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History

• Set up in September 2004 with info-en, info-
de, press-de and wm-de

• followed by foundation, it, nl, fr

• Chapter communication

• Volunteers, staff, chapters



stats

• active agents 553

• used queues 268

• 592,742 tickets (from January 2009 until July
2011)

• In info-en from January until June 2011:
17409 emails/tickets were created/received
Averages to around 2900 a month
Averages to about 97 a day



stats

• Permission-commons
From January 1 until June 30 of this year:
2817 tickets have been closed over this queue
Averages to around 470 per month
Averages to about 16 a day.



What are they doing?

• questions about Wikimedia Foundation projects
• questions about which License to choose
• reports of article errors
• issues with biographies of living persons
• issues with corporate or organizational profiles
• complaints of vandalism, misinformation, or bias
• inquiries about re-using text or media
• requests for help with editing
• general information requests
• compliments and feedback (sometimes)



How are they organized?

• language specific queues

• mailing lists

• Wiki



How are they working

• 5 pillars

• respecting project-specific rules

• templates

• single-handed



What can help them?

• subsidiary training

• cultivate communication skills

• legal advices

• updated software

• more collaboration, more interaction



Unvisible heroes of Wikipedia

• protecting projects

• preventing damage



Thank you!!!



Software

• Thinking about the current system, please rate 
the following (1 being “not very effective”, 5 
being “very effective”) :*Software+



Procedures

• Thinking about the current system, please rate 
the following (1 being “not very effective”, 5 
being “very effective”) :*Procedures+



Recruitment

• Thinking about the current system, please rate 
the following (1 being “not very effective”, 5 
being “very effective”) :*Recruitment+



Training

• Thinking about the current system, please rate 
the following (1 being “not very effective”, 5 
being “very effective”) :*Training+



Amount of agents

• 60% of the agents say that there are not 
enough people answering OTRS emails



Feedback

• 70% of active agents would be interested in 
receiving regular feedback on their responses 



Stories

• Tell us about your experiences!



Workshop

• What can we do to induct new agents better
into the working environment?

• What training would help in the daily work? 

• What skills and abilities are required for
agents?


