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Utangulizi

Wakara unaelezea usanidi na usimamizi wa mfumo wa OTRS. Mfumo wa OTRS unaweza
kusanidiwa kama taswara ya ISO na inatoa njia ya haraka na rahisi ya kuweka mfumo wa
OTRS, kujumuisha vifaa vyote vya muhimu (Mfumo endeshi, hifadhi data, seva ya wavuti
n.k.).

Mwongozo huu unaelezea usanidi na usimamizi wa mfumo wa OTRS kulingana na pro-
gramu ya usibayanishi "Oracle VM VirtualBox". Mfumo unawezakutumika na programu ya
usiyabanishi zinazotolewa na wauzaji, au inaweza kusanidiwa katika kifaa halisi. Kufanya
hivyo, faili la ISO lilipakuliwa linahitaji kuchoma kwenye CD-ROM.

Tunakaribisha maoni yako kama mchango muhimu kwa ubora wa hali ya juu
unaowezekana kwa sura zifuatazo na kwa bidhaa yenyewe. Tafadhali tuambie kama un-
akosa taarifa, unapata ugumu kuelewa baadhi ya mambo kwa au jinsi yalivyowasilish-
wa, una mapendekezo au maoni. Mchango wowote unaowasilishwa hapa http://otrs.com
unathaminiwa sana.

OTRS AG
((Furahi))
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Chapter 1. Pakua programu inayotakiwa
1. Mfumo wa OTRS
Kwanza unahitaji kupakua toleo la sasa ya mfumo wa OTRS:
http://ftp.otrs.org/pub/otrs/
Faili la ISO linalohitajika lina mpango wa jina ufuatao:

otrs-4.0.2-appliance.iso
2. Oracle VM VirtualBox

Mwongozo huu unaelezea usanidi kulingana na programu ya usibayanishi "Oracle VM
VirtualBox" ambao unahija kusadiwa kwanza.

Kama hujafanya hivi mpaka sasa, unaweza kupakua programu hapa kwa bure: https://
www.virtualbox.org/

3. Usanidi katika kifaa halisi

Unaweza kusanidi mfumo wa OTRS katika kifaa halisi pia. Unahitaji kupakua faili la 1SO,
kuchoma katika CD-ROM, na kuwasha mfumo wako kutoka kwenye CD.
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Chapter 2. Tengeneza mashine mpya sibayana

1. Jina na mfumo endeshi
Fungua programu yako ya "Oracle VM VirtualBox" na bofya katika ikoni ya "Mpya". Ingiza

jina la mashine mpya, mfano "Mfumo wa OTRS" na chagua "Linux" kama aina na "Linux
2.6" kama toleo. Halaf bofya kwenye "Endelea".

#$ 9 DD P

New Settings Start Discard

Oracle VM VirtualBox Manager

ﬁ 800 Create Virtual Machine

Name and operating system

Please choose a descriptive name for the new virtual machine and
select the type of operating system you intend to install on it. The
name you choose will be used throughout VirtualBox to identify this
machine.

Name: |OTRS Appliance |

L Type: [Linux ¢]

Version: | Linux 2.6 :

| Hide Description | | Go Back

2. Ukubwa wa kumbukumbu

Chagua ukubwa wa kumbukumbu kwa mashine sibayana, inayoshauriwa ni japo MB 2048.
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8eee8 Oracle VM VirtualBox Manager

b
40 G@ g
{3 \'\J}‘ \0') @ Snapshots (1) |

MNew  Settings  Start  Discard

Memory size

Select the amount of memory (RAM) in megabytes to be allocated to
the virtual machine.

The recommended memory size is 256 MB.

4 MB 8192 MB

3. Kiendeshi diski kuu

Chagua "Tengeneza kiendeshi diski kuu sibayana sasa" na bofya kwenye "Tengeneza".
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Oracle VM VirtualBox Manager

O B R

MNew  Settings  Start  Discard

8.0L0.. " Create Virtual Machine

Hard drive

@ Snapshots (1)

If you wish you can add a virtual hard drive to the new machine. You
can either create a new hard drive file or select one from the list or
from another location using the folder icon.

If you need a more complex storage set-up you can skip this step
and make the changes to the machine settings once the machine is

created.

The recommended size of the hard drive is 8,00 GB.

() Do not add a virtual hard drive
@ Create a virtual hard drive now
() Use an existing virtual hard drive file

() MobyDick.vdi (Normal, 8,00 GB)

4. Aina ya faili la kiendeshi diski kuu

Chagua aina ya kiendeshi diski sibayana mpya kama "VDI (VirtualBox Disk Image)" na
bofya kwenye "Endelea".
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Oracle VM VirtualBox Manager

ey !
‘ @ ﬁ 3 b 4 &) Snapshots (1) ]

[ TGN = m— Y AL L S Pm—

Hard drive file type

Please choose the type of file that you would like to use for the new
virtual hard drive. If you do not need to use it with other virtualization

software you can leave this setting unchanged.

(=) VDI (VirtualBox Disk Image)
O VMDK (Virtual Machine Disk)
() VHD (Virtual Hard Disk)

() HDD (Parallels Hard Disk)

() QED (QEMU enhanced disk)
O QCOW (QEMU Copy-0On-Write)

| Hide Description ' Go Back

5. Hifadhi katika Kiendeshi kikuu halisi

Chagua "Dynamically allocated" kwa ajili ya "Hifadhi" katika diski kuu halisi na bofya
kwenye "Endelea".
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Oracle VM VirtualBox Manager

‘Q} o D P P oewis Y

W W S R— nCieaia M ictual e e sl

Storage on physical hard drive

Please choose whether the new virtual hard drive file should grow as it is
used (dynamically allocated) or if it should be created at its maximum
size (fixed size).

A dynamically allocated hard drive file will only use space on your
physical hard drive as it fills up (up to a maximum fixed size), although
it will not shrink again automatically when space on it is freed.

A fixed size hard drive file may take longer to create on some systems
but is often faster to use.

@ Dynamically allocated
() Fixed size

6. Mahali na ukubwa wa faili.

Chagua jina la faili kama "Mfumo wa OTRS" na chagua ukubwa japo GB 40. Na bofya
"Tengeneza".
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| @ 9 D @ ——

Oracle VM VirtualBox Manager

8 .00

Create Virtual Hard Drive

&l Snapshots (1} |

|

File location and size

Please type the name of the new virtual hard drive file into the box below
or click on the folder icon to select a different folder to create the file in.

OTRS Appliance| |

Select the size of the virtual hard drive in megabytes. This size is the
limit on the amount of file data that a virtual machine will be able to
store on the hard drive.

L s

4,00 MB 2,00TB

| GoBack | E Create ]

7. Mtandao

Mashine mpya sibayana imetengenezwa sasa na inaweza kupatikana katika orodha ya
mashine sibayana, bofya kwenye ikoni ya "Mipangilio" katika mwambaa wa menyu wa juu.
Halafu bofya katika "Mtandao" na katika "Adapta ya 1". Chagua "Adapta zilizounganishwa"
kwa "Unganishwa kwenye". Hii inawezesha mfumo wako wa OTRS kufikiwa kutoka kwenye
mtandao kwa ajili ya miunganisho inayoingia.
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Oracle VM VirtualBox Manager

$ O 29

New Settings Start Discard

B Snapshots

j OTRS Appliance - Network
= Q @y » w
General System  Display Storage  Audio Ports  Shared Folders
_ Adapter 2 | Adapter 3 | Adapter 4 |
(¥ Enable Network Adapter
Attached to: | Bridged Adapter :]
Name: | enl: WLAN (AirPort) v
[» Advanced
l
, 8,00 GB)
u\':.rju | cancel | [ 0K ]

8. Hifadhi

Bofya kwenye ikoni ya"Hifadhi" na katika alama ya CD iliyokaribu na "Kiendeshaji: IDE".
Halafu bofya katika alama ya CD katika sehemu "Sifa", na chagua "Chagua faili ya diski
la CD/DVD sibayana....". Chagua faili la ISO la mfumo wa OTRS uliopakuliwa nyuma na
bofya kwenye "Sawa". Mpangilio wa mashine sibayana mpya utakuwa umemalizika sasa.
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Oracle VM VirtualBox Manager

@8 DY

New  Settings Start  Discard

= & =

OTRS Appliance - Storage

Storage Tree Attributes

@ Controller: IDE CD/DVD Drive: | IDE Secondary ™ ] |
L ) Choose a virtual CD/DVD disk file...

O Live CO/DVD Host Drive 'HL-DT-ST DVDRW GS23N'
otrs-3.3.0.betad-appliance-1.0.0.betal.iso
ubuntu-12.04.3-server-amd64.iso
otrs-3.3.0.beta3.0131007.150_amd64.B16.iso
otrs-3.3.0.beta3.0131001.147_amd64.B14.iso
otrs-3.3.0.beta3.0130930.145_amd64.B12.iso

Appliance

4 Controller: SATA
2 OTRS Appliance.vdi

Information

Type: --

Size:

Location:

Attached To:

Remove disk from virtual drive

| Cancel |
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Chapter 3. Usanidi wa programu ya mfumo wa
OTRS

1. Anza mashine sibayana

Anza mashine sibayana kwa kubofya kwneye "Anza". Mashine itawaka na kuonyesha skri-
ni ya taarifa. Baada ya sekunde chache zoezi la kuwashaiji litaendelea.

800 OTRS Appliance [Running]

Appliance powered by pascom

Netzwerktechnik GmbH & Co. KG

llelcome to otrs appliance LiveDisk version 19

Firwmware ex—otrs—1.01.00.D014263_amd64, Application ot-otrs-3.3.0.beta4.D131010.
154_amd64

Enter or wait to boot.

boot :

2. Chagu la luhga

Chagua lugha. Unaweza kuchagua kati ya Kingereza na kijerumani.

10
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8 00 OTRS Appliance [Running]
Appliance installer

Please select a language:

de

deut=sch

3. Uchaguzi wa diski kuu

Chagua Diski kuu iliyopendekezwa na thibitisha na kibonye cha "Ingia".

8 00 OTRS Appliance [Running]
Appliance installer

Pleaze =elect a harddisk for installation:

=da @88 192MB (VB0OX_HARDDISK___)

4. Ufutaji wa diski kuu

Ujumbe wa taadhari unalenga kwenye diski kuu sibayana ya mashine sibayana. Chagua
"Ndio" na thibitisha na kibonye cha "Ingia".

11
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8 00 OTRS Appliance [Running]
Appliance installer

WARNING *t't All data on the selcted harddisk will be
deleted. Is this 0OK?

5. Chagua majira ya saa

Chagua maijira ya saa unayopendelea na thibitisha kwa kibonye cha "Ingia".

8 00 OTRS Appliance [Running]
OTRS Appliance - otrs.com powered by pascom.net

| Timezone |

The current timezone is EuropesBerlin. Do you want to keep
it?

6. Uchaguzi wa neno la siri

Chagua neno la siri la mfumo kwa mfumo wako wa OTRS. Neno la siri liwe na maneno
japo 8. Baada ya neno la siri kuingizwa, linabidi lithibitishwe kwenye hatua ya pili.

12
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8 00 OTRS Appliance [Running]
OTRS Appliance - otrs.com powered by

Password
Flease enter a new system passwaord:

<Cancel>

7. Uchaguzi wa kiolesura cha mtandao

Chagua kiolesura cha mtandao kilichopendekezwa "ethO unconfigured" na thibitisha na
kibonye cha "Ingia".

8 00 OTRS Appliance [Running]

O0TRS Appliance - ot com powered by

Networking
Flease select a network interface for configuration:

eth0 unconfigured (Intel Corporation 82540EM Giga)
Add new virtual interface

<Cancel>

QORI BPOllefte 4

13
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8. Hali-tumizi ya kiolesura cha mtandao

Chagua hali-tumizi kwa ajili ya kiolesura cha mtandao mfano DHCP au sanidi anwani za
IP tuli.

OTRS Appliance [Running]
m powered by pascom.net

| Mode
Flease select a mode for the network interface:

static Configure a static ip address
dhcp Configure as DHCP client
unconfigured Disahle this interface

<Cancel>

QORI BPCllefte 4

9. Usanidi umemalizika

Usanidi umemalizika sasa na skrini ya taarifa itaonyeshwa, itaonyesha taarifa kuhusu
anwani ya IP na jinsi la kuingia kwenye mfumo.

14
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8 00

OTRS Appliance [Running]

OTRS Appliance - otrs.com powered b

[Interfa

gtho dhcp

<F2r for system maintenance

pascom.net

root

[Bootmode]

Intel Corporation

10. Ondoa CD-ROM

@Odﬁ@_lﬁ @@L&ftﬁ -

Katika programu ya VirtualBox, bofya kwenye ikoni ya "Mipangilio", halaf kwenye ikoni ya
"Hifadhi", na baada ya hapo kwenye ikoni ndogo ya CD katika mwambaa wa upande wa
kushoto, karibu na "Kiendeshaji:IDE". Bofya katika ikoni ndogo katika upande wa kulia,
karibu na "Sifa", na chagua "Ondoa diski kutoka kwenye kiendeshi sibayana". Hatua hii
ni ya muhimu ili baadae mashine sibayana inapowaka, itaanza kuwaka kutoka kwenye

disk kuu badala ya CD.

@ @ >

|

New Settings Show Discard
OTRS Appliance - Storage I
— — - |
(ep | 2
s =G &F P
General  System  Display | Storage | Audio  Network Ports  Shared Folders
Storage Tree Attributes

@ Controller: IDE

A Controller: SATA
2 OTRS Appliance.vdi

Information

CD/DVD Drive:

Type:
Size:
Location:

Attached To:

DE Secondary

Live CD/DVD

Image

291,93 MB

\D lDQ1 a3z M

fUsers/udo/Downl

Choose a virtual CD/DVD disk file...

Host Drive '"HL-DT-ST DVDRW GS23N'
otrs-3.3.0.beta4-appliance-1.0.0.betal.iso
ubuntu-12.04.3-server-amdé4.iso
otrs-3.3.0.beta3.0131007.150_amd64.B16.iso
otrs-3.3.0.beta3.0131001.147_amd64.B14.iso
otrs-3.3.0.beta3.0130930.145_amd64.B12.iso

R

Cancel | |

oK

15
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11. Ingia

Sasa fungua kivinjari wavuti na andika anwani ya IP ambayo ilionyeshwa katika skrini ya
taarifa baada ya kumaliza usasishwaji, anwani ya IP inahitaji kufuatiwa na /otrs/index.pl,
mfano http://192.168.178.23/otrs/index.pl. Tumia "root@localhost" kama jina la mtumiaji
na "root" kama neno la siri.

k]
8006 > Login - OTRS 4 x L

& = € [[}192.168.178.27/otrs/index.pl H#EC M=

Welcome to OTRS 4

* Username:  root@localhost

 Password: "'

Usanidi umamalizika sasa, na unaweza kufanya kazi na mfumo wako wa OTRS sasa.

16
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Chapter 4. Usimamizi wa mfumo wa oTRS

1. Eneo la kiongozi

'Msimamizi wa mfumo wa OTRS"

Ili kusasisha mfumo wa OTRS, au kuwasha tena au kuzima mfumo, kuna eneo la kiongozi
Msimamizi wa mfumo wa OTRS'

800 /nimin-omsa G

& -~ € 2 192.168.178.27/otrs/index.pl?Action=Admin O M=

- 30}

Dashboard | Customers | Tickets  Statistics  Admin | Q

Agent Management Customer Management Email Settings
Greate and manage agents. Greate and manage groups. Greate and manage customer users. Create and manage customers Manage POP3 or IMAP accounts to fetch Filter incoming emails.
emal from.
Link agents to groups. Greate and manage roles. Link customer user to groups. Link oustomer user to servioes.
Set sender emall addresses for tis system.  Manage S/MIME certiicates for emall
encrypion.
Link agents to roes. Link roles to groups.

Manage PGP keys for email encryption.

Queue Settings Ticket Settings System Administration Oniine Admin Manual

Create and manage queues. Create and manage templates. Manage

ications that are sent o agents.  Create and manage event based notifications. Manage tasks triggered by event or time Manage system regisiration.
based execution,

Link templates to queues. Create and manage responses that are Greate and manage ticket types. Configure and manage ACLs.
automatically sent. Deploy and manage OTRS Business Manage OTRS Group services.
iution™

Create and manage ficket states. Craate and manage ticket priorties.

Link queues to auto responses. Create and manage attachments.

Send notifications to users. Manage existing sessions.

Greate and manage services. Create and manage dynarmic fieids.

Link attachments to templates. Create and manage salutations.

Schedule a mainte

iance period. View performance benchmark resuts.
Create and manage Service Level Agresments
LAs).

Create and manage signatures. @®
View system log messages. Execute SQL statements.
Gonfigure Processes. Edit the system configuration settings.
Greate and manage web services. Update and extend your systern with software
packages.

ar
reboot or shutdown your OTRS
Appliance.

192.168.175.

Katika eneo hili utataarifiwa kuhusu usasishaji uliokuwepo kwa mfumo, na unaweza kuan-
za tena au kuzima mfumo wako.

8 O O /4 orrs Appliance Manager - x -

nEeom

€« C [} 192.168.178.42/otrs/index.pl?Action=AdminOTRSApplianceManager

L
P

- BNV}

Dashboard ~ Customers  Tickets  Statistics  Admin [}

OTRS Appliance Manager

Hint Update

Here you can manage your OTRS appliance. Your system is already up 1o date. There are no updates available.
You can update your system, reboot or

shutdown.

Reboot

Here you ean reboot your OTRS appliance.

| Reboot |

Shutdown

Here you can shutdown your OTRS appliance.

| Shutdown |

17
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2. Sasisha

Msimamizi wa mfumo wa OTRS utakuonyesha kama usasishaji unapatikana kwa mfumo
wako. Ujumbe sahihi utaonyeshwa, na kitufe cha usasishaji. Baada kubofya kitufe, mfumo
utasasishwa otomatiki.

3. Washa tena

Kuwasha tena mfumo bofya kwenye kitufe cha "Washa tena". Mfumo hautopatikana kwa
dakika chache wakati unawaka tena.Tafadhali ondoa CD yoyote kutoka kwenye kiendesha
CD cha mfumo wako kabla!

4. Zima

Kuzima mfumo bofya katika kitufe cha "Zima". Tafadhali toa CD yoyote kutoka kwenye
kiendeshi cha CD ya mfumo wako kabla.

18
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Chapter 5. Matengenezo ya mfumo
1. Menyu kuu

Fungua menyu ya matengenezo ya mfumo kwa kubonyeza kibonye cha F2 katika skrini
ya taarifa. Unahitaji kuingiza neno la siri la mfumo wako hapa.

8 00 OTRS Appliance [Running]
0TRS Appliance - otrs.com powered by pascom.net

[Bootmode]
ANCE
L runnin
: root iy mao

gtho dhcp 192, 168.178.27 Intel Corporation &

<F2r for system maintenance

B.0LB0 Oblef. .

Katka menyu kuu una mambo 8 yanayowezekana yafuatayo: Toka, sanidi mfumo, funga,
fungua sheli, weka neno la siri la mfumo, weka majira ya saa, badilisha lugha ya mfumo,
tengeneza cheleza.

19
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OTRS Appliance [Running]
OTRS Appliance - otrs.com powered by

Hain Menu
Flease choose an option:

Logout

Configure network
Shutdown

Open Shell

Set system password
Configure timezone
Change system language
Create backup

[ u S i S = o Y Y

<Cancel>

Qe il O PlLeft

2. Toka

Kutoka kwenye menyu ya matengenezo ya mfumo unahitaji kuchagua "Funga" na
kuthibitisha na "Sawa".

3. Sanidi mtandao

Hapa unaweza kusanidi kiolesura cha mtandao au kuongeza violesura vya mtandao.

4. Zima

Hapa unaweza ukawasha au kuzima mfumo wako.

20
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OTRS Appliance [Running]

OTRS Appliance - otrs.com powered by

Shutdown

<Cancel>

5. Sheli iliyowazi

Hapa unaweza kufungua sheli la linux kupata ufikivu wa moja kwa moja wa mfumo.

OTRS Appliance [Running]

m powered by pascom.net

1
2
3
El
5
]
3
g

Hain Menu

Flease choose an option:

Logout

Configure network
Shutdown

Open Shell

Set system password
Configure timezone
Change system language
Create backup

<Cancel>

6. Weka neno la siri la mfumo

Hapa unaweza kubadili neno la siri la mfumo ambao umewekwa wakati wa usanidi.

21



OTRS

Real Services

7. Usanidi wa majira ya saa

Hapa unawezakubadili majira ya saa ya mfumo wako.

8. Badili lugha ya mfumo

Hapa unaweza kubadilisha lugha ya mfumo. Unaweza kuchagua kati ya kingereza au
kijerumani.

9. Tengeneza Ccchelezo

Unaweza kutengeneza chelezo kwa ajili ya mfumo wako. Chelezo itakuwa inahifadhiwa
kama taswira ya I1SO katika mfumo wa faili ya mfumo katika

e n0n OTRS Appliance [Running]
OTRS Appliance - otrs.com powered by pascom.net

| Backup |

Do you want to create full a backup to
SBACKUP/appliance. iso?

@u'dﬁ@_lﬁ @@L&ftﬁ -
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