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CHAPTER 1

AN

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

1.1 ANNANANAN

NNNNNANANNNNN

NN: 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.

NNNNNNNNNNNN NNNANN NNNNNNNNNNNNNNN
ANANNANNNNNNNNNAN
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1T o8

Logout successiul.

Username

Password

N 1.1 ANNNNERNN

T o8

Username

Request New Password

N 1.2: NNNAN

4 Chapter 1. NN
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. IR

Dashboard Customers Calendar Tickets

Reports

€T o B

Otobo Helpdesk

Reminder Tickets

My locked tickets (0)

TICKET#
none
Escalated Tickets
TICKET#
none
New Tickets

TICKET#
2015071510123456

Open Tickets

TICKET#
none
Ticket Queue Overview
QUEUE NEW OPEN
Raw 1 0
TOTAL 1 0

AGE TITLE
All tickets (0)
AGE TITLE
All tickets (1)
YAGE TITLE
57d2Zh Welcome to OTOBO!
All tickets (0)

YAGE TITLE
PENDING REMINDER TOTAL
0 1
0

b Settings

7 Day Stats

@ cCreated @ Closed

1]
Thu Fri  Sat Sun Mon Tue We

Upcoming Events

none

Latest updated FAQ articles
Latest created FAQ articles

OTOBO News

OTOBO Launch

Chatbot, Testing, neue Features

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

Rother OS5 kindigt neues Open Sourc...

1.1, ANAANANAN
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CHAPTER 2

NAN

ANANNANANNNNANNNNNNNN MNANNNNNNNNNNNNNNNNNNNNNNNNNNN
ANANNNNANNNNANNNNNNNNNNNNNNNANNNNNNNN MNNNNNNNNNNNANNNN ANNNNNANNNNNNNNNNNNNNNANNNNNANNNNNNNY

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.

21 NN

NNNNNNNENNNNNNNN NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNEN
NNNNNNNYN
NNNN The NRNN and the NN possibilities.

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

NN:

NN AN — NN — NN ANNNNNNNNNNNN
NN NN NYNYNNYNNY

NN:
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® =--= cToBD

Dashboard Customers Calendar Tickets FAQ Reports Admin
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
i L) Latest updated FAQ articles
TICKET# Y 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 0SS vertffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020

Rother OS5 kindigt neues Open Sourc...

N RINNNNNNN

® »v-.= CT B

Dashboard Customers Calendar Tickets FAQ Reports Admin Q e e
tobo Helpdesk

N 2.2: NNAN

8 Chapter 2. NN
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NNNARNAN ChatEngine: :Active NNNNNNNN

ONANANNNNNNANANANANNNNNNNNN

L NNNNNNNNY

o NNNAINNNNNNNNNNNNNNNNNNNNN

NNV NNV NN NN N (NSNS N N S N Y NN N I

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

NNNENNNN N NINNYN

ANANNANN ANNN NENNNNNNNNNNNNNNNANNAN NNNNNNENNNNENNNNNNNNNNNNNAN

Reminder Tickets
My locked tickets (0) | My responsibilities (0}
TICKET#
none
Escalated Tickets

My locked tickets {0) | My respongibilities (0)

TICKET#
none

New Tickets

My locked tickets {0) | My responsibilities (0)
TICKET#
2020112449000038
2020112449000029
2020112449000011
2015071510123456

Open Tickets

My locked tickets {0) | My respongibilities (0)

Tickets in My Queues (0)

Tickets in My Queues (0)

Tickets in My Queues (0)

Tickets in My Services (0) | All tickets (0)
AGE TITLE
Tickets in My Services (0) | All tickets (0)
AGE TITLE
Tickets in My Services (0} | Al tickets (4)
YAGE TITLE
8d23h Test via Emall
9d1h Test via Emall
9d2h Willkommen
72d21h Welcome to OTOBO!
Tickets in My Services (0) | All tickets (3)

Tickets in My Queues (0)

» Settings
7 Day Stats

@cCreated @ Closed

Fri Sat Sun Mon Tue Wed Thu

Upcoming Events

none

Latest updated FAQ articles

How to create a support bundle
Misc - 11/18/2020 15:51 (Europe/Berlin)

TICKET# YAGE TITLE Gt_:mpmer =z _
2020112549000027 7d18h  Test Internal Helpdesk (Dynamic Field) Network Operations L= TP A T B ()
2020112549000018 7d21h Test Internal Helpdesk (Dynamic Field)
2020111249000011 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 C‘_’mp“m el )
Misc 0 3 0 3 Misc - 11/18/2020 15:30 (Europe/Berlin)
Raw 4 0 0 4
TOTAL 4 3 0 OTOBO News
OTOBO Launch
Chatbot, Testing, neue Features
Rother OS5 verdffentlicht OTOBO 10 beta
Beta-Launch am 30.01.2020
Rother OS5 kindigt neues Open Sourc...
N 2.3 NN NN
NANNNNNNNNNNNNNNNNN
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NNNNN NN NN NN NN
ANNANAN ANNENNNENNENNENNENAN Ticket : :Watcher NRNN
ANNANNENNNNNNNNNNNNANNANAN Ticket : :Responsible NNNN
NRNNNNENNAN ARNNNN ANNNNNNNN
NENNNENNEINNAN NNNNNN MNNNNNNNNN
ANNANNNNNNNNNANNYN
ANNNNNNNNNNNNNNN
NNNINNINNY

1. NNANNANN AN NENNRNNN

2. NNNRNNNNRN

3. NN ANNN NAN
NNNNNNNN

1. NNANNANN AN NRNNANNN

2. NNNNNNNNRNAN

3. NN ANNN NAN
N
NANNRNNRNNNNNRNNENNN x ANNNNNNNNRNNENNN
NANNNNAN

1. NNNENNENNNNNNAN

2. ANNANNANNANN

3. NANNNNNNNNNNNN
NENNNNNNNNNAN NNNNNNNAN

1. NNNNNNNNNNNN

2. NNANNNNNNNN

3. NNNNNNNNNNNNNNN

4. NN NNEN NN

AR NNNEANNEN AR ANNNNNNNNNNNNAN

2.1 NNANNANN

AN NNV NNNNNNNNNNNNENY

NANAN NNNNNNNNNNNN NNNNNNNNNNNNNNNNN NN NN NNNNN
NENAN NNENNENNENNNEN NNENNNNNNNNNENNNNNENNENNNNNNNNNNNNN
AN MNNNNNNNNNENENNN ANVNNNNNNNNAN

10
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Mew Tickets

Shown Tickets:

Shown Columns:

10

AVAILABLE COLUMNS

Filter available fields...

Changed

Created

Customer Name
Customer ID
Customer User Name

Customer User ID

WVISIBLE COLUMNS (ORDER BY DRAG & DROP)
1. TicketNumber

2. Age

3. Title

Save Changes JNed

N 2.4: NNNAN
Reminder Tickets
All tickets (0)
TICKET# AGE TITLE
none
N 2.5 NNNAN NN
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE
none
N 2.6: NNNNN NN
MNew Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d22h Welcome to OTRS!
N 2.7: NNNN NN
21, NN 1
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NN NNNNNNNNNNNNNNNNN NN VNNV NNNNEN

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

N 2.8: NNNNAN ANN

NNANNNNAN NNNNNNNNNENNNNNNNNN

Running Process Tickets

All tickets (0]

TICKET# PROCESS ACTIMITY YAGE TITLE
none

NASINNNNNN NN

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 QOPEN PEMDING REMIMNDER TOTAL
Misc 0 3 0] 3

Raw 4 0 0 4
TOTAL 4 3 1]

N 210: NNNNAN NN

NNANAN NNANNNNNNNNNNENNNNNNNNNNN
NNANNNNNANNNNEN ANNNN ANNNNNEN
1. NNNNANNAN

AN | AN NN AN
NN | BN /AN | TicketCalendarStartTime | NNNNNNN
W | BN /0N | TicketCalendarEndTime NNNNNAN

2. NN AN — AN — NNNNNNNNNNNNNNNNNNN

ARNNANENNNNAN ANNNAN NNN IRNNNAN ANNNNNNNNNNNNNNNAN MNNENNN SRR ANV ANN AN — NNNEN
NN NNV NN

* Ticket::Frontend: :AgentTicketPhone###DynamicField

- TicketCreateStartTime — 1-N

12 Chapter 2. NN
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- TicketCreateEndTime — 1- Q0N
* Ticket::Frontend: :AgentTicketEmail###DynamicField
- TicketCreateStartTime — 1-0N
- TicketCreateEndTime — 1-0N
* Ticket::Frontend: :AgentTicketFreeText###DynamicField
- TicketCreateStartTime — 1-0N
- TicketCreateEndTime — 1-0N
3. NDashboardEventsTicketCalendar###Queues NNNNNNNNNNNAN Row NNAN
NNNNNNNNNNNNNNNNNNNNNNNNN
NARNNNNNRNNNNRNNNNRNNNNNNN NNNR ANNNNRNN

Events Ticket Calendar

month | week day R L 4 b Today
Mo Tu We Th Fr Sa Su
1 2 3
4 5 b T 8 9 10
11 12 13 14 15 16 17
18 19 20 21 22 23 24
30 3l

Ta TODOs for the next week

N 217 NN NN

2.1.2 NNNNNNNNANN

ANNNNNNAAAAN AN AN ANVVNNNNNNNENNNNNNNNNNNNNNNY

21, NN 13
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AN ANNNNNNNNNNNNNNNNN

w Settings

Reminder Tickets

00

Escalated Tickets

<)

Mew Tickets

(<)

Open Tickets

(&)

Running Process Tickets
7 Day Stats

00

Upcoming Events

&

Ticket Queus Overview

Events Ticket Calendar

(<)

Out Of Office
Latest updated FAQ articles

o0

Latest created FAQ articles

Logged-In Users
OTOBO News

| Appointments

Save settings

N 212 AN AN

NN NNNNNNNN
1. MNNNENENNNNENNNNN AN NNNN
PANNNNNNNNNNN
3. NN NNAN AAN
NN7NNN ARNNNNRNNNNNNNNNNNNNN
NNV VNNV NN NNV
AN ANNNNNNNNNNANNNNAN NNNNAN ANNNAN N NNV ANNNNN

14 Chapter 2. NN
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7 Day Stats

@ Created @ Closed

-1
Fri SGat Sun Mon Tue Wed Thu

N 213 AN700N NN

Upcoming Events

none

N 2.14: NNNNNAN NN

21, NN 15
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AN NNAAANENNNNNNNNNNNNNNAN

Out Of Office

Jane Doe until 12/04/2020

N 215 AN AN

NNNANNFAQRN NNNNNNNNNNFAQNNN

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)

N 2.16: NNRRNFAQNN

NNNANNFAQRN NNNNNNNNNNFAQNAN

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)

N 217: MNNNNFAQNN NN

DNNNNN NNNNNNNNNNNNNNNNNNNN

The OTOBO News widget displays news from an RSS feed.
NN

NANRSSENNNNN DashboardBackend##4#0410-RSS NN

AN NNNNNNNANANNNNNNN

16 Chapter 2. NN
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Logged-In Users

Agents (1)

® Admin OTOBO

N 2.18: NENNAN NAN

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

N 2.19: OTOBO News Widget

21, NN

17
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NMNNNMNNNENSNNINNNN

Appointments

(4 New Appointment

Today (0)

START = TITLE
none

N 2.20: AN NAN

18 Chapter 2. NN



CHAPTER 3

NANN

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.

3.0 QN

NNANNANANNNNEAN NNNENNAN AN NN AN N8NEN
ANANNNNANNNNNNNNNNNNN NN NNNNENNNNNNNNN

Notification Web View: All Notifications

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

000f0

Mo nofification data found.

N 3.1 ANWEBNNAN

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.
NNNVNNNN NNV YNNI
1. NNNNNENNNNNNNNN
2. NNNENNNNNENNNNENNNNNENNN
3. ON AN AWN

19
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AN NNNERNNN NN ANNNNNNNNNRNNAN

3.2 NANAAN

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.

« NN
» NNAN
* AN
Preferences
[ -~
User Profile Notification Settings
Change your password and more. Choose which notifications you'd...
£+

Miscellaneous
Tweak the system as you wish.

N 3.2: NNNNAN

NNNNNNNNNNNNNNNNN ANNNNNNNNNNNNNNN

AN NNNANNNNNANNNANNNNNNNNNAN

3.21 NRNAN

NNNNNNNNNNNNNNNNNNNNNN

NN

NNANNNNANNNNNANN NNNNNNNNNNNNNEN
AN NNANNNNANNNNNENNNNNNNNN
NNNENNNNNN NN

NNAAN . ANNNNNNNNNNENNAN

20 Chapter 3. NNAN
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Change password
Current p-ass-,uc:rcl: Set a new password by filling in v
your current password and a new

MNew password: one.

Verify password:

N 3.3 NNNNNAN

NNRNNAN

N3
NNNNNANNONNNNAN PreferencesGroups###GoogleAuthenticatorSecretKeylN
NNNAN RFC6238 NNNNNNNNNNNNNNNNNNNNNAN Google NNNNN NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNY

Google Authenticator

Shared Secret: Generate Enter your shared secret to v
enable two factor authentication.

N 34 NNNNNNNNAN

NNAN - ARRNNNNNNNNNN NNNNNNNRRNNNA-ZNNNNN2- 70N 8N SN ARNNNNNNNN

AN ANNNNANNNENNNANNNNNNNNNNNNANN NNNNNNNNNNNNNNNNNNNNNN

NN

NNANNAN NAEN NNNNNNNNNNNNNAN

Avatar

You can change your avatar image by registering with your Change your avatar image.
emall address jado@trash-mail.net at & gravatar.com. Please
note that it can take some time until your new avatar becomes available

because of caching.

N 3.5 NNNAN

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.

NN

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

3.2, NNNNAN 21
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Language

English (United States) Select the main interface °
lamguage.

N 3.6: NNNNN

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.

NN:

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.

NN

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

Time Zone
Europe/Berdin Select your personal time zone. °
All times will be displayed
relative to this time zone.
N 3.7. NNNNN
NNNNNNNNNNN
NRNNN

OVENEVENNANANANANANNANNANNNANANANANNN NNNNNNNNNNNNNNNNN

Out Of Office Time
. If you're going to be out of °
Active: On Off
e o office, you may wish to let other
Start: | 12 ﬂ"l 03 j"l 2020 ﬂ E users know by setting the exact

dates of your absence.

End: [12 =)/[0a ~)/{2020 =] [T

N 3.8: NANNNNAN

NAN - NNNNNNNNNAN
NNENNNNNNN
NNENNNNNNEN

22 Chapter 3. NNAN
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3.2.2 NN

NN NN N NN

NNAN

NNNNNNNANNNNNNNNNNNNNN NNNNNNNNNNNNNNNNNN SENNNNNN SNNNNNNNNNNNNNNNNNNNNNN NNV
NANNNNNANNNNNENNEN NNAN N ANNN NNENNEN

ANANNNNNNNNNNNNNNNNNNNNNNNNNANNNNNNNNNNNNNNNNNNNENNNENN

My Queues
Your queue selection of your °
preferred queues. You also get
notified about those gueues via
email if enabled.
N 3.9: NANNN NN
ANANNANNNNNNNNNN
NNNN

A

NNNNRNAN Ticket : : Service NNNNNNAN
ANANNANNNNANNNNNNNNNNANN
NANNNNNANNNNNRNNEN NNNN N ANNN NNNNNEN

My Services
Your service selection of your °
preferred services. You also get
notified about those services via
email if enabled.
N 3.10; NANN NN
ANANNNNNNNNNNNNN
ANAN

AURNNNANNNANNNNNNNNANNNNNNNN
NNANAN NENNN WEBNN N 8NN

3.2, NNNNAN 23
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Ticket notifications

Choose for which kind of ticket °
changes you want to receive

notifications. Please note that

you can't completely disable

notifications marked as

mandatory.

NCTIFICATION

Ticket create notification

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

Ticket queue update notification
Ticket service update notification

<M N N-N-NNN |

NENIRINNNNNYN

Appointment notifications

NOTIFICATION = Choose for which kind of °
appointment changes you want

Appointment reminder notification to receive notifications.

N 312 NANNNAN

NN

ANNANNNNNNNNNNNNNNNN
NNAAAN ANNEN WEBRN N NN

NNNNIN

AN

NNNNNNAN ChatEngine: :Active NNNNNNNN

NNV NNNNNNNN NN NN NN NN NN NN NN NNV NN NN NENNNN
NNNNNNNNNNNNNNNNNNNN ANNN N NNNNNN SNNNNNN

My Chat Channels
Your selection of your preferred v
external chat channels. Youwill
be notified about external chat
requests inthese chat channels.
N 3.13: ANNANN AN
ANNANNNNNRNNRNNRNNNNNNNNNNNNNNNNNNNNNNN NN AR NARNNR NN NN NNNNNNNNNNNNNN NN

ANANANANNNNNNNNNNNNNNNNANNNNANNNANNNNNNNNNNNNNNN

24 Chapter 3. NNAN
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3.2.3 NN

These settings are for change of visual appearance of OTOBO.

NN

In this widget can be selected the skin, that OTOBO should wear.

Skin
Default Select your preferred layout for
the software. °
N 3.14: NNNAN
NNNNNNNNNNNNN
NENNAN
ANNNNNNNNNNNNNNNNN

Overview Refresh Time

off If enabled, the different °

overviews (Cashboard,
LockedView, QueueView) will
automatically refresh after the

specified time.
N 3.15: NNANANANN
NN NNN NN VNN
AN NNNNNANNNNINNNNNNNNNNNNNNNNNNNNNNNNNN
NNNNNNNAN
NN NN N NN NN NN
Screen after new ticket
Create Ticket Configure which screen should °

be shown after a new ticket has
been created.

N 3.16: MNNNNNRRNNNNN

NNV NNNNNNNN

3.2, NNNNAN 25
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3.24 NN

ANNNNRNNNNNNNNNENN

[ Personal Preferences Advanced

Preferences
Set up your personal preferences. Save each

setting by clicking the checkmark on the right. P

You can use the navigation tree below to only
show settings from certain groups.

X Mavigate through the available settings
¥ Mavigation by usingthe tree in the navigation box
on the left side.

» Frontend

N 3.17: NNNNANAN

NN NINNYN
1. NNANNNNNNNNNNNNNNNN
2. NNNNAAN
ERNNNNY NN NNNNNNNN

L Personal Preferences Advanced Frontend Agent
Preferences Ticket:Frontend:PendingDiff Time
Set up your personal preferences. Save each 86401 Time in'seconds that gets added v

setting by clicking the checkmark on the right. tothe actual time if setting a

You can use the navigation tree below to only Ee R

show settings from certain groups. 1day)
. Ticket:Frontend::RedirectAfterCloseDisabled
w* Navigation
Disables the redirection to the v
Enabled
v [T e last screen overview / dashboard
» Agent(2) after aticketis closed
N 3.18: NNNNAN - NNANN
NNNNNNNNNNNNNN

NN
(NN NN NN NN NN

3.3 NN

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

O NNNNNNNNNNNNNNNNNNNNN

26 Chapter 3. NNAN



cHAPTER 4

AN

ANANNANANNNNENNNNNNNY MNNNNNNNNNNNNNNNAN

4.1 NNNARNN

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.

ANANNANANNNNAN ANANN AN NN SNNNAN NNNNN

411 NANNAN

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 Bl
Search x

Customer:

Customer User:

N 4.7 NNNNNNENNNNN

AN NNNENNNNE NN ANNNNNN*NNNNNNNNANNNANN

NNNNNNNNNNNNNN NNNNNN SNNN NNNNNNNNNEN

27



OTOBO User Manual, NN 10.1

AN NNAAANEENNNNNNNNNNNNNNNN NNV NNV

AN:
NN NN NN NN NN NN VNN NN NN Y

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

Customer Users » Settings
Add Customer User
Company Status
CUSTOMER USER ID CUSTOMER USER INFORMATION OPEN CLOSED PHONE TICKET EMAIL TICKET EDIT
“Wyle Goyote" Escalated tickets: 0
we Wyle Goy 3 1 Create Create =

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

X . Closed tickets: 1
Reminder Tickets

All tickets: 4
My locked tickets (0) | My responsibilities (0) | Tickets in My Gueues (0) | Tickets in My Services (0) | Al tickets (0)

TICKET# AGE TITLE 3
Customer Information
none

Customer: Acme Inc.
Eocalated Tickets Comment: A great company
My locked tickets (0) | My responsibilities (0) | Tickets in My Queues (0) | Tickets in My Services (0) | All ticksts (0)

TICKET# AGE TITLE
none
New Tickets

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

TICKET# TAGE TITLE
none

Open Tickets

My locked tickets (2) | My responsibilities (3) | Tickets in My Queues (3) | Tickets in My Services (0) | All tickets (3)

TICKET# Y AGE 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
N 4.2: NANNNNNNN
ANNNNNNNNAN

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.

ARNNNNANANANAN
1. ANNNNNNN NNNANNN NNN
2. NNNNANAN
3. NN AN NN
NNNNNNNNNNNY
1. ANNNNNNANNNNNNN
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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:

N 4.3 NANNANNN

2. NN

3. NN AN N ANNAN NN
NNRNNNNENNNNNN

(NN NNNNNNNN

2. NN ANNNNNNNN SNNNNNRRNNNY
NNV NN NN

1. AN ANAN N ANNNNY ANN AN NN

AN NENN NN NN NN NNNMNNNNNNNEY
NNNENNNNNNNNNN

(RNNNNNNN NN

2. NNANNNNNNNNNAN

The following widgets display tickets related to a customer.

Each ticket widget has an own filter for displaying:

« NNNNNNNNANNNNENNNNNN
o NNRNNNNENN NNNENN NNNANNNNNN
o NNNNENNNNENNNNNNN
ANNAN MNNNNNNENNEY NNNNNNNNNNNNNNNNNNNNNNNNNNAN

Reminder Tickets

All tickets (0)

TICKET# AGE TITLE
none

N 4.4: NNNNN NNN
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.
ANAN NNNANNNNNNNNNN NNNNANNNNNNNNN
NNNNN NN NN NN NN NN NS N NN NN N NN NN
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Escalated Tickets

All tickets (0)

TICKET# AGE TITLE
none

N 4.5 ANNNN NN

New Tickets
All tickets (1)
TICKET# ¥ AGE TITLE
2015071510123456 122d 22 h Welcome to OTRS!
N 4.6: NNNN NNN
INNNNNNNNNNNY

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.

NNINNUN VNN NN NN Y
ANANNANNANANN
1. NNANNRNNRNNRNNENN NN NNAN
2. NNRNNNNNNNN
3. NN ANNN NAN
NANN ANNRNNANNRNNNNNNNNNN
NANN ANNNNNNNNNNNANN
A
NRNNENN ANNE NNNN

4.2 NNNNNNNAN

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.

Open Tickets

All tickets (0)

TICKET# ¥ AGE TITLE
none

N 4.7 NNANNNN NN
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w Settings

Customer Users
Reminder Tickets
Escalated Tickets
MNew Tickets

Open Tickets
Company Status
Customer Information

Save settings

N 4.8: NN AN

Company Status

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

All tickets: 4

N 4.9: NNNN NNN

Custormer Information

Customer: Acme Inc.

Comment: A great company

N 4.10: NNAN NN

4.2. NNNNNNNAN
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NNNNNNNNNNNNNNNY NNNON SN SN ANNNNNEN NN

4.2.1 NNANNNAN

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 3
Search ®

Customer User:

N 411 NNANNNANN

AN NNNENNNNN NN MNANNNNNNNNNNNNNANN

NNANNNNANNN MNANNNNNE ANNN NENNNNNENNN

A NNNENNNNENNNNNANNNNNNNNNNENNN NNV NNNNNNNAN

NN:
NNNNNNNNNNNNNNNNNN NN NN

NNANNNNNENNNAN

NN ANN NN NN NN N N NN NN NN NSNS NN YN NN NN
NN

(NN NNNN N NNNNNYY

PARNNNNNY

NN NN NN NN
NNV NN N NN

1. NNNNENNNAN

PANANNNNN NN NN NN NNV NNNNNNN
NNNNNNNANNAN

1. AN AN N AN NNNRNN

2. NNNNNNNNNNNNNN

The following widgets display tickets related to a customer user.
Each ticket widget has an own filter for displaying:

+ NNNNENNNNENNNNNNNNN

o NNNNNNNNNNNNNNNNNNN
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Customer User Information Center — "Wyle Coyote" <we@acme.example.com>

Customer IDs

stomer Relations

b Settings

Customer User Information

CUSTOMER ID NAME OPEN CLOSED EDIT
acme.co Acme Inc. 3 1 @ Firstname: Wyle
Lasiname: Coyole
Reminder Tickets

Assigned to customer user

Tickets in My Queauas (0}

TICKET#
none

Escalated Tickets

Assigned to customer user | Accessible for customer user

Tickets in My Quaues (0}

TICKET#
none
New Tickets
Assigned to customer user

Tickets in My Queues (0}

TICKET#
none

Open Tickets
Assigned to customer user

Tickets in My Queues (3)

TICKET#
2020112549000027
2020112549000018
2020111949000011
Customer IDs
CUSTOMER ID

stark-industries

Accessible for customer user

Tickets in My Services {0}

Tickets in My Services (0}

Accassible for customer user

Tickets in My Services (0}

Accessible for customer user

Tickets in My Services {0}

Usemame: we

My locked tickets (0) My responsibilities (0)

Emall: we@acme.example.com
All tickets (0)
Customer Information

Customer: Acme Inc.

Comment: A great company

My locked tickets (0) My responsibilities (0)

All tickets (0)

My locked tickets (0) | My responsibilities (0)
All tickets (0)

TAGE TITLE

My locked tickets (2) My responsibilities (3)

All tickets (3)
Y AGE TITLE

7d20h Test Internal Helpdesk (Dynamic Field) Network Operations

7d22h Test Internal Helpdesk (Dynamic Field)

14d1h User cannet login to his mail account

N 4.12: NNNNANAN ANN

NAME OPEN CLOSED EDIT
Stark Industries 0 0 [

N 4.13: ANID NN

4.2. NNNNNNNAN
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NNV NN NN NN NN NN NN
o NRNNNNNANN NNRANN NNNNNNANN
o NANNNNNNNNNNNNNAN
NNNAN NNNNNNNNENNN SNNNNENENNNNENNNNNNNNENNNNNN

Reminder Tickets
Assigned to customer user | Accessible for customer uzer My locked tickets (0)

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

TICKET# AGE
none

N 414: NNNNN NN

My responsibilities (0)

TITLE

NNAAN ANNEENNNNNANN SNNNNENNENNNNNNNNNNNNNNNNNNNNNNNNN

Escalated Tickets

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

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

TICKET# AGE
none

N 4.15: NNNAN NAN

ANAN ANNANNNANNNNNNN ANNNNNNNNNNNN

Mew Tickets
Aszigned to customer user | Accessible for customer user | My locked tickets (0

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

TICKET# YAGE
none

N 4.16: NONN NN

ANNANN ANNANNNNNNANNNANNNNNNNNNNNANNNNNNN

ANANNNANANANANN

ANNANNRNNENY ANN NN NNNNNNNNNNNENNENNNNNNNNNNNAN
AN NNV NNNNNNEN
ANNANNANNNNAN

My responsibilities (0)

TITLE

My responsibilities (0)

TITLE
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Open Tickets
Assigned to customer user | Accessible for customer user My locked tickets (2) My responsibilities (3)

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

TICKET# Y AGE TITLE

2020112549000027 7d20h Test Internal Helpdesk (Dynamic Field) Network Operations
2020112548000018 7d22h Test Internal Helpdesk (Dynamic Field)

2020111949000011 14d1h User cannot login to his mail account

N 4.17: NNNNAN AN

w Settings

Customer IDs

Customer User Information
Reminder Tickets
Escalated Tickets

Mew Tickets

Open Tickets

Customer Information

Save settings

N 4.18: AN NN

4.2. NNNNNNNAN
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(NN NN NN NN NN NN NN
2. NNANNNNANAN
3. NN ANAN NN

NNNNEN NNNNNRRNNNNNNNNNN

Customer User Information

Firstname: Wyle

Lastname: Coyote

Lsemame: we

Emall: we@acme.example.com

N 4.19: MUNNNN NNN

NNAN MNNNNNNNNNNNNNN

Custormer Information

Customer: Acme Inc.

Comment: A great company

N 4.20: NNAN NNN

aN:
NNNNNNNAN NNNNNN NNNN

4.3 NNANAN

ANANNANANNNNENNNNNNNNNNNNNNNENNN NNV NN NNNNENNNNNNNY

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.

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.

36
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L. Customer User Management

Actions List (1 total)

| bl | Q | USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN VALIDITY
we Wyle Coyote we@acme.example.com acme.co 11/19/2020 13:03 (Europe/Berlin) valid

Wildcards like ** are allowed.

[+] Add Customer User

Database Backend

Hint

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

N 4.21: NNNNRRNN

4.3.1 NNNANN

AR: ANRNNNANNNNNENNNNNANNANANY NNN ARNN ANRNNN

AN ANNMNNNNNNNNNNNNNNNNNN SNLDAPNNNNNNNNNNNNNNNNNNY

NNNNNNNNNNNY
1. MVNANAN ANNNAN NN
2. NNNNAAN
3. AN AN NN

AN NNANNNNENNNAN ANNNN NEN ANNEN AN N NNNN ANNNNN

NNNNNNNNNNNY
(NN NNNNN N NYNNNNNNN
2. NN
ERNNINNIVINNNNNNN
NN NNNNNNY
(NN NNNNN N NINNNNNNN
2N NNNNN NN NN NN NN N RN

AN NNNENNNNNENNNNENNNNENNNNENNNANN ANNNEENNNANTO0ONNNNAN

NNNNNNNNNNNNANNNRNNNNNNNNN NNNNNNNNNNNNNN AN NN NNNNNNNNNNNNNNNNN
NN:
NNNNNNENNNNNNNNAN NNNNNNNAN
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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

38
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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:

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

MNumber of displayed tickets: | 25
Select how many tickets should be shown in overviews by default. Tickets per page
PGP Key: Durchsuchen..  Keine Datei ausgewdhlt.
Upload your PGP key.PGP Key
4.3, NNNNAN 39
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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.g. 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. L'

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). Mote: The table does not consider changes made to this form without submitting it.

N 4.24: NNNNNNNNNNNN

AN: NNNNNNNNNNNNNNNNN

4.3.2 NNNANAN

ANANANANNANNNANNANNNAN NNNNNNNANNNNAN

AN NNNNNNNNNNNNNNNNNN

ARNNAN NNNENNNNNNNNNNN MraDrNJr. AN

N ANNNNNNNEN

N NNNNNNN

NNV NN NN NN NN NN

AN NNANNANN ANNNNENNNAN

Email * NNNNNNNNNNNN

AN NNNNNNEAAAAN ANENNNNNNNNN SNNN ANV NNNEN
AN NNANNNNENN

AN MNANNNNENN

NNENNN NN

NNENNNYNNNN

INAENNNNNNY

INNENNNNN NN

N NNNANNN/NEN

AN AEANINNNNNN MNNNNENNNNENNNNNNNNNNNNN NNV NNNNNNNNAN
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NN * 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 NN

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.

& Customer Management
Actions {1 total)
E CUSTOMER ID MNAME COMMENT VALIDITY CHANGED CREATED
Wildcards like ** are allowed. NAR/2020 1242020
acme.co Acme Inc. A great company valid 13:35 13:35
[+] Add Customer (Europe/Berlin) (Europe/Berlin)
Database Backend

AN INRRANNNNNNNNNNNNNEN ANLDAPENNNNNNNNNNNNNNNEN

NNANNANAN
1. NVANNNAN NNNN NN
2. NNNNAAN
3. NN AN NN

AR ANNNNNNRNEN ANNEN AN ANNAN AN N ANAN SSNNAN

NNNNNNNNN
1. MNNNNNNNNNANN
2. NN
3. NN AN N ANNAN NN
NNNNNNNNN
1. MNNANANNNNNNNNNEN
ZAENNNNNNNNNNNNNNNNNEENN

AN NNNERNNNENNNNNANNNNNRNNNNANN NNNNNNNNNTO00RNNN
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Add Customer

* CustomerlD:

* Customer:

Street

Zip:

City:

Country:
URL:

Comment:

* Valid:

Edit Customer

#* CustomeriD:

* Customer:

L=
s )

=

reet:

URL:

Comment:

+* \alid:

valid

@ or Cancel

N 4.26: NRNNNN

acme.co
Acme Inc.
123 Anywhere St.
12346
Somevillage
United States of America
https://acme.example.com
A great company

valid

N 4.27: NNNRNN
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4.4.2 NNAN

NNANNANANNNNANNANAN ANNNENNANENNN

ANID * NNNNNNNN NNNENNNNNNNNNNNNNN

NN AENNN NN NN NS N N N NS SN NN N NN NN Y NN
NNENNNNNNYN

NNENNNNNY

NNENNNNNNNNN

NN NNNN NN YN NN AN

NNENNNYNNNNNGIAEN

AN NNNENNNNNANY NNNENNNNNNNNNNNNNNNANNNNNNNNNNNNNNNNNNNNANY

NN * 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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AN

NNANNANANNNNENNNNNNNNNNNN NNNNNNNNNNNNNNNNNAN

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 NNAN

ANAMNNANANNNNNNNN NNENEN AN NEN ANAN SNNEN

AN ANNANNNNNNNNNNNNNN NN NNV

Calendar Overview

Actions Calendar

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

N 5.7 NNANAN

NNNENNNNENNNAN INNNNNNNNENENNNNENNNNNNNNENNNNNNNNN
ANNNNAN AN NNV NNNNNNNNNAN
NNANNNNANNNNNNNNNNN

1. AN AN NNANNANENN NNNENNNURL SNNNURLNNNNANNN

PANNNNNNNNNNN

3. NURLANNNNENNNAN
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Calendar

Month = Week Day Timeling Month | Timeline Week | Timeline Day Jump | Today £ >

30 Nov - 6 Dec 2020

MON, 30 NOV TUE, 1 DEC WED, 2 DEC
06 08 10 .12 14 16 18 20 .22 00 02 04 06 08 10 12 14 16 18 20 22 00 02 04 06 08 10

N 5.2: NNNNAN

Calendars

Just start typing to filter...

NAME URL
Bl admin-calender i
N 5.3; NNNEN
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AN NNNENNNNNNNNNNENNNNNNNNNENNNNNNNNNNENNN

NNONENNNNNNNNNNNNNNENNNNNNNNNNNNN,/ANYNNNNNNEN SYENNNNNENNNNONNNNNNNN
NENNENNNNNN

1. NNANNANN NNNN 8NN

2. NNNRNNN

3. AN AN AN
A
NN NNAN NRRN NENNNN
NNNNNNENANN

1. NNANNNNNNNNAN

2. NNNAN

3. NN AN NN
NNNNYNNNY

1. NNNNNNRNNNNAN

2. AN AN AN
NNNNNNENAN

1. NANNNNANNNNNN

PANNINNENNN

3. NANNANNAN NN NN

5.2 NNAN

ANANNANANNNNENNNNENNNNENNNNNANNANENNANY  ANNNENANENENNNNENNNNEANNANAN  OREN SR
ANANNNNENNNNNN

AN: - NNNRNNNNENNNNNNNNNNNNNNNNNNNNENN

NNANNANNNNNNNNNNNNNNN

5.3 NNAN

NN: 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.

5.2, NNAN 47


mailto:sales@otobo.de

OTOBO User Manual, NN 10.1

Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Resource

This feature is currently not available.

Date/Time

[12 ~|{03 ~|42020 ~| E—|1a ~|{o00 ~|
(12 ~J{03 =] 2020 =] [-[19 ~]{00 ]

Mewver

Motification

Mo notification

Link

[+ Save J Cancel

N 54: NNNAN
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Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Customer Meeting

admin-calender

Resource

This feature is currently not available.

Date/Time

[12 ~|{03 ~|42020 ~| E—|1a ~|{o00 ~|
(12 <J{03 =] 2020 =] [-[19 =]{00 ]

Mewver

Motification

Mo notification

Link

[+ Save J Cancel

N 5.5 NNNNNAN

5.3. NNAN
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Agenda Overview

Month Week Day
CALENDAR TITLE START DATE
No data found.
Agenda Overview
Month Week Day
f Manage Calendars Add Appointment
CALENDAR TITLE START DATE
12/03/2020
admin- Customer 12/03/2020 18:00:00
calender Meeting (Europe/Berlin)

11/23/2020 - 11/29/2020

END DATE ALL-DAY

N 5.6: NN

11/30/2020 - 12/06/2020

END DATE

12/03/2020 19:00:00
(Europe/Berlin}

N 5.7 NNANAN

>4< OTRS

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

Find out more

N 5.8: NNNAN

REPEAT

ALL-DAY

No

oo

NOTIFICATION
e
REPEAT NOTIFICATION
No No
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5.4 NNAN

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 NNNN or in NNNN 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 NNAN

NN NN N NN NN NN NN NN NN NSNS

AN * NNNNAAN MNNNNNNNNENNNENNNNNNNNNNNNNN ANNNNNNNNNN

AN NNNRRENNNNN NNNNNNNNNNNNRNNNNNNNNNNNNNNNNN

AN NNNNNNENNNNNNNNNNNNNNNNNNNNNNNNNNN Google NNNNNNNNNNNNN
AN
ANNNNNNNNNAN AgentAppointmentEdit: :Location: : Link NNNAN

NN AENNNNNNNNNNNAN

NN

NN: 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.

NNNVENNNNNNY
NNEN ANNNENEN
AN INNNNINNNNNENEN INNNNENENENENNNNNNENNNENNN 00:008
NN ANNNNENNNNNNNNNNNNN NNNNN
NNENVNNN NN N NN NN
AN:
NNNENNNNEINNNNNNNN AINNNNNNEN
AN ANNNNANNNNNNNNNNNNNNNNN

VA NN NN NN NV N NN N NN NN N NN

NN
If appointments need to be created in a recurring manner, it is possible to setup detailed information
about the occurrences of an appointment.
NNNNNVNNNN
1. AN NEEN N ANAN ANNN ANNN
2. NENENNNNENNNNNNNNAN NN NN
3. NNNNNNNNNRNNNAN
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Appointment

* Title:

Description:

Location:

* Calendar:

Start date:
End date:
All-day:

Repeat:

Motification:

Ticket:

Basic information

Resource

This feature is currently not available.

Date/Time

12 ~|{03 ~|42020 ~| ﬂ—|1a ~|{o0 ~|
[12 <]/ 03 =|{2020 =] [M)-[12 ~]{00 ]

Mewver

MNotification

Mo notification

Link

[+ Save J Cancel

N 5.9: NNNNN
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Date/Time

Start date: [12 +)/{01 ~]{ 2020 ] [™-[08 ~]{00 ~]
End date: [12 v}/ 01 =]/ 2020 ] [F-[16 ~J{ 00 =]

All-day:

Repeat: | Ewery Day

until ...
(12 ~]/ 06 ~]fz020 ~] [
N 510: AN
NNV NNNNNNNNNNNNNNYY ANV NNNNNNNEN

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 Maating Regular Mseating

N 511 RNNNAN

AN AN NANNANANANNANNANNNNNANANA . NANNNNNNNNNANANANNANNNNNNNNNANANNANNNNNNNNNN
ANANN NNNN NNNNNNNNANNNENNNNN NNNNNNENNNNNNNNNNNN

AN NENNAN NNNNENNNNNNNNNNNNENNNNNNNNENN

ANNANNNNNNNNNANNNANNNNNNNN
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This is a repeating appointment »®

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

N 512: NNNEAN
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AN
NNANNNNNNNNNNANNNNNN AANNANENNNNNNNNNNNNNNNANNNNNNNNNNNNNNNNNNNAN
ANANNNNANNNNNNNNNNNNNNNNNNNNNNNNNNNANNNNNNNNNNNN ANANANNNNNNNNNNANNNNNNNNNNN

NNNNNNNNNNNNNNNNN NNV NN NNNNNNNNNNY

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.

NNANNNNNNNNNNNNNNNANN NNV NNNNNNNNENNNNNNNNNNNNNNNAN
NNANNNANANNNNENNNNNNNNNNNNNNNENNNN NANNNNENNNNNNNNNNNNNNNENNN NNV NNNNNNNENN

6.1 NANAN

NNANNANANNNNANNAN NANNN NNNN AN NN ANNN ANANN

NNNNNNNNNNNNNENNNN  SNNNNNNNSINNNNNNNNNS  ON N/NSNsmalliiM - SN N/8N8medivmBNL - NN
N/NNlargeNN

NNANNNNANNNNENNNNNNNNNNNNNNNNNNANENNN ARANNY NENN NN ANNAN
ANANEN NEAN NN NNNNN NNANN

NNNNENNNNNN N NNNNNNNNN

NNANAN ANNNNNNNNNANNAN

6.1.1 NNNANNAN

NN NN NNNN
NNNNNNNNNNNNN

55



OTOBO User Manual, NN 10.1

Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock | Priority | Change Ticket = Pecple~ | Communication = | Pending Close  Quick Close | Miscellaneous =  Ticket Information
- Move - Age: 14d21h
Created: 11/19/2020 13:07

Europe/Berlin

w Article Overview - 1 Article(s) { )

Created by: Super Admin
NO. =  SENDER VIA SUBJECT CREATED 3 State: open
Wyle ) .
1 — Goyote Phone  User cannot login to his mail 11/19/2020 13:07 Locked: unlock

Priority: 3 normal
Queue: Misc
— . . . _ _ i L
#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 3
browser and OS). Owner: Super Admin

FResponsible: Admin OTOBO
Mark  Print | Split | Forward | Reply

The user reports outlook will not accept his password. ¥ Customer Information
Firstname: Wyle
Lastname: Coyote
Usemame: we
Emall: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 123486
City: somevillage
Country: United States of [...]
URL: https://acme.exam]...]

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

N 6.1: NNNNAN

QueueView: Raw

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

All tickets 4 Available tickets 3 &

Bulk 1-4ofa ML

N 6.2: NNNN NNNAN

56 Chapter 6. NN



OTOBO User Manual, NN 10.1

QueueView: Misc

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

m Available tickets 1
Eulk
=~ TICKET# A AGE SENDER
o 2020111949000011 l4az Wyle

Coyote

- 2020112549000018 8d18h Wy
Coyote

» 2020112549000027 8d15h e
Coyote

(RNNNNNNN NN

A NN N NN NN

3. NN AN NN
NNNENNNNNNNNNNNN

1. MNNNNANNNNNNNNN

A NN NENNNMINN NN NSNS N NNN
3. NNNANNAN NNNN NNNN

4. NN QN NAN

TITLE

User cannot login to his
mail account

Test Internal Helpdesk
(Dynamic Field)

Test Internal Helpdesk
(Dynamic Field) Network
Operations

Powered by Rother 0SS

STATE

open

open

open

N 6.3: NNNNNNNNAN

LOCK

unlock

lock

lock

o
303 ML
QUEVE OWNER CUSTOMER ID
Super
Misc acme.co
Admin
Misc Adrin acme.co
OTOBO .
. Admin
Misc acme.co

OTOBO

AR NNNENNNNENNNANANNNAN ANNN NNNNNAN

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

To sort tickets:
1. INNNNNNNNNNNNNNNNNN
2. NNNNNNNNNNNNNNN

NNNNNNNNNNNNNNNN VNNV NNV SNNNNNNNNNNNNNNNNN

NNNNNNN
1. NVNNRNNNNNANN
PANNNNNNNN

AN NNNRRNNAEN ANNNENNNNNANNANENNNNNNNNNENNNANANN MNENNNNNNNNNNNNNNNEN

ANANNNNNNANANNNY NNNNNNNNNNNNNNNNN

NNENNNN NN NN N NN NN NNV VY

NN Unlock a ticket to give it back to the queue.

6.1. NNAN
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QueueView: Misc

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

All tickets 3 Available tickets 1

Bulk Lock | Zoom | History Priority MNote Close | Quick Close | - Move -

NNENVNNNSN NN NN NN
AN NNNNNNNNNNANNNNNNNNN
NNENVNNN VNN

NN Close this ticket.

Quick Close Close this ticket by one click.
NNENNNNNNNYNNY

6.1.2 NNNNNANN

ARNNNNANANNNNNNN

QueueView: Misc

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

All tickets 3 Awailable tickets 1

1| Bulk Order by "Age” (descending)

Ticket#2020111949000011 - User cannot login to his mail account

Sender Age Queue Customer ID
Wyle Coyote 14d21h Misc acme.co
Created State Update Time
11/19/2020 13:07:51 (Europe/... open

Subject Owner / Responsible Lock

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

N 6.4: NNNNNNNNNN

NNV
(NN N NN N NYNNNYY
2. NNNAINNNNNNNNN
3. AN AN NN
AU NANNANNNANNNNNNAN NNANNAN NNNNNNNN NNNNNNNNNNNNN

6.1.3 NANNNAANN

NN NN NNNN

NNNENNNNNNNNN
(RNNNNNNN NN
A NNNNN N NN
3. NN AN NN

&
303 ML
&
1303 s ML

First Response Time

Solution Time

58
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QueueView: Misc

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

Available tickets 1 &
) Bulk | | Order by "Age” 1303 s L
Ticket#2020111949000011 - User cannot login to his mail a (= 80l B R G TR G S TR C R LEE R (0 L = Move - I
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 OTOBO unlock

QueueView: Misc

N 6.5: NNNNNRNNNNRNNN

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

All tickets 3 Available tickets 1

Bulk | | Order by "Age” (descendi 1-30f3 8§ M
o Ticket#2020111949000011 — User cannot login to hi...
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
N 6.6: NNNNNNNNNN
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NNNNNNNNNNNNNNNNNNNNN HNNNNNN NNV SNNNNNNNNNNEN

QueueView: Misc

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

All tickets 3 Available tickets 1 o

Bulk Order by "Age” (descending) 1-30f3 S M
a Ticket#2020111949000011 - User cannot login to hi... Lock | Zoom | History | Priority | Note | Close | Quick Close | [ENIITR 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 outlock will not accept his password.

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

Gustomer ID
acme.co

N 6.7: NNNNNNNNNNNNNN

6.1.4 NANNNANN

ANANANNNNNNANANN
Ticket Bulk Action Cancel & close
» Add Note
» Send Email
Mext state:
Queuse:
Owner:
Responsible:
Priority:
Merge: ") Merge to Ticket#:

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

Unlock tickets: Yes

Execute Bulk Action

N 6.8: NNNNNNNNAN

6.2 NANAN

NN:
NNNNNNAN Ticket : :Service NNNNNNNN
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NNNNNNNNNNNNNNNNNNNNNN SNN SN SN SNN AENNENNEN

NNNNNNENNNENNNNNAN  NNNNNNNNENNNNNNNENS SN §/NNNsmallfM - ON  N/SNNmediumiNL BN
N/NNNlargeNN

Service View: Computer

My Services (0) Computer (1)

FTTOCRIl  Available ticksts 1 -]
Bulk 1oi1 M L

N 6.9: NNNN NNNAN

NNANNNNANNNNENNNNNNNNNNNNNNNNNNNNENNN ARANNY NNNN NNAN ANNAN
NNANAN NEAN NN NNNNN NNANN

NNNNENNN NN NNNNNNNNN

ARNNNAN - ANNANNNNNNNNNNN

6.2.1 NNNNNANNN

NN NNNN NN

Service View: Computer

My Services (0) Computer (1)

PURTEER I Available tickets 1 &
Bulk -1t [ m L
= TICKET# AAGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID SERVICE
- ] Computer Super
2020120449000028 Om ot P B open unlock Raw pe acme.co Computer
Coyote makes noise Admin

Poweraed by Rother 0SS

N 6.10: NNNNNNNNAN

NNNENNNNNNNNN
(RNNNNNNNNYNYNNNNY
A NNNN NN NN
3. NN AN NN

NNV NN NN NN
(RNNNNNN NN NN
ZANNNINNN NN N NN NNNNNNNNN
3. NNNANNAN NNNN NN
4. AN QN NAN
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AN NNNRRNNNENNNNNANNAN SRNN NNRNNAN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:
1. NNANNENNENNENNNNNEN
A NNNNNNNNNNYNNNN
ANANNNNNNANNNNNNNNNNNNANNANNNN NNNNNNNNNNNNNNNNNN
NN
1. NNNNNNNNNNNEN
2. NNNRNNANN

AN NNNERNNNEN ANNNENNNNNRNNANENNNNNNNNNNENNNNNANN NNERNNNNNNNNNNNNNNEN

NNANNANANNNNENNN MNANNNNENNNNNNNNN

Service View: Computer

My Services (0) Computer (1)

IR TR Available tickets 1 -]
Bulk Lock | Zoom | History Priority Naote = Close | Quick Close | - Move - -af1 [ L

AN NRNNNNNNRNNENNENNNNNNNNNN

NN Unlock a ticket to give it back to the queue.
AN AN ANNN NNNNNNNNNNNNNNEN
NNENNINNNNINN NN NN

NNENNNINNNNNNN

NN Close this ticket.

Quick Close Close this ticket by one click.

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

6.2.2 NNNANNAN

NN NN N NN
NNNENNNNNNNNN
(RNNNNNNN NN
AN NNNNN N NNNNNNNY
3. NN AN NN
ANANNNNANNNNANNNNNNNNNNNNNNNANN NANNNNAN ANNNNNNNNNNANNN
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Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1 &

Bullc Order by "Age" (descending) 1-1 of 1 s m L
Ticket#2020120449000029 - Computer makes noise
Sender Age Queue Customer ID First Response Time
Wyle Coyote &m 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

N 611 NNNNNNNNNN

Service View: Computer

My Services (0) Computer (1)

All tickats 1 Available tickets 1 o

Bulk | | Order by "Age” o1 s [JL

Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | [JEIYTEH I

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 GComputer

N 6.12: NNNNNNNNNNNNNN
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6.2.3 NNNNANAN

NN NN NN

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Available tickets 1

Bulk Order by "Age” (descending)

Ticket#2020120449000029 - Computer makes noise

Age Queue

10m Raw

GCreated State

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

Service

Computer

Owner / Responsible Lock

Super Admin / Super Ad... unlock

Customer ID

acme.co
ANANANANANNNN

(NN NNNN N NNNNNYY
AN NNNNNN NN NN
3. AN AN NN

“Wyle Coyote" <we@acme.example.com:= — Computer makes noise

Print | Spiit | Forward | Reply

Running computer makes an unusual loud noise.

N 6.13; NNNNNNRRNN

ANAENANANANNNANNANANANNANNANNNNNANANN NNNNNNNN ANNNANNNNNNNNNN

Service View: Computer

My Services (0) Computer (1)

All tickets 1 Awvailable tickets 1

Bulk Order by "Age” (descending)

Ticket#2020120449000029 - Computer makes noise

Age Queue
10m Raw
Created State
12/04/2020 15:38:36 (E... open
Service

Computer

Owner / Responsible Lock
Super Admin / Super Ad... unlock
Gustomer ID

acme.co

1-10f1

1-10f 1

o
s v

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

&
s v

Lock | Zoom | History | Priority | Mote | Close | Quick Close - Move -

“Wyle Coyote" <we@acme.example.com: — Computer makes noise

Print | Spiit | Forward | Reply

Running computer makes an unusual loud noise.

N 614 NNNNNNNNRRNNNN

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

NANNNNNANNNNNNNN
Ticket Bulk Action Cancel & close
} Add Note
» Send Email
Next state:
Queue:
Owner:
Responsible:
Priority:
Merge: Merge to Ticket#:
Menrge fo oldest
Link together: Mo
Link to parent:
Unlock tickets: Yes
N 6.15: NNNRNNNARN

NNNNNNNANANNNNNN NNNN ANAN AN AN NNNN NNNNN
NNNNNNNNNNNNNNNNNN - INNNNNNNNNNNNNENENS SN N/NNNsmalliIM - SN N/ANNmediumBNL NN
N/NNNlargeNN

Status View: Open tickets

[T S Closed tickets 1 -
90 ML

N 6.16; NNNN NNNEN

NNANNANANNNNENNNNNNNNNNNNNNNENN

6.3.1 NNANNANN

NNNENNNNNNNNN
NNV
(NN N NSNS N NNNNNYY
ZAENNNNNNNNNNNNN
SN NINNVNNY
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Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk

- TICKET# YAGE SENDER

2020120449000029 23 m Wyle Coyote

2020120449000011  5h8m Wyle Coyote

TITLE

Computer
makes
noise
Computer
doesn't
start

STATE

open

open

N 6.17: NNNNNNNNEN

NN NN N NN
(NN NNNNNNNNNNYY
ZANNNINN NN NN NNNNNNNNN
3. NNNARNAN ANNN NNNN
4. AN AN NN

LOCK QUEUE

unlock Raw

lock Raw

OWNER

Super
Admin

Super
Admin

&
9ot [Bm L

CUSTOMER ID

acme.co

acme.co

ON: ANNANNNNNNNNNNNNNAN SNNN NNNNNEN

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

To sort tickets:
1. NNNNNNNNNNNNNNNNNNN
2. NNNNNNNNNNNNNNN

ANANNANANNNNENNNNNNNNNNANNAN NNNNNNANNNNNNNNNNN

NNANNAN
1. MNNNNNNNNNANN
A NNNNNNNN

AN NANANNNANN NNNNNNNNENNNNNNNNNNNNNNANNNNNNNNNN ANNNNNNNNNNNNNNNNNNY

NNANNNNANNNNENNN NNENNNNENNNNNNNNN

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk Lock | Zoom | History Priority Mote Close | Quick Close | - Move -

AN NNNNANNNNNNNNNENNNNNRNNN

NN Unlock a ticket to give it back to the queue.

NNENVNNNSIN NN N NN
NNENNN NN N NN NN
NNENNNINNNNNNN

NN Close this ticket.

oot B m L
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01

Quick Close Close this ticket by one click.
NN NNNNNNNNNNEN

6.3.2 NANNANAN

NNNNNNN NN NV NAY

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk Order by "Age” (ascending)

_ | Ticket#2020120449000029 - Computer makes noise

Sender Age Queue
Wyle Coyote 28m Raw
Created State

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

Subject Owner / Responsible Lock
Computer makes noise Super Admin / Super Admin unlock

N 6.18: NNNNNNNNNN

ANNANNANNNNAN
(NN NNNNN N NNNNNYY
PN N NNNNNNNNNNN
3. AN AN NN

Customer ID
acme.co

Update Time

Service
Computer

DNINAINAENAIN AN NN AN ANANAN - ANNNNNN NNANANAN ANNNNNNNNNNNN

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bullk Order by "Age” (ascending)

o
190rs s ML
First Response Time
Solution Time
-
1909 s ML

| Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Note | Close | Quick Close | RTINS

Sender Age Queue
Wyle Goyote 28m Raw
Created State

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

Subject Owner / Responsible Lock
Computer makes noise Super Admin / Super Admin unlock

N 6.19: NNNNNNNNNNNNNN

6.3.3 NANNNNAN

ARNNNNNNNNNNNN
ANNNNNNNNNNAN
(AN NN NNNN N NVNNNNY
AN NN NNNNNNNNEN
3. NN AN NN

Customer ID
acme.co

Update Time

Service
Computer

ANNNNNANNNANNNNANENNAN SRNENNANN ANNNEANEN NNNNNNNNNNNAN

First Response Time

Solution Time

6.3. NNAN
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Status View: Open tickets

Open tickets 9 Closed tickets 1

Bullk Order by "Age” (ascending)

Ticket#2020120449000029 — Computer makes noise

Age Queue “Wyle Coyote' <we@acme.example.com= — Computer makes noise
32m 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

N 6.20: NNNNNNNNNN

Status View: Open tickets

Open tickets 9 Closed tickets 1

Bulk Order by "Age” (ascending)

-

190fa 8 M

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

&
190f8 8 M

Ticket#2020120449000029 - Computer makes noise Lock | Zoom | History | Priority | Mote | Close | Quick Close | V]

Age Queue “Wyle Coyote" <we@acme.example.com= - Computer makes noise
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

N 6.27: NNNNNNNNNNRRNN

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

NANNNNNANNNNNNNN
Ticket Bulk Action Cancel & close
} Add Note
» Send Email
Next state:
Queue:
Owner:
Responsible:
Priority:
Merge: Merge to Ticket#:
Menrge fo oldest
Link together: Mo
Link to parent:
Unlock tickets: Yes
N 6.22: NNNNNRNNNN

NNNNNNNANANNNNNNNNNNN AN NN NN NNN NN NNNEN
NNNNNNNNNNNNNNNNNN - INNNNNNNNNNNNNENENS SN N/NNNsmalliIM - SN N/ANNmediumBNL NN
N/NNNlargeNN

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 -

oocfo M L

N 6.23: RRNN RRNNN

NNNENNNNENNNNNNNNNNNN NN NN NN NN NNNNN
NNENNNNN NN
NNENNNNNNY NN
NNENNNVNNNY NN

6.4.1 NNANNANN

NNV NNV
NANNANNANNANN
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Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Bulk oooro M L

Mo ticket data found.

Powered by Rother 0SS

N 6.24: NNNNRRNNNN

1. MVNANANNNNNNNAN
2. NNNNNNNNNENNN
3. AN AN NN
NN NN N NN
(NN NNNNNNNNNNYY
ZANNNNN NN NN NN N NN
3. NNNARNAN ANAN NNNN
4. AN AN NN

ON: ANNANNNNNNNNNNNNNY SNNN NNNENNEN

It is possible to sort tickets by a specific attribute, but not all attributes can be used for sort.
To sort tickets:
NN NN NN NN NN NN
A NNNNNNNNNNYNNNN
NERNNNNENNNNNNNNNNENNNNNNNNN SNNNNENNNNNNNNNNEN
NN
1. NNRNNENNENNEN
2. NNRRNNNN

AN ANANANNNNEN NNNNNNNNNNNNNNNNNNNN NNV NNNNNNNNY ANV

NNANNANANNNNENNN MNENNNNENNNNNNNNN

Ticket Escalation View: Today

Tomorrow O Next week 0 &
Bulk oooro M L

AN NNNNNNNNNNNNNNNNNNNNNNNN

NN Unlock a ticket to give it back to the queue.

AN AN ANNN MNNNNNNNNNNNNNNN
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NNENNNNNNNN N NN NN
NNENNNINNNNNN

NN Close this ticket.

Quick Close Close this ticket by one click.
NNENNNINNNNNNNN

6.4.2 NNNNANAN

NNANNNNNNNNNANN

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0

Bulk Order by "Age” [ascending)

Mo ticket data found.

Poweraed by Rother 0SS

N 6.25: NNNNNNNNEN

NN NNNNNNNN
(AN NN N NNNNNVNNNNNY
AN NN NNNNNNNNEN
3. NN AN NN
ANANNANANNNNENNNNNNNY MNENNNN NENNNNEN ANNNENNNNNNNY

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0

Bulk Order by "Age" (ascending)

Mo ticket data found.

Powered by Rother 0SS

N 6.26: NNNNNNNNNNNNNN

6.4.3 NNANNANN

NNNNNNNNNNNNN
NN NN NN
(NN NNNNN N NYNNNYY
2. NNNAINNANNNNNNN

0-0of0

0-0of 0

s AL

s @L

6.4. NNAN
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Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Bulk Order by "Age” (ascending) 0-00f0 8 M

No ticket data found.

Powered by Rother 0SS
N 6.27: NNNNNRRNNN

3. NN AN NN
ANNNNANANNNNENNNNNNNY NNENNNN NENNNNEN ANNNENNNNNNNY

Ticket Escalation View: Today

Today 0 Tomorrow 0 Mext week 0 o

Bulk Order by "Age" (ascending) D-00f0 S M

Mo ticket data found.

Powered by Rother 0SS

N 6.28: NNNNNNNNNNNNAN

6.4.4 NNNNNANN

NNANNNNNANNNNNNNN

6.5 NNNAAN

ANANNANANNNNENN NNNENNEN NN ANN NNNNNN NNNNN
NNNNNNENNNEENNNN NNNNNNNNNNNEN
NNV NN NN NN

AN: ANANNNNNNAN NNNNNNN*NNNNNNNNNNN

NNV ASNNNNNNNNNNNY
NN The service category of this ticket.
aN:
This field is available if Ticket: :Service is enabled.

Service Level Agreement Select one of the Service Level Agreements if available.
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Ticket Bulk Action

» Add Note
» Send Email

Next state:
Queue:
Owner:

Responsible:
Priority:

Merge: ) Merge to Ticket#:

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

Unlock tickets: Yes

Execute Bulk Action

N 6.29: NNNNNNNNEN

NNNENNNNNN NN NN NN NN

AN:

NN Ticket: :Responsible NNNNNNNNNNNNNNNNNNNN
NAN Select an agent responsible for the ticket.
AN * NNNNNNNENNNNENNNN

Cancel & close

ANAIN NNNNNNNNANNNNNNAN SN 8/N 8N SEINVNNENENNNNENEN FAQNNN NNN NNFAQNNNNN FAQNN NAN

NANFAQRNNNNNNNNNENNNAN NN N/N NN NNANNNNANNNNENNNNFAQNNARNN

FAQNRNNNNNNNNNNNNAN
AN NRRRENNNNNNNNNFAQRNNNNNNNNN
NN NN NNNNVNNNNEN
AN NNNRNNNNEN ANNNNNNNNNNNNNNENNNNENN
ANANEN ANNNNANNANN ANN NN ANNNNENNNNNENN
NN NENNNNNNENNNNENNN SNNNNNNENNNNENNN
AN ANNNNNNNNNNNEN 3-AN N SNNNNVNNNNNNNEN
NNANNANANN - INNNNNNNNNNNNNNNANN
NNANNNNANNNAN AN ANNNNNNNN

6.6 NANANAN

ANANNANANNNNENNNNNNN NNNENNNNEN NN NN ANNNNN ANNAN
NNNNNNENNNEENENN NNVNNNNNNNNEN

NAN-

6.6. NNNNAN
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+ Customer user:

* To queue:

Service:

Service Level Agreement:
Owner:

Responsible:

# Subject:

Options:

Text Template:

* Text:

Attachments:

Next ticket state:
Priority:

Time units (work units):

Create New Phone Ticket

© "Wyle Coyote” <we@acme.example.com:

Q

[+]

[ Customner user | [FAQ ]

Setting a template will overwrite any text or attachment.

o]

ke

N 6.30: NNNNNNAN

Customer Information

Firstname:
Lastname:
Usemame:
Email:
Customer:
Street:
Zip:

City:
Country:
URL:

Comment:

Wyle

Coyote

we
we@acme.example.com
Acme Inc.

123 Anywhere St.

12346

Somevillage

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

A great company

© Open tickets (customer) ()
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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

© "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 = = = === M=
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: https:/facme.exam(...]
Comment: A great company
© Open tickets (customer) (5)

6.6. NNNNAN

N 6.31: NNNNNNAN
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NNV * - NNNNNNENEN SNNNNNNY NN SNN

N NN NN NN N NN NN NN NN N NSNS

NN NN NN NN NN NN
AN NNNNNNNNNNNNENNNNENNNNNNNN
ANAAN * NNNNNNANANNN ANANNNNNENNN AN ANN

NN The service category of this ticket.
AN:

This field is available if Ticket: :Service is enabled.

Service Level Agreement Select one of the Service Level Agreements if available.

NN NN N NN NN NN NN NV NN NN NN NN Y
NN:

AN Ticket: :Responsible NNNNNNNNNNNENNNNNNNN

NN Select an agent responsible for the ticket.
NNV NN NNNNNNNNNNNY

NENN ANNENNNNNNENNENNN NN /N SN INNNNNENNNNNNENNN FAQNNN NN NNFAQNNNNN FAQRKN NNN

NENFAQNNNNNNNNNNNNNNN NN N/N NN

FAQNNNNNNNNNNNNNNNN
AN ARAAAANNNNNNNNFAQRNNNNNNNNY
(NN RN NNNNN NN
AN NNNENNNNNNN NNNENNNNNNNNNNEN
AN NNNANNNNNN NNNNNNNNNNNNNNNNNNNNNNN
NNANAN ANNNNANNNNN ANN NAN SNNNNERNNNNENN
AN NNANNNNNENNNNENNIN SRNNNNENNNANENNN
AN NRNNNNNNNNNNEN 3-AN N ANNNNNNNNNNNNNN
NNNNNNEAAN ANNNNNNNNNNNNNNENNY
NNANNNNANNNAN AN MNNENNNNNNNNNNNNNNNENNNNEN

6.7 NANNAN

NNNNNNNNNNNNNNNNN FAQNNNNN NAN-

AR NNNENNNNNENNANNNNNNAN

NNRNNNNNNNNNNRNNNNENN NN NN ANNNNN ANNEN
NNANNNNENNNNEN ANNNENNNNNNNN
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Create New Process Ticket

# Process:

N 6.32: NRRNNNNN

AN NRNNENNENNENNNNAN

AN:

ANNNNNNNN NENN ANNENNENN
NANNNNNNNNNNNNNNRNNENNRNNEN

Create New Process Ticket

*Process:  Book ordering

Process Information
Subject:
Process: Book ordering

Text: B I US|}

m
I
Iih
]
8
5]

Activity: Recording the demand

i

Format - | Font -| sze ~-| A- E)- T, | [ Source Dialog: Recording the demand

Description: New demand

Attachments:

le

Title:
Author:
ISBN:

Status: | Approval

N 6.33: MNNNNNNNNNY

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

NNANNANANNNNENNAN NNNNANEN AN NN AN NNNNN

r
Search

Templates

Search template:

Filters in use

Fulltext:

Additional filters
Add another attribute:

Output: | Normal

N 6.34; NNNAN

NNANNNANNNNNNANNNNNANNNAN N ANNNNAN

6.81 NN

ANANNNNANNNNNNNNNNNNNNNAN
NN NNNN NN
1. AN NNNNEN NN
PARNNNNNNNNNN
ERNNNNNNNY
ZENNANNNNMNNN
NNV NNNNNNNN
1. NVNNENNNNNANN
A NNINNNNMINANN
NNANNNNANNNNANN ANNAN NNNNNNNANN ANNN SRNNNNNNNNNEN
NNANNNNNNNNNNANN
(RN NINNINNN

AN: NNNNNNNNANNAN

AN AN NANNAN NNNN NN ANNNNNNNNNNN
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r A
Search x
Templates
Search template: | Welcome
Filters in use
Fulltext: |Welcome =
Additional filters
Add another attribute:
Quiput: | Normal
[ 4
N 6.35: NNRNNNN
Search Results:
Change search options (last-search) -
2otz ML
TICKET# ¥ AGE SENDER TITLE STATE LOCK QUEUE OWNER CUSTOMER ID
2020120449000029 1Th16m Wyle Coyote Computer makes noise open unlock Raw Super Admin acme.co
2020120449000011 6h2m Wyle Coyote Computer doesn't start open lock Raw Super Admin acme.co
N 6.36: NNNANN
6.8. NN 79
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6.8.2 NNNNANNAN

NNANNNNNNNNNANN
NNNNNN NENNAN MYNNENNNNNNNNNNNNNNNNEN N ANNNNNNN

6.8.3 NANANNAN

NNNNNNNNNNNNNNNNNNNNNNN

ANANNNANAN - NANNNNNNNNNNNNNNANNNN

ANAN NNANNNNNNNNAN
NNNNNNNINNN NN

6.9 NANAN

NNNNNNNNNNNNNNNY NNNENNNNNNNNNNNNNNNNNN SNNN NN

Ticket#2020111949000011 — User cannot login to his mail account

Back | Lock @ Priority | Change Ticket People | Communication = | Pending Close

- Move -

w Article Overview - 1 Article(s)

MNO. =

1

* #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

SENDER

Wyle
Coyote

VIA

Phone

SUBJECT

User cannot login to his mail

browser and OS).

The user reports outlook will not accept his password.

NNNNNNNNNNNNNNNNNNN

CREATED

N 6.37: NNNNAN

Quick Close | Miscellaneous =

11/19/2020 13:07

* 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
GCustomer ID: acme.co
Accounted time: ¢
Owner: Super Admin

FResponsible: Admin OTOBO

* Customer Information

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

Gomment: A great company
0 Open tickets (customer) (3)
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6.9.1 NNAN
NN NN NN NN

NNNNNNNNNNNNNNNNNNNNNN
Back Unlock | Priority Change Ticket | People » Communication =  Pending | Close | Quick Close  Process
Miscellaneous « - Move -

N 6.38: NNAN
AN NNNNNNNNANY
NNNAN NNNENNNNNNNNNNNNN
AN ANNANNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN
AN ANNANNNNNNNNNNNNNNANNNNNNANNNNNNNNNNNNNNNNN
AN: INNNNNNNNEN NNNNNNNNNNNNN
AN NNNNNNENP D FNNNNNNNNNENNNNNNNN NNNNNENNNNPDFNNN
AN NANANNNNNNNNNNNNNNNNNN
Change Priority of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
w Ticket Settings
Priority: 3 normal
* Add Article
# Subject:
Options: [FAQ]
* Text:
B I US|;E= = ElE &8 £ E = M = Q
Format ~ | Font | size ~| A - T, [@Souce ) %y 9% | &3
Attachments: &

Is visible for customer:

Time units (work units):

[ Submit or [# Save as new draft

N 6.39: RRRNNNN

6.9. NNAN
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NNNENNYNYNNNNNNNN

AN ANNNNANNNNNNNNNAN

AN ANNNNNNNNNNNNNFAQNNNNNNNNNN

AN NNNNANNNNNNNNN

AN NERENNNEAN NNNNNNNNENNNNNNNNNNNNNN

ARNAN ANNNENNNNNNNNNNNNNN

NANNANANEN - ANNNNNNNNNNNNNNNANY
NNENNNN NN NNNNNNN

AN NRNNNNENNNNNNNNNNNNNN

Change Owner of Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
 Ticket Settings
#*New Owner:  Super Admin
* Add Article
# Subject:
Options:  [FAQ]
* Text:
B I US ;= = EIE E E E @ W = Q
Format - | Font - | Size -~ A~ - T, [o Source () 9% 98 2%

Attachments: &

Is visible for customer:

Time units {work units):

¥ Submit or [# Save as new draft

N 6.40: NRNNNNNNN

NENNN * NNNNNNNNNNNNNNNN NNSNNN owner/NNN NNNNNNNNAN
AN ANNNNENNNNNANNANN
AN NRANNENENNNNNNNFAQNNNNNNNNAN
NN RN NN N NN NN
AN NENRNNNAEN NNNNNNNNNNNNNNNNNNNNANN
NNNNN NNRNNNNNNNNNNNNNNNNN
ANNNNNAAAN ANNNNNNNNNNNNNNNNNY
AN NNNNNNNNNNNNNNNNNEN
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Change Customer of Ticket#2020111949000011 — User cannot login to his mail account

* Gustomer user: | "Wyle Coyote <we@acme.example.com>

Customer ID: | acme.co

N 6.41:

NN * NNNNANNNAN
ANID NANNNNANNAN
NNENNNN NN NN NNNNN
AN NNRNNNNNNNNNNENNNNNNNNNNENN
AN ANNNNENNNNNANNANN

AN NRAANNENNNNNNNFAQNNNNNNNNAN

NN NN NN NN NN NN

NNNNNNAN

AN NNNRNNNAEN NNNNENNNNNNNNNNNNNNNANN

NNNEN  ANNNNNNENNNNENNNNNN

ANNNNNAAAN ANNNNNNNNNNNNNNNNNY
AN ANNNANANNANENNNNNNNNNNNNNNAN

AN ANNNNENNNNNANNANN

AN NNNERNNNNNNNNNFAQNNNNNNNNNN

NN RN NN N NN NN

AN NNNRNNNNEN NNNNENNNNNNNNNNNNNNNANN

ARANAN  ANNNNNNNNANNAN

NNAN NNNNNNNNNNNNNNNNY NNNNNNNNNNNNNNNN

ANANNANANY - ANNNNNNNNNNNNNNNNNN

AN ANNNNNNNNNNANNNNNNNNNNENNNNNANY

NN NANNN ANNAN

Cancel & close

Customer Information

Firstname:
Lastname:
Usemame:
Email:
Customer:
Street:
Zip:

City:
Country:
URL:

Comment:

Wyle

Coyote

we
we@acme.example.com
Acme Inc.

123 Anywhere St.

12346

Somevillage

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

A great company

0 Open tickets (customer) (5)

NRAN ANNNNNANNNNENNNNNNNNNNNNNNNENNNNNNNN MNRNNNNNNNNNNENNAN

AN ANRNNNNNNNNNNNN
AN > ANNNENEN NNN ANN
AN ARAAEENNNNNNNNNNNNNNNENEY

6.9. NNAN

83



84

OTOBO User Manual, NN 10.1

Add Note to Ticket#2020111949000011 — User cannot login to his mail account

* Ticket Settings

* Add Article

# Subject:

[FAQ]

* Text:

I U s

Format ~ | Font

H_

[0 Source ) 9y 92

¥ Submit or [# Save as new draft

N 6.42: NNNNNN

Q

LY
'y

Cancel & close
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Phone Call for Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close

 Subject:

* Text:

Format

A- B- I,

Attachments:

Next ticket state: closed successful

Time units (work units):

th
i
il
m
Ith

I

11}

0]
Bl

Q

Font = Size =

[o) Source ) 9y 92 32

¥ Submit or [# Save as new draft

N 6.43: NNNNNN

Customer Information

Firstname:
astname:
Usemame:
Email:
Customer
Street:
Zip:

City:
Country:
URL:

Comment:

Wyle
Coyote

we

we@Eacme.example.com

: Acme Inc.

123 Anywhere St.
12346

Somevillage

United States of [...]
https://acme.exam]|...]

A great company

0 Open tickets (customer) (5)

6.9. NNAN
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Outbound Email for Ticket#2020111849000011 — User cannot login to his mail account

From:
*To:
Ce:
Bec:

= Subject:

Email security:

Sign:

Encrypt:

Options:

# Text:

Attachments:

Mext ticket state:
Visible for customer:

Time units (work units):

OTOBO System <otobo@localhost=

[Ticket#2020111949000011]

[FAQ |

B I US ;= =

Format = Font =

Your Ticket-Team

Super Admin

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

opan

=

o]

N 6.44: NNNNAN

Cancel & close

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.

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.
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NNAN NNNNNNNNNNNNNNNNNNNNNNNNEN

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

NNV TN NNNNNNNNNNNNNNNNEN

NN NN N NN NN NN NN
AN ARRANNNNNNNNNNFAQRNNNNNNNAN
NN NN N NNV NN NNV
AN NNNRNNNNEN ANNNENNNNNNNNNNNNNNNANN
NRANAN ANNNNNNNNENNAN
NEAN NNNNNNNNENNNNENNN NNENNNENNNNNNNNN
NNANNAN ANNNANNNNENNNNNNNNN
NNANNANANN - INNNNENNNNNNNNNNNNN
AN NNNENNNNNNNNNNNNNNNANN

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

* Ticket Seftings

MNext state: pending reminder

Pending date:  [12 [»]/{ 05 [x]{ 2020 [~] ﬂ 17 ~]{22 ~]

For all pending” states.

w Add Article
# Subject:

Options:  [FAQ)

* Text:

B I US| =

[
e
|
mw
I
Iih
11}

= M = Q

Format ~ | Font ~ | Size ~ | A~ - T, [ Souce () 9y 92 31

Attachments:

Is visible for customer:

Time units (work units):

[ Submit or [# Save as new draft

N 6.45: NNNNNNRN

NRNNAN NNNNANNANNN
AN ANNNANANNNNNNNNAN ANNNNNNNNNNNNNAN
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NN NN NN NN NN NN
AN NNANNNNENNNNENFAQRNNNNANNAN
AN NNNNENNNNNNNNN
AN NNANNNNENN NNNANNNNNANNNNNNNNNNNNNN
NRNAN ANNNERNNNNNNNNNNNNN
ANNNANENEN ANNNNNNNNNNNNNNNANN
AN NNNNANNNNNNNNNNENN

Close Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
* Ticket Seftings
Next state: closed successful
w Add Article
* Subject:
Options:  [FAQ]
* Text: o
B I US| = := Elg 2 £ E = L= Q
Format - Font - | size - A- - T, [@Souce () %y 9% | 3
Attachments: &
Is visible for customer:
Time units {work units):
o

N 6.46: NNNNNNAN

NRNNAN ANNNENNNNEN

NN NN VNN NN NN NN NNANN

AN IRRNNNNNNNNNNNNFAQNNNNNNNNNN

NN NNV NN NN NN

AN NEANNNNEAN NNNRNNNNENNNNNNNNNNNNNN
NANAN ANNNENNNNNNNNNNNNNN

AANNANANEN - ANNNNNNNNNNNNNNNNNY

Quick Close Close the ticket by one click.
NNENNNN NN N NN NNV N NN N
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AR: NNRNNNNNNNNNNNNNNNENN

AN NNNNNNNNNNNNNNNN
AN NNV

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

= Expand/collapse all
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;". (CustomerlUpdate)

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)

N 6.47: NNNNNN

AN NN NNV NN NNNNNN

AN NNENNNANPD FRNNNNNNNNNNANNANN NNNNNSNNNPDFNNN
NANAN ANNNNANNNNNNNNNNNNNNNANN

Change Free Text of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

w Ticket Settings

»Title; | Welcome to OTRS!

[ Submit or | [ Saveas newdraft

N 6.48: NNNNNNNEN
NN * NNENAN

NN 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.
NEN NNNNNENNNNENNN
NN NN NN N NN N NN N NSNS
AN NNNNNNNNNNNNNNANNNNNNNNNN NNNNENANNNNNNNNNNNNNNENN NAN AN
NEENAN * NNNNNNNNENNNNNNNNNNNNNN

6.9. NNAN 89



OTOBO User Manual, NN 10.1

Manage links for Ticket#2020111949000011: User cannot login to his mail account

Close this dialog

(o -5 R, VTG Ul Manage existing links

Link with: | Ticket
Ticketi#:
Title:
Fulltext:
State:

Priority:

Q, Start search

N 6.49: NNNNAN

Merge Ticket#2020111949000011 — User cannot login to his mail account Cancel & close
* Merge Settings
* Merge to Ticket#:

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

Dear Wyle Coyote,

Thank you for your request.

N 6.50: NNNNAN
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NN NNNNNNNNNNNNNNNNNNNNNNNNN SNNNNNNNNNNNNNNNY

AN MNRNNNNNNNNNNNN
NN > ANNNENEN NNN ANN
NN AN NN NN NN NN NN
NN RN N NN NN
AN ANNNAN ARNN ANAENEN AN INNNNNNNNNNENN
AN NNNNNNNNNNNNANAN ANNNNNNNNENNNNNANN

AN NNNNNENNNNNNNNNNNNNNNNNEN

AN NNNNNNNNNNENNNNENNNNNANNN NNNNNNNNN
NNENAN N NENN NENNNNNNN NNNN INNNNNNNNN
NNNAAN AN NNAN NNNNNNNAN

6.9.2 NN

NNANNNNNNNNNNNNNNANN

w Article Overview - 1 Article(s)

MNO. = SENDER VIA SUBJECT
Wyle i i )
1 - Phone  User cannot login to his mail
Coyote

N 6.51: NNNN NNN

NNANNNNENNNNNANNANN ANNNNNNNNNEN

NN NN NN NSNS NN
NN NN N NN NN NN NN N NN NN NN NN Y
« NNURNNNNNRNNNNENNNNENNNNNNNNNENNNNNNNNNNENNN
« NNRNNNNNNNNNNENNNNNNNNNNNN

CREATED

11192020 13:07

AN AENNANNNNNNNNNNNNAN

6.9.3 NNAN

NNANNNNENNNANN ANNNNNNNANN
ANANNNNANNNNENNNNNNNNN

NN ANNNNNNNNNNNNNNNNNNNNNNNNY AN SNN ANNNNNNNNNNNNN

AN NNNNNNNNPD FNNNNNNENNNNNNNNANN ANNNNANNNNPDFNEN

6.9. NNAN
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* {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.

N 6.52: NNNN NAN

AN NNVNNNMNNNNNNNNNY ANNNNNNNNNNNN SN NNN
F |

aplit x

Target: = Phone ticket

N 6.53: NNNNNAN

ANNNNNNNNNNANNNAN

NAAN ARNNNNEAN ANNENN NNNNNNNNNNNNNENN
AN ANNNNENN ANNENN NNNNNNNNNNNNNENN
AN ANNNNENN NNNANN NNNNNNNNNNNNNENN

AR NNNENNNNNANNNNNNNNNAN

NNEN NN NN NN N NN
NNNENNNN NN NNV
NN * NNNRNNAN NEN ANN
AN NNANNNNENNNNNNNNNNNNNNNAN
NNEN ANNNNENNNNENENNNNNNNNNNNNN

NN: You can select a customer user from OTOBO or any valid email address can be added here.
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Forward Ticket#2020111949000011 — User cannot login to his mail account

Cancel & close
From: OTOBO System <otobo@Ilocalhost>

*To: &}
Co: &}
Bee: &}
*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 ;= := ElE 2 =EE e L= Q
Format - | Font -~ | size - A- - T, [?Source ) 99 92| 53
Your Ticket-Team
Super Admin
Attachments: &
Mext ticket state: closed successful

Visible for customer:

Time units (work units):

N 6.54: NNNNAN

6.9. NNAN
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NNV NN NNNNNNENNNNNNNNNNY

NN NNV NN NN NN NN
AN NNNRNNNERNNNNNFAQRNNNNNNNNNN
NN NN NN NN NN
AN NEANNNNEAN NNNENNNNENNNNNNNNNNNNNN
NANNAN ANNNANNNNNNNNN
AN ANNNNNANNNNNNNNNN ANNNNNNNNNNNNNAN
NRNNANN NNNENNNNNNNNNNNNNAN
ANNNANENEN ANNNNNNNNNNNNNNNANN
AN NNNENNNNNNENNNNENNEN SENNNNENNN NN SNNNNNENNNNENN
NNNENNNY NN NN NN
NN * NNNRNNEN NEN NN
AN NNANNNNENNNNNNNNNNNNNNNNN
ANEN ANNNNENNNNNNNNNNNNNNNNNNNN

NN:  You can select a customer user from OTOBO or any valid email address can be added here.
ANANANNNNNN NNNNNNN*NNNNNNNNNNN

NN NN NN NN NN NN

AN NNANNNNENNNNENFAQRNNNNNANNAN

NN NNNNNNNNNNNYY

AN NNANNNNANN NNNNNNNNANNNNNNNNNNNNNN
NRNNAN ANNNENNNNNNNNN

AN ANNNNNANNNNNNNNAN ANNNNNNNNNNNNNAN
NNENNNN NNNNNNNNNNENNNNENNN

NNNAAANEAN ANNNNNNNNNNNNNNNNNN

6.9.4 NNNNN

NNNINNNN NN NN NN NNV YNNG

NEEN NNEN NN NN NNNNENNNN SNNNENNNNNNNNN
NN N NN N NN N NN NN

N

N LinkObject: :ViewMode NNN NN NNNNNNNNNNNNNAN

6.9.5 NN

ANANNNNENNNNNN
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Compose Answer for Ticket#2020111949000011 — User cannot login to his mail account Cancel & close

From:  OTOBO System <otobo@localhost>

*T0!

&}
To "Wyle Goyote” <we@acme.example.comz =]
Co &}
Boc: [&}
=Subject: | Re: [Ticket#2020111949000011] User cannot login 1o 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 cormrect one.

Options: [FAQ]

# Text:

B I US

i
i
m
I
Iih
1}
]
3]
Mg
0

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

o]

sy 9 | K

Dear Wyle Coyote,

Thank you for your request.

Your Ticket-Team

Super Admin

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

Attachments:

<

MNext ticket state: open
Visible for customer:

Time units {work units):

N 6.55: RRNNNNN

w Linked: FAQ (1)

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

49002 i Mormal o}
bundle (customer) (Europe/Berlin)

N 6.56: NNNN NN
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* Linked: FAQ (1)
FauC TITLE STATE CREATED LINKED AS DELETE
How to create a support external 11/18/2020 15:43:26
49002 i Morrmal o
bundle (customer) (Europe/Berlin)

N 6.57: NNNNNN NN

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

N 6.58: NNNN NN

96 Chapter 6. NN



OTOBO User Manual, NN 10.1

6.9.6 NN

NN N NN NN

w* Customer Information

Firstname:
Lastname:
Usemname:
Email:
Customer:
Street:

fip:

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

i Open tickets (customer) (5)

N 6.59: NNNN NN

6.9. NNAN
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CHAPTER /

FAQNNN

FAQNNNNNNNNNNNNNNNNNNN

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.

71 NN

NNNNNANFAQNNN FAQNNNNN FAQNNN ANN NN NNNNN
NNNNNNNNNNN

7.1 FAQ NNANNANN

NN NNNNNNNNRNNNNNNNFAQNNNNNN
NNV NN NN YN NN NNNN
NNANNNNANNNNFAQNNNNNFAQNNNNANNN FAQNN NNNNN NNNNNNNNFAQNNNNNNNAN NNNENNAN N NNNN
NNANNNNANFAQRNNNN
1. MNNNNNNNNNNNENN
2. NNNNNNFAQNNAN
3. AN AN NN
NNFAQRRRRN FAQNN NNN
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FAQ Explorer
FAQ

Subcategories

NAME
Misc

COMMENT SUBCATEGORIES
Misc Comment ]

FAQ Articles: FAQ

No FAQ data found.

FAQ Explorer

FAQ Misc

Subcategories

NAME COMMENT
No subcategories found.

SUBCATEGORIES

FAQ Articles: Misc

AFAGH

49002
49001

TITLE LANGUAGE
How to create a support bundle en

Computer is dead en

FAQ ARTICLES

2

0-00f 0

N 7.1: FAQNNAN

FAQ ARTICLES

STATE

external (customer)
external (customer)

1-2 of 2

VALIDITY

valid
valid

N 7.2: FAQRN NN

o
a

Latest created FAQ articles

How to create a support bundle

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

Misc - en - extemnal {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 (Europa/Berlin)
Computer is dead

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

Top 10 FAQ articles

1. Computer is dead

Mizc - en - external (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 - axternal {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

Mizc - 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)
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71.2 FAQ NANNNNANNN

NENNNNNNRNNNNNNNFAQNNNNFAQRNNN Top 10N

Latest created FAQ articles

How to create a support bundle

Misc - en - external (customed - 11182020 15:43 {Eurcpe’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 {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)

N 7.3: FAQ NNNNN

NNANNFAQNN NNNNNNNENNFAQNNN
NNNNNFAQRN RRNNNNNNNNNFAQNNN
FAQNNTop 10 NNNNNNNNNNTONNNN
NANFAQRNNNAN
1. NNFAQRNNNN FAQNN NNN
PARNNNNNNNNNN
EENNINNNNNNNNN

71. NN
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NNNANNAN FAQ NNNNNNN NNNNNNNNNNNNNN FAQNN NNNNNNNN

7.2 NN

NNNNNNNNFAQNRNNNNNNN NNFAQNNNN FAQRRN NN NN NNNNN
NENNENNNENNNNNAN NNNNNNNNNNNEN
AN > NRNNNAN NNNNENNENNENNENNNNNNNNNNNNN NNENNENNENN
NN NNNRNNNNRNNNNNFAQNRIN
AN > NNNNNNNNNNNNN
QA
AN ARNE ANNNNNAN
AN NNFAQNNNNNN NNNNRNNN
NRNNEN) NNRNNNNNNNNNNNNNNNNANEN FAQ NRN
ANENAN) ANNNNNENNFAQRNN
ANER) NNNNNANNNFAQNNN

NN 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.

AN NRNNENNENNNNN
AN:
AN ANNE ANNNNNNN
NN NNNFAQNNNNNNEN NNNNNNNNNNNNNNNNNNNNNNN
AN NNNNNNNANNNNNNN
AN ANNNNNNNNNNNAN
NN NNNNNNNNNNNNNNNNNNNAN
AN NNNNNNNNNNFAQNNNNNANN

7.3 NN

NNNNNNENEINFAQNNNNNNNN FAQRNNNNN FAQNNN NN NN NNNNNNN
NNRNNNNENFAQRNNN

(NN NNNNN N NYNNNYY

2. NNNNNNFAQNNAN

3. AN AN NN
NNFAQNRRNNN FAQNN NNN
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% Title:
Keywords:
* Category:

State:

Validity:
Language:

Attachment:

Sympiom:

fowbilic)

Problem:

fpubilic)

Solution:

(putiic)

Add FAQ Article

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

Misc

internal (agent)

valid

en

&
Click to select files or just drop them here.

B I US| = ElE 2 2 E|= W = Q
Format ~ | Font -|sze - |A- - T [Bsource Q 3y 92|
B I US|z = E|lE 2 E E|= H = Q
Format ~ | Font ~|sze -|A- - T [asource Q 3y 92| X
B I US| }E= = ElE 2 EEle W= Q
Format ~ | Font ~| sze ~| A- B~ T, [@Source () 9y 92 51

7.3.

AN
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FAQ Journal:
FAQH TITLE CATEGORY ACTION
49002 How to create a support bundle Misc Updated
49002 How to create a support bundle Misc Created
49001 Computer is dead Misc Created
N 7.5: FAQNRRN

LI s |

TIME

11/18/2020 15:51:32 (Europe/Berlin)
11/18/2020 15:43:26 (Europe/Berlin)
11/18/2020 15:30:56 (Europe/Berlin)

AR NNNENNNNNANNNANNNNNNAN

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.

(. FAQ Language Management
Actions List
wie  oas
de )
en o]
N 7.6: FAQ NNNNNN
741 NN FAQ NN
NNNNANENAN
1. NNANNAN NRNN ANN
2. NNNANAN
3. NN AN NN
Add Language
# MName:

@ or Cancel

N 7.7 NNNNAN

104
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NNNNNNNNN
1. MNNNNNNNANANN
2. NN
SN NINNMNNY

Edit Language

% Name: en

@ or Cancel

N 7.8: NNNNAN

NN
1. MNNNNANNNNANNN
ZANNNNNNNNMNMNNN

List

NAME DELETE
de i)
en T

N 7.9: NNRNAN

74.2 FAQ NANN

NNNNNNNNNNNNNNNNNNN ANNNNNNNNNNNN
AN * ANAN (SO 639-188N

7.5 NN

AN NNNENNNNNANNNNNNNNNEN

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.

7.5.1 0N FAQ AN

NN NN

7.5. NNAN 105
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L. FAQ Category Management
Actions List
o sar

Misc valid

N 710: FAQNANNAN

1. NVANNEAN NNNN NN

2. NNNNNNN
3. NN AN NNN
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
N 717 NNNNNN
ANNNNNNANN
1. NNNNNNNNNNNNN
2. NNNNN
3. NN AN NNN
ANNNNNNANN

1. ANNNNNNANANANN
PZANNNNNNNMNMNNN

7.5.2 FAQ NANN

NNANNANANNNNENNNNEN ANNNENNNNENNN

AN ANNNAEN NNNNNNNNNNNNNNNNNNNNENNNNNN NNNNNNNNNEN
AN NANNNNNNNNNNNNNNNAN NNNAN NNN:NENNN

AN ANNNNNNNNNNENN

106
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Edit Category
* Mame:  Misc
Subcategory of:
* Permission: | admin Users
Agent groups that can access articles in this category.
Validity: | valid
* Comment: Misc Comment
Will be shown as cormment in Explorer.
@ or Cancel
N 712: RRNNNN
List
NAME VALIDITY DELETE
Misc valid [}

NWAERNNNNNNNN
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NN 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.

AN ANNNNRNNNAN ANNNNNNNNNENNNNNNNNNNNN VNSNSV NNNNNANN

7.6 NN

NNANNNNENNNNENFAQRNNFAQNNNNAN FAQNAN NNN NN ANNAN

r
Search

Templates

Search template:

Filters in use

Fulltext: =

Additional filters
Add another attribute:

Output: | Normal

N 714: NNNAN

NNANNANNNNANANNANENNAN N ANNNNEN

7.61 NN

NNNENNNNENNNENNNNNNNNNNNN
NNV

1. AN NNNNEN NN

PARNNNNNNNNNN

3. AN AN NN

4. NANNNNANN

5. NN NN NN
NNNENNNNNNNNN

NNV NN

A NNINNNNMNNN
NNNNNNNNNNNY

1. NVNNENNNNNANN
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Search x
Templates

Search template: || Support

Filters in use

Fulltext: Support g

Additional filters
Add another attribute:

Quiput: | Normal

N 715 NAONNANAN

ZANNINNNNNNNNMNN
ERNNNNNNNY
ZNNENNNNMNNN
NN NN NNNNNNNNNNNNNNFAQRRN

Search Result:

Change search options o
B A s |
AFAQH TITLE CATEGORY LANGUAGE STATE VALIDITY CHANGED
43002 How to create a support bundle Misc en external (customer) valid 11/18/2020 15:51 (Europe/Berlin)

N 716: NNNNAN

NNFAQRRNNN FAQNN NNN
NNANNNNANNNNRNN
1. MVNNNNNNNNANN
PARNNINNENNNY

N NNNN NNV NNNY

7.6.2 NNNANNAN

NNANNNNNNNNNNANN
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NN NNNNEN NNNNNNNNNNNNNNNNNNNNEN N ANV

7.6.3 NNNNAN

NNANNNNENNNNNANNNNNNNNN
ANANNANAN - NNNNNNNNNNNNENNNNNNNN
NNNNENNNNNNNNNNNNY

NNNNNNNN NN NNV

7.7 FAQNN

NNNNNNNNFAQNNNNNNNN NNNNNNNNNNNNNFAQNNNNNNNN FAQNN NNN

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:
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:

Misc
support bundle generate
COTOBO

* Symptom (public)
State: external (customer)
A support bundle needs to be created for the OTOBO system.
Validity: valid
Language: en
¥ Problem {public) )
Rating: Qoutofs
The support package is designed to aid in diagnosing system health, setup and configuration, tells about usage Votes: No votes found! Be the
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. anicle.
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" Eu erin) (Super
3. If the support bundle is needed for a ticket, please use the button Download. Admin)
Linked Objects
* Comment (intarnal)
Normal
See also https://doc.otobo.org/manual/admin/stable/en/content/index.ntml
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

N 717: FAQNNNN

ANNNNANANNNANNNNNNAN
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7.71 FAQNN

FAQNN NNNNNNNNNNN

NNENNVNNNY NN

AN NNANAENNNNNNNNFAQRAN

AN NNNRNNNNNNNNANFAQNNNNNNNYN

AN NNNENNNNPD FENNNNNANNNNENNNNN ANNNNENNNPDFNNN

NN 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.

AN NNNNENNNFAQNAN

NNNNNNNNAN N AN NRRRNFAQNNNNNN

AN AN NNNNNFAQNNNNNNNNNFAQRNNNNNNN NNFAQNNNNNNNNNNNNWN N N N 8NN
NNANNAN FAQ NNNRNNN NNANNNNENNNNNNNNNNNN

7.7.2 FAQNNNANN

NANNNNNANNAN

FAQNN NNNNNNFAQNNNNNNNNAN

FAQNNNNNNNNNNNN NNNNNNNNNNFAQRNNNNNNNNNNNN
NANN FAQRN NAN NN NNNNNNNNN ANNNNNENNENNNN
NANNRNNRNNNNNNNNNNNNNNNNN

NAX

N LinkObject: :ViewMode NNN NN NNNNNNNNNNNNENN
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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|= W= 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:

12

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 -

Close

History Content

ACTION
Created
Updated

How to create a support bundle

USER
58 (Super Admin)
sa (Super Admin)

CREATETIME
11/18/2020 15:43:26 (Europe/Berlin)
11/18/2020 15:51:32 (Europe/Beriin)

N 719: FAQRNNNNNN

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

Close this dialog

Link with: | FAG

FAQH#
Title:
Fulltext
N 7.20: NNFAQNN
F k|
Delete x
Title: How to create a support
bundle
Do you really want to delete this FACQ article?
Yes m
b |

N 7.21: NNFAQNAN

7.7. FAQEN
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FAQ Information

Category:

Keywords:

State:
Validity:
Language:
Rating:

Viotes:

Created:

Changed:

Misc

support bundle generate
OTOBO

external (customer)

valid

en

DOoutaof 5

Mo votes found! Be the
first one to rate this FAQ

article.

11/18/2020 15:43

(Europe/Berlin) (Super
Admin)

11/18/2020 15:51

(Europe/Berlin) (Super
Admin)

N 7.22: FAQNN RN
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Linked Objects

Mormal

OBJECT#
T:2015071510123456

N 7.23: NNAN AN

w Linked: Ticket (1)

TICKET# TITLE STATE QUEUE = CREATED LINKED AS = DELETE
Welcome to 08/21/2020 17:08:29

2015071510123456 new Raw _ Mormal Tiif
OTOBO! {Europe/Berlin)

N 7.24: NRRNNN AN
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CHAPTER 8

AN

NN:  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.

N\
NANNANAN ChatEngine: : Active NNNANNAN

NNNNNNAN OTRS MNNNNNNNNNNNNNNNNNNNNNNNNN NNV NN NNV NN NN NNV NN NNV RN NN NN
PDF NNANAN

NNANNNNANNNNENNNNNNNNNNENNNNENNN NNV NNV NNV NNV NN NN NN NNV NN NN NN NNNEN
NNNNMNNNN

8.1 NNAIN

NN: 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.

N3

NANNANAN ChatEngine: : Active NNNANNAN
NNNNNNNNNNNNNNNNNNNNNNNNNNN NN NNV NNNN NN NN NN NNV NN NN NN NN N NN NNN NN NN N NN NN NN NN NNNNNNNNN
NNNNNNNNRRNNNNNNNN NN NNNNNN

NENNNNNNRRNNNNNNNNNNNNNNNN SRNNNN NN ANNNNN NN NN N
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Manage Chats
Hints

Please note: This tab will be used by any
request which is related to chats. If you leave
the chat manager (e.g. by using the navigation
bar on top of the page), starting a new chat or
other chat-related actions will possibly reload
this tab any time. This means that it is
recommended to leave the chat manager
opened in this particular tab.

Chat Integration
You can easily integrate the chat into a web

page. Just set up a few parameters and copy
the integration code to your clip board.

[ Configure Chat Integration

8.1.1 NNANAN

ANANANNNNNNNNNNNNNNNNNN

NNNNNNNNY

ANNANNNNNANNNANN

1. MNNANAN ANNEN ANNNNNNNNNNNNNNENNNNNNNNNNNN

General Chat Requests From Customers

All Chat Channels

My Chat Channels

CREATED TYPE CHANMEL
There are currently no chat requests.

General Chat Requests From Public Users

CREATED TYPE CHANMEL

There are currently no chat requests.

Personal Chat Requests For You

CREATED TYPE CHANMEL
There are currently no chat requests.

My Active Chats

N 8.1 NNAN AN

Logged-In Users

Agents(2) Customers |

NNNNNNANNNNANNAN

@® Admin OTRS
@& John Doe

N 8.2 NNNNNAN

NNNNNNNN NNNN NNNNNNNNNN

REQUESTER DESCRIPTION

REQUESTER DESCRIPTION

REQUESTER DESCRIPTION
-

ok W

OV NN AN NN NN NN NN AN NN N N N N N N N N NN NN NN NN N
NNNNANNNNNNENNNANN ANNN NRNNNNEN
ANNNNNNNNNNNNNNNNNNNNNNNN

ACTION

ACTION

ACTION
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Start chat

?
Hello, how are you® Start chat

.

N 8.3: NANNNAN

(0 @ JOHN DOE (A) (P) - O X

2019 14:35:08 (Europe/Budapest) You Hello, how are you?

Mew Message... (Shift+ Enter for new line) ~‘if:i'

N 8.4: NNNNNN NN

Personal Chat Requests For You

CREATED TYPE CHAMNMEL REQUESTER DESCRIPTION ACTION
05/08/2019 12:21:22 User Default channel Admin OTRS Hello, how are you? Open chat

N 8.5: NNNNANNN NNN
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[0 @ ADMIN OTRS(A) (P)

5/ 08/ 2019 12:3 Admin OTRS Hello, how are you?
2019 12:40:07  John Doe has joined this chat.

2019 12:40:259  You I'm fine, thank you!

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

N 8.6: NNNNNNNNNNNY

NN

NANNNNNNNNNNNN
1. NNV SNENN ANNNNNNNNNN NNV NNNNY

Logged-In Users

Apents (1 Customers (1)

@ Tony Stark L]

N 8.7 NANNNNN

AR:
NANNNNAN NNNNNNNN N ANNN NNN NNNN NNNNNNN
. NNNENNNNNNNNNNNN
- NANNANAN NANN ANNNNNNNANN
- ANNANNRNNENNRNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNRNN
. NNNNNNNNANNNNNNNNNNNNNNNNNNNNNN
- NNANANANANNNNNNNNANANAN
- NANNANANNANNNNANNNNNNNANNNNNNNNNNNNNN

~N O o AN
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Start chat
?
Hello, how are you® Start chat
o
N 8.8: NNNNNEN
= @ TONY STARK (C) COMPANY: STARK INDUSTRIES * O x

32019 14:52:03 (Europe/Budapest) You Hello, how are you?

Mew Message... (Shift+ Enter for new ling) ~‘i§i'

N 8.9: NNNNAN NN

Admin OTRS

% Hello, how are you?

N 8.10: NNNNNNNNANAN
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Admin OTRS
05/08/2019 12:59:49 (UTC)

% Hello, how are you?

<

L
—t
(5]
[

Li

I'm fine, thank you!

N 811 NNNNNNANNNAN
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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

N 8.12: NNNNNNNNNNAN
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NNNNNNNWY

ANNNANANNNNNENNNNENNNNNNNNNNNNNAN
NNNNNNNNNNNNNNNNNN
1. MNNNANANENNNNNNNNNNNNE NNEN SN

{ 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.

N 8.13: NNNANN

2. MNNAINNNNNENNNNNNNNNNNNNNNENNN NNNN NNNNNNNNNNN

ERNNNNNNY
6. NNNNNNNNNNNNNNNNNNNNNN

NNNNNNNNY

NN NN NN NN NN N N NN N N N N NN NN NN N NN N N NN SN N N N N N N NN YN N NN NN NNN NN YN Y
N NENNNERNN NNNENNNENNNNNNENNNNN General chat Requests From Public Users NRRNN
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General Chat Requests From Customers

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

N 814: NNNNNNNNNNNN
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

Available channels: | - w -

Update Channel  Accept Cancel

N 815 NENNNAN

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

Tony Stark has joined this chat.

15/ 08/ 2019 15:47:09 (E =/Budapest) Tony Stark

| need some help!

Admin OTRS has joined this chat

15/ 08/ 2019 15:49:06 (Europe/Budapest) You

How can we help you?

Mew Message... (Shift+ Enter for new line) ~‘ifi'

N 8.16: MNNNNNNNNNNN
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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.

s

Vrite a message 4

N 8.17: NNNNNN

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

N 8.18: MNNNNNNNNNNN NNN

126 Chapter 8. NN



OTOBO User Manual, NN 10.1

8.1.2 NN NAN
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.
NENENANNNENENNENENNNENEN INENNN SENENNNNNENENNNEN Shift + Enter SNNNNNNAN
ANANANNNNNNNNANNNNNANNNNNNANANNNANNNNNNNNAN

+ NNN ANNNNNENNERNNNNRHN
NN NNNNNENNNN ChatEngine: : AgentOnlineThreshold NNNNRNNNNNNNNNNNNNNNNR)N
NENE NENENENNNNEENENNNNNNNNNNENE)N
AN ANNENNENNENNENNN
NN NNNNNNNNNNNNN

NNNNYNN YN NNYNN
= @ JANE SMITH (P) - 0O x
Phoneticket Append Invite Download Mew window
HELPDESK
5/ 08/2019 16:02:07 (E : Admin OTRS has joined this chat.
New Message... (Shift+ Enter for new line) "‘i’:l'
N 8.19: NNAN

ANNANNNNNNNNNNNNNNNNNNNNNNNN
ANAN NNNNENNENNNNNNNNENNNNNNN NN NN NNNNNNNNNNN
AN ANANNNNNNNNNNNNNNAEY ANENENNNVNNNNNNNEN

NN 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.

ANAN ANNNNENNNNNANNNNNAN ANNNNENNNNENNNNNNNNNNNNNNNEN

AN NENPDFRNNNNRNNNNNNNAN

NNN ANNNNNNNNNNNEAN SNV YNNNNNNNNNN NNV YNNIV

AN ARNNNNENNNNNNNNNNNNN NNV NN NN NN NN NN NN NN NN NNV NN NN NNV NN NN NN NN ANENNN

8.1. NN 127



OTOBO User Manual, NN 10.1

NN N NS N S SN S N N S S NS S S N Y Y N NN NN S NN NN N NS S Y N NNNY
NRNNANANNNNNNNNNNNANNANNN NNV NN NN NN NNNNNNNN
AN NNENNNNNNNNNNNNNNNENNNNNNNN NN NN NNV NN NNV NN NNV NN VNN NNV NNV NN NN NN NNNNNNNNNNN
NENENNNNENNNNNNNNNNNNNNNNNNNNNNNNNNN
NNNNNNNNN
« NNRNNNNRNNNNENNNNNANN
o NNNNNNNNNNNNNNNNNN
NNV NN NN NN N NN NN NN NN
NNANNANANNNNANNN X ANNAN

8.1.3 NNAN

NN NN NN NN N NN NN NN NN

To configure the chat and generate the code snippet:
1. DNNNANEN NNNNNN NN
AN NNINNINNNNNNNY

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.

WU Integration Code  Preview
General Settings

Pre-selected channel:

Primary color of the chat design: |[JJJj *

Texts

Conversation(s)

ations: | You are not participating in a chat at the moment.

onversation link: | New conversation
Incoming chat requests title: |Incoming chat requesti(s)
Outgoing chat requests title: | Outgoing chat requestis)

Close this dialog

N 8.20: DNAN - NN

O N AN VNNV NNNNNNNNNNNNNNNNNNNNNNNNNNNY

3, N ANNN MNNNNAINNNNNNNNENENAN < /body > NNNNN
ENNNNMNNMNNNNNNNNN
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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.

Configuration GHENMIREGEN Preview

Integration Code

te this into the b

of your page:

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

Close this dialog

N 8.21: NNAN - NNAN

Chat Integration

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

Close this dialog

N 8.22: NNAN - NN
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AR: NNNENNNNNANENNNNENNNNNANNNNANNNNNENNNNNNNN

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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AN

NNANNANANNNNENNNNNNNN NN NNNNENNNNNNNNNNNNNNNENN

91 N

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.

" Report Management
Actions Statistics Reports

Add Report
- NAME DESCRIPTION DELETE RUN

Daily Report This report collects all information needed for daily work. i) ) Run now

N 9.1 RNNREN

911 NN

NNNNNNNERN

1. MNNNNAN NNNN NN

2. NNNNANAN

3. AN AN NN

4. NNNNANN ANNN NNNNNNNANNAN
NNNNNNNNY

1. INNNNRNNNNRNNNNN ANNN NRNNNNERN
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Add Report

* Name:

* Description:

# Valid: | wvalid

Save or Cancel

N 9.2: NRNNAN

2. NNANNNNNNNAN

3. NN AN N ANNAN NN
NNNNNNNNY

NNV NN

A NNNNNNNNINNENYY
NNNNNNNNNNNY

1. DVNANANN NNNN NN

PZANNNNNNMNNNMNNY

9.1.2 NNNNAN

NNANNNNANNNNANNNNEN ANNNANNNNNNNN
AN ANNNNEN NNNNNNNNNNNNNNNNNNNNENNNNNN NNNNNNNNNNN
AN NNNANNNNNNY NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNY

NAN * 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 NNNRNAN

NNNNNNNcrontN NeronNNNNNNNNNNNNNN
NN:
NNNNNNNNAN NNNNNNCronfNNN

NN NNNNYNNNN

NNANNAN . NNNNNNNNNNNNN
ANANAN ANNNNNNNNNNNNAN
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Settings

* Mame:

# Description:

* Valid:

Automatic generation times (cron):

Automatic generation language:

Email subject:

Email body:

Email recipients:

Headline:
Tifle:
Caption for preamble:

Preamble:

Caption for epilogue:

Epilogue:

General settings

Daily Report

This report collects all

information needed for daily work.

valid

Automatic generation settings

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

*" for every day at 1:10 am.

Times are in the system timezone.

English (United States)

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

Specify the subject for the automatically generated email.

Specify the text for the automatically generated email.

Specify recipient email addresses (comma separated).

Output settings

i

93iatiiits

Add statistic to report:
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Settings
Daily Report

MNew Tickets

[ Runnew of Cancel

N 94: NNNNAN

ANANAN  ANNNNNNNNNNNNNENN
NNANNAN . ANNNENNNNNENNNNNNNNNNNNNN

9.1.4 NANAN

NNEN NNV NN NNNNY
AN NNNANN
NNNNENNNNNNNNNNNNY
NNENNNNNNYN

ANAN NNANNNNNNNAN
NNENNNNNNYN

915 W

NN ANNNNNNNNNNNNAN AN N NNV NNV
NNNNNNNNNNNNNN NN N NNNEN ANNNNNNN

9.2 NN

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.

9.2.1 NAAN

Three type of statistics are available in OTOBO.
AN ANNNNNNNNNNNNN
NN ANNNNNNNNNNN
NNENNNNNNNNY
To create new statistics:
1. NNNNNNAN NNENN NNN
ZARNNNNNNNNY
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# Statistics Management
Actions Statistics
A STAT# ~ TITLE OBJECT EXPORT  DELETE = RUN
1 Import Statist
== s stes 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 o 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 B
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 o]

10010  List of tickets closed, sorted by solution time Ticketlist 3 o ®

10011 List of the most time-consuming tickets Ticketlist & o B

Add Statistics
i3] = 53]
Dynamic Matrix Dynamic List Static
Each cell contains a singular dat... Each row contains data of one e... Mon-configurable complex statis. ..
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3. NNANNNN
4. AN QN NAN
General Specification
* Title:
% Description:
* Object type:

* Permissions:

#* Result formats:

* Time Zone:

Create summation row:

Create summation column:

Validity:

To edit statistics:
1. NNANNRNNANNNNAN
2. NNNNNNNNNNANN
3. AN AN N NNNEN NNN
To import statistics:
1. NNANNAN NRNN NN

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.

N 9.7 NNANNNAN

. AN AN .. ANSENNNNNNAN . xml NNN

2

3. AN AN NN
ZNNNNNNNNYNNNN
SENNNNMNMNNNNNYN

To export statistics:

1. Click on the download icon in the list of statistics.
2. NNNNNNNNNNNNNN . xm1 NRN

To delete statistics:

[RNNNNNNNNNNYNNNN
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* General Specification

= Title:

% Description:

* Permissions:

* Result formats:

* Time Zone:

Create summation row:

Create summation column:

Cache results:

Show as dashboard widget:

Validity:

Import Statistics Configuration

File:

Mew Tickets

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

stats

You can select one or more groups to define access for different agents.
GCsv Excel Graph: Bar Chart . and 3 more... @

Europe/Berlin
The selected time periods in the statistic are time zone neutral.

Yes

Generate an additional row containing sums for all data rows.

Yes

Generate an additional column containing sums for all data columns.

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).

Mo

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.

valid

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

N 9.8: NNNNANEN

Durchsuchen... Keine Datei ausgewahlt.

N 9.9: NNNNNNNN

9.2. WN
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2. NNNENNNN AN AEN
To run statistics:
1. Click on the play icon in the list of statistics.
A NNNNNNNNN
3. 0N NENN NAN

Settings
Object: TicketAccumulation
Description: Total number of new tickets per day and queue which have been created during the last month.
Format: | CSV

Time Zone: | UTG

The selected time periods in the statistic are time zone neutral.
X-axis

Create Time: The past complete 1 and the current+upcoming complete 0 month(s)
Scale: 1 day(s)

Y-axis
Queuve: Junk, Misc, Postmaster, Raw
Filter

Mo element selected.

N 9.10: NNNNANN

To preview statistics:
1. DNNNNNENEN
PAINNNINN
3. NNNNNNNNNNNNNNN
4. NNNNENAN XENYN N ANN NN

NN NN NN NN N NSNS Y

9.2.2 NNNNAN

NNNNNNENENEENNNNNNAN NNNNNNNNNNNEN
NN AENNN NN NN NS NN N N NN NSNS NN N NN NN NN
AN NNNRNNNANAN NNNENNNNNNNVNNNNNNNENNNNENNNNNNNN NNV NNENY
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w Statistics Preview

Preview format: | [l Graph: Line Chart | Graph: Stacked Area Chart

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

L

Sat 14 Sat 28
Sat 21

i

Ll

N 911 REAN NNN
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NNV ANV N NN NN NN NN N NN Y N NN NN NSNS

NNAN * NNNNNNNNNNNNNNANN

AN ANNNNNNNNNNANNNAN

ANV ANNNNNNNNNNANNNNNNNN

NNAAN - ARNNNNNNNNNENNNNNANN

AN NRNNNNNNNNNNNNNNNENNNNNNNNNNNNN NNV NNANNNNNN
ANANNANAN MNANNNNNANNNNENNNNNNNNNNNNNAN

AR: NNNNNNNNNNNNNANNNNNNNNNNN

NN * 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 NANNNANAN

NRNAN NNAN NNNNNENNEN XN MNNNNNNNNNNNNNENNN
AN NENNNNNRNNENNENAN

Ticket# NNNAN

NNNENNNN VNN NN

AN NRNNAN

NANN NNANNRNNRNNNNNNNAN

AN NNNANNNNNNNNNNNNNN

NNEN SNNENNNENENENENENN NENNNNENENNNENN
AN NNNNNNNN

AN NANNAN

NN NNNNNEN

NRAN NNNNNNNNNNNN

NNID NNNNNNNNNNNNN

AN ANANN ANNNNNNNNNNNNNN

SLA SRNSLAN NNENNSLANNNNENNN

AN NANNAN

NNON/NEN - NNNNNNNNNNNNN

NN ANNNNNNNNNNAYN

NEAN NNNNNENNENNNN

EscalationDestinationin NNNNNNNNNNNNNNNN
EscalationDestinationDate NNNNNNNNNNNNNNNNN
EscalationTimeWorkingTime NNNNNNNNNNENNNNENNNNNENNNNENNN
ANAN NNNNENNNNNNNNNNNNANNNNNNNNNNNNNNENNNE)N
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NNNVENNN VNN

NRNNENNENN NNENNENNENERNNNN) NENENRNNNNN
NANNNNNANAN . NANNNNNNNNNRNNNNNNNAN
FirstResponseTimeWorkingTime NNNNNNNNNNNNNNNNNNNNNENNNNNNNNNNNN
FirstResponseTimeEscalation NNNNNNNNRN
FirstResponseTimeNotification NNNNNNNNNNNNNNNNN
FirstResponseTimeDestinationTime NNUNixNNNNNNNNN
FirstResponseTimeDestinationDate NNNNNNNNNINNANN
FirstResponseTime NNNNNNNNNNNNNNENNNN)N
UpdateTimeNotification NNNNNNNNNNNNNNNNN
UpdateTimeDestinationTime NNUNixNNNNNNNNNNN
UpdateTimeDestinationDate NNNNNNNNNNNN
UpdateTimeWorkingTime NNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNNN
UpdateTime NNNNNNNNNNNNENNNIHN

SolutionTime NNNNNENNNNNNNNENNNN)N

NANNENAN NRNNENNNNNENNNENENNR)N

NANARNNAN - ANNENNRNNENNENNENNNNNNANN
SolutionTimeWorkingTime NNNNNNNNNNENNNNNNNNNNNNNNNENNNNNNNNN
SolutionTimeEscalation NNNNNNNNNYN
SolutionTimeNotification NNNNNNNNNNNNNNNNN
SolutionTimeDestinationTime NNUNixNNNNNNNNNNNNN
SolutionTimeDestinationDate NNNNNNNNNNNNNN

NRNN NNNNNNNNEINNNNNENNY NNNNNNNNNENNNENN

AN ANNNNNEN

StateType NNNNNNNN

UntilTime SNNNNRN

UnlockTimeout NENNNNNNNNNN

EscalationResponseTime NNNNNNNUNixNNNN
EscalationSolutionTime NNNNNNNINUNixNNNN
EscalationUpdateTime NNNNNNNUNixNNNN
RealTillTimeNotUsed RRNNNUNixRNNN

NAN NNANNENN

NNENVNNNNNYNNNN

AN NNNNNNENN

NANN NNNNNNNAN

DynamicField_NameX NNNNNNNNNNNNNNN NNNNNNNNNNNNNNN
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cHarTER 10

NANN

This menu item opens the administrator interface, which is described very detailed in the Administration
Manual.

AN NNNENNNNNANNNNNNNNNEN

143
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AN

Search function can be used to search everything inside OTOBQO. This function looks for the search term
in tickets, articles and FAQ articles, as well as in attached documents.

111 DN
ANANNNNNNANAN ANNNNNNNNNNNNANNNNNN NNNNNNNNENNNNENNNNNN NN NN
r hl
Search x
Templates

Search template:

Filters in use

Fulltext:

Additional filters
Add another attribute:

Quiput: | Normal

N 1.1 ANNAN

NNNNNNNNNNNNNNNNNN
NN NNNNNNNAN

145



OTOBO User Manual, NN 10.1

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

N 11.2: NNNRRN

NNNNNNNANN

1. MNNNNANNNNENNN

2. NNANNNNNNNNNENNNAN
NN AN NNNANNNNNANNANNN

1111 QNAN

NN AN N AN SNN NNNNNNNNNNNNNNNNNNNNN SNNNNNNNNNNN

NNNN 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.

NNNNNNAN 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.

NN AN 2 ANNNNAN* NNANNNNNESNNAN qu?ck bro*QNN

AN NNANNANNNNNNNN NNV NN NNNNY

NNNAN . ANNENNNNNNNNNNNNNNNENNNNNNNAN / joh?n (ath [oaln) /AN
AN:
NNNNNRRNNNN Elasticsearch NNN Regular expression syntax NNNNNN
AN NNAN AN NNRNEN quike~ brwn~ foks~NNNNNNNNNNNNNNNRNNNN
NNNNRRNN2 AN TRNNNNNNNNNNNEN 800N NNNNNN quike~1N
AN quike~0 NNNNNNNNNNNNNNENEN

NN 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).

NNENNNNNNNNNNNNN NN quick fox NNNN quick brown fox NNNNN
AN NNNNNENNNNNNNNNNNNNNNNNNNNNNNNAN (Min TO Max] NNNNNNNNNNN {min TO max} NNN

AN AN NN~ ANNNNNNNNNNNNENNENEN  INNNNENENNNNNNNfox)  NENNNNNNNNNNAN - (quick  fox)
NNNNANANNNNENEN quick~2 foxN

NANNNNNNNNNANNNAN "quick fox'""2 (brown lazy) ~4N
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OTOBO User Manual, NN 10.1

AN AN quick brown fox NNNNNNNNNNNNNNNNNNY
NNNNEN + NRRNNNNAN - NNNNNNNNN NNNNRRNNNNNN
ANNANNNNANRN quick brown +fox —newsN NNNNNNN

* fox NNNNN
* news NNNAN
* quick Nbrown NNNNAN

NNNNANANNANAN AND NOR N NOT™ " tg& N | N !AN NNNWN ( (quick AND fox) OR (brown

AND fox) OR fox) AND NOT news NNNNNNWNN
AN NNNNANNNNENAN (quick OR brown) AND foxN
NNAN - ARNNNNNNNNNNNNNNNNNNNNNN
MM+ - = && || >< ! () {}y [ 1 ~"~>*2:\ /N

ANV NN NN NN NN NN NNNNNNYN
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