

    
      
          
            
  
Zammad - Documentation for administrators


Manage


	Users
	Create and edit users

	Import of users via CSV file

	The assignment of rights / Permissions

	View from user’s perspective

	Set a user active/ inactive





	Groups
	What are groups?

	Group settings

	Permissions





	Roles
	Admin

	Agent

	Customer

	User preferences

	Default at signup





	Organizations
	Import of organizations via CSV file





	Overviews

	Text Templates
	Text modules

	Delete or clone text modules

	Import of text modules via CSV file

	Ticket templates for new tickets





	Macros

	Tags
	How to tag

	Tag-Overviews

	Tag Management Area





	Calendars

	SLAs

	Trigger
	How Do They Work?

	Examples

	Other Notifications





	Scheduler
	Add a new scheduler





	Report-Profiles
	Further information about the reporting:





	Time Accounting






Channels


	Web

	Forms
	Potential Spam-Issue





	E-Mail
	Accounts

	Filters

	Signature

	Additional E-Mail Setting

	Advanced E-Mail-Configuration





	Chat
	How to improve Support by Chat?

	Our answer: The Zammad Chat Widget

	Configuration of the Chat widget





	Twitter
	1. Apply for a Twitter Developer account

	2. Create a new Twitter app for Zammad

	3. Set your new app’s permissions

	4. Generate a new access token & secret

	5. Set up a dev environment

	6. Add your new Twitter app in Zammad

	7. Add your Twitter account in Zammad

	8. Configure filters





	Facebook

	Telegram
	Register a Telegram bot app

	Configure Zammad as Telegram bot

	Start using your new channel










Settings


	Branding

	System
	Service

	Frontend





	Security
	Base

	Password

	Third-Party Applications





	Ticket
	Base

	Number

	Auto Assignment










System


	Integrations
	Integrations for phone systems

	Integrations for authentication and customers

	Integrations for Monitoring Systems

	Other Integrations





	API (System-Admin Documentation) [https://docs.zammad.org/en/latest/api-intro.html]

	Objects

	Translations

	Maintenance
	Mode

	@Login





	Monitoring

	Packages

	Sessions

	Version









          

      

      

    

  

    
      
          
            
  
Users

This is the user-management-area. All users who have access to Zammad can be edited here.

There is an overview about all registered users in the system. That includes agents, admins and customer:

[image: _images/Zammad_Helpdesk_-_Users-1.jpg]
If nothing has been selected, as you can see on the last screen, all user groups are displayed. If you select one (or two) user groups, only the users that are assigned to this role are displayed, as you can see in the following picture:

[image: _images/Zammad_Helpdesk_-_Users-2.jpg]
Here, only the administrators are selected - there are two in this system.


Create and edit users

On the right side by clicking “new user” a new user can be created:

[image: _images/Zammad_Helpdesk_-_Users-3.jpg]
Existing users can be edited by clicking on this user. You can reach the following mask on both paths. In the upper part of the mask all personal details can be registered:

[image: _images/Zammad_Helpdesk_-_Users-5.jpg]
In the “Organization” field, the user can be directly assigned to a customer group / organization. Only existing organizations can be selected. Customers of the same organization can view each other items (if the organization is set as a “shared” organization).

You can also change the password to log in to Zammad.

Users can be set as a VIP (These users can be selected specifically for the SLA or other automatisms, in which these users must be distinguished from other users).

You can create further fields in the agent interface by choosing System –> Objects.

Any other relevant information about the user can be entered in the lower part of the edit mask (note). This information is only visible to agents:

[image: _images/Zammad_Helpdesk_-_Users-6a.jpg]



Import of users via CSV file

With the import action (since Zammad 2.5) you can download a sample CSV file and upload your own CSV file.

To reduce the error rate of unwanted mass changes, a test import is carried out first and a summary appears at the end. If you agree with the summary, the CSV import can be finally executed.

[image: _images/Zammad_Helpdesk_-_Users-Import.jpg]



The assignment of rights / Permissions

…can only be set here, via this mask!

First, you can set which role the user should have in the system. Does this user have administrative rights, is he/she an agent who processes the tickets or a customer who only sees and processes his own tickets?

[image: _images/Zammad_Helpdesk_-_Users-6b.jpg]
If the current user is an agent, you can select this option to open further settings. Now it is possible to select which rights are assigned to him in which group:

[image: _images/Zammad_Helpdesk_-_Users-7.jpg]

Understanding Permissions





	Permission

	Description





	READ

	Read only access to the tickets and entries of this group.



	CREATE

	Right to create tickets or entries in this group.



	CHANGE

	Right to change the attributes of tickets or entries or areas that belong to this group.



	OVERVIEW

	Right to see tickets in the overviews. A view of the ticket details is not possible.



	FULL

	Right to create, read, change and see tickets in the overviews.







Hint


I can’t assign an agent as Owner?!

To assign an agent as Ticket-Owner, the agent needs FULL rights on the group, other wise this is not possible.





If a user gets no rights to one group, the system does not display a ticket or ticket notification to the user. This group, for which he has no rights, is also not displayed in the group selection.




View from user’s perspective

It’s also possible to show the view from user’s perspective - scroll over the action-column, like that:

[image: _images/Zammad_Helpdesk_-_Users-4.jpg]
This function can be used, for example, to test whether the rights assignment for the respective user has been set correctly - i. e. that this user only has access to the areas assigned to him/her.




Set a user active/ inactive

[image: _images/Zammad_Helpdesk_-_Users-8.jpg]
If a user is set to inactive, he/she can no longer log in to the system. Other, active users will no longer see this user as a possible ticket owner.


Hint

Disabling a Customer does not deny E-Mails from that customer!




Note

Every user needs their own e-mail address to log in to the system and to view and edit their tickets. Agents and Admin need the email address for registration only.
The emails sent to the customer are written from the email-address set in the group settings. Your own e-mail address can be placed in the signature.









          

      

      

    

  

    
      
          
            
  
Groups

This is the group management area. You can edit existing groups and add new groups.


What are groups?

Groups in Zammad are similar to working groups that deal with different topics within a company. For example, the tickets relevant to the sales department might be available in the Sales group, while the tickets for the support department might be available in the Support group. These are just examples; how you structure your groups is up to you.

Tickets enter Zammad through various channels (e.g. via email) and are then sorted into these groups. The tickets (cases) are thus made available to the agents responsible for the group. Each ticket can only belong to one group, and you can decide with a permission system what permissions your agents have in each group. For example, you might want set up a group Management for confidential tickets; with the permission system you can configure that only a few select agents will have access to these tickets.

For an additional way to categorize tickets, have a look at  Tags.




Group settings

Click on a group to edit it, or click on New group to create a new group.

There you can edit the following settings:


	Name: choose a name for the group.


	Assignment timeout: the time in minutes after which the ticket’s state will revert back to unassigned after the assigned agent hasn’t worked on the ticket.


	Follow up possible: configure what happens when a customer replies to a closed ticket:


	yes: the ticket will be reopened.


	do not reopen ticket but create new ticket: the ticket will remain closed, and Zammad will instead put the customer’s reply in a completely new ticket.






	Assign follow ups: configure whether a closed ticket that has been reopened due to a customer reply should remain assigned to the last agent:


	yes: the ticket will remain to the last agent who owned it.


	no: Zammad will unassign the ticket.






	Email: choose which email address will be used as the sending address (From header) when agents reply to tickets in this group. Email addresses can be configured in Channels → Email → Accounts.


	Signature: choose which signature should be appended when agents reply to tickets in this group. Signatures can be configured in Channels → Email → Signatures.


	Note: an internal note about the group that is only visible to people who can access the group management area.


	Active: choose whether the group is enabled or not. Groups cannot be deleted, only set to inactive.




Eventually it should look something like this:

[image: _images/Zammad_Helpdesk_-_Groups.jpg]



Permissions

The group permissions for agents can be set up as follows:


	directly via the user administration (Admin → Manage → Users), please see: The assignment of rights / Permissions




or


	With the permission setting via a role (Admin → Manage → Role), please see: Roles




It is recommended to avoid using both configurations.


Hint

If the Group field does not appear in the ticket view, ensure that:



	you have created more than one group


	the current user has change permissions to more than one group







This is necessary because Zammad automatically hides selection fields with only one option.









          

      

      

    

  

    
      
          
            
  
Roles

… are the aggregation of groups. These should represent the field of activity / functional description of the agent. A user can be active in several roles.

The assignment of rights directly via a group should be avoided when roles are used.


Admin

An admin role can be given access to different areas in the admin interface. You can give someone full access to the admin area (Admin - Admin Interface = yes). However, it is also possible to distribute only access to some areas.
For example, you could choose someone as a “Text-Module-Coordinator” who is a normal agent, but coordinates all changes in this area. In this way the admin can be relieved.

You can give access to the following sections:

[image: _images/Zammad_Helpdesk_-_Roles_admin.jpg]



Agent

You can selectively give agents access to communication and reporting functions:

[image: _images/Zammad_Helpdesk_-_Roles3.jpg]
In addition, access rights can be given to the individual groups:

[image: _images/Zammad_Helpdesk_-_Roles-2.jpg]
Common Use Cases:

In the vast majority of cases, the agent role should simply be given the full permission:

[image: _images/permission-example-use-case-agent.jpg]
This is the recommended default and should be used unless you have special requirements for the agent role.

Another common use case is the supervisor role, where the supervisor can freely view and modify tickets, just like an agent, but cannot be assigned as a ticket owner. This is done by selecting all four individual permissions:

[image: _images/permission-example-use-case-supervisor.jpg]

Understanding Permissions





	Permission

	Description





	READ

	Read only access to the tickets and entries of this group.



	CREATE

	Right to create tickets or entries in this group.



	CHANGE

	Right to change the attributes of tickets or entries or areas that belong to this group.



	OVERVIEW

	Right to see tickets in the overviews. A view of the ticket details is not possible.



	FULL

	Right to create, read, change and see tickets in the overviews.







Hint


I can’t assign an agent as Owner?!

To assign an agent as Ticket-Owner, the agent needs FULL rights on the group, other wise this is not possible.





Here are a few examples of different combinations of rights:

[image: _images/permission-examples-comb1.jpg]
This applies to group “Incoming” and allows the agent to read and edit its tickets. He can also search for those tickets and see them in overviews.
The agent can’t create new tickets into the group “Incoming”.

[image: _images/permission-examples-comb2.jpg]
This applies to group “Incoming” and allows the agent to create new tickets to the group. He also can see the tickets in overviews.
The agent can’t read or edit tickets of this group (also Bulk actions do not work). Searching for tickets inside of “Incoming” is also not possible.

[image: _images/permission-examples-comb3.jpg]
The agent can read, search and edit tickets for the group “Incoming”.
The tickets will not appear in the agents overviews and creation of new tickets doesn’t work as well.




Customer

Access to customer tickets based on current_user an organization
–> This checkbox gives the user access to his or her own tickets created in the ticket system. If the customer is a member of a “Shared Organization”, he can also see those of the organization.




User preferences

For each of both, agents and customers, you can define which areas are available in the user preferences:

[image: _images/Zammad_Helpdesk_-_Roles5.jpg]
These settings refer to the personal settings that can be set here:

[image: _images/Zammad_Helpdesk_-_Roles8.jpg]

	hint

	If agents are not allowed to change their own passwords, no check mark must be set at “Password”. In this case, only the admin can assign and change a password.








Default at signup

One of the roles should be created as the “default role” (default at signup = yes). When someone registers in the system who has not yet been registered in the systems, this role is given to them.
This is usually the role “Customer”. All other roles must be set to “no”.

To keep an overall view of this, the field selection (yes/no) is displayed in a column in the role overview:

[image: _images/Zammad_Helpdesk_-_Roles7.jpg]






          

      

      

    

  

    
      
          
            
  
Organizations

Organizations allow you to group customers. This has two important advantages, among other things.

1.) As an agent you have not only the overview of a customer’s tickets, but also an overview of the entire organization.

For example, by searching for the organization, all the tickets are displayed and they can be opened easily by click.
This overview appears as follows:

[image: _images/Zammad_Helpdesk_-_Awesome_Customer_Inc_.jpg]
2.) As a customer, you can view and edit your colleagues’ tickets (if the organization is a “shared organization”, you can set this as the parameter for each organization. See the Edit-Mask).


	For example:

	A customer user who has only created one ticket himself, but whose entire organization is 6, the overview looks like this:





[image: _images/Zammad_Helpdesk_-_My_Organization_Tickets.jpg]
In the organizations management area (Admin Interface –> Manage –> Organizations) you can manually add, edit or delete existing organizations. That’s the Edit-Mask:

[image: _images/Zammad_Helpdesk_-_Organizations.jpg]
Within the organization can be set the following things:


	if it’s a shared organization (All customers who are assigned to this organization can view and edit the group tickets)


	if the assignment is domain based (assign users based on domain)


	note


	if it’s active or inactive





Import of organizations via CSV file

With the import action (since Zammad 2.5) you can download a sample CSV file and upload your own CSV file.

To reduce the error rate of unwanted mass changes, a test import is carried out first and a summary appears at the end. If you agree with the summary, the CSV import can be finally executed.

[image: _images/Zammad_Helpdesk_-_Organizations-Import.jpg]






          

      

      

    

  

    
      
          
            
  
Overviews

You can provide overviews to your agents and customers. They can be used as a kind of worklist of tasks that the agent is supposed to work off.
You can also create individual reports for individual agents or agent groups.

In the Overview Management Area you can add new overviews, edit or delete them.

The following attributes can be set when creating an overview:

AVALABLE FOR A SPECIFIC ROLE / AVAILABLE FOR CERTAIN USERS:

[image: _images/Zammad_Helpdesk_-_Overviews.jpg]

Hint

Roles are assigned to users, per default there are agents, admins and customers. Further information about Roles.



With these settings you can choose whether to make the overviews available to an entire group of people (by selecting the role) or to specific users. The entries in both fields apply. This means that you can also select individual users in addition to sharing the overview for all role members.

ONLY AVAILABLE FOR USERS / CUSTOMERS WITH SHARED ORGANIZATIONS:

[image: _images/Zammad_Helpdesk_-_Overviews2.jpg]

Hint

Shared organization = that’s a setting in the organisations-management. See Organizations for more information.



This is only important if the available role is a customer. When deciding whether yes or no is selected,it must be considered to what extent this makes sense - for example, if a customer sees only his own tickets, many views are usually not necessary…

AVAILABLE FOR USERS WHICH ARE REPLACEMENTS FOR OTHER USERS:

[image: _images/Zammad_Helpdesk_-_Overviews3.jpg]
This selection refers to the setting in the user preferences (profile-pic in the left corner –> profile –>) “out of office”. If this option is checked, this selection is only displayed if someone has been entered as a substitution.


	For example:

	Agent A is on vacation and Agent B will take care of his tickets. Then an overview can be set up, which only shows Agent B all new tickets from Agent A for this period of time, without having to search for them separately.





CONDITIONS FOR SHOWN TICKETS:

[image: _images/Zammad_Helpdesk_-_Overviews4.jpg]
What conditions should the listed tickets contain? (=it is like a filter) You can add more than one condition. In the preview you have the possibility to double check if your entry of the conditions makes sense by directly displaying tickets that match your filtering.

ATTRIBUTES:

[image: _images/Zammad_Helpdesk_-_Unassigned___Open.jpg]
Which attributes shall be shown in the overview? (=column headers)

With this setting you can select the headlines of your overview. Depending on which information is important in this selection, it can be displayed individually. For this example “Unassigned and open” the overview would look like this:

[image: _images/Zammad_Helpdesk_-_Overviews4.jpg]
These settings can also be adjusted individually by each agent at a later time (In the overview, top right: Options).

ORDER / DIRECTION / GROUP BY / ACTIVE:

[image: _images/Zammad_Helpdesk_-_Overviews6.jpg]

	order: In which order should the tickets be displayed? (Sorted by the attributes)


	direction: The direction of the order


	group by: Should the tickets be displayed again grouped by a specific attribute within the list?


	active: Set them active or inactive








          

      

      

    

  

    
      
          
            
  
Text Templates

Create text templates to spend less time writing responses. You can create text passages (Text modules) or even entire response templates.


Text modules

Text modules can be edited in the admin interface under Manage –> Text modules.
Here you will find text snippets already created in the standard version, which can be extended as needed.

[image: _images/Zammad_Helpdesk_-_Text_modules.jpg]
Text modules can include smart variables like the users name or email address.
Here you can add new text modules, delete or edit them.

Creating keywords makes it easier to find the right text module.

To select placeholders from a list, just enter “::” in the text block. The list can be searched with the arrow keys after inputting keywords or shortcuts.
All text modules can be used in articles as well as in triggers (auto-messages) and in chat.


Tip

If text modules are to be grouped, this can be done using shortcuts. Example country codes:

Text modules are created for the group Germany as follows:


	Ger_Textmodule1


	Ger_Textmodule2


	…




for Austrian-Snippets:


	Aut_Textmodule1


	Aut_Textmodule2




thus only the relevant text modules are displayed for each country.



Examples of snippets are:


Hello Mrs. #{ticket.customer.lastname},

Hello Mr. #{ticket.customer.lastname},

Hello #{ticket.customer.firstname},

My Name is #{user.firstname},








Of course you can also use multi line snippets.

Available objects are:



	ticket (e. g. ticket.state, ticket.group)


	ticket.customer (e. g. ticket.customer.firstname, ticket.customer.lastname)


	ticket.owner (e. g. ticket.owner.firstname, ticket.owner.lastname)


	ticket.organization (e. g. ticket.organization.name)


	user (e. g. user.firstname, user.email)










Delete or clone text modules

It happens more often that similar text modules have to be created or unnecessary ones deleted. For these cases you can click on the 3 points in the text module overview on the right side and select the corresponding action:

[image: _images/Zammad_Helpdesk_-_Text_modules-clone.jpg]
When cloning, text modules with all attributes are duplicated and can be edited later.




Import of text modules via CSV file

With the import action (since Zammad 2.5) you can download a sample CSV file and upload your own CSV file.


To reduce the error rate of unwanted mass changes, a test import is carried out first and a summary appears at the end. If you agree with the summary, the CSV import can be finally executed.

[image: _images/Zammad_Helpdesk_-_Text_modules-Import.jpg]






Ticket templates for new tickets


Ticket templates in new tickets can be created by any agent. Therefore you will find information inside of our User-Documentation [https://user-docs.zammad.org/de/latest/zammad-ticket-templates.html] .










          

      

      

    

  

    
      
          
            
  
Macros

Macros make it easy to automate common, multi-step tasks within Zammad. You can use macros in Zammad to automate recurring sequences, saving time (and nerves). This allows a combined sequence of actions on the ticket to be executed with just one click.

In the Macros Management Mask you can add, edit and delete macros:

[image: _images/Zammad_Helpdesk_-_Macros.jpg]
By clicking on an existing macro or by clicking on “New Macro” (top right) the edit mask opens:

[image: _images/Zammad_Helpdesk_-_Macros2.jpg]
One macro can contain any number of changes to the ticket. In this example you close the ticket, set the owner and tag the ticket - all with just one click!

As of Zammad 2.6, macros can be configured to close the current tab when finished, so you can move straight onto the next ticket without another thought.

This setting is optional, of course, so there’s nothing to worry about if you don’t want your macros to work like this.

[image: _images/Macro.jpg]
*You have two options on how to use Macros:*


	In the ticket on the right lower corner. There is an arrow next to the “update” button. All active macros are displayed here:




[image: _images/Zammad_Helpdesk_-_Macros3.jpg]

	If you want to apply a macro for more then one ticket, you have to select all the corresponding tickets in the overview:




[image: _images/Zammad_Helpdesk_-_Macros4.jpg]
select all relevant tickets, click, hold down the cursor and move it anywhere, like that:

[image: _images/Zammad_Helpdesk_-_Macros5.jpg]
Keep the cursor pressed and go to “Run Macro” so that you can see all active macros:

[image: _images/Zammad_Helpdesk-Macros6.jpg]




          

      

      

    

  

    
      
          
            
  
Tags

With tags, tickets can be categorized and marked.


How to tag

All agents can tag tickets. You can find further information about tagging of tickets on our User Documentation [https://user-docs.zammad.org/en/latest/basics/service-ticket/settings/tags.html].




Tag-Overviews

You can list all the marked tickets by tag in different ways:


	1. by providing an appropriate overview

	Create a new overview and select “Tag contains …” as condition.
You can find further information in Overviews





2. by a search-query

Enter e. g.: tag:banana in the search mask and you will receive all tickets that have been tagged accordingly. For a collected listing, click on “Show Search Details” under the search box:

[image: _images/tag_banana.jpg]
3. by clicking on the tag in the Tag Management Area

In the Tag Management you can find an overview of existing tags used in the system (and a counter how often they are used):

[image: _images/tag_banana2.jpg]
For more information about the individual tags, just click on the blue counter:

[image: _images/tag_3.jpg]
Select one of the tickets that appears below the search box or get a complete overview of all tickets by clicking on “Show Search Details”:

[image: _images/tag_5.jpg]



Tag Management Area

Here it can also (in addition to the overview - as described above) be set whether the agents are allowed to add tags themselves or not (in the left upper corner).

You can add more tags or delete them.







          

      

      

    

  

    
      
          
            
  
Calendars

A calendar is required to calculate escalations or reports based on business hours.

Define a “standard”-calendar which system-wide is valid. Only in the specified business hours, escalation notifications are sent to agents.

If you have customers for which you have to comply with different customer business hours, you can create several calendars. The allocation to the customer tickets can be adjusted via the SLAs.

And this is what it looks like:

[image: _images/Zammad_Helpdesk_-_Manage-Calendars.jpg]
All created calendars are displayed in the overview.


	Here you can create a new calendar if agents or customers belong to another time zone.


	Just push the delete-button to delete this specific calender - all SLAs assigned to this calendar are automatically assigned to the default calendar.


	Pressing this button sets this calendar as the default calendar for the entire system.


	via this button you get to the edit-mask (same mask as in 1.):




[image: _images/Zammad_Helpdesk_-_Manage-Calendars-2.jpg]
–> determine a name, a time-zone, the business hours to be used for this calendar and special holidays. In addition, you can subscribe to the iCalendar, which will automatically load all holidays from Google (updated once a day) … and you can add a note.





          

      

      

    

  

    
      
          
            
  
SLAs

Service levels and the respective agreements (service level agreements, SLAs) document quality pledges for IT services. SLAs are recorded and administered in here.

A calendar is required to calculate escalations or evaluations based on business hours.
Define a “standard” calendar which is valid throughout the system. Only in the specified business hours, escalation notifications are sent to agents.
If you have customers for which you need to comply with different business hours, you can create multiple calendars. The customer tickets are allocated via the SLAs.

That’s how it works:

[image: _images/Zammad_Helpdesk_-_manage-SLAs-1.jpg]
[image: _images/Zammad_Helpdesk_-_manage-SLAs-2.jpg]

	give it a distinctive name


	specify the ticket groups for which the SLA is to apply (these can also be arbitrarily combined and thus specified)


	In the preview you see the selection of the tickets and doublecheck wheather those are correct


	choose the business-calender


	define the SLA-Times:





	First Response        Timeframe for the first response (external call, email)


	Update Time           Timeframe for every following response (external call, Email)


	Solution Time         Timeframe for solving the problem (status: closed)




It is up to you if you set one, two or all three times. When the SLA time is reached, the ticket escalates. Now all agents get an notifications, which have stored the corresponding setting in their own settings profile -> notifications. The information that a ticket is escalated can be selected in the triggers as an attribute, whereby a desired action can be followed.





          

      

      

    

  

    
      
          
            
  
Trigger

Every time a customer creates a new ticket, they automatically receive a
confirmation email to assure them that their issue has been submitted
successfully. This behavior is built into Zammad, but it’s also highly
customizable, and you can set up other automated actions just like it.

Maybe you want to set a higher priority on any ticket with the word “urgent” in
the title. Maybe you want to avoid sending auto-reply emails to customers
from certain organizations. Maybe you want mark a ticket as “pending” whenever
someone adds an internal note to a ticket.

Whatever it is, you can do it with triggers: actions that watch tickets for
certain changes, and then fire off whenever those changes occur.


How Do They Work?

Triggers consist of two parts: conditions and changes. Conditions
answer the question, “when should this trigger fire?” Changes answer the
question, “what should happen when it does?”

Triggers are evaluated in alphabetical order, by name.


Conditions

When creating a trigger, define your conditions here:

[image: _images/Zammad_Helpdesk_-_Triggers10.jpg]
If you set multiple conditions for a trigger, they must all be true for it
to fire. You can configure triggers to fire based on the properties of:


	The Ticket itself

	e.g., Was this ticket newly created? Is the ticket currently open? When was
the last time we received contact from the customer on this ticket?



	New Articles on the ticket

	e.g., Was this article added by email? by phone? Was it created by an
agent, or a customer? Does the subject contain a certain set of words?



	The Customer that created the ticket

	e.g., What is the customer’s name? Is the customer a VIP? What department
does the customer work in?



	The Organizations that the ticket’s customer belongs to

	e.g., What is the name of the customer’s organization? Does it have a note
attached to it containing a certain set of words?








Changes

When creating a trigger, define your changes here:

[image: _images/Zammad_Helpdesk_-_Triggers11.jpg]
A trigger can do two things once its conditions have been met:


	Modify the ticket

	e.g., Escalate its priority, close it, reassign it, rename it, add tags,
etc.



	Send an email

	Either to the customer, the agent who owns the ticket, or every agent in the
system.






Note

In order to send E-Mails with Triggers, you need to configure an E-Mail-Address for the group the trigger is working in.
If you don’t, Zammad will skip the Trigger.








Examples


	Any time Jacob Smith creates a ticket, assign it to the Sales group:

[image: _images/Zammad_Helpdesk_-_Triggers.jpg]


	Emma Taylor is responsible for all sales internally, so if a new ticket has
the word “order” in the subject, assign it to her and make sure it’s set
with a high priority:

[image: _images/Zammad_Helpdesk_-_Triggers2.jpg]


	Send an auto-reply email to anyone who responds to a ticket:

[image: _images/Zammad_Helpdesk_-_Triggers3.jpg]







Other Notifications

There are other notification emails sent by Zammad that are not configurable as
triggers (e.g., the notifications that agents receive when a new ticket
is created, or when a ticket is escalated). These notifications are built into
Zammad itself, and if you need to customize them, you will have to modify some
of the files on your server.

Inside your Zammad directory (usually /opt/zammad), email templates for
various events are stored inside the /app/views/mailer directory, named
according to the language they’re written in. Thus,

/opt/zammad/app/views/mailer/ticket_create/de.html.erb





is the German-language template used to notify agents whenever a new ticket is
created. To modify this template, create another file with the same name and
add a .custom suffix:

/opt/zammad/app/views/mailer/ticket_create/de.html.erb.custom





Now, this file will be used instead of the original when sending notification
emails in German.







          

      

      

    

  

    
      
          
            
  
Scheduler

The scheduler performs time-based automated actions. You can set up your own schedulers, configure at which points in time they should run, set up conditions to determine which tickets they should affect, and then configure the actions that you want to be executed on these tickets.


Note

Schedulers with Action: Delete are currently the only way in the Zammad front end to permanently delete tickets. This limitation is intentional as Zammad is designed to be revision-proof. A possible use case for such a scheduler is to delete spam tickets some time after creation (e.g. 30 days).




Warning

While it is possible to delegate scheduler permissions to normal agents with the admin/scheduler permission, it is inadvisable to do so. Malicious agents could use a scheduler to access tickets in restricted groups (by moving them to a non-restricted group) or to delete arbitrary tickets.




Add a new scheduler

[image: _images/Zammad_Helpdesk_-_Manage-Scheduler-Steps1-3.jpg]
[image: _images/Zammad_Helpdesk_-_Manage-Scheduler-Steps4-5.jpg]
[image: _images/Zammad_Helpdesk_-_Manage-Scheduler-step6-8.jpg]

	Name: choose a name for the scheduler.


	When should the job run: choose the points in time when the scheduler should run.


	Conditions for affected objects: determine the ticket attributes (conditions) to limit on which tickets the actions configured in step 5 are to be performed.


	Preview: this list previews some tickets that your conditions are matching and shows a total of how many tickets are being matched. Use this to double-check the entered conditions.


	Execute changes on objects: determine the changes to be made to the ticket.


	Disable notifications: by default, actions triggered by schedulers won’t send notifications. You can override this here by setting this to no.


	Note: you can use the note field to describe the purpose of the scheduler. This is only visible to other admins when they are editing the scheduler. It is not a way to add notes to tickets.


	Active: with this setting you can enable/disable the scheduler.




The scheduler shown in the screenshot would have the following effects:

Every workday (Monday to Friday) at 9:00 a.m. (UTC), all tickets which:


	are not closed and


	are assigned to the Sales group and


	whose escalation was 30 minutes ago




will be:


	assigned to Emma and


	have their priority changed to 3 high.




As a supervisor in the Sales group, this enables Emma to intercept and process escalated tickets.

Emma will not receive notifications when the scheduler assigns her these tickets, and no note will be added to them.







          

      

      

    

  

    
      
          
            
  
Report-Profiles

Report profiles are used to restrict / filter report-results. The idea of the profiles is to limit the number of tickets and determine the type of tickets you want to analyze.
You can create any number of profiles in the Admin Interface in the “Report Profile” area. The edit-mask looks like this:

[image: _images/Zammad_Helpdesk_-_Report_Profile.jpg]
This example shows the statistics of all tickets of the organization “Awesome Customer” that were created in the last month.

The filters can be combined with each other as desired. The filters build on each other, which means that they are further restricted per additional attribute.

All configured filters are displayed in the statistics area and you can switch between them with one click:

[image: _images/Zammad_Helpdesk_-_Report_Profile2.jpg]

Further information about the reporting:

The time period and time interval can be changed with one click (the graphic adapts itself directly):

[image: _images/Zammad_Helpdesk_-_Reporting10.jpg]
You can filter the Create Channels (Phone, Email, Twitter,…) and Communication (Phone, Email, Twitter,…) and select metrics (choose from the menu bar in the upper left corner - currently Ticket Count, Create Channels, Communication). Here all tickets of a profile are evaluated with a certain metric.

[image: _images/Zammad_Helpdesk_-_Reporting11.jpg]
The list below the graphic shows the tickets that have been filtered out. This can be downloaded as CSV and processed in a statistics program:

[image: _images/Zammad_Helpdesk_-_Reporting12.jpg]






          

      

      

    

  

    
      
          
            
  
Time Accounting

If you want to know how much time you need for your each project, you can enable time accounting (turn on the switch on the top left side of the page).

It can be set for which tickets the time accounting is activated - that means for which tickets you can enter, how much time was needed. It’s possible to set multible conditions (these can also be arbitrarily combined and thus specified):

[image: _images/Zammad_Helpdesk_-_Time_Accounting.jpg]
For all set cases (in this example, this is for each “Update” of tickets that are not closed and in the group ‘Sales’) the following field appears for entering the invested time:

[image: _images/Time_Accounting4.jpg]
In the admin area there are different possibilities to get an overview of the accounted times.

There is a monthly overview for all counted times. By clicking on the desired year and month you can see all corresponding tickets:

[image: _images/Zammad_Helpdesk_-_Time_Accounting2.jpg]
The tickets can be arranged according to customers and organization. All views can be downloaded as a CSV file (click on the down arrow).

[image: _images/Zammad_Helpdesk_-_Time_Accounting3.jpg]




          

      

      

    

  

    
      
          
            
  
Web

You can define whether a customer can create tickets via the web interface or not.
If they can you can furthermore define groups for which a customer can create tickets via web interface. “-” means all groups are available.

[image: _images/zammad-web_configure-groups.jpg]
That means for example: if you are working with a dispatcher, you could implement a group “Income” and only select this group here. Thus, all incoming tickets are routed to this group and can be dispached to other groups from here.


[image: _images/zammad-web_customer-creates-new-ticket.jpg]
In this example we selected “Sales” and “2nd Level” to be selectable for the customer.







          

      

      

    

  

    
      
          
            
  
Forms


Hint

At the moment it is not possible to add more (or custom) fields to a Zammad Form.




Note

The form is currently limited to one form per instance.



Feedback or contact forms are quite often used on websites. Usually they will generate an email which will be sent to somebody who forwards it and so on. With Zammad it’s quite easy to integrate these forms into your website and directly generate tickets with them. In just 2 minutes.

Go to “Admin -> Channels -> Form” and enable the switch for this feature. Below you can adapt your form settings.

[image: adapt your form settings]
In preview mode you can test if the form fits your needs (e. g. if it opens as modal dialog or if it’s shown inline on the website)

[image: test it in preview mode]
Just copy the JavaScript snippet and paste it into your website. That’s all. Just 2 minutes.

[image: copy the JavaScript snippet and paste it into your website - done]
Finally, the forms will look as follows:

[image: example form as modal dialog]

Potential Spam-Issue

The Form function could be abused by sending a higher amount of messages / tickets to your Zammad instance.
If you do not use Zammad-Forms: disable them.

But don’t worry! Zammad does limit the maximum created tickets based on different criteria.
It also ensure that the E-Mail-Address being used is valid (with MX-Check on the E-Mail-Domain).


Form settings to limit Ticket-Creation






	Option

	Default value

	Description





	form_ticket_create_by_ip_per_hour

	20

	Limits Ticket-creation per IP and hour to 20 Tickets



	form_ticket_create_by_ip_per_day

	240

	Limits Ticket-creation per IP and day to 240 Tickets



	form_ticket_create_per_day

	5000

	Limits Ticket-creation for forms to 5000 Tickets per day







Hint

You can change the above default values, please keep in mind, that setting those values higher might lead to problems in term of created Tickets. 

Please note that the following changes require console access to your Hosts that runs Zammad.



Change the Ticket-Creation per IP and hour to 10:

rails> Setting.set('form_ticket_create_by_ip_per_hour','10')





Change the Ticket-Creation per IP and hour to 50:

rails> Setting.set('form_ticket_create_by_ip_per_day','50')





Change the Ticket-Creation per day to 500:

rails> Setting.set('form_ticket_create_per_day','500')






Further options to make it harder

Another way to make it harder for bots to automate against your Zammad instance is to change the location of form.js
( /opt/zammad/assets/form/form.js ).

Please keep in mind if you change the location of form.js (by e.g. copying) that you need to ensure that your form.js stays up to date if you update Zammad.

Further more it’s not recommended to delete form.js from it’s location, but to forbid the access to it with your webserver configuration (if wanted).









          

      

      

    

  

    
      
          
            
  
E-Mail


Accounts

All system email addresses can be added in this menu item.
If you want to fetch emails via POP3 or IMAP you have to create a mail channel in here.


Hint

If you’re using Office365- or Exchange-Mailboxes, please ensure that your Mailbox is not shared, but a normal mailbox account.



Just follow these steps:


	Click “New”


	Enter “Organization & Department Name”


	Enter “Email address”


	Enter “Password”


	Enter “Destination Group”




Zammad tries to detect the POP3, IMAP and SMTP server settings automatically. This should work most of the time. If it doesn’t, use the “Experts” button to configure it by yourself.

While creating a new e-mail account, it is possible to use the expert settings to determine whether the e-mails remain in the connected mailbox or whether they should be transferred completely into the Zammad in order to avoid duplicate processing of e-mails:


	step:




[image: _images/Zammad_Helpdesk_-_channel-Email-Experts.jpg]

	step:




[image: _images/Zammad_Helpdesk_-_channel-Email-KeepMessages.jpg]

Note

As soon as the email account is integrated and emails are imported, any notifications set via the trigger will be sent. It is therefore essential to check in advance that triggers with automatically generated messages are deactivated.






Filters

With Filters you can e.g. dispatch new Tickets into certain groups or set a certain priority for Tickets of an VIP customer. Different attributes of a filter can be combined with each other. Likewise, the following actions can be combined. It should be borne in mind that the combined attributes build on each other. If a filter is no longer needed, it can either be temporarily set inactive or deleted directly.




Signature

You can create a separate signature for each group in Zammad. The individual signatures can be created and edited here:

[image: _images/Zammad_Helpdesk_-Signature.jpg]
Afterwards, the existing (and active) signatures are available in the group editing mask:

[image: _images/Signature2.jpg]
Each group can be assigned its own signature, but they can also all use the same signature.

To individualize the signatures, it is possible to automatically loaded specific information into a signature via “Snippets”. All information stored on the ticket, assigned customers or agents can be inserted. This makes it possible to design the signature individually. To load a list of possible snippets, press”::” (two colons) in the text field of the signature:

[image: _images/Signature3.jpg]
Here is an example of a signature-setting and and how it might actually look like:

[image: _images/Signature4.jpg]
Currently the snippets can only be loaded into already created tickets (status Zammad 2.5)




Additional E-Mail Setting

Since version Zammad 2.0 there are different ticket settings that can be made directly on the ticket. These settings are at the top of each ticket, to the right of the subject:

[image: _images/additional-email-settings.jpg]
The following options can be set individually by each admin:


	Note

	Default visibility: Is a note created in the standard system as internal or external? (this setting can be changed later on for each article)



	E-mail subject

	If this setting is deactivated, the e-mail subject is regenerated based on the ticket subject. If you enter “yes”, you can enter a separate subject for each article.



	Email - full quote

	If this setting is activated, the content of all previous articles marked as external will be listed at the end of the new message.



	Twitter initials

	Adding the sender’s initials to the end of a tweet.








Advanced E-Mail-Configuration

The following options need console access to your Server that hosts Zammad.



	Pipe (Fetchmail)

	Outbound-Only Configuration (Sendmail)











          

      

      

    

  

    
      
          
            
  
Chat

Chat has gotten very important for company and overall customer support. If used properly, support via Chat
can be a real efficiency booster. A downside of Chats is when nobody responds or a Bot responding to the customer.


How to improve Support by Chat?

We’ve asked others about their opinion in our circles, to learn what people expect or dislike.
This is what we found out:

Good experiences


	Getting personal support by a human being


	Getting a fast response


	Solving my problem quickly




Bad experiences


	A chat window on a website (while the Chat being offline) with the hint to “Leave a message”


	Long waiting queues before even writing with a personal


	Receiving a message like “My name is Nina, what can I do for you?” after sending a message with my issue.


	A Chat that doesn’t integrate itself into the Website properly







Our answer: The Zammad Chat Widget

The task is clear: Get the disadvantages and improve them. Our approach is as follows:


	We’ll only display the Chat widget, if at least one agent is available and the agent still has capacity.
- If no agent is online or the agents are absend, the chat won’t be available


	We’re setting an agent as inactive, if the agent doesn’t accept new chat requests or the WebApp is offline.
This way, your support staff can take breaks without your customers waiting ages for a reaction (see above point)


	Zammad does not respond to chat messages on it’s on to ensure that there’s no strange delay coming
afterwards. Zammad will fire a (configurable by agent) auto response as soon as the agents accepts the Chat
request.


	Zammad will tries to adapt your main website colors to the chat. You can also adjust those colors allowing
you to integrate the Chat into your website, as it would have always been there.







Configuration of the Chat widget

You can create chat widgets for your web pages to allow visitors to chat with you.

The area for configuring the chat can be found in the admin area at Channels –> Chat:

[image: _images/channel-chat-1.png]
You can set up chats for different websites and edit them independently. The integrated designer helps the chat-widget to adapt to the website color. If the proposed design does not like, this can be adjusted manually. Through the different previews you have the possibility to display directly how the presentation looks at different devices.

[image: _images/channel-chat-2.png]
Usage

Insert the widget code into the source code of every page the chat shall be visible on. It should be placed at the end of the page’s source code before the </body> closing tag.

[image: _images/channel-chat-4.png]
Result

The final result will look like the following:

[image: _images/channel-chat-5.png]
Requirements

Zammad Chat requires jQuery. If you don’t already use it on your website include it like this:

<script src=”https://code.jquery.com/jquery-2.1.4.min.js”></script>

You have two options to implement the chat on your website:


	Automatically show chat (that’s the default-setting)


	or manually open chat.




Chat restrictions

You offer a chat for your target group, but you don’t want to activate chat for certain IP areas or countries? Then you have the possibility to store this fast and easily per chat configuration in the admin area. You can define for which areas no chat should be offered:

[image: _images/channel-chat-3.jpg]
In the adminarea you can also find more information about the customization of the chat.







          

      

      

    

  

    
      
          
            
  
Twitter

Zammad supports Twitter integration,
meaning you can send and receive tweets and DMs just like emails!


[image: Twitter Ticket with draft reply]
Twitter tickets will show a 🐦 Twitter bird in the reply area. Just click on the reply button (as you would for an email) to tweet back.




Note

To set it up, follow the steps below:


	Apply for a Twitter Developer account [https://developer.twitter.com/en/apply/user].


	Create a new Twitter app [https://developer.twitter.com/en/apps/create] for Zammad.


	Set your new app’s permissions to Read, write, and access direct messages.


	Generate a new access token & secret.


	Set up a dev environment [https://developer.twitter.com/en/account/environments] for the Account Activity API.


	Add your new Twitter app in Zammad.


	Add your Twitter account in Zammad.


	Configure filters for creating new tickets based on #tags and @mentions.




Read on for details about each step.




1. Apply for a Twitter Developer account


[image: Twitter Developer account: Welcome page]
This welcome page is displayed after completing the application for a Developer account.



You will need a regular Twitter account with a verified phone number
to apply for a Twitter Developer account [https://developer.twitter.com/en/apply/user] (at https://developer.twitter.com).

During the application process, you will be asked
to Describe in your own words what you are building.
You may use the answer below:

1. To manage customer service communications for our organization.
2. No.
3. Our use case involves posting original tweets in response to tweets and DMs we receive. We will not use the Twitter API to post or like “content”.
4. Our application will display individual tweets in their original form to authorized customer service agents of our organization only.








2. Create a new Twitter app for Zammad


[image: Twitter Developer account: Create app page]
To create a new app, select Apps under your user menu, then click Create an app.



Once you have finished setting up your Developer account,
use it to create a new Twitter app [https://developer.twitter.com/en/apps/create].
The following fields are required:


	App name

	Must be unique across all of Twitter. No other developer account may create an app with the same name.



	Application description

	Anything is fine here.



	Website URL

	The URL of your Zammad instance.



	Callback URLs

	https://<zammad_instance>/api/v1/external_credentials/twitter/callback

This URL is also visible in the Connect Twitter App dialog of your Zammad admin settings panel.



	Tell us how this app will be used

	Anything is fine here. We suggest the following:

This app will be used to manage Twitter communications between our customers and our organization’s customer service agents on Zammad.












3. Set your new app’s permissions



[image: Twitter Developer account: App permissions page]
Select Read, write, and access direct messages.









4. Generate a new access token & secret



[image: Twitter Developer account: App keys and tokens page]
You will need all four keys/tokens later, so don’t close this tab.









5. Set up a dev environment

After creating your app, set up a dev environment [https://developer.twitter.com/en/account/environments] for the Account Activity API.


[image: Twitter Developer account: Dev environments page]
Name it whatever you like (e.g., zammad). You will need the label later, so don’t forget it.






6. Add your new Twitter app in Zammad


[image: Zammad: Configure Twitter app]
Add your new Twitter app under Channels > Twitter in the admin settings panel. You will need the keys, tokens, and dev environment label from Steps 4 and 5.






7. Add your Twitter account in Zammad


[image: Zammad: Add Twitter account]
Click Add Account under Channels > Twitter in the admin settings panel.




[image: Twitter: Authorize Zammad]
You will be redirected to Twitter and asked to authorize Zammad to access your account.






8. Configure filters


[image: Zammad: Configure Twitter accounts]
Set up filters to automatically create new tickets based on #tags or @mentions.



That’s it! Now, incoming tweets and DMs will be automatically turned into Zammad tickets.







          

      

      

    

  

    
      
          
            
  
Facebook


Hint

Please note that this part of our documentation currently is outdated. We currently are working on solutions for this topic.



You can connect Facebook Accounts with Zammad. You need to connect your Zammad with Facebook first:

For this start at: https://developers.facebook.com/apps/

[image: _images/FB_1.png]
[image: _images/FB_2.png]
Click on “Create App ID” and enter app name

[image: _images/FB_3.png]
[image: _images/FB_4.png]
[image: _images/FB_5.png]
[image: _images/FB_6.png]
[image: _images/FB_7.png]
[image: _images/FB_8.png]
[image: _images/FB_9.png]
[image: _images/FB_10.png]
[image: _images/FB_11.png]
*Configure Zammad as Facebook app*


	Go to “Admin -> Channels -> Facebook”


	Click on “Connect Facebook App” and enter your “App ID”, “App Secret” and verify the “Callback URL”.




Done, your Zammad is configured as Facebook App now.

*Link your Facebook Page to your Zammad Facebook app*

Now you need to link your Facebook Page from which you want to get posts and send out comments.

Click on “Add Account”, then you will see the authorize app page of Facebook. Click on “authorize app”.

[image: _images/FB_20.jpg]
[image: _images/FB_21.jpg]
You will get redirected back to Zammad. Now you need to configure your search keys, where mentions and direct messages should get routed.

[image: _images/FB_22.jpg]
After you are done, you will get an overview of all linked Facebook Accounts.

[image: _images/FB_23.jpg]
*Start using your new channel*

Start and write a post to your page, short time later you will have a new ticket in Zammad.

Just click on the reply button (as you do it for emails) to send a comment.





          

      

      

    

  

    
      
          
            
  
Telegram

It’s possible to put your Telegram bot communication into Zammad. To do so, you need to follow these steps.

Note: Your Zammad instance needs to be publicly available via HTTPS (we use Telegram WebHooks).


Register a Telegram bot app

Register your Telegram bot via your Telegram client, see also here: https://core.telegram.org/bots#3-how-do-i-create-a-bot

Go to BotFather

[image: inital page]
Register a new bot by using “/newbot” and define its name and username

[image: /newbot]
All done, you will get your Telegram bot API token

[image: bot has been created]



Configure Zammad as Telegram bot

Go to “Admin -> Channels -> Telegram” and click “Add Bot”

[image: Admin -> Channels -> Telegram]
Enter your “API Token”, your “welcome message” and set the incoming group.

[image: Telegram bot added]
Done, your Zammad is configured as Telegram bot now.




Start using your new channel

Go to your Telegram client, search for your new Telegram bot and start writing a message.

[image: search for bot]
[image: enter a new message]
[image: first message]
After a few seconds a new message in Zammad appears.

[image: A new Ticket - the message - just reply]
Just click on reply button (as you do it for emails) to send a reply.

[image: Ticket reply]
The message will appear in your Telegram client.

[image: enter a new message]






          

      

      

    

  

    
      
          
            
  
Branding


	Product-name

	Defines the name of the application, shown in the web interface, tabs and title bar of the web browser.



	Organisation

	Will be shown in the app and is included in email footers.



	Logo

	Defines the logo of the application, shown in the web interface.



	Pretty Date

	Defines date format you like the most.









          

      

      

    

  

    
      
          
            
  
System


Service


	Image Service

	Defines the backend for user and organization image lookups.



	Geo Calendar Service

	Defines the backend for geo calendar lookups. Used for initial calendar succession.



	Geo IP Service

	Defines the backend for geo IP lookups. Shows also location of an IP address if an IP address is shown.



	Geo Location Service

	Defines the backend for geo location lookups to store geo locations for addresses.






Hint

You can find a detailed privacy information on what we store for how long on our Privacy-Appendix [https://docs.zammad.org/en/latest/appendix-privacy.html] inside of our System-Administrator-Documentation.






Frontend


	Send client stats

	Send client stats/error message to central server to improve the usability.



	Client storage

	Use client storage to cache data to enhance performance of application.











          

      

      

    

  

    
      
          
            
  
Security


Base


	New User Accounts

	Enables users to create their own account via web interface.



	Lost Password

	Activates lost password feature for users. If “no” is selected here, the password can only be changed via the admin interface.








Password




Third-Party Applications


Hint

We’re currently missing the following documentations for login providers:


	LinkedIn


	Generic OAuth2


	Weibo








	Facebook

	GitHub

	Gitlab

	Google

	Microsoft / Office365

	Twitter











          

      

      

    

  

    
      
          
            
  
Ticket


Base


	Ticket Hook

	The identifier for a ticket, e. g. Ticket#, Call#, MyTicket#. The default is Ticket#.





Ticket Hook Position

The format of the subject.

Right

means the number is at the right side, name of the ticket on the left: Some Subject [Ticket#12345]

Left

means the number is at the left side, name of the ticket on the right: [Ticket#12345] Some Subject

None

means there is no ticket-number, only the name of the ticket: Some Subject (without ticket number). In the last case you should enable “postmaster_follow_up_search_in” to recognize followups based on email headers and/or body. You’ll find that setting in Channels –> Email–>Settings.

Ticket Last Contact Behaviour
Sets the last customer contact based on the last contact of a customer or on the last contact of a customer to whom an agent has not yet responded.

This specification refers to settings, for example, in the overviews:

[image: _images/Zammad_Helpdesk_-_Open.jpg]
or when setting triggers:
.. image:: images/settings/Trigger-last-contact.jpg

So if it is set “without consideration an agent has replied to it” –> Then the time of the last contact of the customer will be shown, although the agent has sent a message to the customer in the meantime.




Number


	Ticket Number Format

	Selects the ticket number generator module.

Increment increments the ticket number, the SystemID and the counter are used with “SystemID.Counter” format (e.g. 1010138, 1010139).
With Date the ticket numbers will be generated by the current date, the SystemID and the counter. The format looks like “Year.Month.Day.SystemID.Counter” (e.g. 201206231010138, 201206231010139).



	OPTIONS

	With Checksum, a checksum will be appended to the counter. The format looks like “SystemID.Counter.CheckSum” (e. g. 10101384, 10101392).
–> Checksum:
–> MIN. SIZE OF NUMBER








Auto Assignment

In a larger Zammad environment, it happens that several agents open the same ticket at the same time. Although collision detection is then effective, the efficiency of processing can be increased by means of the new automatic assignment of tickets when a ticket is opened.

The automatic assignment of tickets can be activated and configured in the admin area under “Settings”->”Ticket”->”Automatic assignment”.

The following parameters can be configured:

A filter to select the tickets for which automatic assignment is to be activated (e.g. only for the sales group)
Exceptions of users for which no automatic assignment is to be active (e.g. for group leaders).







          

      

      

    

  

    
      
          
            
  
Integrations

Zammad offers numerous integrations that add rich features to your instance.


Note

We’re still working on this part of our documentation, stay tight!




Integrations for phone systems



	CTI (generic)

	placetel CTI

	Sipgate








Integrations for authentication and customers



	LDAP / Active Directory

	Exchange

	Clearbit








Integrations for Monitoring Systems


Note

This section currently misses the following integrations:


	Check_MK


	Icinga


	Monit


	Nagios









Other Integrations

This section will hold any other integration that can’t be grouped up (yet).


Note

This section currently misses the following integrations:


	i-doit








	Slack











          

      

      

    

  

    
      
          
            
  
Objects

In Zammad you can add your own fields to Tickets, Users, Organizations or even Groups.
This can be useful if you need to add further information to a ticket that you do not want to have in a note (you’ll find it easier).

Please note: Try to avoid deleting objects (rather disable them) as Zammad might run into unexpected conditions.

[image: _images/objects-1.jpg]
Here’s a overview of the objects. On the upper right you can add new Attributes (no 1).
By default, there will be no custom fields - standard objects (no 2) will be grayed out, you can’t delete or change those.
Custom objects (no 3) will be displayed in black font and have a trash bin on the right site to delete not needed objects.
By click on custom objects, you can edit them so they can suite your needs.

When adding a new object, you can choose between the following object types:


	
	Boolean

	
	true or false, you can adjust the display for those keys and mark a default one










	
	Date

	
	enables you to use the date picker of Zammad


	You can Allow / Forbid the date chosen to be in the future and in past


	set the default time difference in hours










	
	Date-time

	
	enables you to use the date picker plus time selection of Zammad


	You can Allow / Forbid the date chosen to be in the future and in past


	set the default time difference in hours










	
	Integer

	
	you can et the default value of this field


	you can configure the minimum and maximum value that can be used










	
	Select

	
	you can add as many selections you need, you’ll see the field as drop-down menu


	they key and display name can differ (display name can be translated if needed)


	You can select a default value for this field, if you want to










	
	Text

	
	you can enter a default value


	you can choose between the following types: E-Mail, Phone, Text or URL


	you can pick the maximum length of the field










	
	Tree Select

	
	this object enables you to use up to 6 sub keys


	you’ll see this object as a kind of drop down menu












Note: You cannot change the object format / type as soon as you applied it.
If you do not further need an object, you can disable it.

Further more you can define permissions for customers and agents. The following options apply to both groups


	
	During Ticket creation

	
	show / hide the field


	make the field required (if needed)










	
	During Updating a ticket

	
	show / hide the field


	make the field required (if needed)












Please note that the above does not apply to default objects being shipped with Zammad.
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Translations

In Zammad (as admin) you can translate strings having typos or even not being translated.
You can always “Get last translations” to ensure that you’re up to date before doing that.

Note: The language for translation is always the language you chose within your profile.
As Zammads main language is English, you can’t translate in that language.

[image: _images/translation-1.jpg]
Translated strings are highlighted within Zammad.
If you’ve translated strings, you have two options:
You can sent your changes to our central system. This will share your translation with other users, which is a great contribution.

If you don’t like your changes or want to start over, you can discard your changes any time.
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Maintenance

If maintenance work on the system is necessary, a number of preparations must be made. You can take care of that here.


Mode

Enable or disable the maintenance mode of Zammad. If enabled, all non-administrators get logged out and only administrators can start a new session.

Before the maintenance mode is activated, you can not only inform about it on the login page…




@Login

You can place a short message for all users on the login page. This will then be displayed as follows:

[image: _images/Login-1.jpg]
But you can also inform all agents with a message about something:
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Monitoring

Please note: This is only available in self hosted instances, as we’re monitoring hosted instances and fix the problems.

On the monitoring page you can see the current health state of Zammad.
This can be useful if you for example have the feeling that you don’t receive E-Mails any more, you can take a look here before logging onto your Server.

Beside the optical state of an event, you can also reset the access token for this module and get the Monitoring URL for a Monitoring system of your choice.

Example output to this can be:

Everything is OK (refer to image 2 for interface example):

{"healthy"=>true, "message"=>"success", "token"=>"2432XXXXXXXXXXXXXXXXXXXXXX1761"}





Zammad has issue (whatever nature, refer to image 2 for interface example):

{"healthy":false,"message":"Channel: Twitter::Account in key:{\"id\"=\XXXXXXXXXXXXXXXXX, \"screen_name\"=\u003e\"Name\", \"name\"=\u003e\"Somewhat name\"}; Can't use stream for channel (42): #\u003cJSON::ParserError: 765: unexpected token at 'The Site Streams and User Streams endpoints have been turned off. Please migrate to alternate APIs. See https://t.co/usss'\u003e","issues":["Channel: Twitter::Account in key:{\"id\"=\XXXXXXX, \"screen_name\"=\u003e\"Name\", \"name\"=\u003e\"Somename\"}; Can't use stream for channel (42): #\u003cJSON::ParserError: 765: unexpected token at 'The Site Streams and User Streams endpoints have been turned off. Please migrate to alternate APIs. See https://t.co/usss'\u003e"],"actions":[],"token":"OgitXXXXXXXXXXXXXXXXXXXXXXNxo4ptCoQ"}
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Packages

That’s the package management-area.

Individual add-ons for Zammad can be installed and managed here.





          

      

      

    

  

    
      
          
            
  
Sessions

Shows who logged on to the Zammad instance as a user, when and from where.





          

      

      

    

  

    
      
          
            
  
Version

Shows which version is currently being used on your Zammad-instance.
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This service shows you contacts of incoming calls and a caller list in realtime.

Also caller id of outbound calls can be changed.

Settings

You need to configure the Zammad endpoints in the PBX:

TYPE URL
Endpoint http:/ /zammad.example.com/api/v1/cti/ pc4C-myn8ZATeyvrESZrivYaNil
Inbound

Blocked caller ids based on sender caller id.

CALLER ID TO BLOCK NOTE

Outbound

Set caller id of outbound calls based on destination caller id.

DESTINATION CALLER ID SET OUTBOUND CALLER ID NOTE

ACTION

ACTION
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