IIIIII

Manual de Instalacion y
Configuracion de os Ticket
Support, Ticket System

Manual



MANUALES DE INSTALACION - DISICO

Es una herramienta de tickets de soporte sencilla y simple escrita principalmente
en lenguaje de programacion php. Es un cédigo abierto de sistemas de tickets de soporte.

Es una alternativa atractiva a otros sistemas de soporte al cliente que son mucho mas
costosos y complejos, ya que ostickets es simple, ligero y facil de instalar y usar.

Osticket directamente integra todos los tickets creados via email o por formulario web
dentro de una interface web simple. Administra, organiza y archiva facilmente todas la solicitudes
de soporte.

Requisitos minimos de software:

e Apachel3+

e PHP43+

e Mysqgl 4.4+

e osTicket 1.6.0 +

e Instalacidn y configuracion:
o Descargar desde el portal de osTicket la ultima version estable , el link de
descarga es http://osticket.com/downloads.php

osTicket Downloads

Download the latest release and patches.

System Requirements

Download the Latest osTicket Now! PHP 4 3+
Version 1.6.0 (Stable) Feb-09-2010 MySQL 4.4+

Installation guide | Upgrade guide | Release notes
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o Descomprimir el .zip y guardar la carpeta en /usr/local/www/apache22/data/
= tar -zxvf osticket_1.6.0.tar.gz
o Crear la base de datos de osticket
= Mysgl —u root —p XXXxxx
=  Mysqgl> create database osticket:
= Mysql> use osticket
=  Mysqgl> grant all privileges on osticket to osticket@localhost identified by
‘password’;

o Luego debemos hacer una copia de configuracién del osticket para poder realizar
la instalacion  posterior, para ello tenemos que dirigirnos a
/usr/local/www/apache22/data/osticket_1.6.0/upload/include

= Cp ost-config-sample.php ost-config.php
= Chmod 777 ost-config.php

o Reiniciamos apache

=  Apachectl restart

o Desde cualquier navegador vamos a la siguiente direccion para comenzar la

instalacion

=  http://ip_servidor/osticket 1.6.0/upload/setup

Heed hedp? = rofzssiona skallatdo
Suppon Canter Thckot Tracking

osTicket version 1.6 5table - Basic installation

All fialds ana neguired

Lirl s ces Tikckees Instaliztion on your senver and e il
HedpDesk LURL hitp:Aocaihost 717 1iostickst 1. Wupload

HelpDesk THie o=Tickst . Support Tickst Syst=m

Detaul system emall (2.g supporiourdomain com) You can change or 20d more emalls Laer

Detauk Emal naderi2B@gmail.com

Min of sl characters fr e passwand. You can change or 20d more usars Laker

Usemame jnnadar

Pagsword srereene

Passward (again) LITTITTT ]

Ema jnnader@hotmail. com

MYS0L (version 4 4+) ks e only dataiase supponed 3 e moment

M5S0 Tanlke Prefic st
MySGL Hosiname iwcalhost
WSO DatEnss osticket
MIFS0L Usemame rosot
WSQL Fasswort [sess0esd

Cogyright © 2010 osThcket com. Al Rights Resened

= Aqui debera de ingresar todos los datos solicitados en el formulario
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¢Et Get a peace of mind Commercial Support Available
r 1o

osTicket version 1.6 Stable - Basic installation

Congratulations osTicket basic installation completed!

Importantt
Caongratulstions your new support ticket system is installed. Your neset step is to fulhy configurs your new support ticket system for
use, but before you gat to it pleasse take 3 minute to cleanup.

® Change permission of ost-config.php to remove write access
chmod G44 inclede/ost-config. php
® Delete setup directory
After verifying that your installstion completed conecthy please delete sstup folder.
® |nstalliEnable cryptography extension merypt (optional)
Cryptography extension menypt is not enabled or installed. IMARP/POP passwords will be stored 3= plain text in databass.

Post-Install Setup
“ouw can now log in to Admin Pansl with the usemame and password you created during the instsll process. After 3 successful log in,
you can procesd with post-install sstup. For complete and upto date guide ses osTickst wiki

Plzas= note that the system is sat to offline by default - 3= admin you can still login to staff control pansl.

Commercial Support Available

Dron't let technical problems impact your customer support expenience. Get guarantesd responss times and acoess to the core
development team. We can slso customize the system to mest your unigues nesds. For mare information or to discuss your nesds,
please contact us today

Admin Panel Post Install Guide

Thank you for choosing osTicket and best of luck - osTickset Team

Copyright @ 2010 osTicket. com. All Rights Reserved.

= Luego de ingresar los datos solicitas por osTicket el sistema debera
desplegar la imagen que se muestra anteriormente.
o Cambiar permisor a ost-config.php
= Chmod 644
/usr/local/www/apache22/data/osticket_1.6.0/upload/include/ost-
config.php
o Eliminar la carpeta de instalacién setup
= rm—r / usr/local/www/apache22/data/osticket_1.6.0/uploas/setup
o habilitar la interfaz de cliente
= cambiar la opcidn de helpdesk status a online
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m—t
e Welcome back, jnnader | 5377 Fanal | My Fref o
IIr elcome Dack, r | S1aft Fane Wy Freference | Log Uut
7 oglicket
Support Caentar Tickat Tracking

Dashboard Settings Emails Help Topics Staff Departments
i3 Preferences 4 Attachments AP

System Preferences and Settings (v1.6 5T}

Offline mode will disable client interface and only allow super admins to login to Staff Control Panel

Helpdesk Status @ Online (Active) ) Offline (Disabled)
Helpdesk URL: http:/Aocalhost: 7171 /osticket_1.6.0/upload/  *
Helpdesk Name/Title: osTicket :: Support Ticket System

Default Email Templates: | osTicket Default Template [« | *

Default Department: Support Dept : *
Default Page Size: 25 :

System Log Level: m Furge logs aﬂerm

Staff Excessive Logins: 4 : sttempt(s) allowed before = |2_|2| min. timecut {penalty in minutes)
Staff Session Timeout: 30 {Staffe max ldie time in minutes. Enter 0 o dizsble timeout)

Bind Staff Session to IP: Bind staffs session to login IF.

Client Excessive Logins: 4 : attemnpt(s) allowed before a IZ_El min. timeout {penalty in minutes)
Client Session Timeout: 30 [Client'z max Idle time in minutes. Entfer 0 to dizable fimeout)
Clickable URLs: Make URLs clidkable

Enable Auto Cron: [C] Enable aron call on staffs activity

o Unavez realizado esto poder ingresar a nuestro sitio desde un navegador
=  http://ip servidor/osticket 1.6.0/upload
= Aqui vamos a ver la pagina que van a ver los usuarios que van a pedir o
generar los ticket con la posibilidad de generarlos via web o poder buscar
un ticket ya generado y ver en qué estado esta.

SUPPORT CENTER

TICKET TRACKING

# Home [ New Ticket [3 Ticket Status

Welcome to the support center

In order to streamline support requests and better serve you, we utilize a support ticket system.
Every support request is assigned a unique ficket number which you can use fo track the progress
and responses online. For your reference we provide complete archives and history of all your
support requests. A valid email address is required.

( Open A New Ticket Check Ticket Status
@ Pleaze provide as much detail as possible s0 we We provide archives and history of all your
can best assist you. To update a previoushy support reguestz complete with responses.
submitted ticket, please use the form to the right.
Email:
| Open New Ticket Tickets:

Check Status
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o Ingresar al panel de administracién desde un cualquier navegador

Dashboard

http://ip servidor/osticket 1.6.0/ipload/scp

7 oslicket

Suppo r Tickot Tracking

Authentication Required

Username:

Password:

Copyright @ osTicket.com

Desde aqui vamos a poder administrar el sitio, ver, atender o cerrar los
tickets que los usuarios generan, ademas de configurar los formatos de
fecha y hora, timeout de conexién, como se manejaran las salidas y
entradas de e-mails, la numeracion de los tickets, los agentes que van a

hacer soporte (staff).

Welcome back, jnnader | Staff Pangl | My Preference | Log

Settings Emails Help Topics Staff Departments

{3 Preferences & Aftachments API

System Preferences and Seftings [v1.6 5T)

Offline mode will disable client interface and only allow super admins to login to Staff Contrel Panel

Helpdesk Status
Helpdesk URL:
Helpdesk Name/Title:
Default Email Templates:
Default Department:
Default Page Size:
System Log Level:

Staff Excessive Logins:
Staff Sessicn Timeout:
Bind Staff Session to IP:
Client Excessive Logins:
Client Session Timeout:
Cligkable URLs:

Enable Aute Cron:

@ Gnline [Active) ) Offline (Disabled)
http:/Aocalhost: 7171 /osticket_1.6 0/upload/ =

osTicket - Support Ticket System

| osTicket Default Template [« | *

| Support Dept E| *

|25

|WP\HN El Furge logs aﬂerm

’TEI attempt(s] allowed before a IE_EI min. timeout {penalty in minutes)

30 | Staff'z max Idie fime in minutes. Enfer 0 fo dizsble fimeout)

Bind staffs session to login IP.

’lel atternpt(s) allowed befors 8 IZ_El min. timeout {penalty in minutes)
0 [Client’z max idle fime in minutes. Enter O fo dizable timeout)

Make URLs clickable

I:l Ensable oon call on staffs activity
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=  Pestafias
e Dashboard (Tablero)

o Nos muestra los registros que tenemos en la plataforma y

de qué tipo son de error, warnnings, y debug
e Settings (Configuracion)

o En esta pestafia podemos modificar lo que necesitemos

(hora, mail, seguridad, etc)
e Emails (Correo)

o En esta pestafia podrds encontrar los correos, también se

puede ingresar y eliminar correos.
e Help Topics (Temas de Ayuda)

o Muestra los temas de ayuda que son soporte vy

facturacion, también nos permite crear nuevos temas
e Staff (Personal)

o En este punto veremos las personas que se encuentran
registradas, también podemos agregar y eliminar un
usuario. Podemos ingresar grupos y eliminarlos

e Departments (Departamentos)

o Son las dreas que tenemos para elegir cuando un usuario
desea ingresar un ticket también podemos agregar o
eliminar departamentos

o Dentro del panel de staff lo que vamos a poder ver son los tickets en cola para

atender.
H Welcome back, agente_1 |
4 _u_-ll_lc
Support Contar Tickat Tracking
Tickets Directory My Account
R ©Open (1) Closed Tickets [55 Mew Ticket
Query: Search QEGIELEGE
Showing 1-1of1 Open Tickets *% Refrash
;_‘| 267461 | 12/07/2010 | osTicket Installed! Support Normal | osTicket Support

page: [1]

= Pestafias
o Ticket
o En esta pestafia podras encontrar los tickets que tenemos
en linea, también se pueden ingresar y borrarlos
¢ Knowledge Base (Base de conocimiento)
o Podemos ver respuestas prefabricadas y también
podemos ingresar nuevas respuestas
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Directory (Directorio)

o Nos muestra los miembros de nuestra base de datos

como el administrador y demas usuarios

My Account (Mi cuenta)

o Podemos cambiar nuestro perfil, usuario y la contrasefa.

Modificar las preferencias de la pagina

o Habilitar patchas para la creacién de ticket, para evitar bots automaticos

cd /usr/ports/graphics/php5-gd
make install clean
apachectl restart

o Activar opcién desde el panel de control del administrador — Human Verification

If enabled ticket lock get autowenewed on form adhivity.

Ticket |Ds:

Ticket Priority:

Maximum Open Ticets:

Auto-Lodk Time:
Ticket Grace Pericd:
Recpened Tidets:
Assigned Tickets:
Answered Tideets:
Ticket Activity Log:
Staff Identity:

Human Verification:

9] Sequentisl G Random {recommended)

MNomal : Default pricrity

I:‘ Allow user to overwrite/set priority (new web tidkets)

I:‘ Use emsil pricrity when svsilsble (new emailed tickets)

0 per email. (Helps with spam and floed control. Enter 0 for unlimited)
3 [Minutes fo lock & ticket on activily. Enfer 0 to dizable locking)
0 {Hours before ticket iz marked overdue. Enter 0 to disable aging.)

Auto-assign recpened ticets to last respondent ‘available’. | 2 monthe fimif)

I:‘ Show assigned tickets on open queue.
I:‘ Show answered tickets on open gqueue.
Log ticket's activity as internal notes.
I:‘ Hide staffs name on responses.

I:‘ Enable captcha on new web tickets.

o Cuando se genere un ticket va a haber una imagen para validar el ticket

SUPPORT CENTER

TICKET TRACKING

#» Home [ MewTicket [ Ticket Status

Please fill in the form below to open a new ticket.

Full Name:

Email Address:

Telephone:

Help Topic:
Subject:

Message:

Captcha Text:

Select Ore - -

BCOB2 Enter the text shown on the image.

s iciet [ iszci l crcei|
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