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ABSTRACT

Helpdesk center is an important function that provides assistance in solving problems in
an organization. If a problem can be solved in a quick manner, the organization will benefit from
the information Technology effectively. Helpdesk application is important to ensure the
effectiveness of the Helpdesk center through application of the work. This project has
development of the application for Helpdesk center by studying and analyzing the current system.
Then the new system will be designed and developed in order to enhance the process to be
running on WEB-BASED. This system will cover all processes in Helpdesk Center starting from
receiving the problems via electronic form till recording them to database. Then those data will
be converted into services tickets and will be automatically assigned to appropriate staff for their
action. From doing so, the users can check the current ser\'/ices status by themselves. When the
problem has been solved, the staff in charge has to update the services status as “case closed”.
After closing the case, the update data will be processed to Statistic data. Then the management
team can use the above update information as the problem solving guideline in the further.

This project is on trial and error basis. It is implemented and tested by selected users.
Then all problems and comment incurred at that time have been already solved before installation
to all users. Even all development has been made according to the user’s comment but it will be

improved in order to run through the whole process without an error.
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2.3 HyperText Transfer Protocal (HTTP)
[~ { J L) o = 1
HyperText Transfer Protocal (HTTP) 1iu 115 Innsanadevuandmivusnisadeny
o a ] ' ] 3 a St o
lowvayn Tay HTTP wimuaiimsdideyanie idsznhuniosnouiame iy
I A a s ad ¢ 2 o P a g
Inaeudduniosnouiunes g e swdsimuangsadonlunmsaadeday
HTTP gmiannlasuisiuesiues 8 (Bemers-Lee) uMa CERN Tugisi) a1, 1990-1991
t!yl Y a & [} 9 as ~ 1 J 1 a
IﬁsTmﬂaau‘mu‘lwmﬂmﬂsamu‘luuuwu 185uanuionuazuwsnaruniuniuiy
4 N
msmfluﬁamuqums%”um%’aya"lﬁ'ﬁqmwuazlﬁuwmﬁauﬂzﬁ‘luﬁaﬁ“tﬁv naaNiuan
wasuldivsdennueiuien
® J5nmsAndevoe HTTP
- ° ~ o (4
Arumgfimsmauveslislanea HTTP unsinuuuy lnaleuduas
= o Y 3 PN 1 g (] yo
(#3503 (Client / Server) aniumsaanedemslag uldslaneaiisuiudees
A o o o ] 4 - 9 o @ a 1 4
inTvIRBNNANRIANNUA NN Tom STz anysalld dmSumsAndodeais

[} ] v a 1 J @ y
gnin oo lUSugivine S Tis Tansa HTTP Haunoudsi

U4 ) ] ' f v ad s
InateudvgaumsiFouss (connection) fudnine s
4 4 1 o o (4 1t o Y
- ieadumsifeudedude lnaioudezdaiiiosvodoya (request) Taléa
W Hos
¥ ad [ o ° 4
- diegsnes 1dsusiesn lnawudzinsdszuiana woldldna
d' o9 T LY Y]
a1 lnateuddoans udrdedoyanouaues (response) NEUIET
o
Taatoud
d’ J W - d'l ad o 9 Y
T PNITBNABIZYNARYIA (disconnect) HiBiFinneT oV ALBdoYandL Y
@ ad o at
. dugiviesSoudonuda
& ° = A ' -~ H A A
UeININMIMNMNUYes HTTP iimsideuseluszozianfiveduq wiofiSen
1 . Qs @ v o kY ] £ =1 ad s
1 connectionless 1UANYBIZAINA midlusrnamieg Sudinesanisases

@ d’lll o 9 [y 1A 8 o A T [}
JUTUYDS AVIUIUNINNTBNS AU msw"lnu‘lm"lwmmsnﬂaumammni

® doanuiesve (Request)
i lnaudivendotudinine fguSouds lnaeuddeadiurhosudanis
WANY f»’hunwdaa’fay,a"lﬂﬁw?fé'wL'ms’lﬁﬂuaﬂﬂn%'eamﬂi’fega ns¥esvelili
ad L4 o 9 '
wirnesausai ldvaiouuy Wy
a 1 s
- feweuuy GET umsewwe WG e sde W1y
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- $osveuuy HEAD umsfesverionnndiniaedh Tndfdoenseq
Tugswnesmio i (ammeq TideamsIdidsvinesds IS anld
- $p3wBLUY POST HumsdesveldiFinessudoyanninaous unms
$osvouvuiinendn Inaeuddesmsdedoyalylfidine sy
o9 ualunnududunamnsadedoyalufudine &onsZoeve
wuy GET Al
WmsfoovelilWlgnaeds udituegiuneisuveslsTanon HTTP 12
mindhuneid 1.0 wi3imsdewerasgiu 3 53 de GET, HEAD uag POST uaéh
15T1/51an0a HITP nesdu 1.1 w33 msdosvartuininedsu 1.0 Smatess

OPTIONS, PUT, DELETE %3598 TRACE (fludu

2.4 Common Gateway Interface (CGI)

dmsudeyaiios IfuSmsdn wew 180 wivsgninvaglugluuuveuonais
HTML mowswnaﬂﬂsumsmwa"lvlamn"lﬂamum Buidivnesssfumuag e g
Tnaouddoanisnduliy

i‘:’lwmmawauamﬂumugﬁuun HIML fio loszdoamsudly Lﬂauuuﬂawaumw
ulmmmqmmm‘"munauﬂuemamn waznIdlenas HTML Sdnyaizmssasuuy
static mﬁ'm‘ueuamﬂmﬂum uavmsﬂmﬂmaumwﬂaemi‘lu"lﬂaq ummﬂnmmufﬂﬂﬂ
BNty dhmanevesmsld car edranitsfide nisvialdionats BrvL ww‘lw%’ewammu
amdangunsefiduniuiuuyy dynamic

CGI (Common Gateway Interface) iflunotnfindudewinanuduginaressenitg
Finesiulnaeud dmsuiEmsiienas HTML “lﬁ’ﬁm'lmﬂu dynamic fie unuiagifiy
foyausnidu’vid BTML waneq ng nfmﬂzmwauammm'h‘lu"lvlmﬂmnu iof19
mmmsmauaav'lsaﬂamwm ﬂmwuﬂhw%ﬂauNau"lmmmmmnm“lmm CGI 139910
Yy car wlUfunmsSeduouany vauammqmuﬂw‘lwmms mnuumuwauamﬁm
dueamsidhuenas HTML uﬁamnau"lﬂuﬁm‘lnw“hs

danyULMTHUYes CGI mqmﬁun151szmawammswms udradufmevesn
wfhuion oy HTML 'umuummmamﬂau'lﬂiﬁ'"lﬂamum / Fivireslafivenliiing

NN1UYY CGI '19?]’ wmmwmu14uﬂn’nxmwnasﬂnmﬂmaﬂms HTML 1ﬁ‘madmﬁm
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uuINNNAAMSIIUYeY CGl suduiuuficent “SINGUE” (centralize) AD amwﬂama

S 1 o

ﬂﬂ\?ﬂ'l‘l’ll“]ﬁﬂl’)ﬂi?]ﬂ\ﬂu 1ﬂﬁlﬁ)ﬂﬁllﬂﬂ\1!lﬁﬂ'mu’l‘l’lﬁ\‘iﬂ'liﬂﬂ“lll’]lm sasuwamsmmummu

2.5 HyperText Markup Language (HTML)

HTML ud ’Junﬁwmmm SGML (Standard Generalized Markup Language) ‘ﬁfl
Inseadems 1 auuunde §ﬂ7‘|¥a5\1mmmﬁﬂyma~v‘i1m1m’1’1°l%'lﬁ"himﬂ Tay 711
HTML u'hmmu“l‘msmoﬂmstmu"lmﬂaimn mgﬂuuu«ummnms n3edayadiueie g
'ummﬂmiuu%~au1muummi‘lu danam, mw, deq, 30 Te tazdu q Tasmsidennty
amnsaion Tousnas n3odeyan q i TﬂﬂgﬂmmmmiwanTmmmﬁtm‘%’unﬁms
msﬂaw nsndw veiluduiidasnusdth nieay 9 udmdtmua udszidugafiuanda
N diuends weldlumsidenTouonds w“hm'mmmmﬂaﬂﬂﬂmiﬂawmaﬂs zlanluds
mu‘uawayaiumuwauiummmms)

nesHa1eday HTML ﬁymx?tm'iﬂamm (Homepage) N30131W9 (WebPages)
niusnves Taumveiuaiiouduidng niode (Index) YB95 00 8a71 lrdiaias q s
azduans lsthafersudume noldled vy 9

UndudaleumonTodumela q oz Tuagavesudlumso s iy « hm» we
“ html” ummuﬂ"hJwi‘]umue'lﬂmvmmhumﬁqamnan mamsodiuniou msdag
fnouiln (Conﬁg) 3odeli wenauuLSy 80 Wy shtml § My ssI (Server Side
Includes) umgﬂuﬂmwmmuumsgmmagué’aﬂ"ﬂwqﬂﬂﬂ Tdwwanaveaudly dwmsy

190915 HTML (1 “htm” ¥30 “ htm]”

2.6 Active Server Page (ASP)

Active Server Page iDione15 HTML ﬁﬁmuﬂnmi‘lu .asp lA ASP ﬁuﬁmwmmmﬁ
QINT1 HTML 5355R000 ({99910 ASP mmma%’wnmwwimmaﬂgfruwuﬁﬂug‘h’s’muma
mﬂwaﬂusﬂuuu Dynamic liag Interacnve 18Ta ASP veviamludnuaizue Server - Side
FaFAUUTMITIINYDS Server - Side uuﬂzumﬂmammmu Client — Side AiOUUY Client —
Side 3zdoviimsnni nananIwy (Script) #1199 mﬁnﬁmnmsmﬂﬁ"’u'ﬁqﬁmm%ﬂ“l%'ﬁ
USTUTOT AIUMITIOULUY Server - Side 1fummmﬁmwGunh’s’ﬂﬂ?wﬁdnq fitlveq
Server 14 Inglidosmni Tnamniius1uwes Srvasiids itz TaaAuves ASP IR iy 4

Uszmsfe
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L. Active Server Pages M N150U539aATW A 191I5207ama N9 Server 14 & FINITHULY
u'lﬂwﬂmnﬂﬁsﬂwuﬂmqmn wmsrzszihiinaunsaafumiuenaisidiy dynamic 18
Tavdre nfummmmw%zﬁ§’1eLanmsmmmmammwnnwmmnmanu”lﬂ‘luuﬂamawm
Wl

2. Active Server Pages 1Rin3 o built-in object 11N TAsn15N ‘ml built-in object Tu
Active Sever Pages uummu‘lﬁﬁﬂsw*nmammﬂszﬂwﬁmwiums’lmmmﬂﬁu floenn
Object 7114 mmunzm‘lmsmnmasmmvawanasvmn Server it US1UX0T 14 Fa0679
15un5 14 Object "Request” mansasvdeyavindldfidanmaofuves HTML tazdede
nammfJ"hﬂﬁﬂnmwmﬂmwwﬂmms"lé’aamwmu

3. Active Server Pages Su s aiinesfsznoy (Component) Mufidoans'ld Tae'l
BURWIZ Component 11ASFIUT Active Server Pages I8nSou ¥ 13winfu F4 Active Server
Pages §e1150101510 Component H19d0an 58 11 188 nd a0

4. Active Server Pages mmsaﬁmnﬁmiaﬁumm’fana (Database) A491%1 Microsoft
SQL Server %58 Microsoft Access ’lﬁ'zﬂuamﬂiﬂumﬂmgmm Object fFY @3 Object M1
ulﬂ‘um%iﬁ maguﬁ'ﬂu Active Server Pages msun:n ActiveX Datd Object (ADO) Qmaﬂymw

Tudloiin 1 Active Server Pages fiszdnamuindiga lunisieeiin g

muqmaﬂymzﬂﬂmﬂum 4 dodaindrudniuind 11841 Active Server
Pages Vufie wiiuondts HTML a5yt ldiiunsiauvesandiianisariins
Uszudanan1s Server 18 Tauil Object wag Component g6 umsihany Saile
annsaaire web site TligUuunvesmena1siuy Dynamic 18

NTZUIMMININUUBY ASP seiae tf'iarf’«“l‘x’f"lfv’fﬁmﬁdamﬂms HTML 12 web
Server Tﬂmaﬂmsuuuumﬁnmﬂu asp 1ile Web Server 1&3uonaisuding gimsdaenas
vl Active Server Page Ymsiszuranauazshmsadraenars HTML dendu'lués

Web Sever mamma'lﬂmmnmesma“l‘ﬂumsuamwama"lﬂ

2.7 Internet Information Server (I18)
Internet Information Server H150N5und 9 1 1IS sﬂumeﬂﬁm%’ﬁazﬁﬂﬁ' Windows
g a a & a o o
NT Server nanuiiludunesiiindsniies (ntemet Server) #9250 1FUSMSSan1 Web

site, FTP site #5® Gopher site 14 Tagdy
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t 4

AUANTATIAY 9 voa IS Tl
=Y 4 * |

1 Wududiines Www server) Faldinudumediidundoususzaunsald p

address (¥4 177.78.21.10 #5® URL 9y www.ntbook.com INeIUNTENTISUMIHIUNIS

us1uw03 18 TnoriuTns Tanea HTTP
2. flu FTP server WSty Inid Hwbididundonsdyladannseniniinaning
18Tasase TagrumiaIns Innoa FTp

Wi Gopher server ‘lﬁusms«uaua mﬂ‘lﬁwm’fwuuuwummmﬂum"lwaw

4
ﬁ’aqms"lmwﬂmﬂ'n msmﬂum‘lu FTP Tﬂmummumgmm Gopher Unu

2.8 Microsoft Visual InterDey

Tasunsy Microsoft Visual InterDev 6.0 usi‘luTﬂmnsu‘nag‘iuTﬂsuﬂswﬂ Visual Studio
m*‘ﬂmﬂsawewimmmuwmm Web Page a9 Tﬂtﬂﬂmﬂsuuﬂveg‘lusﬂuuu‘um
Visualize fiannsneenuuy web Page Ungansartumadns Idluvaizidonsy Snveds
awsothimatiamedumsiannlsinsy Wumatavesmswanuy Object-Oriented
Programming (12 Even-Driven un1/sgnoulunisiannTusunsy Seript ﬂ"lﬂumsmuqums
Mo Page daraldmsiann Web Page nszvitldiouarsiadady sy web
Page 114 Ianumuyseiuozeglugdiuuveslaunia

dm3uTasunsy Microsoft Visual InterDev §i w ldasavhaudsdueufioseds

B2 1 udvzdoamanis iy Tulsunsy Web Server SsonaidiuTalsunsy Internet Information
Server (IIS) ¥159 Personal Web Server (PWS) muuwmammsmmiﬂmﬂs U Web Server 218

Tundosrion § vevzamsaldeu Tusunsu Microsoft Visual InterDev '|&

2.9 Database System
v & 9 o o v 9 c’: -
‘lums%mﬂmegaﬂmszw Helpdesk ﬂ::nmﬂnag‘lusznngm‘uagamnuﬂ oY
ﬂ o g 1 o ¥ y & 9 P ° Y,
! us:‘uu“lums\mmuuazmsaw‘lumsuwayam‘l‘r Feszvuguveyanaztim ldlums
WAII5ZUVAB MS SQL version 6.5 u‘i‘aan1mi‘luqsavléfms’é"ﬂmspu%’auaﬁmmsn%ﬂmsﬁ’u
muﬂéna"lﬁ'ﬁua =018 (Compatible) #U Windows NT taz Active Server Page

(ASP) N anmuauUu"hmuammwsnmumnva mnmawmmwmaszuv
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- PC Client 19 Application (Business & Office Automation software) (T
Standard fimieufurlszana 80%
- % Server / Host ﬁﬁ'ﬂ“] ﬁ'ﬂﬁ,
- Windows NT + MS SQL DBMS
- Windows NT + Lotus Notes
- Windows NT + File & Print sharing
- AIX Unix
- SUN Unix
- M3 Wiring
- 1l Structure Wiring Tat14/ Media 15 UTP CATS Wanua
- 3¥UU WAN \
- ﬁmsﬁauﬁiaﬁmﬂ?aﬂwﬂﬁ'ﬂﬂjmﬁﬁnam‘lmﬂﬂu Frame Relay
Taretlsemer
- End Users
- B waudszuis 250 au
- spdunmudugudanumannan anlngld pc lindes

VINUA

3.2 Sumeummhanwsamias Helpdesk
vnmsnsssusauluilogiy aunsoefuesoazBoavestuneunisitany
MU Helpdesk 1aae 1/
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® ilay 1A Client Software 15
- Hgymims1¥am Ms office
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® HynIn1ed1u Network 144
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- 52UV LAN Yadoq
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®  aynmedums Access System (91
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- mslE e-mail laA1Y Lotus Notes
- msld Internet / Intranet
® v n19A1u Server Hardware 19U
- Backup System Fail
- Disk Crash
- Disk Full
®  Jaumin19d1u Server Software (191
- doyalu Database Server Anwana
- Server WimnselfuSmsursed1ald 1y File & Print Service
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- Aesmstuginsainouiames 114
- #994M3 Upgrade in3oenoumiunes
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Call or
Request Form

Helpdesk
application

Services

Sheet

Queue

o

w561 PC performance Problem 61/03,
F v 5.6.2 Cant Open Excel Fies Charya Owm 100 . 01/03/2000 Q372000
TPodrcena V563 Upgade intemtExponc | Arpawam | Dan " 100 0032000 910372000
w564 Install Intemet Exploec 402" * © Anat Done 100 01/03/2000 M03/2000
w565 Lotus Notes Expired Yupadee Oone 100 02/03/2000 03/02/2000
w566 ‘Upgrade Intamet Exploer to Vesion 4.1 Chariga Ocne 100 0270372000 02372600
w567 Cant print to Network Printer Ratee Done 100  02/03/2000 02/03/200G
568 LAN wing Chalermpong Done 100 02/03/2000 B2/3/2006,
v56.9  Upgrade intemet Exploer Viat Done 100  02/03/2000 82/03/2000
v 56810 Upgrade Intermet Exploer Apapain Ocom 100 02/03/2000 3372000
v 5.6.11 Change Monitor Thawat Done 100 02/03/2000 BRA03/2000
5612 Delete unused account Chaleimwong Dane 100 02/03/2000
v 5.6.13 Instal EKinstaller Chalermsak Dong 100 03/03/2000 /2000
v 5.6.14 Add name to Thailand-All group Suchia Geim 100 03/03/2000 3372000
v 5.6.15 Install Network printer Voravoot Done 100  03/03/2000 /6372000
5616 Scan Vius & Config Inteinet E xpoloer Thanyapom Dane 100 03/03/2000 GIR72000
v 56.17 Install EKinstaller Thanyapomn Done 100 03/03/2000
v 5.6.18 Floppy disk damage Matee Oena 100 07/03/2000
w5613 Switch Lease Line cable Chalermnwon Done 100 07/03/2000
v 5620 Reset RS6000 Password Ismve Dore 100 07/03/2000
v 5.6.21 Add network printer Somsak "~ Dene 100  07/03/2000
v 5.6.22 Add network printer Chotesang feom 100 07/03/2000
5.6.23 Need a PC for QMS Training Supapom New 0 10/03/2000 16/03/2000
@ 5.6.24 Install monstor for K.Tipnapa (HID) Chalermwong New 0 13/03/2000
@ 5625 Install monitor for K.Theera (HID) Chalermwong Mow 0 13/03/2000
@ 5.6.26 Install monitor for K Pompan (CID) Chalermwong New 0 13/03/2000
@ 5.6.27 Install monitor for K Prapaisii (D%Al)  Chalermwong New 0 13/03/2000
@ 5628 Install monitor for K Chalermsak (BIS) Chalermwong New 0 13/03/2000
v5.6.29 Install monitor for KV aranont (PMI) Chalermwong Done 100  13/03/2000 13/03/2000 -J
@ 56.30 Instal monitor for K Aunchalee (CES) Chalermwong New 0 13/03/2000
v 5.8.31 Install monitor for K Patrapon (MGM) Chalermwong Done 100  13/03/2000 13/33/2000
v 5.6.32 Cant access to Lotus Notes Tatpong Dane 100  13/03/2000 1223372000
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