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1. Basics - What is OpenTRS?

What is a typical scenario for using OpenTRS? Example: Bob is a manufactor of
VCRs and his customers often have problems to program the VCRs. So they send
Bob an e-mail. Sometimes they send a second e-mail to show Bob how important
their request is. They are wondering if Bob is alive and how fast he will answer. Bob
is using a normal INBOX and reads his e-mails with pine, mutt or what ever e-mail
client. Sometimes his two brothers Tim and Joe help him to answer the e-mails. They
all use the same INBOX. Of course they have no clue that one customer wrote two
e-mails and maybe Tim give a different answer to the first e-mail for the client that
his brother Joe does. So the client gets different informations. Of couse Bob has no
client-history and no clue how much support he is offering. For the next VCR he is
producing he has no feedback from his support. That is bad! ;-)

But Bob is a smart cookie so he installs OpenTRS. The e-mails of his customers
are not anymore going to his personal INBOX but be routed to the OpenTRS ac-
count (normaly called otrs). The OpenTRS account has some nifty procmail rules
which pipe this e-mails to the system. The system answers the client a standard test
which says that they recieved the e-mail and gives the client a Trouble Ticket Number
(which is very important to trace the ticket). The client is happy because he knows
that his valuable e-mail was recieved by Bob and his team. Anybody from Bob’s
team can open a webbrowser with the URL of the OpenTRS to have a look at the
amount of recieved e-mails and to answer them. In case the customer Mr. Smith send
a question, Bob can answer it. Maybe Mr. Smith does not understand the question
and sends a replay. But Bob is ill. So now Tim can open this ticket and has access
to the history of the ticket. He can read Bob’s answer and the original e-mail of Mr.
Smith. Tim can answer Mr. Smith and Mr. Smith even does not realize that he was
handled by two different people.

Of course this is just a very rough overview of the benefits of OpenTRS. Probably
Bob recieves some 100 e-mails a day which could be handle even with out a Trouble
Ticket System. But the time you recieve some 100000 or even just some 500 e-mails
a day you will be happy to have a system which handles all the e-mails.

Please feel free to brows$dtp://www.otrs.orgffor more informations.
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2. Install - The quick way.

This document is intended f@USE Linughttp://www.suse.de/) users. For other dis-
tributions please have a look lattp://www.otrs.org/

Install the otrs.rpm with YaST (YaST2) or rpm what ever you prefer. Please be aware
of the fact that OpenTRS needs some Perl-Modules which are not installed by de-
fault in a typical SUSE installation. In case you use YaST you will not have troubles
because YaST will tell you what packages have to be installed.

Once you installed the otrs.rpm in your system you have to reload the apache to
force him to reload the config file. You can do this by typing rcapache reload in a
shell. Than fire up your favorate webbrowser and have a lobktat/localhost/cgi-
bin/index.pl

3. FAQ

1. Can | use OpenTRS only with SUSE Linux?

No, but we developed it on a SUSE Linux and frankly we did not do much testing on
a Redhat, Debian, ...

But we will provide additional installation informations bittp://www.otrs.org/ And
we are more that happy to recieve some feedback from you about how you installed
OpenTRS on other platforms.

2. How stable is OpenTRS?

Please be aware of the fact that you are dealing with a beta-version. New versions
are anounced ohttp://www.otrs.org/ But never the less it is quite a stable system
and you shouldn’t run in any trouble. But we can not guarentee it!

3. What hardware do | need?

We suggest an IBM 0S/390. *SCNR* ;-)

Some of our test enviroments are Pentium Il 300 with 64 MB RAM and they do a
pretty good job. Of course the more RAM and the faster the CPU the better.

4.How does OpenTRS scale?

This is depending on the hardware and the enviroment you are using. At the moment
OpenTRS is a one box system. With little work you can set up a webserver-cluster
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and you can split the database to a seperate box. We are planing to support some sort
of clustering mechanism. But this is not the highest priority for the development.
5. Can | use my nice Oracle or DB2?
At the moment we only support MySQL as a database. Frankly we do trust in a
MySQL as much as in a DB2 (for this application). Anybody how is willing to send
some time to port it to other databases is more than welcome to the OpenTRS team!
6. Can | install OpenTRS on a Windows box?
Theoraticly yes, but we are not the big windows gurus and haven't ever tried to set
up a Windows box with an Apache, Perl and MySQL.
7.1did everything the right way, but it does not work. Why?
Do not panic!

We tried our very best to make a simple and smooth installation procedure. But of
course as with any old style open source project we know how to install our software
and sometimes we forget to update our documentation. Please do not hesitate do send
us an e-mail!!!

8. How can | become a part of the OpenTRS developer comunity?

Welcome! Anybody who is willing to help us and has the time is more than welcome.
Please send us an e-mail.

9. 1 do like the OpenTRS but would feel more comfortable by using a commercial
product.

We can not help you. Sorry.
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