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1. Introduccion

La empresa HelpDesk Solutions S.L. tenia problemas en la gestién de incidencias, como
pérdida de solicitudes y falta de organizacion en el soporte técnico.

Para solucionar este problema se decidi6 instalar osTicket, una aplicaciéon web que permite
gestionar tickets de soporte técnico de forma sencilla y organizada.

El objetivo de esta practica ha sido instalar y configurar un sistema de gestion de
incidencias utilizando Ubuntu Server, Apache, MariaDB y PHP.

2. Entorno de trabajo

Para realizar la practica se ha utilizado:

Ubuntu Server 25.10
Maquina virtual
Apache

MariaDB

PHP

Navegador web

3. Instalacion de la pila LAMP

Después se instald Apache como servidor web y se comprobé su funcionamiento desde el
navegador.



$ sudo apt install apachez -y
[sudo: authenticate] Password:
Installing:

Installing dependencies:

Paguetes sugeridos:
apache2-doc apache2-suexec-pristine | apache2-suexec-custom

o

5  Apache2 Ubuntu Default Pacx = + v _

« C O R Noseguro 192.168.10.5 oty @ ¢

Apache2 Default Page

Ubuntu  mezree

This is the default welcome page used to test the correct operation of the Apache?2 server after installation on Ubuntu
systems. It is based on the equivalent page on Debian, from which the Ubuntu Apache packaging is derived. If you can
read thls page, it means that the Apache HTTP server installed at this site is working properly. You should replace this
ar/www/html/index.html) before continuing to operate your HTTP server.

LA 'j': 'jp“':" user of this web site and don't know what this page is about, this probably means that the site is

currently unavailable due to maintenance. If the problem persists, please contact the site’s administrator.

Ubuntu's Apache2 default configuration is different from the upstream default configuration, and split into several
files optimized for interaction with Ubuntu tools. The configuration system is Fully documented in fusr/share/doc/
apache2/README.Debian.gz. Refer to this For the full documentation. Documentation for the web server itself can
be found by accessing the manual if the apache2-doc package was installed on this server.

The configuration layout for an Apache2 web server installation on Ubuntu systems is as follows:

/etc/apache2/

A continuacién se instalé MariaDB como gestor de bases de datos y se realizé una
configuracion basica de seguridad.



:~$ sudo apt install mariadb-server -y
Installing:

Installing dependencies:

aquetes sugeridos:
gawk-doc libnet-daemon-perl libipc-sharedcache-perl mariadb-test
libmldbm-perl libsgl-statement-perl mailx doc-base

>UMmary .

$ sudo mariadb-secure-installation

MariaDB is secure by default in Debian. Running this script is
useless at best, and misleading at worst. This script will be
removed in a future MariaDB release in Debian. Please read
mariadb-server .README.Debian for details.

Enter root user password or leave blank:

Enter current password for root (enter for none):
DK, successfully used password, moving on...

password or using the unix socket ensures that nobody
MariaDB root user without the proper authorisation.

(] ]

n

Switch to unix_socket authentication [Y/n] vy
Enabled successfully (or at least no errors was emitted)!
Reloading privilege tables..

Success!

Por ultimo se instalé PHP junto con los médulos necesarios para el funcionamiento de

osTicket.
:~% sudo apt install php libapache2z-mod-php php-mysgql php-cli php-curl php-gd php-xml php-mbstring

unzip wge
unzip ya en su version mas te (6.0-28ubuntu7).

4. Configuracion de la base de datos



Después de instalar MariaDB se cre6 una base de datos llamada “osticket”.

MariaDB [(none)]> CREATE DATABASE osticket;
Query 0K, 1 row affected (0,000 sec)

MariaDB [(none)]=
MariaDB [(none)]> CREATE USER 'osticket’'@'localhost’ IDENTIFIED BY 'password’;
Query 0K, @ rows affected (0,010 sec)

MariaDB [(none)]>
MariaDB [(none)]> GRANT ALL PRIVILEGES ON osticket.* TO 'osticket'@'localhost';

Query 0K, @ rows affected (0,005 sec)

MariaDB [(none)]=
MariaDB [(none)]> FLUSH PRIVILEGES;
Query 0K, @ rows affected (0,000 sec)

MariaDB [
MariaDB [

5. Instalacion de osTicket

Se descarg6 osTicket desde Internet y posteriormente se descomprimieron los archivos.
i~5 ugeT https://github.com/osTicket/osTicket/rele rPffdounload’\l 18. l’ fT'-keT—'l 18. l 21p

= ‘o nghub com fgLThub
s con github.com (github
n HTTP en\lada esperando respuesta. ..

lu 1. le: __pon:_ content-type=applicatio

$ unzip DfTirket v1.18.1.z1p

irchive: osTicket-vi1.18.1.zip

inflating: scripts/api_ticket create.php

inflating: scripts/automail.php

inflating: scripts/automail.pl

inflating: scripts/rcron.php

inflating: uploadfaccount.php

inflating: upload/ajax.php

inflating: upload/api/.htaccess

inflating: upload/api/api.inc

Después se movio6 la carpeta de la aplicacion al directorio web de Apache.

sudo mv upload [var/www/html/ost1




Finalmente se configuraron los permisos necesarios para que Apache pudiera acceder
correctamente a los archivos.
» sudo chown -R wWiw-

sudo chmod -R 755

6. Configuracidon de Apache

Para permitir el acceso a osTicket se configuré Apache para que utilizara la carpeta donde
estaba instalada la aplicacion.

GNU nano 8.4 Jetc/apache2/sites-available/osticket.conf *
<VirtualHost *:80>
DocumentRoot /var fwww/html/osticket

<Directory [var/wew/himl/osticket=
AllowOverride all
Reguire all granted
</Directory>

ErrorLog ${APACHE LOG DIR}/osticket error.log
CustomLog S{APACHE LOG DIR}/osticket access.log combined
</virtualHost=}}

También se activo la configuracion necesaria y se reinicié el servicio.

S sudo azensite osticket.conf
sudo aZenmod rewrite
sudo systemctl restart apache2
Enabling site osticket.
To activate the new configuration, you need to

systemctl reload apache2

Enabling module rewrite.

To activate the new configuration, you need to run:
systemctl restart apache2

3 | Indexof/ x |+
&« C O & Noseguro 192.168.10.5
Index of /

Name Last modified Size Description

(2] osticket/ 2023-10-25 15:44

Apache/2.4.64 (Ubuntu) Server at 192.168.10.5 Port 80



7. Instalacion web de osTicket

Una vez configurado Apache, se accedié desde el navegador a la direccion IP del servidor
para continuar la instalacion.

Iz:ﬂ System Settings

The URL of your helpdesk, its name, and the default system email address

Helpdesk URL:

hitp://192.168.10.5/osticket/

Helpdesk Name:

HelpDesk Solutions S.L.

Default Email:

admin@helpdesk.local

Primary Language:

| English - Us (English) + |

& Admin User
Your primary administrator account - you can add more users later.
First Name:
Admin
Last Name:
ASIR
Email Address:
admin@helpdesk.local
Username:
admin
Password:

Retype Password:

ansnnnnnn

Database Settings

Database connection information

MySQL Table Prefix:
osk_
MySQL Hostname:

localhost

MySQL Database:




Después de completar este proceso, osTicket quedo instalado correctamente.

Doing stuff!
| Please wait... while we install your new support ticket system!

J"l 'y

OSTicket nstaler

Support Ticket System

Congratulations!

Your osTicket installation has been completed successfully. Your next step is to fully configure
your new support ticket system for use. but before you get to it please take a minute to cleanup.

Config file permission:

Change permission of ost-config.php to remove write access as shown below.

clude/ost-config.php

» Windows PowerShell:
icacls includel\ost-config.php /reset

+ FTP:
Using WS_FTP this would be right hand clicking on the file, selecting chmed, and then
remove write access

+ Cpanel:
Click on the file, select change permission, and then remove write access.

Below, you'll find some useful links regarding your installation.

Your Staff Control Panel:
hitp:/f192.168.10.5/osticket/scp

Your osTicket URL:
hitp://192.168.10.5/osticket/

osTicket Documentation:
https://docs.osticket.com/

osTicket Forums:
https:/fforum.osticket.com/

PS: Don't just make customers happy, make happy customers!

8. Configuracion del sistema

Installing osTicket v1.18.1

Com What's Next?
)

Post-Install Setup: You can
now log in to Admin Panel
with the username and
password you created during
the install process. After a
successful log in, you can
proceed with post-install
setup.For complete and upto
date guide see osTicket wiki

Commercial Support
Available: Don't let technical
problems impact your
osTicket implementation. Get
guidance and hands-on
expertise to address unique
challenges and make sure
your osTicket runs smoothly,
efficiently, and securely.
Learn More!



Se cred6 un departamento llamado “Soporte Técnico” para organizar las incidencias.
£ Agents & Teams [Z]Roles & Departments

Departments © Add New Department &N
Name -~ Status # Type # Agents # Email Address % Manager % Created
] | Maintenance Active Public 0 Support <admin@helpdesk.local> 2026-05-10 22:1
] | sales Active Public 0 Support <admin@helpdesk.local> 2026-05-10 22:1
Support (Default) Active Public 1 Support <admin@helpdesk.local> 2026-05-10 22:1
II None Toggle
age: [1]
Name « Status # Type # Agents + Email Address + Manager % Created
[C] | soporte tecnico Active Public 0 Support <admin@helpdesk.local> Admin ASIR 2026-05-10 22:2

Después se cred un agente técnico llamado “Técnico-Pedro”, que sera el encargado de
gestionar los tickets.

Add New Agent

& Account Access Permissions Teams
Name: Tecnico-Pedro Last Name
Email Address: mimimi@gmail.com
Phone Number: Ext

Mobile Number:

Authentication

Username: * [Tecnico-Pedro ] — Set Password

%m Backend: — Use any available backend — v

Ctatiie and Qattinne

Access
Select the departments the agent is allowed to access and the corresponding effective role.

Primary Department *

soporte tecnico v All Access v Fall back to primary role on assignments

Terminal
Extended Access

© | —Select Department— ~ | | Add

Create Reset Cancel



9. Gestion de tickets

Para comprobar el funcionamiento del sistema se realizaron varias pruebas creando tickets
de soporte.

Contact Information

Email Address *
|mimimimi@gmai|.cc—m |

Full Name *
|rau| rodriguez |

Phone Number
| [Ext: | |

Help Topic

|. Report a Problem |

Ticket Details
Please Describe Your Issue

Issue Summary *
No funciona Internet |

<> 1 B 4 B | U S

B O = o — =B w

El ordenador no tiene conexion a Internet desde esta maﬁana.|

choose them

Se cred un ticket relacionado con un problema de conexion a Internet
17 265357 05/10/26 22:32:11 | No funciona Internet raul rodriguez Normal



El ticket se le asigno al agente técnico, respondidos y posteriormente cerrados
correctamente.

Ticket #265357: Assign to an Agent ®

Assignee: *

Tecnico-Pedro monza v

Segum que tu lo Euedes arreglar

Reset Cancel | Assign |

Con estas pruebas se comprobd que el sistema funciona correctamente y permite gestionar
incidencias de manera organizada.

Change Status — 1 ticket selected @

Status: Resolved « *

Esperamos que le hayamos sido de ayudal

Reset Cancel | Close |




10. Conclusion

La instalacion y configuracion de osTicket se realizé correctamente en Ubuntu Server 25.10.

Gracias a esta practica se ha aprendido a instalar una pila LAMP, configurar una base de
datos y desplegar una aplicacion web de gestién de incidencias.

Ademas, se comprobé el funcionamiento del sistema mediante la creacion y gestion de
tickets de soporte técnico.

El resultado final ha sido un sistema funcional que permite organizar y gestionar incidencias
de forma centralizada.
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