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Chapter 1:

Introduction
Welcome to Request Tracker (RT), a ticketing or request tracking system. This introductory chapter will explain the term ticketing and give an overview of concepts associated with the RT system. If you're already familiar with RT, you can skip ahead to another chapter. 

About Ticketing
Ticketing is a way for projects and groups to keep track of their to-do lists, who is working on which ticket/task, which tickets are dependant on the completion of some other ticket/task, what's already been done, and when tasks were completed. You may also hear the phrase "trouble ticketing,” though there does not have to be a problem for ticketing to be useful.

Ticketing can make life easier for IS projects and groups -- basically anyone who needs to keep track of a list of tasks and it can be used for a variety of tasks, like fixing software bugs or tracking assignments for a software upgrade. 

About RT
RT is an open-source ticketing system, so it didn’t cost anything to buy and we don’t have to renew licenses every year. However, this does not mean it is completely “free;” we must still maintain and administer it. This also means that there is little to no technical support or documentation passed along with the product. However, RT is a very robust, popular application and has a strong user community, so we do not expect this to be an issue. We will provide our own documentation and technical support, as needed.
Concepts
There are some words and phrases you should understand in the context of RT before you begin. Additional definitions can be found in a separate document, Request Tracker Glossary(select “SUPPORT”>Documentation on your RT Home Page.
A ticket is the central object in RT, the task that needs to get done. Tickets have metadata attached to them such as queue, requestor, owner, status, and comments.  

A queue in RT is the way it collects/stores tickets into a central administrative function/organization; each queue is it’s own domain. As the name implies, it's a line of tickets waiting to be worked on, but it's also, to some extent, the ticket's category. For instance, you might have the right to create, delete, and comment on tickets in the GL queue, but only the right to see tickets in the BAR queue.
A requestor in RT is the person with the initial request; not necessarily the person creating the ticket. The administrator of certain queue’s may not want just anyone creating tickets and will create all tickets, specifying who the requestor actually is.

An owner in RT is the person responsible to do the work entailed by the ticket/request; assigned either by the queue manager or (if allowed) taking ownership of the ticket individually.

The status dropdown menu offers several choices for classifying each ticket. Here's what they mean:
	New
	The ticket has just been created and hasn't been touched yet.



	Open
	The ticket is being worked on.



	Stalled
	Due to circumstances beyond your control, or because the QA results were not approved, the ticket isn't getting worked on right now. It will open again when someone adds a comment or reply.

	Resolved
	Hooray! Work on the ticket has been completed.



	Rejected
	The ticket is not going to be resolved, for whatever reason, but needs to be recorded in the system.

	Deleted
	The ticket never should have been in the system. Deleted tickets are gone for good; they cannot be retrieved.


Ticket updates can take one of two forms. A reply is a public in response to an E_mail from the ticket. A comment is a note which is not related to E_mail. This is useful primarily for development staff communication, such as documenting technical information regarding the task or problems working on the task. The owner or manager may make modifications other ticket information as well (descriptions, dates, custom fields, etc.). 
Ticket history is what it sounds like: everything that's happened to a ticket. Facets of ticket history include when the ticket was created, any change in information, the UserID of the person that made the change, any E_mail notifications sent out, and any comments about it or replies to it. Like real history, ticket history cannot be changed, so be aware that any comments you make about a ticket are permanent. 

Priority, how important a ticket is, is represented as a numerical scale. By setting a final priority, you can make a ticket's priority increase or decrease as its due date draws closer (a special CRON job would need to be created for said promotion). In IS the priority is set from 5 to 1 with 1 being the highest priority.
Following is a reasonable description of the levels of priorities:
	1
	Fatal
	Something is very broken or someone can’t do their job.  No workaround.

	2
	Critical
	Something is partly broken or someone can’t do part of their job.  No workaround.

	3
	High
	Lots of annoyance.  There is a (hopefully temporary) workaround.

	4
	Medium
	Some annoyance.  There is a workaround.

	5
	Low
	Minor annoyance or backburner task.   There is a workaround.


Each queue may come up with their own description of what each priority means, however, 1 must be the highest priority, 5 the lowest and the remaining between those two.

There are two types of watchers. There is the Queue Watcher (CC role for Queue - someone who is interested in keeping track of the progress and/or communication of all tickets in a queue) and a ticket watcher (someone who is interested in keeping track of the progress and/or communication of a single ticket). Queue Watchers are selected by the Queue Administrator and given role rights to the queue. A Ticket Watcher is filed under "People" when you're looking at a ticket. There are several types, or roles, of people related to the ticket:
	Owner
	The person responsible for the ticket and its resolution. A ticket can have only one owner. Usually, only the owner and Queue Manager can modify the information on a ticket. 

	Requestor
	The person or persons who asked for something to get done.  Not necessarily thre same as the ticket creator.

	CC:
	Someone who should get copies of any notifications that go to “other”. This might be the requestor's boss, another user, etc. This person will see the email but will not necessarily have the right to log into RT or reply to the E_mail.

	AdminCC:
	A user who needs to get copies of any notifications that go to “AdminCc”. 


Links, or relationships, in RT can be ticket-to-ticket, but can also be in the form of reminders (pseudo tickets) or relationships to external items like URLs. For the sake of simplicity, we'll refer only to tickets in the following explanation of relationship types:
	Depends on
	The ticket can't be resolved unless another ticket is also resolved. The converse is depended on by.



	Depended on by
	Another ticket can't be resolved unless this ticket is resolved. The converse is depends on.



	Refers to
	The ticket doesn't need the other ticket, but it would sure be useful for you to look at it. The converse is referred to by. 



	Referred to by
	Another ticket refers to this ticket. The converse is refers to. 



	Parent
	An overall, general ticket.



	Child
	A subproject of a parent ticket.

	Reminders
	A pseudo ticket with a relationship to a real ticket. These must be resolved just like real tickets in order to go away. They are NOT resolved automatically when the real ticket is resolved.


Custom Fields are database fields that can be created according to the needs of the queue. Queue Administrators may choose to apply an existing custom field to their queues to collect additional information. For example, I may decide that I want to record my customer’s “need by” date for requests, so I will apply an existing custom field called Customer Need-By Date to my queue. If such a Custom Field does not exist, I can ask (send a request to TSG-RT, including desired values) for the RT System Administrator to create one for me.
Notification Scrips are custom actions that are automatically triggered in response to specific conditions. For example, RT will email the requestor when a ticket is resolved.  Customized scrips can be coded to trigger an action on an individual queue basis as well.
Now that you're clear on the concepts, you're ready to start using RT. 

Chapter 2:

Administration

There are two levels of administration in Request Tracker: system and queue. The majority of administration work centers around privileges – managing users and what they are allowed to do.
System Administration

The IS Technical Services group is responsible for overall administration of the Request Tracker application.  
They will work closely with Queue Administrators in creating new queues, modifying existing queues, creating/modifying custom fields, configuring notifications, and maintaining users and groups. Details about how to request these are available on the Request Tracker website, see Chapter 8: Support.
Any global configurations or customizations that are needed are performed or coordinated by this group.  

They also provide general support and training for the application.  For information about this, go to Chapter 8: Support.
Queue Administration/Management
Queue Administrators are responsible for managing their queues. They decide how they want their queues configured and work with the System Administrator to accomplish this. They decide who will access their queue and what privileges they will have. They decide what notifications there will be in addition to the Global notifications.
Queue Administrators should also be managing the tickets. They need to make sure tickets are being assigned and that stalled tickets are not forgotten. If there are a lot of tickets in the queues, they may need to meet periodically with the functional owners to determine priorities.

Most importantly, Queue Administrators/Managers decide how they want the queue users to interact with RT. This can be done informally or formally with a set of standards or procedures. Because individual Queue Administrators will have different ways of working with their users, there isn’t one standard method or procedure. It is the Queue Administrator’s responsibility to determine what works best for their queue and communicate that to their users. 

Privileges
To be able to do anything in Request Tracker, you must be granted rights or privileges.  When a new user signs onto the RT system via web-interface, an account is created for them automatically as a privileged user. The Queue Administrator can now add them to an existing user or technical support group allowing them all the rights that have been given that group for that queue.
Rights can be granted to individual users (highly discouraged), to groups of users, or to roles (Owner, Requestor, CC or AdminCC). In the IS implementation of RT, we do not normally grant rights to individual users as it becomes a nightmare to keep track of and for ease of maintenance. We grant rights to groups and roles. Individual users are assigned to these groups and roles, which makes for much less time and effort on maintenance.  

Queue Administrators determine what groups they want to access their queues and what rights to assign them. They may choose to have a group for the development staff who have the rights to create new tickets and modify existing tickets. There may be another group for the users who have the right to create new tickets, but only view existing tickets.

What you see in Request Tracker and what you are allowed to do is all dependent on your rights. For example, if you don’t have the right to “Steal” a ticket, you will not have the option displayed to you.  
If you have problems doing something in Request Tracker, it is very likely to be due to your rights. You should always check with the Queue Administrator first before reporting problems to the RT support staff.

Chapter 3:

Logging In

Request Tracker is a web application. It works very well with the Mozilla web browser. Problems have been encountered when using Microsoft Internet Explorer (IE); therefore, we do not recommend you use IE and we do not support it. 

The URL for Request Tracker in IS is:    https://whatever/  
You will be greeted with the following login screen:
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Username: [KFCracker]

Password: [

Login





Login using your LDAP username and password.

Click on Logout in the upper right corner to log out of Request Tracker. This will take you back to the login screen.
If you find that you can sign on into RT but have no other rights or privileges, then contact the person who manages/administers the RT Queue you wish to see and ask to be added to a group that will allow you the privileges you need.

Chapter 4:

Home Page

Immediately after logging in to RT, you'll be looking at the home page. 
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Note: You'll find that many items are separately clickable on the RT home page navigation bar, such as Simple Search, Tickets, Tools, Preferences, and Approval. The Approval selection is not supported at LBNL. At the upper right of the screen you will also see a few other choices; Support, and Logout. Below the navigation bar is the “RT at a Glance” display, which will vary, based on your individual selections when you customize your home page.
We will start with the selections offered at the top right of the page; 

Support: This is a link to another web page that offers several informative selections for helping you use RT. There you will find a list of current RT Queues, Custom Fields, Standards for using RT, Documents (FAQ, Glossary, this guide), Training announcements, Project Status announcements, and Technical Support information.
Logout: This selection gets you out of RT and back to your browser.
Navigation Bar (top blue bar):
Simple Search; This is a search function for finding tickets by either the ticket id, Queue name, User Id, Requestors (E_mail address), and words in content (attachments). Enter on the line the Id, keyword, or value of what you are looking for and RT will find the tickets related to what you entered.
Tickets; Clicking on this takes you to the RT Query Builder. With multiple queues and hundreds (or even thousands) of tickets, finding the ones you are interested in can quickly become a chore. Luckily, all of the tickets and their metadata are searchable. RT Query Builder is a very flexible and powerful search tool. More information on how to use it can be found in Chapter 6: Common Tasks.
Tools; Tools is a selection in RT which allows for 3 functions; Offline, Reports, and My Day. 
Offline allows the creation of tickets by uploading formatted flat files populated with ticket metadata. Detailed instructions on how to use this feature are not available in this document. 
Reports offers three standard administrative summary reports (Resolved by owner, Resolved by Date Range, and Created within Date Range) for display only (you CAN go to your browser “file->print preview->print” and get a copy of the screen results). Merely select the Queue (from a drop-down box) and/or date range and click “submit”. A bar chart and summary totals will appear.

My Day offers the opportunity to enter time (spent) and comments for any and all tickets you own.

Contact System Administration if you are interested in using Tools and need assistance.
Preferences; Use this to add a signature to the bottom of all your comments and replies. Enter your (preferably short) signature in the Signature field and click the Submit button. This signature will appear by default at the bottom of all your comments and replies. You may also change any of the information about yourself as you please.
Approval; Not used or supported at this time. If you have questions about this function, contact the RT System Administrator (your address).

RT at a Glance
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By selecting the “edit” option at the far right of the bar, you will be offered the multiple choices for what you want to see on your “Home” page in two different categories; Body and Summary. Those items you select for “body” will display on the left side of your home page and those selections from “Summary” will display on the right. If you choose selections for only “body” or only “Summary” then those items will display centered on the home page.
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My Admin Queues or My Support Queues:  Use either of these this selections to display all the Queues for which you are an “AdminCc”. Only Queue managers should select this.
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My Reminders:  Use this selection to display any reminders you have.
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Quick Create:  Here is a quick way to create a ticket. If you don’t care about populating additional metadata initially, just enter a Subject, choose the desired queue from the dropdown list, leave yourself as the owner or choose Nobody from the owner dropdown list and click on Create.
Be aware that RT will automatically default you as the owner of a ticket EVEN IF you don’t have that right. However, when you click on Create, RT will change the owner to “Nobody” and give you an error message. The new ticket is created either way.
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Quick Search:  Use this selection to display queues to which you have access along with the numbers of new and open tickets in those queues. Clicking on a queue in this list takes you to the Tickets page and displays a list of the new and open tickets in that queue.
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Saved Searches:  Use this selection to have “Home Page” display the results of any particular saved query that belongs to you. 
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Options:  Use this selection to set row display limit on searches executed from home page.

[image: image11.png]~ _ Options

Rows per boxi{10 | save]





Home: Where you are now. You can always get back to the start page by clicking Home in the upper left of the screen.
Refresh Homepage
    [image: image12.png]Refresh this page every  minutes.
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Under the “Body” and “Summary” list of options is listed “Refresh Homepage”. “Don't refresh this page” is the default. Other options are refreshing the page every 2, 5, 10, 20, 60, and 120 minutes. Select this option and you can choose the timing you want while in the home page.
Chapter 5:

Tickets Interface

There are numerous ways to access a ticket from the Home page:

· Search for a ticket, click on Tickets from the left navigation bar. After the search, select the ticket you want and click it.
· Click on a queue in the “Quick Search” new/open tickets section. Only new and open tickets are displayed.


· Enter the ticket number and click Search on the top right navigation bar to go directly to that ticket or enter a word or phrase to find a ticket with that word or phrase in the Subject.

Display

Any way you get to a ticket, you'll arrive at that ticket's Display page first. 
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The Display page (above) provides an overview of the ticket. As you can see, it includes informational categories like Basics, Reminders, Dates, Custom Fields, Links (Relationships), and People (more information about these later). The ticket's History, while not completely visible in this screenshot, is also available on the Display page (see subsection, History). 
Often, a block of information on the Display page will have its own edit page, which you can reach from within the Display page by using the clickable title headers within the ticket navigational bar (third one from the top) like Basics, Dates, Links, etc. (with the exception of Custom Fields – remember they appear on the Basics page). 

Note 1; the ticket's number and subject description are just above the third navigation bar with the viewing choices. To view just the History, click the “History” choice in that navigation bar. Any individual information category can be seen by following the same action.
Note 2; the second navigation bar at the top of the screen also allows for moving up and down the ticket list for the Queue by offering the “<<First < Prev # 999999 Next > Last” options.
Ticket pages will generally offer the options Open, Take, Comment, Reply, and Resolve on the right side of the third navigational bar.
	Open
	Change a ticket’s status to open. When a ticket is opened, this option disappears. When a ticket is resolved, Open reappears.


	Take/Steal
	Take - Make yourself the owner of a ticket that currently has no owner. Take appears only when a ticket has no owner. Steal - Make yourself the new owner of a ticket that already has an owner. Must have “Steal” privilege granted by the Queue manager.


	Comment
	Add a private note. If a ticket is new, making a comment will change the status to open.


	Reply
	Create an E_mail that will go to whomever the notification is set for. The correspondence will appear in History.


	Resolve
	Close a ticket because work on it is finished and installed. When a ticket is resolved this option disappears.  When a ticket is reopened, Resolve reappears.


Basics and Custom Fields

When you click on Basics or Custom Fields, the following page is displayed:
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This is where you can change the ticket's subject, description of work, status, queue, time estimated, time worked, time left, priority, and final priority. Information on status and priority was described in the Concepts section of Chapter 1: Introduction. “Time estimated", “Time worked", and "Time left" refer to the number of minutes on this ticket only. When using this screen to update any of the “time” fields, you have the choice of entering hours or minutes and the entries you make are replacement only. There are no calculations done for you. If you want to add to “Time worked”, then navigate using Tools->My Day selection in the top navigation bar. 
You can move this ticket to another queue if desired. If the queue you want to move it to is not in the drop down list, you do not have access to it. See the RT Administrator or Queue Administrator for assistance.

If your Queue has some custom fields applied, they will be available here for viewing/modifications if you are in a group with those privileges (typically, user groups can only “see” the custom fields).
After changing information on the Basics page, don't forget to click the Save Changes button.  

 People

When you click on People, the following page is displayed:
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This page deals with a ticket's owner, requestor, CCs, and AdminCCs. To review these roles, see the Concepts section of Chapter 1: Introduction.

To add people as watchers, you can search for watchers using Find people whose, then add whomever you've found (Note: search will only find users or email addresses already defined to RT. Matches will appear in the Add new watchers area). If you know a potential watcher's email address, you can add one directly. RT will search for an existing user to match to. If there is no match, RT will create a new non-staff user. (If the user is already filled in from a search, it won't be automatically created.)

To configure a watcher, choose a type (Requestor, CC or AdminCC) from the drop down menu next to the watcher’s username or email address. To remove a watcher, locate the Current Watchers section of the page and check the box next to the watcher(s) to delete. Click the Save Changes button. A person in the “CC” role for a ticket is treated as an “Other” for the purposes of any Notification Scrip. These people can be added without running the risk of them getting notifications dealing with other tickets.
To assign a ticket or change its owner, change the Owner dropdown menu to the person of your choice and click the Save Changes button.
Tip: To change the owner of a ticket that has already been assigned to someone, you must first steal the ticket. Then you can change the ownership to someone else, if desired. Steal is described in the Display section of this chapter. 
Reminders
When you click on Reminders, the following page is displayed: 
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This page deals with a ticket's reminders. A reminder is basically a pseudo ticket (with it’s own ticket number) that is linked to a real ticket (much like a parent/child ticket is) with the purpose of displaying a comment (the actual subject of the reminder/pseudo-ticket) to remind someone (the owner of the reminder) to take an action/accomplish a task.
A reminder will display (if modified by choice) on the home page of the person who owns (the person that needs to be reminded) the reminder. It will also display on the ticket info page of the ticket the reminder is connected to (description, name of reminder owner, and due date/time).
To create a reminder, merely enter the subject (of the reminder/task), specify an owner (the person that you want to be reminded to do a task), and choose a completion date (a calendar will pop up).
There are two ways to remove a reminder. One is for the owner ( in this case Carole) of the reminder to go to the ticket the reminder is linked to (by clicking the link to the ticket the reminder is for, which is the subject of the reminder). This sends you to the ticket display screen. The other way is for the owner of the ticket (the reminder is for/linked to). At this point, either person may remove the reminder by checking the box next to the reminder. This will, in essence, resolve/remove the pseudo-ticket/reminder.
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Tip:  A reminder will not be removed/resolved automatically when the real ticket (the one the reminder is linked to) is resolved. Any and all reminders linked to a real ticket must be removed/resolved separately, preferably before the real ticket is resolved.

Dates
When you click on Dates, the following page is displayed:
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From this page, you can adjust several dates relating to a ticket:

	Starts
	The date work should begin on a ticket (optional).

	Started
	The date work began on a ticket.

	Last Contact
	The date the last notification about the ticket was sent out. 

	Due
	The target date for resolving the ticket.


To change any of these dates, simply click “choose a date” and a calendar will pop up. Pick the date you want and click the Save Changes button.
Display Dates

In addition to the dates shown above that you can change, there are other dates that are updated by RT as tickets are touched. All the RT default dates are displayed on the main ticket display page:
                    [image: image20.png]Dates

Created: Wed Jul 18 10:51:56 2007
Starts: ot sot
Started: Tue Jul 24 11:24:29 2007
Lt ot
oue: ot st
Closed: Tue Jul 24 11:10:42 2007

Tue Jul 31 14:40:03 2007 by

Updetacy KFCrocker




	Created
	The date the ticket was initially created.

	Updated
	The date of the last modification to the ticket.

	Closed
	The date the ticket was closed/resolved.


Links (Relationships)

When you click on Links, the following page is displayed:
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You can add or delete links (relationships) here, or merge duplicate tickets. You CANNOT alter/modify/delete any reminders using this page.
Links in RT include Depends on, Depended on by, Parents, Children, Refers to, and Referred to by. If you are now confused, see the Concepts section of Chapter 1: Introduction.

To merge two identical, duplicate tickets, enter only one ticket number in the Merge into text box and click the Save Changes button. If someone tries to use the ticket ID of a ticket you've merged into another one, RT automatically redirect them to the correct, newly-merged ticket.

To add a link (Depends on, Depended on by, Parents, Children, Refers to, Referred to by), enter the ticket numbers into the appropriate fields, separating multiple entries with spaces, and click the Save Changes button

To delete a link, check the box next to the relationship and click the Save Changes button.
You should look at Parents/Children relationships like they are task/sub-task within the same queue. You should look at Depends on/Depended on by relationships the same way only they are related outside each other’s Queue.
Jumbo

This page shows editable versions of the Basics (including custom fields), Dates, People, Reminders, and Links screens on one page, plus Update Ticket fields for adding comments or replies.
The jumbo screen is especially useful if you must modify several aspects of a ticket at once. 

Be sure to click the Save Changes button when you're done. 
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History
This page shows all correspondence and updates that have occurred on this ticket within RT, including comments, replies, and addition of attachments. 
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Chapter 6:

Common Tasks

Now that you know your way around Request Tracker’s web interface, there are probably many tasks you can figure out on your own. However, we wanted to make sure you had a step-by-step guide to the most important and common tasks such as using RT's search functionality and working with tickets. 

Note: You will not find information about how to modify tickets, people or relationships in this chapter. These are already described in Chapter 5: Tickets Interface.

Searching and Reporting

Request Tracker has three ways to search for tickets ranging from simple to advanced features: Simple Searches, Quick Searches and Ticket Searches (Query Builder).

Simple and Quick searches can appear on the RT home page (if selected for display) and have already been explained in Chapter 4: Home Page.

The remainder of this section is devoted to more detailed and advanced ticket searches and reporting results using Query Builder.

To begin, click on Tickets in the top navigation bar. The Tickets menu item expands to reveal three options for building a search criteria or query. These options all refer a feature in RT called Query Builder.
· New Search – displays a blank Query Builder screen

· Edit Search – displays the same Query Builder screen, but populated with the latest search criteria entered

· Advanced – displays the latest search criteria, but in an SQL format to allow for SQL editing.
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The Query Builder screen display contains four areas used for building a custom query:  

· Add Criteria

· Current Search
· Saved Searches
· Display Columns
These areas can be collapsed or expanded by clicking on the up/down  ( ^ )  arrow next to the title bar.

If you previously clicked a queue name under Quick Search on the Home page, you will see search criteria already entered in the Query area.

Add Criteria
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This area displays the field names and search criteria selections. Use the dropdown lists and text boxes under Add Criteria to construct your search. If a queue uses custom fields, first select that Queue from the dropdown list, then click Add in order to see the custom field(s) display.  After clicking the Add button the search criteria will now appear in the Query area of the Query Builder screen. 

Current Search
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The Current Search area can be used to modify the selected search criteria. Highlight the line or lines you want to modify in the query area and select the left, right, up, or down buttons to move the select lines. Use the And/Or button to change the aggregate. Delete selected text by clicking the Delete button.


Display Columns
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The Display Columns area of the Query Builder screen, allows you to add or delete columns that you want to show in your report. This area also allows you to select multiple fields for sort order and select how many rows to display.

To add a column to the Show Column list, select the column(s) from the Add Columns list (choose optional formatting features if desired) and click the [image: image31.bmp] button. You can select more than one column to move by holding down the shift key or Ctrl for (noncontiguous selections).

To delete a column from the Show Columns area you have to select a column and click the Delete button. This must be done for each column you want to remove, one at a time; the shift or Ctrl selection does not work here (dumb, we know. We have a better way below).

The easiest (if you have an understanding of SQL) way to remove more than one column from the Show Columns area is to click on the Advanced navigation item in the navigation bar. The lower half of the Advanced query window shows the displayed columns. Highlight the columns you want to delete and click the delete key on the keyboard. This editable list allows you to add, delete, or move columns. Click the Apply button when you are satisfied with your changes. 
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To initiate a search click the[image: image33.png]Add and Search



 button at the bottom right of the screen or the “Bulk Update” option in the navigation bar just above your query.
Saved Searches
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The Saved searches area allows you to save a query for your own use (like your home page) or enables you to share the query with other queue members (but only queues you are a member of). Under the Saved Searches area type the name of the query in the description field. 
Tip:  Keep the descriptions meaningful but brief. The Saved Searches window will lengthen to display the longest description name you have entered. This can make horizontal scrolling tedious.  

The query will save to the Privacy area “My saved searches” by default. Only you will be able to see and retrieve saved queries from this area. They will also be available for Home Page display. 
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Sharing queries with other queue members: In the Saved Searches screen area, under privacy, RT displays the name of the collected “saved queries” for every queue that you are a member of. This is an area where you can save your search so other users of that queue can access the saved query. To do this, select the saved searches area for the queue from the dropdown list. Add the query description and click the Save button.

The query now appears under the area you selected.
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Loading a saved query: Select the query name from the “Load saved search” dropdown list and click the Load button. 
Advanced 

The Advanced option on the navigation bar is a powerful tool that allows you to type in a search criteria using RT’s special-purpose query language called TicketSQL (slightly different than ORACLE SQL).  

Type in the criteria you want and click the Apply button to have that search criteria applied to the Query area. To execute the query click the Show Results button in the navigation bar or the Add and Search button in the lower right corner..

To search for custom field values, prefix the name of the custom field with CF. to indicate to the Ticket SQL parser that you are searching a custom field. 
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Selecting sort options

RT allows the user to sort by more than one displayed field, in either Ascending (ASC) or Descending (DESC) order. The choice can be selected from the list of fields provided in the Order By drop down tabs in the right-hand part of the screen. Although some custom fields will be listed, sorting by custom field(s) does not work at present. This type of sorting is different than sorting the search results, which can only be done one field at a time (see Sorting Displayed Tickets below). 
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Some Search Criteria Samples 

Date Range:
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Custom field value searches.  Prefix the custom field name with CF.
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Sorting Displayed Tickets

Click on the title heading of a displayed report to sort in ascending or descending order (toggles). 
Reporting Search Results

Technical Services supports the use of two buttons that exist in the lower right hand corner of the screen. One allows you to do a bulk update of the tickets (or subset of tickets) with a variety of information or change of information. The other one allows you to export your report results to an Excel Spreadsheet. The RSS and Work Offline options should be ignored.
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Update multiple tickets: offers a “check box” selection of all the tickets that are displayed in the Show Results area.
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Below the list of checked tickets are all the fields (in blocked categories) that can be modified on a Bulk Update (the tickets that are checked) basis
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Spreadsheet: displays the tickets and selected fields in the Show Results area.
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To bookmark a search so you can return to the results later, click Bookmarkable URL for this search and add the page to your Bookmarks, Favorites, or whatever applies for your browser.

Searching Ticket History 

To do a full text search on the contents of the history field, use the Add Criteria box of Query Builder.  Content is one of the options in the same dropdown list as Subject.
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Unless you specify the Content Type, all of the history contents will be searched, including Word documents, etc. This is very powerful and can be quite useful, but can also take a long time if you do not narrow your search enough. For example, it is not a good idea to search all the history of all the queues.

If you do not want to include attachments in the search, add “ContentType LIKE ‘text/plain’“ to your criteria.
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Common Content Types:
· Text/plain

· Application/msword

· Application/rtf

· Application/mspowerpoint

· Application/msexcel

A complete list of content types (more than you will ever need) can be viewed at the following URL: 

Your link URL address
Searching Tips

Searching in RT is fairly intuitive, but there are some features worth noting: 

· Searches, by default, are sticky. That is, if you return to the Search page during a session, it will display the most recent search. 


· Clicking queue links takes you to a search page that displays search results for new and open tickets in that queue. That search can then be further refined by re-sorting by column and/or ordr-by. By selecting a type of chart and selecting “GO” you get the results in a chart.


· Searches are, by default, limited to 50 results per page.


· Searches are iterative -- you build them up. If you search for tickets owned by Jane, then search for open tickets, you'll get open tickets owned by Jane.


· Iterative searches do work with incompatible conditions, that is, x OR y. If you search for tickets owned by Jane, and then for tickets owned by Alice, you'll get tickets owned by Jane OR Alice.  


· When RT displays multiple search results, it will also display Previous, Next, First, and Last links for navigating through the matching tickets.

Creating a New Ticket

This section will generally describe how to create a new ticket in RT. Be sure to check with your Queue Administrator for any procedures they have implemented for their queue. For example, the Queue Administrator may not want a user to assign an owner to a ticket.

To create a new ticket, select the queue of your choice from the New ticket in dropdown menu on the top right of the screen and click the New Ticket in button.
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The next page displayed will be the Create a new ticket page:
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This page (shown above) defaults to Show the basics view with the following fields:
	Queue
	This should already be filled in for you.



	Status
	Generally, you'll leave this at the default, new. However, you might sometimes need to create a ticket to record a past occurrence or a problem that's already being worked on, so you might choose one of the other options from the dropdown menu.



	Owner
	You can give the ticket an owner or leave this blank and let someone claim it later.  



	Requestors
	The default email address will be yours. Fill in any others if needed.



	Cc

AdminCc
	If you don't know what these are for, see the Concepts section in Chapter 1: Introduction. 



	Subject
	A short description of the ticket.



	Custom Fields
	All custom fields applied to this queue.

	Attach file
	The location of an attachment to the ticket.  Be sure the location is accessible to anyone who has access to the ticket; i.e., on a Share drive.



	Description
	Explain why this ticket exists.


If you click Show details or scroll to the bottom of the page, you'll be brought to the optional but potentially useful fields Priority, Final Priority, Time Worked, Time Left, fields for dates (Starts and Due), and fields for each relationship (Depends on, Depended on by, Parents, Children, Refers to, Referred to by). 
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When you're done filling in fields, click the Create button to make the ticket.
Replying and Commenting

There are two ways you can respond to a ticket. By default, a reply can be seen by the public but a comment can be hidden from the requestor or any group. Comments and replies are retained permanently under the ticket's History.

To write something about a ticket, first make sure you are within one of the ticket's edit pages (Display, History, Basics...) then click Comment or Reply in the upper right of the page. 

This will display the Reply page:
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Note: The Comments page looks the same except that the Update Type is Comments (Not sent to anyone).

You'll see dropdown menus for Status and Owner. You probably won't need to change the defaults here and you must have the “ModifyTicket” privilege to do so. 

There will also be a text box for how many minutes the ticket has been worked on. Fill this in if you want to or if you are supposed to be logging your time.  

The Update Type dropdown menu will be automatically set to “Comments (Not sent to requestors)” or “Reply to requestors”, depending on whether you clicked Comment or Reply as your first step. You can select the other option if you've changed your mind. 

As for the other fields, we'll assume you have a working knowledge of email. RT correspondence has some fields that should be familiar to email users, such as Subject, CC, BCC, Attachments, and Message. The Subject field may be automatically filled in with the name of the ticket. 

Note: email addresses in the CC and BCC fields of replies and comments will not automatically receive future updates. These are the “Others” referred to as a recipient option for notifications.
Enter your comment or reply in the Message field, and when everything's done, click the Update Ticket button.

You'll be brought back to the ticket's Display page, with a status message on top that says your comment or reply has been sent/recorded, or that there is a problem and it hasn't.

If you entered a signature in Preferences (in top navigation bar on right) it will appear by default at the bottom of all your comments and replies.

To quote the text of an existing comment or reply, find the existing reply or comment in the ticket’s History section and click on Reply or Comment next to it. The quoted text will appear inline on your reply. Caveat: quoted text is added to the history along with your reply, so use this feature sparingly.

Note: What can confuse users is who gets emails when replies and comments are submitted. By default, RT sends email to all configured recipients except the user who initiated the email (except when a ticket is initially created). A requestor gets a Reply email unless the requestor is the one replying. Comments, by default, are not emailed (except when making a Resolve comment); however, they can be configured to.  
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Updating Multiple Tickets (Bulk Update)
Sometimes you may need to make a change to several tickets at once.

There's an easy way to do this:
Locate the tickets you want (see the Searching section of this chapter for help) and click Update multiple tickets (bottom right of screen) or Bulk Update (far right of navigation bar).
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54325  testing test script5 open TSG-RT WRHubert s
KFCrocker@lbl.gov 4 weeks ago 4 vesks ago o
54327 testing remindcers open TSG-RT KFCracker s
cAcasarstto@lbl.goy 4 weeks ago 2 veeks ago 60
54335 3.6.4 test of admince new TSG-RT Nobody s
WRHuber@lbl.gou 2 veeks ago 2 veeks ago o
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You'll be sent to a Bulk ticket update page where you can add a comment or reply to all the tickets, or change the tickets' owner, requestors, Cc, Admin Cc, subject, priority, queue, status, start date, due date, resolved date, Custom Fields, and ticket links. 
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Click the Update All button when you're done.
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Resolving a Ticket

If a ticket has been completed and doesn't need any more work, you can resolve it by clicking Resolve in the upper right of one of the ticket's edit pages (Display, History, Basics...). 
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This takes you to a comment form (see above Replying and Commenting section) but sets the Status dropdown menu to Resolved.
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You're encouraged to use the Message text box to explain why you're resolving the ticket. In this instance, DO NOT change the “Update Type” to “Reply”. Leave it as “Comment (not sent to requestors)”. Normally, comments are not sent to requestors. However, in this instance we made an exception and modified the Resolve notification to include the Resolve comment into the notification. 
When you're done, click the “Update Ticket” button, not the “Save Ticket” button.
You'll be brought to the ticket's Display page and told the comment has been recorded and ticket has been resolved (or not, if there is a problem). 

Chapter 7:

Email Interface

The earliest versions of RT worked almost exclusively by email and it is still possible to interact with RT almost entirely by email.
Each queue in RT is assigned a specific email address. That email address can be used to communicate with the queue. You can send email to RT and RT can respond by sending email back to you.
New users to RT must log into the RT web interface before they can send email to RT. This is required to validate new users (LDAP password) and activate their RT accounts. RT will not accept email without this activation.  

Important: Signature files must be removed from emails sent to RT. Such emails will be rejected.

Creating a Ticket (using E_mail interface)
The easiest way to create a ticket in RT is to send an email to a queue’s email address. The email subject becomes the ticket subject and the body of the email is entered into the ticket history. The person sending the email is logged as the Requestor and receives an email back from RT that a ticket was created. It’s as simple as that.  

Queue Administrators decide if they want users to send email requests directly to RT or not and will set privileges accordingly. If you are not sure if you have this capability, check with the Queue Administrator for the queue you want to use.
Note: Some RT users will forward an email request to RT and cc: other users in the same email. If you do this, you should warn the cc:ed users to NOT REPLY ALL if they want to respond to your email. If they REPLY ALL, their reply will be sent to RT possibly triggering RT to create another new ticket.  

It is best to place the RT queue email address in the BCC portion of your email message.  This way if users reply back to your message, RT will not trigger a new ticket.
Appending to an Existing Ticket

You can send an email to your queue and have the contents of the email (including attachments) appended to an existing ticket. To do this, you must include on the subject line of the email:
[xxx.xxx #NNNN]
where NNNN is the existing ticket number.

Any deviation from this format will result in the creation of a new ticket. It may appear anywhere on the subject line. As long as it is formatted correctly, the email contents will append to the proper ticket history.

Correspondence
Correspondence for tickets triggers email from RT. A reply in RT is emailed to the Requestor and to any other watchers that have been configured (see Notifications) for that queue or added to the reply.  Comments are not, by default, emailed; however, they can be configured so that they are.

Notifications
Notifications are emails generated by RT in response to some action and/or condition. For example, when a ticket is resolved, an email is sent to the Requestor notifying them that the work has been completed.

If you are not getting the kind of correspondence you would like for your tickets, then contact your Queue Administrator and discuss it.
Chapter 8:

Support

The IS Technical Services group is responsible for the general administration and maintenance of the Request Tracker application. They will create and configure queues and groups and coordinate any customizations as appropriate for use in IS. They will also help troubleshoot any problems you have.

Because many problems can be traced to access privileges, please contact your Queue Administrator first when reporting a problem. For example, if you cannot change the value of a field, it may be because the Queue Administrator did not give you that privilege.

Support Website

An excellent source for Request Tracker information is the support website:
https://your web-site/systems/rt/
You will find this document there along with other additional documentation: how to request a new queue or custom field, what the RT Support Team is working on, or review tips and frequently asked questions.
Tip:  The latest revisions of documentation and other RT news will always be available on this website.  Always check here first.
Reporting Problems

To report Request Tracker problems, sent email to “your email address”.

To contact someone in person, call a member of the RT Project Team.
· Bob1, x9999 
· Bob2, x9999
· Bob3, x9999
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