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NpeoucnoBue

[JoKyMeHT npefHa3HayeH Ans nonb3oBaTenenm OTRS:ITSM m agMUHUCTPATOPOB U
comepXuT mHhopmauunto o6 ocHoBax mcnonbioBaHus OTRS:ITSM UT-meHemxepamu,
CEPBUCHbIM MepcoHasioM (areHTamMu) U KOHEYHbIMX MOoJib30BaTeNsaAMU (KaneHTamu).
WHpopMaumsa, OTHOCALWLAACS K YCTaHOBKE, HAaCTporMke UM aAMUHUCTPUPOBAHMUIO
OTRS::ITSM npmBoAuUTCHA TONILKO B TOM CJly4ae, €C/iM OHa OT/In4aeTca OT OCHOBHOIO
npoanykTa OTRS vnum ona pyHKLMA, nMetowmxca Tobko B OTRS::ITSM.

HecMoTps Ha MHOrMx MHOrMe 4acbl paboTbl, Mope Yalek Kode u HECKOJIbKUX
COCUCOK W KpeHAaesnein, ynoTpebsieHHbIX B NpoLecce HanncaHus cneayowmx pa3aenos,
[aHHOe PYKOBOACTBO He MpeTeHAyeT Ha MoJsiHOTYy. [naBbl GyayT nepuoanyecku
nepecMaTpuBaTbCs U/UNW OOMOSHATLCSA AJ1S MOCTOAHHOr0 COBEpPLUEHCTBOBAHUS.

Mbl NpnBETCTBYEM BallM COOBLLEHNS KaK HEOLLeHUMbIA BK/ag B yay4dlleHne KavecTBa
pyKkoBoACTBa W npoaykTa B uenoMm. Coobwante Ham, ec/in Bbl HE HALUAN HY>XHOWN
MHopMaL MK, oWy TUAN TPYAHOCTU B MOHUMAHUK Pa3NnYHbIX aCMeKTOB NN CocoboB nx
onucaHus, nMmeeTe NpPeanoXXeHus uan 3amedaHus. Jliobole coobLieHnsa oTnpaBAEeHHbIE
Ha http://otrs.org BcAYeCKU NpUBETCTBYIOTCA.

Mbl O4eHb ropaouMMcs pe3yfbTaTOM Hawux ycuamm un xouymm nobnaropaputb ITIL
s3kcnepToB Enterprise Consulting GmbH 1 Hawmnx nepsoknaccHbix OTRS pa3paboTynKoB.
NX COBMECTHble YCWINA BHEC/AN 3HavYuTesibHbI BKNAaj B YCMewHoe pa3BuTue
OTRS::ITSM.

Mbl XoTuM nobnarogapuTb Tak>xe 4YneHoB Hawero OTRS::ITSM coobliecTBa 3a BCe BUAbI
MOMOLLM N OT3bIBbl N HA4EEMCS, YTO Bbl MNOJy4UTE YAOBJETBOPEHNE OT NCNOJIb30BaHUA
OTRS::ITSM.

André Mindermann, Managing Partner OTRS AG
Bad Homburg, May 2007

((enjoy))
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Chapter 1. OTRS::ITSM - OTRS
ona ynpasneHue Cepsucamum UT

WT npeanonaratoT, NocsefoBaTeslbHO  NpPefoCTaBsATb  BbICOKOE  KayecTBO
0b6cny>X1UBaHNA BO BCE YCIOXKHAOLWEMCSA nose. B 3ToM KoHTeKkcTe, 6e3 adhhekTUBHOro
N OENCTBEHHOro YMpaBJfieHUS MHUMAEeHTaMn u npobremamm He 06ONTUCL. TeM He
MeHee, yrnpasneHne WT-ycnyramMum ocTaeTcsa MNOYTU HEBO3MOXKHOW 3ajadyen , ecnau
HEeT COrnacoBaHHOM W aKTyanbHOW 6a3bl OaHHbLIX C MHAOPMALMEN O COCTOSHUM W
KOH(urypaumm NT-nHhpacTpyKTypbl.

IT Infrastructure Library®, kpaTko ITIL®, 3To cepusa KHUr onybnamkoBaHHbIX Unit-
ed Kingdom's Office of Government Commerce (OGC), koTopble 0606WMNM nyywne
NpakTUKM no paspaboTke, BHEOPEHMIO, UCMObL30BaHUID 1 ynpaBneHuto UT-ycnyramn,
ITIL He hokycupyeTCcss Ha TEXHOJIOMMK, a B NepBYyO o4vepenb Ha npepoctasaeHnmn NT-
YyCIyr U COAEPXUT MHOPMaLUIO O MpoLeccax, Poisx, OTBETCTBEHHbIX, MOTeHLUMaIbHbIX
npobnemMHbix obnacTax/cnocobax pelleHuns, a Takxe onpeaeseHns TEPMUHOB.

ITIL 3apekoMeHaoBana cebs Kak CTaHOaApPT Oe-PaKTo Ha NPOTSXKEHUN NOCAefHNX NeT
N ee ncnosb3oBaHue B WT-opraHm3aumsax BHeC/a 3Ha4yUTesIbHbIA BKAa4 B pa3BuTue
KOJINEKTUBHOI0 CO3HaHWUSA W COrjlacoBaHHOW TepMUHoONOrMn Ansa ynpasneHus WT-
ycnyramu. Tem He MeHee, ITIL TONILKO OonMMUCbIBaeT U qUOL;KTO M 4YTO O0JDKEeH genaTtb"
N 4YTO crnepyeT AenaTtb Ha 3TOM NyTW. Ons Toro, 4Tobbl OXBaTUTb Kak MOXHO 6osnee
LWMPOKYIO rpynny rnosib3oBaTesieil, HACKOJIbKO 3TO BO3MOXXHO, ONUCbIBAET Kak caenaTb
4YTO-TO. Takmm obpa3om, nHpopMaLma He faeTcsa AN OTAesbHbIX OTPaCaen, KOMMNaHuN
WM NponsBoanTenen.

B nekabpe 2005, 6611 onybnvMKoBaH MPOMbLILWIEHHBIA CTaHAAPT No ynpasneHuto UT-
ycnyramu ISO/IEC 20000, ocHoBaHHbIN Ha ITIL. IT opraHusaumm MoryT nofaBaTb 3a8BKU
Ha cooTBeTcTBMe ISO/IEC 20000.

Mpoponxawwmncas 6ym Bbi3Bas CAPOC Ha MHCTPYMEHTHI ynpasneHus WUT-ycnyramm,
OCHOBbIBaloLWMeca Ha ocHoBe npoueccoB ITIL. o cu3 nop cywecTBOBaJiM TOJIbKO
upMeHHble peleHns . N3-3a Ux 3HaYUTESIbHOW CNOXXHOCTU, BONLLUMHCTBO M3 3TUX
WHCTPYMEHTOB AOCTYMHbI TOJIbKO A1 KPYMHbIX KOMOAQHUN U 3h(PEKTUBHBLI B KPYMHbIX
UT- nogpasneneHunsax.

PaspaboTka OTRS::ITSM saBuMnacb pesysnbTaToM orpomHoro ycrnexa OTRS u c uenbto
06beanHNTbL BCEMUPHO MpU3HaHHbIE pekomeHdauuun ITIL ¢ npemMmyuwecTBamMm open-
source 0.

OTRS::ITSM 1.0 6611 NepBO NpakTUYECKON peannisaumen, coemectnumoro c ITIL peweHus
Mo ynpasJiIeHMI0 npoLieccaMmmn okasaHumsa NT-ycnyr, Ha OCHOBe open-source, NOCTPOEHHON
Ha 6a3e OTRS c ee 6onee 4em 55,000 M3BECTHbLIX MHCTaNAAUUN (MHGPOPMALMS Ha
anpenb 2007). OTRS::ITSM akTnBHO pa3BMBaeTCs, B HEE MOCTOAHHO A06aBNAIOTCHA HOBbIE
BO3MOXXHOCTW.

MakeT OTRS:ITSM - npakTU4eCKM-OPUEHTUPOBAHHbLIA. ITO ObIIO AOCTUFHYTO MNyTeM
pa3paboTku ero B coTpyaAHM4ecTBe C ITIL KOHCyIbTaHTaMn N C HEKOTOPbLIMU N3 KIIMEHTOB
OTRS IMpynnbl.

Service-desk n cunctema 3asaBok OTRS ABAAOTCA OCHOBOW, OpuUeHTMpPoBaHHOro Ha ITIL
peweHnsa no ynpasneHuio UT-ycnyramu - OTRS::ITSM, ¢ ero Mmoaynamum yrpaBieHUs
nHungeHtamu, npobnemamm, ypoBHEM YCJYr, WU3MEHEHUSAMU W KOHpurypaumamu,
nHTerpmpoBaHHon CMDB.

OTRS::ITSM 1 OTRS HaxoaATCs B OTKPbITOM AocTyrne (6e3 NUeH3NOHHbIX OTYUCIEHWIA)
n apnaTca obbekToM 3aWwnThl B Buae GNU Affero General Public License (AGPL).
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1. Bo3MO)XXHOCTM

OTRS:ITSM 4 6a3unpyetca Ha OTRS 4. Becb u3BeCTHbIn yHKUMoHan OTRS
OCTaeTCsa AOCTYMHbIM, @ BO3MOXXHOCTU NpegocTasssgeMble npoueccol ITIL moryT 6biTb
0OYCTaHOB/IEHbI B BUAE OOMOJIHNTENbHbIX MaKeToB.

1.1. HoBble BO3MOXHOocTK OTRS::ITSM 4

OTRS::ITSM 4 npennaraer:
* Kop nepeHeceH Ha nnaTtdopmy OTRS 4.

* HoBbIN, MOWHLIA, MexaHu3M paboTbl C wabsoHaMmn CTpaHWL, OCHOBAHHbLIA Ha
Template::Toolkit

* LleHTpann3oBaHHbLIN MeHegoxep OOBLEKTOB pAenaeT Co3[aHMe W UCMOJIb30BaHUE
rnobanbHbix 06bekTOB 601€€ NPOCTLIM.

* OTRS::ITSM 4 BkJtoYaeT MHOIro Opyrux Mesikux mcrnpassieHuin owmnbok - bug fixes u
YAyYLLEHWIA.

* Bca nokanmnsauma OTRS::ITSM 4 Tenepb ynpaBaseTcsa NCKAKYNUTENbHO Yepe3 Transifex:
https://www.transifex.com/projects/p/OTRS/resources/ 3apeructTpupymTech B KayecTse
nepeBoa4vnka Ha http://www.transifex.com n BbibepnTe oANH N3 A3bIKOB, EC/IN XOTUTE
BHeECTW CBOW BKaA B slokanusaumio OTRS::ITSM.

* YnydweHo n ctano 6onee rmbkmum pacnocTpaHeHUe CBA3EN COCTOSAHUSA UHLUUAEHTA.
Tenepb MOXHO AOobaBuTb 6onee ofHOM TuMa CBA3U A1 BbIYUCAEHUS COCTOSHUSA
MHUMOEHTa, a TakKXXe onpefennTb HanpassieHe 018 KaXX4oro Tuna ceasu. (ObpaTtute
BHMMaHWe Ha napameTp "ITSM::Core::IncidentLinkTypeDirection" B SysConfig)

* Genericlnterface gna ITSM Configuration Management/YnpaBneHuns KoHOUrypaunsamu.
DTa BO3MOXXHOCTb MO3BOJISET ONepaLnm Mo Co34aHuno, U3MEHEHMIO, 3arpy3Kn 1 MONCKa
KOHUIypaLMOHHbIX eaunHunL, Yepe3 Genericlnterface.

* MaccoBble [nencTBust Anas  YnpaBneHUs KOHUrypaumsiMu. STa BO3MOXHOCTb
npefocTaBnseT 3KpaH AJ1S NPoBeAeHUs onpefeneHHbIX OeACTBUIA Yepe3 Bbibop
HECKOJIbKUX KOH(DUTYPALMOHHbBIX e AUHNLL.

* HoBbI LBETHON NMHANKATOP A4 "COCToAHUA ucnonb3oBaHumsa/deployment state" B ITSM
Configuration Management. 3Ta BO3MOXXHOCTb A06aBnseT KOJIOHKY C MHAUKaTOpOM
CocTofiHMA mMcnosnb3oBaHMA B 0630p KoHMUrypauUWOHHbIX eaunHuu/s3neMeHToB. OHa
Takxe pobasnseT cnucok Bblbopa uBeTa B O6wmin KaTanor onsa HasHavyeHUs uUBeTa
Ans kaxxgoro CoCcToAHNA NCMOb30BaHUA.

* [InHamMmmnyeckme nonsa onsa Ynpasnenmsa NameHeHnaMU. PaHee ncnosb3oBaslinecs free-
text/cBobogHble Nons ANa U3MEHEHUI U 3a4ay Tenepb 3aMeHeHbl 6onee yaobHbIMK
ONHaAMNYECKMMU NOSIAMMN.

e PacwmpeHo u ynpowieHo YynpaBneHue wabnoHaMmn p[nAs M3MeHeHun, 3agad U
KomuteTtoB no nameHeHmnsim (CAB). CTano npouie pefakTuMpoBaTb LWABGMOHbI NyTem
Bblbopa Mx 13 o63opa wabnoHoB. HoBoe n3MeHeHne unn 3afjadva byneT co3naHa u,
3aTeM, U3MEHeHa N coxpaHeHa 0bpaTHO B TOT e WabnoH n nsmeHeHne nan 3agada
6yayT yhaneHbl nocsie coxpaHeHus B WwabnoHe.

1.2. HoBble BO3MOXXHOCcTM OTRS::ITSM 3.3

OTRS::ITSM 3.3 npennaraer:
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* Kop nepeHeceH Ha nnatdgopmy OTRS 3.3.

» NononHeHne AddOn "OTRSServicelncidentState" nHTterpuposaHo B OTRS::ITSM. OHO
oTobpaXkaeT TeKkyLlee COCTOSHME nHuMaeHTa ons BbibpaHHOro cepsnca B NogpobHoOM
npocMoTpe 3asBKU 1 B IOOOM nHTepdence areHTa rae nponssoanTcsa Beibop cepBuca
(MOXXeT BbITb OTKJIIOYEHO AN KOHKPETHbIX SKPaHOB).

» NononHeHne Feature AddOn "OTRSCIColumns" uHTerpuposaHo B OTRS:ITSM. OHo
0aeT BO3MOXXHOCTb HacTpauBaTb Noka3 aTpmbyTos Cl MHAMBMAYaNbLHO, 019 KaXKA0ro
knacca Cl. 2To gocTynHo ans ob3opa Cl, skpaHoB pe3ynbTaToB noncka Cl v cBA3aHHbIX
Cl B HTeppence areHTa.

e [lononHeHue Feature AddOn "OTRSWorkOrderTimeDependency" WHTErpumpoBaHO B
OTRS::ITSM. Ecnm 3Ta BO3MOXXHOCTb BKJIKOYEHA U Bbl U3MEHSETe rnjaHmpyemMoe BpemMs
OKOHYaHMA 3afdayun, BCe mocsenyowme 3adayun, Takxe OyaoyT COBMHYTbI, Tak 4TO
pa3HMLa BO BPEMEHU MeXAY 3adadYaMun ocTaHeTcsa 6e3 nameHeHus.

» NononHeHne Feature AddOn "OTRSCIAttributeSyntaxCheck" wHTerpmposaHo B
OTRS::ITSM. OHO HpaeT BO3MOXHOCTb BbIMNOJIHATb CUHTAKCUYECKUA KOHTPOJIb ANA
aTpubytos Cl C noMowbio pPerynsapHbiX BblpaxeHnn npu gobaBneHun wnam
penaktupoBaHmn Cl B mHTepdence areHta (Ho He npum umnopte Cl ¢ momouwlblo
moayns Import/Export). ATpubyTthl Cl Tnos "Text" n "TextArea", a Takxe umsa Cl moryTt
ObITb NPOBEPEHbI C MOMOLLbIO OTAEJIbHbLIX PErynspHbIX Bblpa)KeHnn. Ecnv 3HavyeHne
aTpubyTa He COOTBETCTBYET 3adaHHOMY LWabnoHy BbigaeTcs coobuieHne 06 owunbke.
C NoMoLLbi0 3TOr0 AOMOJSIHEHUSA, HAaNMPUMEpP, MOXXHO 3adaTb, 4TO 3Ha4YeHue atTpmbyTa
Cl po/mKHO HavynHaTbeA € "ABC" nnm 3akaH4mMBaTbCA LMD PON.

» [lobaBneHa HoBas BO3MOXXHOCTb "WorkOrder Report Attachments" B OTRS::ITSM. OHa
obecneymBaeT 3arpy3Ky BJIOXKEHUN Ha SKpaHe oT4eTa Mo 3ajaye.

* 3HAYKUN/VMKOHKWN Ternepb UCMOJb3YOT NKOHOYHbIN WPUMT, KOTOPLINA NO3BOJISET MpoLle
co34aBaTb pPa3/iMyHble 0610XKKM C Pa3IMYHbIMU OCHOBHbLIMY LiBETAMU.

* ATpubyTbl ITSMCriticality/KpuTudyHocTb © ITSMimpact/BavsaHue nepeHeceHbl Wu3
Obwero katanora/general catalog B AuHamunydeckne nonga. [lepenMeHOBaHbI,
oTHocswmecs K ITSM, AnHaMndeckue nosisi, OHU Ternepb UMeloT npedukc ITSM.

* B wuHTepdence YnpasneHus wusMmeHeHUAMU/ITSMChangeManagement co3naHue
n3MeHeHMn/3agay pa3buto Ha 2 3KpaHa N9 KakK[oro u3 Hux. OAuH AN co3faHus
HOBOIro U3MeHeHusA/3ada4un "c Hyna", opyron ona cosgaHus nx n3 wabnoHa.

1.3. HoBble BO3MOXHOCTU OTRS::ITSM 3.2

OTRS::ITSM 3.2 npepnaraert:
* Kog nepeHeceH Ha nnaTtgopmy OTRS 3.2.

* PacwmpeHa wuHpopMauma Ha 3kKpaHe WMMopT/3KcnopT LA rMOKasa CBOAHOIO
pe3yfibTaTa nocse uMnopTa.

» [lobaBneHa nopaepxKa BAOXXEHUN AN KOHUTYPALNOHHBLIX eanHuL, ITSM.

» lobaBneHa HoOBas onuma B sysconfig p[nA nNpPoBEPKU YHUKANILHOCTU WMEH
KOH(PUrypaumMoHHbIX e ANHNLL.

1.4. HosBble BO3MOXHocTM OTRS::ITSM 3.1

OTRS::ITSM 3.1 npepnaraert:

* Kog nepeHeceH Ha nnaTtgopmy OTRS 3.1.
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» NobaBneHO K3wWMpoBaHue gna yckopeHusa paboTbl MHTepdenca condition / action B
YnpaBneHnn nsmeHeHnsaMu.

» obaBneHa BO3MOXXHOCTb NCMOAb30BaHUSA "3epKanbHbiX" B ona noncka NameHeHnn
nnu 3apad B YnpassieHun UsmMeHeHnsmu.

1.5. HoBble Bo3MO>XHocTu OTRS::ITSM 3.0

OTRS::ITSM 3.0 npennaraer:

* HoBbIn hpMeHHbIn nHTepgenc - OTRS 3.0 Look & Feel
* Kog nepeHeceH Ha nnaTtdgopmy OTRS 3.0.

e HoBbIV BUA ANANOrOBbIX OKOH AJ1 obLiero nomcka.

* HoBble TuMbl BbIBOAA pe3yibTaToB noncka (MNevatb, PDF n CSV).

1.6. HoBble BO3MOXHOCTKU OTRS::ITSM 2.1

OTRS::ITSM 2.1 npennaraer:
* YnpaBneHune IameHeHNsIMU

YBennyeHa ckopocTb paboTbl Moaynen YnpasneHue NiameHeHusmMn n O6Lwmnm katanor
NMPUMEHEHNEM TEXHOJIOM NN K3LLINPOBAHUS.

HoBbI MOLHBIN MexaHu3m CBoboaHbIX nonewn / FreeText fields ona U3meHeHnin n 3apay
B MopyJie YnpasneHne IsMeHeHnsmn.

Peann3soBaHa BO3MOXXHOCTb cbpoca cocTossHNA N3MeHeHns n 3agaym npu CoOXpaHeHUN
B KayecTBe wabnoHa.

HoBbIA [OMNONIHUTESNbHLIA FeHepaTop HOMEepPoB WM3MeHeHUM C WUCMOoJIb30BaHUEM
KOHTpPO/bHbIX cyMM/checksum.

HoBasi BO3MOXXHOCTb 0TObpakeHUs Ha3BaHUA 3adavyn U ee COCTOSHUS Ha Anarpamme
B NpocMoTpe N3meHeHus.

1.7. HoBble BO3MO>XXHOCTM OTRS::ITSM 2.0

OTRS::ITSM 2.0 npennaraer:
* YnipaBsieHne iameHeHnsaMN

HoBbih nakeT OTRS:ITSM - "ITSMChangeManagement" peanusyeT ITIL - npouecc
YnpassieHne N3meHeHnaMnN.

1.8. HoBblie BO3MO>XXHOCTM OTRS::ITSM 1.3

OTRS::ITSM 1.3 ocHoBaH Ha OTRS 2.4

OH npepnaraeT Te )Ke BO3MOXKHOCTU, 4To 1n OTRS::ITSM 1.2, Ho paboTaeT Ha 6a3e OTRS
2.4 framework.

1.9. HoBble BoO3MOXHOCTU OTRS::ITSM 1.2

OTRS::ITSM 1.2 ocHoBaH Ha OTRS 2.3
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OTRS::ITSM 1.2 npepnaraert:
* MooynbHOCTb

Tenepb, gonosiHUTENbHbIE NakeTbl ITSM peanusywwme otaenbHble npoueccol ITIL,
Takne Kak YnpasneHue MHunpeHTamn/Mpobnemamu, YnpasneHne KoHdburypaumsamm,
YnpaBieHne ypoBHAMU OBCNY)XMBAHMUA - MOTyT YCTaHaB/IMBATbCA MO OTAEJSIbHOCTU,
He3aBMCUMO OT APYyr OT Apyra. [1na Bac Kak AJ1d NoJIb30BaTesisd 3TO 03Ha4YaeT, YTO BaM
He NpuaeTcs yCTaHaBAMBaTb NakeTbl B onpenesieHHOM rnopsake YCTaHOBKU U Bbl He
OOJKHbI YCTAaHOBUTb UX BCe, 4TOObI ncnosib3oaTb OTRS::ITSM.

* CHUXXEHMNEe Harpysku

OyHKuunm ITSM (Hanpumep, BbIMUC/IEHME npuopuTeTa Ha OCHOBaHUWM BIUAHUA
3asBKU) nepenuncaHbl C Ucrosib3oBaHneM AJAX ONS CHUXXEHUSA Harpysku Ha cepsep.
CnencrtBueM 3TOro ABnAseTCa yckopeHue pabotbl OTRS::ITSM.

e ObbeANHEHHbIN ME@XaHN3M CBA3bIBaHNA 0OBbEeKTOB

OTRS :: ITSM 1,1 n 6onee HM3KMe pennsbl bbin paszpaboTaHbl Ha 0OCHOBE COBCTBEHHOWN
paclwunpeHHon Bepcun MexaHusMa Object-Link. Kak cnepcrteue, pyHKUNOHANLHOCTb
Object-Link OTRS He MmoxeT 6bITb ucnosb3oBaH B OTRS::ITSM.CoBMECTHbIN MexaHn3Mm
Object-Link B HacTosilLlee BpeMs oxBaTbiBaeT BCe QyHKUUM o0bomx ObiBLIMX
MEeXaHN3MOB.

* [loBbILLIEHHAA CKOPOCTb

N3meHeHa TexHosormsa goctyrna K 6asam gaHHbIX, 4YTOObl C MOMOLLbIO MapaMeTpoB
SQL cBS3bIBaHUA CTasio BO3MOXXHbIM noay4uTb goctyn K (Cl) 6a3bl [aHHbIX
KOH(UIypaLUWOHHbIX eanHuL, 6onee BbICTPbIM, YEM paHee.

e MecTonosioXxxeHune

MecToMnoNoXKEeHNST Tenepb He ABNAITCA OTAE/IbHbIM MYHKTOM MeHt. OHM Tenepb
NHTerpupoBaHbl B KOHMUrypauMoOHHbIE €AMHWULbI, 4YTO NpPUHECEeT YCTOoN4YMBOE
ycuneHune rubkocTu.

* SLA-Service MHOXeCTBEHHble Ha3HavYeHus

Tenepb MMeeTCs BO3MOXXHOCTb Ha3Ha4vyeHns SLA Heckonbknm CepBucam.
* Cnmcok SLA

B MeHto CepBuChl Tenepb MMeeTCs HOBbIN BbIBOp NpocMoTpa SLA.
* MexaHun3m obHOBNEHNS 3KpaHa

MexaHn3M aBTOMaTM4eckoro obHoBseHUs 3kpaHa 6bi1 gobaBneH Ana npocMoTpa
CepBucoB 1 KOHUrypauuoHHbIX eaAuHNL,

1.10. HoBble Bo3MO>XHocT OTRS::ITSM 1.1

OTRS::ITSM 1.1 npepnaraert:
* KoHuUenuusa aBsTopmsaummn

Kaxabin 0b6bekT, Kak To Service/SLA, MectononoxeHue, Cl, Linkobject Tenepb
0bpa3yloT COOTBETCTBYIOLWLYIO Fpynny, TakuMm obpasoM, 4ToObl MpaBa areHTam Ha
paboTy C HUMN MOXKHO BbINI0 Ha3HaYaTb MO OTAE/bHOCTMU.

* Ha3zHa4veHue CepBUCOB KJIMEHTaM
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ABTOPM30BaHHbLIM KJIMEHTaM MOryT B6biTb NpuBsa3aHbl CepBuckl. Kpome Toro, CepBuchl
MOryT BbITb Ha3Ha4YeHbl Kak "CepBUC MO yMo4aHUID", KoTopble ByayT LENCTBUTENbHDbI
0N KaXKA0ro KJneHTa.

* 0630p CepBuc/KoHDUrypaLoHHbIE e ANHNLLbI

0630pbl CepBucoB n Cls, BKIOYaAS UHGPOPMALMNIO O TEKYLLEM COCTOSAHUN 0OBLEKTOB,
MO3BONAIOT aHa/M3NPOBaTb WHUMAEHTbl U AenaTb BbIBOAbI 06 WX BANAHUK Ha
3aTPOHYTblE CEPBUCHI U KNNEHTOB. B pacwmpeHune o63opa CepBnCOB, TENEPL B HEro
nobasneHo oTobpakeHne cBsA3aHHbIX SLA u Cls. [ns kaxpon KoHdurypaumnoHHom
eAnHULbl NOKa3blBaeTCsa Tekyllee COCTOSAHME MHUMAeHTa. Kpome TOoro cocTosiHune
nHuUnageHTa OyneT pacnpocTpaHsaTbCA Ha cBA3aHHble SLAs un Cls. Mpu Bbibope
cepBuca byayTt noapobHo oTobparkaTbCs ero NogpPobHOCTY 1 Tenepb, AOMOJIHUTENBHO,
oTobparkaeTcs "TeKkylliee COCTOSIHME NHUMAEeHTa" 3aBuUCcMMbIX cepeucoB u Cls.

Habop aTpubyTtoB Cl pomonHeH ‘current incident state/Tekyuwiee cocTosiHMe
VIHLI,VI,EI,eHTa', KOTOpOe BKJIIOYaEeT ABa ThMa COCTOAHNA:

e B akcnnyaTtauumm

e NHUnOeHT

[N KaXx[oro Tuna coctoaHus, ntoboe Kom4ecTBo COCTOAHUI MOXXET BbiTb CO34aHO.
CoctosiHne Cl BnamaeT Ha coctosaHue CepBuca, KoTopoe OyaeT [UHaMUYECKU
BbIYNCIATHCA U MOXKET MMEeTb 04HO N3 TPEX 3HAYEHUN:

¢ B akcnnyaTauum (3eneHoe)

* MpepynpexgeHne (>xentoe)

* NHUnpeHT (KpacHoe)

PacnocTpaHeHne  COCTOSHUA MHUMAOEHTA byoetr  OCyLWecTBAATbCH, ecnm
KOH(UrypaLumMoHHbIe e ANHNLbI CBA3aHbl TUMOM CBA3M "3aBUCUT OT". 34eCb AENCTBYIOT

cnenywuine npasunna.

e Ecnm ogHa Cl 3aBucuT ot apyron Cl, koTopasa B cocTossHMM 'Incident/MHUnaeHT', TO
3aBucmMas Cl nony4uT coctosHue '‘Warning/MpeaynpexaeHue'.

* Ecnn cepBuc 3aBUCcUT OoT Hekux Cl, n ogHa N3 HUX nMeeT cocTosHuKe 'Incident’, To 1
cepBuUC Nony4uT cocTosiHMe 'Incident'.

e Ecnum cepBuc 3aBucnT ot Hekux Cl, n ogHa n3 HUX uMmeeT cocTosAHme 'Warning', To u
CepBUC Noay4nT coctosHue 'Warning'.

e Ecnn cepBuc nmeeTt nogcepBncCbl U OANH N3 3TUX CEPBMCOB MMeeT cocTossHue 'Inci-
dent', To poANTENLCKNIA CEPBUC MOSYHYUT cocTosHMe 'Warning'.

e ECcnn cepBUC MMeeT NoacepBUChl U 0OUH U3 3TUX CEPBUCOB MMeeT CocTossHue '‘Warn-
ing', TO pOANTENLCKNI CEPBUC MOSYYUT cocTosHMe 'Warning'.

COCTOSAHMSA COOTBETCTBYIOLLUX CEPBUNCOB, Noacepsucos n Cl byneT nokasaHo B 0630pe.
* Mounck u ceasbiBaHue Cl n3 nHtepdenca areHTa

O6cnyXMBaLWWA areHT MMeeT BO3MOXXHOCTb UCKaTb, BbibMpaTb U Ha3HavaTb Ntobble

N3 KINEHTCKNX KOoHpurypaumoHHbix eguHuy, (CI's) nam cywecTBylOLWMX 3a89BOK MNpu

CO34aHMN HOBOW 3asiBKU 06 MHUWOEHTE.

* CMDB Import/Export (CSV nnu API)
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3Ta BO3MOXXHOCTb MO3BOAAET MMMNOPTUPOBATbL UK 0OHOBNATL AaHHble N3 CSV dannos
B CMBD OTRS::ITSM, n skcnopTupoBaTb AaHHble n3 CMDB B CSV dannbl. Kaxpas
cTpoka CSV ¢anna onuceiBaeT ofgHy Cl € ee faHHbIMU B KOJIOHKAX.

MmMnopT w 3KCnopT ynpasnseTca € nomowbto IMEx onucaHun. 3Tu onucaHums
yCTaHaBJ/IMBAOT COOTBETCTBME KONOHOK B CSV canne nonam B CMDB. Bbl MoXxeTe
co3pgaBaTb IMEX onmcaHma C NoMowbio MHTepgenca agMmuHuctTpatopa OTRS. Ona
Ka)Kgoro goctynHoro noss B8 CMDB gosikHa 6bITb conocTaB/ieHa COOTBETCTBYlOWas
KosoHka B CSV channe. 370 ocyuwectsnsgeTca B ¢dopMe, KoTopas npencrasnseT
Tekywee onncaHue Cl. Kpome Toro, MoXxeT 6biTb NpMeHeH huabTp 419 OrpaHnYeHns
KosnyecTBa akcnopTmpyembix Cl. Mo)XHO co3paTb ntoboe Konm4ecTBo IMEX onncaHuin
N KaXkgoe U3 HNX MOXKHO NCM0JIb30BaTh Kak Ans MMMNopTa, Tak 1 415 3KCcrnopTa.

BbIMOAHUT MMNOPT (3KCMOPT MNPOU3BOAMTCA TakKMM e cnocobom) ecTb ABa NyTu:
WHTEPaKTMBHbIN - Yepe3 Beb-uHTepdenc n aBToMaTUY4eCKN, C MOMOLLbLID CKpUMTa.
Mpn MCNoNb30BaHUN MHTEPAKTUBHOIO MeToada, BbibnpaeTcsa Hy)KHoe ImEx onucaHune
n, 3ateMm, CSV cann 3arpyxaetca B cuctemy. [pn MHTEpPaKTUBHOM 3KCHOpTe
COOTBETCTBEHHO HY>XHO BblbpaTb CSV hainn ona BbIrpy3Ku.

Mpn aBTOMaTU4ECKOM MMMOPTE, OCYLLECTBASEMOM C MOMOLLbIO CKpUNTa - NoTpebyeTcs
nma ImEx onucaHua n uma CSV ¢danna B KayecTtse aprymeHToB. lpu 3akcnopTte
¢ nomouwbio ckpunta Cls nepeflaHHble B KayecTBe aprymeHTa OyayT BbIrpy>KeHbl
B CSV ann. MNepen BbINOJHEHWEM WMMOPTa WAWM 3KCNopTa, BbibpaHHoe IMEX
onucaHne bypeT cpaBHMBATLCA C TeKywmnm onucaHuem Cl. Ecnm 6yayT obHapy>xXeHbl
HecooTBeTCTBUSA, npouecc byneT oTMeHeH. Takxe, npu nmnopTte, byoyT NpoBepeHs.!
orpaHmndyeHus B onucaHum Cl (Hanpumep, obssaTenbHble nonsg). Ecnm  ecTb
HEeCOOTBETCTBME, 3aNnUCb AaHHbIX OTBepraeTcs, HO NMpoLecc uMrnopTa MpoaosKaeTcs.
MpoTOKON MMMNOPTa MOXXHO MOCMOTPETb B Syslog. Mpu ucnonb3oBaHun APl nmnopT/
3KCNOPT C ucnonb3oBaHuem CSV moxeT 6blTb 3aMeHeH WAM paclupeH Lpyrumm
dopMaTaMu/rMpoToKOsIaMu, Harnpumep, NpAMbIM 4oCcTynom K 6] unn XML. Peanusauuns
nHTepgenca CSV MoryT 6bITb MCMONb30BaHbl B KAYE€CTBE NMpuMepa.

OrpomMHoe pa3Hoobpa3ne AONOJIHUTENbHbLIX 0TYETOB MOXKET ObITb CO34aHO, HanpuMep:
OCHOBHbIe OTYeTbl MO 3a89BKaM U KOH(UrypaumnoHHbeiMm eguHmuam (Cls):

* ObLee KOMMYECTBO 3afBOK KOrga - JMbO CO3[4aHHbIX MO TUMy U MNPUOPUTETY
(cocTosHMIO, 04epenmn, cepBucy).

* ExxeMecs4Hble 0630pbl MO BCEM 3asiBKaM CO34aHHbIM 3a NpeablAyLLNA MecsL, Mo TUny
(MpuopuTeTy, COCTOSAHMIO, 0O4epean, CEPBUCY).

* ObLee KOMMYECTBO CO3JaHHbIX 3afBOK 3a OMpefesieHHbI nepuog Mo Tuiy wu
npuopuTeTy (COCTOAHUIO, 0O4epean, CEpPBUCY).

¢ Obuee KONMYECTBO OTKPbITbIX 3a8BOK MO TUMNY N NPUOPUTETY (04epean, CepBucy).

e Obwee konmyectBo KoHpurypaumoHHbix egnHuy, (Cls) co3gaHHbIX ON8 Ka)kgoro
KJ1lacca (No COCTOSAHUAM).

¢ Obwee konnyecTBo KoHpurypaumoHHbix eguHuy, (CIs) cozgaHHbIX B npeablayLem
MecsiLe AN KaXKA0ro Kjaacca (Mo CoCToAHNAM).

¢ Obwee konnyecTBo KoHGpUrypaumoHHbix eamHul (CIs) co3gaHHbIX 3a 3a4aHHbIN
nepuog ona KaXxaoro Kaacca (no coCTossHMAM).

Ewe nob6aBneHo MHOrO ApPYyrux OTYETOB, COAEP)XallMX OaHHble B 3aBUCMMOCTU OT
YPOBHS BPEMEHU MPUHATUS NEPBOro PELLEHNS N CPeIHEr0 BPEMEHUN peLleHus:
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* CKOpPOCTb MepBOro peleHns Ans BCex 3asdBOK, Korga Anbo co3fgaHHbIX, MO Tunam
3as8BOK 1 NpuopuTeTam (o4epenam, cepsucam).

¢ CKOpPOCTb NEPBOro peLleHns 3a NpeablayLmnin Mecsu, no TMnaMm 3asBoK (MpMopunTeTy,
ovyepensim, cepBucam).

¢ CKOpPOCTb NEPBOro peLLeHns 3a 3a4aHHbIN Mepuog rno TunaMm 3asaBoK U MPUopuTETaM
(oyepensm, cepBucam).

e CpefiHee BpeMsa pelleHnsa bS8 BCeX 3adBOK, Korga aAmbo co3fdaHHbIX, MO Tunam
3a8BOK N NpuopuTeTaMm (oyepensam, cepsmcam).

* CpefHee BpeMs pewleHns 3a NpeabigyLnin Mecsl no TMnaMm 3asaBOK U NpuopuTeTam
(ovepepnsam, cepsucam).

* CpefHee BpeMs pelleHUs 3a 3aJaHHbIA nepuog No TunaM 3asaBOK U NpuopuTeTam
(ouepepnsam, cepsucam).

» NlobaBneHa pyHkuMa nevaTn ang Cl, Cepsucos, SLA, Locations.?

1.11. Boamo>xHoctm OTRS::ITSM 1.0

OTRS::ITSM 1.0 npepnaraert:

* ITIL coBMmecTMOe npencTaB/sieHne "Mnooaep)XKn cepsBucoB” npoL,eccos
* ynpaBJieHVE NHLMAEHTaMun
* ynpaBJsieHue npobiemMamu
* ynpaBJieHVe KOHPUIypaLnamm

* MHTErpupoBaHHas, WHAMBMAYAJIbHO pacwmpseMas, 6a3a [OaHHbIX YynpaBAeHUS
KoHpurypaumnammn (CMDB)

* CooTBeTcTBYlOWME ITIL HazBaHUSA HOBbLIX YHKLNI
* Mogenb posier, OTBETCTBEHHbLIX U CUCTEMa pa3peLlleHnin B cooTBeTCcTBUM C ITIL

* Cross-process communication management: within the IT service organization, with cus-
tomers/users/management and suppliers/providers

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

» Jlerkaa HacTpoMKa, KacToMusaumsa u o6HOBNeHMe [N y[oBJeTBOPEHUs
WHAMBUAYaNbHbLIX TpeboBaHUN

* Mopnep>xmBaTca cobCTBEHHbIe TUMbI 3a8BOK (BCTpoeHOo B OTRS): Pasnn4yHble TuMb
3a8BOK 3a4alTca B uHTepdence agmumHa. CeoboaHble nons 6onblie He TpebyioTca
AN 3ajaHuA TUMNOB 3asfBOK. PaHee BbLIMOJIHEHHbIE YCTAHOBKW C WUCMOJIb30BaHUEM
cBoboaHbIX Monen ANa Knaccudukaumm no Tunam 3asiBOK He MNEepeHocATca npu
0OHOBIEHMN. DTa HOBas BO3MOXXHOCTb TakXe oTobparkaeTcs B COAEPKMMOM 3aABKMU
W Npv nevyaTn AN5 areHTOB 1 KJIMEHTOB U HacTpauBaeTCsa B MHTepdence areHTa.

YnpasneHue KoHpurypaumamm & nHrterpmposaHHas CMDB:

OTRS::ITSM 6a3npyeTcs Ha BCTPOeHHON 6a3e AaHHbIX ynpaBneHus KoHdurypaumamm
(CMDB), koTOpas CNy>XUT B Ka4eCTBe OCHOBbI 4J19 BCECTOPOHHEr0 KOHTPOJ1s MPOL,ECCOB
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ynpasneHunsa ycayramm. OHa cogep>XnUT KoHpurypaumoHHblie egmnHnubl (Cl), nx cesasm u
B3aMMO03aBUCUMOCTU APYr C APYrOM U APYrMMU KOMMNOHEHTaMu B CepBuUca.

* BcecTopoHHss pernctpaums n ynpaBneHune COOTBETCTBYOLMMN
KOH(UrypaumoHHbiMn eanHuuamm (ClIs), Takmmm Kak KoMmnbtoTepbl, cepBepbl, MO,
CeTU, LOKYMEHTbI U cepBuCbl, SLA 1 oprcTpyKTypbl.

» OTobpakeHune kaTanora UT-ycnyr n nencreytowmnx cornaweHun (SLA, OLA, UC)

* PeI’VICTpaLI,I/IFI, ynpaBieHne n OTOﬁpa)KeHVIG TEXHNYECKUX N CBA3aHHbLIX C CEPBNCOM
CBSA3€ 1N B3aMMO3aBUCUMOCTEN MeXxny OaHHbIMA CMDB, Hanpumnmep, cepBnc Co BCEMU
HeobxogumMbIMN, aJibTEPHATUBHbIMA NJIN COOTBETCTBYOLWNMN Cl

* YnpaBfieHne npownbiMn, Tekywmummn n byaywmmm coctosiHuamu Cl, HanpuMmep, Aas
ANarHoCcTUKK npobnem, obcnyxnBaHNS CEPBEPOB MW NJIAHUPYEMbIX U3MEHEHWA

* AHaJIN3 BO3MOXXHOIO BJIMSIHUS OTKA30B UN M3MEHEHWI KOHUrypaumm

* OTobpakeHne BUpTYyanbHbIX UT-MHMPACTPYKTYpP, Hanpumep, cepeep / BUpTyanm3sauum
namsTn

* YnpaBrieHne NNLEH3NAMN, HanpuMep, cBOBOAHbIE NNLLEH3UN [ 3aHATLIE (MOTPEBHOCTL
B CTOPOHHUX NPOAYKTax)

* YnpaBJieHue XXN3HeHHbIM umkaoM Cl oT npnobpeTteHus oo ytnamsauum
* OT4eTHOCTb 060 BCEX U3MEHEHUNAX KOHDUrypaumn caenaHHbix B CMDB

* B3anmogencreme C KopnopaTuBHbIMN KaTanoramum (Hanpumep, LDAP, eDirectory, Ac-
tive Directory)

YnpaBsieHne UHUNIOEHTaMu:

* CepBuchbl n SLA (BcTpoeHHble B OTRS): HoBble aTpubyThl "service/cepBuc" and "ser-
vice level agreements/cornawenmnsa o6 yposHe cepsuca (SLA)" 6blsin MHTErpnpoBaHbl
B OTRS 2.2 Ha nyTm co3faHWUs UHCTpPyMeHTa ynpassieHna WUT - cepBucamu. lpun
CO3JaHUM 3asBKWU, KJINEHT MOXeT BblbpaTb cepBUC (Hanpumep, npefocTaBieHue
yCNyru 3NeKTpPOHHas Mno4YTa) M cooTBeTcTBytowero SLA. ATpmbyTbl SLA "Bpems
oTBeTa", "BpeMs obHoBNeHMA" N "Bpems peweHunsa". CucteMa MOXET UCMOJIb30BaTb
3T aTpubyTbl ANA yBEeOOMJIEHWA WNAW 3CKanauum 3aaBKW, 4ToObI obecneynTb
BbINOSIHEHUE cyullecTBylowmnx SLA. cneumanbHbiM 06pa3oM ykKa3aHHas B 3aroJfloBke
nMcbMa WHgopMauma o cepBuce M SLA MoxeT ObiTb nNpoaHanmM3MpoBaHa YXXe
NpuBbIYHLIM cnocoboM ¢ nomoLubio Moy ns PostMaster filter.

* KoMmnnekcHas noagep»ka npoueccos WT cepBUCHOM oOpraHusaunm, BKJOYas
perncTpaunio MHUMAEHTA, KaacCcudmukauuio, npuopmTesaumio, HeENOCPEOCTBEHHYIO
noMowb (1 - AMHMS NOAAEP>XKW), AWArHOCTMKa, KoopauHauus (2-9/3-9 nmHun
noooepXkKn, CBA3b C BHELWHUWMWU NapTHepaMn ...), BOCCTaHOBJIEHWE CepBUCA,
pe3ooumns, 3aKpbITUE N OOKYMEHTMPOBaHNE

* MHUMAEHTbI U 3anpockl Ha obcny)XMBaHMe MOryT ObiTb JIerko, Ha WHTYUTUBHO
NMOHSATHOM YPOBHE, 3apPEerncTpMpoBaHbl MEPCOHANIOM NOAAEPXKKN NIV CAMOCTOSATESNIbHO
noJsib30BaTeNneM/KIMEHTOM (Yepe3 Beb-nopTan)

* [locTpoeHHOe Ha OCHOBe onpefesieHHbIX MNpaBWUJ CO34aHWE 3a89BOK U [/ wau
yBeﬂ,OMﬂeHMIZ, HanpmnmMmep, BO B3aMMOOAENCTBMKU C cuctemamm UT MOHUTOPWHIa

* BO3MOXHOCTb  KJlaccudukaumm n  npuopuTesaunmm  (MpUopuTeT,  BAUSHUE,
3KCTPEHHOCTD)




OTRS

Real Services

* MonHbIn oxBaT CMDB, HanpuMmep, CEPBUCHI, 3aTPOHYTbIE NHUWOEHTOM, CBA3aHHbIE
3/1eMeHTbl KOH(Urypauum, 6asa 3HaHnn FAQ, cBa3b mexay 3asaskon u Cl gna aHanusa
N OTYETHOCTK

* (ABTOMaTM4yecKasi)) peructpauma “articles/coobweHnin"
AKTUBHOCTN)

Ons  3a8BOK  (3anuchb

* MOCTOSIHHbIA MOHUTOPUHI N OLEHKa npouecca 06paboTkn 3asBKK

* [loNHad MHTerpauns c MexaHnuaMamu posen, rpynn n odyepenen OTRS ansa HasHayveHUs,
OTCNEXUBAHUSA, 3CKasauUnun N MHTepnpeTaunn

* MNpenocTaB/IEHNE N XPaHEHNE COOTBETCTBYIOLLNX AAHHbLIX O BPEMEHU, HanpuMep s
yrnpaBieHns ypoBHEM cepBuUca

* MpakTuyeckoe ynpaBneHne 3asBkamun (obbeanHeHne, pasfeneHue) no3BosseT
00beAnHATE MOXO0XXMEe/OT OOHOIMro WMHUMAEHTA 3aABKU W/MNW pa3fensaTb C/I0XKHble/
Tpebyolmne HECKONbKNX Pa3InYHbIX OeNCTBUN

* [lnaHnpoBaHWe, nMPOaKTUBHOE YyMpaBJiieHWe W MOHUTOPMHI  3anmpocaMn  Ha
obcnyxxnBaHue (pabo4vne nakeTbl, NNaHbl PaboThbl, BpEMEHEM UCTMOJSIHEHNSA U CPOKaAMMK)

* Co3paHune n oTCnexXxmnBaHme 3asBOK 0 NpobsieMe, OCHOBAHHbLIX Ha MHUMOEHTaX

YnpaBneHune npobnemamu:

* KoMnekcHas nogaepxxka NUT-npoueccos yripaBJaeHns npobaemamu -
noeHTUGUKaUnsg, peructpauns, KkKraaccudukaumsa, npuopuTesauns, BbliSBAEHME
MPUYNH, KOOPAWHALWS pa3pelleHns, Hanpumep, obxonHoe pelleHne nam 3anpoc Ha
N3MeHeHNe, 3aKpbiTUe N OOKYMEHTMPOBaHNE

* [lpepocTaBsieHne COOTBETCTBYOLWLEN NHGOpMaLMK ANs NOANPOLLECCOB
* YnpaBneHne npobaemon (ycTpaHeHne HEUCNpPaBHOCTEN),

e KoHTposb ownbok (06bpaboTka owmnbok),

* [lpoakTMBHOEe ynpaBneHue npobnemamn (Hanpumep, aHanAM3 TeEHOEHUMA no
3asBKaMm) 1

* Ynpasnswuwas nHpopmaums (nNo 3asgskam, npobaeMamMm n N3BECTHLIM OLLINBKaM)
* Tekywne/6biBLUNE NHUMAEHTHI, 6a3a 3HaHMK (FAQ) n CMDB noCcTOSSHHO [OCTYMHbI

* [loNHad MHTerpauns c MexaHnaMamu posen, rpynn n odyepenen OTRS aonsa HasHaveHUs,
OTCNEXUBAHUSA, 3CKaNaUUN N OLLEHKN 3a9BOK MO MHUWAEHTaM

* CncrtemMaTnyeckoe aBTOMATMU3NPOBAHHOE YBEOOMJIEHME O MpoLecce paspeLlleHns
npobnembl OnA 3aTPOHYTbIX MOAb30BaTenen (rpynn nosb3oBaTenen) wam
ynpasJieHLEeB

* YnpaBsieHne NHUNAEHTaMN NOJly4aeT CUrHaA FOTOBHOCTW MO PeLLUeHHbIM NpobriemMam

3a8BKM ABAAKOTCA LEHTpasbHbIM MHHOOPMAUWMOHHBLIM HakonuTesnem ANs ynpaBsieHus

npoueccamn UT-cepBnc meHepxmeHTa. OHM HecyT B cebe pa3HOoOpa3HbI BO3SMOXHbIN

Habop AaHHbIX, TAKNX KaK:

» COTPYOHWKN, OpraHm3aLmnm

* OTMEeTKY BpeMeHM

10
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* [lpuopuTeT, BANAHNE, TAXKECTb/Cepbe3HOCTb
* CBA3K C KaTasioroM UT-cepBNUCOB 1 NMPOEKTOB

* 3anucb AOEenCTBMW, Hanpumep, coobuieHne O 3BOHKE C yKa3aHMeEM 3aTpadeHHOro
BpeMeHun

* O6bekTbl, Hanpumep Cl, BKAOYaa CBA3U
* (Mogn)3aaekun, Hanpumep, nNpobnema c NnepeyHeM NHLUMNOEHTOB

* 3aMeTKN/CoobLEeHNA 1 BNOXKEHMWA, Hanpumep, ckaH ¢opMbl/bnaHKa 3anpoca Ha
obcny>xmnBaHune

* Pabo4yme nakeTbl, HaNpuUMep, 3anjaHNPOBaHHbIE, HA3HAYEeHHbIE 3a4a4n
* NHopmaumns o6 SLA

* MNMoporoBble 3Ha4YeHVs N MapaMeTpbl 3CKasaumm

* icTopunsa 3a8BKM (BCe N3IMeHeHNs)

* NIHchbopMmaumsa o 3aTpaTax (y4eT 3aTpayeHHOro BPEMEHMN).

2. TpeboBaHuAa K anapaTHOMY M
nporpaMHoMy obecne4yeHuio

TpeboBaHua ona OTRS::ITSM - Te xe, 4To 1 anga OTRS. bonee noapobHyo nHMoOpMaL Mo
MO>XHO HalNTW B PyKOBOACTBE agMuHmncTpaTtopa OTRS.

3. CooOLuecTBO

Bonbwoe coobuwecTtBo cnoxunacb BOKpyr OTRS Ha npoTsSKeHUun nocnegHux net.
Monb3oBaTenn 1 pa3paboTyYMKM UCNOJIL3YIOT MOYTOBbIE PACCLUIKM , 4TObbI genntcs
CBOMMW B3rasfamMm no LUMPOKOMY CMEeKTPY BOMPOCOB, CBHA3AaHHbLIX C CUCTEMaMu
06paboTku 3asB0OK. OHW WAOT BOMNPOCLI 06 yCTaHOBKe, HacTpPOWKe, WUCMOJib30BaHMWN,
Jokanusaumm n paspaboTke. ECTb BO3MOXXHOCTb COOBWNTL O BO3MOXHbIX OLINOKax
C MOMOLLbID CUCTEMbl perucTpauum n OTCAeXMBaHUA UHGopMaumm o6 owwwnbkax
http://bugs.otrs.org (http://bugs.otrs.org/). OHM OTNPaBAATCA HENoCcpenCTBEHHO K
paspaboTymkam un, 3annatku/patches moryT 6bITb BLICTPO CAeNaHbI.

Bbille onucaHHble KaHanbl 06LEeHUs OTKPbITbl M ANasA nosb3oBaTenen OTRS::ITSM
019 NOCTOAHHOIO MOBbILWEHUSA KavecTBa Hawero NpoAaykTa. Bbl MmoxeTe BCTYNUTh B
coobLLecTBO NOCETMB HaWy CTPaHMYKy No agpecy http://otrs.org (http://otrs.org/).

11
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Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community News Documentation Source Code Mailing Community Blog OTRS User Forum

FOUNDING

Open Source

N MEMBER il

More than 5,000 active OTRS Community members, experts and enthusiasts,
contribute to the OTRS open source project and software, driven by the same
motivation, to enhancement and expedite OTRS' distribution based on voluntary
contributions. Get involved, leverage OTRS' community tools and benefit from the
support and technical expertise of this worldwide community.

Established since: 2001 Downloads: 1,115,000

Members: 5,000+ Installations: 100,000

Community Ferum: forums.ofrs.org Software available in: 32 languages
Get OTRS Contribute
OTRS Help Desk, ITIL V3 compliant IT Service If you want to suggest or vote for a feature, report
Management (ITSM) solution OTRS ITSM and all a bug, infend or already have completed a
OTRS exiensions are published under the Affero localization for the software or simply want to
General Public License (AGPL) and are free for explore the community using the OTRS User
download without causing any license fees. forum, this is the right place to do.
Get the software now! » Get involved! b

4. CNUCKMN pacCbiJZIKMU

OTAenbHble CMUCKN PacCbiIKM co3haHbl crneunansHo ana OTRS::ITSM. MoceTtute http://
lists.otrs.org (http://lists.otrs.org/):

12
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Solutions Software Customers Partners Company Open Source Academy Resources

Get OTRS Contribute Community News Documentation Source Code Mailing Lists Community Blog OTRS User Forum

Mailing Lists

Subscribe to a mailing list of your interest and remain up-to-date, post your
questions, or review the archives for past discussions. Please keep in mind that this
is a form of non-commercial community support that does not guarantee an answer
to every gquestion and that is related to a specific topic and language.

Announcements Developers

This list broadcasts announcements about OTRS This list is used by developers to discuss topics
Help Desk, ITIL® v3 compatible ITSM solution related to the development of new releases,
OTRS ITSM and OTRS extensions. enhancements and issues.

Subscribe to Mailing List Subscribe to Mailing List

Browse the Mailing Lists Archive pr Browse the Mailing Lists Archive p+

OTRS Help Desk Users OTRS ITSM Users

This list is used by OTRS Help Desk users to file This list is used by OTRS ITSM users to file
questions and discuss resolutions amongst each questions and discuss resolutions amongst each
other. other.

Subscribe to Mailing List b Subscribe to Mailing List b

Browse the Mailing Lists Archive ke Browse the Mailing Lists Archive b
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Chapter 2. NnaTHbIE CEpPBUCHI
oana OTRS::ITSM

OTRS AG gaBngeTca npousBoguTenemMm u BragenbsueMm ucxogHoro koga OTRS u
Bcex Moaynen paspaboTaHHbIX Ha ero ocHoBe (Hanpumep, OTRS:ITSM) n asnsfeTcs
npoceccnoHabHbIM MOCTABLLMKOM YC/yr. B oT/in4me oT NOCTaBLUMKOB NPONpueTapHoro
MO, 6usHec - mogenb OTRS AG He OCHOBaHa Ha JIMUEH3MOHHbIX oT4yucneHumax: OTRS u
OTRS::ITSM pocTtynHbl 6ecnnaTtHoO, a Mbl, B CBOIO O04Yepedb, BMECTO 3TOro, npeasiaraem
MjaTHblE YCYrX CBA3aHHble C MPMMEHEHMNEM Hallero nporpaMmMHoro obecneveHuns.

Kak Ball MOLHbIM MapTHep, Mbl NpefoCTaBsseM ONTUMASIbHYIO MOOOEP)XKY Ha BCeX
3Tanax npoekta OTRS - nNpoeKTUpOBaHUA, peanus3aunn u 3KcrayaTaumnm. Hawwu
COTPYOHMKW 3TO BbICOKOKBaNUPUNLNPOBAHHbIE CreunanncTbl, U Mbl MPUMEHEHAEM CaMble
COBpeMEeHHble MeToAbl. 3Ta PMUNOCOPUA FrapaHTUPYET NOJIHYIO OTAa4vYy OT NpPMMeHeHns
HaLLNX MOLLHbIX BU3HEC-MPUTOXKEHWIA N CHACTIMBbLIX KJIMEHTOB, BOCMEBAOLWMNX Ka4eCTBO
Hawwmx ycnyr (http://www.otrs.com/en/references/).

1. OTRS :: ITSM KOHCANITUHI N
BHegpeHue

MnaHnpyeTte nm Bbl ncnonbsosaTb OTRS :: ITSM mnu Bbl y3Hanm o OTRS :: ITSM wu3
HOBbLIX 0630pP0OB MPOAYKTOB N XOTUTE OLIEHUTb MPUEMSIEMOCTb CUCTEMbI OJ1 BalLUX
TpeboBaHM? Nnn Balla oueHKa Bo3MoxHocTen OTRS::ITSM 3aBepLUeHa, N Bbl XOTUTE,
4YTOObI MCMOMb30BaHNE HALUNX KOHCAJTUHIOBbIX YC/IYT MPUBEJIO Ball NPOEKT K ycrnexy?

Mbl npeanaraem o6WMPHbBIM NPaKTUYeCKU onbIT B 06/1aCT KOHCaNTMHra IT-npoueccos,
pa3paboTkn nporpaMmHoro obecnedyeHus, pa3sutus ITIL coBmecTuMbix NT-onepaunin u
nonoaepxkKun. besonacHoCTb U yrnpasieHWe Ka4eCTBOM )14 Ballero npoekTa A0MOJIHAT
Haw nopTdens ycnyr. Bbl nonyyaeTe Bbirogy OT obwumpHOM M OBbICTpoW nepenayu
3HaHUN.

Hawm ycnyrmn BKJO4atoT:
* YTO4YHeHMe Bawmnx TpeboBaHMN N NOMOLLb B OLLEHKE MPoayKTa

* PykoBoACTBO B pa3paboTke u peanumsaumm ITSM - npoueccoB M opraHM3aLNOHHbIX
CTPYKTYp

* OueHka cooTBeTcTBMUA ITIL 1 Nnopgnep»xka 1ISO 20000 cepTudukaumnm
* TpeHuHrn n obyveHune metomonorum ITIL

* BHepnpeHue ITIL

» CocTaBnieHue KaTanoros UT-ycnyr

» Pa3spaboTka cTpykTypbl CMDB

* YcTaHoBKa & HacTponka OTRS:ITSM, Bkalo4as mHTerpauuio B Balle CUCTEMHOE
OKpY>XeHue

* OueHka & onNTuMM3aLma CyLLeCTBYIOLWNX pa3BepHYTbIX cuctem OTRS::ITSM
* MNepeHOC NPOLLEeCCOB N AaHHbLIX U3 YHAC/e40BaHHbIX CUCTEM
* O6bHOBNEHUNE BEpPCUN

* OnpeneneHne TpeboBaHun 6GusHeca n TpeboBaHun K UT 1 BO3MOXKHOCTEN a1
BKJItOYeHUA B oyHKUMoHan OTRS::ITSM

14
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* PaspaboTka n peanmsaumsa npoekTa becnnaTHOro agMuHUCTpaTopa??, a Takxe
TPEHUHI N AN CEPBUCHOr0 nepcoHana

* KOHCynbTaTUBHbIE YC/YrW, CBA3aHHbIE C MPUMEHEHMEeM MoAenen npenocTtaBieHns
ycnyr (ASP / SaaS) c nomowbto OTRS::ITSM v nogaep>xky NpuioXKeHuin

2. Pa3paboTka npuao>xXeHuun

OOoHMM n3 BaxkHbIX npeumywecTs MO C OTKPbITbBIM UCXOAHbIM KogoMm OTRS:ITSM
ABNSAETCA ero rmbkoCTb B OTHOLIEHUWN MOTEeHUMasIbHbIX pacliMpeHuin yHKUMoHana.
Hnkakux "3akpbiTo pa3paboTyMKoM" - TUMMYHBIA PUCK MNPONPUETapHbIX CUCTEM W
3aTAHYBLUUXCA MeperoBopoB C NPON3BOAMTENEM O pacLUNPEHUN (PYHKLNOHAIBHOCTU UK
pa3paboTke nHTepdencos ¢ OTRS::ITSM.

OnbITHbIE MeHe Kepbl MPOEKTOB 1 pa3paboTyMKM HAXOO4ATCA B BalleM pacrnops>KeHuu B
noboe Bpemsa, 4Tobbl NepeBecTu Bawm TpeboBaHWS, NpeBbiLaoLLne PyHKLNOHaNbHbIE
BO3MOXHOCTU OTRS:ITSM B 6usHec- n UT-cneundukaumun. Mol gopabotaem OTRS
non Bawm o0cobeHHOCTW, Cco3JafAuM MnporpaMMHble UHTepdencsb, uam o06HOBUM
cyliecTByloUMe PYHKLNOHasIbHbIE BO3MOXXHOCTM B COOTBETCTBUM C Ballel KOHLenumen.

OopaboTku, KoTopble MOryT ObITb MONE3HbI U ANS APYrUX KAWEHTOB ToxXe, byayT
0o6aBnATLCA C CTaHAApPTHLIM PYHKLMOHANA B MOCJAEAYOLWMX penusax. Bce CTopoHbl
nonyyat BbiMrpbiw: OTRS::ITSM cTaHeT MoOLLHee 3a CHEeT BO3SMOXKHOCTeN, "poXXAEHHbIX"
BallMMN, U OPYrnx HalUX KJNEHTOB, MOXeNaHuAMU, N Bbl CIKOHOMUTE 3a CHeT
BKJIIOYEHMSA 3TUX OOMOJHEHU B HOBbIE PENN3bI.

3. NMoppep>xXKa NPUIOXKeHUM

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

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

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

Our ITIL compliant operating Application Support Team is continually optimizing its
processes and performance. Therefore, our service manager will contact you regularly
to discuss your wishes and requirements regarding our services. The monthly service re-
porting in the service package of your choice serves as a base for these conversations.

4. Managed application services (ASP/
SaaSs)

You do not have to operate OTRS and/or OTRS::ITSM yourself. The products can be rent-
ed via the so called "ASP" (application service provisioning) resp. "SaaS" (software as a
service) model from specialized companies.
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The customers (software users) are permitted internet access to exclusively rented OTRS
systems and, where required, functional application support (see section above) at a fixed
monthly price and can employ the application in their business to the contracted extent.
No additional license fees apply as only open-source products are used.

The application service provider operates IT infrastructure, systems and software ITIL
compliantly and guarantees service quality according to the agreed service levels. The
provider maintains the application system, (e.qg. patches, backup, monitoring), and sup-
ports the customer with incidents and/or service requests such as consultation requests,
software extensions, or configuration requests.
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Chapter 3. YcTaHOBKa
OTRS::ITSM

ObpaTnTe BHUMaHWe, 4TO A0 YyCTaHOBKM OTRS::ITSM Heob6Xx04MMO BbINO/IHUTb YCTAaHOBKY
OTRS 3.3. Bcs HeobxoanMaa nHpopmaLms, BapnaHTbl U NpoLeaypbl YCTaHOBKM ONUCaHbI

B pyKoBOACTBe agMuHucTpatopa OTRS.

1. YcTaHOBKaA

Mocne ycnewHon yctaHoBkn OTRS 3.3 nnn 6onee no3gHen Bepcun, BONOANTE B CACTEMY B
KayecTBe agMUHUCTpaTopa. Micnonb3ys MeHea kep NakeToB C MaHen agMUHUCTpaTopa
nnn c nomoubto ftp://ftp.otrs.org/pub/otrs/itsm/packages33/ 3arpysuTte nakeTbl ITSM un

YyCTaHOBUTE X B CIEAYIOLLEM MOPSAKe:
* GeneralCatalog/O6wunin kaTanor

e |[TSMCore

Ecnn Bawa MalMHa MOAK/OYEHA K WMHTEPHEeTY, WUCMNOosb3yrnTe caenylowmn OHAanH
penosuTapun [--OTRS::ITSM 3.3 Master--] pna yCTaHOBKW MepedyucsieHHbIX HUxXe
naketoB. MIHaye, 3arpysnTe crefyoLlme NakeTbl 1 yCTaHOBUTE C MOMOLLbIO MeHeO )Xepa

MakKeToB:

ITSMIncidentProblemManagement

ITSMConfigurationManagement

ITSMChangeManagement

ITSMServiceLevelManagement
* ImportExport

HdanbHenwyo UMHpOpMaLNIO O TMpPoLecce YCTAaHOBKU MOXHO  HaWlTwu
INSTALL-32.ITSM

x

DASHBOARD | TICKETS  STATISTICS | CUSTOMERS Q,
No packages, or no new packages, found in selected repository.

Package Manager

Actions Online Repository

Browse_ HNAME 'VERSION VENDOR DESCRIPTION ACTION

Install Package No data found

[-OTRS:ITSM 3.1 Master-] http://ftp.o[.] ~

= story inf — Local Repository
NANME VERSION = VENDOR | DESCRIFTION STATUS ACTION

< n r The General Catalog

316 installed
package.

Hint

The ImportExport .

316 installed
package
The OTRS:ITSM Change .

316 installed
Management package.
The OTRS:ITSM

316 Configuration installed
Management package
The OTRSLITSM Core .

316 installed
package.
The OTRS:ITSM Incident

316 and Problem installed
Management package.
The OTRS:ITSM Service

316 Level Management installed

package

340ecChb:
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2. ObHOoBNIEeHMe

Ecnu Bbl ncnonb3yeTe Bepcuto 6bonee paHHio 4em OTRS::ITSM 1.1, cHa4vana, obHoBUTE
cucTemy Ao nocnepgHen sepcun 1.1

Ecnn OTRS:ITSM 1.1 yxe ycTaHoBneHa, obHoBuTe OTRS 2.2 no 2.3 O obHoBneHus
OTRS::ITSM. Ona aToro, 3arpysute nocnegHiwot OTRS 2.3 u, cnegynte NHCTPYKUUAM
n3 cpanna c nmeHem UPGRADING. 3aTeMm, BonauTe B CUCTEMY U, UCMOSIb3YA MeHeaxep
nakeToB ycTaHoBUTe NakeT ITSMUpgradeTol2. Bel MOXKeTe CKa4aTb €ro BPy4HY nan C
NCMNoJsIb30BaHMEM OHNANH - peno3ntapusa. He obpawarite BHUMaHMUA Ha coobuieHuns ob
ownbKax 0 HEKOPPEKTHO YCTAaHOBJIEHHbIX CTapbix ITSM nakeToB. 3TOT NakeT yCTaHOBUT
BCe Heobxoaumoe and Bawwen cuctemol B OTRS::ITSM 1.2 n nepeHeceT BCe BalluuX AaHHbIE,

BHumaHune: lMpouecc obHoBneHuss noTpebyeT HeckoJibkKUX MUHYT! He npepbiBanTe
npouecc obHOBNEHNSA eC/in OH 3anyLeH!

If OTRS::ITSM 1.2 is already installed, update your OTRS 2.3 framework to version 2.4
BEFORE you update OTRS:ITSM. To do so, download the latest OTRS 2.4 framework and
follow the instructions in the file UPGRADING. After that, log in to your system and use
the package manager to install the packages as described in the section "Installation".

Ona obHoBneHusa yxe yctaHoBneHHoro OTRS::ITSM 1.3, ucnonb3ynte MeHemxep
MnakeToB Wu3 MaHenun agMUHUCTpuUpoBaHUA. Ecnn ecTb pgoctyn kK WHTepHeTy U3
OTRS, wncnonb3ymnte OHMNANHOBLIA peno3uTapun [--OTRS:ITSM 1.3 Master--] gnsa
YCTaHOBKM HOBbIX MakeToB. Cchbijika "upgrade/obHOBUTL" B CTPOKE C MMEHEM MakeTa
CBMAeTeNbCTBYEeT 0 HaJn4mn/goctynHocTn bonee HOBOro nakeTa.

B mpoTuBHOM Crlydae, CKadamTe nakeTbl K cebe Ha OUCK U NCMNOJIb3YNTE MeHenXep
nakeToB Onsa nx yctaHoBku. BHUMAHUE: He genHcTannnpynte paHee yCTaHOBJIEHHbIE
MakeTbl, TaK Kak 3TO MOXKeT NPUBECTM K NnoTepe AaHHbIX!
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Chapter 4. lNepBble w1arum B
OTRS::ITSM

MepBoe, Ha 4YTO crepyeT obpaTUTb BHMMaHWe, 3To TOo, 4To OTRS::ITSM nonHocTblO
ncnonb3yeT UHTepdenchl areHTa N KAneHTa (KJINEHTCKNIA nopTan), peasn3oBaHHbIE B
OTRS. Ecnu Bbl y>Xe ncnosib3oBasnu paHee OTRS, To BCe ero BO3MOXXHOCTU 1 3Tanbl, Takue
KakK aBTopu3auusda, KOHPUrypaumsa odepenen, NMYHbIX HaACTpoeK, PUIbTPOB, npasun,
Mpae NMoJib30BaTeNIEN N NPOYEe, MOrYT U Aasiee NCMOb30BaTbCA 6e3 BCAKMUX NU3MEHEHU,

MosToMy paHHOe pyKOBOACTBO OyneT BhpeAb, paccMaTpuBaTb pPasinyduUs Mexay
OTRS u HOBbIMW acnekTaMu, npmBHocuMbIMK OTRS:ITSM, ynensas ocoboe BHUMaHue
cnepymlouemy:

* UT - cepBucol n SLA

« CMDB

* HoBble Mo N PYHKLNN 3a9BKU
* Mpucywas ITIL TepMmnHonoruna

MoppobHas nHpopMaLmnsa o HacTporkax u paboTe, KoTopble MAEHTUYHbI B 06omx OTRS
n OTRS :: ITSM npepocTasneHbl Ha http://doc.otrs.org/3.3/en/html/ B pykoBoacTBe
agMuHucTpatopa OTRS, KOTOpoe MOCTOAHHO 06HOBNSETCA.

OTRS 3.1 - Admin Manual

o
£

OTRS 3.1 - Admin Manual
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Chapter 5. Noppnepxka
ycnyr B cootBeTcTBUMM C ITIL B
OTRS::ITSM

Takxe kKak u ITIL, OTRS::ITSM HE npeTeHayeT 6biTb "KOpobo4HbIM" pelleHnem BCEX
3a4a4 n Bonpocos cToswmnx nepen UT MmeHeXMeHTOM. OH, Mo CYTU, OOJIKEH CIYXXUTb
B KayecTBe rnbkon, ctabmnibHOM 1 IerKo NOHMMaeMon MHPOPMaLMOHHOW NAaTHOPMON,
KoTopasi MoOXXeT 6bITb afanTupoBaHa ANa yOooBAeTBOpeHUs TpeboBaHNAM NPaKTUYECKN
Ka>Xa0M opraHm3auunn.

Mo3ToMy, NOXanymcTa, NPOCTUTE HAc 3a TO, 4YTO obpaliaem Bawe BHUMaHMe:
NCNoQIb30BaHME NHCTPYMEHTa cneaytowero metogosorum ITIL Takoro kak OTRS :: ITSM
MMeeT CMbICJI, TOJIbKO €Cnin npoLuecchl, alogn n npoayktbel (T ycnyrn) encTBUTENbHO
BbICTpPOeHbI no ITIL.

be3 BAyM4YmBOro nmnoctpoeHus obwmx npoueccoB B cooTBeTcTBMM C ITIL gnsa
yhoBneTBopeHunsa TpeboBaHnin KOHKpeTHoro 6usHec-cueHapms, OTRS::ITSM He nobbeTcs
3aMEeTHOro YyJy4lWeHnsa KJYeBbIX MNOKa3zaTenenm 3PpPeKTUBHOCTU ynpaBneHuna WUT-
cepsucamMu.

Bbl TakXe [0/KHbI BbITb OCBEAOMAEHbLI O TOM, YTO yCMelHble MPOEeKTbl BHeApeHus
ITIL, kKak NpaBuIo, ANNTLCS A0 roga n 6onsuie. Nx obbem 1 BAUSHME Ha opraHmn3auunm,
He cnepyeT HedooUeHMBaTb. TeM He MeHee, Mbl XO0Tenn Bbl OTMETUTbL, YTO aKKypaTHO
peasin3oBaHHbIA B COOTBETCTBUU C ITIL MHCTpyMeHT ITSM MO>XeT MOMOYb CIKOHOMUTb
BpeMs N [OeHbrM, KakK WMHCTPYMEHT MOoAAdep XKW MpPOLLeCcCcoB W yCKopseT npouecc
OpraHn3auMOHHOWN NepecTPONKN.

HayuHasa ¢ Bepcum 2.0 , OTRS:ITSM nopggep)xuBaeT chefyloline BO3MOXHOCTU W
npouecchl, KoTopble 06bIYHO pa3pabaTbiBatdOTCA Ha NepBOM 3Tane BHeapeHusa ITIL:
Incident Management/YnpasneHne WHumupgeHTtamu, Problem Management/YnpasneHue
Mpobnemamun, Service Level Management/CornaweHuna o6 ypoBHe ycnyr, Change
Management/YnpasneHne W3meHeHnamu and the Configuration Management Data-
base/YnpasneHne KoHpurypaumsamm. bonee nosHoe onucaHMe WCNONL30BaHUA W
NPUMeHeHnsa cuctembl bygeT faHo B nocaeaylolwmx cekumsax. MoMHUTE, YTO KaXkabIn
n3 naketoB OTRS:ITSM Mo)xeT ObiTb YCTAaHOBAEH OTAENIbBHO M 4YTO WX Ha3BaHUA
COOTBETCTBYIOT COOTBETCTBYHOWMM UM pasgenam ITIL.

Peannsauuna OTRS::ITSM ocHoBaHa Ha ITIL v3.
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Chapter 6. CMDB -
LeHTpanbHbin AT peno3utapumn

ba3a paHHbIX ynpaBneHus KoHdurypaumamm (CMDB) He 6a3a faHHbIX, B TEXHNYECKOM
CMbIC/ZIe, HO KoOHUenTyanbHaas wmoaens WT, 4To daBnsetTca HeobxogmmbiM aAns
adhpekTnBHoro ynpasneHusa UNT-cepencamn. Bce UT-KOMMOHEHTHLI 1 3anacbl cobpaHbl
B CMDB. YnpaBfieHMe KOH(Urypauumen wuvpe noHaTUA "ynpaBieHne akTuBammn', Kak
3TO 4YacCTO HenpaBWJIbHO UCMOJIb3YeTCA B Ka4yeCTBe CUMHOHMMA, TakK KakK 3TO He TOJIbKO
Habop OOKYMEHTOB C (PMHAHCOBOW TOYKM 3peHUs, HO U HeceT wuHdopmauuo 06
OTHOLWEHNAX MeXAYy KOMMOHEeHTaMu, cneundukauum, ninm nx pacrosioxeHune. Takum
obpa3om, nepcoHan UT-noaaep>xkm Mo)xeyT BbICTPO NOAY4YNTb AOCTYN K MHpopMaumm o
B3ammo3aBucumocTu NT-ycnyr nu NT-KOMMOHEHTOB (= 3/1eMeHTOB KOH(purypauunm = ClI),
HeobXoANUMbIX ANA HUX.

B cooTBeTcTBUNM C ITIL, CMDB gosxKHa nogaep>xnuBaTh caenylowmnm pyHKLMOHaN:

* PyHHyIO n, rgoe 310 BO3MOXHO aBTOMaTUYECKYK pernctpaunto wu MO)J,VIqDI/IKaU,I/IIO
I/IHq)OpMaLI,VII/I 0 KOHCt)VIpraLI,I/IOHHbIX eaqnHnuax

* OnuncaHune cBa3n n/vnun s3anmoceasm mexay Cl

* NI3meHeHune aTpubyTos Cl (HanpnMep, CEPUNHBLIX HOMEPOB)
* Pacnono)eHue n ynpasseHune nosib3osatenamm gnsa Cl

* IHTerpauunio npeactasBsieHHbIX B cucteme ITIL npoLeccoB

OTRS::ITSM ynoeneTBopsieT BCEM TpeboBaHUAM NpeacTaB/eHHbIM Bbille U NpeasaraeT
MHOIo AOMOJIHUTENbHbIX BO3MOXXHOCTen B CMDB.

1. Mopoenb 6a3bl gaHHbIX OTRS::ITSM

MoaynbHaga apxmtekTypa OTRS::ITSM 1 BO3MOXHOCTb YCTaHOBKW OTeJ/IbHbIX MOAYJ/EN
OTRS::ITSM He3aBuUCuMMO, AenaeT 3aTPyAHUTEsIbHbIM MOKa3aTb MOJHY0 Moaenb 6a3bl
JaHHbIX Ha OAHOM puUcyHke. o 3ToM NpuYuHe pasnee, Ha OTAEJNIbHbIX AuarpaMmax
npencrtassieHbl cxembl ana OTRS wm gna ITSM nakeToB, KOTOpble WU3MEHAIT WIn
pacwmpsaT cxemy b.

1.1. OTRS Framework

B 6onee HarnsgHOM/YMTaeMOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
otrs/blob/master/development/diagrams/Database/OTRSDatabaseDiagram.png

1.2. GeneralCatalog/O0wuun kaTanor

B 6onee HarnsgHOM/4YMTaeMoOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
GeneralCatalog/blob/master/doc/general-catalog-database.png

1.3. ITSMCore

B 6onee HarnsgHoOM/YMTaeMoOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ITSMCore/blob/master/doc/itsm-core-database.png
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1.4. ITSMConfigurationManagement

B 6onee HarnAgHOM/4YNTaeMOM Buae CXEeMbI MOXXHO HanTK
B: https://github.com/OTRS/ITSMConfigurationManagement/blob/master/doc/itsm-config-
uration-management-database.png

1.5. ITSMChangeManagement

B 6onee HarngagHoOM/4MTaeMoOM BuAe CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ITSMChangeManagement/blob/master/doc/itsm-change-management-database.png

1.6. ImportExport

B 6onee HarnsgHOM/YMTaeMoOM BUAE CXeMbl MOXXHO HanTu B: https://github.com/OTRS/
ImportExport/blob/master/doc/import-export-database.png

2. CepBuUCHI - BO rnase Bcero

CepBuchl, Takme kKak "CTaHgapTHasa paboyas cTaHumsa", "DnekTpoHHaa no4yTa" or
"OocTtyn K UHTepHeT" asnsaoTca UT npoaykTaMu n foxHbl 6bITe 3aHeceHbl B "KaTanor
UT ycnyr", npeaBapuTensHO aganTupoBaHHble K OTRS:ITSM. MopobHbin KaTanor,
06bI4HO cneundunyeH ANns pasHbiX KJIWEHTOB UIN KOMMaHUN U UMEET NEepapXuyvecKyro
CTPYKTYpy. Kpome TOro, ero 3/IeMEHTbl [AO0J/DKHblI OblTb CHOpMYyMPOBaHbLI B
OpYy>XeCTBEHHON MaHepe, AOCTYMHbIM AN MOHMMAHUSA A3bIKOM B OOLLENPUHATLIM NS
rnonb3oBaTenen (knmeHToB) n UT nepcoHana (areHTos).

Warning

Pa3paboTka KaTanora ycnyr 3afiaya, KOTOpyto He c/ieayeT HefooueHnBaTb. Hal
OMNbIT MOKa3blBaeT, YTO 3TO BeCbMa >XeslaTes/ibHO MNPOBEepUTb KOHLeNTyasibHble
MbIC/IM B NPOCTO CChOpMYSIMPOBAB UX Ha MePBOM 3Tane, n 06CyonTb C MePCOHAIOM
WT nons OTRS :: ITSM Ha BTOpoM 3Tane. bbisio 66l o4eHb nose3HbIM NpuberHyThb K
BHELLUHEeW NoMoLLM, HanpuMep, akcnepToB ITIL npakTuku.

Mpumep (4acTb) nepapxmyeckoro katasora UT ycnyr 3agaHHoro B OTRS::ITSM, Kak oH
oTobpa>kaeTcsi Npu CO34aHNN 3asBKMN

i ol s Jane Smith m

DASHBOARD STATISTICS | CUSTOMERS  [ADMIN | @

Create New Phone Ticket
*Type: |- [N - Customer Information

@ “Jim User <jim@otrs.com> [&] Jim
*From customer. User
jim
iim@otrs.com
[~] 555 - 123 456
Pier 5

= To queue: - -

Backups and archiving
Communication San Francisco
Desktop Management ¢4 Location
Desktop productivity tools @ Opentickets (2
x Subject File [ Print
Helpdesk
IT Operations

Identity and Access Management
Internat
__ | Network access
= |Remote access [
Standard desktop
- - ¥ o] Suarce d
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N B NaHenn agMNHNCTpUpoBaHNA.

"2": ged in as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Service Management

Actions List

a Add service SERVICE % COMMENT WVALIDMY CHANGED CREATED

- valid 08/27/2012 11:03 08/27/2012 11:03
valid 08/27/2012 11:00 08/27/2012 11:00
valid 0812712012 11:02 0812712012 11:02
valid 0812712012 11:01 0812712012 11:01
valid 08/27/2012 11:01 08/27/2012 11:01
valid 08/27/2012 11:02 08/27/2012 11:02
valid 0812712012 11:02 0812712012 11:02
valid 0812712012 11:03 0812712012 11:03
valid 08/27/2012 11:02 08/27/2012 11:02
valid 08/27/2012 11:01 08/27/2012 11:01
valid 0812712012 11:01 0812712012 11:01
valid 08/27/2012 11:00 0812712012 11:00

Top of page [

3. YPOBHM yCnyr um cornawieHma oo
YPOBHe ycnyr/cepBuca

YpoBHU 06CNy>XMBaHUA M COOTBETCTBYOLME cornaweHnsa (cornaweHns o6 ypoBHe
obcnyxxmBaHus, SLA) LoKyMeHTasibHO 3a4al0T Ka4YeCTBEHHbIE MapaMeTpbl Ansa UT-ycnyr.
CornaweHuna o6 ypoBHe 06CNYyXMBaHWSA, 3anUCbIBAOTCA M BBOOATCA B uUHTepdence
agMuHucTpaTopa.

" 2 You are in as Jane Smith m

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS e}

SLA Management

Actions List

E3 Add sLA SLA SERVICE I} COMMENT = VALIDITY CHANGED CREATED
082712012 08272012
Backups and archiving valid 1103 1057
Communication
Desktop Management
Desktop productivity tools
File / Print
Helpdesk
Identity and Access
Management
Internet
IT Operations
Network access
Remote access
Standard desktop
) 082712012 08/27i2012
Backups and archiving valid T e
Communication
Desktop Management
Desktop productivity tools
File / Print
Helpdesk
Identity and Access
Management
Internet

Ons kaxxporo SLA moryT 6bITb yKa3aHbl cieaylolme napaMmeTpbl:
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DASHBOARD TICKETS STATISTICS CUSTOMERS

SLA Management
Actions Edit SLA

Go to overview Ext Business Hours
Availability -

Backups and archiving
Communication

m »

Calendar3-24/7 -
120 { 0% -)
0 = no escalation - 24 hours = 1440 minutes - Only business hours are counted

180 { 80% ~-)

= no escalation - 24 hours = 1440 minutes - Only business hours are counted
480 ( 30% =)
0 =no escalation - 24 hours = 1440 minutes - Only business hours are counted

480

wvalid -

[ Submit |or

OTRS::ITSM nmMeeT BO3MOXXHOCTb BeCTU A0 99 pas3/MyHbIX KasieHAapen Anasa onmcaHus
pPa3IMYHbIX BPEMEHHbLIX 30H ANnA paboyero BpeMeHW UM BpeMeHU o6cCnyxmBaHus.
OHu MoryT 6biITb npuBsizaHbl K SLA ("OKHO YpoBHW ob6cnyxuaHusa"). PasnnyHble
BapWaHTbl MPOOOJKNTENIbHOCTU MOryT ObiTb BBeAeHbl (B MMHYTax), koTopble OTRS ::
ITSM ncnonb3yeT Oons ynpabBsieHUsa yBeaoMIEHUAMN N 3CKanaunu:

* [ Response Time/BpeMs peakumu ]

BpeMeHn peakunnn Ha NHUNOEHT

e = Hayano 06paboTKM 3anpoca Ha ycayry ("BpemMs Havana paboTsbl Had 3aMNPOCOM Ha
ycnyry")

* [ BpeMsa 0o nsMeHeHNs 3a8BKN |
¢ = BpeMs yBeOoOMJIEHUS
* [ BpeMs peweHus |

e = BpEMSA 3aTpavyeHHOe Ha pa3peleHne wuHumageHTa ("MakcMMallbHoe BpeMs
BOocCcTaHoBneHus", "MTTR")

* = CPOK pelleHns A1 CePBUCHbIX 3anpocos ("cpok pelteHnsa")
* [ MuH. BpeMsa MexXay nHungeHTamm |

e = "MTBI": MUHMManbHoe BpeMs MexAOy 3akpblTUeM nocnegHen 3asBKM MO
VHUMAOEHTY U MOBTOPEHNEM UHLUMNAEHTA, C TakuM xe SLA.

Warning

Ecnn HunKakoe u3 Bbllle YMNOMSAHYTbIX 3HAYeHUN BPEMEHWU He yKa3aHo B SLA,
3CKanauma npomsBoAUTCA B COOTBETCTBMM CO 3HA4YeHUsSAMM B Monasax "response
time/Bpems oTBeTa", "update time/sBpems obHoBNeHUS" n "solution time//Bpems
peweHna" 3agaHHbIX ONs BCex oyepenen!

BakHble 3Ha4YeHus BpemeHu B OTRS::ITSM OCHOBaHbl Ha MOHATUN "XXU3HEHHbIA LK
ITIL":
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Time to repair ‘downtime’

Response time Recovery time
Detection Repair Restoration
| e— L P [ > | s—
Inadent Diagnesis Recavery Incdent
Detection Repair’ Time between
elapsed tme faslures or
time ‘uptime’

_ Time between system inadents
Time

NcTo4vHuk: OGC, ITIL Service Support Documentation
Bo3MoXxxHOCTU cTaTuctnukm B OTRS, KpoMe Bcero npoyero, obneryaoT onpeneneHne
peafibHbIX MapaMeTpoB AOCTYMHOCTU YCAYrm Ha OCHOBAHMW 3aperucTpPMpPOBaHHbLIX

VHUWAEHTOB, KOTOpble 4acTO CAy>XaT WUIIOCTPpaUnuen Npu HasMIoXKeHUU Ha rpaduk
paboTbl B CMCTEMHO-0OPUEHTUPOBAHHbLIX SLA.

4. KoH(purypaumoHHble eAUHULbI

MpumepHbIn 0630p 3apernctpmpoBaHHbIX Cl (4acTb) Kacca KOMMbIOTEPbI C TEKYLUUM
coctosiHnem Cl:

+ 2 Yo in as Jane Smith m

DASHBOARD | TICKETS | SERVICES CHANGES | STATISTICS | CUSTOMERS | ADMIN Q.

Overview: ITSM Configltem: Computer

Al Hardwsare 1 | Location 0 | Network 0 | Software 0 3
1202 | @
STATE | conFiGITEMS A NamE | DEPLOYMENT STATE | CURRENT INCIDENT STATE | LAST CHANGED
- 389432000002 A1240 Production Operational 08/27/2012 11:58:58
- 389432000001 A1239 Production Operational 08/27/2012 11:57:40
Top of page [

Mpumep oTobparkeHus oTaensHom Cl:
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DASHBOARD  TICKETS | SERVICES CHAMGES STATISTICS | CUSTOMERS | ADMIN

Configuration Item: 389433000001 — P1234

You are logged in as Jan

Configuration Item Information

Back | History | Edit | Print | Link | Duplicate

B=
VERSION INCIDENT STATE | VERSION NUMBER | mamE | CREATED BY | cHANGED |
- 1 P1234 (Production) _jane (Jane Smith) __ 08/27/2012 12:0016 |

¥ Configuration ltem Version Details

PROPERTY VALUE
Name: P1234
Deployment State: Production
Incident State: Operational
Vendor: Brother
Model: HL-2150M
Description:

Type: Printer
Owner:

Serial Number: Z21489AK
VWarranty Expiration Date: 04/27i2018
Install Date: 08272012

Hardware
P1234
Production

1 Operational

08/27i2012 12:00:16
Jane Smith
081272012 12:00:16
Jane gmith

pacpnyecknn npumep cBasm Mexay Cl. OTRS pasnnyaeT [ABYHanpasJieHHble W
HeHanpassieHHble cBA3en. Bcakmnm pa3, korga Cl cesizaH ¢ gpyrum obbvektom CMDB,

OTRS::ITSM aBTOMaTUYE€CKN CO3aE€T COOTBETCTBYIOLLYIO 0OPATHYIO CCbINKY.

OTRS::ITSM cTaHoapTHO nNpeasiaraeT ceMb TUMOB CBA3U:

Link Object: Configltem# 389433000001: P1234

Select Target Object

Computer ~ | Select

Search [

Expired -
Inactive
Maintenance -

Incident
Operational
Warning -

Search

[ns cBs3bIBaHMS, CHa4Yala BbIbMpaeTCcs UCXOAHbIN 0O bEKT, 3aTeM 3a4aeTCs TUM CBA3U U,
HakKoHeL, BblibMpaeTcs ueneBon 06bEKT. LlesieBo 06 bEKT MOXXHO MCKATb MO Pa3/INYHbIM

KpUTEPUSM:

5. LOKyMeHTbl n Da3a 3HaHuMU

Cunctema FAQ, koTopas, HadynHaa ¢ sepcunm OTRS 2.1, aBnsgeTca He3aBUCUMbIM BHELLHUM
MoaysieM, MOXeT ObiTb pa3spaboTaHa N NPUMEHATLCS, Hanpumep, s NpennoXXeHus

peLueHvu7| n/mnn npouenyp, CBA3aHHbIX C peleHneM U3BeCTHbIX ownbok.

Ctatbn FAQ moryT 6bITb NMpenocTaBsieHbl Kak A/ BHYTPEeHHero MUcrnosb3oBaHus, Tak
N oNns KJINEHTOB uam ObiTb B OTKPbITOM pgocTtyne. MxX MOXXHO OoTCOopTMpOBaTb MO
A3bIKY WM KaTeropusam. MNMosHOTa U Ka4yeCcTBO CTaTell MOXET OLEeHMBATLCA areHTaMu.
OTobpakeHne nHhopMaLMN O KONMYECTBE BHOBb CO3AaHHbIX CTaTen UKW MOCAegHUX
N3MEHEHHbIX, MOXKET OblTb HAacTpoeHo 6e3 Kakux - NMbo orpaHnyeHnin. CtaTb MOryT

6bITb NPOMHAEKCMPOBAHbI AN11 YCKOPEHUS MouUcKa.
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6. I3MeHeHUs U OONOJIHEeHMA K
MOAOeJiu AAaHHbIX

Mogenb AaHHbiX MOXeT O6biTb rMbkKo aganTupoBaHa WM MoXXeT ObiTb paclupeHa
TMNaMU AaHHbIX, aTPUBbYTOB N Aa)Ke KnaccoB. MMOAHY0 MHMOPMALIMID MOXKHO HaMTu B
paspene "lMaHenb agMuHncTpupoBaHusa OTRS:ITSM" 3Toro pykosoacTea vau "lMNaHesnb
agMunHucTpuposaHmna OTRS" B PykoBoacTtee agMmmnHucTpaTopa OTRS.

Warning

PazpaboTka mogenu CMDB un Cl, koTopble 6yayT B HE€ 3aHOCUTCH N YNPaBNAaTbCA
B HElN - 3afa4a, KOTOPY He crefyeT HeaooLeHMBaTb. Hall onbIT Noka3biBaeT,
YTO 3TO BeCbMa >XeJslaTesIbHO MNPOBEPUTb KOHUENTyasibHble MbICAU, MPOCTO
ChopMyIMpOBaB NX Ha NepBOM 3Tane, n U3MEHUTb NOCTaBJIAEMYIO MO YMOJTHaHUIO
mopens n Habop knaccos Cl gna OTRS :: ITSM Ha BTOpOM 3Tane. Bbino 6bl
04YeHb MNosie3HbIM NpUBErHyTh K BHELWHen nomoLLn, HanpuMep, skcneptos ITIL
MPaKTUKU.

7. ATpuOyTbl U TUNbl 3a8BOK

HaunHas ¢ OTRS 2.2, 6binv npeacTaBneHbl BCTPOEHHbIE TUMbl 3as8BOK, KOTOpble
ncnonb3yrTca Takxe u B OTRS:ITSM. B noanpoueccax ITIL, koTopble MOryT ObiTb
pa3buTbl Mo o4YepensaMm, 3a8BKN KJIACCUDULMPYIOTCH MO UX TUMNAM.

AllITIL processes to be implemented in later versions of OTRS::ITSM, e.g. change manage-
ment, will be implemented in such a way. Ticket types such as RfC ("Request for Change")
could be created.

e 2 ‘ou are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES ~ CMDB  CHANGES | STATISTICS | CUSTOMERS Q.

Type Management

Actions List

E Add ticket type NAME VALIDTY CHANGED CREATED

- valid 08/27/2012 10:49 08/27/2012 10:49
valid 08/2712012 10:49 0812712012 10:49
valid 08/27/2012 10:49 0812712012 10:49
valid 08/27/2012 10:49 0812712012 10:49
valid 08/27/2012 10:49 08/27/2012 10:49
valid 08/2712012 10:49 0812712012 10:49
valid 08/27/2012 1051 0812712012 10:51
valid 08/23/2012 14:26 0812312012 14:26

Warning

YT106bl 6bLITL YBEPEHHBLIM B LLESIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstowas
MHopMaLms, OAHaXKAbl CO3[aHHAs B MNaHeNW YMpaBJieHWA CUCTEMbI, Kak
npaBunao, He MOXXeT BbITb yaaneHa. ECnm Bbl xXenaeTe Ae3aKTMBUPOBaTb Takyto
MHpoOpMaLMIo, U3MEHUTE ee 3HavyeHne B COOTBEeTCTBYyLleM crnucke Bbibopa
c "valid/gpencTteuTtensHa" Ha "invalid/HepencTButenbHa" nam "invalid-temporari-
ly/BpeMeHHO HepencTBuTenbHa".
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Chapter 7. Cnyx0a
nopAaep>XKu, UHUUAEHT, &
ynpasJsieHue npobnemamm

Cnyxba noanepxkun/Service desk (koTopas, cornacHo ITIL sBnsieTcs He MpoLeccom,
HO dyHKuUMen) o06bl4HO, SABNSETCS TrNaBHbLIM MNONEM [OencTeus. Bce coobueHuns
nonb3oBaTesien W yBeAOMJIEHUA OT CUCTEeM MOHUTOPUHIFA W  BHYTPeHHux WUT
- noapasgeneHmn cxogatca 3pecb. ITIL mpouecc ynpaBfaeHuMa ycayramMmm TeCHO
nepenneteH co cnyxboi, onucbiBaeT LwWarn, Kotopble paboTatoT, wuHboOpmMaumio,
3cKanaumm n / nam nHTepdencol akTyasbHble B CBA3U € 06pabOTKON MHUWMOEHTOB UK
3anpocoB Ha obcny>xmBaHue.

YnpasneHne wHumpgeHTamun wun npobnemamm BHyTpM OTRS::ITSM o0CHOBaHbl Ha
pekomeHpauumax ITIL n ucnonb3yloT ee TepMuHosornio. B To xe BpemMsa, KOMopT
rnonb3oBaTess, ABJAETCA HEeMaJIoBaXXHbIM (PakToOpoOM M NO3TOMY TepMmuHonorus OTRS
TaKk>Xe, Mo BO3MOXXHOCTW COXpaHeHa.

Management
o

nitzal
-  classihy,
= Soluve, raise KE

Investigate

13A3A

Zukiinftige
eview KEs

P - Mg ~eo- OTRS::ITSM
o, B i
Teast: Rﬂme lan Rall out

N, < tagether
SERVICE DESK KEdb Irnplement

[ TR
configuration > ¥ B
Management ! e ] Y r
Ty o = ’

P |

Distri_bute & install

- Activate

e ————

A
1

CHDB

SaNss] 43Wo03sn7
(5131 1ddNS) SATLHVYd TAIHL 10 [N

uawssasse Joedwy
s3dd

SERYICE DELIYERY

Source: ILX Group (www.ilxgroup.com)

1. Co3paHue 3aABKM, Knaccudumkauuma
M npuopuTe3saums

Mpwn co3pgaHuM 3asiBKM - B HalleM CJiyyae, MPUHATON No TenedoHy, perncrpupyercs
cnepyouwas nHgopMmauns, B 4OMNOJIHEHUE K TOWN, 4TO ucnonb3osanacbk B OTRS:

e Tvn 3a9BKKN

* COOTBETCTBYIOLWLNIN CEPBUC
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* SLA

* BAVAHME

* MpuopuTeT

B 3aBucMMOCTM OT BbIOpaHHOro cepBuCa, €ro BAUAHUA - NMPUOPUTET aBTOMaTUYeCKU
MPMCBanNBaETCA Ha OCHOBAHUM MaTPULbl KPUTUYHOCTb/BAMsAHUE/npuoputeT. OOHaKo,
nobon 4neH nepcoHana WUT cnyxbbl 3HaeT 0 Tak Ha3biBaembix "VIP" KianeHTax,

TpebyoLnx crneunanbHoOro Noaxoaa.

YT106blI y4ecTb 3Ty 0COBEHHOCTb B MOBCeAHEBHOM paboTe Mo ynpaB/aeHWUD ycayramu,
MMeeTCH BO3IMOXKHOCTb MOMPaBUTb 3HAa4YE€HNE NPUopMUTETa 3anpoca BPYUHYIO.

Create New Phone Ticket

* P& Incident.ServiceRequest ~ Customer Information
@ “Jim User" <jim@otrs.com> (=] Jim

=From customer: User
jim

#Togueue: Seryice Desk + jim@otrs.com

File / Print - IR
v Pier 5
San Fi

Smith Jane (jane) - an Francisco

¢4 Location
@ Opentickets (2

-

* Subject: Request for new file share Marketing Collateral

B I U § {ZiZ = =B I
- - - A- &~ | Source I

In order to letthe MAR team collaborate more efficiently they would like to get a separate file-share for
Marketing collateral

Kind regards,
Jim User

By following the ticket content (zoom) link, detailed information about the ticket can be
accessed. All data relevant for IT support is consolidated in the right hand section:

+ 3 a 1 Yo gged in as Jane Smith m

DASHBOARD - SERVICES |CMDB | CHANGES | STATISTICS | CUSTOMERS | ADMIN e}

| Ticket#201208273894000014 — Can't access VPN from home location

1 Article{s) Age: 1 h 42 m - Created: 08/27/2012 11:05 by Jane Smith Ticket Information
Back | Lock | History | Print | Priority | Additional TSM Fields | Link | Owner | Responsible | Customer | Decision | Mote | Merge | Incident
Pending | Close | -Move - - open
unlock
Senice Desk
E
= Jane Smith
| no | Tvee | = | FROWM | susJEcT | CREATED | O | Jane Smith
1 customer — O« Jim Cantaccess VPN from 08/27/2012 I
Network access
¥ #1 - Can't access VPN from home location Created: 08/27/2012 11:05 by Jane Smith Bxt Business Hours
Forward | Phone Call Outbound | Phone Call inbound | Spit | Print | - Reply - -
Jim User 17 m
08127/2012 1305
Service Desk
1h17m
Can't access VPN from home location TS R TS
6h17m
Get error message ‘Username/password do not match™ 08/27/201219.05
5very high
3 normal
4 high
0
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2. UHdbopmMmauumsa o napameTpax
BpeMeHMU CBA3aHHbIX € SLA

C nomMowbio NMyHKTa MeHto [onoaHuTesbHble ITSM nongd, nHdopmauna o BpeMeHHbIX
napameTpax, B AOMNOJIHEHNE K BPEMEHN O0TBeTa, 06HOBIeHNA 1 pelleHns n3 SLA moxeT
ObITb 3aMOJIHEHA U YXXKE NMelLWasaca nHpopmaLumsa, MOXXeT BbiTb NU3MEHEHA:

Change ITSM fields of ticket : 201208273894000032 - Request for new file share Marketing Collateral

Options

*Title Requestfor new file share Marketing Collateral

08 »127 »s2012 - - 12 .59 ~
08 v127 w2012 ~ G- 12 v 59 «
08 »130 »/2012 ~ [H-12 ~- 59 «

Submit

3. PacnpepneneHme/HazHa4vyeHue
3aABOK (oyepenm)

PaspaboTaHHble C y4eToM Tpebyemon rmbkocTn, cTpykTypa oudepemen OTRS:ITSM
MO)XET COOTBETCTBOBAaTb OpPraHW3auUMOHHOM CTpykType. OHWM MOryT cCrefoBaTb
BEPTUKANbHOW CXeMe MOCTPOeHUs MNOAAEPXKKWU MOoJib30BaTesIel, nepBasi, BTopas W
TPEeTbSA JIMHUN NOAAEPXKKUN (KaK 3TO YacTo NCMob3yeTcs Npu noaaepxxke ycnyr UT) nnn
NOCTPOEHa B NPOLLECCHO - OPUEHTUPOBAHHOM MaHepPe, OCHOBAHHOW Ha XXU3HEHHOM LInKJie
3a51BKW COCTOSILLEM N3 CO3A4aHUs, 06paboTKuM, 3aKPbITUX N MOCAEaAYIOWEM aHanmse.

Bonpekn Bepcuam OTRS go 2.2, ackanayna 3asaBok B OTRS::ITSM ocHoBaHa, B nepsyto
oyepenb Ha OCHOBe BpeMeH 0TBeTa, 0OHOBNEHNS U BOCCTAHOBJIEHUS YCYT N YKAa3aHHbIX
B SLA. Ecam 3T 3Ha4yeHns He 3aaaHbl B SLA, 3CKanaumns BbiNMOJHAETCHA Ha OCHOBE AaHHbIX,
3aaHHbIX A58 o4Yepenen.

3asBKa MOXeT bbITb nepemMelleHa, NnyTem Bbl60pa HOBOW o4dyepean.

i

DASHBOARD STATISTICS CUSTOMERS ADMIN Q

QueueView: Service Desk

Service Desk (2)

PV Avaiable tickets 2 &
| 120r2 | s [l v
Ticket#: 201208273894000014 - Can't access VPN from home location
_| From Age Queue First Response Time Update Time Solution Time
Jim User im Service Desk 1h 56 m/08i27/2012 13:05 2h 56 m/08i27/2012 14:05 7 h 56 m/08i27/2012 19:05
To Create: State Type Priority
Senvice Desk 08/27/2012 11:05:48 open Incident 4 high
Subject Owne Lock Service CustomeriD
Can't access VPN fram home Jane Smith unlack Network access
location Service Level Agreement
Ext Business Hours
Ticket#: 201208273894000023 - Please restore K:\Accounting\Overview.xls
_| From Age Queue First Response Time Update Time Solution Time
Jim User 3m Senvice Desk 1h 57 m/08i27/2012 13:06 3h 57 m/08i27/2012 15.06 29 h 57 m/08i28/2012 17.06
To Created State Type Priority
Senvice Desk 08/27/2012 11:06:46 open Incident:ServiceRequest 4 high
Subject Owne! Lock Service CustomeriD
Please restore K:\Accounting Jane Smith unlock Backups and archiving

\Overviewxls

Service Level Agreement

Std Business Hours

Top of page [
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Warning

PaszpaboTka apxmTekTypbl o4epenen - 3ajada, KOTOpPYy He chepyert
HepooueHMBaTb. Halw onbIT MoKa3blBaeT, 4TO 3TO BeCbMa >XefnaTesibHo
MPoBepuTb KOHLEeNTyaJlbHble MbICJN, NPOCTO CHOPMYINPOBaB UX Ha MNEPBOM
aTane, n obcyanTb ¢ nepcoHasnom UT gna OTRS::ITSM Ha BTopom 3Tane. bbisio
Obl 04eHb NoJsiIe3HbIM NPNBErHYTh K BHELLHEN MoMOoLWM, Hanpumep, akcnepTos ITIL
NPaKTUKK.

4. N3MeHeHue A aHHbIX 3aABKMU

Bce nsmeHeHNsa B 3a89BKe NPoM3BOAATCA TakxKe Kak n B OTRS.

+°a’

DASHBOARD TICKETS SERVICES CMDB CHANGES STATISTICS CUSTOMERS ADMIN

Ticket#201208273894000014 — Can't access VPN frem home location

1 Article(s) Age: 1h 42 m - Created: 08/27/2012 11:05 by Jane Smith Ticket Information

Back | Lock | History | Print | Priority | Acditional TSM Fields | Link | Owner | Responsible | Customer | Decision | Note | Merge | Incident
Pending | Close | -Move - - open
unlock

= = Senice Desk
Jane Smith

| Jane Smith

| no. | Tvee | = | FRom | susiEcT | createD | 0
1 customer — O+~ Jim Cantaccess VPN from 08/27/2012 I

Network access

¥ #1 - Can't access VPN from home location Created: 08/27/2012 11:05 by Jane Smith Ext Business Hours

Forward | Phone Call Qutbound | Phone Call inkound | Spiit | Print | - Reply - -

17m

08/27/2012 13:05
1h17m
08/27/2012 14.05
6h17m

Get error message ‘Usernamel/password do not mateh” 08/27/2012 19:05

Jim User
Service Desk

Can't access VPN from home location

Svery high
3 normal
4 high

5. YTBep)XOeHUAa U peLueHus

Bo MHoOrux cnydasax, ocobeHHO B 3ampocax Ha ycayry, Ao Hadana paboTbl Hapg
3anpocoM, OO0JKHO OblTb MPUHATO HEKOTOPOEe pelleHne. B 3aBUCKMMOCTM OT paMok
KOMMNETEeHUWN, pELUEHNE MOXET MPUHUMATbCA KakK HenocpencTBeHHO MepcoHasioM
noanepxkn (CtTaHgapTHblE U3SMEHEHUNSA) WM NMYTEM MpeaBapuTesIbHOro yTBEpPXOEHUS
yNpaBAsioWwmnMm MeHea>XepoM. ITO MOXXeT bbITb, HaNpuMep, B C/ly4ae C U3SMeHeHUs npas
[ocTyna (Nonb3oBaTeslb XO4YET MOJIYYUTb A4OCTYMN K OFPaHNYEeHHbIM B OCTYMe KaTajoram
halnnoBON CUCTEMBI) UK 3aMNPOCOB CBA3aHHbIX C PAacXo40M hUHaAHCOB (HOBbIN HOYTOYK).

B OTRS::ITSM nHcbopmaumsa 06 yTBEp>XAEHUN UM OTKa3e 3a[aeTCa Yepes NMyHKT MEHIo
PewweHne/Decision n NOCTOAHHO XPaHUTCA B 3asBKe:
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Change Decision of Ticket : 201208273894000014 - Can't access VPN from home location

Options
*5ubject | pegision

®Text
B I U § i=i= EEEEE B H

- - ~ Av s~ Source =

Reason:

Browse_
note-intemal =

Approved -

6. Co3paHue 3a8BOK O npobneme,
OCHOBAHHbIX HAa MHUMUAEHTaX

Ona cospaHna 3aaBKKU Mo npobsieme N3 o4HOr0 AW HECKOJIbKUX MHUMAEHTOB, Co3danTe
HOBYIO 3asiIBKY U CBS)KMTE €e C COOTBETCTBYHLLIMMN 3asaBKaMn 06 nHumaeHTax. Takum
obpasoM, 3TW WHUMAEHTbl MOryT obpabaTbiBaTbCA MO OTAEJIbHOCTW, MOryT ObiTb
3aKpbITbl C 06XOAHBIMU PELUEHUAMU, €Cn HeobXxoaMMO, KOTopble, 3aTeM, MOryT ObITb
3aMeHeHbl OKOHYaTEeJIbHbIM PELLEHUNEM.

CnunaHune 3asiBoOK 06 MHUMAEHTax M 3asBOK O npobrsieMax 3aTpyAHSieT OTYETHOCTb U
YCJIOXKHAET KOHTPOJIb U MOCTOSAHHOE COBepLUeHCTBOBaHMe UT-ycnyr.

7. 3aKpbiTUe 3aBKMU

B oTnnyme ot npuHaTtoro B OTRS, OTRS::ITSM ponyckaeT npuHAToe B ITIL 3akpbiTue
3a5BKN C 06XOAHbIM peLLleHnEM.

8. ObpaboTka 3anpocoB Ha ycnyru/
CepBUCHI

B OTRS, 3anpocbkl Ha 0b6CnyXnBaHME U UHUWAEHTbl PacCMaTPMBAlOTCS KakK 3asiBKU U
n3HavanbHO obpabaTbiBanncb ognHakoBo. OHM OTAMYanUCb OoT cOoeB TUMOM 3asaBKU -
Incident::Service Request/MHUnaeHT::3anpoc Ha 0b6CnyXnBaHme.

Lpyroe oTnn4me, 3Ha4YeHUa BpeMeHUn, CBA3aHHble C SLA, pa3bACHAITCA OeTajlbHO B
pa3aenax 06 ypoBHSAX 06CnyXnBaHMNA N cornaweHnax ob yposHe obcny>xmBaHus.
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-.i'-‘: 1.1 d in as Ja

DASHBOARD TICKETS (-HANGES STATISTICS CUSTOMERS ADMIN Q,

SLA:24/7
SLA Information

Back | Print
- = 082712012 10:57.21
¥ SLA 24)7 Jane Smith

- - 08/27/2012 11:03:43

= Availability
L. Jane 3mith

Calenda Calendar3-24/7

First Response Time: 120 minutes

Update Time: 120 minutes

Time:. 240 minutes

Ti eern 240 minutes

Associated Services
STATE SERVICE TYPE CRITICALITY CHANGED

[ IT Management 5very high 08/27/2012 11:03:24
- End User Service 4 high 08/27/2012 11:00:31
| End User Service 3 normal 08/27/2012 11:02:50
[ End User Service 3 normal 08/27/2012 11:01:19
[ IT Operational 4 high 08/27/2012 11:01:03
[ BackEnd 2low 08/27/2012 11:02:20
- IT Operational 2 low 08/27/2012 11:02:32
] IT Management 5wery high 08/27/2012 11:03:09
[ IT Operational 5 very high 08/27/2012 11:02:06
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Chapter 8. YnpasneHue
NI3MeHeHUuaAMHU

YnpasneHue W3MeHeHMsaMU, cornacHo ITIL, 3To npouecc MpPOXOXXLAEeHUs 3Taros
BbIMOJIHEHUNSA YCNYrUX, LeNbio KOTOPOro 3ak/4daeTcs B ynpassieHnn UT nameHeHuamu,
B TOM YucCse naaHNpoBaHUsA, OKYMEHTUPOBAHUSA N peann3aunm nocse yTBep>XAeHUA n
ocopmneHuns. Llenbio npouecca ABASeTCS MUHUMU3ALNA HEraTUBHbIX NOCIeaCTBUN ANs
UT-MHDpaCTPpyKTYypbl, B HaCTHOCTU, HA KPUTUYECKME CEPBUCHI, B pe3y/ibTaTe NnocneLlHbIX
WM NJ0XO0 yNpaBisseMbiX U3SMEHEHNI NN MOMPaBOK.

1. TpeboBaHusa Mmoayna YnpaBJseHus
N3MeHeHusaAMHM

1.1. TpeOyeMble KOMNETEHL UM

BHepopeHne OTRS:ITSM TpebyeT 3Ha4yuTesNbHOW TEXHMYECKOW KOMMNeTeHuun W
MOArOTOBKW. [10 TEXHMYECKOW peann3aunmn, OCHOBHbIE 3/IEMEHTLI MpoLecca ynpasieHns
N3MeHeHNAMU, Takne, Kak notpebHole NnoTokn pabot/workflows, MeTpukKun, nan oT4HeTHI,
DOJKHbI ObITb ONpeneneHs.l.

1.2. TexHu4Yeckue TpeboBaHus

Cnepylowee nporpamMMHoe obecneyeHue, MepeyncsieHHoe Huke, Heobxogmmo ans
BHeApeHns moaynsa YnpasneHus U3meHeHnsamMun:;

1. OTRS, Bepcuu 3.3.1 nnu BbliLle
2. MakeT ITSM "GeneralCatalog/O6wiunin Katanor" sepcumn 3.3
3. MakeT ITSM "ITSMCore" Bepcun 3.3

Cnepytowme nakeTbl PEeKOMEHAYTCH, HO He oba3aTenbHbl, B 3aBUCMMOCTU OT
OaNbHENLWNX Lenen rno BHeAPEHMIO:

* NMakeT ITSM "ITSMIncidentProblemManagement/YnpaBneHme uHUUMAEHTAMN U
npobnemamn" Bepcun 3.3

* MakeT ITSM "ITSMServiceLevelManagement/YnpaBneHve ypoBHAMU 06CnyXmsaHmns"
Bepcuun 3.3

* MakeT ITSM "ITSMConfigurationManagement/YnpasneHne KoHdpurypaumamm" sepcmu
3.3

* MakeT ITSM "ImportExport/MmnopTaKCcnopT" Bepcun 3.3

2. Cxema YnpasneHua A3Me@HeHUSAMMU B
OTRS:ITSM

Peanusauunsa YnpasneHuna WN3meHeHumsamm B OTRS:ITSM onpepenset N3meHeHue Kak
n3MmeHeHne cyuwiecTteytowen WUT WMHPPaCTpyKTypbl, HanpuMmep, YCTaHOBKa HOBOrO
Mo4YToOBOr0 CepBepa.

N3meHeHne, 0b6bbl4HO, COCTOUT U3 HeCKoJIbKuUX nopa3apgaHun, OTRS::ITSM no3sonseT
3apaTb Jiioboe KonnyecTBO noa3afdaHui Ha M3mMeHeHwe. 3To Ha3sbiBaioT Work Or-
ders/3apavamn.
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3. BO3MOXHbIe posiu nosb3oBaTesien

JocTtyn K Moayso YrnpassieHne VI3MeHeHUsMu ynpaBasieTcs C MOMOLLbIO KOHLEeNnumuu
OCHOBaHHOW Ha ponsax. Tpebyemble ponn Mosib3oBaTesien CO3[aKTCA Yepes3 MnaHesb
ApMmuHuctpaTtopa OTRS, cornacHo COOTBETCTBYIOLLMX NpaB Nosib30BaTeNeln B rpynnax B

MoayJie YrnpaBieHus UsMeHeHnaMu.

ro, ¢, mv

Role

rw

—_—
~~——

Queue 1

et

—
r—

Queue 2

—

—
— ]

Queue 3

—

Queue 4

Mpwn ycTaHoBke OPM nakeToB nepeyncneHHoix B "Technical Requirements/TexHn4yecknx
TpeboBaHUAX", CO34alOTCA rpynmnbl NOJIb30BaTeNEN, NepeyYnCieHHble HUXe B Tabnunue:

Table 8.1. Ponu nonb3oBaTteneun

Ponb nonb3oBaTtens

JocTtyn v npaBa

itsm-change

YneHbl 3TOW rpynnbl  MMeKT [OoCTyn
K ™Moayno YnpasneHne W3MeHeHMAMU.
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Ponb nonb3oBaTens

JocTyn v npaBa

Bce noTeHUManbHble areHTbl UCMOJMHUTENN
3apay/Work Order Agents nosXHbl 6bITb
Ha3Ha4eHbl B 3Ty rpynny.

Bce N3mMeHeHunsa 7] 3apayn
MoryT npocMaTpmBaThbCs 3TUMMU
NnoJib30BaTesSIAMN.

itsm-change-builder

YneHbl >3TON rpynnbel MOrytT co3gaBaTb
HOBble MI3MeHeHNs u 3aJa4un B cucTeme.

Bce W3meHeHuns " 3apayn MOryT
MnpocMaTpMBaTbLCA YSI€HaMM 3TOW rpynnbl.

N3meHeHns " 3apaunm CO3[aHHble
CoszpaTtenem WMameHeHun/Change Builder,
nnnm TEMMNU, KTO onpepenieH
NMELLNMMU [ocTyn K Co34aHuto
W3MEHEHNN, MOryT  pefakTUpoBaTbCS
3TUMN NOJSIb30BaTENAMN.

itsm-change-manager

YneHbl >3TON rpynnbel MOrytT co3fgaBaTb
HOBble MI3MeHeHns u 3aja4un B cucTeme.

Bce W3meHeHUs n 3aaaun MOoryT
MpocMaTpMBaTbCA YSI€HaMM 3TOW rpynnbl.

3TW noJsib3oBaTeN MOTyT pefaKTUpPoBaTb
BCe M3MeHeHus 1 3adaun.

4. ba3oBaf nocienoBaTesibHOCTb
pabotbi/Workflow

OcyuiecTBiieHNEe WN3MEHEHMUS,

BK/IlOYAss Bce Tpebyemble 3ahauyu, BbIMNOJIHAOTCA B
Tnnosoin/6a3oBon NocnenoBaTeNbHOCTU PaboT MoKa3aHHOM HUXeE.

N

L]

Creation of a change

Creation of needed work orders

]

Definition of conditions & actions

N
N
N

L]

Execution of a change
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5. Co3paHume HOBOro NameHeHus

5.1. ATpmbyTbl N3MeHeHusn

Ons co3pgaHnsa HoBoro iameHeHns foMKHbI O6bITb BBEAEHbI CllieayoLlme aTpubyThl:

Table 8.2. ATpuOyTbl N3MeHeHun

ATpubyT

Obs3aTenbHOe nojse

MoppoGHo

Ha3BaHue

Ha

KpaTkoe onucaHune / unms
N3meHeHnsA

OnucaHwune

HeT

MonHoe TEeKCToBoOe
ornncaHne NameHeHns

O6ocHoBaHuMe

HeT

TekcToBOE rnoscHeHne
npu4nH N3meHeHus;
oTBeTbTE Ha BOMpOC
"KakoBbl 6yayT BeposiTHble
rnocnencTeus, ecn
N3meHeHne He bynet

peannsoBaHo?"

KaTteropus

Oa

3apgaeT TuUn W3MeHeHwus,
Hanpumep, "3 normal" n 1.4.

BnnsHune

Oa

3agaeT 3(PPEeKTUBHOCTb
wnn  BAUAHME,  KOTopoe
OoKakeT N3meHeHne,
Hanpumep, "4 high", n T.4.

MpuoputeTt

La

3apaeT npuoputeTt
N3meHeHnsa, Hanpumep, "5
very high", "3 normal", n 7.4.

CocTosHuMe

Hda

Mpn co3pgaHNM M3MeHeHus,
COCTOSIHME
yCTaHaB/IMBaeTCs
aBTOMaTUNYECKN. Mpw
penakTUpoBaHMK yxe
cyuwecTBylowero
N3mMeHeHNns, Co3paTenb
n3meHeHna/Change Builder
n MeHepxep W3MeHeHUn/
Change Manager M™oryT
€ro BbICTaBUTb BPYYHYIO.
[JOCTynHble COCTOAHUA W”
pesynbTupytowine
COCTOSAHUA oMpenensatTCs
BCTPOEHHOM MaLlunHom
CocTtoaHunn/State Machine,
cMoTpuTe Section 5.3,
“ MawwHa COCTOSIHUI
N3meHeHns " [39] .

3anpoweHHoe (KJIMEHTOM)

BpemMs/oaTa

HeT

3TOT
ObITb

Echm Heobxopumo,
aTpubyT MOXKEeT

0EeaKTMBUPOBAH yepes
SysConfig ansa 'ChangeEd-
it', 'ChangeAdd' n 'Change-
Zoom' wabsoHOB, N NOKa3a
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ATpubyT ObGssaTenbHoOe none Moppo6bHo

Tpebyemoi KNMeHToM' faThl
BbIMOJIHEHUS.

MpukpenseHHbIN hann/|Het 3agaet BO3MOXXHOCTb

BnoxxeHne npukKkpenaeHns
Heobxooumoro anna uam
JOOKYMeHTa

5.2. MaTtpuua - Kateropua - BausHue -
NMpuopurteTr

Onsa onpepeneHns npuoputeta W3meHeHms OTRS::ITSM nomoraer Co3gaTtento
N3meHeHnsa BbIbpaTb NPUOPUTET Ha OCHOBaHUWM BCTPOEHHOW MaTpuubl, Ba3npysacb Ha
BBeOEHHbIX 3Ha4YeHUAX KaTeropmn n BJINAHNA NaMeHeHn4. I'IpeunomeHHbuh npmnopunTeT
BCeraa MoxeT b6biTb CKOoppekTUpoBaH Co3naTenem MameHeHUS.

3HauveHunsa KaTteropumn, Banauumsa n MpruoputeTa nMeOLWMECs B CUCTEME NOC/1e YCTAaHOBKM,
MOryT ObITb ucnpasneHol B Obuwem KaTanore/General Catalog agMUHMCTpPaTOpPOM
CUCTEMBI.

Priority allocation
IMPACT \ CATEGORY 1 VERY LOW 2L0W 3 NORMAL 4 HIGH 5 VERY HIGH
1 very low 1very low - 1very low - 2low - 2low - 3 normal -
2low 1very low - 2low A 2low hd 3 normal A 4 high -
3 normal 2low - 2low - 3normal b 4 high - 4 high -
4 high 2low - 3 normal - 4 high - 4 high - Swvery high -

5 very high 3 narmal - 4 high - 4 high - 5very high - 5wvery high -

Submit

34ecb, NyHKT MeHto "General Catalog/O6wunn Katanor" nosxxeH 6biTb BbibpaH B NnaHenn
agMuHuncTpatopa OTRS::ITSM.

5.2.1. ITSM::Change Management::Category

Mocne yctaHoBkK, OTRS::ITSM Change Management co3gaeT cienytoume 3Ha4eHnsa gns
aTpubyTa KaTeropus, KoTopble MOXHO BbiIbpaTh:

* 1 very low - 04eHb HM3KaA
* 2 low - HU3KaA

* 3 normal - HopManbHas

4 high - BbicOKas

5 very high - o4eHb BbicOKas

5.2.2. ITSM::Change Management::Impact

Mocne yctaHoBku OTRS::ITSM Change Management co3gaeT cnegytouime 3Ha4eHNs ans
Bblbopa ons atpubyTta BansaHne:

* 1 very low - o4eHb HM3KaA

e 2 low - HU3KaA
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* 3 normal - HOpMasbHas
* 4 high - Bbicokas

* 5 very high - o4eHb BbicOKas

5.2.3. ITSM::Change Management::Priority

Mocne yctaHoBkn OTRS::ITSM Change Management co3gaeT cnegytowme 3Ha4eHns gns
Bblibopa ona atpubyTa MprnopuTteT:

* 1 very low - 04eHb HM3KaA
* 2 low - HM3KaA

* 3 normal - HOpMasbHas

* 4 high - Bbicokas

* 5 very high - o4eHb BbicOKas

5.3. MawuHa cocToaHUM N3MeHeHuA

OTRS::ITSM npepnaraeT MalnHy COCTOSHMI, KOTOpas onpenenseT OENCTBUTENbHbIE
COCTOAHUA W BO3MOXHbLIA pe3ynbTupylowmnn ctatyc W3meHeHus. lMpu yCTaHOBKe
CUcTeMbl co3paeTcs 6a30BbI BapMaHT, OCHOBAHHbLIN Ha CNedyloLLen nNorunke:

canceled
requested

rejected

retragted

pending pir

egsful

®

N3mMeHeHna B MaluvHe COCTOSHUIA MOryT ObiTb BbIMNOJIHEHBI afMUHUCTPATOPOM B €ro
nHTepdence 4yepes NyHKT MeHi "State Machine/MawmnHa cocTtosHun". COCTOAHMA ©
BO3MOXXHbIE pe3y/ibTupytoLmMe cTaTyCbl MOryT BbITb 3aaHbl 340eCh.

Mpn HEO6X0AMMOCTN, AOMOJIHUTENIbHLIE COCTOSHUA MOryT ObITb 3a4aHbl Yepes3 MeHo
"General Catalog/O6wunin Katanor" -> "ITSM::Change Management::Change::State".
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Admin State Machine

Actions Overview over state transitions for ITSM:-ChangeManagement::Change: State

Go to overview STATE NEXT STATE DELETE
- Requested
In Progress
Pending Approval
Rejected
Retracted
Approved
Rejected
Retracted
*END*
Relracted
In Progress
Canceled
Failed
Pending PIR
Retracted
Successful
Failed
Successiul
“END™
*END*
*END*
“END™

i i i i i i

5.4. OnpepnenexHue Posnen y4acCTHUKOB /
MepCoHbI/COTPYAHUKHU, CBA3AHHbIE C
N3MeHeHueM

Mocne BBOA4a OCHOBHbIX AaHHbIX 3MeHeHUs, B cekuunn Involved Persons/BoBnieYyeHHble
COTPYOHUKWN OO/MKHbLI BbiTb onpefesieHbl COTPYAHUKN, NMPpUHUMatoWmMe y4yacTme B ero
peannsauunu.

Involved Persons

* Change Manager. “Jack Brown” <jack@otrs.coms>

* Change Builder:

Submit

Jane Smith” <jane@otrs.com:=

Change Advisory Board

-~ | Apply Template H Save this CAB as template

Current CAB

TYPE LOGIN DELETE
Agent joe (Joe Johnson) m
Agent mary (Mary Mars) m
Customer claude (Claude Green) U]

3n0ecb cucteMa npepnaraet yaobHbI OOCTYN KO BCEM MOAK/IOYEHHbIM KIANEHTCKUX
6okeHOO0B 1 areHTCcKux 63keHaoB, Takux Kak bl SQL nnu LDAP. Echu ykasaHo, MoxeT

6biTb onpepneneH CAB/KoMUTET MO M3MEHEHUAM, C NOMOLLbI0 WabnoHa BCTPOEHHOro
CAB.

Table 8.3. BoBJie4eHHblIe COTPYAHUKM

ATpubyT ObGssaTenbHoOe none Moppo6bHo

MeHen>xep UsMeHeHus Oa Ha3HauvaeT rnpaBsa
MeHep>xepa N3meHeHnn
areHTy  Oona  TeKkyllero
N3mMeHeHns.

CocTaBuTeNb U3MEeHeHnd Oa OnpepenseT areHTa,
KOTOpbIW 3agaeT "
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ATpubyT Obsa3aTenbHoe nosne Moppo6bHo
BbIMOJIHAET Tekyllee
N3meHeHne. lMpn cospgaHum
HOBOIO N3meHeHuns,
TeKyLunn areHT

aBTOMATUYECKUN CTAHOBUTCS
CocTtaButenem WM3meHeHus/
Change Builder.

CAB - KomuteT no|Het 3agaeT rpynny
W3MEHEHNSAM COTPYLOHUKOB, KOoTopas
MOXXeT COCTOATb n3

KJINEHTOB N areHToB.

5.5. Cea3biBaHue N3MeHeHUA C 3anpoCoOM Ha
U3MeHeHue

Yepes uHtepdenc OTRS, ncnosb3ys, U3BECTHLIN y)Xe, MeXaHU3M CBA3blBaHUSA, CUCTEMA
Mo3BonseT cBA3aTb M3MeHeHMe C 3aABKOW. Takmm 06pa3oM, WUCXOAHLIA MCTOYHUK
N3mMeHeHnsa, T.e. 3anpoc Ha MW3meHeHne/RfC wmnm npobnema ™moryT O6bITb NeErko
NAeHTUpUUMPOBaH®I.

Change Management Incident- / Problem Management

Change

KpoMe TOro, eCtb BO3MOXHOCTb CO34aTb COOTBETCTBYlOLlEe U3MEHeHue npamMo u3
3asBKM B npoueccax Ynpasnenmnsa NHunaeHTamn/MNpobnemamun, T.e. NpsAMo oTTyda, 4TO
ABJIAETCHA €ro UCTOYHUKOM. B 3TOM Ciyyae, cucTteMa co3faeT HenocpeACTBEeHHY0 CBA3b
Mexay 3asaBkKoM N N3MeHeHMeM. B HacTpOMKax CUCTEMbl 3Ta BO3MOXHOCTb MOXXEeT
[aHa TOJIbKO TeéM areHTaM, KOTOopble UMEIT rnpaBa Ha co3faHme M3MeHeHun. Takxe,
BO3MOXHO OrpaHMynTb UCNoJib30BaHMe Tuna 3aaBkm "RfC", poaB npaBa TONILKO TeM
areHTaMm, KoTopble MMelT AocTyn K YnpasneHutio NameHeHnamu. Obpatnute BHUMaHNe
Ha cnepyowme napaMmeTpbl KOHPUrypawmm:

» Ticket -> Core::TicketACL - Ticket::Acl::Module###200-Ticket::Acl::Module

* ITSM Change Management -> Core::ITSMChange -
ITSMChange::AddChangeLinkTicketTypes

* ITSM Change Management -> Core::ITSMChange -
ITSMChange::RestrictTicketTypes::Groups

5.6. OnpepeneHue YCNoOBUM

BOTRS::ITSM Mo>HO 3afaBaTb YCJ/IOBUSS U NOENCTBUS, OCHOBaHHblIE Ha aTpubyTax
M3meHeHnsa n/mnn 3apayvun. Yepes naHesnb agMUHUCTPATOPA 3TU BO3MOXKHOCTU MOryT
ObITb BKJIKOYEHbI UM OTKJIOYEeHbl oA CocTaBnTens iamMeHeHWA.
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Takxe, 34ecb MOXHO 3agaTb Workflows/Paboune npoueccel. Hanpumep, npouecc
nepeBoda BCero MiameHeHns B cocTosiHMe "canceled/oTMeHeHO" nam oTMeHy request re-
view / approval npn oTmeHe 3aga4n.

Condition

* Name: Test Conditions

Any expression (OR) @ All expressions (AND)

valid -

Expressions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 20120828359400001 ~ Category - is - 4 high - m

Workorder - any - Workorder State - is - Canceled - m

Actions

OBJECT SELECTOR ATTRIBUTE OPERATOR VALUE DELETE
Change - 20120828389400001 ~ Change State - set - Canceled - m

Change - 20120828389400001 ~ Priority - set - 5 wvery high - m

Heobxognmo OTMETUTb, YTO 3afaHHble yCJioBna HeE BbIMNOJIHAKOTCA B onpenejaeHHoOM
rnopsanke; CKopee, OENCTBUS BbIMOJIHAIOTCS B TOM nopsagke, B KOTOPOM OHU OblaV 3a4aHbl.

5.6.1. YcnoBusa poCcTynHbie Ha ypoBHe I3MeHeHu#

Cnepyowme atpubyTbl MOryT ObITb MCNOSb30BaHbI MpU onpeneneHun YCaoBUA Ha
ypoBHe 3MeHeHui

Table 8.4. YcnoBusa poctynHblie Ha ypoBHe N3MeHeHUN

ATpubyTbl U3MEeHeHun Jlornueckue onepaTtopsbl
3aTpaYyeHHoe Bpems is - ABNAeTCS
MnaHnpyemble pecypcbI??? is not - He aBngeTcA

is empty - nycTo
is not empty - He nycTO
is greater than - 6onblie yem

is less than - MeHbLLUe YeMm
KaTeropus is - ABnaeTcsa

ChangeBuilder - Coctasutens N3meHeHuns |is not - He aBndeTcs
ChangeState - CocTosiHMe N3mMeHeHus
Bnnganne

MpunopwuteT

ChangeManager - MeHepg>xep N3MeHeHNsa |is - ABNAeTCS

is not - He aBnseTcs

is empty - nycto
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ATpubyTbl U3MEeHeHus

Jlornyeckue onepaTtopbl

is not empty - He nycTO

ChangeTitle - 3aronosok NameHeHunA

begins with - Ha4ynHaeTCA ¢
ends with - 3akaH4YnBaeTcs
contains - cogepxxnt

does not contain - He cogepXxuT
is - AaBnseTcs

is not - He aBngaeTcA

is empty - nycTto

is not empty - He nycTO

5.6.2. YcnoBus pocCTynHble Ha YpOBHe 3apau

Cnep,yrou_u/le anVI6yTbI MOIr'yT NCNOJ1b30BaTbCA MNMpwn 3aaHNn Ycnosui Ha ypoBHE 3apad.

Table 8.5. YcnoBusa poctynHbie Ha ypoBHe 3agau

ATpmubyT 3apaum

Jlornyeckue onepartopbl

3aTpa4vyeHHoe BpeMs

MnaHupyeMble pecypcbi???

is - AaBnAeTcs

is not - He aBnseTcs

is empty - nycto

is not empty - He nycTo

is greater than - 6onblie 4yem

is less than - MeHbLLe 4YeMm

WorkOrderNumber - Homep 3agayn

is - ABNAeTCH
is not - He aBnseTCsA
is greater than - 6onblie 4yem

is less than - meHbLLe YeMm

WorkOrderState - cocTosHne 3apaymn
WorkOrderType - Tun 3aga4u

WorkOrderAgent - AreHT an4 3aga4n

is - ABNgeTcsa

is not - He aBnseTcs

WorkOrderTitle - 3arosnoBok 3agayun

begins with - Ha4ynHaeTCA C
ends with - 3akaH4YnBaeTCs
contains - cogepxxunTt

does not contain - He conepXxuT
is - ABNAeTCA

is not - He aABnseTCH
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ATpubyT 3apaum Jlornyeckme onepaTopbl
is empty - nycto

is not empty - He nycTo

5.7. OnpepneneHve 0enCTBUM

Mocne Toro, Kak Bce ycnoBua 3agaHbl, OTRS:ITSM no3sonseT onpepenutb ntoboe
KO/IN4YeCTBO AENCTBUN, KOTOPble HEOBX0AMMO BbIMNOAHUTbL MO TeKylleMy I3MeHeHUo K
BCceM/oaHOM 3ajaye Tekyllero N3ameHeHuns.

5.7.1. lencTBUA AOCTYNHbIe Ha YpOoBHe N3MeHeHun

Cnepylowme enctena MOryT ObiTb BbINOJSIHEHbI A8 06bekToB/aTpubyTOoB MI3MeHeHuUs.
OnepaTtop '"set" no3BonseT YyCTaHOBUTbL 3HayeHue BbibpaHHOro aTpmbyTa, ecam
3afaHHoe ycnoBue BepHo. C gpyronm cTopoHsbl, onepaTop "lock" 6n1oknpyeT BbibpaHHbIN
aTpnbyT Ha BCe BpeMs, NOKa yCJ/I0BME BEPHO, T.€. pyYHOe ero uaMeHeHne HeBO3MOXKHO.

Table 8.6. [lencTBuAa AOCTynNHblie Ha ypoBHe I3MeHeHU#

ATpubyTtbl U3MeHeHus DencrtBue

KaTteropus YCcTaHOBUTbL

Bnnganwne

MpunopwuteT

ChangeState - CocTossHMe N3mMeHeHus YCTaHOBUTb
3abnokumpoBaTb

5.7.2. [lencTBMsA O0ONYyCTUMbIE HA YPOBHe 3apaum

Cnepyowme [encTBus MOryT ObiTb BbliNOSHEHbI A9 00bekTOB/aTpmbyTOoB 3agayw.
OnepaTtop "set" no3BonseT yCTaHOBUTb 3HadyeHme BbibpaHHOro aTpubyTa, ecau
3afaHHoOe ycnoBue BepHo. C Apyron CTOpoHbl, onepaTtop "lock" 6noknpyeT BbIOpaHHbIN
aTpnbyT Ha BCe BpeMs, NOKa YyC/I0BME BEPHO, T.€. PyYHOE €ro uaMeHeHne HEBO3MOXKHO.

Table 8.7. [lencTBmMa AONyCTUMbIE Ha YPOBHe 3apayium

ATpubyT 3apaum JencrBue
WorkOrderState - cocTtosHne 3apaymn YcTaHOBUTHL
3abnokumpoBaTb

5.8. MNMepeycTaHoBKa (OTCpovKa) BpeMeHM
Havyana / OKoH4YaHusa N3MeHeHus

Ha npakTuke, 6biBaeT HeobXx0AMMO MNepecMOTpPeTb BPEMSA Hayasla WM OKOHYaHUA
N3MeHeHna. Cuctema nosgosifgeT CocTasutento W3MeHeHuMs ocylecTBUTb 3TO C
rnomoLybto onuum "Move Time Slot/CaBMHYTb BpeMeHHble rpaHuubl”

Mcnonb3ya nong Bbl60pa, CocTtaButenb M3MeHeHUs mMMeeT BO3MOXHOCTb COBUNHYTb
rpaHvLbl N1aHUpyemoro speMeHHoOro nepmnoga ocyuiecteneHnsa MsmeHeHus

44



OTRS

Real Services

Move Time Slot Change# 201208283894000012

Planned Start -
08 »/20 /2012 » [H- 09 = 00 ~

Move

6. CospaHuve 3apaum

BHyTpu N3meHeHuns, cuctema npepnaraet onuyuto "Add Work Order/0o6asuTb 3agady”,
MO3BOJIAIOLL YO CO34aTh toboe Konm4ecTBo nog3anad (3agay) cBA3aHHbIX C BbiIOpaHHbIM

N3meHeHunemMm.

6.1. ATpuOyTbl 3apaum

bynoyyn co3paHHbIM, I3MeHeHne npencraBisdeT cobon KOHTEIZHep ona onpepeneHuns
noasajad T.e. 3afay, U 3TU 3a4a4un MOryT 6bITb 3agaHbl CocTaBuTenem MiameHeHUS.

Table 8.8. ATpuOyThl 3apaum

ATpubyT ObGsasaTenbHoOe none MoppobHo

Ha3BaHue Oa KpaTkoe onucaHuve /[ ums
3aaaun.

NHcTpyKumnS Het MonHoe TeKCcToBoe
ornmncaHue 3aaayn.

Twun 3apayn Oa Cnuncok BbIbOpa aons
3agaHnsa Tuna 3agaydn, T.e.
yTBepxaeHune, pabota, PIR,
nT.A.

KaTeropus Oa 3agaet Tumn  WN3MeHeHus,
HanpumMep, "3 normal" n 1.4.

BnvsaHune [a 3apaeT 3PPEKTUBHOCTb
nwnun BNSAHME, KoTopoe
oKaxkeT N3meHeHue,
Hanpumep, "4 high", n T.4.

MpuoputeT Oa 3apaeT npuoputeT
N3meHeHNsa, Hanpumep, "5
very high", "3 normal", n 7.4.

CocTodHMe Oa Mpwn co3paHnnM U3MeHeHns,

cocToAHne

yCTaHaB/IMBaeTCs
aBTOMaTUYeECKMN. Mpwn
penakTUpoBaHUK yxe
CYLLLECTBYIOLLErO

N3meHeHuns, Co3pgaTenb

n3meHeHuns/Change Builder
n MeHepxep wnsMeHeHun/
Change Manager wMmoryT
€ro BbICTaBUTb BpPYYHYIO.
LOoCTynHble COCTOSAHUA WU
pe3yabTupyroumne

COCTOSHUSA onpenensTCcs
BCTPOEHHOM MawwnHown
CocTosiHnn/State Machine,
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ATpubyT ObGssaTenbHoOe none Moppo6bHo

cMmoTpuTe Section 5.3,
“ MawwunHa COCTOSAAHUI
N3meHeHna " [39] .

3anpoweHHoe (KnmeHToMm)|HeTt Echm  Heobxoommo, 3TOT
Bpems/naTa aTpnbyT MOXXeT 6bITb
0EeaKTMBUPOBAH yepes

SysConfig gnsa 'ChangeEd-
it", 'ChangeAdd' n 'Change-
Zoom' wabnoHoB, N Nokasa
TpebyeMon KNMeHToM' aaThl
BbIMOJIHEHUS.

MpukpenneHHbIN dann/|HeTt 3apaet BO3MOXXHOCTb

BnoxxeHune NnpuKpenJaeHuns
Heobxoaumoro anna unm
JOKyMeHTa

B pononHeHue K 3TuM aTpubyTaM, Ha3Ha4YeHHbIN 3afdaye areHT MoXXeT cobpaTb
aTpubyTbl NCNOJIb3Ys BO3MOXHOCTb "Report/OT4yeT/PanopT" KoTopas noapobHO onvcaHa
B pa3gene "Work Order Agent Report/OT4eT areHTa no 3agave".

6.2. Tun 3apaum

Cnepytowme 3HavyeHus atpmbyTta "Work Order Type/Tun 3agayn" nMeTCca B CUCTeEME
nocne yctaHoskn OTRS::ITSM YnpasneHne N3mMeHeHnAMN:

* YTBEepxaeHue
e 3ada4a
e [1naH oTKaTa

e PewleHune

PIR (Post Implementation Review/AHann3 nocsie BbINOSHEHNS)

AOMUHUCTPATOP MOXXeT cBOOOAHO onpenensTb W 3afdaBaTb Tunbl 3aday, a Takxe
n0o6aBNATbL HOBbIE.

6.3. MawuHa COCTOAHUMM 3apmaum

OTRS::ITSM npegnaraeT MalwunHy COCTOSHUI, KOTOpasa onpenenset OeNCTBUTESIbHbIE
COCTOSIHUS 1 BO3MOXHbIA pe3ysbTUpyoLWmMn ctaTyc 3agayvn. Npu yCcTaHOBKE CUCTEMbI
co3paeTcs 6a30BbI BapUaHT, OCHOBAHHbLINA Ha Cnefytollen Ioruke:

ready

accepted

closed
negled

er d

N3meHeHna B MawunHe COCTOSSHUA MOryT 6biTb BbINOJIHEHBI aAMUHUCTPATOPOM B €ro
MHTepdence 4epes NMyHKT MeHlo "State Machine/MawmnHa coctosHuin". CocTosHUA U
BO3MOXKHbIE pe3y/ibTUPYHOLLME CTAaTyCbl MOTYT ObiTb 3a4aHbl 30eCh.
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Mpn HEObXxoAUMMOCTN, AOMOJIHUTENIbHLIE COCTOSHUA MOryT ObITb 3aJaHbl Yepe3 MeHo
"General Catalog/O6wunin KaTanor" -> "ITSM::Change Management::WorkOrder::State".

Kak 3710 cgenaHo B OTRS::ITSM 310 npeacTtasfaeHo B Tabanue:

Overview over state transitions for [TSM::ChangeManagement::\WorkOrder::State

STATE NEXT STATE DELETE
Created
Accepted
Canceled
Ready
Canceled
Canceled
In Progress
Canceled
closed
*END*
*END*

i ik i i e

6.4. HazHavyeHue areHTa 3apaue

Kaxpgon 3apade MoxeT ObiTb Ha3HadeH "Work Order agent", T.e. COTpyOHUK,
OTBETCTBEHHLIN 3a BbINOJIHEHME 3a0aun.

CuncTtema npeanaraeT AOCTYN KO BCEM MOAKJ/IOYEHHbIM areHTaM. Ba)XHO MOMHUTb, 4TO
oTobparkarTCa TONILKO areHThl MMetloLlwme NoJiHblie NpaBa B rpynne "itsm-change"

|

"Jack Brown" <jack@otrs.com= (4)
“Jane Smith” <jane@otrs.com= (2)
“Mary Mars™ <mary@otrs.com= (5)
“Admin OTRS" <root@localhost= (1)

6.5. OT4yeT areHTa no 3agave

Ha3HayeHHbIA 3ajavye areHT MOXXET [OKYMEeHTMPOBaTb BCH CBfA3AHHYD C ee
BbIMNO/IHEHNEM MHMOPMALINIO, TaKYD KaK KOMMEHTapuK, PakTUYeCcKoe BpeMs Havasna u
OKOHYaHus 3afa4dn, TpebyeMoe BpeMs U COCTOSHME.,

Report

Report: . — |[a= =ll==ll=]|[= ARG
IB 1 U s = i= EIEE = E R #h
S Format - | Font - | Size «||| Tg~ | g~ | 7 | [E] Source

State: Created | %

Save
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6.6. CBsA3biBaHMe 3apau C
KoHdpurypauMoHHbLIMU eaUHULAMM /
CepBucamm
B 3apavax, OTRS::ITSM ponyckaeT cBfi3biBaHWe C ApYruMum obbekTamu.
B cTaHpapTHOM ycTaHOBKe, 3ajaydn MoryT ObiTb CBA3aHbl CO creayowmmmMmm obbekTamu:
¢ Cls - KOH(purypaumoHHble eguHNLbI
¢ Cl-Knacc Computer/KoMmnbloTepbl
* Cl-Knacc Hardware/O6opynoBaHune
* Cl-Knacc Location/MecTonono»xxeHue
* Cl-Knacc Network/CeTb
¢ Cl-Knacc Software/lporpammHoe obecrnevyeHune
* Services/CepBuchl
* Tickets/3asBku

3Tn HaCcTpOMKK BbiNoAHATCA 4Yepe3d SysConfig B "Framework -> Core::LinkObject" n
MOryT BbITb, MPU XXEeNaHNW, PacCLUNPEHbI.

6.7. CoxpaHeHue 3apadm Kak WabnoH

3afadya MoxeT ObITb COXpaHeHa B kadecTBe WwabsoHa, ncnonb3ysa onuumio "Template"
BHYTPW npoLecca co3faHnsa 3anaydn.

[OnanoroBoe okHo noTpebyeT oT Co3zpaTtensa N3ameHeHNA NpMCBOUTL UMS WAabnoHy 1, Npun
HeobXoAMMOCTN BHECTU KOMMeHTapui. [Mpu Bbixode 13 gnanora Ha>kaTUEM Ha KHOMKY
"Add/0obaBnTb" 3apgava 6yaeT AOCTYyNHa Kak WabfoH npu co3daHnM HOBOM 3agadn.

Template Name: | proyision new server

Comment | Standard template for provisioning new servers
ResetStates: [

alidit: yalid -

6.8. YonaneHuve 3apaum

Co3paTenb MI3MeHeHNA MOXXET yaannTb 3afa4vy NoKa Ha HEE HET CChIJIKKU B YCI0BUM (CM.
pa3snen "Defining conditions/HacTponka Ycnosuin").

Delete Workorder# 201208283894000012-2 B
You can not delete this Workorder. Itis used in atleast one Condition!
This Waorkorder is used in the following Condition(s):
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7. NMpocMoTp copep>XaHua N3MeHeHuUA

MNocne co3pgaHnsa N3mMeHeHUsa n CBA3aHHbIX C HAM 3adayd, CUCTeMa OaeT BO3MOXXHOCTb
npocmoTpa WHoOpMauunm, cBA3aHHOW C WM3MeHeHmeMm, BKJKOYas COOTBETCTBYyHOLLME
3agayn, CBA3aHHbIE 3a89BKN N KOHPUTYPaALNOHHbLIE e4UNHNLLbI.

Change#: 201208283894000012 — Replacement of VPN server in HQ

Change Information

Back | History | Prit | Edi | Involved Persons | Add Workorder | Condions | Lk | Move Time Siot | Template
) Request

08/202012 ¢
08/20/2012 1

08202012 08222012 08242012 081262012 08282012 081302012
09:00:00 10:48:00 12:36:00 142400 161200 1800:00

10012012 1
¥ Change - Replacement of VPN server in HQ

The VPN server should be replaced by anew one. Add some lings here. 300.00
The current server s geting too old and slow. 0.00

Jim (Jim Use

Jjack (Jack Br
¥ Linked: Configitem (Computer)

jane (Jane
INCDENT STATE | conriamEns NAME | DEPLOYMENTSTATE | CREATED LNKED AS
- $1245  Produciion 081282012 10:4559  Normal

- 84522 Planned 08/28/201210:4809  Normal (e

Joe (Joe Jonr

Co3paHHble 3ajayn HyMepylTca B Nopsagke WX MJaHMPYyeMOoro BbINOJIHEHUA W
oTobpaxkaloTcsad Ha BpeMeHHOM rpaduke/anarpamme. LiBeT oTobparkaeMbix 3afay Ha
OnarpamMmme o3Ha4vaeT UX TUMN U MOXeT BblITb HacTpoeH Yepe3 SysConfig "ITSM Change
Management -> Frontend::Agent::ViewChangeZoom" Kak noxenaeTcs.

CncTema co3faeT ABe NoJIoCbl Ha 3agadvy Ha anarpamme MameHeHus. BepxHsas, 6onee
TeMHas, OTparkaeT 3arjiaHMpoBaHHOE BpeMs peanm3aumm 3agadn, Torga Kak HUXHAS,
6os1iee cBeT/1as Nonoca oTpaXkaeT PaKTUYeCKMe 3aTpaTbl BDEMEHM peanmsaunm 3agayu.

CTaTyC Ka)xaon 3afaydn npeacrtaBseH "ceeTodopaMmu”, Kak 3TO BUOHO Ha CleayloWeM
pUCYHKe:

* Cepbili - 3agada "created/cosgaHa"
* XenTbi - 3apadva "pending approval/oxugaeT yTBepxxgeHusa"
* 3eneHbln - 3agada "closed/3akpbiTa/3aBepLieHa"
* KpacHbln - 3agada "canceled/oTMeHeHa"
Change#: 201208283894000012 — Replacement of VPN serverin HQ

Back | History | Print | Edit | Involved Persons | Add Workorder | Conditions | Link | Move Time Siot | Templats

08/20/2012 08/22/2012 08/24/2012 082612012 08/28/2012 08/30/2012
09:00:00 10:42:.00 12:38:00 14:24:00 16:12:00 18:00:00

¥ Change - Replacement of VPN server in HQ

The VPN server should be replaced by a new one. Add some lines here.
The current server is getting too old and slow.

8. OTtobpakeHue N3meHeHun

OTRS::ITSM npenocTaBnseT pa3nyHblie cnocobbl NpocMoTpa Mi3MeHeHUn coxpaHeHHbIX
B cucteme. [loCcTyn K 3TUM cnocobam, no >enaHuto, MoXXeT BbiTb OTKJIIOYEH.
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8.1. Ob630p U3MeHeHun

Bce MN3meHeHust oTobparkatoTcsi Ha 3KpaHe 0630pa M MoryT 6biTb OTCOPTUPOBAHLI B
ybbiBaloLEeM 1N Bo3pacTatoLeM Nopsiake rno KosioHKaM aTpubyTos.

QOverview: Changes: All
Requested 3 | Pending Approval 0 | Rejected 0 | Approved 0 | InProgress 0 | PendingPRO | Successful0 | Faied 0 | Canceledd | Retracted 0 3

[ETIEN] < |
SATE | CHANGEE ¥l cHANGETIMLE | crANGE BULDER | | chancesTaTE | pRORTY | PLawwensTART | PLaNnEDEND
Replacement
- 201208283804000012  of VPN server  jane (Jane Smith) 3 Requested 4 high
inHQ
Migrate

08202012 08/30/2012
00:00:00 180000

- 201208283804000021 01 test jane (Jane Smith) 0 Requestsd 2low
environment
to3.2befl.]
Implement
OTRS

- 201208283894000031 jane (Jane Smith 0 Requested 3normal
interface with
SAP Solut.]

MepeyeHb KOMOHOK MoXeT 6biTb 3afaH B SysConfig "ITSM Change Management ->
Frontend::Agent::ViewChangeOverview" co cnegyowmmMmm BO3MOXKHLIMU aTpubyTamu:

Table 8.9. 0O630p usMmeHeHun

ATpubyT AKTUBHO Moppo6bHo

ActualStartTime -|HeT Data wn BpeMa Hayvana

dakTn4yeckoe BpeMs Ha4ana peanunsaunn NameHeHns

ActualEndTime -|HeT DaTta ”n BpeMa OKOH4YaHuUA

dakTu4eckoe BpeMs peanusaunm N3meHeHnsA

OKOHYaHunA

KaTeropus HeT KaTeropus nam AN
N3meHeHns

ChangeBuilder -|da Nmsa co3paTtensa NameHeHns/

CocTaButenb iameHeHuns Change Builder's name

ChangeManager -1 da Nms MeHepn)xepa

MeHepn)xep N3MmeHeHNs N3meHeHns/Manager's
name

Homep nameHeHuns Oa CreHepunpoBaHHbLIN
cuctemon HoMep
N3meHeHns

ChangeState - CocTosiHmne|[la CocTosHMe N3MmeHeHuns

N3meHeHnsa

NHonkaTop cocTosHusa | da NHOonkaTop COCTOSIHUSA

N3meHeHunA N3meHeHuns,
oTobparkaemblii KakK
“ceBeToop”

ChangeTitle - 3aronosok|[da Nmsa N3meHeHuns

N3meHeHuns

CreateTime HeT Data ©n BpemMa co3daHug
N3meHeHns

BnvsaHune HeT Oxnpaembin  3hdekT oT
N3meHeHns

PlannedStartTime Oa MnaHupyemblie JaTa "
BpeMs Havajla peanamsauunmn
N3meHeHnA

PlannedEndTime Oa MnaHnpyemsbie oaTta 1 Bpems
OKOHYaHusA peannsaunmn
N3meHeHnsA

MpunoputeT [a MpuoputeT NsmMmeHeHNs
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ATpubyT AKTUBHO Moppo6bHo

RequestedTime HeT 3anpoLlueHHoe KJINEHTOM
BpeMs peanusauumn
N3MeHeHns

Services/CepBucChbl [a CepBuchl, 3aTparmBaemble
N3meHeHnem

WorkOrderCount La KonnyectBo 3anaay,
OTHOCAWMXCA K NI3MEeHeHUIo

JononHutensHo, B 0630pe I3MeHeHUn MOXKHO hnnbTpoBaTb N oTobpakaTb Ni3mMeHeHNS
yOOB/IETBOPSAIOLLNE PA3/INYHLIM  3HavYeHuUsaM aTpubyToB. [OOCTynHbl cChepytouwime
unbTpbl, KOTOpbIE MOryT 6bITh 3adaHbl B SysConfig "ITSM Change Management ->
Frontend::Agent::ViewChangeOverview":

Table 8.10. ®unbTpbl 0630pa N3MeHeHUH

ATpubyT Moppo6Ho

requested - 3anpoLweHo OTobparkatoTcs BCce NIaMeHeHMS, nMmeoLmne
cTaTyc "requested"

pending approval - oxxupaeT yTBepxaeHus | OtobparkatoTcs Bce N3meHeHMS, nmetowne
cTaTyc "pending approval”

rejected - oTBeprHyTo OTobparkatoTca Bce U3MeHeHNA, nMeloLLme
cTaTyc "rejected"
approved - yTBep>XOEHO OTobpaxkatoTca Bce U3MeHeHUsA, nmeroLme

cTaTtyc "approved"

in progress - B paboTe OTobpaxkatoTcs BCce MIaMeHeHMS, nMmeoLimne
cTtaTyc "in progress"

successful - ycnewHo OTobpaxkatoTcs Bce MIaMeHeHMs, nmetoLine
ctaTyc "successful"

failed - Heypa4HoO OTobpaxkatoTcs BCce MIaMeHeHMs, nmeroLLmne
cTaTyc "failed"

canceled - oTMeHeHO OTobparxkatoTca Bce U3MeHeHUA, nmeroLme
cTaTyc "canceled"

retracted - oTkasaHo OTobparkatoTca Bce U3MeHeHUA, nMeroLLme
cTaTyc "retracted"

8.2. PacnucaHue MsMeHeHuMu

B o0630pe pacnucaHma N3meHeHnn otobparkatoTca Bce N3MeHeHMs, nMmetlowme ctaTyc
"approved/yTBep>XXAeHO", T.e. Haxo4ATCA B o4depeau Ha peanusauuto. MHpopmauma
MOXXeT BbITb OTCOPTUPOBAHa MO 3HaYeHUAM aTpMBYTOB B KOJIOHKaX B BO3pacCTaloLLeM
nnun ybbiBaloweM nopaake:

Overview: Change Schedule: Approved

-
12013 | @

mE | s | e | eremos | canczsie | ey | # aven
Replacement

- 201208283804000012  of VPN server  jane (Jane Smith 3 Approved 4high
inHa
Implement

- 201208283804000031 0o jane (Jane Smith) 0 Approved 3norma
intertace with
AP Solutl. ]
Migrate

- 201208283804000021 0TS BE jang (1ane smi) 0 Approved 2low
environment
to22bell.]

081202012 0873202012
09:00:00 180000

MepeyeHb KONOHOK MOXXeT bbITb 3agaH B SysConfig "ITSM Change Management -> Fron-
tend:: Agent:: ViewChangeScheduleOverview":
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Table 8.11. PacnucaHue uaMeHeHUn

ATpubyT AKTUBHO Moppo6bHo

ActualStartTime -|HeT Data wn BpeMa Hadvana

daKTn4yeckoe BpeMsa Havyana peannsaunm lameHeHUs

ActualEndTime -|HeT DaTta n BpeMa B KOTOpble

dakTnyeckoe Bpems peanunsauuns N3meHeHuns

OKOHYaHusA Oblna 3aBeplUeHa

KaTeropus HeT KaTeropus nnm /N
N3meHeHns

ChangeBuilder -1 da Nma co3paTtensa N3meHeHus/

CocTtasutens N3ameHeHns Change Builder's name

ChangeManager -|Oa Nmsa MeHep>xepa

MeHenxep NsMeHeHNA N3meHeHna/Manager's
name

Homep nsmeHeHuns [a CreHepunpoBaHHbIN
cucTemon HoMep
N3meHeHnsA

ChangeState - CoctosHune|la CocTosAHMe N3meHeHus

N3meHeHns

NHOovKaTop cocToaHusa|a NHOonkKaTop cTaTycCa

N3meHeHuns N3meHeHns B Bnoe
"cBeToopa"

ChangeTitle - 3aronosok|[a Nmsa N3meHeHuns

N3meHeHuns

CreateTime HeT Data n BpemMsa co3gaHUs
N3meHeHnsA

BnusaHune HeT Oxupgaembln  3pdekT oT
N3meHeHns

PlannedStartTime Oa MnaHnpyemble haTa "
BpeMsi Havajla peanamsauunmn
N3meHeHns

PlannedEndTime Oa MnaHupyemble faTa N BpeMms
OKOHYaHus peannsaunm
N3MeHeHnsA

MpunopwuteT [a MpunoputeT N3MmeHeHNs

RequestedTime HeT 3anpouleHHoe KJINEHTOM
BpeMSs peannlaunmn
N3meHeHns

Services/CepBucChl Oa CepBucChbl, 3aTparvpaeMsble
N3meHeHnem

WorkOrderCount Oa Konnyectso 3apauy,

OoTHOCAWMXCA K 3MeHeHuno

8.3. PIR - Post Implementation Re-
view/AHanus nocise BbiINOJIHEHUSA

9ToT 0630p oTobparkaaeT 3ajaym Tuna "PIR" KOoTOpble MOryT ObITb OTCOPTUPOBAHLI B
ybbIBaloLWEM UK BO3pacTaoLLeM NopsgKke No 3Ha4EHUSAM B KOJIOHKax aTpubyTos.
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Overview: PIR: All
EER #cccrtos o | Reay 1 | inProgress 0 | coset 0 | Cancoed 0 3

[EPENS < |

s | workoroers | womkoRoeRTIE | ceanceTME | woRKomoER AGENT | woRkomoeRsTATE |UPUANNEDISTAREANGN] PLAMEDEND

Replacement
- 201208283894000012-4 0% MPIEMEMEON oo orver Ready 09032012 09:00:00 22072012
Review o 15:00:00

MepeyvyeHb KONMOHOK MOXeT b6biITb 3agmaH B SysConfig "ITSM Change Management ->

Frontend::Agent::ViewPIROverview":

Table 8.12. PIR - Post Implementation Review/AHanu3s nocne

BbIMOJIHEHMUA

ATpubyT AKTUBHO MoppoGHo

ActualStartTime -|HeT Data wn BpemMa Hadvana

daKTu4eckoe BpeMs Ha4vana peanusauum N3meHeHUs

ActualEndTime -|HeT JaTa u BpemMs B KOTOpble

dakTu4eckoe BpeMs peanusauuns N3meHeHns

OKOHYaHuA 6blna 3aBepLUeHa

KaTeropus HeT KaTeropus nnm T™MN
N3meHeHnsA

ChangeBuilder -|0a Umsa co3paTtena N3meHeHns/

CocTtasutenb NameHeHuns Change Builder's name

ChangeManager -/0a Nmsa MeHepn>xepa

MeHepn)xep 3meHeHNs N3meHeHns/Manager's
name

Homep nameHeHuns HeT CreHepupoBaHHbIN
cucTtemonm HoMep
N3meHeHns

ChangeState - CocTtosHue|HeT CocTosiHne N3meHeHus

N3meHeHunA

NHaovkaTop CoCTOsAHUSA |HeT NHaonkaTop cTtaTyca

N3meHeHuns N3meHeHnsA B Buae
"ceeTohopa"

ChangeTitle - 3aronosok|[a Nmsa N3meHeHuns

N3meHeHnsa

CreateTime HeT Data wn BpemMa co3gaHUs
N3meHeHns

Binganwne HeT Oxnpaembin  3hdhekT oT
N3meHeHnsA

PlannedStartTime Da MnaHnpyemsblie naTa n
BpeMs Havajla peanamsauumn
N3meHeHnsA

PlannedEndTime Oa MnaHnpyemblie faTta 1 Bpems
OKOHYaHus peanusauunmn
N3meHeHns

MpunoputeTt Oa MpunoputeT NUsmeHeHNs

RequestedTime HeT 3anpoLlueHHoe KJINEHTOM
BpeMms peannsaunm
N3meHeHnsA

Services/CepBuchl Oa CepBuchbl, 3aTparmeBaeMble

N3MmeHeHnem

WorkOrderAgent - AreHT gnsa|a
3aha4n

AreHT, Ha3Ha4YeHHbIn a1
PIR
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ATpubyT AKTUBHO Moppo6bHo
WorkOrderNumber - Homep|[a Homep 3apauu

3ada4un

WorkOrderState - coctosaHune|da KonnyectBo 3apad,
3afnayn OTHOCALWMXCSA K N3MeHeHnto
WorkOrderStateSignal -|HeT LiBeT "ceeTohopa"
MHONKaTOopP COCTOSIHUS oTobpakatoLwmin cTaTyc
3ana4uun 3apaun

WorkOrderTitle - 3aronosok|/[a Nmsa 3apaun

3ana4u

WorkOrderType - Tvn|HeT Tvn 3aga4n

3ana4u

8.4. LL1aGnoH

IToT 0630p oTOGpakaeT BCe co3AaHHble wWabnoHbl B cucteme. AreHT wumeeTt
BO3MO)>XHOCTb OTCOPTUPOBaTb MH(OPMALIMIO MO COAEPKMUMOMY KOJIOHOK B ybOblBatoLLLEM
WSV BO3pacTaloLLeM Nopsiake.

Overview: Template: All

Filter

All(1) | Change (0) | Workorder (1) | CAB (0} o1 | B

nawe | rvee | comuent vaory | omer | creaey CREATED
Workorde vaiia

rrrrrrrrrrrrrrrrrrr Standard template for provisioning new servers jane (Jane Smith)  2012-08-28 11:48:32

MepeyeHb KOJMIOHOK MoXeT 6biTb 3afaH B SysConfig "ITSM Change Management ->
Frontend::Agent::ViewTemplateOverview":

Table 8.13. LLlabnoH

ATpuoyT AKTHUBHO Moppo6bHo

ChangeBy - KTo nsmeHnun HeT JloruH areHTa, KOTOpbLIN
rnocaegHum N3MeHNN
wabnoH

ChangeTime - Bpems|HeT DaTa n Bpemsa nocienHero

N3MeHeHuns n3MeHeHuns

Comment - KommeHTapunin |Oa KoMMeHTapun / onucaHue
wabnoHa

CreateBy - kT0 co3gan Oa JlormH areHTa, KOTOpbIN
co3pan wabnoH

CreateTime Ha Data n BpemMsa co3gaHUg
wabnoHa

YnaneHue Oa Oonuwnsa yaaneHus
BbibpaHHOro wabsoHa

Name - Ha3BaHune Da Nma wabnoHa

TemplatelD - ID wabnoHa HeT BHyTpeHHUN

naoeHTucdunkaTop wabsoHa B
6a3e OaHHbIX

Type - Tun Oa Tun wabnoHa

Valid - pencrButenbHocTh |[a 3agaeT 3Ha4YeHune
OEeNCTBUTENIbHOCTU
wabsoHa
(pencTBuTENbHLIN,
HeOenCTBUTENbHbIN "
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BPEMEHHO
HenencTBUTEsNbHbIN).
HenencreutenbHbIn/
BpemeHHO
HenencTBUTENbHbIN
wabsoHbI He
NCMNOJ1Ib30BaTbCH
Co3patensamu iameHeHUI.

MoryT

Cnepgywowme TuUnbl

wabnoHOB [OCTYMHbI

B cuncremMme nocsie YyCTaHOBKWU MoOAyNA

Change Management. OHu 3apatrTca B SysConfig "ITSM Change Management ->

Frontend::Agent::ViewTemplateOverview"

Table 8.14. Tunbl WabnoHoB

ATpubyT MoppobHo

ITSMChange LWabnoHbl ana U3meHeHNR

ITSMWorkOrder LWabnoHbl anga 3apad

CAB LWabnoHbl gna KomuteTa no
N3meHeHnaMm

8.5. MNMowuck

Onsa noucka WN3mMeHeHun v 3agay, yOOBAETBOPAOLWMX OMpenesieHHbIM KpUTepusaMm,

CMCTEMa MMeeT CcrneuunanbHylo QYHKUMIO Moucka,

aTpubyTax noucka:

Search

-~ [ Create New

quested -
Pending Approval =
Rejected

Approved
In Progress

Brown Jack (jack)
Johnson Joe (joe)
Mars Mary (mary)
OTRS Admin (root@localhost)

Smith Jane (jane) -lo

Change Tile
Normal ~

Run Search

Table 8.15. LLIa6snoH

OCHOBAHHYI Ha cJiefyloumnx

ATpubyT MoppoGHo
Change# Monck nNo Homepy WM3MeHeHUsd; 3Hak
3Be3fodka ("*") MOXXeT WUCMosb30BaThCH

KaK 3HaK nogcTtaHoBku/wildcard

ChangetTitle - 3aronosok MlameHeHus

Monck W3MeHeHMsa no 3arojioBky uWau
nMeHn

3aros1oBoK 3agayu

lMonck no 3arosioBKy/MMeHn 3apaydn

CABAgent Monck no 4neHam CAB, 3apgaHHbBIM B
cucTeMe Kak areHT

CABCustomer Monck no 4yneHam CAB, 3a4aHHbIM
B cucteme Kak KJINEHT. 3aecb
paboTaeT yHKUMS aBTO3aBepLUEHUS,
npennaratoulias BapUaHThI npu

3anoJIHeHnn nons Ans BBOAA KJIMEHTa
yneHa CAB
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ATpubyT

OnuncaHune N3meHeHUs

Ob6ocHoBaHMe N3meHeHus

Moppo6bHo

Mounck B mose onncaHmsa NameHeHuns
Mownck no npuinHe/obocHoBaHMIO
N3meHeHns

WNHcTpyKuma no 3agade

MoMCK NoO MHCTPYKUMKM K 3adade

OT14eT no 3agaye

lMonck No copep>XaHuto oT4yeTa No 3agade

MpuoputeT N3MeHeHUs

Mownck no npuoputeTty aMeHeHunA

BnansaHune N3meHeHUs

[Monck no 3Ha4vYeHuto BAnNAHUA N3mMeHeHus

KaTeropua NameHeHuns

lMouck no kateropmun \ameHeHns

CocTosHune ameHeHNA

Mounck no ctaTtycy MiameHeHuns

MeHe,u,>Kep N3MeHEHWUA

Mounck no MeHep>xepy N3amMeHeHNA

CocTaBuTeNb U3BMEHeHnd

Mounck no CoctaButento NameHeHns

Co3paHO areHTom

[lonck NoO WMEeHun areHTa co3aaBLuero
N3mMeHeHne

CocTosiHMe 3anayn

[Monck No cocTosaHUIO 3adadn

AreHT ona 3agaydu

Mouck no areHTy, Ha3Ha4YeHHoMy 3aaaye

3anpolieHHoe (K1nMeHToM) Bpems/gaTa

Monck Mo 3anpoLIeHHOMY  KJIMEHTOM
BpeMeHu peanmsaummn N3meHeHus. Mounck
MOXeT OCYLLEeCTBAATLCS KaK no
abcontoTHOMY BpeMeHu (Hanpumep, C
0aThbl 1 0o OaThbl 2) nnn no
OTHOCUTEJIbHbIM 3HavYeHuam (Hanpumep,
M3mMeHeHNsa co3paHHble 3a nocsegHue X
OHen/Hepenb).

3annaHuUpoBaHHOE BPeEMS Ha4vana

Monck no nAaHNPYEMOMY BPEMEHU U
hnaTe Havana peanmsauymm M3mMeHeHUs.
Monck MOXeT  OCYLEeCTBAATbCA  Kak
no abconoTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtbl 1 A0 gaTbl 2) Uan no
OTHOCUTEsIbHbIM 3HaYeHuam (Hanpumep,
M3MeHeHNs co3faHHble 3a nocnepgHmne X
OHen/Hepenb).

MnaHMpyemoe BpemMs OKOHYaHUS

lMonck nNno naaHUpyemMoMy BpPEMEHU U
faTe OKOHYaHUA peanmsaunn N3meHeHUs.
Monck  MOXeT  OCYLLeCcTBAATbCA  Kak
no abconoTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtel 1 0o gaTbl 2) Uan no
OTHOCUTEJIbHbIM 3HaYeHunam (Hanpumep,
M3MeHeHNs co3faHHble 3a nocaepHune X
OHen/Hepenb).

®dakTu4eckoe BpeM4A Ha4Yalla

Monck no akTu4yeckoMy BpeMeHn W
JaTe Havana peanmsaunm K3meHeHUs.
Monck  MOXeT  OoCyLecTBAATLCA  Kak
no abCoNlTHOMY 3HAYeHWI0 BpPeMeHn
(Hanpumep, ¢ gaTtel 1 oo gatel 2) nau no
OTHOCUTENIbHLIM 3Ha4YeHUsaM (Hanpumep,
N3MeHeHNA co3faHHble 3a nocnefHue X
AHen/Hepenb).

daKkTn4yeckoe BpemMs OKOH4YaHNA

Monck no QakKTN4ecKkoMy BpPEMEHU WU
JaTe OKOHYaHuA peanm3aunn MiameHeHUs.
Monck  MOXEeT  OCylecTBAATLCA  Kak
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no abCoNTHOMY 3HAYeHUID BPEMEHMU
(Hanpumep, ¢ gaTtbl 1 A0 gaTbl 2) uam Mo
OTHOCUTENIbHBIM 3HA4YeHUsM (Hanpumep,
N3mMeHeHna co3paHHble 3a nocjiegHune X
OoHen/Hepennb).

Bpemsa cospaHus Mounck no BpemMeHu 7 hate
co3gaHnsa WN3meHeHusa. Tlonck MoxeT
OCYLLEeCTBNATLCA KakK Mo abCcosnoTHOMY
3Ha4vYeHuo BpeMeHu (Hanpumep, C
n0aThbl 1 no naThbl 2) nnn no
OTHOCUTEJIbHbIM 3HaYeHunam (Hanpumep,
M3MeHeHnsa co3faHHble 3a nocnegHune X
oHewn/Hepenb).

Bpemsa moandumkaumm Mounck no BpeMeHu 7] narte
Moaoudcpukaunm N3mMeHeHuda. NMonck MoxeT
OCYLLECTBAATLCA KakK Mo abCconoTHOMY
3Ha4YeHuto BpemMeHu (Hanpumep, C
naThbl 1 0O  [aThl 2) nnn no
OTHOCUTE/IbHBLIM 3Ha4vYeHUaM (Hanpumep,
MN3mMeHeHnsa co3naHHble 3a nocnegHue X
OHen/Hepenb).

8.6. MeHep>xep naMmeHeHus

OTRS:ITSM npepnaraet oTAefibHbIN 0630p AN aKTUMBHbLIX areHToB, KOTOpPbIN
oTobpakaeT M3MeHeHUs, ANa KOTOPbIX 3T areHTbl 3afaHbl B Ka4yecTBe MeHeaxepoB
N3meHeHnn.

Overview: Change Manager: Al

BN weasestes 1 | pending Approval | Approved o | nProgress 0 | Pending PR 1 >

12012 |

STATE | SGHANGERMMIWI GHANGETILE | CANGEEULDER | GHANGE MANAGER | | CHANGESTATE | PRORTY | PLANNEDSTART | PLANNEDEND
Migrate OTRS

test jane (Jane jane (Jane
- 201208283894000021 o — 0 Pending IR 2low

3.2 bet[.]

Enable Cloud  jane (Jane jane (Jane
- 201208283894000049 ) ) 0 Requested 2low

OTobpakaeMble 3HadyeHUs MOryT ObiITb OTCOPTUPOBaHbI B MNopsake YyObiBaHUA
nnm BO3pacCTaHMA  3Ha4YeHMn  aTpubyTOB B KOJIOHKax. KonoHkn  ans
oTobpaxeHnsa  3apalTca B SysConfig "ITSM Change Management ->
Frontend::Agent::ViewChangeManagerOverview":

Table 8.16. MeHep>xep U3SMeHeHMA

ATpubyT AKTHUBHO MoppoGHo
ActualStartTime -|HeT Data wn BpemMa Hadvana
daKkTnyeckoe BpeMs Havyana peannsaunm MiameHeHUs
ActualEndTime -|HeT JaTa u BpemMs B KOTOpble
®dakTunyeckoe Bpems peannsaumsa N3meHeHNns
OKOHYaHus 6blna 3aBeplueHa
KaTeropus HeT KaTeropus nnn T™MN
N3mMeHeHnA
ChangeBuilder -|0a Nmsa co3paTtena NameHeHns/
CocTtasutenb NameHeHuns Change Builder's name
ChangeManager -/0a Nmsa MeHep>xepa
MeHen)xep N3meHeHNs N3meHeHns/Manager's
name
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Homep nsmeHeHus Oa CreHepupoBaHHbIii
cucTemon HoMep
N3MeHeHns

ChangeState - CoctosHune|la CocTtosaHne UameHeHNs

N3meHeHuns

NHaovkaTop cocTtodaHua|Na NHaonkaTop COCTOAHUSA

N3meHeHns N3meHeHns,
oTobparkaeMmblii Kak
"ceeTohop"

ChangeTitle - 3aronosok|[a Nmsa N3meHeHns

N3meHeHnsa

CreateTime HeT Data wn BpemMsa co3gaHus
N3mMeHeHnsA

BnusaHune HeT Oxupgaemblin 3ddekT oT
N3meHeHnsA

PlannedStartTime Oa MnaHnpyemsbie haTa n
BpeMs Havajia peanusauumn
N3meHeHns

PlannedEndTime Oa MnaHupyeMmble faTa n BpeMs
OKOHYaHus peanusauunmn
N3meHeHns

MpuoputeT Oa MpuoputeT N3MeHeHUs

RequestedTime Het 3anpoLueHHoe KJINEHTOM
BpeMms peannsaunm
N3meHeHnsA

Services/CepBuchbl Oa CepBucChbl, 3aTparvpaemsble
N3meHeHnem

WorkOrderCount Oa KonnyectBo 3anau,

OTHOCAWMXCA K NI3MeHeHUIo

OononHntensHo, B o0630pe MeHepxepa W3MeHeHUA MOXKHO UALTPOBATbL WU
oTobpaxaTb W3MeHeHMa ynoBneTBOpAOLME pPa3/INYHBIM 3Ha4YeHUAM aTpubyToB.
OocTynHbl cnegywuwme UabTpbl, KOTopble MoryT 6biTb 3agaHbl B SysConfig "ITSM
Change Management -> Frontend::Agent::ViewChangeManagerOverview":

Table 8.17. ®unbTp MeHep>xepa N3MeHeHUN

ATpubyT

Moppo6Ho

requested - 3anpoLleHo

OTobpaxkaeT Bce WM3MeHeHUs, mMeoLme
cTaTyc "requested"

pending approval - oxxupaeT yTBepxaeHus|OtobpakaeT Bce W3MeHeHUs, umerowne

cTaTyc "pending approval'

approved - yTBEp>XXAeHO

OTobpakaeT Bce M3MeHeHusa, umewoimne
cTaTyc "approved"

in progress - B paboTe

OTobpaxkaeT Bce lM3MeHeHUs, mMMmelowmne
cTaTyc "in progress"

8.7. Mou naMmeHeHus

"My Changes" noka3blBaeT BCe WM3MeHeHns COo34aHHble aKTUBHbIM areHToM, AOnas
KOTOpbIX YKa3aH Kak CocTasutenb N3meHeHUA
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Overview: My Changes: All

e 1 | pning Ao | agmoed s | npromss o | pentng1

s | onances | caanceTme | chancesunoer |

| caavcesTare | pRioAy

PLANNED START v

- 201208283894000089 M0 CIUE e (pane s 0
Printing
Migrate OTRS

= 201208283804000021  testemvironment  Jane (Jane Smith) 0
to32bell]

Requested 2low

Pending PIR 2low

OTobpakaeMble 3Ha4YeHUss MOryT ObITb OTCOPTUMPOBAHbLI B Mopsaake ybbiBaHUA WK
BO3pacTaHMA 3Ha4YeHUNn aTpmbyTOB B KOJIOHKax. KONIOHKM s oTobparkeHns 3apatoTcs
B SysConfig "ITSM Change Management -> Frontend::Agent::ViewMyChangesOverview":

Table 8.18. Mou uaMeHeHusn

ATpubyT AKTHUBHO MoppobHo

ActualStartTime -|HeT Data wn BpeMa Hadana

®dakKTu4yeckoe BpeMs Ha4vana peanusauunm N3meHeHUs

ActualEndTime -|HeT Oata un Bpemsda, Korga

®dakTn4eckoe BpeMs N3meHeHne 6b1s10

OKOHYaHUs 3aBepLueHo

KaTeropus HeT KaTeropus nnn AN
N3mMeHeHns

ChangeBuilder -/ 0a Nmsa co3paTtensa 3meHeHuns/

CocTasutesnb iaMeHeHNsA Change Builder's name

ChangeManager -|Oa Nms MeHegm>xepa

MeHen)xep 3meHeHNs N3meHeHnsa/Manager's
name

Homep nsmeHeHus Oa CreHepupoBaHHbIi
cuctemonm HOMep
N3meHeHns

ChangeState - CoctosHune|la CocTosaHne UameHeHUS

N3meHeHns

NHaovkaTop cocTtosaHua| la NHOonkaTop COCTOAHUSA

N3meHeHns N3meHeHuns,
oTobparkaemblii Kak
"ceeTohop"

ChangeTitle - 3aronosok|[a Nmsa N3meHeHuns

N3meHeHns

CreateTime HeT Data wn BpemMsa co3gaHus
N3mMeHeHns

BnngaHune HeT Oxupgaembin  3dekT oT
N3mMeHeHuns, KoTopbln ByaeTt
nosy4yeH

PlannedStartTime Oa MnaHnpyemsblie haTa "
BpeMs Havajsa peanusauumn
MN3MeHeHns

PlannedEndTime Oa MnaHupyemble faTa n BpeMs
OKOHYaHnsa N3ameHeHns

MpuoputeT Oa MpuoputeT U3mMeHeHNA

RequestedTime HeT 3anpoLlleHHoe KJINEHTOM
BpeMs peanmsauunmn
N3mMeHeHns

Services/CepBuchbl Da CepBuUcChbl, 3aTparmBaeMble

N3meHeHnem
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WorkOrderCount Oa KonnyectBo 3anau,
OTHOCAWMXCA K N3MeHeHMno

JononHutensHo, B 0630pe Mou WM3MeHeHUs MOXHO (uabTpoBaTb U oTobpaxkaTb
N3MeHeHna yOoBAeTBOPSAOLLME pPas3fMyYHbIM  3HavyeHUaAM aTpubyToB. [LOCTYnMHbI
chepywowine punbTpbl, KOTOpble MOryT 6bIThb 3adaHbl B SysConfig "ITSM Change Manage-
ment -> Frontend::Agent::ViewMyChangesOverview":

Table 8.19. ®unbTp Mou NU3MmeHeHuUs

ATpuoyT MoppobHo

requested - 3anpoLweHo OTobpakaeT Bce W3mMeHeHusa, nmewoLine
cTaTyc "requested"

pending approval - oxxupaeT yTBepxaeHusa|OtobpakaeT Bce W3MeHeHusa, umerowne
ctaTtyc "pending approval”

approved - yTBep>XAEHO OTobpakaeT Bce WM3MeHeHUs, MMewoLiMe
cTtaTyc "approved"

in progress - B paboTe OTobpakaeT Bce W3mMeHeHuUsa, umeoLimne
cTtaTyc "in progress"

8.8. Mou 3apaum

Mo aHanormm c o63opom OTRS "Locked Tickets", OTRS::ITSM npepnoctasnsetr nns
AKTMBHbIX areHTOB OTAEJ/IbHbIN 0630p 3a4ay Ha3HAaYEHHbIX EMY/EN.

Qverview: My Workorders: All
PR crected 2 | Accepted | Ready 0 | nProgress 0 3
120r2 1 @
swE | | WORKORDERTTLE | CHANGETITLE | WORKORDERAGENT | WORKORDERSTATE |LPLANNEDISTARTALLW| PLANNEDEND
nne:

E Enable Cloud 0812672012 08/20/2012
- 201208283894000049-1 :r nacle Clou jane (Jane Smith Created

Printing 13:29:00 212000

Migrate OTRS
[ ] 201208283894000021-1  CheckChefscript  fest environment  jane (Jane Smitn) Created
103.2 befl.]

08128/2012 08/28/2012
13:30:00 14:30:00

OTobpakaeMble 3HayeHMs MOryT ObITb OTCOpPTMPOBaHbl B Mopsiake YybbiBaHUSA
nam BO3pacTaHus 3HaYeHNn aTpnbyToB B KOJIOHKaX. KonoHKku ans
oTobpakeHuss  3agmatotcas B SysConfig "ITSM  Change Management ->
Frontend::Agent::ViewMyWorkOrdersOverview":

Table 8.20. Mou 3apaum

ATpubyT AKTUBHO Moppo6bHo
ActualStartTime -|HeT Data wn BpeMa Hayvana
daKkTn4yeckoe BpeMs Ha4ana peanunsaunn NameHeHNs
ActualEndTime -|HeT Jata n BpemMa B KOTOpble
dakTn4eckoe BpeMs peanusauns N3meHeHns
OKOHYaHus 6blna 3aBeplueHa
KaTeropus HeT KaTeropus nnm /N
N3meHeHns
ChangeBuilder -|HeT Nmsa co3paTensa 3meHeHus/
CocTaButenb iameHeHuns Change Builder's name
ChangeManager -|HeT Nms MeHepn)xepa
MeHepn)xep N3meHeHNs N3meHeHns/Manager's
name
Homep nameHeHuns HeT CreHepupoBaHHbIN
cuctemon HoMep
N3meHeHns
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AKTUBHO

Moppo6bHo

ChangeState - CocTosiHMe
N3meHeHuns

HeT

CocTosaHumne iameHeHNs

NHaovkaTop cocTosdHus |HeT NHankaTop COCTOSIHUSA

N3meHeHuns N3meHeHns,
oTobparkaemsblii Kak
"ceeTohop"

ChangeTitle - 3aronosok|[a Nmsa N3meHeHns

N3meHeHns

CreateTime HeT Data ©n BpemMAa co3daHuA
N3meHeHns

Bnnganwne HeT Oxnpaembin  3hdhekT oT
N3meHeHuns, koTopbin BypeTt
rnosiyyeH

PlannedStartTime Oa MnaHnpyemblie naTa "
BpeMs Havajla peanamsauunmn
N3meHeHnsA

PlannedEndTime Oa MnaHnpyembie faTta v Bpems
OKOHYaHusa N3aMmeHeHUA

MpunoputeT HeT MpuoputeT NUameHeHNs

RequestedTime HeT 3anpoLlueHHoe KJINEHTOM
BpeMs peanusauunmu
N3mMeHeHns

Services/CepBucsbl Oa CepBuUcChbl, 3aTparmeBaemMble
N3mMeHeHnem

WorkOrderAgent - AreHT gns|da AreHT, Ha3HayeHHbIN AOns

3a4a4un PIR

WorkOrderNumber - Homep|[Ha Homep 3apayu

3aja4vu

WorkOrderState - coctosHue|da Konunyectso 3agavu,

3ajauu OoTHOCAWMXCA K 3MeHeHuno

WorkOrderStateSignal -|HeT LseT "ceeTodopa"

MHONKaTOop COCTOSAHUSA oTobparkaroLini cTaTyc

3afnayn 3agayn

WorkOrderTitle - 3aronosok|[a Nma 3apayn

3apayun

WorkOrderType - Tun|HeT Tvn 3aga4n

3apayu

OononHntensHo, B 0630pe Moun 3anaym MOXXHO hUNbTPOBaTb K 0ToBparkaTb MI3MeHeHns
yOOBJIETBOPSAIOLLNE PAa3/INYHbIM 3HaYeHNAM aTPUOYTOB, KaK MokKa3aHo HuXXe. [JoCTynHbl
cnepyouine GuUnbTpbl, KOTopble MOryT BbITh 3aAaHbl B SysConfig "ITSM Change Manage-
ment -> Frontend::Agent::ViewMyWorkOrdersOverview":

Table 8.21. ®dunbTp Mou 3apaum

ATpubyT

Moppo6bHo

created - co3paHa

OTobpakaeT Bce 3agayn, uvMewoLliMe
cTaTyc "created"

accepted - npuHATa

OTobpakaeT Bce 3agayn, uvMewoLUiMe
cTaTyc ";accepted”
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ready - rotToBa OTobpakaeT BCe 3agaydn, uMewwmne
cTaTyc "ready"

in progress - B paboTe OTobpakaeT Bce 3apayun, wumMmeowne
cTtaTyc "in progress"

9. OTueThbl NO YNpaBJsieHUIO
N3MeHeHUuaAMM

OTRS::ITSM npepocTasBngeT crepywowme oT4YeTbl AN 0109 OUEHKWM  KJIHYeBbIX
rnokasaTesnen B YnpasneHun NameHeHnAMN. Bce oTYeTbl [OCTYMNHbI MPU UCMOJIb30BaHUN
BCTPOEHHOIr0 reHepaTopa OTHeTOB.

9.1. KonumyectBo I3MeHeHUM 3a 3aAaHHbIUA
nepuvoga,

Mpwn 3aKa3e oT4eTa MOXKHO 3alaBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a nociiegHne x-
aoHen) nnn abcontoTHbIN Nnepuog (T.e. U3MeHeHnsa ¢ gaTbl 1 o gaTbl 2). JoNosHUTENbHO,
MOXXHO YKa3aTb CTaTyC MI3MeHeHU, BKIOYAEMbIX B OTHET.

OT4yeTbl MOXHO nojsiy4aTb B "CSV" wan "Print" (PDF) dpopmaTax.

9.2. KonuuyecteBo I3MeHeHuM NO KaTeropmsam
N3MeHeHuu

Mpwn 3aKa3e oT4eTa MOXKHO 3alaBaTb OTHOCUTENbHbLIN (T.€. I3MeHeHUs, 3a nocienHne x-
aoHen) nnn abcontoTHbIN Nnepuog (T.e. UsMeHeHnsa ¢ gaTbl 1 4o AaTbl 2). JOoNosHUTENBHO,
MOXXHO YKa3aTb CTaTyC MI3aMeHeHUN, BKAOYAEMbIX B OTHET.

OT4yeTbl MOXHO nosiy4aTb B "CSV" wan "Print" (PDF) dhopmaTax.

9.3. Konm4yecTtBo OTBEpPrHyTtbix N3MeHeHu#

lMpwn 3aKa3e oT4eTa MOXXHO 3a4aBaTb OTHOCUTESIbHBIN (T.e. UI3MeHeHNs, 3a nocsegHue x-
nHen) nnn abcontoTHbIN Nnepuof (T.e. UsMeHeHna ¢ gaTbl 1 o gaTbl 2). JONOSIHUTENBHO,
MO>XHO YKa3aTb CTaTyc 3MeHeHNNn, BKIIOYaEMbIX B OTHET.

OT4YeTbl MOXKHO nonyyaTb B "CSV" nnn "Print" (PDF) hopmaTax.

9.4. KonunyectBo U3bATbIX I3MeHeHuu

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbIN (T.€. I3MeHeHUs, 3a nocaegHue x-
nHen) nnn abcontoTHbIN Nepuof (T.e. UsMeHeHna ¢ gaTbl 1 o patol 2). JOoNosHUTENBHO,
MO>XHO YKa3aTb CTaTyC MI3MeHeHUn, BKAOYAEMbIX B OTHET.

OT4eTbl MOXHO nony4daTb B "CSV" nnn "Print" (PDF) chopmaTax.

9.5. CooTtHOWweHue N3MeHeHun K NHUMOeHTaM

Mpwn 3aKa3e oT4eTa MOXKHO 3alaBaTb OTHOCUTENbHbLIN (T.e. I3MeHeHUs, 3a nocienHne x-
aoHen) nnn abcontoTHbIN Nnepuog (T.e. UaMeHeHnsa ¢ gaTbl 1 o AaTbl 2). JONosHUTENBHO,
MOXXHO YKa3aTb CTaTyC MI3aMeHeHU, BKIOYAEMbIX B OTHET.
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OT4eTbl MOXHO nonyyaTb B "CSV" nan "Print" (PDF) popmaTax.

9.6. KonudectBo 3anpocoB Ha N3MeHeHue /
RFCs no 3anpocuBlIuM

Mpwn 3aKa3e oT4eTa MOXKHO 3a4aBaTb OTHOCUTENbHbIN (T.€. I3MeHeHus, 3a nocaegHne x-
nHen) nnn abcontoTHbIN Nepuog (T.e. UsMeHeHna ¢ gaTbl 1 o fatbl 2). JONOJHUTENBHO,
MO>XHO 3amMpoCuUTb YKasaTb 3aKa34ukoB M3ameHeHUn/RFC Requester, ona BkAYEHNS B
oTYeT.

OT4yeTbl MOXHO nosiy4aTb B "CSV" uan "Print" (PDF) dhopmaTax.
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Chapter 9. YnpasneHue
pesinzamMmm

Mbl nnaHnpyeM NpeacTaBUTb peannsaunto npouecca YnpasneHus Pennsamm B 6yayuimx
Bepcmax OTRS:ITSM. OgHako, OCHOBHasa WHdoOpMauunsa, MOXeT OblTb HacTpoeHa,
rnosiydeHa v ynpaenaTbCsa yxe B Bepcun 1.0.

Hanpumep, npaBuna yTBepxaeHns mnnum ob3opbl n3 DSL (Definitive Software Library)
MOryT 6bITb HACTPOEHbI N NCMOJIb30BaHbI.
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Chapter 10. YnpasneHue
YpoBHAMM ycnyr / Service Level
Management

The introduction of OTRS version 2.1 marked a complete revision of the internal statistics
framework by allowing the creation of nearly every imaginable ticket-based report via
the web interface, as well as the export or import thereof. In addition to that, by making
use of OTRS existing access conrol features, administrators were allowed to restrict the
generation and display of statistics and charts to specific users, groups, and/or roles.
During the development, special care was given to ensure cross-version compatibility,
meaning that statistics modules generated by previous OTRS versions could continue to
be used. When used in combination with OTRS::ITSM, additional statistics relevant to ITSM
become available with the installation of the ITSMServiceLevelManagement package.

MpuMep NepeyHs 0TYETOB:

Overview: Stats

Actions List
E3 Add STAT#A
Import

TIMLE OBJECT
List of tickets closed last month Ticketlist
MNew Tickets TicketAccumulation

List of open tickets, sorted by time left until

Ticketlist
response deadline expires
List of tickets closed, sorted by response
Ticketlist
time
List of tickets created last month Ticketlist
List of the most time-consuming tickets Ticketlist
List of open tickets, sorted by time left until ) )
Ticketlist
escalation deadline expires
List of tickets closed, sorted by solution time Ticketlist

Overview about all tickets in the system TicketAccumulation

List of open tickets, sorted by time left until

) Ticketlist
solution deadline expires

Changes of status in a monthly overview StateAction

Total number of all tickets ever created per

- TicketAccumulation
Ticket-Type and Priority.

IKCNOPT HacTpoek oT4yeTa B XML:

View: Stat# 10002

Actions Stat Details

Go to overview

Edit

Delete

Export config

Hint

With the input and select fields you can
influence the format and contents of the
statistic. Exactly what fields and formats you
can influence is defined by the statistic
administrator.

X-axis

10002
MNew Tickets
Tickethccumulation

DESCRIPTION

List of all tickets closed last month.
Order by ag[...]

Total number of new tickets per
day and queue whic ]

List of open tickets, sorted by time
left until re[...]

List of tickets closed last month,
sorted by respal..]

List of all tickets created last
manth. Order by a[..]

List of tickets closed last month
which required ..

List of open tickets, sorted by time
left until es[..]

List of tickets closed last month,
sorted by solut]..]

Current state of all tickets in the
system without]...]

List of open tickets, sorted by time
left until sal..]

Monthly overview, which reports
status changes per[..]

Total number of all tickets ever
created per Ticke[..]

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

during the last month.

Opening Mew_Tickets_2012-08-30_10-05.xml

You have chosen to open

from: hitp://vel 208 vo.otrs.com

What sheuld Firefox do with this file?

12 New_Tickets_2012-08-30_10-05.xml|
which is a: XML Document (592 bytes)

==

Open with | Internet Explorer (default) -

@i Save File

Do this automatically for files like this from now on.

Cancel

Value Series

Mise
Postmaster
Service Desk
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OunanoroBbin MacTep co3gaHns WabsOHOB OTYETOB:

Edit: Stat# 10002

Step 2
Select the element that will be used at the
X-axis ‘

Actions General Specifications (1/4)
* Description:
% Dynamic-Object:

= Permissions:

#* Resultformat:

Step 3
Select the elements for the value series

Step 4
Select the restrictions to characterize the
stat

MNew Tickets

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

TicketAccumulation

itsm-change-builder ~ +
itsm-change-manager
itsm-configitem
itsm-service

2
You can select one or more groups to define access for different agents.
CSsV o
et
graph-area

graph-bars

graph-hbars <

reHepaTop npeobpasoBaHusi B PDF BKJIOYEH B CUCTEMY, OH MO3BOJISET S3KCMNOPTUPOBATH

paHee Cco34aHHble 3adaBKN, OTHETbI U

% OTRS il ™

pe3ynbTaThl Noncka B PDF dhopmaT:

Stat#10002

New Tickets 2012-07-01 00:00:00-2012-07-31 23:59:59

printed by Jane Smith (jane@otrs.com) 08/30/2012 10:21:08

% OTRS Raiisiienn™

Stat#10009

Overview about all tickets in the system

printed by Jane Smith (jane@otrs.com) 08/30/2012 10:24:26

Mpumep rpadn4eckoro Crnucka 3asBOK:

66



OTRS

*

Overview about all tickets in the system
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20 +

Queue

M Service Desk [@Spam

[ Postmaster

I Misc
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Chapter 11. NaHensb
AAMUHUCTPUPOBAHMUSA
OTRS::ITSM

MaHenbs aAMUHUCTPUPOBAHUA HABAETCHA T[JlaBHbIM I/IHTepCpeIZCOM adMNHNCTPATOpPa
CUCTeMbl yrpassieHNa 3aABKaMun. Bce OCHOBHbIe HaCTpOI7IKI/I KOH(pUrypaumm cucrtemsl
coCcpenoToydeHbl 30eCb M MOryT 6bITb MPOCMOTPEHbI U/MNN  N3MEHEeHbl Onsd
yaoBneTBopeHna nHOnBMAOyaJibHbIX I'IOTpe6HOCTeIZ.

lMepexon K nNaHenu ynpaBJieHNUsA OCYLWeCTBNAeTCa 4Yepe3 MNyHKT MeHi AAMuH/
AOMNHNCTPUPOBAHME rTAaBHOM0 MEHI0 MHTepq)e|7|ca. 3T0T MYHKT MEHIO BUAEH N OO0CTYNEH
TOJIbKO areHtam uMMewuwuM npaBa agMUHUCTPaTOpa B cucteme. locne OKOH4YaHUA

CTaHOapPTHOM YCTaHOBKM CUCTEMbI Bbl MOXKETE BOMTU B HEE B Ka4eCcTBe agMMHNCTpaTOpa
ncnonb3ys noruH "root@localhost" n naponb "root".

Warning

BHUMAHWE: 3ameHnTe naponb nonb3oBaTens root@localhost kak MoXXHO ckopee.
Ncnofnb3oBaHMe LWNPOKO N3BECTHbLIX NapoJien No yMOSHYaHUIO KaTeropnyeckn He
pekoMmeHayeTcs!
* HauynHasa c Bepcum OTRS::ITSM 1.0
* [ General Catalog ] - O6wunin kaTanor
e [ Criticality - Impact - Priority ] - KputnyHocTb - BausiHue - MproputeT
* [ Configltem ] - OnncaHne y4eTHbIX 3N1€MEeHTOB/KOHMUTYPALNOHHBIX € ONHNLL
* Ha4duHasa ¢ Bepcum OTRS::ITSM 1.1
e [ Import/Export ] - UmnopT/2kcnopT

* HauynHasa c Bepcum OTRS::ITSM 2.0

* [ Notification (ITSM Change Management) ] - YsegomneHus YnpasseHune
N3MeHeHnamMun

e [ Category - Impact - Priority ] - Kateropus - BanaHue - NMpuoputeTt
¢ [ State Machine ] - MawunHa cocToAHNN

e HaymHaa c OTRS 2.2

[ Type ]- Tunbi

e [ Status ] - CocTosaHusA

[ Service ] - CepBuchl

[ SLA ] - CornaweHuns ob YposHe CepBuca
* Ha4duHasa ¢ OTRS 2.3

e [ Priority ] - MpuoputeTsl
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22 g2 g2 ‘t’: B You are lagged in as Jane Srith [)
DASHBOARD | TICKETS | SERVICES |CMDB  CHANGES | STATISTICS | CUSTOMERS Q
Admin
Agent Management Customer Management Email Settings

Queue Settings Ticket Settings

1. Oowmn KaTanor

Kak cnepyeT n3 Ha3BaHusA, O6wnin KaTasnor obcny>xmBaeT cBsizaHHble € ITSM OCHOBHble
HacTponku OTRS::ITSM.

ged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES  CMDB | CHANGES | STATISTICS  CUSTOMERS Q.

General Catalog Management

Actions List

3 Add Catalog ltem

{3 Add Catalog Class

Hanpumep, pedakTupoBaHue 3anMcel B cCnpaBoyHOM Tabnuue An9 BbiMagatowmx
CMNCKOB 3Ha4YeHUI nosemn:

69



OTRS

Real Services

.E .E .E_:_: .: You & inas_lar‘E‘EmiN‘m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS  CUSTOMERS Q.

General Catalog Management

Actions List

TSM::CONFIGITEM::COMPUTER: TYPE VALID
valid

ITSM::Confighem::Computer:Type -

3 Add Catalog ltem )
—_— valid

= valid
E3 Add Catalog Class
- valid

- valid
Go to overview N
- valid

2. HacTpouka KnaccosB
KOH(PUTypauUOHHbIX e ANHUL,

Mo yMoOJiHaHuio, OTRS::ITSM npenocTasnaeT nAaATb OCHOBHbIX KJlaccoBs
KOH(PUrypauMoOHHbIX eOuHWUL, O1A ONMUCaHWs COOTBETCTBYKOLWUX 3neMeHToB WUT
VHPPaCTPYKTYpPbI:

[ Computer ] - KomnbtoTepsl

Bce Cl, koTopble MPUHATO OTHOCUTb K KOMMbIOTEPAM, T.e. AECKTOMbl MU HOYTOYKM,
a TakXe [gpyrme WHTeNNeKTyalJlbHble, HacTpaMBaeMble U He nepudepunHbie
YCTPOWCTBA, TakKMe KakK KOMMYTaTopbl, MapLlUpyTM3aTopbl UAW Opyrve akKTUBHbIE
KOMMOHEHTbI CETEBOWN MH(PACTPYKTYPbI.

* [ Hardware ] - ObopynoBaHue

Bce obopynoBaHue, He oTHocsLleecs K KoMnbiloTepaM, BO3MOXHO OT KOP3UHbI A5
blade - cepBepoB go npuHTepoB wanm USB HocuTenewn, B 3aBUCUMOCTU OT YPOBHS
pa3bueHus/npencrtasneHns sawen UT NHMOPaCTPyKTypbI.

e [ Network ] - CeTb

JNlornyeckmne cetm (LAN, WLAN, WAN wun T.4..), KOTOpble OXBaTbiBalOTCHA Bawum IP
afpecHbIM MPOCTPaHCTBOM.

* [ Software ] - MporpamMmmMmHoe obecneyeHne
Bce nporpaMMHbie MPOAYKTbl U NNLLEH3MN.
* [ Locations ] - MecTonono>xeHue
Bce mecTa pa3sMewieHuns, T.e. 34aHus, pabovne mecTta, Maw3asbl, CTONKN...
ECcnnm aTux NaTm KNaccoB HEQOCTAaTOYHO ANS onmncaHus Bawen UT-nHgpacTpyKTypsbl, C
MOMOLL LI NYHKTa MeHIo "O6wmnn KaTanor" naHenn agMmmHuctTpatopa OTRS::ITSM Mo>XHO

0o6aBnTb Hy>XXHble Kiacchl. MNMocne cosgaHusa HoBoro knacca Cl B Obwem kaTasnore,
Heobxogumo fobaBnTb €ro onmcaHme B MeHto "OnncaHmne y4eTHbIX 3/1€eMEHTOB"
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a2 g2 g2 i 3 2 2 ou are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS  CUSTOMERS Q.

General Catalog Management

Actions List

ITSM:Confighem::Class - TSW:CONFIGTEN :CLASS VALD

— valid
Add Catalog i
[+ e U] valid

= valid
Add Catalog CI
& Add Catalog Class | valid

- valid
Go to overview

Warning

PazpaboTka mogenu CMDB un Cl, koTopble 6y AyT B Hee 3aHOCUTCH 1 YNPaBAaTbCA
B HElM - 3aflavya, KOTOPYIO He crefyeT HedooLeHMBaTb. Hall onbIT noka3biBaeT,
4YTO 3TO BeCbMa >XeflaTesJIbHO MPOBEpPUTb KOoHUenTyasJibHble MbIC/N, MNPOCTO
chopMyMpoOBaB NX Ha NepBOM 3Tane, N USMEHUTb NOCTaBJIAEMYIO MO yMOJIHaHUIO
Mmopens n Habop knaccos Cl gna OTRS :: ITSM Ha BTOpOoM 3Tane. bbino Obl
04YeHb NoJIe3HbIM NPUBErHyTb K BHELLHEeN NoMOLL MW, HanpuMmep, akcnepToB ITIL no
MPOeKTUpPoBaHUIO CTPYKTYypbl CMDB.

Hwxe, Bbl MOXXeTe pacCMOTpPeTb YaCTb OMUCaHNA Knacca "KoMnbloTepbl”, CTPYKTYypa U
MPUHLNMbI KOTOPOro NOHATHLI 6e3 NoACHEeHNN:

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

Type => 'TextArea',

Key => 'Type',
Name => 'Type',
Searchable => 1,
Input => {
Type => 'GeneralCatalog',
Class => 'ITSM::ConfigItem::Computer::Type',
i

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

b

Key => 'AssetTag',
Name => 'Asset Tag',
Searchable => 1,
Input => {
Type => 'Text',
Size => 50,
MaxLength => 100,
Required => 1,
1
CountMin => 0,
CountMax => 1,
CountDefault => 0,
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Key => 'Model’,
Name => 'Model'’,
Searchable => 1,
Input => {
Type => 'Text',
Size => 50,
MaxLength => 50,
i

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

Type => 'Text',

Size => 50,

MaxLength => 100,
1

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

M3MeHeHne anVI6yTOB n nonpaBkn MOXHO cCOeflaTb B obnactu rpa¢)|/|quKoro

penakTopa, Ha)kaB KHOMKY "I3MeHnTb onncaHne":

aZ g2 .ET: .‘:

You are oo

DASHBOARD | TICKETS | SERVICES |CMDB  CHANGES | STATISTICS | CUSTOMERS Q

Config ltem Management

Actions Change

Computer = Computer

Change dlass definition [ ;

Go to overview

'
S chable => 1,
Input => |

> 50,
Maxlength =» 50,

ey => 'Description’',
=> cription’,

in as Jane Smith m
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Warning

YT106bI 6bITb YBEPEHHBIM B LLEIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnstowas
MHpopMaLumsa, OAHa)KAbl CO3[aHHas B MNaHesn YyrpaBJieHUA CUCTEeMbl, Kak
npasuo, He MoXXeT BbITb yaaneHa. ECnum Bbl xXenaeTe Ae3aKTUBUPOBaTb Takyto
WHpopMaLmnio, U3MEHUTe ee 3HadyeHWe B COOTBETCTBYLleM crnucke Bbibopa
¢ "valid/pencteutensHa" Ha "invalid/HegencTeutenbHa" nam "invalid-temporari-
ly/BpeMeHHO HegencTBMTebHA".

3. YnpaBneHue Bepcuamu knaccos Cl

B cuctemy BCTPOEHO yrnpaBsieHne BepCcuaMmn onncaHmm scex knaccos Cl. nga Tekywen
paboTbl ¢ npoueccamu OTRS::ITSM ncnonb3ytoTcst Hanbonee No3gHMe BEPCUN.

22 222°%° ‘,_- You are logged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES  CMDB | CHANGES  STATISTICS | CUSTOMERS Q

Config ltem Management

Actions List
Computer = CONFIG TEM CLASS WERSION  CREATED BY CREATED
C a definiti 1 root@localhost (Admin 0812712012
e OTRS) 10:50:47

Go to overview

4. KoppeKkTupoBKa COCTOSHUU 3aABKM

B npoueccax YnpasneHunsa WNHUmpoeHTaMu, MOCTPOEHHbIX C yyeToMm ITIL, HUMAEHTHI
nnbo pa3spelatoTcsa ycnewHo, 1Mbo 3akpbiBaloTCA C 06X0A4HbIM pelwieHneM. Onsa yyeTa
3TOoro nosioxxeHms B OTRS::ITSM, no ymosi4aHuto, BKJIKOYEHO OOMOJIHNTENIbHOE COCTOAHME
"closed with workaround/3akpbITo ¢ 06x04HbIM peLleHnem".

2222 324% 22

DASHBOARD | TICKETS | SERVICES  CMDB | CHANGES  STATISTICS | CUSTOMERS Q

State Management

Actions List
E Add state NAME TYPE COMMENT VALIDITY CHANGED CREATED
Ticketis closed 08/23/2012 08/23/2012
closed valid
sucl..] 1426 14:26
Hint Ticketis closed 08/23/2012 08/23/2012
closed valid
uns[...] 14:26 1426
08272012 0812712012
closed ticketis closed wit]..] valid
10:49 10:49
08/23/2012 08/23/2012
merged State for merged tic[...] valid
14:26 1426
New ticket created 08232012 08/23/2012
new valid
bl.] 14:26 14:26
081232012 08/23/2012
open Open tickets. valid
14.26 14:26
) . . 08232012 08/23/2012
pending auto Ticketis pending fo[.]  valid
14:26 14:26
081232012 08/23/2012
pending auto Ticketis pending fol...] valid
14.26 14:26
pending . . 08232012 08/23/2012
. Ticketis pending fo[.]  valid
reminder 14:26 14:26
Customer remaved 08/23/2012 08i23/2012
remaoved valid
ticl..] 14.26 14:26

B OTRS::ITSM Bbl MOXKETE U3MEHATb CYLLECTBYHOLIMNE COCTOAHUSA N A06aBnsTb HOBbIE.
ECTb OBa OCHOBHbIX MOHATUA: MMA COCTOAHUA "state-name" m Tnn coctosaHmsa "state-
type". Bce cOCTOAHUSA U X TUMbl AOCTYMHbIE MO YMOJIHaHMIO NOKa3aHbl BblLLE.
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MMeHa/Ha3BaHMA COCTOSAHUM MOXHO BblbMpaTb cBobonHo. B paspene "CoctoaHua"
naHean agMMHUCTpPaTopa MOXXHO A06aBNATb HOBble COCTOSHMA WM MEHSTb UX ANs
CYLLLECTBYIOLLMX TUMOB COCTOSHUNA.

Moxanyncrta, obpaTnTe BHMMaHME, YHTO U3MEHEHUA CAENaHHbIe ONA COCTOAHUSA "new",
TpebyloT M3MeHeHUs psafa HacTpoek B panne kernel/config.pm wnn B paspene
rpacunyeckoro KoHgurypatopa - KoHdurypaunsa cuctemsl/SysConfig.

[...]

# PostmasterDefaultState

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

# CustomerDefaultState

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

To »>xe camMoe OTHOCUTCA N K W3MEHEeHMaM n[na  coctosaHua "open": Hago
BHeCTN Heobxogumble naMeHeHus B kernel/config.pm wnnn B pasgene rpadunyeckoro
KOHGurypaTopa - KoHdurypauma cnctemsl/SysConfig.

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

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

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

Warning

YT06bl 6bITh YBEPEHHLIM B LIEJIOCTHOCTU faHHbIX, B OTRS::ITSM, ynpasnstowas
VHpopMaLunsa, ofHaKAbl CO3[aHHasA B MaHenn ynpasJieHUs CUCTEeMbl, Kak
npaBuao, He MoOXXeT BbITb yaaneHa. ECam Bbl )xenaeTe Ae3aKTMBUPOBaTb TaKyto
MHoOpMaLMio, U3MEHUTE ee 3HayeHne B COOTBeTCTBYylLeM crnucke Bbibopa
¢ "valid/pencTButenbHa" Ha "invalid/HegencTeutenbHa" nnm "invalid-temporari-
ly/BpeMeHHO HefgencTBuTebHa".

5. MaTpuua "KpUTU4HOCTb - BanaHue -
NMpuopuTteT"

OTRS::ITSM npeanonaraeT NATb YPOBHEN NpuopuTeTa A9 3a8BOK:
* [ Criticality ] - KpuTn4HoCTb
3Ha4YmMMocCTb ("KpUTUYHOCTL") cepBuca ansa UT nonb3oBaTens(en)/knmeHta(os)
* [ Impact ] - BansHune
BnansaHune cbosa cooTBeTCTBYIOLWErO CepBMca Ha paboTy nonb3oBaTens(en)/knmeHTa(os)
* [ Priority ] - MprnoputeTsl

MpuoputeT B OTRS::ITSM ecTb pe3ynbTaT, 3aBUCALWLUNA OT Mapbl KPUTUYHOCTbL -
BANAHUE
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MpuoputeT 3asaBku B OTRS::ITSM onpepensdetcda no mMaTpuue MNOKa3aHHOW HUXe W
pesynbTaT npuopuTesaunm ncnosibdyeTtcs B o63opax ovepenen.

a2 g2 a2 ‘i':' l: You are lbgged in as Jane Smith m

DASHBOARD | TICKETS | SERVICES |CMDB  CHANGES | STATISTICS | CUSTOMERS Q

Criticality <-> Impact <-> Priority

Note Priority allocation
IMPACT \ CRITICALTY 1 VERY LOW 2LowW 3 NORMAL 4 HIGH 5 VERY HIGH
1 very low Tveryloy = Tverylow = 2low - 2 low - 3normal =
2 low Tverylov = 2 low - 2low - 3normal - 4high =
3normal 2 low - 2low - 3nomal - 4high - 4high =
4 high 2 low - 3normal = 4high = 4high = 5wvery hig =
5 very high 3normal ~ 4high - 4high - 5 very hi¢ = 5very hi¢ »

Homep ypOBHSA, onucaHme M OEeNCTBUTESIbHOCTb MOXXHO MOCMOTPETb W U3MEHUTb B
MaHenn agMMHUCTPaTopa No ccbinke "O6wnin kaTanor":

a2 g2 .E_:_: ‘:

DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS  CUSTOMERS Q.

General Catalog Management

Actions List
ITSM:Core:Criticality - ITSM::CORE::CRITICALITY VALID
p— valid

Add Catalog Ht

= = valid
I3 Add Catalog CI valid
ey = valid
valid

Go to overview

6. KoppeKkTupoBKa NnpuopuTeTOoB
3aABKH

3aaBkn paHxupytoTca B OTRS:ITSM Ha oCHOBe NpUOPUTETOB 3asBOK, T.e. 3asiBKU
C BbICOKMM MPUOPUTETOM MOKa3biBalOTCA B 0630pe o4vyepenen Bbille 3as8BOK C
60s1ee HN3KMM 3HaYeHUeM npuopuTeTa. MpruopuTeTbl MOryT BbITb OTKOPPEKTUPOBAHHI,
nepenMeHoBaHbl N fobaBsieHbl B rpadhnyeckoM nHTepdence agMmMHNUCTpaTopa.

a2 g2 g2 't: ‘Z "cuarE\w:-_:;iiinas_lare&\uwil\'m

DASHBOARD | TICKETS | SERVICES  CMDB | CHANGES  STATISTICS | CUSTOMERS Q.

Priority Management

Actions List

3 Add priority NAME VALDITY CHANGED CREATED
valid 08/23/2012 14:26 08/23/2012 14:26
valid 08/23/2012 14:26 08/23/2012 14:26
valid 08/23/2012 14:28 08/23/2012 14:26
valid 08/23/2012 14:26 08/23/2012 14:26
valid 08/23/2012 14:26 08/23/2012 14:26

Bonee peTtanbHyl0o MH(OPMaLMIO Bbl HanaeTe B PykosoacTee agMuHuctTpatopa OTRS.
Warning

ATpubyT "id" OTpaKaeT BHYTPEHHIO MNOC/AeN0BaTENbHOCTL MPUOPUTETOB B
OTRS::ITSM - 1 03Ha4Yae€T MUHUMYM 1 5 (MK BbIWE) - MAKCMMYM. YC10 B Ha3BaHUN
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npuopuTeTa CAYXUT AN NPaBUIbHOIFO BbICTPAMBaHWS MOC/e[0BaTENbHOCTH
NPUOPUTETOB.

Warning

YT106bl 6bITH YBEPEHHBLIM B LLESIOCTHOCTU AaHHbIX, B OTRS::ITSM, ynpasnsatowas
MHopMaLums, OAHaXKAbl CO3[aHHAs B MNaHenn YrpaBfieHUA CUCTEeMbl, Kak
npaBuno, He MoOXXeT BbITb yaaneHa. ECnm Bbl )XenaeTe Ae3aKTMBUPOBaTb Takyto
MHopMaLMIo, U3MEHUTE ee 3HadyeHne B COOTBETCTBYLleM crnucke Bbibopa
c "valid/gpencrtBuTtensHa" Ha "invalid/HegencTButenbHa" nam "invalid-temporari-
ly/BpeMeHHO HepencTBuTenbHa".
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Chapter 12. lonosiHuTeJibHbIE
npuno>xeHua OTRS - kaneHpapb

OTRS 3.3 nepBoOHa4YasbHO noggep>xmpaeT paboTy Cc 9 KaneHOapsiMu, KOTOpble MOryT
6bITb HacTpoeHbl B SysConfig. Tam »xe, 3TO YMC/10 MOXKET BbITb YBENNYEHO A0 99, Ha4YnHas
C KaneHgaps 1 n T.4. CCbIIOK:

22227 -2-3 lE fou ¢ in as Jane Smith m
DASHBOARD | TICKETS | SERVICES | CMDB | CHANGES | STATISTICS | CUSTOMERS Q
SysConfig
Actions Result
Search | SUBGROUP ELEWENTS GROUP
n 2269 settings 28 Framework
32 Framework
Framework (432) - 6 Framewaork
gate by selecting fi 4 Framework
3 Framework
¥ Export settings 12 Framework
- 7 Framework
A Import settings 3 Framework
- 1 Framework
2 Framework
9 Framework
16 Framework
4 Framework
n Framework
7 Framework
10 Framework
5 Framework
5 Framework
5 Framework
5 Framework
5 Framework
5 Framework
5 Framework

"TimeWorkingHours/Pabo4ne d4acbl" MoryT wucnonb3oBaTbcAa B OTRS:ITSM ans
onpepesieHNsa TaK Ha3blBaeMblXx "service level windows" - OTpe3koB BpeMeHU B
KOTOpbLIE Balla OpraHu3aumsa rapaHTUpyeT onpeneneHHbIn ypoBeHb 06CnyXnBaHna ans
KnneHToB. Ecnn TpebyeTcs, 3aTeM OHM MOryT 6bITb MPOBEPEHbl U / UAN OLEHEHDI
ona obecrnedvyeHnsa cobniogeHna KakMx-TM60 BO3MOXHLIX corjfaweHun o6 ypoBHe
obcny>xmBaHus.

a2 g2 g2 'i": 2 2 You are logoed in as Jane Smith m
DASHBOARD | TICKETS | SERVICES  CMDB | CHANGES  STATISTICS | CUSTOMERS Q.
SysConfig
Actions Edit Config Settings in Framework = Core:Time::Calendar1

Go to averview
& TimeZone::CalendariName

8td Business Hours

Defines the name of the
indicated calendar.

TimeZone Calendart +0 -

Defines the time zone of the
indicated calendar, which can
be assigned later to a specific
queus

TimeVacationDays:-Calendar1
Month — Day — Text

1 1 MewYears Day (5

5 1 International Work
12 | 24 | Christmas Eve
12 | 25  FirstChristmas D (5
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Chapter 13. UHTepdeunchl
OTRS::ITSM c ppyruMmm
cucTeMamMm

Cnepgylowme 4aCTUYHO obwime nHTepdencol MOryT 6GbITb MUCMOAb30BaHbl A5t obMeHa
noaHHbIMU Mexay OTRS::ITSM n gpyrumm (ITSM) nporpaMMHbIMK NPOAYKTaMU:

* NAGIOS

* SOAP

* LDAP

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

OTRS AG c ynoBoJIbCTBMEM pa3paboTaeT AONOJHUTENIbHbIE MHTEPdENChI N0 3aNpocy Nan
YyseHbl coobuwecTBa MOryT pa3paboTaTb UX.
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Appendix A. GNU Free
Documentation License

Version 1.1, March 2000

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

0. PREAMBLE

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

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

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

1. APPLICABILITY AND DEFINITIONS

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

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

A "Secondary Section" is a named appendix or a front-matter section of the Document
that deals exclusively with the relationship of the publishers or authors of the Document
to the Document's overall subject (or to related matters) and contains nothing that could
fall directly within that overall subject. (For example, if the Document is in part a textbook
of mathematics, a Secondary Section may not explain any mathematics.) The relationship
could be a matter of historical connection with the subject or with related matters, or of
legal, commercial, philosophical, ethical or political position regarding them.

The "Invariant Sections" are certain Secondary Sections, whose titles are designated as
being those of Invariant Sections, in the notice that says that the Document is released
under this License.

The "Cover Texts" are certain short passages of text that are listed, as Front-Cover Texts or
Back-Cover Texts, in the notice that says that the Document is released under this License.
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A "Transparent" copy of the Document means a machine-readable copy, represented in
a format whose specification is available to the general public, whose contents can be
viewed and edited directly and straightforwardly with generic text editors or (for images
composed of pixels) generic paint programs or (for drawings) some widely available draw-
ing editor, and that is suitable for input to text formatters or for automatic translation to
a variety of formats suitable for input to text formatters. A copy made in an otherwise
Transparent file format whose markup has been designed to thwart or discourage sub-
sequent modification by readers is not Transparent. A copy that is not "Transparent" is
called "Opaque".

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

The "Title Page" means, for a printed book, the title page itself, plus such following pages
as are needed to hold, legibly, the material this License requires to appear in the title
page. For works in formats which do not have any title page as such, "Title Page" means
the text near the most prominent appearance of the work's title, preceding the beginning
of the body of the text.

2. VERBATIM COPYING

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

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

3. COPYING IN QUANTITY

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

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

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

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

4. MODIFICATIONS

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

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

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

C. State on the Title page the name of the publisher of the Modified Version, as the pub-
lisher.

D.Preserve all the copyright notices of the Document.

E. Add an appropriate copyright notice for your modifications adjacent to the other copy-
right notices.

F. Include, immediately after the copyright notices, a license notice giving the public per-
mission to use the Modified Version under the terms of this License, in the form shown
in the Addendum below.

G.Preserve in that license notice the full lists of Invariant Sections and required Cover
Texts given in the Document's license notice.

H.Include an unaltered copy of this License.

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

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

K. In any section entitled "Acknowledgements" or "Dedications", preserve the section's
title, and preserve in the section all the substance and tone of each of the contributor
acknowledgements and/or dedications given therein.
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L. Preserve all the Invariant Sections of the Document, unaltered in their text and in their
titles. Section numbers or the equivalent are not considered part of the section titles.

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

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

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

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

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

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

5. COMBINING DOCUMENTS

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

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

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

6. COLLECTIONS OF DOCUMENTS

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

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

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

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

8. TRANSLATION

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

9. TERMINATION

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

10. FUTURE REVISIONS OF THIS LI-
CENSE

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

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

To use this License in a document you have written, include a copy of the License in the
document and put the following copyright and license notices just after the title page:

Copyright (c) YEAR YOUR NAME. Permission is granted to copy, distribute
and/or modify this document under the terms of the GNU Free Documenta-
tion License, Version 1.1 or any later version published by the Free Software
Foundation; with the Invariant Sections being LIST THEIR TITLES, with the
Front-Cover Texts being LIST, and with the Back-Cover Texts being LIST. A
copy of the license is included in the section entitled "GNU Free Documen-
tation License".

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

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