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Figure 6: Agent Preferences Screen

After arriving at the Customer Login screen as shown in Figure 7 users are asked
to enter their username and password. This screen also allows users to change their
default language or retrieve a lost password. As requested by the software development
team, a single sign on makes it easy to remember the password and navigate throughout
the system without being prompted to re-enter credentials. From a security standpoint,
whenever a person leaves the company or switches departments, their credentials can be
easily removed from the system thus denying access at the next login attempt. The
retrieve password feature will not longer work because their username will not be found
in the system. Agents and Administrators are the only two account types that can create

and/or delete usernames.
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After a customer logs into the system they can access MyTickets to view a list of

all trouble tickets opened under their user account. Figure 8 shows the MyTicket view
which is a simple interface that offers a quick glance of pertinent information for each
ticket. MyTickets view shows the trouble ticket number which is randomly assigned

whenever a new ticket is created, the age of the ticket which shows how long a trouble

ticket has been open, a brief subject which state the problem being reported, the state of

the trouble ticket and the responsible queue. For a cleaner view, a user can elect not to

show closed trouble tickets.
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Figure 8: Customer MyTickets View

This is a featured that the software development team really appreciated. As one

person stated when asked for feedback about the ease of creating a ticket, “It shows I was

listening”. Creating a trouble ticket in OTRS couldn’t be simpler. Once logged into the

system, a customer account holder can create a new ticket request by simply clicking the

gold star icon at the top of the screen that says “New Ticket”. A “new ticket” window

will open providing space to input ticket details. There are only three spaces that need to

be updated: The recipient of the ticket or ticket queue, the subject of the ticket, and the

problem being reported. There is also an option to include a file attachment which may

be a screenshot of an error or a document that further supports the trouble ticket claim.

See Figure 9 for a picture of the customer NewTicket screen.
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Figure 9: Customer NewTicket

A system administrator account was created for all three system engineers but for

best security practices it could only be used for administrative functions. Therefore, the

agent account is used for most everyday functions. Administrator access in OTRS is the

same as Administrator access in a windows environment. Full access is given to

maintain the integrity, reliability and overall health of the system. Anyone with an

administrator account have all rights and privileges to make system wide changes

therefore it was emphasized that the account be used with caution and any changes made

would be approved by the group or at the very least documented. Several administrative

tasks that were performed using an administrator account were the creation of user

accounts along with groups and queues. SMTP/POP, system logging, and auto
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responders were also created with administrative privileges. Figure 10 shows the Admin

Overview Screen.
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Figure 10: Admin Overview Screen
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Chapter 4 — Project Analysis and Results

4.1- Did Project Meet Goal?

The goal of the project was to implement an open source trouble ticketing system
application that would offer a standardize process to open, track and resolve engineering
issues brought forth within the software development group. The OTRS application
required minimum modifications therefore it was implemented without any major issues.
OTRS not only met the project goals but it exceeded them as well.

As aresult of implementing the open source ticketing system application, both
engineering groups were able to communicate more effectively and work more efficiently
towards their goal of developing high quality software applications. In addition, it
became easier to determine the more important tasks and allocate appropriate resources.
OTRS made prioritization an easy task. This application will continue to have utility
because of its ease of modification for future usage.

4.2- What Went Right and What Went Wrong

Fortunately, most everything went right during the project which may have been
the result of not having a baseline of things that could go wrong. Despite the popularity
of Linux, it was determined that the OTRS application would be installed on a Dell server
running Windows Server 2003 since Linux may poses a learning curve for system
engineering group who has the responsibility to maintain the system. The desire to keep
this application as simple as possible was paramount throughout build and

implementation.
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The first major milestone was accomplished after building the hardware needed to
host the application and adding and testing Windows Server 2003 without any errors.
Because the OTRS application is open source, the compatibility problems between the
source code and Windows Server 2003 and/or the hardware were expected but luckily
none were found. Both apps seemed to coexist smoothly. The entire design and
implementation of the OTRS application was flawless.

4.3- Findings and Analysis and Results

At the start of the project there was limited working knowledge of how a trouble
ticket system application is supposed to work but now a more in depth knowledge has
been attained. OTRS has all the bells and whistles along with ease of integration to be
deployed in small to large enterprise environments. With limited testing the front end
web application and back end database applications seems to work flawlessly together.
Comments were solicited from some of the software developers who had transitioned
over to the new application and considering the limited amount of time spent in the
research and implementation phase, all feedback provided was positive. Redundancy

will be implemented in future releases.
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Chapter 5 — Lessons Learned and Next Evolution of the Project

5.1- Lessons Learned From Project?

This project took the conceptual life cycle models and made them more applicable
in a real world situation. Having very little time to complete the project initially was the
biggest hurdle to overcome however working with no budget while under pressure was a
glimpse of what managers deal with and sometimes on a daily basis.

Many valuable lessons were learned throughout this project but the two most
significant lessons learned are the importance of time management and the need to
choose hardware carefully. These lessons had an overarching affect on the project as a
whole. This project also highlighted the importance of time management when operating
on a strict deadline. Because not much time was given to implement this application, a
very thorough job of planning and documentation could not be achieved. Documenting
the process after the application was implemented was not the most effective approach
when striving for accuracy.

This project also emphasized the importance of proper research and analysis. An
unsatisfactory job was done while selecting the hardware resources that were used to
build this application. If there was no time constraint a more powerful and robust server
with larger hard drives would have been selected to accommodate future growth and
expansion. Due to these time constraints a random server was selected using hard drives
that were available. This seemed like the correct thing to do at the time but as the team

grow so will the need for faster high availability resources.
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Although the hardware certainly met the minimum specifications of the application, an

opportunity to select the best of what was available would have been a much better

option. If in the future the application is too resource intensive for the server, the

application will have to be migrated over to another server which will result in downtime.
5.2- What Could Have Been Done Differently?

There are a few things that could have been done differently. First, based on the
lessons learned regarding time management, there would be a more realistic timeline in
order to meet the goals in the most accurate and expeditious manner possible. Second,
based on the lesson learned with respect to selection of hardware, there would be the
opportunity to have a thorough consideration into future concerns prior to choosing
which hardware to use. Third, a proof of concept could have been developed before
acquiring and building the hardware needed to host the application. In doing so the
performance of the application could have been accessed in a live environment and the
amount of hardware resources required would have become more apparent.

5.3- Improvements / Evolution of the project
Currently there are no problems or limitations with OTRS version 2.2.1 thus
eliminating the need to immediately upgrade to the newer version 2.2.2 which was
released on August 6, 2007. However, as the needs of the project and team grow, there
may be a need to consider the newer version.
5.4- Conclusion

Overall, this project provided an excellent learning experience with the

importance of setting reasonable expectations when working on a deadline at the

forefront. The project was started with a familiarity of trouble ticket system applications
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but a more in-depth knowledge and understanding was gained during the project life
cycle. I now understand how trouble ticket system applications work and how they are
implemented in a live environment. Most importantly, this project helped me accomplish
all my goals which resulted in the team being able to prioritize critical tasks and work

more efficiently in a cost effective manner.
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Appendix A

Installing Windows Server 2003

Insert Windows Server 2003 CD and restart system. At the Windows Server 2003
Enterprise Edition Setup screen press Enter to accept Setup Windows Now.

At the Windows Licensing Agreement screen press F8 to agree and proceed.
Select the default drive for the installation which is typically drive “C” and press
Enter to start installation.

Using the arrow keys select “Format the partition using the NTFS file system”
and press Enter.

The next screen should ask for confirmation to format the C drive. Press F to
confirm format. The next screen shows the status of the C drive being formatted.
This process may take 5-10 minutes depending on the size of the hard drive.

After formatting complete, system files will be copied to the Windows installation
folder for preparation.

At Regional Language and Options Screen click Next.

Enter a name and optional organization and click Next.

Enter product key and click Next.

On the Licensing Mode screen select Per Device or Per User depending on the
licensing agreement and click “Next”.

On Computer Name and Administrator Password screen, enter a computer name

and Administrator password and click Next.
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e On Modern Dialing Information screen enter appropriate area code and click
Next.

e On Date and Time Settings screen enter date, time, time zone, and click Next.

e On the Network Settings screen accept the default Typical Settings and click
Next.

e  On Workgroup or Computer Domain screen accept default (WORKGROUP)

and click Next.

Installation will continue......

e After installation, the systems will restart to the login screen. Use the previously

created login and password.

After installation is complete run Windows update to apply all Service Packs and Patches
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Appendix B

Configuring Fault Tolerance
Before configuring an array, the disks have to be converted from Basic disc to
Dynamic disc. The following step shows the configuration using Microsoft Disk

Management.

¢ Right click on My Computer icon and select Manage.

e Click on the Disk Management icon on the lower left hand side of the screen
and notice on the right-hand side should be a graphical display of disks that are
currently connected to the computer.

e Right click on the first disk representation which should be Disk 0 and click

Convert to Dynamic Disk and click Yes when prompted.

A dialog box will warn that file systems will be dismounted.

e Click Yes and then click OK to restart the computer.

This process requires two restarts. The first restart is needed by Disk
Management to complete the conversion of the boot volume device from Basic to
Dynamic and the second restart is needed by Plug and Play (PnP) to complete the
installation of the new boot volume device. After restarting the system, repeat the

process to configure the second disk to convert it to a dynamic disk.
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Mirror the Drive
After converting both hard drives to dynamic disc it was time to configure the mirror on

the boot volume. The following steps were performed:

¢ Right click on the C drive and then click Add Mirror. When prompted to

select the location for the mirror chose Disk 1.

While the mirror is being built the status will read “Resynching” which means
that the two drives are synching. The process isn’t complete until the status of the drive
changes to “Healthy”. After creating the boot mirror I manually simulated a hard drive
crash by unplugging the primary hard drive to test whether the system would switch over

to the secondary hard drive. I was relieved that it did it!
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Index

An optional index can go here.



