RT 4.4 Request Tracker - New User Options and Features
RT 4.4 Privileged User Options and Features

With the upgrade to RT Request Tracker Version 4.4, all Privileged Users have some new options and features they can choose for their personal
preferences.

Some of the default RT options have changed as well. See new or changed items highlighted in Blue text.

RT Privileged User Options are definable for key areas:

RT Preferences

RT Ticket Timers

RT Keyboard shortcuts
RT Dashboards
fulltext searching

® RT Login Widget and screen layout
© Login Widget - shows RT version, Copyright, and RICE logo
© RT Screen: Locate Function tabs across the top of the screen, Select PREFERENCES
® RT User Preferences Settings
O User Preferences - General View
© Preferences - RT at a Glance View
© Preferences -Ticket Composition
© Preferences - Ticket Display
User Search Preferences
RT Ticket Timers
RT Keyboard shortcuts
RT Dashboards
RT fulltext ticket searching and Simple Search

RT Login Widget and screen layout

Login Widget - shows RT version, Copyright, and RICE logo

® RT Login Screen
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Login 442

Username: | |

Password: | |

For local help, please contact rootmail+rtdd2@rice. edu

BEST
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»le RT 4.4.2 Copyright 1996-2017 Best Practical Solutions, LLC

Distributed under version 2 of the GNU GPL.
To inquire about suppor, training, custom development or licensing, please contact sales@bestpractical.com

* RT Screen: Locate Function tabs across the top of the screen, Select PREFERENCES
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705166 My vorpal blade is rusty (demo) new  Nobody ten2 (Holister, Troy) Sdaysago  kim 5 days ago 05148 e Sotrpvarmrer 4TS Canvas . new
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RT User Preferences Settings

Below are preference sections for users to check or change to best suit their needs. New options or new defaults are in Blue

User Preferences - General View

Rice Logo added

Search results refresh interval

® setting Theme and username format

new Theme = rudder (more ADA compliant, easier on the eyes)

preferred Username format, privileged users = usernames (netid)
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Home Search Reports Atticles Assets Tools Admin

Logged in as ktm RT for rice.edu @ RICE =

Preferences | General v

Service Updates: « TECHSERV: matt « IMAGE: lori « DivRep OUT: megan « UNIX: ace » WIN: sam « NET: kara
create

» General username format = netid

Default queue | General M |

Remember default queue ) Yes ' No ® Use default (No)

Username format | Use system default (Privileged: usernames; Unprivileged: names and email addresses) ¥ |
Use autocomplete tofind ) Yes ' No ® Use default (No)
OWNers? menlaces the owner dropdowns with textbox| .
Use autocomplete tofind © ves © No ® Use default (N rudder is new default theme
Y Yes @ ‘& Use aLll - -
qUeUeS? Repiaces the queue dropdowns “E,-m"',exf web2 similar to old RT theme

Theme [Use system defauit radder) ¥ ballard is non-java theme
Use system default (rudder)

Include time in iCal feed

\ )
events? | alleron i
ballard late and time
Search results refresh interval | rudder :sh search results.) ¥
web2
» Locale
Date format | Use system default (Fri, Oct B, 2017 3:33:15 PM) ¥ |
» Mail

Outgoing mail ) ves ' No ® Use default (No)
Should RT send you mail for ticket updates you make?
Email delivery |Use system default (individual messages) ¥ |

+ RT at a glance

Home page refresh interval | Use system default (Don't refresh home page.) ¥ |

+ Ticket composition

Use atwo column layoutfor ) yes ' No ® Use default (Yes)
create and update forms?

WYSIWYG message composer ® yes (' No ' Use default (Yes)

MIVERAI S 1o o brmassenr riesht

« General - Refresh search results Interval
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Home Search Reports Aticles Assets Toals Admin Logged in as kim RT for rice.edu @ RICE =

Preferences | General v

Service Updates: « TECHSERV: matt « IMAGE: lori « DivRep OUT: megan « UNIX: ace » WIN: sam « NET: kara
create

+ General

Default queue | General M |

Remember default queue 0 Yes ' No ® Use default (No)

Username format | Use system default (Privileged: usernames; Unprivileged: names and email addresses) ¥ |

Use autocomplete tofind ) Yes ' No ® Use default (No)
OWNErs? menlaces the owner dropdowns with textboxes

Use autocomplete tofind 0 ves ) No ® Use default (No)
queues? pepiaces the queue dropdowns with textboxes

Theme | Use system default (rudder) ¥ |

set refresh interal for
search results

Include time iniCalfeed 0 Yes ) No ® Use default (No)
eVents? Fprmats iCal feed events with date and time

Search results refresh interval | Use system default (Don' refresh search results.) ¥
Use system default (Don't refresh search results.)
Dont refresh search results.

Refresh search results every 2 minutes.

» Locale -
esh searc
Date format | Refresh search results every 10 minutes.
Refresh search results every 20 minutes.
Refresh search results every 60 minutes.
Refresh search results every 120 minutes.
- Mail

Outgoing mail ) ves ' No ® Use default (No)
Should RT send you mail for ticket updates you make?

Email delivery |Use system default (individual messages) ¥ |

+ RT at a glance

Home page refresh interval | Use system default (Don't refresh home page.) ¥ |

+ Ticket composition

Use a two column layoutfor () ves ' No ® Use default (Yes)
create and update forms?

WYSIWYG message composer @ yes () No (U Use default (Yes)

AV ERAR S 1o brrssse o wiesbt () sae o (0 neo (@) oo iomo.as emes

Preferences - RT at a Glance View
Use for your defined "RT at a Glance" home page

® Set arefresh interval in preferences if you sit on an RT dashboard all day
® Thisis a different refresh interval than for your "Search Results" in General View

® RT At a Glance refresh interval
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»

Other boakmarks

Use autocomplete to find 0 Yes © No ® Use default (No)
queues? Replaces the queuve dropdowns with fextboxes

Theme | Use sysiem default (rudder) ¥

Include time in iCal feed O Yes O No ® Use default (No)
events? Formais iCal feed events with date and time

Search results refresh interval | Use system default (Don't refresh search results.) ¥

~ Locale
Date format | Use system default (Fri, Oct 20, 2017 12:05:10 PM) ¥
~ Mail
Outgoingmail © Yes O No ® Use default (No) RT at a Glance
Should RT send you mail for tickef updates you make?

refresh interval is
separate from
search results
~ RT at a glance refresh

Email delivery | Use system default (Indivi v

Home page refresh interval | Use sysiem default {Don't refresh home pa
Use system default (Don't refresh home pag \
Don't refresh home page

Refresh home page every 2 minutes.
~ Ticket composition Refresh home page every 5 minutes.

Refresh home page every 10 minutes.

Use a two column layout for | Refresh home page every 20 minutes.

create and update forms? | Refresh home page every 60 minutes.
WYSIWYG message Composer | Rafrash home page every 120 minutes

WYSIWYG use browserright- © Yes O No ® Use default (No)
click menu

WYSIWYG composer height l:l Default: 200
Messageboxwidth | | Defaul:
Messageboxheight | | Default 15

Enter time in hours by default © Yes © No @ Use default (No)
Only for entry, not display

Place signature above quote O Yes O No @ Use default (No)

 Ticket display

Display messages inrichtextif © Yes © No ® Use default (Yes)
available Rich text (HTML) shows formatting such as colored text bold, italics, and more

Maximum inline message [E] Default: 100000
length | ength in characters: Use '0' to show all messages inline, regardless of length

Preferences -Ticket Composition

® Now have Different settings for Composition vs Display
® 2- column layout for easier create and update
®* WYSIWG Composition default allows Rich Text formatting

Ticket Composition Preferences

~ RT at a glance

Home page refresh interval | Reflesh home page every 2 minutes. v

» Ticket composition

Use a two column layout for O Yes © No ® Use default (Yes)
create and update forms? WYSIWYG message composer
'WYSIWYG message composer 0 Yes 0 No @ Use default {Yes] includ Rich Text
WYSIWYG use browser right- @ Yes © No © Use default (N | .
ek s * ° Y Formatting by default
WYSIWYG composer height |:| Default: 200

PR ——
Messageboxheight | Default 15

Enter time in hours by defauit © Yes © No @ Use default (No)
Only for entry, not display

Place signature above quote © Yes © No ® Use default (No)

# Ticket display

Display messages in rich text if O Yes O No @ Use default (Yes)
available Rich fext (HTML) shows formatting such as coloured text, boid, taiics, and more

Maximum inline message B Default: 100000
length | ength in characters; Use ‘0" to show ali messages infine, regardless of length

Show oldest history first O Yes ® No O Use default (Yes)
Show history |Use system default (after the rest of the page loads) v |
Notify me of unread messages © Yes © No @ Use default (No)

Display plain-text attachments © Yes © No ® Use default (No)
in fixed-width font Display all plain-text aftachments in a monospace font with formatiing preserved, but wrapping as needed.




® Resulting Ticket composition when Rich Text is set —

Service Updates: - TECHSERV: zjp1  NET: rgo1, dtj1 » WIN: mharris « IMAGE: fg2, jramos = UMIX: smcclure, kim = DivRep OUT:

create
» Message ~ Ticket and Transaction
One-time Cc:
One-time Bce: Update Type: Reﬁli to reﬁu
Sign [ using Queue's key Encrypt [ Status: [open (Unchar
Subject: |Constant Contact exemption for Proof Point Owner: Emcclure
Message: Search for Arficles matching | | Worked: |:| I

Include Arficle: | |

Select an Article to include

-«

click arrow to

B E @ =L, M=) ® select rich text
B I Uus = := " E E = E formatting
Format  ~  Font + Size » A~ [g Source

Susan K. McClure
713.348.4852
smegue@nice.edy

Preferences - Ticket Display

® Display tickets in rich text (YES is default )
® Show ticket updates by oldest history first - or select NO to see latest updates first (descending date order)
® History info now shows after the rest of the page loads.... or you can do it-

o after clicking a link

° immediately

© as your scroll the ticket
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» Other boakmarks

WYSIWYG message composer
WYSIWYG use browser right-
click menu

WY SIWYG composer height
Message box width

Message box height

Enter time in hours by default

Place signature above quote

 Ticket display

® Yes O No © Use default (Yes)
® Yes O Ne O Use default (No)

E— e
Defaut:

© Yes O No ® Use default (No)
Only for entry, not display

) Yes ) No ® Use default (No)

default is display in
Rich Text

Display messages in rich text if
available

Maximum inline message
length

Show oldest history first
Show history
Notify me of unread messages

Display plain-text attachments
in fixed-width font

What tickets to display in the
“More about requestor” box
Show simplified recipient list
on ticket update

Default to squelching all
ourtgoing email notifications
(from web interface) on ticket
update

Display ticket after "Quick
Create™

Enable quote folding?

Hide unset fields?

© Yes ' No ® Use default (Yes)
Rich text (HTML) shows formatting such as colored text, bold, ftalics, and more

EDODO [E] Default: 100000

Length in characters. Use 0" to show all

ges inline, of

O Yes ® No O Use default (Yes) - -
multiple choices on when

Use system default (after the rest of the page loads) ¥
Use system default (after the rest of the page loads)
after the rest of the page loads

after clicking a link

immediately

as you scroll

to show history

iith formaiting preserved, but wrapping as needed.

iority active fickets) ¥

© Yes © No ® Use default (Mo}

) Yes O Ne @ Use default (No)

© Yes © No ® Use default (Mo}

®

© Yes © No @ Use default (Yes)

© Yes O No @ Use default (Yes)

Transaction types that will be
shown on the ticket display
page

» Cryptography

Use sysiem default (Create, Correspend, Comment) -
AddLink

AddMember

AddMembership h

Preferred key: No usable keys.

»l« RT 4.4.2 Copyright 1996-2017 Best Practical Solufions, LLC.

»l« BEST

Save Changes

PRACTICAL"

User Search Preferences

Allow user to select how you wish to see the results of any search.

® Order items in Descending or Ascending order
® Sort by multiple item types:
© id (ticket number)
LastUpdated
Created

DueDate

etc.

[e]
[e]
© Status
[e]
[e]

® Return xx number of Rows per page
® Chose what Columns to display in search results listing
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[§ Host Manager » Other boakmarks

Home Search

create

~ Sorting

Reports Articles Assets

Search Preferences

Tools

Admin

Service Updates: » TECHSERV zjp1 + NET. rgo1, dij1 « WIN: mharris « IMAGE: fg2, jramos * UNIX. smeclure, kim » DivRep OUT:

Logged in as ktm

select items and

Order by:

Rows per page:

Add Colum

Jig

none] v

AdminCc.EmailAddress
Cc EmailAddress
Created

Creator
Custom.CQwnership

~ Display Col oustomField {Billable?}

CustomField {Business Time Plus 24 Hours}
CustomField.{Bi 55 Time Plus 4 Hours}
CustomField {Bi =5 Time Plus 8 Hours}
CustomField.{Business Time Star}
CustomField {CSR_Queue}

CustomField {CSR}
CustomField.{Department}
CustomField.{Division}
CustomField.{First_Correspond_By}
CustomField.{First_Correspond_Time}
CustomField.{First_Owner_Assigned_By}
CustomField.{First_Owner_Assigned_Time}
CustomField {First_Owner_Correspond_Time} «

D 1ding or
Ascending order

RT forriceedu iy RICE

Columns:

me
me

BEST
>>|<< PRACTICAL"™

»|w RT 4.4.2 Copyright 1996-2017 Best Practical Solufions, LLC.
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& Infoblox Grid Manag

% Change Managemer & MyHOMERT P phpPgadmin N SECI Unix 2017 Staff

[§ Host Manager » Other boakmarks

Home

Search Reports Articles

Search Preferences

Assets

Tools Admin

Logged in as ktm

Service Updates: » TECHSERV zjp1+ NET. rgo1, dij1 « WIN: mharris « IMAGE: fg2, jramos * UNIX smeclure, kim » DivRep OUT:

create
~ Sorting
Order by: [id v |[Desc v]
[[none] v [Asc v
none] v] how many rows per page for search results
=

nonej -

Rows per page:

Unlimited
10
+ Display Col 25

—

r what columns to display on each

50 .
Add Columi Format: Show Columns: item returned for search query
T id -

Subject
Status

Link: |- v o

Title: | |- 0

Size: |- v Priority

Style: NEWLINE
<hlank- o

AT forriceedu iy RICE

Aanem

BEST
>>|<< PRACTICAL

»|w RT 4.4.2 Copyright 1996-2017 Best Practical Solufions, LLC.

RT Ticket Timers

New in rt 4.4.

Timers can be started, paused, and saved (with comments) to RT tickets.

Users can have 5 concurrent tickets running

Tickets accumulate timed worked, and give breakdown of all users time on same ticket
Users can also update time-worked on tickets under Tools => "My Day" tickets listing

Ticket Timers - using 3 here
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< IR'[S:veu\ B (13)Mail | @ Mediafge | M Using An: | [ KindleClot | o Preference | of #700895:F | X, Attachmer | | Getting He | | Keyboard® | MylastPassVe | & RTataghs o What| X

€ G

@ hitpsy//rt2 rice.edu/Tools/MyDay html

[B) MostVisited G GoogleCalendar-Rice @ Welcome to VMuiare ...

Home Search Reports Adticles Assets Tools Admin Logged in as smeclure

What

id today

Senvice Updates: » TECHSERV: matt + IMAGE: lori  DivRep OUT: megan » UNIX: ace « WIN: sam « NET: kara
create

Active tickets for smcclure

705036: Owlmanac Email Address

Comments:

@ Qs

2 Infoblox Grid Manager % Change Management & MyHOME_RT P phpPgAdmin X, SECI Unix 2017 Staff U,

Worked: || minutes

Status: [open (Unchanged) -

e ¢ & 0 df
@ Host Manager [ LastPass - Sign In

up to 5 timers

631515: upgrade cyrus-imapd on ediscovery-n1

Comments:

minutes [festing adding work time via: Tools ==> "My Day”

Status:

open (Unchanged)

619608: Zabbix Linux monitoring of filesystems

plus add time worked on any
"My Day™” tickets

—

Comments:
Worked: || minutes

Status: [open (Unchanged) -

666507: Request DNS Entries for ISE 2.1 Nodes

Comments:
Worked: || minutes
Status: |stalled (Unchanged) v
662221: Mailman list administration

Comments:

Worke: minutes

Ticket Timers - 2 methods to update time worked

RTforriceedu By RICE ~

@ Timer for #705024: Certificate requestfor.. — O X
@ @ httpsy//rt2 rice.adu/Helpers/TicketTimer?id=705024
705024: Certificate request for insightiq.rice.edu

Comments for the ticket

Started at 2017-10-10 17:10:19.

@ Timer for #702778: diversity Change fro.. — O X
@ @ https://rt2.rice.edu/Helpers/TicketTimer?id=702778
702778: diversity Change from mailing list to org ...

Comments for the ticket

Started at 2017-10-10 17:12:46.

@ Timer for #631515: upgrade cyrus-im.. — O X
@ @ https://rt2.rice.edu/Helpers/TicketTimer?id=631515.

631515: upgrade cyrus-imapd on ediscovery-n1
0:01:36
® ®

Comments for the ticket

Started at 2017-10-10 17:23:10



File Edit View History Bookmarks Tools Help
< I4)Mai|:: | @ MediaAge | Ml Using ansi [ Kindle Clo | of Preference | &f #702895. F | ¥ Attachmer | ) GettingHe | 4| Keyboard | MylastPassV: o RTatagl o #5315 X >

%a + & O O s

2 Infoblox Grid Manager %' Change Management & MyHOME_RT § phpPgAdmin M SECI Unix 2017 Staff U... @ Host Manager [ LastPass - Signin >

+ v

€ | @ @ hitpsy/rt2.rice.edu/Ticket/Display.html?id=631515 E1 ¢ Q Search =

Most Visited & GoogleCalendar-Rice @ Welcome to VMware ...

~

: upgrade cyrus-imapd on e

Display History Basics People Dates Links Jumbao Reminders Actions i @
Senvice Updates: « TECHSERV: matt « IMAGE: lori » DivRep OUT: megan = UNIX: ace = WIN: sam « NET: kara
create
+ Ticket metadata Show unset fields

~ The Basics

¥ Quick Update

d

Priority:

Status:
Worked:

Users:

631515

apen

16 minutes

smeclure: 16 minutes

: 21760

Queue: [T Infrastructure UNIX

~ Custom Fields

- Histery

2 time worked updates, 1 by
timer, 1 by "My Day" update

Show all quoted text — Show full headers

smcclure (McClure, Susan) - Comments added

l 2017-10-10 17:26:21

update time worked wvia TIMER 5:04 min

smcclure (McClure, Susan) - Comments added

l 2017-10-10 17:27:19

. 2016-12-19 09:42:23

smcclure (McClure, Susan) - Correspondence added

5 minutes

1 minutes

Reply Comment  Forward

Reply Comment

Forward

Reply Comment

Forward v

RT Keyboard shortcuts

® Newinrt4.4

® 1) Global keyboard shortcuts on Dashboards or on "RT at a glance" pages
O enter: ? to see shortcuts

2) quick keyboard shortcuts for navigating within a search results listing of tickets

® enter: ? to see shortcuts
® Follow your cursor with blue bar on side of tickets



& RT at a glance x

&« C | & Secure | https://rt2.rice.edu ¥r

Keyboard Shortcuts

Global

Quick search
Return home
Go back / forward




& Found 2 tickets

&

C | & Secure

x

https://rt2.rice.edu/Search/Results.html?Format=%27<a%2

Global

/
gh
gbsgf

Search

krj

0 or <Enter>
.
c

Keybhoard Shortcuts

Quick search
Return home
Go back / forward

Move up / down the list of results
View highlighted ticket

Reply to ticket

Comment on ticket

h__%2FTicket%2FDisplay. html%3Fid%3D__id__">__id__

¥




/& Found 3 tickets x

& C' | & Secure | https://rt2.rice.edu/Search/Results. html?Format=%27<a%20href%3D"__WebPath__%2FTicket3%2FDisplay. html%3Fid%3D__id__">__id__<%2Fa>%.. ¥

Home Search Reports Articles Assets Tools Admin Logged in as ktm RT for rice.edu @ RIC

Search...

Found 3 tickets

Edit Search Advanced Show Results Bulk Update Chart Calendar Feeds Gantt Chart

Use "J" or "k™ to jump up or
down from ticket to ticket
in list, watch the Blue Bar

Service Updates: » T|
create

egan « UNIX: ace « WIN: sam » NET: kara

Queue Status Created
05169 My office is too loud. {demo) General new 25 hours ago Take
705167 My speaker is dead. (demo) IT: Infrastructure UNIX new 26 hours ago Take
705166 My vorpal blade is rusty (demo) IT: Infrastructure UNIX new 26 hours ago Take

Don't refresh this page. Y | nge

Press 7 to view keyboard shortcuts.

wl.. rrsT

RT Dashboards

RT Dashboards are a customized RT web page, with 1 or more sections defined; for displaying desired groupings of RT data and functions. Dashboards ty
pically include sections such as :

Quick Ticket Creation box
Ticket listings, defined by a saved search query

A queue's current tickets listing, chosen by relevance to user

L]
L]
L]
® RTreport and chart of key information (defined by a saved search query)

Users can create custom personal Dashboards, and Departments can create and share Departmental Dashboards to provide easy access to their users.

A defined Dashboard can also be "subscribed" to. Then, you can define when you want to receive an email containing that Dashboard's current view.

Sample RT Dashboard with 4 sections of data



RT Dashboard

Newlicketin | [ )

Service Updates Section -
Who is On Call this week

Basics ‘Content Subscription Show

Service Updates: - TECHSERV: zjp1 - NET: rgo1, dtj1 - WIN: mharris - IMAGE: fg2, jramos = UNIX: smcclure,
create

~ Status: IT queue tickets - past month

3468 Report and Bar
3150 suas [ Ticketcount| p -
new 179 Graph of IT tickets -
2778 open 564 ? past month
- rejected 26
=
§ 2088 resolved 3150
Pt stalled 20
% Total 3939
™ 1398
708 564
179 The actual saved search query
18 26 20 that was used to create this
new open rejected  resolved stalled data
Status —

Query: Created > -1 month' AND ( Queue |= 'Central Procurement' AND Queue I='Central Procurement: EPA' AND Queue |='Central Procurement: PT' AND Queue I="Concur’' AND Queue |=
‘Continuing Studies' AND Queue I='CSWeb' AND Queue != 'FARIS' AND Queue != "HR: Benefits' AND Queue = 'HR: General' AND Queue !="JGSB Procurement' AND Queue I='Jones
Business School' AND Queue 1= 'OTR Catalog and Schedule' AND Queue 1= "OTR Classrooms' AND Queue I="'OTR Data Requests' AND Queue I="OTR Degree Audits / Degree Works' AND
Queue I="0OTR Diploma Reorders and Facsimiles' AND Queue |="'0OTR Fees' AND Queue 1= 'OTR FERPA Certificates’ AND Queue I="'0OTR General' AND Queue 1= "OTR Grades' AND Queue =
'OTR Graduation' AND Queue I="OTR Majors, Minors & Certificates’ AND Queue I="'0OTR Overloads' AND Queue I= 'OTR Registration' AND Queue I= "OTR Security Agreements' AND Queue 1=
'OTR Transcripts and Verifications' AND Queue I="OTR Transfer/AP Credit' AND Queue = 'OTR Visiting Students' AND Queue I='Payroll General' AND Queue I= 'Research & Graduate Studies'

» Status: nonT queue tickets - past month

2310
2095 Report and Bar
- 1 Graph of NONIT
1852 open 160 tickets- past month
- rejected 23
[
§ 1394 resolved 2005
) stalled 37
% Total 2473
= 93
478
158 160
ol HEN mm 2 7
new open rejected  resolved stalled

Status

Query: Created = -1 month' AND ( Queue = 'Concur' OR Queue = 'ERA' OR Queue = 'HR: Benefits' OR Queue = 'HR: General' OR Queue ='JGSE Owlspace' OR Queue = 'JGSB Procurement’
OR Queue = 'Jones Business School' OR Queue ='OTR Catalog and Schedule' OR Queue = 'OTR Classrooms' OR Queue = 'OTR Data Requests' OR Queue = 'OTR Degree Audits / Degree
Works' OR Queue = 'OTR FERPA Certificates’ OR Queue ='OTR General' OR Queue ='OTR Grades' OR Queue = 'OTR Graduation and Diplomas' OR Queue = "OTR Majers, Minors &
Certificates' OR Queue = 'OTR Overloads' OR Queue = 'OTR Registration' OR Queue = 'OTR Transcripts and Verifications' OR Queue = 'OTR Transfer/AP Credit' OR Queue = 'OTR Visiting

Students' OR Queue = 'Payroll General' OR Queue = 'Research & Graduate Studies' )

~ Status: All queue tickets - past month

6059
5507 suaas | Ticketcount |
r new 363
4856 |- open 781
- | rejected 49
=
§ 36530 re::l:vu;d 5507
t stalled 58 "
% [ Total 6758
T 50t
Status of All tickets - past
I month
1247
781
r 363
m 49 58
new open rejected resolved  stalled

Status

Query: Created = '-1 month'



Departmental Dashboard for IT Managers



IT Managers Dashboard

Service Updates: * TECHSERV. zjp1+ NET. rgo1, dtj1 = WIN: mharris « IMAGE: fg2, jramos * UNIX: smcclure, kim = DivRep OUT.
create

IT Managers - Monthly logs for Customer queues and for
Help Desk. Yearly logs for same.

 Customer facing queues - Month Log \ ervice Lenter -
402 -‘ ;
362

o 2m9f
g 5
3 S 2
o 242 199 E
3 g
& 162 =
= 127 123 154
80 76 72 128 122
82 48 109
E 5 o
5 3 : E i
s & £ ¢ P T 5§ 8 8 H H 3
F € B s 3 B =2 g2 ¢ g 2 z
T 8§ £ 2 & 58 § § 3 z H W
- F= v c = = ;
£ £ < 5 8 Y 5 & 4 £ z 3
= n = B . s g ] “
E < & 5 g £ g
= 8 & 5 2
=4 w
Queue Queue
Administration 362 5C: Account Management 128
Architecture 127 §C: Email and Mailman 122
Athletics 80 Service: Help Desk 301
Earth Science 3 Total 551
Engineering 199
General 48 Query: Status = 'resolved' AND Created > '-1 month' AND ( Queue ='SC: Account Management' OR
Saved search query Queue ="'SC: Calendar' OR Queue = 'SC: Classroom Support' OR Queue = 'SC: Collaboration' OR
Humanities % used to create this Queue ='SC- Connect to Network' OR Queue ='SC: Email and Mailman' OR Queue ='SC: IT Tutorials
Natural Sciences 123 chart IMaintenance' OR Queue = 'SC: Printing' OR Queue = 'SC: Smart phones' OR Queue = 'SC: Storage
requests' OR Queue ="'SC: Websites and services' OR Queue ="'SC: SW Applications Support’ OR

SecslSciences) 72 Queue = 'SC: Software Requests' OR Queue = 'SC: Repair Shop' OR Queue = 'Service: Course Mgmt
Qld Owlinet' OR Queue = 'Service: Course Mgmt CLEAR' OR Queue = 'Service: Help Desk' OR Queue

Total 1090
= 'Service: Kiosk North' OR Queue = 'Service: Kiosk South' )

Query: Status = 'resolved' AND Created > -1 month' AND ( Queue = 'Administration’
OR Queue ="Architecture' OR Queue = 'Athletics' OR Queue = 'BRC (Biomed

Research Collab) OR Queue = 'Engineering’' OR Queue = 'General OR Queue = + Service Center - Year Log

‘Humanities' OR Queue = 'Mathematics' OR Queue = 'Earth Science' OR Queue = 3853
'Natural Sciences' OR Queue = 'Social Sciences' ) L

3501

w
T

I
3
g
T

. Customer facing -Year long chart

3683

Ticket count

1606

%

Ticket count
&
o
2

Service: Help Desk

SC:Email and Mailman

Queue

Queue

I SC Account Management

General
Humanities

2
8

SC: Account Management

Administration
Architecture
Athletics

Earth Science| 3
Engineering

§C: Email and Mailman 1270

Natural Sciences
Sodal Sciences

Queue Service: Help Desk 3501

Queue n Total 6377

Administration 3683
Query: Status = resolved’ AND Created = -1 year' AND { Queue = 'SC: Account Management' OR

Architecture 1376
Queue ='SC: Calendar' OR Queue = 'SC: Classroom Support’ OR Queue ='SC: Collaboration' OR

Athletics 1020 Queue = 'SC: Connect to Network' OR Queue ="SC: Email and Mailman' OR Queue = "SC: IT Tutorials
Earth Science 75 Maintenance' OR Queue ='SC: Printing' OR Queue ='SC: Smart phones’ OR Queue = 'SC: Storage
Engineering 281 requests’ OR Queue ='SC: Websites and services' OR Queue ='SC: SW Applications Support' OR

Queue = 'SC: Software Requests' OR Queue = 'SC: Repair Shop' OR Queue = 'Service: Course Mgmt

General 372 Cld Owlnet' OR Queue = 'Service: Course Mgmt CLEAR' OR Queue = 'Service: Help Desk’ OR Queue

E—— 1076 ='Service: Kiosk North' OR Queue = 'Service: Kiosk South' )

Natural Sciences 1703
Social Sciences 995

Total 13081

Query: Status ='resolved' AND Created > '-1 year' AND ( Queue = 'Administration’
OR Queue ="Architecture' OR Queue = 'Athletics' OR Queue = 'BRC (Biomed
Research Collab)’ OR Queue = 'Engineering’ OR Queue = 'General' OR Queue =
'‘Humanities' OR Queue = 'Mathematics' OR Queue = 'Earth Science' OR Queue =
'Natural Sciences' OR Queue = 'Social Sciences' )



Personal Dashboard - with just the sections of data | want using my personal Saved Searches:

Dashboard

My personal Dashboard,
with 4 sections | want to
see and work from

Service Updates: - TECHSERV: zjp1 « NET: rgo1, dtj1 - WIN: mharris - IMAGE: fa2, jramos = UNIX: smcclure, kim - DivRep QUT:
create

Edit
. Last St
# Subject Requestor Status Updated Updated Created
~ open smcclure ggh:“s :gh:m
- . open  smecclure :gl;nu's gg:mrs
S e e e
open smcclure g;]ays g;]ays

2weeks 3 weeks
‘ oPen  SMCCUME  ago  ago
3Iweeks 4 weeks
ago ago

open RT_System

open  smeclure 5weeks 6 weeks

ago ago
6weeks 6 weeks
open smcclure ago ago
2
szl open amold 3 eSS morihs
6 7
662221 | - stalled RT_System months monihs
ago ago
6 7
stalled smeclure  months  months
ago ago
6 6
stalled smcclure  months  months
ago ago
10 12
open smcclure  meonths months
ago ago
1year 1year
open kim ago ago

my default queue - set
in preferences

+ |IT Infrastructure UNIX_¥
Requestors: |smcclure@rice.edu

Content:

e

Z

T — g
695077 upen  Nobody  aibal (2all, Albert)  kim 1 Infrastructure

RT fulltext ticket searching and Simple Search

This option of searching has existed prior to RT 4.4, but it now indexes and returns your results faster.
Once you have made a simple search, you may also then edit that search in the full RT query builder, to refine the search with other attributes(Subject,

owner, Queue, status etc) or add a date range. Once you have a search query you like, you can save that search for reuse later or for inserting into a
Dashboard.

To Select Simple Search Page -



Apps I GoogleCalendar-Rice

« > C |ﬂ Secure | httpsy//rt2.rice.edu/Search/Results htmi?Format=%27<a%20href%30"_WebPath__%2FTicket%2F Display.htm|%3Fid%30_id_">_id_<%2Fa>%2FTITLE.. & ﬁ| % o S 0O :

Search « Reports Articles Assets Tools Admin Logged in as kim
Tickets  » Slmplg Search
icles New Sgarch
Users Recently Vit
Assels

,,,,,,,,, _ZCHSERV: zjp1+ NET. rgo1, dij1 « WIN: mharris = IV = DivRep OUT:
# Subject

695758 zabbix has gone crazy

472412 RT Queue for Concur

705333 It appears | need to be added to the ncs-network@rice.edu alias

706494 Action Needed: WageWorks Email Enhancements

706545 Restore mail please

707185 Two Req -auto for ing staff

608016 Set Up Ticket System

631306 Sympa

628840 Add it network i to PDC HA pair

538541 Option fo disconnect edgar and RT tickets?

652998 T-mobile SMS failing from pager.rice.edu

667349 Netscaler VLAN Configuration for vSphere

678405 Firewall rules in place for SMU-DR

661156 Allow TSIG updates to PDNS slaves for DR modifications

691146 RT Workflow for closing tickets

698846 netscaler request - owlconnectcrm.rice.edu

692406 Confluence nfs export on rnas

698986 Metscaler request - riceconnect.rice.edu

703785 Requesting a domain name

703984 Mail restored from September 15 - 29, 2017

704628 OS Security Patches on Wyoming and EA22

632375 New RT - strip large attachments from email

680988 PDNS needs security updates [quarantine] 128.42.178.32 128.42.178.32 Scanning or Flooding Activity [splunk]
550689 Installation of a web proxy server for the Regulation Network

563917 Security Assessment |-10 LLMNR and NBT-NS Enabled - DHCP modifications

Press

Don't refresh this page.

7 to view keyboard shorfcuts.

hitps://rt2.rice.edu/Search/Simple.html

[} Welcome to VMwar= 3 Infoblox Grid Manag: %} Change Managemer & MyHOMERT €J phpPgadmin N SECI Unix 2017 Staff

Edit Search  Advanced

[ Host Manager

BulkUpdate ~ Chart  Calendar

Priority Queue
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BEST
>« PRACTICAL
»le RT 4.4.2 Copyright 1996-2017 Best Practical Solufions, LLC.  «

Feeds Gantt Chart

» Other bookmarks
RTforriceedu Iy RICE =

Status
open
open
open
open
stalled
open
open
stalled
stalled
open
open
open
open
new
open
open
open
open
open
open
new
stalled
open
open
open

The Sim

Sarvice
creale

Search for tickets by entering id numbers, subject words "in quotes”, queues by name, Owners by username, Requestors by email address, and ticket statuses. Searching for @domainname.com will return tickets with requestors from that

ple Search Entry Screen -

Reports Arficles Asszets Tools Admin Logged in as kim

searching for the
word demo

Brings you to this search screen... anywhere in any
ticket

Updates: « TECHSERV: zjp1 » NET: rgo1, dtj1 « WIN: mharris « IMAGE: fg2, jramos * UNIX: smeclure,

& Infoblox Grid Manag: %Y Change Managemer & MyHOMERT &P phpPgAdmin X, SECI Unix 2017 Staff

fulltext dema

e

domain.

Any word not recognized by RT is searched for in ficket subjecis

You can search for any word in full ticket

Entering initial, active, inactive, or any limits results to tickets with one of the respective types of statuses. Any individual status name limits resulis to just ihe statuses named. Unless you specify a specific siatus, only tickets with active statuses (new,

ory by typing fulltext:word.

open, stalled) are searched.

Start the search term with the name of a supporied field followed by a colon, as in queue:"Example Queue™ and owner:email@example.com. to explicitly specify the search type.

CFs may be searched using a similar syntax as above with cf.Name:value.

For the

full power of RT's searches, please visit the search builder inerface.

For Simple Search Examples see RT 4.4 Request Tracker Simple Searches

[ Host Manager

[newtcietin | e oo

»|« RT 4.42 Copyright 1996-2017 Best Practical Solufions, LLC.

» Other baokmarks

AT for rice.edu i RICE §

BEST
21K PRACTICAL"™



https://wiki.rice.edu/confluence/display/ITDIY/RT+4.4+Request+Tracker+Simple+Searches
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