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open source and free 
software
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Multiplatform



Web UI, REST API, 
CLI, email



MySQL, PostgreSQL, 
Oracle, SQLite



HTTP Basic Auth, 
LDAP, 

Kerberos,SecurID, 
Shibboleth, SQL, etc





• 0.9 - 1996 
• 1.0 - 1999

• 2.0 - 2001

• 3.0 - 2003

• 3.2 - 2004


• 3.4 - 2005

• 3.6 - 2006

• 3.8 - 2008

• 4.0 - 2011

• 4.2 - 2013



• 0.9 - 1996

• 1.0 - 1999

• 2.0 - 2001

• 3.0 - 2003 
• 3.2 - 2004 

• 3.4 - 2005 
• 3.6 - 2006 
• 3.8 - 2008 
• 4.0 - 2011

• 4.2 - 2013



• 0.9 - 1996

• 1.0 - 1999

• 2.0 - 2001

• 3.0 - 2003

• 3.2 - 2004


• 3.4 - 2005

• 3.6 - 2006

• 3.8 - 2008

• 4.0 - 2011 
• 4.2 - 2013



Basic RT concepts



Tickets

• The basic noun in the system

• Group together metadata and change history

• Associate a number of users, in varying roles, 

to the ticket



Queues
• The basic organizational unit for RT

• A ticket is always in exactly one queue

• Generally one email address is associated with 

each queue

• The most common abstraction for access 

control



History

• RT records all metadata changes and email 
notifications in “transactions”


• History is immutable

• Applies to both tickets and other objects



Demo



Resources



Documentation

• http://docs.bestpractical.com

• extracted from docs/ lib/ with each release



Some light reading

• perldoc RT::Ticket

• perldoc etc/RT_Config.pm

• RT Essentials (old, still relevant)



Community
• Blog — http://blog.bestpractical.com 

• Wiki — code examples, etc

• http://wiki.bestpractical.com


• Mailing lists — discussion questions

• http://bestpractical.com/rt/lists.html

• rt-users, rt-announce


• IRC — short questions

• #rt on irc.perl.org

http://blog.bestpractical.com
http://wiki.bestpractical.com
http://bestpractical.com/rt/lists.html


Reporting bugs

• Always discuss on rt-users first

• http://issues.bestpractical.com/

• rt-bugs@bestpractical.com





• @wreis (IRC, github, etc)

• wallace@reis.me

• http://download.bestpractical.com/

talks/YAPC-BR-2014/

• sales@bestpractical.com


