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What is Zammad?

◼ Zammad is a Helpdesk / Support platform for
satisfied customer service

◼Open and fast – like your service should be

◼Based on many years of experience with ticketting
systems

◼ „Zammad ist man stärker“ 
◼bavarian dialect for „together we are stronger“
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Some numbers

◼ Initial release 18.10.2016
◼Over 240.000 downloads (02.02.19)
◼ #1 Trending Open Source project in the Ruby 

category on GitHub
◼ First contribution just 5 hrs after initial release
◼ 223 pull requests (02.02.19)
◼ First Award after 4 weeks, second Award after 16 

weeks
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Key Features

◼Native Web App – almost feels like a desktop app
◼Super fast fulltext search, which also includes

attachments
◼ Every ressource can be reached via the included

REST API by design
◼Users
◼ Tickets
◼And many more

◼Open Source
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Ticketing – Core features

◼AutoSave for tickets
◼ Easy data historization
◼ Escalationen
◼Colision detection
◼Custom overviews based upon ticket attributes
◼ Individual fields for tickets, customers, users
◼Customer chat
◼Custom text templates via shortcut
◼Social network integration for Twitter and Facebook
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Installation – The easy way

◼OS Packages for
◼CentOS/RHEL
◼Debian/Ubuntu
◼SLES

◼Databases
◼PostgreSQL
◼MySQL/MariaDB

◼Search Engines
◼elasticsearch
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Installation – The easy way

◼ Installation on CentOS
sudo yum install epel-release

sudo rpm --import https://rpm.packager.io/key

echo "[zammad] name=Repository for zammad/zammad application. 
baseurl=https://rpm.packager.io/gh/zammad/zammad/centos7/stable 
enabled=1" | sudo tee /etc/yum.repos.d/zammad.repo

sudo yum install zammad
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Installation – The easy way

◼Configuration of elasticsearch
rpm --import https://artifacts.elastic.co/GPG-KEY-elasticsearch

echo "[elasticsearch-5.x] name=Elasticsearch repository for 5.x 
packages baseurl=https://artifacts.elastic.co/packages/5.x/yum 
gpgcheck=1 gpgkey=https://artifacts.elastic.co/GPG-KEY-elasticsearch
enabled=1 autorefresh=1 type=rpm-md"| sudo tee 
/etc/yum.repos.d/elasticsearch-5.x.repo

sudo yum install java-1.8.0-openjdk elasticsearch

sudo /usr/share/elasticsearch/bin/elasticsearch-plugin install 
mapper-attachments

systemctl start elasticsearch

systemctl enable elasticsearch

zammad run rails r "Setting.set('es_url', 'http://127.0.0.1:9200')"
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Installation – The easy way

◼Done. Start configuration.
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App - Structure
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App - Tabs
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◼ Open multiple tabs at same time
◼ Reorder like you want
◼ Unsaved changes saved on server
◼ Pulsing icon on changes
◼ Push changes immediately to client
◼ Ring traffic lights



App - Ring traffic lights

3. apríl 2019 16



App - Ring traffic lights
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App - Ring traffic lights
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App - Ring traffic lights
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App - Ring traffic lights
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App – Ticket in detail
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App – Customer in detail
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App – Organization in detail
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App – Fulltext search
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Channel – Email
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◼Autodiscovery
◼ IMAP(S)/POP3(S)/SMTP(S)



Channel – Email
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Channel – Chat
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◼ Java Script snipped
◼No “Leave a message”
◼No “Long wait times”
◼ Foreign Body Chat Module - Auto design



Channel – Chat
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Channel – Chat
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Channel – Chat
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Working in Team – Overviews
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Working in Team – Permanent markup
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Working in Team – ::Text modules
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Working in Team – Macros: automatic action 
sequences
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Working in Team – Individual fields
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Questions? 😎



Zammad GmbH
Marienstraße 11

10117 Berlin
Germany

Thank you!

Ready to use à https://zammad.com

Download à https://zammad.org


