS - Move -

First Response Time

Sender

Wyle Coyote

Created

11/19/2020 13.07:51 (Europey...
Subject

User cannot login to his mail a...

Age Queue Customer ID
14d21h Misc acme.co
State Update Time
open

Owner / Responsible Lock

Super Admin / Admin OTOBO unlock

Fig. 6.5: Floating Menu of Medium Queue View

6.1.3 Large Queue View

This view lists tickets in a detailed format.

QueueView: Misc

My Queues (0) Misc (3/1) Raw (4/3)

All tickets 3 Awvailable tickets 1

Bulk Order by "Age” (descending)

Ticket#2020111949000011 — User cannot login to hi...

1-3of 3

]

s L

Solution Time

1-30f 3

Age Queue “Wyle Coyote" <we@acme.example.com: — User cannot login to his mall account
14d21h Misc

Print | Split | Forward | Reply
Created State

11/19/2020 13:07:51 (E...  open

The user reports outlook will not accept his password.

Owner / Responsible Lock
Super Admin / Admin O...  unlock

Customer ID
acme.co

Fig. 6.6: Large Queue View Screen

To limit the number of displayed tickets per page:

1. Click on the gear icon in the top right corner of the overview header.

2. Select the maximum number of tickets displayed per page.

3. Click on the Save button.

s v

Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same

menu items that are already explained in the Small Queue View section.

6.1.4 Queue View Bulk Actions

Multiple attributes can be changed in this screen at the same time.

6.1. Queue View
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QueueView: Misc

My Queues (0) Mise (3/1) Raw (4/3)

All tickets 3 Available tickets 1 &

Bulk | | Order by "Age” (descending) 1-30f3 8§ M
] Ticket#2020111948000011 — User cannot login to hi... Lock | Zoom | History | Priority | Note | Close | Quick Close | JEFII:H I

Age Queue “Wyle Coyote" <we@acme.example.com: — User cannot login to his mail account

14d21h Misc

Print | Split | Forward = Reply

Created State

11/19/2020 13:07:51 (E... open The user reports outlook will not accept his password.

Owner / Responsible Lock

Super Admin / Admin O...  unlock

Customer ID
acme.co

Fig. 6.7: Floating Menu of Large Queue View

Ticket Bulk Action Cancel & close

} Add Note
» Send Email

Next state:
Queue:
Owner:

Responsible:
Priority:

Merge: ) Merge to Ticket#:

") Merge fo oldest
Link together: No
Link to parent:

Unlock tickets: Yes

Execute Bulk Action

Fig. 6.8: Queue View Bulk Action Screen
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6.2 Service View

See also:
System configuration Ticket: : Service needs to be activated to use this feature.

Use this screen to view tickets in specific services. The Service View screen is available in the Service
View menu item of the Tickets menu.

This screen has three different views: small, medium and large. You can change the views with the
buttons in the right side of the widget: S means small, M means medium and L means large.

Service View: Computer

My Services (0) Computer (1)

Alltickets 1 NE R &
-iof1 [ L

Fig. 6.9: Service View Widget Header

Each view has a filter in the top of the widget to list tickets only in a specific service or tickets in My
Services set in Personal Preferences.

There are also filters to view All tickets or only Available tickets.

All tickets This option lists all tickets in the selected queue.

Available tickets This option lists only open tickets which are available for working with them.

6.2.1 Small Service View

This view lists tickets in a table format.

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

-of1 [ m L
TICKET# AAGE SEMDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID SERVICE
Wyle Computer Super
20201204490000289 Om o P B open unlock Raw pe acme.co Computer
Coyote makes noise Admin

Fig. 610: Small Service View Screen

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.

To set the displayed columns and adjust order of columns:
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1. Click on the gear icon in the top right corner of the overview header.
2. Move columns from Available Columns to Visible Columns or vice versa.
3. Rearrange columns in Visible Columns by drag and drop.

4. Click on the Save button.

Note: Use the filter box to find a particular column in Available Columns by just typing the name to
filter.

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:

1. Click on a column header to sort tickets by the selected attribute.

2. Click on the column header again to change the sort order.

It is possible to filter tickets by a specific attribute, but not all attributes can be used as filter. The
filterable attributes are marked with a filter icon in the column header.

To filter tickets:
1. Click on the filter icon in the column header.

2. Select a value for the filter.

Note: Multiple filters can be set. Active filters are marked with a bold filter icon in the column header
and a trash icon is displayed in the widget header. Click on this trash icon to remove all active filters.

This view has an own menu to manage tickets. Select a checkbox in the row of a ticket to see this menu.

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

Bulk Lock | Zoom | History Priority Mote Close  Quick Close | - Move - o -iof1 ™ L

Bulk Bulk action for the ticket, multiple attributes can be changed (see below).
Unlock Unlock a ticket to give it back to the queue.

Zoom Open the Ticket Zoom screen to see all details of the ticket.

History A new window will be opened that displays the history of the ticket.
Note New note can be added to the ticket.

Close Close this ticket.

Quick Close Close this ticket by one click.

Move The ticket can be moved to an other queue..

6.2.2 Medium Service View

This view lists tickets in a list view format.

To limit the number of displayed tickets per page:
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Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 o

Bulk Order by "Age” (descending) 1ot s L

Ticket#2020120449000029 - Computer makes noise

Sender Age Queue Customer ID First Response Time
Wyle Coyote 6m Raw acme.co

Created State Update Time

12/04/2020 15:38:36 (Europe/... open

Subject Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin unlock Computer

Fig. 6.11: Medium Service View Screen

1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.

3. Click on the Save button.

Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same
menu items that are already explained in the Small Service View section.

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 o

Bulk Order by "Age” (descending) 1ot (s L
Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close = Move - I
Sender Age Queue Customer ID First Response Time
Wyle Coyote ém Raw acme.co
Created State Update Time
12/04/2020 15:38:36 (Europe/... open
Subject Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin unlock Computer

Fig. 612: Floating Menu of Medium Service View

6.2.3 Large Service View

This view lists tickets in a detailed format.

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.

3. Click on the Save button.

Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same
menu items that are already explained in the Small Service View section.
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Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1

Bull Order by "Age” (descending)

Ticket#2020120449000029 — Computer makes noise

Age Queue “Wyle Coyote' <we@acme.example.com= — Computer makes noise
10m Raw
Print | Split | Forward | Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock

Super Admin / Super Ad... unlock

Customer ID
acme.co

Fig. 613: Large Service View Screen

Service View: Computer

My Services (0) Computer (1)

All tickats 1 Available tickets 1

&
110f1 8 M

12/04/2020 15:38 (Europe/Berlin)

&
11of1 8 M

Move -

Bulk Order by "Age” (descending)

o Ticket#2020120449000029 — Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | i3
Age Queue “Wyle Coyote" <we@acme.example.com: — Computer makes noise
10m Raw

Print | Split | Forward = Reply
GCreated State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock

Super Admin / Super Ad... unlock

GCustomer ID
acme.co

Fig. 6.14: Floating Menu of Large Service View

12/04/2020 15:38 (Europe/Berlin)
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6.2.4 Service View Bulk Actions

Multiple attributes can be changed in this screen at the same time.

Ticket Bulk Action Cancel & close

» Add Note
» Send Email

Mext state:
Queue:
Owner:
Responsible:
Priority:

Merge: Merge to Ticket#:

Merge to oldest
Link together: No

Link to parent:

Unlock tickets: Yes

Execute Bulk Action

Fig. 6.15: Service View Bulk Action Screen

6.3 Status View

Use this screen to view tickets in specific states. The Status View screen is available in the Status View
menu item of the Tickets menu.

This screen has three different views: small, medium and large. You can change the views with the
buttons in the right side of the widget: S means small, M means medium and L means large.

Status View: Open tickets

Open tickets 8 eEEL RV C LR o
190rs [ m L

Fig. 616 Status View Widget Header

Each view has a filter in the top of the widget to list tickets only in a specific state.

6.3.1 Small Status View

This view lists tickets in a table format.
To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.

2. Select the maximum number of tickets displayed per page.
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Status View: Open tickets

[T LM Closed tickets 1 o

9ot [Bm L

B TICKET# YAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID

Computer Super
-~ 2020120449000028 23 m Wyle Coyote makes open unlock Raw Adlr::n acme.co

noise

Computer Super
- 2020120449000011 5h9m Wyle Coyote doesn't open lock Raw Adlr:‘r:n acme.co

start

Fig. 617 Small Status View Screen

3. Click on the Save button.
To set the displayed columns and adjust order of columns:
1. Click on the gear icon in the top right corner of the overview header.
2. Move columns from Available Columns to Visible Columns or vice versa.
3. Rearrange columns in Visible Columns by drag and drop.

4. Click on the Save button.

Note: Use the filter box to find a particular column in Available Columns by just typing the name to
filter.

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:

1. Click on a column header to sort tickets by the selected attribute.

2. Click on the column header again to change the sort order.

It is possible to filter tickets by a specific attribute, but not all attributes can be used as filter. The
filterable attributes are marked with a filter icon in the column header.

To filter tickets:
1. Click on the filter icon in the column header.

2. Select a value for the filter.

Note: Multiple filters can be set. Active filters are marked with a bold filter icon in the column header
and a trash icon is displayed in the widget header. Click on this trash icon to remove all active filters.

This view has an own menu to manage tickets. Select a checkbox in the row of a ticket to see this menu.

Status View: Open tickets

[N M  Closed fickets 1 &

Bulk Lock | Zoom | History Priority Note Close | Quick Close | - Move - B 190i9 I m L

Bulk Bulk action for the ticket, multiple attributes can be changed (see below).
Unlock Unlock a ticket to give it back to the queue.

Zoom Open the Ticket Zoom screen to see all details of the ticket.
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History A new window will be opened that displays the history of the ticket.
Note New note can be added to the ticket.

Close Close this ticket.

Quick Close Close this ticket by one click.

Move The ticket can be moved to an other queue.

6.3.2 Medium Status View

This view lists tickets in a list view format.

Status View: Open tickets

(RN Closed tickets 1 &

Bulk Order by "Age” (ascending) 1-90f 9 s m L

. Ticket#2020120449000029 - Computer makes noise

Sender Age Queue Customer ID First Response Time
Wyle Coyote 28m Raw acme.co

Created State Update Time

12/04/2020 15:38:36 (Europe/... open

Subject Owner / Responsible Lock Service Solution Time
Computer makes noise Super Admin / Super Admin unlock Computer

Fig. 6.18: Medium Status View Screen

To limit the number of displayed tickets per page:

1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.

3. Click on the Save button.

Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same
menu items that are already explained in the Small Status View section.

Status View: Open tickets

Open tickets 8 OEEL RV C LS| o

Bulk Order by "Age” (ascending) 1-90f 8 5 m L
. Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | [ENIITR I
Sender Age Queue Customer ID First Response Time
Wyle Coyote 28m Raw acme.co
Created State Update Time
12/04/2020 15:38:36 (Europe/... open
Subject Owner / Responsible Lock Service Solution Time
‘Computer makes noise Super Admin / Super Admin unlock Computer

Fig. 6.19: Floating Menu of Medium Status View

6.3.3 Large Status View

This view lists tickets in a detailed format.

To limit the number of displayed tickets per page:
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Status View: Open tickets

[T LM Closed tickets 1 o

Bulk Order by "Age” (ascending) 1-80f8 S M

Ticket#2020120449000029 — Computer makes noise

Age Queue “Wyle Coyote" <we@acme.example.com:= — Computer makes noise 12/04/2020 15:38 (Europe/Berlin)
d2m Raw
Print | Split | Forward | Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
Owner / Responsible Lock

Super Admin / Super Ad... unlock

GCustomer ID
acme.co

Fig. 6.20: Large Status View Screen

1. Click on the gear icon in the top right corner of the overview header.

2. Select the maximum number of tickets displayed per page.

3. Click on the Save button.
Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same
menu items that are already explained in the Small Status View section.

Status View: Open tickets

[T L Closed tickets 1 o

Bulk Order by "Age" (ascending) 1-8 of 8 S M
- Ticket#2020120449000029 — Computer makes noise Lock | Zoom | History | Priority | Mote | Close | Quick Close | JEIFLIT-H
Age Queue “Wyle Coyote" <we@acme.example.com= - Computer makes noise 12/04/2020 15:38 (Europe/Berlin}
32Zm Raw
Print | Split | Forward | Reply
Created State
12/04/2020 15:38:36 (E... open Running computer makes an unusual loud noise.
Service
Computer
‘Owner / Responsible Lock

Super Admin / Super Ad... unlock

Customer ID
acme.co

Fig. 6.21: Floating Menu of Large Status View

6.3.4 Status View Bulk Actions
Multiple attributes can be changed in this screen at the same time.

6.4 Escalation View

Use this screen to view tickets in specific escalation time periods. The Escalation View screen is available
in the Escalation View menu item of the Tickets menu.
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Ticket Bulk Action Cancel & close

» Add Note

» Send Email

Execute Bulk Action

Fig. 6.22: Status View Bulk Action Screen

This screen has three different views: small, medium and large. You can change the views with the
buttons in the right side of the widget: S means small, M means medium and L means large.

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 -

oocfo M L
Fig. 6.23: Escalation View Widget Header

Each view has a filter in the top of the widget to list tickets only in a specific escalation time period.
Today Tickets, that have a deadline today.
Tomorrow Tickets, that have a deadline tomorrow.

Next week Tickets, that have a deadline on the next week.

6.41 Small Escalation View

This view lists tickets in a table format.
To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.
To set the displayed columns and adjust order of columns:
1. Click on the gear icon in the top right corner of the overview header.

2. Move columns from Available Columns to Visible Columns or vice versa.
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Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

oooro M L

Mo ticket data found.

Fig. 6.24: Small Escalation View Screen

3. Rearrange columns in Visible Columns by drag and drop.

4. Click on the Save button.

Note: Use the filter box to find a particular column in Available Columns by just typing the name to
filter.

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:

1. Click on a column header to sort tickets by the selected attribute.

2. Click on the column header again to change the sort order.

It is possible to filter tickets by a specific attribute, but not all attributes can be used as filter. The
filterable attributes are marked with a filter icon in the column header.

To filter tickets:
1. Click on the filter icon in the column header.

2. Select a value for the filter.

Note: Multiple filters can be set. Active filters are marked with a bold filter icon in the column header
and a trash icon is displayed in the widget header. Click on this trash icon to remove all active filters.

This view has an own menu to manage tickets. Select a checkbox in the row of a ticket to see this menu.

Ticket Escalation View: Today

CEETUN Tomorrow 0 Next week 0 o

oooio M L

Bulk Bulk action for the ticket, multiple attributes can be changed (see below).
Unlock Unlock a ticket to give it back to the queue.

Zoom Open the Ticket Zoom screen to see all details of the ticket.

History A new window will be opened that displays the history of the ticket.
Note New note can be added to the ticket.

Close Close this ticket.

Quick Close Close this ticket by one click.

72 Chapter 6. Tickets



OTOBO User Manual, Release 10.1

Move The ticket can be moved to an other queue.

6.4.2 Medium Escalation View

This view lists tickets in a list view format.

Ticket Escalation View: Today

G Tomorrow 0 Next week 0 &

Order by "Age" (ascending) B 0-00f0 s m L

Mo ticket data found.

Fig. 6.25: Medium Escalation View Screen

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.
Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same

menu items that are already explained in the Small Escalation View section.

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Order by "Age" (ascending) a 0-0of0 5 m L

Mo ticket data found.

Fig. 6.26: Floating Menu of Medium Escalation View

6.4.3 Large Escalation View

This view lists tickets in a detailed format.

To limit the number of displayed tickets per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of tickets displayed per page.
3. Click on the Save button.

Hover the mouse over the ticket row, and a floating menu will appear. The floating menu has the same
menu items that are already explained in the Small Escalation View section.
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Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Order by “Age” (ascending) | 0-00f0 8 M

No ticket data found.

Fig. 6.27: Large Escalation View Screen

Ticket Escalation View: Today

e Tomorrow 0 Next weak 0 [+
Order by "Age" (ascending) a 0-00f0 S M

Mo ticket data found.

Fig. 6.28: Floating Menu of Large Escalation View

6.4.4 Escalation View Bulk Actions

Multiple attributes can be changed in this screen at the same time.

6.5 New Phone Ticket

Use this screen to create tickets based on phone calls. The phone ticket screen is available in the New
Phone Ticket menu item of the Tickets menu.

The following settings are available when adding this resource. The fields marked with an asterisk are
mandatory.

Customer user * The person, to whom the ticket is created for.

Note: Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

To queue * The queue, where the new ticket will be placed to.
Service The service category of this ticket.
See also:
This field is available if Ticket: :Service is enabled.
Service Level Agreement Select one of the Service Level Agreements if available.
Owner The owner is an agent, who actually works with the new ticket.
See also:

Enable Ticket: :Responsible setting to set an other agent as responsible for the ticket.
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Ticket Bulk Action Cancel & close

» Add Note

» Send Email

Execute Bulk Action

Fig. 6.29: Escalation View Bulk Action Screen

Responsible Select an agent responsible for the ticket.
Subject * The subject of the ticket like the subject of an email.

This might be helpful This field is not visible by default, but it displays related FAQ articles based on
the keywords entered in the Subject and/or the Text fields. Clicking on a FAQ article opens the
FAQ Zoom screen.

The related FAQ articles are displayed as the agent types, so the list of suggested FAQ articles is
updated after any word typed into the Subject and/or the Text fields. The suggested FAQ articles
are sorted based on the number of matched keywords.

Options [t is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the first article of the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attachment, or
just drop some files here.

Next ticket state New tickets are in open state by default. Select an other state if you want to change
it.

Pending date Select a date and time as reminder for the ticket. If the pending time is reached, the
ticket can be escalated.

Priority New tickets have 3 normal priority by default. Select an other priority if you want to change it.
Time units (work units) Enter any amount of time units for time accounting.

After all information is collected and set, click on the Create button to create the new ticket.
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Create New Phone Ticket
* Customer user: Customer Information
Firstname: Wyle
© "Wyle Coyote” <we@acme.example.com> =]
Lastname: Coyote
* To quewe: Usemame: we
) Emall: we@acme.example.com

Service:

Customer: Acme Inc.
Service Level Agreement: Street: 123 Anywhere St
Owner: 5] Zip: 12346
Responsible: 5] City: somevillage
Country: i
* Subject: ry: United States of [...]
URL: hitps://acme.exam]..]
Options: [ Customer user] [ FAQ ] Comment: A great company
Text Template: O Open tickets (customer) (5)
Setting a template will overwrite any text or attachment.
*xt B 5 ou s = £ === W =
Format ~ | Font ~| size <~ A~ B~ T, | [0 Source () 19

Attachments:

&

Fig. 6.30: New Phone Ticket Screen

Next ticket state: | jopen
Priority: | 3 normal

Time units (work units):
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6.6 New Email Ticket

Use this screen to create tickets and send them to customer users. The email ticket screen is available
in the New Email Ticket menu item of the Tickets menu.

The following settings are available when adding this resource. The fields marked with an asterisk are
mandatory.

To customer user * The person, to whom the ticket is created for. This will be the To field of the email.

Note: Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

Cc Select other customer users as carbon copy of the email, if needed.
Bcc Select other customer users as blind carbon copy of the email, if needed.

From queue * Select a queue, where the new ticket should be placed to. The queue address will be the
From field of the email.

Service The service category of this ticket.
See also:
This field is available if Ticket: :Service is enabled.
Service Level Agreement Select one of the Service Level Agreements if available.
Owner The owner is an agent, who actually works with the new ticket.
See also:
Enable Ticket : :Responsible setting to set an other agent as responsible for the ticket.
Responsible Select an agent responsible for the ticket.
Subject * The subject of the ticket like the subject of an email.

This might be helpful This field is not visible by default, but it displays related FAQ articles based on
the keywords entered in the Subject and/or the Text fields. Clicking on a FAQ article opens the
FAQ Zoom screen.

The related FAQ articles are displayed as the agent types, so the list of suggested FAQ articles is
updated after any word typed into the Subject and/or the Text fields. The suggested FAQ articles
are sorted based on the number of matched keywords.

Options [t is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the first article of the ticket.

Signature The signature assigned to the selected queue. Please contact your administrator to change
the signature.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attachment, or
just drop some files here.

Next ticket state New tickets are in open state by default. Select an other state if you want to change
it.

Pending date Select a date and time as reminder for the ticket. If the pending time is reached, the
ticket can be escalated.

Priority New tickets have 3 normal priority by default. Select an other priority if you want to change it.

Time units (work units) Enter any amount of time units for time accounting.
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#To customer user:

To

Cc:

Bee:

* From gueue:

Service:

Service Level Agreement:
Owner:

Responsible:

Email security:

Sign:

Encrypt:

* Subject:
Options:

Text Template:

* Text:

Signature:

Attachments:

Next ticket state:
Priority:

Time units (work units):

Create New Email Ticket
8]
© "Wyle Coyote" <we@acme.example.com= =
&
&

Q

Q

Keys/certificates will only be shown for a sender with more than one key/certificate. The

first found key/certificate will be pre-selected. Please make sure to select the correct one.

Keys/certificates will only be shown for recipients with more than one key/certificate. The
first found key/certificate will be pre-selected. Please make sure to select the correct one.

[ Customer user | [ FAQ ]

Setting a template will overwrite any text or attachment.

B I U S ;= =

[
Ith
ik
m
B

ad

Format ~ | Font ~| size ~| A~ - T, | [oSource ()
Click to select files or just drop t
apen
3 normal

Customer Information

Firstname: Wyle
Lasiname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer. Acme Inc.
Street: 123 Anywhere St.
Zip: 12348
City: Somevillage
Country: United States of [...]
URL: nttpsi/acme.examl...]
Comment: A great company
© Open tickets (customer) (5)
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Fig. 6.31: New Email Ticket Screen
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After all information is collected and set, click on the Send mail button to create the new ticket and send
the email to the selected customer users.

6.7 New Process Ticket

Note: This option is available only, if at least one process is deployed in the system.

Use this screen to create tickets from processes. The process ticket screen is available in the New
Process Ticket menu item of the Tickets menu.

Create New Process Ticket

* Process:

Fig. 6.32: New Process Ticket Screen

The following setting is available when adding this resource. The fields marked with an asterisk are
mandatory.

Process * A process needs to be selected from the list to continue.
See also:
Processes can be defined in the Process Management module of the administrator interface.

After a process is selected, the screen will be refreshed with the first activity dialog of the selected
process.

Note: The fields displayed depend on the process, therefore no explanation is described here for those
fields.

6.8 Search

Use this screen to search for tickets based on various criteria. The ticket search screen is available in
the Search menu item of the Tickets menu.

The dialog is divided into three parts: Templates, Filters in use and Additional filters.

6.8.1 Templates

This part of the dialog can be used to save a search template for further usage.
To create a new search template:

1. Click on the Create New button.

2. Enter a name for the search template.

3. Add some search criteria.

4. Click on the Run Search button.
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Search

Create New Process Ticket

*Process:  Book ordering

Process Information

m
—
=
1]
Wi
i
i
1
[l
Ith
1]

[==] =

Format ~ | Font ~ | Size

Ll

=
Ll

>
[

I, | [ol Source ()

le

Approval

Fig. 6.33: Application For Leave Process Activity Dialog

Templates

Filters in use

Additional filters

Marmal

Fig. 6.34: Search Dialog

Book ordering
Recording the demand
Recording the demand

New demand
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To use a saved search template:
1. Select a template from the drop-down list.
2. Click on the Run Search button.

Search ®

Templates

Welcome

Filters in use

Welcome g

Additional filters

Marmal

Fig. 6.35: Search Templates Dialog
If only one ticket matches, the Ticket Zoom will be opened. Otherwise you will be redirected to Search
Results screen to see all matched tickets.
To delete a saved search template:

1. Click on the Delete button.

Warning: The template will be deleted immediately without confirmation!

Use the Profile link button to go directly to Search Results screen. This is the permanent link of the
search template.

Search Results:

Change search options (last-search) &
1202 ML
TICKET# YAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
2020120449000028 1h16m  WyleCoyote  Computer makes noise  open unlock Raw Super Admin  acme.co
2020120449000011  6h2m  WyleCoyote  Computer doesn'tstat  open lack Raw Super Admin  acme.co

Fig. 6.36: Search Results Screen

6.8.2 Filtersin use

This part lists the filters, that are used for the search.

Additional filters can be added in the Additional filters part of the screen, and filters can be removed by
clicking on the N button next to the field.
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6.8.3 Additional filters

This part is for adding more filters and selecting the output format of the results.
Add another attribute Select an extra attribute from the drop-down list to be used in the search.
Output Select the output format of the result.

You can start the search by clicking on the Run search button.

6.9 Ticket Zoom

Use this screen to see the details of a ticket. The Ticket Zoom screen is available, if you click on a ticket
in any other screens.

Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock = Priority | Change Ticket | People~ | Communication = | Pending Close  Quick Close | Miscellaneous =  Ticket Information
- Maove - Age: 14d21h
Created: 11/19/2020 13:07
w Article Overview - 1 Article(s) (Burope/Beriin)
Created by: Super Admin
MNO. = SENDER VIA SUBJECT CREATED @ State: open
1 - Cw::::le Phone  User cannot login to his mail 11/19/2020 13:07 Locked: unlock

Priority: 3 normal
Queue: Misc
w #1 — User cannot login to his mail account — Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi... Gustomer ID: acme.co
Accounted time: ¢
To open links in the following article, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your X _
browser and OS). Owner: Super Admin
Fesponsible: Admin OTOBO
Mark  Print | Split | Forward = Reply

The user reports outlook will not accept his password. ¥ Customer Information

Firstname: Wyle
astname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zlp: 12346
Clty: Somevillage
Country: United States of [...]
UHRL: https://acme.exam(..
Comment: A great company
0 Open tickets [customer) (3}

Fig. 6.37: Ticket Zoom Screen

This screen has an own menu and contains several widgets.

6.91 Ticket Menu

The Ticket Zoom screen has an own menu.

The menu is extensible and menu items can be grouped into drop-down lists.
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Back Unlock | Prority Change Ticket  People =

Communication «

Pending | Close
Miscellaneous « - Move -

Quick Close = Process
Fig. 6.38: Ticket Menu

Back This menu item goes back to the previous screen.

Lock or Unlock The name of the menu item depends on the lock state of the ticket.

Lock If the ticketis unlocked, an agent can lock the ticket and the agent becomes the ticket owner.

Unlock If the ticket is locked to an agent, the agent can release the ticket and other agents can
lock it.

Wwarning: This menu item has no confirmation window. Lock or unlock the ticket is done
immediately.

Print This menu item opens a PDF file to show the printer friendly version of the screen. You can save
or print this PDF file.

Priority This menu item opens a new window to change the priority of the ticket.

Change Priority of Ticket#2020111949000011 — User cannot login to his mail account
w Ticket Settings

Cancel & close
3 normal

* Add Article

* Subject:

[FAQ]
* Text:

I U S5 =

1
g

[
e
]

[}
B

M= Q
Format - Size ~| A

T, | [@ Souce () 9% 9%

Font

LY
(4]

[ Submit or [# Save as new draft

Fig. 6.39: Change Priority Screen
Priority Select the new priority for the ticket.

6.9. Ticket Zoom
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Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attach-
ment, or just drop some files here.

Is visible for customer Define, if the note is an internal note or customer can view it.
Time units (work units) Enter any amount of time units for time accounting.

People This menu item groups the following menu items together:

Owner This menu item opens a new window to change the owner of the ticket.

Change Owner of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

w Ticket Settings

« New Owner: Super Admin

w Add Article
* Subject:

[FAQ]

* Text:
B I US| =: M = Q
LY ]

Format ~ | Font | size ~| A~ [ T, [@Souce () %y 2% | =3

nn
mn
L]
il
1

B

[ Submit or [# Save as new draft

Fig. 6.40: Change Owner Screen

New Owner * Select the new owner agent from the list. The agent needs owner permission,
otherwise the agent is not listed.

Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments [t is possible to add attachments to the ticket. Click on the field to add an
attachment, or just drop some files here.

Is visible for customer Define, if the note is an internal note or customer can view it.

Time units (work units) Enter any amount of time units for time accounting.
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Customer This menu item opens a new window to change the customer of the ticket.

Change Customer of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
+ Customeruser:  "Wyle Coyote <we@acme.example.com: Customer Information

acme.co Wyle

@ Coyote
we
we@acme.example.com
Acme Inc.
123 Anywhere St.
12346
Somevillage

United States of [...]
https://acme.exam]...]
A great company

© Open tickets (customer) (5)

Fig. 6.41: Change Customer Screen

Customer user * The new customer user of the ticket.
Customer ID Automatically selected based on the customer user.
Communication This menu item groups the following menu items together:
Note This menu item opens a new window to add a note as new article to the ticket.
Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an
attachment, or just drop some files here.

Is visible for customer Define, if the note is an internal note or customer can view it.
Time units (work units) Enter any amount of time units for time accounting.

Phone Call Outbound This menu item opens a new window to add a note based on an outgoing
phone call to the ticket.

Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an
attachment, or just drop some files here.

Next ticket state Select an other state if you want to change it.

Pending date Select a date and time as reminder for the ticket. If the pending time is
reached, the ticket can be escalated.

Time units (work units) Enter any amount of time units for time accounting.

Phone Call Inbound This menu item opens a new window to add a note based on an incoming
phone call to the ticket.

This screen is the same as Phone Call Outbound screen.
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Add Note to Ticket#2020111949000011

— User cannot login to his mail account Cancel & close
* Ticket Settings
* Add Article
* Subject:
[FAQ]
* Text:
I U s | = = gl 2 =2 2 = o = Q
Format ~ | Font ~ | Size -~ A~ - T, [BSouce () 9y 92 1
.

Fig. 642: Add Note Screen
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Phone Call for Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close

# Subject:
# Text: _
I U S =
= Q
Format ~ | Font
A- B- T,
Attachments:

Next ticket state: closed successful

Time units {(work units):

¥ Submit or [# Save as new draft

[ Source

4

|
m
Ith
I

Q sy 92

LY.
ey

Fig. 6.43: Phone Call Screen

Customer Information

Firstname: Wyle
astname: Goyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street 123 Anywhere St
Zip: 12348
Clty: Somevillage
Country: United States of [...]
URL: https://facme.exam]...]
Comment: A great company
@ Open tickets (customer) (5)

6.9. Ticket Zoom
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E-Mail Outbound This menu item opens a new window to send an email and add the email as
article to the ticket. This screen is very similar to an email client screen.

Outbound Email for Ticket#2020111849000011 — User cannot login to his mail account Cancel & close

From: OTOBO System <otobo@localhost>

*To: &
Co &}
Bee: [&}

»Subject:  [Ticket#2020111949000011]
Email security:
Sign:

Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.

Encrypt:

Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.

Options: [FAQ]

# Text: o _
B I US| = ElE 2 S E = M = Q
Format ~ | Font | size ~ A~ B~ T, [@Souce ) 9y 97| o3
Your Ticket-Team
Super Admin
Super Support - Waterford Business Park
5201 Blue Lagoon Drive - 8th Floor & 9th Floor - Miami, 33126 USA
Email: hot@example.com - Web: http://www.example.com/
Attachments: &
Next ticket state: open

Visible for customer:

Time units {work units):

- Send mail ar [# Save as new draft

Fig. 6.44: Outbound Email Screen

From This field is read only and holds the queue address.
To * This will be the To field of the email.
Cc Select other customer users as carbon copy of the email, if needed.

Bcc Select other customer users as blind carbon copy of the email, if needed.

Note: You can select a customer user from OTOBO or any valid email address can be added
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here.
Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments [t is possible to add attachments to the ticket. Click on the field to add an
attachment, or just drop some files here.

Next ticket state Select an other state if you want to change it.

Pending date Select a date and time as reminder for the ticket. If the pending time is
reached, the ticket can be escalated.

Visible for customer Define, if the note is an internal note or customer can view it.
Time units (work units) Enter any amount of time units for time accounting.

Pending This menu item opens a new window to set the pending time of the ticket.

Set Pending Time for Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

* Ticket Settings
pending reminder

12 |05 ~)f2020 ~| [-[17 <){22 -

For all pending" states.

w Add Article
% Subject:

[FAQ]

* Text:

M = Q

i
i
o
Ith
It
1

)

B I US)|!

Format - Font | size - A~ - T, [0 Source () %9 9% | 52

[ Submit or [# Save as new draft

Fig. 6.45: Set Pending Time Screen

Next state Select the pending state of the ticket.

Pending date Select a date and time as reminder for the ticket. If the pending time is reached,
the ticket can be escalated.
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Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attach-
ment, or just drop some files here.

Is visible for customer Define, if the note is an internal note or customer can view it.
Time units (work units) Enter any amount of time units for time accounting.

Close This menu item opens a new window to close the ticket.

Close Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

* Ticket Settings

closed successful

w Add Article
* Subject:

[FAQ]

* Text:
B I US 2 = o W = Q

Format - Font - | size - A- - T, [2Scurce () 9y 9% | 53

[ Submit or [# Save as new draft

Fig. 646: Set Pending Time Screen

Next state Select the closed state of the ticket.

Subject * The subject of the ticket like the subject of an email.

Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attach-
ment, or just drop some files here.

Is visible for customer Define, if the note is an internal note or customer can view it.

Time units (work units) Enter any amount of time units for time accounting.

Quick Close Close the ticket by one click.
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Process This menu item opens the New Process Ticket screen to start a process from this ticket.

Note: This option is available only, if at least one process is deployed in the system.

Miscellaneous This menu item groups the following menu items together:

History This menu item opens a new window to see the history of the ticket.

History of Ticket#2020111948000011 — User cannot login to his mail account Cancel & close

= Expand/coll i
Just start typing to filter...

* 11/19/2020 13:07:51 (Europe/Berlin)

AGENT ACTION ARTICLE
Super Admin Created ticket [2020111949000011] in "Misc" with priority "3 normal” and state "open”. (NewTicket)

Super Admin Changed service to "NULL" (). (ServiceUpdate)

Super Admin Changed SLA to "NULL" {). (SLAUpdate)

Super Admin Changed customer to "CustomerlD=acme.co;CustomerUser=we;". (Customerlpdate)

Super Admin Added phone call from customer. (PhoneCallCustomer) Q
Super Admin Changed owner to "sa” (2). (OwnerUpdate)

w 12/04/2020 10:48:32 (Europe/Berlin)

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

Fig. 6.47: Ticket History Screen

Note: If several entries are added to the history, use the filter box to find a particular entry by
just typing something to filter.

Print This menu item opens a PDF file to show the printer friendly version of the screen. You can
save or print this PDF file.

Free Fields This menu item opens a new window to change the free field values of the ticket.
Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!
Cancel & close

¥ Ticket Settings

»Title: | Welcome to OTRS!

¢ Submit or | [ Save as newdraft

Fig. 6.48: Ticket Free Text Screen
Title * The title of the ticket.

Link This menu item opens the standard link screen of OTOBO. Tickets can be linked to other
tickets, FAQ articles or appointments. Existing links can also be managed here.

Link with Select the other object the ticket should be linked to.
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Manage links for Ticket#2020111949000011: User cannot login to his mail account

Close this dialog

Ticket

Q, Start search

Fig. 649: Link Ticket Screen

The other fields can be used to find the appropriate object to link, and the fields can be
different for each object.

Merge This menu item opens a new window to find a destination ticket for the current ticket. The
articles of current ticket will be moved to the destination ticket, and the current ticket will get
the state merged.

Merge to Ticket# * Try typing part of the ticket number or title in order to search by it.

Inform sender Check this box, if you would like to inform sender about ticket merge. If this
box is checked, the following fields must be filled.

From This field is read only and holds the queue address.

To * This will be the To field of the email.

Subject * The subject of the ticket like the subject of an email.
Text * The body text of the email to be sent.

New Appointment This menu item opens the New Appointment dialog, and selects the current
ticket in the Ticket field for linking.

Move This menu item is only a drop-down list of available queues. Select a destination queue, if the
ticket needs to be moved there.

Warning: This menu item has no confirmation window. Moving the ticket to an other queue is
done immediately.

Settings Click on the gear icon in the right side of the ticket menu to change the article view settings.
The following options are available:

Show one article Only the article is displayed in the Article Zoom widget, which is selected in the
Article Overview widget.

Show all articles All articles are displayed in the Article Zoom widget under each other.
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Merge Ticket#2020111949000011 — User cannot login to his mail account

* Merge Settings
* Merge to Ticketi#:

Try typing part of the ticket number or title in order to search by it.

Limit the search to tickets with same Customer ID (acme.co
* Inform Sender

Inform sender:

From: OTOBO System <otobo@localhost>
*To: "Wyle Coyote" <we@acme.example.com:
# Subject:

Re: [Ticket#2020111949000011] User cannot login to his mail account
* Text:

B I US

1=
=

[
I
il
1
)

= Q
Format - | Font - | Size -~ A~ - T, [0 Souce () 9% 98 2%

oy

Dear Wyle Coyote,

Thank you for your request.

Fig. 6.50: Ticket Merge Screen

6.9.2 Article Overview

This widget lists all articles of the ticket in a table.

w Article Overview - 1 Article(s)

MO. = SENDER VIA SUBJECT

CREATED
Wyle

Phone

User cannot login to his mail
Coyote

11192020 13:07

Fig. 6.51: Article Overview Widget

Most of the columns are sortable by clicking on the header. Click again to change the sort order.

There are three possible colors used to mark the type of article.

Cancel & close

* White: the article is visible for the customer user in the external interface and for agents in the
agent interface.

agents in the agent interface.

* Red: the article is not visible for the customer user in the external interface, but it is visible for

* Yellow: the article is a system message and the visibility can be changed in the system configura-
tion.

6.9. Ticket Zoom
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Note: This widget is not displayed in ticket timeline view.

6.9.3 Article Zoom

This widget displays the details of the article. The widget has an own menu.

* {1 - User cannot login to his mail account - Wyle Coyote — 11/19/2020 13:07 (Europe/Berlin) vi...

To open links in the following article, you might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your %X
browser and O3).

Mark Print | Split | Forward Reply

The user reports outlook will not accept his password.

Fig. 6.52: Article Zoom Widget

The menu is extensible and menu items can be grouped into drop-down lists.

Mark or Unmark Use this menu item to mark article as important or to remove the important flag from

the article. Important articles have a red information flag in the Article Overview widget.

Print This menu item opens a PDF file to show the printer friendly version of the current article. You

can save or print this PDF file.

Split Use this menu item to split the article to an other ticket. Select the new ticket type and click on the

Submit button.
F |

Split x

Target: = Phone ticket

Fig. 6.53: Article Split Dialog

It is possible to split the article into several type of ticket.

Email ticket Selecting this will open the New Email Ticket screen and fill in the fields with the cur-
rent article data.
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Phone ticket Selecting this will open the New Phone Ticket screen and fill in the fields with the
current article data.

Process ticket Selecting this will open the New Process Ticket screen and fill in the fields with the
current article data.

Note: This option is available only, if at least one process is deployed in the system.

Forward Use this menu item to forward the article via email.

Forward Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

From: OTOBO System <otobo@localhost>

o
=]
3]

*Subject:  Fwd: [Ticket#2020111949000011] User cannot login to his mail account

Emalil security:

Sign:
Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.
Encrypt:
Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the correct one.
Options:  [FAQ]
* Text: o _ o _ _
B I US| |2 = ElEe 2 = Ele W= Q
Format ~ | Font | size - A~ [~ T, [9Source () %y 92| 53
Your Ticket-Team
Super Admin
Attachments: &

Mext ticket state: closed successful
Visible for customer:

Time units (work units):

[ Send mail or [# Save as new draft

Fig. 6.54: Article Forward Screen

From This field is read only and holds the queue address.
To * This will be the To field of the email.
Cc Select other customer users as carbon copy of the email, if needed.

Bcc Select other customer users as blind carbon copy of the email, if needed.

Note: You can select a customer user from OTOBO or any valid email address can be added
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here.

Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attach-
ment, or just drop some files here.

Next ticket state Select an other state if you want to change it.

Pending date Select a date and time as reminder for the ticket. If the pending time is reached,
the ticket can be escalated.

Visible for customer Define, if the note is an internal note or customer can view it.
Time units (work units) Enter any amount of time units for time accounting.

Reply Use this menu item to compose an answer to the article via email. Reply is created from a
response template set in Templates module of the administrator interface.

From This field is read only and holds the queue address.
To * This will be the To field of the email.
Cc Select other customer users as carbon copy of the email, if needed.

Bcc Select other customer users as blind carbon copy of the email, if needed.

Note: You can select a customer user from OTOBO or any valid email address can be added
here.

Usage of wildcards (*) is also possible. Enter two asterisks (**) to list all customer users.

Subject * The subject of the ticket like the subject of an email.
Options It is possible to add other objects like customer users or FAQ articles to the ticket.
Text * The body text of the note to be added to the ticket.

Attachments It is possible to add attachments to the ticket. Click on the field to add an attach-
ment, or just drop some files here.

Next ticket state Select an other state if you want to change it.

Pending date Select a date and time as reminder for the ticket. If the pending time is reached,
the ticket can be escalated.

Visible for customer Define, if the note is an internal note or customer can view it.

Time units (work units) Enter any amount of time units for time accounting.

6.9.4 Linked Objects

Tickets can be linked to other objects. Use this widget to see the links between the ticket and other
objects.

New links can be added by the Link menu item of the Ticket Zoom menu. Existing links can also be
managed there.
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Compose Answer for Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

From: OTOBO System <otobo@Ilocalhost=>

*To: [&}
To "Wyle Coyote" <we@acme.example.com> (=]
Ce: &}
Bec: &}
*Subject: | Re: [Ticket#2020111949000011] User cannot login to his mail account
Email security:
Sign:
Keys/certificates will only be shown for a sender with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the comect one.
Encrypt:
Keys/certificates will only be shown for recipients with more than one key/certificate. The first found key/certificate will be pre-selected. Please make
sure to select the correct one.
Options:  [FAQ|
# Text: o
B I US| = E E E E|= ml Q
Format - | Font - size -~ A- - T, [@Souce () 9y 92 22
Dear Wyle Coyote,
Thank you for your request.
Your Ticket-Team
Super Admin
Super Support - Waterford Business Park
5201 Blue Lagoon Drive - &th Floor & 3th Floor - Miami, 33126 USA
Email: hot®example.com - Web: http.//www.example.com/
Attachments:

<

Mext ticket state: open
Visble for customer: (@

Time units {work units):

Fig. 6.55: Compose Answer Screen
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w Linked: FAQ (1)

FaC TITLE STATE CREATED LINKED AS DELETE
How to create a support external 11/18/2020 15:43:26

49002 _ Mormal D)
bundle (customer) (Europe/Berlin)

Fig. 6.56. Linked Objects Widget

To see the linked object details, click on an entry in this widget.
See also:

Change setting LinkObject : : ViewMode to Complex to display detailed information about linked ob-
jects.

w Linked: FAQ (1)

FauC TITLE STATE CREATED LINKED AS DELETE
How to create a support external 11/18/2020 15:43:26

49002 _ Mormal 0}
bundle (customer) (Europe/Berlin)

Fig. 6.57. Complex Linked Objects Widget

6.9.5 Ticket Information

This widget contains information about the ticket.

6.9.6 Customer Information

This widget contains information about the customer.
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w Ticket Information

Age: 7T4d1h

Created: 09/21/2020 17:08
(Europe/Berlin)

State: new

Locked: |ock

Friority: 3 normal

Queue: Raw
Customer |D:

Accounted time: 0

Owner: Admin OTOBO

Responsible: Admin OTOBO

Fig. 6.58: Ticket Information Widget
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w* Customer Information

Firstname:
Lastname:
Usermname:
Email:
Customer:
Street:

fp:

City:
Country:
URL:

Comment:

Wyle

Coyote

we
we@acme.example.com
Acme Inc.

123 Anywhere 5t

12346

somevillage

United States of [...]
https:/facme.exam]...]

A great company

) Open tickets (customer) (5)

Fig. 6.59: Customer Information Widget
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FAQ

FAQ articles contain answers for frequently asked questions, or they contain common knowledge.

Creating FAQ articles should be done based on customer tickets. A good knowledge base contains
all relevant information, that occurs during ticket handling. FAQ articles can be easily attached to new
tickets in any ticket or article creation screens. This can help agents to shorten the time when answering
a ticket.

7. Explorer

Use this screen to browse through the FAQ articles. The FAQ explorer is available in the Explorer menu
item of the FAQ menu.

This screen contains several widgets.

711 FAQ Explorer Content Widgets

The Subcategories widget lists all categories and displays the number of subcategories and FAQ articles.
To select a category, just click on the name of a categoruy.

If a category contains at least one FAQ article, the list of FAQ articles will display in the FAQ Articles
widget. This widget displays some information about the FAQ articles, like Title, Language, State and
Validity.

To limit the number of displayed FAQ articles per page:
1. Click on the gear icon in the top right corner of the overview header.
2. Select the maximum number of changes FAQ articles per page.
3. Click on the Submit button.

Clicking on an FAQ article will open the FAQ Zoom screen.
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FAQ Explorer
FAQ

Subcategories
NAME COMMENT SUBCATEGORIES FAC ARTICLES
Misc Misc Comment o 2

FAQ Articles: FAQ

cooto B

No FAQ data found.

Fig. 71: FAQ Explorer Screen

FAQ Explorer
FAQ Misc
Subcategories
NAME COMMENT SUBCATEGORIES FAQ ARTICLES
No subcategories found.
FAQ Articles: Misc
o
2oz Bl
AFAQH TITLE LANGUAGE STATE VALIDITY
49002 How to create a support bundle en external (customer) valid
49001 Computer is dead en external (customer) valid

Fig. 7.2: FAQ Articles Widget

Latest created FAQ articles

How to create a support bundle

Misc - en - axtarmal {customer) - 11/18/2020 15:43 (Europa/Berlin)
Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europa/Berlin)

Latest updated FAQ articles

How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europe/Berlin)
Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europe/Berlin)

Top 10 FAQ articles

1. Computer is dead

Misc - en - extemnal {customer) - 11/18/2020 15:30 {Europe/Berlin)
2. How to create a support bundle

Misc - en - external {customer) - 11/18/2020 15:43 (Europe/Berlin)

Latest created FAQ articles

How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europe/Berlin)
Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europe/Berlin)

Latest updated FAQ articles

How to create a support bundle

Misc - en - external {customer) - 11/18/2020 15:43 (Europe/Berlin)
Computer is dead

Misc - en - external {customer) - 11/18/2020 15:30 (Europe/Berlin)

Top 10 FAQ articles

1. Computer is dead

Misc - en - external (customer) - 11/18/2020 15:30 (Europa/Berlin)
2. How to create a support bundle

Misc - en - external (customer) - 11/18/2020 15:43 (Europa/Berlin}
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71.2 FAQ Explorer Sidebar Widgets

The right sidebar lists the recently created, updated FAQ articles, as well as the top 10 FAQ articles.

Latest created FAQ articles

How to create a support bundle

Misc - en - external (customed - 11182020 15:43 {Eurcpe’Berlin)
Computer is dead

Misz - en - external {customer) - 11182020 15:30 (Europe/Berlin)

Latest updated FAQ articles

How to create a support bundle
Misc - en - external {customer) - 11/18/2020 15:43 {Eurcpe’Berlin)

Computer is dead
Misc - en - external {customed - 11182020 15:30 {Eurcpe’Bearlin)

Top 10 FAQ articles

1. Computer is dead
Mizz - en - external {customer) - 11/18/2020 15:30 (EurcpesBerlin)

2. How to create a support bundle
Misc - en - external {customer) - 11/18/2020 15:43 (Eurcpe/Berlin)

Fig. 7.3: FAQ Explorer Sidebar

The Latest created FAQ articles widget displays the FAQ articles, that are created recently.
The Latest updated FAQ articles widget displays the FAQ articles, that are updated recently.
The Top 10 FAQ articles widget displays the top 10 articles based on its ratings.
To rate an FAQ article:

1. Click on the FAQ article to open the FAQ Zoom screen.

2. Scroll down to the bottom of the screen.

3. Click on the Yes or No button in the Rating widget.
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Any user can rate an FAQ article only once. The number of positive and negative ratings will be dis-
played in the right sidebar of FAQ Zoom screen.

7.2 New

Use this screen to add new FAQ articles to the system. The FAQ add screen is available in the New
menu item of the FAQ menu.

The following settings are available when adding this resource. The fields marked with an asterisk are
mandatory.

Title * The name of this resource. Any type of characters can be entered to this field including upper-
case letters and spaces. The name will be displayed in the overview table.

Keyword Add some keywords to make it easily to find the FAQ article.
Category * Select a category from the available categories.

See also:

Categories can be managed on the Category Management screen.,
State Select the state of the FAQ article. Possible options are:

external (customer) FAQ article is visible for agents and logged in customer users on the external
interface.

internal (agent) FAQ article is visible for agents only.
public (all) FAQ article is visible for everyone.

Validity Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

Language Select a language from the available languages.
See also:
Languages can be managed on the Language Management screen.

Attachment It is possible to add attachments to the FAQ article. Click on the field to add an attachment,
or just drop some files here.

Symptom Add a description here, that explains the current situation.
Problem More detailed description about the problem.
Solution How to solve the problem, or what is a workaround to solve it.

Comment Internal text about the current FAQ article for agents only.

7.3 Journal

Use this screen to view the history of all FAQ articles. The FAQ history is available in the Journal menu
item of the FAQ menu.

To limit the number of displayed FAQ articles per page:
1. Click on the gear icon in the top right corner of the overview header.

2. Select the maximum number of changes FAQ articles per page.
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* Title:
Keywords:

* Category:

State:
Validity:
Language:

Attachment:

Symptom:

{puhlic)

Problem:

{purhiic)

Solution:

{pubiic)

Add FAQ Article

All fields marked with an asterisk (*) are mandatory.

Misc

internal (agent)

wvalid

en

2

B I US|z ElE 2 2 E|= W = Q

Format ~ | Font - size - | A-B- T, [Souce () 9y 92|
B I US|z :z Elz 2 == o= Q
Format ~ | Font - size ~-|A- - T, [@Source Q) 92 92| 3
B I US|E = E|E E £ E|= L = Q
Format ~ | Font ~| sze ~| A- B~ T, [@Source () 9y 92 51

7.3.

Journal
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FAQ Journal:
&
LI s |
FAQH TITLE CATEGORY ACTION TIME
43002 How to create a support bundle Misc Updated 11/18/2020 15:51:32 (Europe/Berlin)
43002 How to create a support bundle Misc Created 11/18/2020 15:43:26 (Europe/Berlin)
49001 Computer is dead Misc Created 11/18/2020 15:30:56 (Europe/Berlin)

Fig. 7.5: FAQ Journal Screen

3. Click on the Save button.

Clicking on an FAQ article will open the FAQ Zoom screen.

74 Language Management

Note: This menu item is only available for agents who have administrator privileges.

Use this screen to manage languages available in FAQ articles. A fresh OTOBO installation already
contains some languages by default. The language management screen is available in the Language
Management menu item of the FAQ menu.

A FAQ Language Management
Actions List
wie  case
de o
en o)

Fig. 7.6: FAQ Language Management Screen

741 Manage FAQ Languages

To add a language:
1. Click on the Add language button in the left sidebar.
2. Fillin the required field.
3. Click on the Submit button.
To edit a language:
1. Click on a language in the list of languages.
2. Modify the field.
3. Click on the Submit button.
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Add Language

* Name:

@ or Cancel

Fig. 7.7: Add Language Screen

Edit Language

* Mame: en

@ or Cancel

Fig. 7.8: Edit Language Screen

To delete a language:
1. Click on the trash icon in the list of languages.

2. Click on the Yes button in the confirmation dialog.

List

MAME DELETE
de T
en o)

Fig. 7.9: Delete Language Screen

74.2 FAQ Language Settings

The following setting is available when adding or editing this resource. The fields marked with an asterisk
are mandatory.

Name * The ISO 639-1 code of a language.

7.5 Category Management

Note: This menu item is only available for agents who have administrator privileges.

Use this screen to manage categories available in FAQ articles. A fresh OTOBO installation already
contains a category by default. The category management screen is available in the Category Man-
agement menu item of the FAQ menu.
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& FAQ Category Management
Actions List
o
Misc valid

Fig. 710: FAQ Category Management Screen

7.5.1 Manage FAQ Categories

To add a category:
1. Click on the Add category button in the left sidebar.

2. Fill in the required fields.
3. Click on the Submit button.

Add Category
* MName:
Subcategory of:
# Permission:
Agent groups that can access articles in this category.
Validity: | walid

& Comment:

Will be shown as comment in Explorer.

@ or Cancel

Fig. 711: Add Category Screen

To edit a category:
1. Click on a category in the list of categories.
2. Modify the fields.
3. Click on the Submit button.
To delete a category:
1. Click on the trash icon in the list of categories.

2. Click on the Yes button in the confirmation dialog.

7.5.2 FAQ Category Settings

DELETE

The following settings are available when adding or editing this resource. The fields marked with an

asterisk are mandatory.
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Edit Category

#* Name: Misc
Subcategory of:
* Permission: ~ admin users
Agent groups that can access articles in this category.
Validity: | walid
% Comment: | Misc Comment

Will be shown as cormment in Explorer.

@ or Cancel

Fig. 712: Edit Category Screen

List

NAME VALIDITY DELETE
Misc valid jm}

Fig. 713: Delete Category Screen
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Name * The name of this resource. Any type of characters can be entered to this field including up-
percase letters and spaces. The name will be displayed in the overview table.

Subcategory of It is possible to add the new category under an existing one as sub-category. This will
be displayed as Parent Category::Child Categoruy.

Permission * Agent groups that can access articles in this category.

Validity Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set to
valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

Comment * Add additional information to this resource. It is recommended to always fill this field as
a description of the resource with a full sentence for better clarity, because the comment will be
also displayed in the overview table.

7.6 Search

Use this screen to search for FAQ articles based on various criteria. The FAQ search screen is available
in the Search menu item of the FAQ menu.

r M
Search x

Templates

Filters in use

Additional filters

MNormal

Fig. 714: Search Dialog

The dialog is divided into three parts: Templates, Filters in use and Additional filters.

7.61 Templates

This part of the dialog can be used to save a search template for further usage.
To create a new search template:

1. Click on the Create New button.

2. Enter a name for the search template.

3. Click on the Add button.

4. Add some search criteria.
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5. Click on the Run Search button.
To use a saved search template:
1. Select a template from the drop-down list.

2. Click on the Run Search button.

Search x
Templates

Support

Filters in use

Support =

Additional filters

Marmal

Fig. 715. Search Templates Dialog

To modify a search template:
1. Select a template from the drop-down list.
2. Check the Save changes in template box.
3. Modify some search criteria.
4. Click on the Run Search button.

The results will be opened in Search Results screen to see all matched FAQ articles.

Search Result:

Change search options [ ]
11001 B
AFAGH TITLE CATEGORY LANGUAGE STATE VALIDITY CHANGED
48002 How to create a support bundle Misc en external (customer) valid 11/18/2020 15:51 (Europe/Berlin)

Fig. 716: Search Results Screen

Clicking on an FAQ article will open the FAQ Zoom screen.
To delete a saved search template:

1. Select a template from the drop-down list.

7.6. Search m
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2. Click on the Delete button.

Warning: The template will be deleted immediately without confirmation!

7.6.2 Filtersin use

This part lists the filters, that are used for the search.

Additional filters can be added in the Additional filters part of the screen, and filters can be removed by
clicking on the N button next to the field.

7.6.3 Additional filters

This part is for adding more filters and selecting the output format of the results.
Add another attribute Select an extra attribute from the drop-down list to be used in the search.
Output Select the output format of the result.

You can start the search by clicking on the Run search button.

7.7 FAQ Zoom

Use this screen to see the details of an FAQ article. The FAQ Zoom screen is available, if you click on
an FAQ article in any other screens.

This screen has an own menu and contains several widgets.

7.71 FAQ Content

The FAQ Zoom screen has an own menu.

Back This menu item goes back to the previous screen.

Edit This menu item opens a new window to edit the FAQ article.

History This menu item opens a new window to see the history of the FAQ article.

Print This menu item opens a PDF file to show the printer friendly version of the screen. You can save
or print this PDF file.

Link This menu item opens the standard link screen of OTOBO. FAQ articles can be linked to other FAQ
articles or tickets. Existing links can also be managed here.

Delete Use this menu item to delete the FAQ article.
The Symptom, Problem, Solution and Comment widgets show the content of the FAQ article.

It is possible to rate an FAQ article in the Rating widget, whether the FAQ article is helpful or not. To rate
an FAQ article, click on the Yes or No button in this widget.

Any user can rate an FAQ article only once. The number of positive and negative ratings will be dis-
played in the right sidebar.
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FAQ#: 49002 — How to create a support bundle

FAQ Misc How to create a support bundle
Back | Edit | History | Print | Link | Delete FAQ Information
Category: Misc
To open links in the following description blocks, you might need to press Ctrd or Cmd or Shift key while clicking the link (depending on %
your browser and OS). Keywords: support bundle generate
OTOBO

* Symptom (public)
State: external (customer)

A support bundle needs to be created for the OTOBO system.
Validity: valid

Language: en
¥ Problem (ipublic} ’
Rating: Qoutof5
The support package is designed to aid in diagnosing system health, setup and configuration, tells about usage
statistics, and contains only the core files, delivered via packages or created by hand. All sensitive data is parsed is
parsed out or left on the system. No customer or ticket data will be packaged. The package can be downloaded and first one to rate this FAQ
viewed in its full.

Votes: No votes found! Be the

article.

Created: 11/18/2020 15:43

- Solution {public) (Europe/Berlin) (Super
Admin)
OTOBO 10:
Changed: 11/18/2020 15:51
1. Switch to Admin -> Support Data Collector .
Europe/Berl
2. Click "Generate Support Bundle" (Eur erin) (Super

3. If the support bundle is needed for a ticket, please use the button Download. Admin)
Linked Objects
» Comment (internal}
Normal
See also https://doc.otobo.org/manual/admin/stable/en/content/index.html
OBJECT#
T:2015071510123456

¥ Rating

How helpful was this article? Please give us your rating and help to improve the FAQ Database. Thank You!

not helpful 1 , very helpful

Fig. 717: FAQ Zoom Screen
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Edit: FAQ: 49002

All flelds marked with an asterisk (%) are mandatory.

Cancel & close
* Title: How to create a support bundle
Keywords:  support bundle generate OTOBO
* Category: Misc
State: extemnal (customer)
Validity: valid
Language: en
Attachment: &
Symptom: o o
B I US| = EEE £ E | = md Q
{pubic)
Format ~ | Font | size - A~ (- T, [oSource () 99 9% | 52
A support bundle needs to be created for the OTOBO system.
Problem: o _ o _ _ —
B I US ;= := E E = E|= L= Q
{pubiic)
Format - | Font -~ | size - A- - T, [oSource () 99 92 | 53
The support package is designed to aid in diagnosing system health, setup and configuration, tells
about usage statistics, and contains only the core files, delivered via packages or created by hand.
All sensitive data is parsed is parsed out or left on the system. No customer or ticket data will be
packaged. The package can be downloaded and viewed in its full.
Solution: o _ o _ _ _
I U S| = = E = = E=E|= b= Q
{pubic)
Format ~ | Font - | size - A- E- T, [@Souce Q) %y 92| &3
OTOBO 10:

14

1. Switch to Admin -> Support Data Collector
2. Click "Generate Support Bundle"

3. If the support bundle is needed for a ticket, please use the button Download.
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History of FAQ#: 49002 - How to create a support bundle

Close
History Content
ACTION USER CREATETIME
Created sa (Super Admin) 11/18/2020 15:43:26 (Europe/Berlin)
Updated 58 (Super Admin) 11/18/2020 15:51:32 (Europe/Beriin)

Fig. 719: FAQ History Screen

Manage links for FAQ# 49002: How to create a support bundle

Close this dialog

Link with: | [FAG

FAQH
Title
Fulltext
Fig. 7.20: Link FAQ Screen
F |
Delete x

Tltle: How to create a support
bundle

Do vou really want to delete this FAQ article?

Yes @

Fig. 7.21: Delete FAQ Dialog
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7.7.2 FAQ Sidebar Widgets

The following widgets are located on the right sidebar.
The FAQ information widget lists all relevant attributes of the FAQ article.

FAQ articles can be linked to other objects. Use this widget to see the links between the FAQ article and
other objects.

New links can be added by the Link menu item of the FAQ Zoom menu. Existing links can also be
managed there.

To see the linked object details, click on an entry in this widget.
See also:

Change setting LinkObject : : ViewMode to Complex to display detailed information about linked ob-
jects.
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FAQ Information

Category:

Keywords:

State:
Validity:
Language:
Rating:

Votes:

Created:

Changed:

Misc

support bundle generate
OTOBO

external (customer)

valid

en

OQoutofb

No votes found! Be the
first one to rate this FAQ

article.

1118/2020 15:43
(Europe/Berlin) (Super
Admin)

111872020 15:51

(Europe/Berlin) (Super
Admin)

Fig. 7.22: FAQ Information Widget

7.7. FAQ Zoom
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Linked Objects

Mormal

OBJECT#
T:2015071510123456

Fig. 7.23: Linked Objects Widget

* Linked: Ticket (1)

TICKET# TITLE STATE QUEUE CREATED LINKED AS DELETE
Welcome to 09/21/2020 17:08:29

2015071510123456 new Raw . MNormal Tl
OTOBO! {Europe/Berlin)

Fig. 7.24: Complex Linked Objects Widget
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CHAPTER 8

Chat

Warning: This feature will be included in one of the next OTOBO releases. If you need it beforehand,
please contact sales@otobo.de, we will find a solution.

See also:
System configuration ChatEngine: :Active needs to be activated to use this feature.

The chat feature allows for chats between agents and customers using the OTRS front end. Once
enabled, customers or public users can start chats with agents and vice versa. Finished chats can be
archived and attached to tickets, or can be downloaded as PDF by agents, customers and public users.

Each chat is assigned to a chat channel. Chat channels are like chat rooms. Each chat channel is
assigned to a certain group which controls the permissions for this channel. If no chat channelis selected
when a chat is created, this chat will be created in the Default channel.

8.1 Manage Chats

Note: Rother OSS TODO: This feature will be included in one of the next OTOBO releases. If you need
it beforehand, please contact sales@otobo.de, we will find a solution.

See also:
System configuration ChatEngine: :Active needs to be activated to use this feature.

The chat management screen is the central point of the chat feature. Here an agent can manage
the chats as well as see and accept open requests. This screen provides a list of chat requests from
customer users, public users and other agents, as well as an overview over all active chats.

Use this menu item to manage chats. The chat management screen is available in the Chat menu.
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Manage Chats
Hints General Chat Requests From Customers
My Chat Channels AllChat Channels
CREATED TYPE CHANMEL REQUESTER DESCRIPTION ACTION

There are currently no chat requests.

General Chat Requests From Public Users

CREATED TYPE CHANMEL REQUESTER DESCRIPTION ACTION

There are currently no chat requests.

Personal Chat Requests For You

CREATED TYPE CHANMEL REQUESTER DESCRIPTION ACTION
There are currently no chat requests.

<> Configure Chat Integration

My Active Chats

Fig. 8.1: Chat Management Screen

Each chat channel can be filtered with the options in the top of the widget to list All Chat Channels or
only My Chat Channels set in Personal Preferences.

8.1.1 Start New Chat

A chat participant can be an agent, a customer user or a public user.

Agent to Agent

To start a chat with another agent:

1. Use the Logged-In Users widget in the dashboard. Agents who are able to use the chat, will have
a chat icon next to their name.

Logged-In Users

Agents(2)

® Admin OTRS
@ John Doe -,

Fig. 8.2: Available Agents

2. Click on the chat icon next to an agent name.
3. Write the first message to the Start Chat dialog and send the message.

4. After the chat request has been sent to the other agent, watch the chat in the chat management
screen. A browser notification is displayed to inform the agent.
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Start chat

2
Hello, how are you? Start chat

.

Fig. 8.3: Start Chat Dialog

[ @ JOHN DOE (&) (P) * O X

You Hello, how are you?

Mew Message... (Shift+ Enter for new line) '-'ﬂ

Fig. 8.4: My Active Chats Widget
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5. Wait for the answer. The other agent has to accept the chat request with the Open Chat link.

Personal Chat Requests For You

CREATED TYPE CHAMMEL REQUESTER DESCRIPTION ACTION
05/08/2019 12:21:22 User Default channel Admin OTRS Hello, how are you? Open chat

Fig. 8.5: Personal Chat Requests For You Widget

6. When the other agent accepts the chat request, you can chat now.
[ @ ADMIN OTRS (4] (P) O X

Admin OTRS Hello, how are you?

YA S (S ruraasT rnrs SRar
= g fil o

e LA L T

You I'm fine, thank you!

Mew Message... (Shift+ Enter for new ling) '-'EI

Fig. 8.6: Agent to Agent Chat

Agent to Customer User

To start a chat with a customer user:

1. Use the Logged-In Users widget in the dashboard. Customer users who are able to use the chat,
will have a chat icon next to their name.

Logged-In Users

Customers (1)

@ Tony Stark -,

Fig. 8.7: Available Customer Users

See also:
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Customer users can also be selected in Customer User Information Center or from the Customer
Information widget of the Ticket Zoom screen.

2. Click on the chat icon next to a customer user name.

3. Write the first message to the Start Chat dialog and send the message.

Start chat

2
Hello, how are you? Start chat

Fig. 8.8: Start Chat Dialog

4. After the chat request has been sent to the other agent, watch the chat in the chat management
screen. A browser notification is displayed to inform the agent.

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

Hello, how are you?

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

Fig. 8.9: My Active Chats Widget

5. Wait for the answer. The customer user has to accept the chat request which is displayed in the
bottom right corner of the external interface.

6. When the customer user accepts the chat request, you can chat now.

7. When the customer user closes the chat, it is possible to send the chat via email or create a ticket
from the conversation.

Customer User to Agent

Customer users are not able to start a chat directly with a certain agent, but only to create generic chat
requests.

To receive a chat request from a customer user:
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Admin OTRS
% Hello, how are you?

Fig. 8.10: Chat Request on External Interface

< Admin OTRS

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

%( Hello, how are you?

I'm fine, thank you!

te a message 4

Fig. 8.11: Agent to Customer User Chat
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Send me a summary of this
conversation.

tony@stark-industries.com

Or, create a new ticket with the
summary.

Create Ticket

Fig. 8.12: Save the Conversation on External Interface
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1. A customer user clicked on the New conversation button within the chat window in the bottom
right corner of the external interface.

{ Chat Conversation

| need some help!

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

D 4

Fig. 813: Start Chat Window
2. A browser notification is displayed to inform the agent. Go to the chat management screen, and
open the general chat request with the Open chat link.
3. Accept the chat request.

6. When an agent accepts the chat request, they can chat now.

Public User to Agent
Visitors of the external interface are also not able to start a chat directly with a certain agent, but only
to create generic chat requests. As they are not logged in, they need to add a name to start the chat.

The steps are the same as described in Customer User to Agent section, but the chat request is displayed
in the General Chat Requests From Public Users widget.
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General Chat Requests From Customers

My Chat Channels AllChat Channels

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

Fig. 8.14: General Chat Requests From Customers Widget

Chat preview

Chat protocol

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

Change chat channel
Current chat channel: Helpdesk

,':'.-.'-"‘-' r - o [P ~
Available channels: | - w o

Update Channel  Accept Cancel

Fig. 8.15: Chat Preview Dialog

= @ TONY STARK (C) COMPANY: STARK INDUSTRIES * O x
lony Stark has _'.i"."'i‘i.f this chat.
Tony Stark

| need some help!

Admin OTRS has joined this chat.
You
How can we help you?
Mew Message... (Shift+ Enter for new line) 1‘,’:’_'?

Fig. 8.16: Customer User to Agent Chat
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< Chat Conversation

Can you tell me some details about the

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

Vrite a message 4

Fig. 8.17: Start Chat Window

General Chat Requests From Public Users

CREATED TYPE CHANNEL | REQUESTER | DESCRIPTION ACTION

05/08/2019 16:00:27 Can you tell me some details about Open
/O8] Public = Helpdesk = Jane Smith o . .

(Europe/Budapest) the service? chat

Fig. 8.18: General Chat Requests From Public Users Widget
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8.1.2 Chat Widget

The chat widget is the main component when chatting with other people. It provides a history of all
messages in the chat as well as a list of possible actions depending on your permission level.

The messages can be sent using the text field of a chat in My Active Chats widget by either clicking the
send icon next to the text field or hitting the Enter key. Shift + Enter can be used to insert a new line into
the message.

Every chat participant has a colored circle icon before his/her name in the chat widget header, which
represents the participant availability.

* Green: participant is active (available and online).

* Yellow: participant is away (available, but there was no request sent to the server from this user
for some time set in ChatEngine: :AgentOnlineThreshold).

* Pink: participant is inactive (chat request is not accepted yet or participant left the chat).
* Red: participant is unavailable (set via availability button).
» Black: participant has logged out or session has expired.

The chat widget has some icons in the top right corner.

= @ JANE SMITH (P) - 0O x

Phoneticket Append Invite  Channelchange Download Mew window

HELPDESK

Furope/Budapest) Admin OTRS has joined this chat.

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

Fig. 8.19: Chat Menu

The first triangle icon expands and collapses the chat menu. The menu has several menu items.

Phone ticket Allows you to create a phone ticket to which the current chat will be appended to as an
article. After the ticket has successfully created, the chat will get closed automatically.

Append Allows you to append this chat as an article to a selected ticket. After the article has been
created, the chat will get closed automatically.

Invite Allows you to invite another agent to this chat. You can select from a list of available agents
whom you want to invite. Once the agent has invited, a new agent to agent chat request will be
sent to this agent. After the request has been accepted, a new internal chat will be established
between you and the invited agent. In this internal chat, the invited agent has two more actions
available in the advanced actions toolbar: Observer and Participant.

8.1. Manage Chats 129



OTOBO User Manual, Release 10.1

Channel change Using this link, you can change the channel for this chat. For the selection of the target
channel the same rules apply as for initially selecting a chat channel.

Download Lets you download the complete history of this chat as PDF.

New window Opens this chat in a separate popup window. You can use this window in the same way
as the chat widget and both the widget and the popup can be used at the same time.

Observer When you have been invited to a chat by another agent, you can decide if you want to join
the chat as observer or participant depending on your permission level. Once you click the action
from your toolbar, a new chat widget will be added to the list of your active chats which is the chat
you have been invited to.

If you join the chat as observer, you will only be able to read what others are contributing to the
chat and you will be invisible to customer users or public users. Agents will still receive a message
that you joined the chat as observer.

As an observer, you have the possibility to become a participant anytime by using the advanced
action toolbar in your chat widget depending on your permission level.

Participant If you want to contribute something to the chat you have been invited to, you can join it
as a participant. Customer users, public users and agents will receive a message that you have
entered the chat. As a participant, you can become an observer anytime by using the advanced
action toolbar in your chat widget.

The second circle icon allows the agent to set up a personal monitoring for this chat, which is a three-
way switch:

» Empty circle: no monitoring.
* Empty circle with tick icon: only monitor customer user activity.
» Filled circle with tick icon: monitor all actions.
When monitoring a chat, browser notifications will show up each time there is a new action in this chat.

Finally the third close icon makes it possible to close the chat by clicking on the X.

8.1.3 Chat Integration
The public chat can be easily integrated into a website with the chat integration configuration and
snippet generator.
To configure the chat and generate the code snippet:
1. Click on the Configure Chat Integration button in the left sidebar.

2. Customize the texts in the Configuration tab.

Note: All changes made in the Configuration tab will not be saved. Every time you open this
dialog, all fields will be reset to default values.

3. Copy the code snippet from the Integration Code tab and paste it into your website right before
the </body> element.

4. You can check the result in the Preview tab.

Note: The preview uses the real chat module. Other agents have to be available for chatting to
preview all features.
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Chat Integration

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

WEITENGIN Integration Code  Preview

General Settings

Prima

Texts

versations fitle: | Conversation(s)

versations: | You are not participating in a chat at the moment.

ersation link: | New conversation

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

C-thg:::ing chat requests title: | Outgoing chat requestiz)

Close this dialog

Fig. 8.20: Chat Integration - Configuration

Chat Integration

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

Configuration [NGHENDGREGER Preview

Integration Code

Integrate this into the b

1 of your page:

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

Close this dialog

Fig. 8.21: Chat Integration - Integration Code
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Chat Integration

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

Close this dialog

Fig. 8.22: Chat Integration - Preview

If mixed content warning is displayed in the browser console, an administrator has to check that the
system configuration setting Ht tpType is properly set. The website must run on the same protocol for
the chat widget to work.

For example, if the website is running OTOBO on SSL, the system configuration option must be set to
https.
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Reports

Reports are automatically generated statistics. In this menu it is possible to define new statistics, and
set these statistics as reports, if needed.

9.1 Reports

Use this screen to manage reports. A fresh OTOBO installation contains no reports by default. The
reports management screen is available in the Reports menu item of the Reports menu.

a Report Management
Actions Statistics Reports
e Add Report NAME DESCRIPTION DELETE RUN
Daily Report This report collects all information needed for daily work. Run now

Fig. 91: Reports Overview Screen

9.1.1 Manage Reports

To create a new report:
1. Click on the Add Report button in the left sidebar.
2. Fill in the required fields.
3. Click on the Save button.
4. You will be redirected to Edit Report screen to edit the report details.

To edit a report:
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Add Report

* Name:

* Description:

# Valid: | wvalid

Save or Cancel

Fig. 9.2: Add Report Screen

1. Click on a report in the list of reports or you are already redirected here from Add Report screen.
2. Modify the fields and the report details.
3. Click on the Save or Save and finish button.
To delete a report:
1. Click on the trash icon in the list of reports.
2. Click on the OK button in the confirmation screen.
To run a report immediately:
1. Click on the Run now link in the list of reports.

2. Click on the Run now button in the new screen.

9.1.2 General Report Settings
The following settings are available when adding or editing this resource. The fields marked with an
asterisk are mandatory.

Name * The name of this resource. Any type of characters can be entered to this field including up-
percase letters and spaces. The name will be displayed in the overview table.

Description Add additional information to this resource. It is recommended to always fill this field as
a description of the resource with a full sentence for better clarity, because the comment will be
also displayed in the overview table.

Validity * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set
to valid. Setting this field to invalid or invalid-temporarily will disable the use of the resource.

9.1.3 Automatic Generation Settings

Automatic generation times (cron) Specify when the report should be automatically generated in cron
format.
See also:

For more information see the Cron article on Wikipedia.
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Settings

* Mame:

# Description:

* Valid:

Automatic generation times (cron):

Automatic generation language:

Email subject:

Email body:

Email recipients:

Headline:
Tifle:
Caption for preamble:

Preamble:

Caption for epilogue:

Epilogue:

General settings

Daily Report

This report collects all

information needed for daily work.

valid

Automatic generation settings

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

*" for every day at 1:10 am.

Times are in the system timezone.

English (United States)

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

Specify the subject for the automatically generated email.

i

Specify the text for the automatically generated email.

Specify recipient email addresses (comma separated).

Output settings

93.atReports

Add statistic to report:

135



OTOBO User Manual, Release 10.1

Settings
Daily Report

MNew Tickets

[ Runnew of Cancel

Fig. 94: View Report Screen

Note: Times are in the system timezone.

Automatic generation language The language to be used when the report is automatically generated.
Email subject Specify the subject for the automatically generated email.
Email body Specify the text for the automatically generated email.

Email recipients Specify recipient email addresses (comma separated).

9.1.4 Output settings

Headline This text will be used as headline text of the report.

Title The title of the report.

Caption for preamble The caption for preamble included in the report.
Preamble The preamble text of the report.

Caption for epilogue The caption for epilogue included in the report.

Epilogue The epilogue text of the report.

9.1.5 Statistics

Add statistic to report Select one or more Statistics to be added to the report. Each added statistics
have an own overview and settings screen.

After all information is collected and set, click on the Save or Save and finish button to save the report.

9.2 Statistics

Use this screen to manage statistics. A fresh OTOBO installation already contains some statistics by
default. The statistics management screen is available in the Statistics menu item of the Reports menu.

9.21 Manage Statistics

Three type of statistics are available in OTOBO.

Dynamic Matrix Each cell contains a singular data point.
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# Statistics Management
Actions Statistics
A STAT# ~ TITLE OBJECT EXPORT  DELETE = RUN
1 I Statisti
= Fnport Siatistios 10001  Changes of status in a monthly overview StateAction + o B

10002  List of tickets closed last menth Ticketlist + o B
List of open tickets, sorted by time left until response

10003 i i i ' by PO Ticketlist & o o]
deadline expires

10004  New Tickets TicketAccumulation + o B
List of open tickets, sorted by time left until solution deadline '

10005 ) Ticketlist 3 o O]
expires

10006  List of tickets closed, sorted by response time. Ticketlist 3 o ®
List of open tickets, sorted by time left until escalation '

10007 ) ) Ticketlist 3 o B2
deadline expires

10008  Overview about all tickets in the system TicketAccumulation + o O]

10009 List of tickets created last month Ticketlist & o B

10010 List of tickets closed, sorted by solution time Ticketlist & o B

10011 List of the most time-consuming tickets Ticketlist & o B

Fig. 9.5: Statistics Overview Screen

Add Statistics

il il

Dynamic Matrix Dynamic List Static
Each cell contains a singular dat... Each row contains data of one e... Mon-configurable complex statis. ..

e

Fig. 9.6: Add Statistics Screen
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Dynamic List Each row contains data of one entity.

Static Non-configurable complex statistics.

To create new statistics:

1. Click on the Add Statistics button in the left sidebar.

2. Select the type for the new statistics.

3. Fill in the required fields.
4. Click on the Save button.

General Specification

= Title:

% Description:

* Object type:

* Permissions:

* Result formats:

* Time Zona:

Create summation row:

Create summation column:

Validity:

Ticketlist

stats

You can select one or more groups to define access for different agents.

csv Excel Print

Europe/Berlin
The selected time periods in the statistic are time zone neutral.

No

Generate an additional row containing sums for all data rows.

No

Generate an additional column containing sums for all data columns.

valid

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

Fig. 9.7: Add General Specification Section

To edit statistics:

1. Click on a statistics number in the list of statistics.

2. Modify the fields and the statistics details.

3. Click on the Save or Save and finish button.

To import statistics:

1. Click on the Import Statistics button in the left sidebar.

2. Click on the Browse... button and select a previously exported . xm1 file.

3. Click on the Import button.

4. Modify the fields and the statistics details.

5. Click on the Save or Save and finish button.
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* General Specification

* Title:  New Tickets

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

* Permissions:  stats

You can select one or more groups to define access for different agents.
* Result formats: Csv Excel Graph: Bar Chart | and 3 more... @

# Time Zone:  Europe/Berlin

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

Create summation row: | Yes

Generate an additional row containing sums for all data rows.

Create summation column: | Yes

Generate an additional column containing sums for all data columns.

Cache results: | Yes

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

Show as dashboard widget: | [No

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

Validity: || valid

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

Fig. 9.8: Edit General Specification Section

Import Statistics Configuration

File: Durchsuchen... Keine Datei ausgewdhlt.

Fig. 9.9: Import Statistics Configuration Screen
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To export statistics:

1. Click on the download icon in the list of statistics.

2. Choose a location in your computer to save the . xm1 file.

To delete statistics:

1. Click on the trash icon in the list of statistics.

2. Click on the OK button in the confirmation screen.

To run statistics:

1. Click on the play icon in the list of statistics.

2. Review the statistics details.

3. Click on the Run now button.

Settings

Object:
Description:
Format:

Time Zone:

Create Time:

Queuve:

To preview statistics:

TicketAccumulation

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

csv

uTC

The selected time periods in the statistic are time zone neutral.
X-axis

The past complete 1 and the current+upcoming complete 0 monthis)
Scale: 1 day(s)

Y-axis
Junk, Misc, Postmaster, Raw
Filter

Mo element selected.

Fig. 910: View Statistics Screen

1. Go the the edit screen of a statistics.

2. See the preview.

3. Change the settings to view different type of graphs.

4. Change the values of X-axis, Y-axis and Filter with the respective buttons.

Note: The preview uses random data and does not consider data filters.
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w Statistics Preview

Preview format: ( il Graph: Line Chart

Graph: Stacked Area Chart

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

i

Sat 14

il

l

Sat 21

Fig. 911 Statistics Preview Widget

|

|

Sat 28

9.2. Statistics
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9.2.2 General Statistics Specification
The following settings are available when adding or editing this resource. The fields marked with an
asterisk are mandatory.

Title * The name of this resource. Any type of characters can be entered to this field including upper-
case letters and spaces. The name will be displayed in the overview table.

Description Add additional information to this resource. It is recommended to always fill this field as
a description of the resource with a full sentence for better clarity, because the comment will be
also displayed in the overview table.

Permissions * You can select one or more groups to define access for different agents.

Result formats * You can select, in which format should be able to see the statistics.

Time Zone * The selected time periods in the statistics are time zone neutral.

Create summation row Generate an additional row containing sums for all data rows.

Create summation column Generate an additional column containing sums for all data columns.

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

Show as dashboard widget Provide the statistics as a widget that agents can activate in their dash-
board.

Note: Enabling the dashboard widget will activate caching for this statistics in the dashboard.

Validity * Set the validity of this resource. Each resource can be used in OTOBO only, if this field is set
to valid. Setting this field to invalid will disable the use of the resource.

9.2.3 Ticket Attributes for Statistics

The following ticket attributes can be included in statistics using the X-axis button, if Dynamic Lists
statistics are selected.

Number An auto-increment integer number in the output to show the line numbers.

Ticket# The ticket number.

Age The relative age since ticket creation and now.

Title The title of the ticket.

Created The absolute date and time with timezone when the ticket was created.

Last Changed The absolute date and time with timezone when the ticket was changed.

Close Time The absolute date and time with timezone when the ticket was closed. This field is empty
for open tickets.

Queue The queue in which the ticket is located.

State The state of the ticket.

Priority The priority of the ticket.

Customer User The login name of the customer user of the ticket.

Customer ID The customer of the customer user of the ticket.
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Service The service of the ticket. If no service is assigned, this field is empty.

SLA The SLA of the ticket. If no SLA is assigned, this field is empty.

Type The type of the ticket.

Agent/Owner The owner agent of the ticket.

Responsible The responsible agent of the ticket.

Accounted time Accumulated time of the times stored in the articles.

EscalationDestinationin The relative time from the current time to the time of escalation.
EscalationDestinationDate The absolute date and time with timezone when the ticket is escalated.

EscalationTimeWorkingTime The time in seconds within the defined working time or service time until
an escalation.

EscalationTime The total time in seconds until escalation of nearest escalation time type: response,
update or solution time.

FirstResponse The timestamp of first response.
FirstResponselnMin The time in minutes from ticket creation to first response (based on working time).

FirstResponseDiffInMin The difference in minutes between the specified response time and the actual
response time.

FirstResponseTimeWorkingTime The time in seconds within the defined working time or service time
until an escalation of a first response.

FirstResponseTimeEscalation Defines, whether the ticket has escalated or not.

FirstResponseTimeNotification Defines, whether the defined escalation notification time is reached or
not.

FirstResponseTimeDestinationTime The escalation time as Unix timestamp.
FirstResponseTimeDestinationDate The absolute date of a first response time escalation.
FirstResponseTime The total time in seconds until the first response time escalation.
UpdateTimeNotification Defines, whether the defined escalation notification time is reached or not.
UpdateTimeDestinationTime The update time escalation as Unix timestamp.
UpdateTimeDestinationDate The absolute date of an update time escalation.

UpdateTimeWorkingTime The time in seconds within the defined working time or service time until an
update time escalation.

UpdateTime The total time in seconds until an update time escalation.
SolutionTime The total time in seconds until a solution time escalation.
SolutionInMin The total time in minutes until a solution time escalation.

SolutionDiffInMin The difference in minutes between the specified solution time and the actual solution
time.

SolutionTimeWorkingTime The time in seconds within the defined working time or service time until a
solution time escalation.

SolutionTimeEscalation Defines, whether the ticket has escalated or not.
SolutionTimeNotification Defines, whether the defined escalation notification time is reached or not.

SolutionTimeDestinationTime The solution time escalation as Unix timestamp.
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SolutionTimeDestinationDate The absolute date of a solution time escalation.

First Lock The absolute date and time with timezone when the ticket was locked first. This field is empty
for tickets, that are not locked yet.

Lock The lock state of the ticket.

StateType State type of the ticket.

UntilTime Total seconds till pending.

UnlockTimeout Time until the ticket is automatically unlocked.
EscalationResponseTime Unix timestamp of response time escalation.
EscalationSolutionTime Unix timestamp of solution time escalation.
EscalationUpdateTime Unix timestamp of update time escalation.
RealTillTimeNotUsed Unix timestamp of pending time.

Number of Articles The number of articles in the ticket.

Process The name of the process in which a process ticket is involved.
Activity The name of the activity in the process.

Activity Status The status of the activity in the process.

DynamicField_NameX The name of the dynamic fields added to the system. The list of dynamic fields
is different in each system.
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Admin

This menu item opens the administrator interface, which is described very detailed in the Administration
Manual.

Note: This menu item is only available for agents who have administrator privileges.
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Search

Search function can be used to search everything inside OTOBO. This function looks for the search term
in tickets, articles and FAQ articles, as well as in attached documents.

111 Search

Use this menu item to search for something. The Search Results screen is available, if you click on the
magnification glass icon in the main menu, enter a search term and hit Enter key on your keyboard.

r
Search ®

Templates

Search template:

Filters in use

Fulltext:

Additional filters
Add another attribute:

Quiput: | Normal

Fig. 11.1: Search Dialog

If the search has results, a new screen will open.
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Search Results:

Change search options (last-search) o
1zarz [ m L
TICKET# YAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
2020120449000029 7d3h Wyle Coyote Computer makes noise open unlock Raw Super Admin acme.co
2020120449000011 7d7h Wyle Coyote Computer doesn't start open lock Raw Super Admin acme.co

Fig. 11.2: Search Results Screen

This screen lists all objects that matches the search term. The objects are grouped by type.
To find the desired object:

1. Select a type in the header of the widget.

2. Use the filter in the right sidebar to narrow the result.

There is an option All to see all type of object.

1111 Search Parameters

The query string consists of terms and operators. A term can be a single word or a phrase surrounded
by double quotes. Operators allow you to customize the search.

Single word If the query string is a single word (for example quick or brown), then OTOBO searches
for all items containing the given word.

If two or more words are given in the query string (for example quick brown), then OTOBO
searches for all items containing the word quick or brown.

Phrase surrounded by double quotes If the query string contains a phrase surrounded by double
quotes (for example "quick brown"), then OTOBO searches for all items containing the words
in the phrase in the same order.

Wildcards Use 2 to replace a single character, and * to replace zero or more characters (for example
qu?ck bro*).

Note: Wildcard queries can lead to performance issues, because many terms need to be queried
to match the query string.

Regular expressions Regular expression patterns can be embedded in the query string by wrapping
them in slashes (for example /joh?n (ath[ocaln) /).

See also:

The supported regular expression syntax is explained in Regular expression syntax chapter of the
Elasticsearch documentation.

Fuzziness ltis possible to search for terms that are similar to, but not exactly like the given search terms,
using the fuzzy operator (for example quikc~ brwn~ foks~).

The default fuzziness level is 2, but a level of 1 should be sufficient to catch 80% of all human
misspellings. It can be specified as quike~1.

Fuzziness can be disabled with quikc~0 which will not consider spelling mistakes.
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Proximity A query string like "quick fox" searches the words in exactly the same order, but the
proximity search allows that some other words can be included between the given words (for
example "fox quick"~5).

This operator specifies the maximum edit distance of words. The phrase quick fox would be con-
sidered more relevant than quick brown fox.

Ranges The query string can contain ranges for date, numeric or string fields. Inclusive ranges are
specified with square brackets [min TO max] and exclusive ranges with curly brackets {min TO
max}.

Boosting The boost operator ~ can be used to make one term more relevant than another. For example
use the query string quick”2 fox, if you want to find all documents about foxes, but you are
especially interested in quick foxes.

You can also use boosts for phrases or groups, for example "quick fox"~2 AND (brown
lazy) *4.

Boolean operators The query string quick brown fox searches for all items containing one or more
of the specified words.

The preferred operators are + (term must be present) and - (term must not be present). All other
terms are optional.

For example if the query string is quick brown +fox —news then it means:
* fox must be present.
* news must not be present.
* quick and brown are optional.

The well known logical operators AND, OR and NOT (or &s&, | | and !) are also supported. The
query string ( (quick AND fox) OR (brown AND fox) OR fox) AND NOT news isidentical
with the previous example.

Grouping Changing the precedence with parentheses is possible, like (quick OR brown) AND fox.

Reserved characters There are some reserved characters which function as operators, and they can
not be used in search queries.

The reserved charactersare: + — = && || > < ! () {} [ 1 ~ " ~* 2 :\ /.

If any of these characters need to be used in search queries, then you should escape them with
a leading backslash. For example to search for the term (1+1)=2, you have to use the query string
as \ (1\+1\)\=2.

See also:

More information can be found in the Query string syntax chapter of the Elasticsearch documentation.

11.1. Search 149


https://www.elastic.co/guide/en/elasticsearch/reference/current/query-dsl-query-string-query.html#query-string-syntax

OTOBO User Manual, Release 10.1

150 Chapter 11. Search



CHAPTER 12

Documentation History

1. 2019 - OTRS User Manual - OTRS AG (https://otrs.com)
2. 2020 - OTOBO User Tutorial - Rother OSS GmbH (https://otobo.de)

Published by: Rother OSS GmbH, (https://otobo.de), Oberwalting 31, 94339 Leiblfing, Germany. Authors:
OTRS AG (original version), Rother OSS GmbH (https://otobo.de)

Permission is granted to copy, distribute and/or modify this document under the terms of the GNU Free
Documentation License, Version 1.3 or any later version published by the Free Software Foundation;
with no Invariant Sections, no Front-Cover Texts, and no Back-Cover Texts. A copy of the license can
be found on the GNU website.

151


https://otrs.com
https://otobo.de
https://otobo.de
https://otobo.de
https://www.gnu.org/licenses/fdl-1.3.txt

	Introduction
	Login to Agent Interface

	Dashboard
	Dashboard
	Dashboard Content Widgets
	Dashboard Sidebar Widgets


	Personal Menu
	Notifications
	Personal Preferences
	User Profile
	Notification Settings
	Miscellaneous
	Advanced

	Logout

	Customers
	Customer Information Center
	Manage Customer Tickets

	Customer User Information Center
	Manage Customer User Tickets

	Customer User Administration
	Manage Customer Users
	Customer User Settings

	Customer Administration
	Manage Customers
	Customer Settings


	Calendar
	Calendar Overview
	Agenda Overview
	Resource Overview
	New Appointment
	Appointment Settings


	Tickets
	Queue View
	Small Queue View
	Medium Queue View
	Large Queue View
	Queue View Bulk Actions

	Service View
	Small Service View
	Medium Service View
	Large Service View
	Service View Bulk Actions

	Status View
	Small Status View
	Medium Status View
	Large Status View
	Status View Bulk Actions

	Escalation View
	Small Escalation View
	Medium Escalation View
	Large Escalation View
	Escalation View Bulk Actions

	New Phone Ticket
	New Email Ticket
	New Process Ticket
	Search
	Templates
	Filters in use
	Additional filters

	Ticket Zoom
	Ticket Menu
	Article Overview
	Article Zoom
	Linked Objects
	Ticket Information
	Customer Information


	FAQ
	Explorer
	FAQ Explorer Content Widgets
	FAQ Explorer Sidebar Widgets

	New
	Journal
	Language Management
	Manage FAQ Languages
	FAQ Language Settings

	Category Management
	Manage FAQ Categories
	FAQ Category Settings

	Search
	Templates
	Filters in use
	Additional filters

	FAQ Zoom
	FAQ Content
	FAQ Sidebar Widgets


	Chat
	Manage Chats
	Start New Chat
	Chat Widget
	Chat Integration


	Reports
	Reports
	Manage Reports
	General Report Settings
	Automatic Generation Settings
	Output settings
	Statistics

	Statistics
	Manage Statistics
	General Statistics Specification
	Ticket Attributes for Statistics


	Admin
	Search
	Search
	Search Parameters


	Documentation History

