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February 1, 2009: Alarge number of tickets older than 30 days
weare accidentally deleted from the datahase. Recovery from
hackups will he attempted on the live DB. L ost your pa ord?
Reguest mew passwom)
January 30, 2009: OTRS has been upgraded to version 2.4. We

have also moved itto & new dedicated server, and changed the
URL to hitps:icket wikimedia.org.
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Subrnit

January 29, 2009: OTRS 2.4 test server setup
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Tickets: 1-3 of 3- Page: 1
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1-click
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From: Rjd0060 =rid 0060 wiki@amail.com=
To: otrs-test@wikimedia.org
Subject: Lorem ipsum

Lorem ipsum dolor sit amet, consectetur adipisicing elit, sed do eiusmod
tempor incididunt ut labore et dolore magna aligqua. Ut enim ad winin veniam,
quis nostrud exercitation ullamco laboris nisi ut aliguip ex ea commodo
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse
cillum delore eu fugiat nulla pariatur. Excepteur sint occaecat cupidarat
non proident, sunt in culpa qui officia deserunt wollit anim id est labonum.
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G 1-tlick
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Done

Created:07/06/2008 23:04:44

State: nesw;
Priority: 3 normal
Queue: Training

CustomerlD: rjd00 50 wiki@umaill.

Compose Answer (email):
empty answer h

compose

Contact customer (phone):
® Phone call

Change queue:
Training ¥ | Move
[ Age: 38 minutes |
Created:07/06/2008 23:06:35

State: e
Priority: 3 normal
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An open-source
trouble ticket
system




What i1s OTRS?

 Used by the Wikimedia Foundation for
questions, complaints, comments, and
role accounts in multiple languages and
for multiple projects

« Used by some Wikimedia chapters for role
accounts

« Used by Wikimania organizing teams for

role accounts -




Who works in OTRS?

e \VVolunteers!

 Generally recruited through page on Meta

« Some given specific access because of their
positions in chapters or on committees

 Some staff, depending on position
« Managed by volunteer administrators
« Admins managed by Cary Bass
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Queues

* |[ncoming messages are automatically sorted
iInto queues based on content — just not
perfectly!

 Major queues
e Info queues and subqueues
 Permissions queue and subqueues
* Role boxes: press, Wikimania committees
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How tickets are handled

* Tickets arrive and are sorted into queues

* VVolunteers with queue access review
tickets

 If necessary, volunteer performs
appropriate on-wiki action

 If necessary, volunteer responds

» If necessary, volunteer follows up
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Major issues




Future direction




Questions?




