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* No instalaremos porque RT depende de
decenas de modulos PERL y disponemos de

poco tiempo



RT: Ventajas

Codigo abierto y gratis

MUY utilizado y probado
Desarrollo muy activo

Bastante flexible

Interfaz web y correo electronico



Necesidad en UO Network
Services

Mucho trafico de e-mails requiriendo
ayuda, servicios, etc

Se archivaba en texto, sin clasificacion

Dificil de encontrar el estatus y toda la
historia de un problema

A veces los problemas quedan olvidados y
sin resolver



Clasificacion de los problemas:
Colas

« RT permite crear colas (queues) donde los
problemas quedan clasificados segun su tipo

— Servicios: DNS, direcciones IP, Radius, etc
— Routing: problemas de enrutadores

— Conectividad

— Seguridad: intrusiones, scans, etc

— Sistemas (servidores Unix grandes, cuentas)
— etc



Clasificacion automatica

* Se pueden escribir simples reglas de
clasificacion utilizando procmail

— Buscar palabras clave en el campo “Asunto” de
los e-mails

— No es perfecto, pero ayuda

— Es bueno tener un moderador que supervise y
asigne tareas



signacion de personal a cada cola

¥ Modify people related bo queue connectivity - Mozilla Firefox - |EI|1|
File Edit ‘iew Go Bookmarks Tools Help

qil - |:> - @ @ ID https: ffnethelp, uoregon.edufadmin/Queuss /People, htmi7id=4 j IE,

D Firefox Help D Firefox Support D Flug-in F&AQ

>>|<< BEST Preferen_ces | Ll_Jgout;
PRACTICAL ™ Logged in as cvicente

RT for nethelp

ey ticket in addresses

Modify people related to queue connectivity

Current watchers New watchers

Find people whose
Co IUserId | | contains = I Gal
* none Find group whose
|Name j | containg j | Gal

Adrninistrative Co (Check box fo delete)
&dd new watchers:

r cvicente Users
- dgathers Mo principals selected.

donw Groups
e [ dsmith Mo principals selected,
connectivity
E
Watchers

I dvosika
r jad

I jeffh
Ternplates jfe
kemp
malekim
rdb

stephenf

* & & & 4 2 R

aaaan

If you've updated anything above, be sure to [EERCRSE[=E




Acciones (scrips

¥ Modify scrips for queue connectivity - Mozilla Firefox - |E||i|

File Edt ‘Wew Go Bookmarks Tools  Help

qil - |:> - @ @ ID https:j/nethelp.uoregon. edufAdmin/Queues) Scrips  hkmlvid=4 j I@,
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>

e ticket in addresses Search

Scrips which apply to all queues

On Correspond Open Tickets with template Blank

Cn Correspond Motify Other Recipients with template Correspondence

On Comment Motify AdminCcs as Comment with template Admin Comment

On Comment Motify Other Recipients as Comment with template Correspondence

Current Scrips:

(Check box to delete)

- Imported from RT 2.0
On Gorrespond Motify Requestars, Cos and AdminCes with template Correspondence
- Imported from RT 2.0
On Create Motify Other Recipients with template Autoreply
- Imported from RT 2.0
ScHps On Create Autoreply To Requestors with template Autoreply
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Select scrip

Delete selected scrips [EBEIEE]
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%) Found 18 tickets - Mozilla Firefox o ] 4

File Edit Miew Go Bookmarks Tools  Help
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Tickets Subject Status Queue Owner Priority
Search Requestor(s) Created Last Contact Last Updated Left

Wireless Authentication new connectivity Mobody 1
skicrave@malibuboatowners.com 17 hours - 17 hours o
wireless open connectivity malekim 1
tlovenst@qgladstone.uoregon.edu 1 years = 10 months u]
195-West-12th-switchi open connectivity kemp 1

10 manths - 3 months o
Bad Ethernet Jacks in Law Library open connectivity dsriith 1
dbishop@law,uoregon, edu 3 months 3 months & months u]
Redundant networks ... open connectivity rmalelim 1
jad@ns.uoregon,edu & manths - 4 weeks o]
CircuitfNetwork build out for Quarantine Network open connectivity rmalelim 1
jad@ns.uoregon.edu 5 months = 2 months o
ethernet drop mistake open connectivity dgathers 1
dsmellow@oregon.uoregon.edu 2 months 2 months 2 months a
Fwd: microhelp: Network Wireless Sign-In open connectivity kemp 1
microhelp@uoregon.edu 2 months = 2 months u]
Implementing Firewall for Graduate School open connectivity malekim 3
d=smith@nz.uoregon.edu 2 months 2 months & waeks a
Upgrading switches to support IGMPw3 open connectivity malekirn 1
jad@ns.uoregon.eduy, joelja@darkwing.uaregon.edu & weeks 2 days 3 days u]
ethernet not working, CS5B 219 open connectivity Mobody 1
jpi@darkwinguoregon.edu & weeks & weeks & weeks o]
Jack disabled?? open connectivity MNobody 1
johnf@uoregon.edu S weeks S weeks 5 weeks o
question about 111 HUE jacks open connectivity MNobody 1
bwade@uaregon.adu 2 weeks 2 weeks 3 waeks a
B26 Kla wireless coverage open connectivity Nobody i
michaelh@cs.uoregon.edu 3 weeks 2 weeks Z waeks u]
Question on Wireless Internet open connectivity MNobaody 1 by
vaaargh73@hotmail,com 13 days 13 days 13 days a
Jack Troubles open connectivity MNobady 1
eleisy@jwjueregon.edu S days S days S days [u]
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#3317: Bad Ethernet Jacks in Law Library - Mozilla Firefox 18] =
File Edit Yiew Go Bookmarks Tools  Help
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New ticket in addresses Search

#3317: Bad Ethernet Jacks in Law Library

| TheBasis __ Jpates

Id: 3317 Created: Fri Nov 21 12:49:38 2003
Status: open Starts: Not set
worked: 0 min Started: Not set

Priority: 1f5 Last Contact: Fri Nov 21 14:04:29 2003

Queue: connectivity Cue: Sun Nov 23 12:49:38 2003

Closed: Not set

People Updated: Fri Nov 21 14:53:50 2003 by dbishop@law.uoregon.edu
Owner: dsmith = =
Requestars: dbishop@law.uoregon.edu Relatlonshlps —

Cc Depends on:
AdminCe: Depended on by:
Parents:

Children:

Refers to:

Referred to by:

More about dbishop@law.uoregon.edu

Comments about this user:

Autocreated on ticket submission

This user's 10 highest priority tickets:

+ 3176: New MacDSX ¥PN Client? {open)

+ 3317: Bad Ethernet Jacks in Law Library {open)

Display mode:[Brief headers] [

Fri Mow 21 12:49:38 2003

dbishop@law.uoregon.edu - Ticket created [Reply] [Comment]

Download {untitled) 557b
Subject: Bad Ethernet Jacks in Law Library

Date: Fri, £1 Nov Z002 1E:4%:03 -0200
To: methel Services . gon.edu ( Services . gon.edu)
From: Demnis Bishop <dbishopElaw.uworegon.edu (law. uworegon.edu):=

Hi!

I've received reports from our students that there are numerous
broken ethernet jacks in the Law Library. Do you guys want re ta
provide you with an inventory of broken jacks or can you just do a
sweep through the library and fixed all the hosed jacks or 7

any help is much appreciated.

Dennis

Dennis Bishop -
. : hee -
E| Done |
;astart”J o @ |J [personalF...| By cipecum.. | ghizs.zzat..| Smusicma.. | @nagos-m..| Eins.uoreo... |[@#3317:8.. Eipresentati... | Funtited -p..| [FG VSO ZOBBREE w03




: Bad Ethernet Jacks in Law Library - Mozilla Firefox -3 x|
File Edit ‘iew Go Bookmarks Tools  Help

qil - E> - @ @ @ ID https: ffnethelp uoregon. edu) Ticket /Display . htrl?id=3317 j I@,

D Firefox Help D Firefox Support D Flug-in FAG
Fti Mow 21 12:37:55 2003 RT_System - Status changed from new to open :I
Fri Mov 21 13:37:55 2003 dsmith - Correspondence added [Reply] [GComment]

Download {untitled) 167h
Subject: Re: [nethelp #3317] Bad Ethernet Jacks in Law Library

Date: Fri, Z1 Now £002 13:37:5&5 -0200
To: connectivityEnethelp. woregon.edu (nethelp.woregon.edu)
From: dsmithEnetwork-gervices woregon.edu (network-services._ uworegon.edu)

we probably need to get an inventory of the bad jacks. I'm alsao
wondering if some of them might have been turned off due to
virus-infected rmachines,

Thanks,

-Dale

Fri Mow 21 13:38:26 2003 dsmith - Taken

Fri Mov 21 13:41:19 20032 dbishop@law.uoregon.edu - Correspondence added [Reply] [Comment]

Download {untitled) 662h
Subject: Re: [nethelp #3317] Bad Ethernet Jacks in Law Library

Date: Fri, Z1 Now Z002 13:40:4F -0200
To: connectivityEnethelp. woregon.edu (nethelp.woregon.edu)
From: Dennis Eishop <dbishopElarwr. woregon.edu (law. woregon.edu):-

Thanks, Dale,

Please let me know if there's anything I can do to expedite this,
Best,

Dennis

=We probably need to get an inventory of the bad jacks. I'm also

=wondering if some of therm might have been turned off due to
=virus-infected machines.

*= e
=Thanks,
=

= -Dale

Dennis Bishop

Director of Technology

University of Oregon School of Law
Room 280 Law Center

Eugene OR 97403-1221

(541} 346-3877 - Voice
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