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2. IFLHIC

AZETIEX-MON & OTRS # #9352 & T, X-MON BEARTIZTALLVHNEZER
FTHEFHMELTWET,
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21. X-MON THELI=-[EE% OTRSIZF4 v & LTERYRAD
X-MON TEERA L. RN L-NE% OTRS [TEIET S L TEEDILHEET
LyDELTEBTAHIENTEET,

(PEERKNE]
- #1 ~ ** PROBLEM alert - HOST1 #e
Ticketit12345 iiahhiaindi LE Iil-21
T 00008000 o
L000000e XX o

W %% PROBLEM alert - HOST1/PING &5 CRITICAL

Service: PING

Address: 127.0.0.1 FhrybEBETIER

State: CRITICAL
Date/Time: 2014/02/18
Additional Info:

PING - CRITICAL

AN
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[15188])
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N | AR | Gplt | EH | EEEL | | - EE - wil =&
SN
Ticket#12345 e

KEREOUEEN

5 »
b_ '_,l"' . 5 RECOVERY abert - HOST1/PING In OK *#

L n
e AT—HA%CloSelTH e mon e

it
4050; HOISTL
) Servioe: PING
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4. OTRS &l&

OTRS (& Open-source Ticket Request System DEEFAT, ITILV3 [ZHEHL TS F
—TUY—RDF Y FEITVATLTY,

BB E LTUTORABLRETFLONET,
=T —RAD=-HORMEIZEANTEE,
- JHBEOWEB A U A—TJ 1 —RIZKYFIEHEALF LY,

4.1. OTRS D##E
OTRS [TRD & S GHREZRA TLET .
& ANIILTTRYHEE
BERICD—EDRNEERT L ENTEET,
> BEEILDEVEDLEZEZA—ILTRET S,
> BUWEDLEITRET S, BEICERBEZENT 5.
EWLERBEFTY PR—RXTEEITHENTEET,

o EMEEMAEE (OTRS ITSM/Ayy—)

TEAEEBLTCWS, AYE21—4 . N—FKhz7, . Oy—>ay, Ry k7—4,
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5. OTRS MEA

OTRS DEAFEE BNV LET, KETEHUTOEH/ T, VX F—ILETL
F£9,
® OS: Cent0S6.5
® DB : MySQL

51. ER1ER
OTRS 4 VR =)L BED. Y—N\DHBERXRY I TT,
® CPU Xeon-2GHz F=IXZFNDE#: CPU
® RAM 2GB
e HDD 160GB

OTRS %4 VA F—ILT BHINUTDEEFITOVENTETVET,
® SELinux OEMIL

& WERNYIFI—IDA R M—)L

5.1.1. SELinux ®E31E

SELinUuX AFRMEE I M DEELTIE, UTDAY Y FTHET S ENTEFT,
# getenforce

Disabled

Disabled & &R SN IE SELinux [EEHIZHE>TWET, ZDEAH TEnforcing) &7
2 TWWAIHE(E SELinux BNEZZHE > TWWET DT, SELINUX DERFE T 74 ILELUT
DEIEELFT,

# vi /etc/sysconfig/selinux

#SELINUX=enforcing — AL k7 D k
SELINUX=disabled
ZHEL=RIZ0S ZHBiLH T 5 Z & T SELinux NESHER Y ET,

10
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Ff-. OS #HEEFHEEXGZWMEGEIZOETELTIE, UTOATU REETTSHET
SELinux #|EMICTHIENTEET,
# setenforce Permissive

#t getenforce

Permissive --- Disabled TlEH Y FHAN., BHEEKRLET,

==L, TM3AaT 2 KT SELinux ZEML L1=HE. 0S ZHIEHT 5 & SELinux @
BEI7AILDEHRZTIC selinux DENEBEHZRELET . TOH, AT KT
SELinux #EIZT H5ATH SELINUX DERE T 7 A ILEBIELTL SN,

512 WMELGNYT—IDA VR =)L
OTRS A4 VA b—ILT B=DITRHBLGENYT—VFA R M—=ILLET,
# yum install per|-DBD-MySQL mysql-server per| per|-Iibwww—per| per [-Net-DNS

per |-10-Socket—SSL per |-XML—Parser per|-TimeDate gd gd-devel vixie—-cron

procmail httpd mod_per| per|-LDAP per|-Digest-SHA per|-Crypt-SSLeay per|-core
X EHITIZHINTUVWETA, 1T TAALTLESLY,

52. OTRSDA VAR L—JL
OTRS ® RPM N\ 5 —CH#AWNWT, OTRSDA VA M—ILEfT-oTWVEET,

521. RPM\y5—TOWE
OTRS W RPM NNy T —UIEUTTFICANS EMNTEET,

http://www.otrs.com/try/

AyoO0—KLERPM Ay y—U%H— N7y TO—RLTLEEL,
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522, RPMN\YHS—IDA VA =)L
UTDaAT Y FEHAWVWAZETRPMNAY ST —VDA VA M—ILEITICENTEET,

# rpm —ivh otrs-3.3.9-01. noarch. rpm

Preparing. .. ]
[100%]
Check OTRS user ... otrs added.

1:otrs T
[100%]

Next steps:

[httpd services]
Restart httpd "service httpd restart

[install the OTRS database]

Make sure your database server is running.
Use a web browser and open this link:
http://localhost/otrs/installer.pl

[OTRS services]

Start OTRS 'service otrs start’ (service otrs {start|stop|status|restart).

((enjoy))

Your OTRS Team
EREO& 512 T(enjoy)) EERFENNIES VR F—ILIEET T,

RIZEKRBREZITVETH. ZORIIZ Apache & MySQL ZEEISETHEET,
# service httpd start

# service mysqgld start

12
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53. BEXETE
AR b=)LLT=OTRS ZH AT H1=DDEARFZEETVET, CIHhBIFTFVY
tTcoBELBYET,

53.1. OTRS ~##k
TSHOHFKYLTOURL #EET ST ETOTRS DEARRTEEE~NBHBLET,
http:/{OTRS 4 X k—JL LI=H—/\®D IP 7 K L X}/otrs/installer.pl

UTOEEARTEANE, ELCERVITATHLES,

R R A 2592 ATwF 4

&£DCF OTRS ~

UsA Germany
OTRS Inc. OTRS AG
19925 Stevens Creek Bivd. Morsk-Data-Str. 1
Cupertino, CA 95014-2358 61352 Bad Homburg
e Tk
Mexico The Netherlands
OTRSSA de C.V. OTRS BV
Qs0 127 - 105, Col. Del Valle Schipholweg 103
03100 Mexico, D.F. 2316 XC Leiden
wE a5
Malaysia Hong Kong
OTRS Solution Shd Bdn OTRS Ltd
Mo 17-1B, Jalan Puteri 2/7, Bandar Puteri, 47100 Puchong Rm 406, 4[F, Boss Commercial Centre
Selangor 28 Ferry Street, Jordon
3 e
Webtr
A=l
b 2N
P e N ]

COEEARTENNIE RN 2V )y LTLEELW,
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GNU AFFERO GENERAL PUBLIC LICEMSE
Yersion 3, 19 November 2007

Copyright () 2007 Free Software Foundation, Inc. <hiipr//fsf.orsd>
Everyone is permitted to copy and distribute werbatim copies
of thiz license document, but changing it is not allowed.

Freamble

The GNU Affero General Public License is a free, copyleft license far
software and other kinds of works, specifically desigred to ensure
cooperat ion with the conmunity in the cese of network server software.

The licenses for most software and olher practical works are desizned
to take away wyour freedom to share and chanze the works. By contrast,
our General Public Licenses are intended to guarantee wour freedom to
share and change all versions of a progrem--to make sure it remains free
software for all its users.

When we speak of free software, we are referring to freedom, not
price. Our General Public Licenses are desizned to make sure that you
have the freedom to distribute copies of free software (and charge for
them if wou wish), that vou receive source code or can get it if you
want it, thel vou can change the software or use pieces of it in new
free programs, and that you know vou can do these thinss.

Developers that use our Gereral Public Licenses protect yvour rights
with two steps: (1) assert copyrizht on the software, and (2) offer
vou this License which gives you legal permission to copy. distribute
and/or nodify the software.

# secondary benefit of defending all users’ freedom is that

improvenents made in alternate versions of the program, if they

receive widespread use, become available for olher developers 1o

incorporate.  Many developers of free software are heartened and

encouraged by the resulting cooperation. However, in the case of

sofiware used on network servers. this resuli may fail to come sbout.

The GNU Gereral Public License permits making a modified version and -
lettine the ruhlic arcess it anos serwver withat euer releasine its

SMEVACREYTS

St R ICEELA

B AN A

AL RADEEAMNRRINEFITDT, MV RICRETHEEEF 1512V XI(C
BETH] #0)vILET,
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AT Bz ATw7 3 AT 4

F—h— 2R (214)

A7 |MySQL -
Oracle
PostgreSQL

o

A2 b=l @ Create anew database for OTRS
Use an existing database for OTRS

A—hT A Q@

FRITDIT—FN—XADEEZERLFET, SEIE IMySQLI ZFEALTEYFEITD
T. 24 7IZ TMySQLJ. 4 >R k—JLA A FIZ Create a new database for OTRS ]
ZBEIRLT TR~ 209y OLET,

ATy AeP e ] AT 4

Configure MySQL (2/4)

2-4— |root
IR

T == 0root {20 —FEERELILISS. CORETANLL INIEHUE B AL E3TEL S S13. COMREEEOEE
12T

FAk |127.0.0.1

R S AN A ]

MySQL @ root 1—H DEHRERFEL ET . MySQL 4 VR b—IL L T A HERE
EXBLTVRIMERIE. Z0FEFE [T—EA—RHREEFIVI1 &V UvILT
{fFZEW, root A—HD/SRT—REEBLTWAIGEX. /SART—RIEBEBIZEE LT
NRAT—RZEAALTLESLY,

15
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ATvF 1 ATwF 2 AFw7 3 AT 4
SAEY F e A

Configure MySQL (2/4)

2—%— |root
JAT-F

T—dev—JMroot AT - FESRELLES . COSEEAN LM ThIERUEE A 2T UES L. COMBEEEDEE
12T

H2F |127.001

TR AFx 9 DOER
¥ F—RN—AF » ZCHRTILELIC,
Database User (¥i#f)
S=gi=: |
ZMOTRS AT LTSN BRI T — At — 22 —H — D EfignE 1,
ST | ——

Generated password: PTMKpVinBGLOMNwC
T=Eke=71

e |ofrs

B S L A

[T—AAR—XFzyVICENILELIZ.] ERTFSANIEHEDHY FEA., L. &
B9 HI5EFBREEREZREL T LY,

ZOEETIEOTRS THEAT AT —ER—RADHREEFITVET ., HAMICEZFDOEFE
TR~ #BIRLCHEDHY FBA, 112, SEOBRETRELLRYETDT. AN
ENTVBERV/IIRAT—RIZDEFELTEEREVNESICLTLESWL, 8. T
TAHILEDISRT—FIENRT—FEEOTICHIBDIXFNTI4IL ETANSH
TWA/IXRT—KTY,
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E_

] AT 4
HiBiTH L- ILERE i

F a2 E (204)

+ CREATE DATABASE “atrs®
+ GRANT ALL PRIVILEGES
+ FLUSH PRIVILEGES

+ Processing otrs-schema

L4 Processing otrs-initial_insert
+ Processing post statements

Database setup successful!

R

Powered by OTRS 3.3.8 =TT @

COE@EICAENIEDB DERICEILTEYEIDT, TR 2V v I LTLES
(A

17
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AT LEHE (3/4)

LRATLID

AT L DFQDN:

ERE -

FiiEid
oz
EEREZR =
WebZOFT/F
HBRELEE:
MXLa—FDFz

AT LDFRIF S F e b ESEHTTPy L aIDI3COESTEENE T,

localhostlocaldomain
22T iDFQDN
admin@example.com
LATLEREDH—ILFELR

TOARTLA

[Syslog 7]

O iy BT FEERT DI T

| Japanese (BHEE)
BFEDEEE.

ANBNIA— LT FLAFDNSOMXL O — FAR S 3N E T, FIFL TLVSDNSIRNA MBS . £ 307 FL AR TS
fal dE | oA F s EERLE TS .

N

owered by OTRS 3.2.8

A=ThIn Q

OTRS DEMMBHREZEITVET . &

HE4A

SRATLID

REBEBIFLUTDBEY TY,

e

BHOTRS AFHET HHBIC. TNEND OTRS ZHA S

E5-HDETT,

L RF LD FQDN

OTRS H—/NNIZEHIT =D FODN #AHLET,

EHEEA—IL

EEEDA—ILT FLRAERELET,

ik

HHDEBRZEADLFTT,

AJESa—)L OTRS A AT 505 DEAAEEHRELET . Syslogl
M™MIo274)L] ZEETEFET,

REDEE OTRS THEAY ABRENEELERLET,

MX La—FFzv¥ BERINFZA—ILT FLADEHIBRTEINE SN ETF T

vy LET,
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ATyF 1 ' RTeZE : AT 4

A—ILEEE (314)

S A ILSHE
ElE— e [SMTP v
BEEA— A TEER
AR |25
FE(EA— LA —FEER
SMTPF AL
SMTPHAME
SMTPEZEE U
SMTPERERD- LB SEIE T 7
FSA— ILFE

Bl LaiF [IMAP v
F{EA— LB IEEIR
B{3A—LHAL
BiE— LA
FEA—Ia =
A=NAERFTDI—
BE— I ARD—F
A= EBETR AT

| ALNERFroY | | COFIEERTT |

~=hyTn Q

CCTIEA-ILDEEETVET,

A= EFERALGVWELFETREEZTI>HEICOTEL T TCOFIEERITT ]
FBEIRLTLLES,

A—IDBREETIHEIXMEZAD LR, A—LEEFzv Y1 #9)vosLTL
EEW, A—ILOREICHRITNIERY T7 YT o4V RIT IA-LREFT VY
[CHLEL =] ERFEINFT, TT—MNRREINDHZEFK. BHICAHALTLS
EZRELTTFSL,
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BTULELE (414)

A&4—|~e—22: hitp:M92.168.10.125/otrsfindex.pl
a3 —+—: root@localhost
JiAT—F. oAToTGBYMXfuxuDu

({enjoy))
Your OTRS Team

Powered by OTRS 3.2.8 RehvFn Q)

COEENMRRENNEERAREFTET TS, CIITRRTEATVLSERIFOT A
DRICERALEITDTENRLGNESITL TS,
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532. OTRS MHEEERE
OS Higgikt OTRS DY —EXDEET & 5IC HTTP. MySQL. OTRS O HEiE
BREETVET,
chkconfig A< > KlZotrs Y—ERXRZ&EHRLET,

—add otrs

-OTRS &R EFIE -

# chkconfig

chkconfig 3 > KT otrs, httpd,musgld O B#hiE2EB L BRI L FT,

# chkconfig
# chkconfig
# chkconfig

# chkconfig
httpd
# chkconfig

mysqld
# chkconfig
otrs

otrs on
httpd on
mysqld on

—Iist httpd
0:off

—Iist mysqld
0:off

—list otrs
0:off

1:0ff 2:on 3:on

1:0ff 2:on 3:on

1:off 2:on 3:on

LEDBERNIRTENTUONIEERERFTET TY,

21
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533. T—8R—ZADRENEHE
OTRS DT 74 FDKETIE, YA XADKEFWNYT—DFEA VA =)L TEFEE
Ao OTRS MBIV T—D%F A VA R—=ILT 18, MySQL DBREEZEFT HNE
BHYET,

UTDaAI U RTHREI7ANENYITYITLET,
# cp -vip /etc/my.cnf /etc/my.cenf_old

“/ete/my. cnf’ => " /etc/my.cnf_old’

BREZ 7 ANERELET,
# vi /etc/my.onf

RET 7 A VAN max_allowed_packet {727 7 4/ h®D 1M 75 128MIZEE L £,

max_al lowed_packet = 128M

MEL, Ny I T v T T ANEHBRLET,
max_allowed_packet TTUANEE SN TWRWNWI E 2R LET,
# diff /etc/my.cnf /etc/my.cnf_old

< max_al lowed_packet = 128M

> max_al lowed_packet = 1M

PIFD =z~ KT mysqld ZFE#EN L 9,

# service mysqld restart

PLET MySQL O ELEENET LE LT,

22



-OTRS &R EFIE -

53.4. OTRS DitE
ERBENTTTDHEUTOOT U FTOTRS ZEBISEHZENTEET,
# service otrs start
Starting OTRS.
Checking httpd ... done.
Checking database connection... Trying to connect to database
DSN: DBI:mysql:database=otrs;host=127.0.0. 1

DatabaseUser: otrs

Connected.
done.
Enable /opt/otrs/bin/otrs.PostMaster.pl ... done

Checking otrs spool dir... done

Creating cronjobs (source /opt/otrs/var/cron/*) ...

done.

——>> http://localhost/otrs/index. pl <<—
Final start of OTRS.. done

N TOTRS M{FFEIIET T,
EIFENHRERTEE CRRaANTWNV=RAE— MR=JIZT SO TT7IEALET,

£DIZF OTRS ~

* -+ —:

= J =l

1 E- 08 o

AJ4 VEBENMRTENETDOT, FERTEECTRRENT: [1—H—] & /IR
T—FR1] ZAAL, BG4 200y LTLEEN, ROOBTAUIZD2FFEL
TP RBEROINBIEENCSVET,
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{REHERENIT 4t
O F ook (0) | L% a-rmF ek (0) | £ TOF 0k (0
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fal

T2HL =g Ttk

AwaFTut (0) | B&Fa-AFTut (0) | ETOF Tk (0)

TICKET# R Akl
fal.

FERF Tt

Ol Forob (0) | $825% 2= F 7ok (1) | 2 TOHF Tk (100) 1234522

-OTRS &R EFI

b ERE

E_

COLS>HEENRREINNEDT A VTR LTLET,
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-OTRS EEREFIE -

6. OTRS & X-MON D A — )LE#EHRTE
X-MON M5 D@EE A —)L%F OTRS AEUY AL =HDEREIZDWVTZHBNLET,

6.1. OTRS MEHESRTF
A—)LEED-OIZHEL OTRS AITHOHHARTE L EEREZITVET,

6.1.1. EEERI—TOEK
X2 T4 LERXR—RA—HTHbroot I—YFTIEEZHRITHIZLFFFELLHY
FH A, OTRS THEZTI-OOEEERI—TFEHERLET,

ANySF—AZa—&lY TEHE)] Z:ERL, EEEAZ21—ZHEET,

BE | Frob  #E CEE Q

SHwirah—F

DLOHARE T o A L

MEYEEE) A-a—Nmb MBYFE) 2BRLET,

BLETE

Ilﬂéi%ﬂ)ﬁiﬁ'it%ii = O ERREEIR

EYEFS -~ amiE O ADPEREEE

BEHEFO — )L~ IEE O— )AL — T GEEE

BUEAZ2—&Y MELEDBM K227y LET,
BELEEE
1 {F

| wal
DAlFh-FONERTEET.

| EuEoE |
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ELEFROANBELIRTEINEIDT, HAREEZANLET,

BLECRE
ea
* b EIEIE OO
* g LATLERE
* 1 —*f— | admin
PAD—F
* »—Jl0 | dev-2@u«-trans.jp
HihEsh: | |/Eh v
=5 Japanese (BAREE) M
OSSR
< EEXRRCHATSI1I—FEMEEELET.
£ EEXRRCHATSI1I—FEMEREELET.
1—H4% OJAVIZFAYT 51— IDEEELET,
IRRT—F A—H0aTA4 IRRT—REEELET,
A=l A—HOBEHMEA—ILT FLRAEZEHELET,

EEI RE2EV VI HE A—FADHERTER—IONRTENFET,
EEERTH S Tladminl JIL—TETITFzv I &LNT NEEI REVEI YYD

LTLESELY,

i)

BLE TR AT OMEEER

1+ gt -

¥fs | Fhid
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-OTRS EEREFIE -

—EEHEEENMNSOTTFTI ML, REFEEEFLE-EEERLI—YTOIILET,
FyLaR—KIcOJ4 0 TE, FOERTRARSNTVEEENRRENLG G-
TWBH I EEMHRL TS,

LI E T PMERR - —F DERIISE T T
LUF ORI Z OEBIMEIR L — Y TIT W E T,
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612 X1 —DFKE
A—LERYRALF 1 —DER. REZTVET,

6.1.2.1. ¥a—%1m

ANy B—AZa—&Y TEHE)] Z:ERL, EBEAZ1—-ZREFET,

Fa1—BEAZa—h"b Fa—] ZERLFET,

$2-E8F

E =y Create and manage

templates.

Link templates to queues. BEnEE T ol E sl
Fo —FHELE B T e D ER S BT
Link attachments to IS e TR
templates.
FEOI RS EIE

28



-OTRS EEREFIE -

BEEAZa—Mb [Fa—%BM ZBIRLET,

Fai =8
S

+ 2 %R0
I |

2 b

ARNT+—LBERTRENFET,

Fa—EEMN

* I
COFFFa—

* -

Dy AOREBRERRR 55

IAAL —3al - HIOEEERER (1)

TNl —3i32 - FREER ()

admin -

0 = FRERRLAGN 1 - 24 B5RE = 1440 57 - EFSOSRAD AT ESNET
EHENFT ok OyoiE, Do PRI 5 TLTL WL vES. DD R8RS thDiBSENF Ty
FEBYTELLICHYET,

BRI - <))
0=T2AL—al Uil - 24 1578 = 1440 &5 - SIEREO A EANE T

o TEFESNREOEI C. SRR F o M CERE RS SNBSS TL vl i, - LAEE. EEE S DiE
FEEL S TL L e S, Fro bR I AN el ahEzT.

(Emd2EE - -
0=T20L—a2 000 0 - 24 1508 = 1440 77 - ERRBIO A EahE T

A= L EDIBI A AT - — L SENEN RSN EhIE . T AL — e BRI I e - EN E
T Lo TESRSTLZIER CERE SO ASE A — LB DR FENSh AL RS, Fry TN

Py ot =
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UTOREERBZEZANLTLESL,

e Fa1—DEMERELET,
VATFLF7FLR Fa—ITEW=A—ILIZIRIET SBDEETA—ILT FLR
#HRELET,

AND%&. TEEI REAFV VI THEXFI—PEREINET,
ERRLF-Fa—lFdFa—1) R MZIEEINFET,

Fa1—DREFEHELEET S EMNARETT,

YRb
= W -7
users
users
users

users

users

e

All junk tickets.

All misc tickets.
Postmaster queue.

All default incoming [...]

VALIDITY
aih
A
aih
Hih
Hih

TEH

2014/02/24 13:26
2014/02/24 13:26
2014/02/24 13:26
2014/02/24 13:26
2014/02/24 17:28

=]

2014/02/24 13:36
2014/02/24 13:36
2014/02/24 13:36
2014/02/24 13:36
2014/02/2415:24
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6.1.3. *—ILZEHRTE
A=Y —NIZEWzA—)L%E OTRS [CHRY AL -ODHREEITLVET,
¥ OTRSIZHYRAFENFA—JILIEZETO FaNLNIZTEL LT A —ILH—/INK YHIRE
NET, TDREH.OTRS AICA—LT IO FEZCRHEVWZEKBENTEVET,

6.1.3.1. A*—ILT7hOr bE&E
A—J)LE OTRS [CHYRATD A —ILY—NE, THOU MEZEELET,

ANy B—AZa—&Y TEHE] Z:ERL, EBEAZ1—-ZREFET,

A—IEEAZa—DID A—)LT7HOU ] ZEIRLET,

H—IERE

A IURIEAPOPIMAPTH  B{EA— L TILA

CAER

;@}«’R?hﬂbﬁ*—)bﬁfé%?& A= ILAE S RO SMIMESFERZE

EniE =iE

=L AEERAmPGREEIR

BIEAZa—&KY TA—LThHDU bEEM RE2VEV YV I LET,
AT/ ERR
1#(F

A= eFhovHa
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ANR=—CUHRTEINET,

A= TFHa kB
= 247 IMAP -
« 1—1tF—&:  mail_otrs
= AN ssas

= A | mail_otrs.example.jp
Al: mail.example.com

INBCX

= 58H LI »
= fEkiy | tanEe: GEIR LkRa -THRDSD o
x Fa—: X-MOM_Alart o

= FrhiEs: B -

EfE | Ikl

UTOHREBRERBZANLTSESLY,

447 A—IDZETOFILEBIRLTLESL,

aA—Y4 A—LERIET D, A—ILH—NRDTHI U bREEELET,
IRRAT—F A—ILERET D, A—ILYF—/DNRRAT—FEEELZET,
RR bk A—IVEZIET D, A—ILY—NDOF7 FLREERELET,

&Y 5 (HE A—ILDIRY DT HEEERLES,
FIFEER LI TFa—) [TA—ILZERY AL O
NERLIzF2—TIRY D IT] EEIRLTLESLY,
*a— A—LERYDITAF2—ZFHEELET,
—EMD, SEFEERMLEF1—REHRELTLLESLY,

ARE TEIEI REVEIVVITHEA—NTHhIO Y HRMERESNET,
AT AT FDOREFERBRLEREST S EATRETY,
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6.1.3.2. OTRS M A —JLDE Y :A#HfElm

OTRS [F 10 AR TA —ILOBMYRAHEIT>THEYET,

A—ILORYRAHEREERT HIHE. F—NICATA UL, BEIT7MILOEZTHBAN

WETYI,

LTOBITIER, A—ILORYAH#ERE 5 HERICEELTEYFEY,

BREIT7ZFANLTALY FJIZEBL, R—LTALY RMIIZNY I T TERBLET,
# cd /opt/otrs/var/cron/

# cp —vip . /postmaster_mailbox ~/postmaster_mailbox_back

*. /postmaster_mailbox’ -> “/root/postmaster_mailbox_back

N7y THGER. BEI77MILDREZTVET,

# vi ./postmaster_mai lbox

cron 274D [10] &> TWAEMRE 5] L2z FET,

*/5 * % * % $HOME/bin/otrs. PostMasterMai lbox. pl >> /dev/nul |

ENHBRL, EEEZA-ERMOANERESINTWNWSZEFHERELET,
# diff . /postmaster_mailbox ~/postmaster_mai lbox_back
3c3

Cx/5 % % % % $HOME/bin/otrs. PostMasterMai Ibox. pl >> /dev/nul |

> %/10 * * % * $HOME/bin/otrs. PostMasterMai lbox. pl >> /dev/nul |
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6.1.4. BMEEDRTE

6.1.4.1. BIRIFEIE & B 5%

ANYF—AZa—KYEHEZERL, EEEAZ21—ZHRETET,

Firy bREND TBIMIMEE] ZERLES,

F ook BT

18 SFI 5T DIRANE E A EER BRI ER SR
5 3

FTob2AIMIERREER  ACLIDERESER

F o HARRDI R EIR FroHBEEDERCEE

= DR il e R EL D ERR S B TR

o —E A L)L AR (SLA) (D
PER-EIE

34



-OTRS EEHREF

E_

BEAZa—TF7y bl TLEIUEY TAX) #BRLETS,
1R{F
e

Add new field for object: SC=F
Tt

Add new field for object: 7wk

ANR=—UHRRTEINFET,

General

* Bl validiy. I -
Must be unique and only accept alphabetic and
numeric characters. Field type: | #53L

* Label

This is the name to be shown on the screens Objecttype: | FTvb
where the field s active

* Field order. 8 hd

This is the order in which this field will be shown
onthe screens where is active

A Field Settings

HRE(E:
This is the defaultvalue for this field

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens.
191 http:fis ome example.commandle?query=$L QData{ Field1}

FaSES ]

UTORFEE TENENBMBEHEZEFL TSN,
EEl REEV VYD T B EBMEEMERSNETS,

HE A ANE
E:) TicketFreeTextl

IR)L SystemMonitoring HostName

HE 4 ANiE
CA| TicketFreeText2

IR SystemMonitoring ServiceName
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-OTRS EEHREF

E_

BUEAZ 21— T8E] TLFI &Y TR #BRLFET,
1
e

Add new field for object: ﬁ
Tt

Add new field for object: 7wk

ANR=—UHRRTEINFET,

General

* B

valigiy. A -
Must be unique and only accept alphabetic and
numeric characters. Field type: | #53L
* Label

This is the name to be shown on the screens Objecttype: | FTvb
where the field s active

* Field order. 8 hd

This is the order in which this field will be shown
onthe screens where is active

A Field Settings
HRE(E:
This is the defaultvalue for this field

Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom screens.
191 http:fis ome example.commandle?query=$L QData{ Field1}

FaSES ]

UTOREERER THMMEEZERL TIZEL,
EEl REEV VYD T B EBMEEMERSNETS,

HE A ANE
E:) ArticleFreeTextl

IR)L SystemMonitoring StateName
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615 BEGNYT7T—SDA4 VX =)L
6.1.5.1. System Monitoring /A v —2 DA VX b—)L
X-MON & O:EEICHEL OTRS ZEDEBMEREXEALET,

ANy B—AZa—&Y TEHE] Z:ERL, EBEAZ1—-ZREFET,

VATLER O TR\y7r—C8HE)] Z8RLET,

AT LETR

Manage tasks triggered by Manage system registration.

event or time based

execution.

3 —H'— | TIEEIFIE(E
{BEE MR wEE

BiFtzaeia B8 D0 =T LAALTF T kG
FER .

AT LO5
PATLAT A -UFER D, | SOLINIDET

Configure Processes. AT LEEDRE

Create and manage web e e ;J’J o
Semnices. T — AT B RS IEE
Admin-Support Overview.

37



-OTRS EEREFIE -

BUENGAZa2—DYRD M BBROEFHZITI &,
FTUoZAVYRD M ORABHLEFENET,

FAZ AR

BRI =g
232

1.0.4

[~ -
-
b
[

1.5.

[
g8}

= M
Wow oo oWk
- hd

3

J—
——
- -
1

Ny r—ID—EhH 5 [System Monitoringl Z3&ERL 41 VX F—JL1 9 1)vo L
F9,

Using the SystemMonitoring Module

SystemMonitoring 2.5.2
For configuration instructions please refer to the enclosed PDF documentation.

]

T2 2090 F2EA VR M—LDBBEYVET,

[ a1 R E ot ol

£l =g

[ ormsyey 252

AR M=INETTSHEOA—HILYRD b IT TSystem Monitoring] /3y r—Uh
EBmMmEhET,
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6.1.5.2. System Monitoring DE%5E
X-MOND LR TLA—LT FLRADSEE

BYADBEDREEZITVET .
6.1.5.2.1. Core::PostMaster M%7

EEEAZ2—ZRE. VATLEE D

REFIR -

-OTRS &%

SN A—ILEZBEMICEELIzF21—IC

TN r—U8H | Z2:8RLET,

AT LETR

Manage tasks triggered by

event ortime based

execution.

3 —H'— | TIEEIFIE(E
{BoEE
[ R = ] N 0a —F AT — 05
2o,
AT LT
SQLITMET

Manage system registration

(DREE 1 EIR

AT LT Atz —UER D,

Configure Processes.
Create and manage web

SEMVices.

Admin-Support Overview.

e AT T ST
T — D BEERSALE

:PostMaster] #51) w4

B{EA —2—h 5 [System Monitoring] #:&R L. Core

LEF,
S ol N W B o |
#iE e
| x| # YL -T

| ZEDTHIZAE—T |

| & ZEosvE—F |

L 1212 - B
I Systembdonitaring (1 41 - I
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Core::Postmaster DR EBEENRTINET,
FIVIRVIRIZTFIIIEAN, T4ILADEREZFILET,

-OTRS &R EFI

G Y Wy N er)

—RiR3

HiE FEERE in SystemMonitoring -= Core::PostMaster

I [¥] PostMaster:PreFiter

ing

the filter should run AFTER
PostMasterFiltes.

Menitoring Suites. Use this blods if

ArticleType
CloseAdtionState
ClosePendingTime
CloseTicetRegExp
DefaultService
FreeTextHost
FreeTextService
FreeTextState
FromAddressRegExp
HostRegExp
Meodule
MewTicetRegExp
SenderType
ServiceRegExp

StateRegExp

ey

(k=]
note-report
closed successful
172800
oK|UP

Haost

allm|[=

nagics@example.com

'5"Host:\s+.")\s™
Kernel::System::PostMaster: Filter: Systemh
CRITICAL|DOWN

system

‘s*Service!\sH. s

‘s"Statels+\5+)

Bz dE. RRAMF—ERADEEREMNMA—ILERYRAAFLKEIC, RRA MR, —
EXZ., AT—3RZREFELTHEE, ALKRR M, Y—EXDNSDBEHA—ILE 1D

DFTY MIFEEDDESIZBYZFET,

40




-OTRS EEREFIE -

LT, EEHBIZDOVWTOHRALEREDANETT,
REFTTR. BERTICHD EHI REU0ERLTREERBRSIETILSIL,

ArticleType

CloseActionState

ClosePendingTime

CloseTicketRegExp

DefaultService

FreeTextHost

FreeTextService

FreeTextState

EESRFENLGLEFDEANZEELEY . SLEFOEAICOLTIE
LT & CHERCEEEL,

email-internal

X-MON Mo DEIBA—IVERELERD. F7v FORT—4
AZEEELET,

closed successful

BIEA—LZENSTFTry b2V O—XTE5FTORBHME
BELFET, (B ®)

172800

BIBEHET DRT—ARIATER/ELET, EHRREHLF
ATEFET, BREEITDERIF M1 ZANLTLEE,
OK|UP

H—ERIEBMELMEEIZ, FreeTextService 7 4 —JL KIZA%
[EZEEITHENTEET . I Host DIEFEENDERIZFE
REnZEzd,

Host

KRR MEREBM I SF Y T —ILRESEHEELET,
6.3.1 ETEH L I-BIR0%EEL [TicketFreeTextl] MBS EFIAL
F9,

1

Y—ERBFRERMITSIF 7Y P T —ILFBESEHEELE
¥, 6.3.1 ETEHK L -ERIFEE [TicketFreeText2] N&ES % F
ALFET,

2

AT RBERERMT HEEE T —LIFESEEELET,
6.3.1 ETEEH LI-BIR0%EEL ArticleFreeTextl] DB S ZFFIAL
F9,

1
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FromAddressRegExp

HostRegExp

Module

NewTicketRegExp

SenderType

ServiceRegEXxp

StateRegExp

-OTRS EEREFIE -

RYDTETIEERT FLATY, ERRBEMVFATEEYS,

X-MON [ZEFEINTF-ZEETA—ILT FLRAZEEELTTELY,
BHA—LAXDRR MERZERZREHL TLAHITEEELFT,
EREREMNFATEET,

¥s*XMONHoOsSt:¥s*(¥S+)¥s*
A—ILOBYRAETITATSLEDa—ILERELET.
TI7HIEDBRETRVEE A,

(T7AILE)
EEBEHMA—ILEHIFT HRT—2 R4 TERELET,
CRITICAL | DOWN | WARNING | UNKNOWN | UNREACHABLE
Fy MIRBEINEIEEEDI A TEEELET,

System

BEIA — VAN DY —ERBERETH L TLSITEHEELSE
¥, ERRELFATEET,

¥s*XMONService: ¥s*(¥S+)¥s*
BHA—ILEAXDRAT—F2 AERELHEL TLHITEEELE
9. ERERBENFIATEET,

¥s*XMONState: ¥s*(¥S+)¥s*

CloseActionState ME%EE% lclosed successfull & L1=15&. EIBA—ILEZITE D
EF7y FEECEEIO—XEINTLEVET,

—ERICREE L TH < B A . CloseActionState [CRT—H2 AL EHEET S ETHEEL
ERGOA—VIZEEST DI ENTEFEY,
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6.2. X-MON D%FE

-OTRS &E#EHE

X-MON M5 OTRS "D A — )LEEREICHEBELRRTEXEEHLET .

621, BHMaA—Y1—5DEM

OTRS N B A — L EEET 5D, EMLI—HFEERLET,

EEEA 21— 2—HEH) JY1—H-BEREZRTLET,

1-9—E6

I—YEE | 1-—HJ)L—JEE | LDAPH—)(EIE

W wars | B os | O #eese |
admin | EEE X-MONO— AL | SRAFLAEIRE | 20165077268 13825523% | | wp FHEFET

J Leader | F-—AU—4— | O/ &FALR | BN

MFRER) REVED ) vV T5E1—FEREENRTINET,

I—HID(HEEF)
OTRS

J—HEf
OTRSEHEREN T —H—

J—H1ER
BHI-H - JEAT—F:

BES R I

DT
ONTLDERA

F

e

[r@R)] [Le)]
ERLTT L

-

=

HEEEEHRS (Twilio APIHR)

E-MAILF FL-3

mail_user@mail.example.com
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l—v D] IEHZANL, E-MAIL 7 FLRIEBHIZ6.2.1E OTRSDA—ILT7HY
U REER CTHELEA—ILTHAIUEDA—ILT7 KLRZAALET,

MERERR] R EV VI THEA—FAEMENET,

622 BHMI—YDA—LXERTE
X-MONMSEESNEBEMA —ILOXEIZEEFNZXFFH S OTRSEINRATF—4 R
(FEE#E, BEREBLZE)CRR b, Y—EXLZLEDHERZHAIT S8, OTRS
BIOFREICEHE T, X-MON I TA—/LXEZEMT Z2HENHY ET,

EEHEAZ2—0O B -ITRHAL—23 VEERE] JIL—TA MBHMA—ILXE

BE] KYUA—LBHMA—Y-—EEBEZRRILET,

EFEEHLIz2—HD IEE] RE22&2VU9 I LFET,

A—I)BHMI1I-T—EO

b 4% IFIF.
x-mon-default | IRED AL | | &, &5
admin SEE A FE
OTRS OTRS %\ BE
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FEFEERLEBHLI—YOBEMA—LREE@ERBLET.

OTRS - EHIA—-)IIXNE—EO

| PCMAILT®ORA ~EH I

OTRSFED PCMAILI CL AR 2 HBEID M E#sHELFJ .
IEEMAILTORR MEs

OTRSFEDIEFMAILI LA A BRI X Ew s EL .
PCMAILTOY—E i@ |

OTRSFEDPCMAILI CL 5 —E 2 BHIO N EEERFLF .
SEMAILTOY—EXEM

OTRSFIDIEFMAIL L2 — B0 M EFRELFT .

TPCMAIL TDHRR F@EXI] & TPCMAIL TOH—ERBH] 2FNFNB/ELET,

6.2.2.1. PCMAIL TOHRR k&£
BHREFELUTOLSICERLET,
> EETDHA—IDIESE
MMBEOI7+—<y bEERT S &BRLET,
> TUTL—bDHEHFH
(T2 bDTUTL—b) ZBIRL., [FEHRAH] REEV Y9I LET,
> AX
BHIA—LXERNICUTORBSEZERLES,
XMONHost: $SHOSTNAMES$
XMONState: $HOSTSTATELABEL_E$

MEREER] REVEV VDT HERENMREFSNET,
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ERE - F(EET)
OTRS

A—JLDER]
PCMAILT @A HEH

EETIAILOESR

OE#EDIA—v MERTS
OB+ —vv hMEERATS

EETEA-INKE

FTL— bOEdAH
FIANOT T L— -

&
Host $HOSTSTATELABEL_E$ alert for $HOSTNAMES!
BRI -

F. 374

Motification Type: SNOTIFICATIONTYPES
Host: SHOSTNAMES

State: $HOSTSTATELABEL ES

Address: $m%§§$

Info: $HOSTOUTPUTS

Date/Time: SLASTHOSTCHECKS

KMOMNHost: $HOSTMNAMES
XMONState: SHOSTSTATELABEL ES
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6.2.2.2. PCMAIL TOH—E REH
BHREELUTOLSICERELET,
> EETHIA-IDIESE
MREDOI7+—<y bEFERAT L] ZE8RLETS,
> TUTL—hDHEHZH
[FIAILRDTUTL—r] ZBIRL, TFHARAHA] REEV ) VI LET,
> AX
BHIA—ILXERNICUTORRZEBRELET,
XMONHost: $HOSTNAME$
XMONService: $SERVICEDESC$
XMONState: $SERVICESTATELABEL_E$

47



-OTRS EEHREF

BEX I F(EET)
OTRS

A — TR
PCMAIL Tt — b 2335

ERT DA IDIER

Omenrx—<y FE@ETE
@ranIa—7y FERATE

EETI -ILNE

FYTL— hOFEHAH
FIAOFL I~ -

EEEEE WONOR FEEEE
L

Service: SSERVICESTATELABEL Es
Host: sHOSTHAMES

Address: gHOSTADDRESSS

State: SHOSTSTATELABEL Es

Date/Time: SLASTSERVICECHECKS

Additicnal Info:
SSERVICEOUTRUTS

KXMONHosE: SHOSTNAMES
KMONService: sSERVICEDESCS
XMONState: SSERVICESTATELABEL. Es

Notification Type: SNOTIFICATIONTYPES

B#E
*= eNOTIFICATIONTYPES alert - sHOSTALIASS/SSERVICEDESCS is $SERVICESTATELA
EE -

X

EAER -
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623 FEHRA L, H—EXAD A —)LBHETE
FNFNDRR FEY—ERDBHA—ILODZEELIZ, £IFEEBFLE-EHNLI—Y %
BETEHILT, BHIA—IIWNEEET I ENTEET,

X-MON QO EEBEE THD BH A —ILDEELEDEREREIZIZ2BYDAHEELHY FT,
> HRRAMEH—ERXRDBEMETIN—THEEZEERT S,
> HRAMEH—FERADIRAL—LaVBEELEERET S,

AFIEETIE KRR MY —ERDBMETIN—TEEETEET 5] FlaZEREL -
LET,

T, A—HFIIL—TZHHREML. KX MIEBRETHFIEICHE>THEYET,
FTTITHRR POV —ERICTEMTIIL—THERESNTWDIGE, BT IL—TITERK
Liz@M1—HZEBML TN I ELAEETT,

¥ RR FOH—EXRDBHIA—ILBEIZDOWLNTIE, Y R—rH 4 FTRABELTEY £
F. IX-MON AFAY 77 L2VR] IZ&EYEHELWEREAENEH N THYET,
BRA—ILOREEREICODEFELT, CTFHLZANTIWVELELZEE 5% JHERL
k-1 AN

49



-OTRS EEREFIE -

6.2.3.1. ERLIz@BHMA—HZ1—HIIL—TIZEEKT S
BHAI—YE1—HJIL—TITEMLETS,
EEWEA—a2—Q [1—HEER| JIL—TAD 2—F5IL—TEE] Z&#IRL.
A—HIIL—T—EEAEICEBLET,

 1—?0»—7—%@
J1—HEE | A-Y VI —TER | LDAPH—/(EIE

Owans || @as || O ssess

) osaka_group | AR21—H)IL—F - ZHEER

Owans || @as || O srese

MFRERL) KRRV EV ) w9 T5L1—FJIL—TEREENRTINET,

50



-OTRS EEREFIE -

1—-YTL-TOFERO

-5 ) —TID(BEHF)
OTRSGroup
A—5IN—TL&H

IN—TcEg»zd1—
OTRS

| 1GER) | [ 1¢HT))
—— ) --- v

| @ Fvoul | @ || O AR |

(=B 7 N—71ID] HAZREL., [TV —7IC&H 52— HHA TR L /2@
—PEERL £,
MERRERRI R &V VI THELI—FTIL—ThHhEMENETS,

51




-OTRS EEREFIE -

6.2.3.2. RRA FOBEHEIZA—F T IL—TIZZEEET 5,

BHEA =2 —0 [RA K« P—EREH] 28N L, OTRS ~[EEBMEZITV 2R
A NFELITYV—ERAOERBR ERER T Z & 7,

ARARNELIZYV—ERAOEHBREREREZH X, JARRE) ¥ 7o HEmk 7 v—"7
HHCRIFEER L2 — Y I N —T &R L £9,

BAEIIN—T
OTRSGroup

TeaER)| (LG
_—— O _— L

(MR L AGR) RE 27 Vv I 3HL, RAFORENEREINET,
BTORELEENTET LIzDOb, X-MON OFEEZ1T 9 LREDRKMEINET,

PL ETX-MON & OTRS O A —/LEEER EIXE T TT,

HHEIZEL Y, X-MON TRELE=EEA—IILNOTRS IZRMYRAFENEZLSIZHY  EE
DRENSEIRETZ1IDOOF Y MIEHONDLSIZHYET,

52




-OTRS EEREFIE -

7. OTRS & X-MON ) CMDB & F

X-MON M 5 D@ A —J)L%E OTRS ) CMDB & EHT B51-ONH/BEIZDODLVTTHEBMNL
*7,
HHEELTFIZIEIX-MON & OTRS D A — LEEZENT T LTWARENHY ET,

71. OTRS () CMDB #EEDE A
OTRS D E FRERE T 5 CMDB #FIIH 9 5 7= 121X OTRS D 4L5EREEE OTRS ITSM
R lr—2%BINA VA =L THHERH D £77,

711 OTRSITSM /Ay —2DA VR b— )L
B S Y r =P A A P AT DU E LT, Sy =P U KY U & OTRS BN
[_/ijﬁo

Ny —Ama—F10 EH)] 28R, BHEA =2 —ZXET

53



\\"

‘e

ATLEEB O T

VATLaAVT 4T BERLET,

AT LETR

L
Manage tasks triggered by
event ortime based
execution.

I8 H 1Ak
I —t—| TREEIE S

} G P W =5 )
BAiFtzoigl a3l

AT LO5
AT LT Atz —UER D,

Process Management
Configure Processes.

Web Services
Create and manage web
SEMVices.

Support Assessment
Admin-Support Overview.

System Registration
Manage system registration.

%EE <> EREE <= Rk
(B BRI
N4 —7 205

MO =7 A FT— 05
£FxFRI,

SQLR =72
SQLITMET

AT LT
AT LEEDRE

Hair—rg13
i AT T )
=AM R IEE

-OTRS EEREFIE -

BEA =2 —7 5 [Framework] Z#i®&R L, [Core:Package] #7 Vv 7 LET,

1HIF

|

tade |t 1411 MERE ~BEh

TH

w2 b=

Core

I | Framework (446)
mEm Ak M= s

& BEOIIREF |

& BROUE |

Core::Customerlser
Core: LinkObject

Core:MIME-Viewer

Core:Log
Core::MirrorDBE

Core:

| Core::Cache
T
! Core::CustomerCompany

PDE

BOrancel oi

54



-OTRS EEREFIE -

Core::Package D EEBEEMARRTINET,
FIvIRYIRITFzvIEAN, VRS F)DBREEZAMLET,

I & Package: RepositoryList I gt =
ines the list 0T online repositones. hittp:/iftp.otrs. org/pub/otrsfitsm/packages3d/ [-OTRS:ITSM 3.0 Master—] http:/fftp_ofrs.org/ =

Another installations can be used as

repository, for example: @
Key="http:/lexample.com/otrs/public_pl?
Action=PublicRepository;File=" and
Content="Some Name".

|

UTOREEBEANLTLESL,

HE4A ANiE
4 http://ftp.otrs.org/pub/otrs/itsm/packages33/

NE [--OTRS::ITSM 3.3 Master--] http://ftp.otrs.org/

(H8r) WA zes )y rdhHE REPAMILD £,

55



7142 OTRSITSM I\ —LDA VA =)L

-OTRS &%

Ny —Ama—R EH) Z2EKNL, BHEA =22 X,
DATLEE O NNy —UEH8 | 28IRLET,

AT LETR

ERWAaT

Manage tasks triggered by
event ortime based
execution.

B9 HE 1A
I —H'—|ZIBEIFIE(E

) Ear il W = L)
BiFtzial e

AT LOY
AT LOS Az —UER D,

Process Management
Configure Processes.

Web Services
Create and manage web
SEvices.

Support Assessment
Admin-Support Overview.

System Registration
Manage system registration.

%EE <> EREE <> Bk
(B DR E TR
M4 —7A0%5

M — L A F T — 05
H£¥RZ.

SOl =222
SQLINMEET

AT LI
AT LETENRE

Jip iy —2rE8
P P e Y | e E T A
T =AM B ERAIEE

s

axXAE

FIE -

BEA =2 =0 RIEERE LIV RV Y 23R, TURY U IFRE ] 227 )

v 7 LET,

#H#IF

| FrAILERER | BRENTOERA

E Rty A A~ b |

IHnDTRSﬂTSMEJEMamepJhnnﬁﬁp v||

E R U |

56



-OTRS EEREFIE -

TUoFAV)RO M) DABHKEHINETOT, Ny sr—C0—EM DS
[GeneralCatalog] Z3EEL. [1 YA —JL] REVEHI YL LET,

A AR U

M=IEL)
I 338

339
339
339
339
339
3.3.8

o —# /LY ARY R UIZ TGeneralCatalog] MBS 7-Z & AR LT EI0,

O—HL R R

& B S=Eigny

[AIARIC

[TTSMCore
[TTSMConfigurationManagement |
DNy r =V %A A =L LET,

57



-OTRS EEREFIE -

PIFTDOX 7oA LV A M= WIZET DN ERINETS Fird) 2270 v 27 LTL
72X,

Install Information
ITSMCore 3.3.9

WELCOME

You are about to install the OTRS package ITSMCore.

REQUIRED OTRS PACKAGES
GeneralCatalog 3.3.9

((enjoy])

#wIFSH | FT

Installation Information

ITSMCore 3.3.9
NOTICE
In arder to grant users access to the service menu, you need to add them as member to the group 'itsm-service’.
The menu items that were added by this package will be visible after you log-in to the system again.

({enjoy))

b= Y

58




-OTRS EEREFIE -

2= YRY RUIZ
[GeneralCatalog |
[TTSMCore)
[TTSMConfigurationManagement |
PEMENAUZA A b —/UT5E T T,

O—ALUE Y
= =g

v OTREvarily d 330

v OTRSverily T

339
v OTRSveriry 3390
v OTREvarily 2572

59



-OTRS EEREFIE -

7.1.3. CMDB D& T
CMDB % %7r. 1893 516 CMDB OEEIERZ(TELET,

ANy —RA=ma—F0 [FH 28R, BHEA =2 — %X,
VATLER O MBEE<S>TIL—T] #FIRLET,

BLEEE

BSEOERSER ol = e

BEFED IL—TF 855S| O— LD ERREER

B EEO — )RS H— L&) — TS

BELUEO—EARTENET DT, EREMETH1—VERRLET.

B4E -V IL— o= &8
BLET I IS —

U

R

= e

60



-OTRS EEREFIE -

TI—TIIHT HERO—ENRTEINFET DT, litsm-configitem | DIER % B/ L
id_o

BLE T 20— OMENEEE
-7 e B t A AE PAE# B M
< <z < < <z <z <
I v v v v v v v
»A5 | Fhd

—FE, FHEEmLOe TN, BEo A0 T5HLE, A=a2—s— |2 [CMDB] 2%
BINENDZ 2R LTSN,

F#4.4+  CMDB ‘=1 Q

LI T CMDB #REDENIT5E T TY,

61



-OTRS EEREFIE -

7.2, X-MON & CMDB #Ee EHESTE
X-MON & CMDB #pED i D7 OTRS DR EEZITVE T,

7.2.1. CMDB ~® [Config Item] D&%k

AT O 72®ITiE, CMDB 2B ST 5 [Config Item] 4 F &, X-MON (288
INTND TARARMNID) ZREUHDOREEEINTWDHRLENRDH D £7°,

X LLFOFIETIE, X-MON ITIEEETHEFEINTNDHAA M [X-MON] %42 CMDB
DGR EATVET,

Ny —A=a—J8Y [CMDB] Z#R L, 7VZ 0 Ofint DFkl) Z2#RIL £,

Hetrah—FK

R ERPRAN T T

[Config Item| ORI —ENFRINET DT, FHIZAH S TCLASS] ZERLET,
A OB CTix Hardware 2 3& R L TV ET,

1E10: Config ltem
Filter for Classes I
CLASS
e | |
Select a Class from the list to create a new
Config [tem

62



-OTRS EEREFIE -

CLASS| %##{R7 2% &, [Config Item] OEEKHEEHIZER L £,

VEHEBICHEH L ET,

#REE: Config Item: NEW - Class: Computer

* Deployment State: | £/E M

* AT DR EH v

#* EEs | H-MON

K-TRANS
FHEH-KANAR

ESfRt—14

tH— v

°
X
O
/A
\H
/
piii

Al

Deployment State
AU TFU FORE
Network Adapter
DHCP &%)

BBROBMEZEBRLET, KEMEICANT HEE. X-MON [Z&EfEkSh
TW5 [FRXFID] LRELCHLDIZCELEDIDLENHY ET,

R MO LHBFOIREBEERLET,

BEIERRLIA VT MREMNMERLET,

Ty NIT—OTFTHETR—BEEELET,

DHCP BEMIZHE > TVIMNESI A ZEEBELET,

63



® (LEIEH

-OTRS EEREFIE -

IFOEBIMETR TANT A TY, MlkeEH T2 9 A THUERHAIERA TR L

£7,

Ro&—

Model

A

247

mEE

Serial Number
Operating System
CPU

RAM

Hard Disk

Capacity

FQDN
T271499757%
T Dt DR
Warranty Expiration Date

Install Date

BBEORETHERELHELET,
BBROWEFLTZHLET,

WERICET HHBAEREALET,
WEDOENEERLET,
BBEOMBEEZEELFT,

DT FUN—ERELET,

OS B EEAHMLFT,
CPUEHZRHEHLFT,

MEMORY 1&#sRZE&H L FJ

HDD =& L £ 7,

HDD DEEZE&HLFT .

AL VIBREEZHELFET,
T2749 975 TaADBHRETHLET,
WRICHET SHFERNHLIGEEEHLFET .
RIEHEBETEHEAALET,

AR M—=ILBEAALET,

64



-OTRS EEREFIE -

7.2.2. System Monitoring MEXTE 17U, EEHEEEZEF LT S
X-MON & CMDB M:E#EMeEZ= B LET,

7.2.2.1. System Monitoring @ Core::Configltem RE#EE T 5

Ny —Ama—L HEFH] ZE8RL, FHEA =2 —2H X,
DRTLEB O TORFLaOV I« ZEIRLET,

AT LETE

Manage tasks triggered by Manage system registration.
event or time based

execution.

I —H—|ZIRE0FIEE
(BEE DR IR

BirtzoialE38 DT =LA T T -0
FERD.

AT L0
LATLOS - UER D, | SOLINDET

Configure Processes. F AT LERTERE
Create and manage web T AT LT Iz T
senices. - AT EREIE

Admin-Support Overview.

BEAZa—h 5 [System Monitoring] #:ER L. [Core::Configitem] 2 1) v o L
9,

AT LA T
ik Lk

| | x|
BELE 1212 niEE- B
Systembdonitoring (1 4) - I

| BEnToRE~F |

& BEarvE-F |

65



-OTRS EEREFIE -

[Core::Configitem] DFERFEEMNEKREINET,
ITNEN, FIvIRYIRITFz I EANTILEYUT MEW] BRI B &
HRENEHMICEYET,

#IF

ot - - )

DATLO T4

ERTEEHREE in SystemMonitoring -> Core::Configltem

I < SystemMonitDring::SetlncidemStateI

Set the incident state of a CI autnmaticall}'l 3L 'rI
when a system monitoring email arrives.

a subsequent systerm monitoring email
arrives.

iy

e

SystemMonitoring::

SetIncidentState

SystemMonitoring::

LinkTicketWithCl

AT dE. BEA—I/ILEZIE LZBRIZ Host & L[ L Config Item A%
21-15% Config ltem DA T—RREA TV MIEBELET,
BRGEIRT DL, BEA—IWERELF 7y &R, BCY—ER
FIEHRRA MMS 2 BEDEMA—ILEZITE o154, Config ltem [Z%
DF7ry bEIVILET,

LI LG, X-MON & OTRS & CMDB & O i135: T ¢,

HEEIZ LD | A —)LEfET X-MON 725 D A — /L& EY AATZEIZ, [F4 @ Config Item 23
HoL Configltem DRAT—AREERING A VI TUMIZEREINSKSITHY,
A DA —=LEERY AT L, Config ltem [CFH Y RO EINET,

66



