KNOW-HOW

GLPI

Managing resource information in GLPI,

T departments manage-endless tid-
I bits of important information, such

as device inventories, contr&c_ts, h!glp
tickets, and vendor supportidetails: Aty
the frenetic pace of the averlage_ne}worrkz‘
this information is often filed ineffi-
ciently or even lost. Wouldn’t it.be nice
to store all this data in a single database
with a unified, user-friendly graphic in-
terface?
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Recently, I installed an app
called GLPI [1] to assist in
ment for my employer. G
stands for Gestion Libr
Informatique, is a web-based
LAMP stack application for in-
ventory management, job
tracking, equipment reserva-
tions, and basic network to-
pology information: Unlike
many equivalent proprietary
tools, GLPI does not require a
local client application; in-
stead, it operates through a
simple and flexible web interface.

Installation

Installing GLPI is quite easy. The first
step is to make sure the necessary com-
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GLPI KNOW-HOW

Testing PHP Parser
Mysql extension test.
Sessions Test

Test if Session_use_trans_sid is used

magic_quotes_sybase extension test

Testing utf8_encode and utfg_decode
functionality

Allocated memory test
Checking write permissions for dump files

Checking write permissions for document
files

Checking write permissions for setting files

Checking write permissions for session files

| el

LPI )

Step 0

Checking of the compatibility of your environment with the execution of GLPI

PHP wersion is at least 4.x - Perfect |
Ok - the function mysgl_query() exist - Perfect |
Sessions support is avaifable - Perfect |

Ok - the sessions works (no problem with trans_id) -
Perfect |

The magic_gquotes_sybase option isn't active on your
server - Perfect |

The functionality is found - Perfect!

&llocated memory > 32M - Perfect |
A file and a directory have be created and deleted - Perfect
1

A& file and a directory have be.created and deleted - Perfect
|

Afile and a directory have be created and deleted - Perfact
1

A file and a directory have be created and deleted - Perfect
|

Figure 1: The installation wizard checks for the necessities.

ponents and services are running on
your system. For this, you need to install
an Apache web server [2], MySQL

(4.23 +) [3], and PHP [4]. After install-
ing MySQL, set up a database for GLPI
and create a user with read and write ac-
cess. Then you need to go to GLPI’s
website and download the latest version.
Either download and unpack GLPI di-
rectly on your server or download it lo-
cally, decompress, and then upload to
the server. (The directory structure refer-
enced in this article are for openSUSE
[5]. For your own preferred Linux distri-
bution, adapt the directory structure as
necessary.)

Now you need to move the unpacked
files in Apache’s web root at the /srv/
www/htdocs/ directory. One last step be-
fore installing is to give Apache write ac-
cess for the /files and /config directories
by making sure they have the correct
ownership.

To begin the installation, point your
browser to http:// < your_host>/. A
web-based installation wizard will guide
you through the short installation proce-
dure. The first thing you have to choose

Table 1: GLPI's Default

User Accounts

Role Username Password
Administrator glpi glpi
Technician tech tech
Normal user  normal normal
Post only post-only  post-only

is the default language. When you click
on OK, you are presented with the soft-
ware license. GLPI is licensed under
GNU General Public License version 2
(GPLv2). Just accept the license and
click Continue.

To begin the installation procedure,
click Installation on the next screen. The
installation wizard will verify all re-
quired components, as shown in Figure
1. If something is not right, you will be
notified accordingly, and you will need
to fix the problem to proceed.

Choosing Continue leads to the data-
base information form, where you will
input the necessary username, pass-
word, and hostname for your MySQL da-
tabase. If you created a database for

GLPI before running the installer, you
can choose to populate this database, or
you can create a new one, as shown in
Figure 2.

Now click on Continue to populate the
database, then click Continue again to
see a list of the four default accounts
(Table 1). Click the button labeled Use
GLPI for the GLPI the login screen. It is a
good idea to test all four accounts and
compare the rights assigned to each ac-
count. Afterwards, you can create other
accounts or edit existing accounts to
modify access levels as necessary. Each
user account has its own user interface.
At the University of Cyprus (UCy) Li-
brary [6], we have three user levels: Ad-
ministrator, Technician, and an ordinary
user account.

Getting Acquainted with
GLPI

GLPI is a multipurpose tool that man-
ages both users and their equipment.

The purpose of GLPI is to store infor-
mation. This information is divided into
categories, and the categories have sub-
categories. Each sub-category has en-
tries. Each entry has details. Entries from
different categories can interrelate, form-
ing bonds between hardware, software,
users, suppliers, documents, contracts,
support tickets, and more.

To get started with GLPI, log in as the
system administrator to see the adminis-
trator’s user interface (Figure 3). Here,
you will notice six main categories: In-
ventory, Assistance, Management, Tools,
Administration, and Setup. The Inven-
tory menu provides information on com-

Step 2
Test of the connection at the database

Database connection successful

Please select a database:
Olnfmrmatmn_scherna.
Clglpi.

Otest,

() Create a new databass or use an existing one:

GLpi

Figure 2: Choosing the database to populate with GLPI data.
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WZLPI

Inventory Assistance | Management Tools

Central = VA =

| Personal View || Group View ” Global Vievr | [an]

Your tickets in progress

Your pending Tickets

Setfings  Relp Logatt (Prodromau Evekhon)

| Administration | Setup Bearch [0

Root entity (tree structure)

Welcome Prodromou Evelthon, this is the central console.

Your planning

Personal notes

&

Public notes (Root entity)

Figure 3: The administrator's user interface.

puters and devices running on your net-
work. The first sub-category, Computers,
presents a list of your computer equip-
ment, as seen in Figure 4. With the use
of search filters, you can search this list.

GLPI lets you set up pre-configured
templates to add similar systems to the
inventory. To create the entry, use a tem-
plate, then edit the settings for the serial
number, host name, and IP address as
necessary. Also, you can enter a full
entry manually. Figure 5 shows the
screen that lets you add a computer to
the inventory. The green hexagon with a
magnifying lens on the right of a field in-
dicates that you can add/edit/delete an
entry for that field.

Tickets

The other side of GLPI is its role in pro-
viding help desk support. The GLPI user
interface makes it easy to create and
manage help tickets. An ordinary user
can create a new ticket to request sup-
port. Admins and technicians can add
tickets manually or assign a user’s ticket
to the appropriate technician.

The Assistance option has the sub-cat-
egories Tracking, Helpdesk, Planning,
and Statistics.

Tracking allows the admin to view a
list of all tickets submitted by users. By
default, the list shows the tickets cur-
rently open. A search tool offers simple
and advanced search filters to narrow
down the list of tickets according to your
criteria, sort the list, and perform actions
on multiple items. Also, you can export
the resulting items in PDF, Excel, and
other formats. A system administrator
can perform actions on all tickets, but
ordinary users can only access informa-
tion on their own tickets.

Active tickets are summarized for the
user in a list. The list includes several
data fields, such as the creation date, the
last update date, the requester, and the
technician in charge of the ticket. Click
on a ticket in the list to view, edit, or
close the ticket (Figure 6).

Management

GLPI’'s Management features let you
keep tabs on contacts, suppliers, con-

Pl Settings  Help Logout (Prodromou Evelthon)
e Inventory Assistance Management Tools Administration Setup Feach T[]
Computers Monitors Software Hetworks Devices Printers Cartridges Consumables Phones Status
Central= Inventory> Computers ] A ¥ Root entity {tree structure)

. M nlems Seen v sorted by [User ~] No w/® [E|d [Seach]
|MemeSeen e & LN < [Search|
show| 20 | tems View FDF export Landscape  + [ S
Hlame  Entity Status Manufacturer ““:fl'l'"’, Type Model o0s Location  Lastupdate Contact User
L s Roct e 0 09-10-2008
| oy AClive LENOWO  WRERR  Lagtop  THMKPADRS! ‘windows - i
Roat NETVISTA 03-10-2008
& W .
|} e Active BM —_—— PC o Windows | g 1148
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o Root - oows 09-10-2008 "
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Figure 4: A list of computers in GLPI's inventory list.

tracts, and documents. A supplier is sim-
ilar to a contact, although the term has a
special meaning. A supplier is a person
you buy equipment from, so an entry in
the supplier list can link directly to an
item in the inventory. This way, when
you view the details of an item in the in-
ventory, you automatically know who
you bought it from and how to contact
the supplier.

Contract entries can refer to actual
contract documents, as well as details on
the warranty, expiration date, renewal
costs, and so on. Contracts are also
linked to items in your inventory and to
the supplier that issued the contract.
Also, you can attach a scanned docu-
ment so that you can generate the actual
contract anytime in electronic form.

The Documents module is a universal
module with many uses. A document
can reference a support ticket or a con-
tract, or it can simply be an important
paper you want to preserve. In my case,
I find it very useful to scan all docu-
ments about contracts, maintenance,
and invoices. Another useful characteris-
tic of documents is the ability to attach
files, such as screen captures and
spreadsheets, to support tickets.

Tools

The Tools feature provides access to a
variety of support information. GLPI di-
vides the Tools section into the catego-
ries Notes, Knowledge base, Reserva-
tions, and Reports. An optional fifth cat-
egory called OCSNG [8] lets you import
data from another application. Notes can
be either personal (viewed only by the

After and Before

GLPI's Planning feature lets you sched-
ule upcoming interventions and events
in a calendar view. Also, you can export
the calendar data in iCalendar format to
synchronize with other calendar tools,
such as the tools of Mozilla’s Calendar
Project [7].

GLPI also lets you view statistics on tick-
ets submitted by users, including details
on each item (location, operating sys-
tem, graphics card, etc.), as well as re-
ports on overall parameters, such as the
total number of tickets, the number of
unresolved tickets, the average and
maximum ticket resolution delays, and
more. Results appear in either table or
chart format.
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Hame: _L A Contact

Type: Laptop - \ & Contact Mumber: [
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Location T ep——1 | Group: [ v |
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o5 version: [ Vista Business v | & Domain v|®
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Update| Delete
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Figure 5: A computer entry example.

author) or public. Only super-admin
users can add public notes.

A knowledge base is a FAQ (Fre-
quently asked Question) list, and you
can create your own FAQ on any topic.
My strategy is to add FAQs after observa-
tion of support tickets. If a question is
asked repeatedly, either by the same
group of people again and again or by
different users, I add it as a new FAQ.

A reservation is a request for loanable
material. At the library of UCy, we use
reservations to share loanable laptops
and DLP projectors among our staff.
Each staff member can reserve equip-
ment and access a calendar to view the
current set of reservations.

Reports

GLPI offers seven types of reports. The
default report is a list of the amount of

items per category (e.g., 100 computers,
40 printers, etc.). A contracts report al-
lows you to view equipment organized
according to contract details, like date of
purchase, warranty expiration date,
begin and end dates, and more. A yearly
report is an annual report on materials
for one or more years. Hardware finan-
cial information is a summary for com-
puters, printers, screens, peripherals,
and networks. Other financial informa-
tion is a summary for cartridges, con-
sumables, and software licenses. The
network report offers information about
the network. Finally, a loan report sum-
marizes past and future reservations for
a specified user.

Administration and Setup

The Administration and Setup sections
of the main menu help you configure

and manage your GLPI system. The Ad-
ministration menu lets you configure
users and groups for GLPI. Also, you can
implement logging and create snapshots
of the database. The Setup menu lets
you configure global settings for notifica-
tions, authentication, mail gateways,
document types, external links, and and
other features.

Conclusion

This short tour has only touched the sur-
face of the many features you’ll find
within the GLPI open source asset man-
agement and helpdesk system. In addi-
tion to a wide range of GLPI built-in fea-
tures, additional options are available
through external plugins. GLPI provides
online documentation in many lan-
guages, and you can always ask for help
in an active community forum.

GLPI is easy to implement and has a
short learning curve for the end user. On
the other hand, system administrators
will find more than enough options for
customizing the system. H

Personal Settings

All users, regardless of access level, get
to define some personal settings. To ac-
cess personal settings, click the Settings
link in the upper right corner of the ap-
plication. In addition to your name,
phone, email, and mobile phone num-
ber, you can define a preferred display
language and set other parameters gov-
erning the way GLPI displays ticket in-
formation. Additionally, you can change
your account password, as long as your
account is not authenticated by an exter-
nal source such as an LDAP directory.
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Figure 6: Viewing the details of a support ticket.
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