
 



 

  

  



Tabla de contenido 
  

  

  

A.2.1  

A.2.2  

 

  

  

  

  

  

  

  

  

 

  

  

  

  

  

 

  

  

  

  

  

  

  

  

  

  

  



  

  

  

  

  

  

  

 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

 

  

  

  

  



  

  

  

  

  

  

  

  
  
  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  
   



 

Índice de Figuras 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651827
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651828
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651829
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651830
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651831
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651831
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651833
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651835
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651836
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651837
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651838
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651839
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651841
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651843
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651845
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651846
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651847
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651849
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651850
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651851
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651854
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651857
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651858
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651861


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

 

Índice de Tablas  
  

 

 
 

file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651862
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651863
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651864
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651864
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651865
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651865
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651866
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651866
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651867
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651868
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651869
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651870
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651870
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651873
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651874
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651875
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651876
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651877
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651878
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651879
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651880
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651881
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651882
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651883
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651883
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651884
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651885
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651886
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651887
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651888
file:///C:/Users/deock/Documents/Respaldo/Documents/tesis/Tesis%20Sistema%20de%20Tickets%20ASR.docx%23_Toc515651889


  
   

 



  

 
 

ĭ

 
 
 
 
 
 
 
 
 
 
 

 



 
 

 
 

 

 

 

 

 

  



 

A.2.1 

  
 

“    

”  
 

 

A.2.2 

 

• 

• 

• 

• 

• 



• 

• 

• 

• 

• 
  
  
  
  
  
  
  
  





Capítulo 1 

 



1 Planteamiento del problema 

1.1 Facultad en Ciencias de la Computación 

1.1.1 Infraestructura de la FCC 

• 

• 

• 

• 

• 



1.1.2 Comunidad FCC 



1.1.3 Infraestructura de red y equipo de cómputo 



1.2 ASR 

1.2.1 Servicios Ofrecidos 



• 

• 

• 

• 

• 

• 

• 

• 

• 

1.3 Justificación 



• 

• 

• 



• 
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2 Antecedentes / Marco Teórico 

2.1 Ticket 

2.2 Sistema de Seguimiento de Incidencias (SSI) 

2.3 Cómo se utilizan los Tickets en un SSI  



2.4 Sistemas de seguimiento de incidentes (Sistemas de Tickets) 

Sistema
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3 Metodología 

 

 



• 

 

• 







3.1 Comunicación 

3.1.1 Levantamiento de Requerimientos 

• 

• 

• 

• 

• 

• 

• 

• 

• 



3.2 Planeación 

3.2.1 Documentación 



3.3 Modelado 

3.3.1 Diseño y construcción de Wireframes 





3.3.1.1 Inicio de Sesión (wf1) 

3.3.1.2 Página de Panel de Administración (wf2) 



3.3.1.3 Página de Creación de Nuevo Usuario (wf3) 

3.3.1.4 Página del Formulario de Creación de Ticket (wf4) 

• 

• 

• 

• 

• 

• 

• 

• 

• 



3.3.1.5 Página de Reporte de Tickets (wf5) 

3.3.1.6 Página de información del Ticket (wf6) 

3.3.1.7 Página de Reporte de Tickets (wf7) 



3.3.2 Diagrama de Flujo 









 



3.3.3 Diseño o Revestimiento del Sistema 

3.3.4 Estructuración de Entidades 



3.3.4.1 Entidades para Drupal 

3.3.4.1.1 Taxonomías 

• 

3.3.4.1.1.1 Status del ticket 

• 

• 

• 

• 

• 



3.3.4.1.1.2 Panel de administración 

• 

• 

• 

• 

3.3.4.1.2 Tipos de Contenido 



3.3.4.1.2.1 Ticket 

• 

• 

• 

• 

• 



• 

• 

• 

• 



3.3.4.1.2.2 Slider  

• 

• 



3.3.4.1.2.3 Ítem del Panel 

• 

• 

• 

• 

• 

• 
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4 Desarrollo 

4.1.1 Instalación y ambientación para el desarrollo 





• 

• 

• 

• 

• 

• 

• 

• 

4.1.1.1 Herramientas a Instalar 



4.1.1.2 Virtual Box 



4.1.1.2.1 Creación de la Máquina virtual 

4.1.1.3 CentOS 



4.1.1.3.1 Instalación de CentOS 7 en una máquina virtual 

4.1.1.4 AMPPS 



4.1.1.4.1 Instalación de AMPPS Versión: 3.8 

 
 

 

o 

o 

$ cd /home/user/Downloads

o 

$ sudo chmod +x Ampps-3.8-x68_64.run

o 

$ sudo ./Ampps-3.8-x68_64.run

4.1.1.5 MYSQL y MariaDB 

https://www.ampps.com/downloads


 

 
 

4.1.1.5.1 MariaDB Server Versión: 5.5.56 (CentOS 7) 

 

$ sudo yum install -y mariadb-server mariadb 

 

$ systemctl start mariadb 

 



$ systemctl enable mariadb

 

$ mysql_secure_installation 

4.1.1.6 APACHE 



4.1.1.6.1 Apache Versión: 2.4.6 (CentOS 7) 

 



$ sudo yum install httpd 

 

$ systemctl start httpd 

 

$ systemctl enable httpd 

 

$ firewall-cmd --permanent --zone=public --add-service=http 

 

$ systemctl restart firewalld 

4.1.1.7 PHP 



4.1.1.7.1 PHP Versión: 7.2 (CentOS 7) 

 

$ sudo yum install epel-release 

 

$ sudo yum install http://rpms.remirepo.net/enterprise/remi-release-7.rpm 

 

$ sudo yum install yum-utils 

 

$ sudo yum-config-manager --enable remi-php72 



 

$ sudo yum install php72 

 

$ yum install php72-php-fpm php72-php-gd php72-php-json 

php72-php-mbstring php72-php-mysqlnd php72-php-xml php72-php-

xmlrpc php72-php-opcache php 

4.1.1.8 GIT 



4.1.1.8.1 Git Versión: 1.8.3.1 (CentOS 7) 

 

$ sudo yum install git 

 

$ git --version 

> git version 1.8.3.1 

 

$ git config --global user.name "Tu nombre" 

$ git config --global user.email "tu@correo.com" 



4.1.1.9 BOOTSTRAP 

4.1.1.10 SASS 



4.1.1.11 GULP 



4.1.1.12 DRUPAL CONSOLE 



4.1.1.12.1 Composer Versión: 1.6.3 (CentOS 7) 

 

$ cd /tmp 

 

$ sudo curl -sS https://getcomposer.org/installer | php 

 

$ chmod +x composer.phar 

 

$ mv composer.phar /usr/local/bin/composer 

4.1.1.12.2 Drupal Console Versión: 1.6.0 (CentOS 7) 

 

$ cd /tmp 



 

$ curl -LSs http://drupalconsole.com/installer | php

 

$ chmod +x console.phar

 

$ mv console.phar /usr/local/bin/drupal

4.1.1.13 Drupal 

http://drupalconsole.com/installer


4.1.2 Site Building 

4.1.2.1 Creación de entidades para Drupal 

4.1.2.2 Gestión de permisos y usuarios (Definición de roles) 





4.1.2.3 Programación de mensajes/alertas (reglas). 





4.1.3 Theming 





Capítulo 5 



5 Pruebas y Resultados 

5.1 Beta 

➢ 











5.2 Implementación correcciones 

5.3 Puesta en marcha en servidor 





5.4 Conclusiones 

 

 

 

 

 

 

 



5.5 Trabajo Futuro 



6 Apéndice 



6.1 Wireframes 

















6.2 Creación de la Máquina virtual 

 



 

 

 

 

$ cd /Downloads

 
$ sudo ./archivo-descargado.run

• 

. 

https://www.virtualbox.org/wiki/Downloads


• 

o 

o 

o  

• 

 



• 

 



• 

 

• 

 

 



• 

 

 

 



6.3 Instalación de CentOS 7 en una máquina virtual 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 





 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

  



 



 



 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 



 

 



 

Seleccione la primera opción de CentOS (la que no tiene rescue), figura 60. 

 

 



. 

 

De clic en Acepto el acuerdo de la licencia y a continuación de otro en el botón de Listo, 

figura 62. 

 

 



. 
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