| A 9/ a d
58;"1]‘”‘11'38Lﬁﬂﬂ@%ﬂ]ﬂﬂﬂﬂﬂ?!ﬂﬂi

Help Desk Systems

Tag

PNFNITENN SAUYASIS

SHA 41067134

| S 0 M e

*H001730*

St 2
21971587151

a
M3.8130 533411

Tuneu Y Ty ‘AN
FJuwwau T U. 15!7' i,;UZ ini 3

mmmmﬂu

oovone

WRUTENUUAe. . ?C"’N @/H"s’ 2.54,}

"‘Yif:N t’f?‘{ﬂﬁm‘:‘;!ﬂﬂiu mfif;ﬁi ung a9n."

swnunidmiedn Tasemswannszuna
nangasmnmaasumiusia arvivuna luladarsaums
MASoud 2 lmsfinu 2543
astzina Tu Tagasaums

amtiumea TuTadwszoeumndudgunmisaianszaia



v

A : A yq a ¢
¥9113v0 53UU?§’JUL‘H'@0Q1‘N1HﬂE}HW'Ilmﬂi
=

UNANEN UNEANITWONY TAUFATIS
dd' a
21138nSnmn A3.9137 5353 1U
TAUMSANYT InernansynIagma AT INa 1 ladaisaumns
HYHIIN INYIMTAISAUNS
Ynrsfinmn 2543
(%] 1
UNACIED

! A 9q Y = 7 d 41 o 4 v Y
szuusmaslFiuneuiunefiussunnuiisiosamslusesmsiosvenn §
q’: [~ o { o ) o 4
T saniuflumsiusiuswdeya moadumsud luilgmiais q Wsugldau el
A 9 o o q,: ]
gruauiluSewedlgnuasmsud lilgmimduasuiianes  sauisgivasnarlums
* b4
swsmnseagiymadunluudes e Tasszuvaniieiuszovaulvadowenans
(Workflow) uaz 19 Tada TiaueUndindu(Lotus Notes Applications) lumsiann deezisy
] 14
91IANTARITUNIUYDY Help Desk  AtidnunTuudazSusiams Insdwdt humSeainmsda
ad a & 1 M0 o A v Y o as A 9/
wmneddnnseiing Mildduduaeums lnavesnuiiued’ls udnihumiauuie iy
a o a o & A o 1 -] 9 = ¢ o
stuuvnaspuRetiuluusin Fullshszvussuuaemiedlfnuacuiunes i
= Y ] ] ° 4 s oA
wiwdunldlusSinmahezansotelimsiauveud miin Help Desk flszdns
ad & ' ¥ oy Y ' A t
AMAGITY  vzansaanarlunissausiudeya uazvuideswearduee ligymuilsenind
o t o wna’: v { n’: o
mafuiluenarsededaludiddwanouigldam Sesvadwn  sauiamh g idau
= 9 PIRI=) i‘_l 1 a’: ) 9 t
annsaisengnisiotvevesaues landaomziuednls swnsawisoSongloyam 9

Y & 4
1aazaintadiu



Title

Student
Advisor

Level of Study
Major

Academic Year

Help Desk Systems are the systems that help to manage requests from users including
-data collection about problems solving to users. It will be used as database of problems and
methods to solve each problem. With the system, it will reduce time to accumulate or determine
problems each day. The system will be workflow system type and uses Lotus Notes Applications
in development. This will begin from considering of incoming calls or emails that how the job
flows in order to develop to the same standard in the company. When the Help Desk Systems are
already developed, it will equip help desk staff to work more efficiency and reduce time to
collection information. In addition, the systems can prevent problems requested missing due to

automatic recording system. Moreover users can check status of the their requests and call up to

Help Desk Systems

Miss Saipin Ratanachonratan

Dr. Arit Thammano

Master of Science in Information Technology
Information Science

2000
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L4
o = o W o o =3
$adu swsehuuaasssazideadisiduduneumsiinu Tasagiiuneumnglaes

1N3Y (Context Diagram) 1@nanind 4.2

Helpdesk Staff

R Assign
foduestl | Reeive-| IT-Stafl
End- | forward-
User to-IT-
Manager
Call-or-Problem-or-
Request-Sheet Problem-or-
Approved-Info
Check-Problem-
Status Problem-Solved-
End User Problem-Solved-or-" | Helpdesk Systems/ or-Reassign IT Staff
Not-Approved-or-Cancel
Request-
Application- Annrc:ved- for- .
Change i jor-not- Approva
. l l Agpproved ¥

Maintenance- ) —
Application Application } ¥ I »

Admin, - Problem-or- IT Manager
Request-Summa
Problem-| E_._ IO
Solved-
or-
Cancel
Helpdesk Staff’

%

AN 4.2 1LeA9 Context Diagram Y8452 V1R Help Desk W@ Inai

21007 4.2 11U Data Flow 1u52@U Context Diagram Y943UL4 Help

o v & < o> g
Desk fivann vy Feeznaasliifiunmmsaunanuaussszuuay  lasezuanalviviu

2 ' & o P
SafafiogniousnsuLIU (External Entity) Fufigafeafiuszuuanu Help Desk 0ld

o Y a a' [} 9 J
NINTHRAIUI Tﬂaﬁmeguaﬂsznu"lmm

® End User wifiudiimsiesve uazmiavesuusmslumsud leilynuniiszuy

47 Help Desk Tasn1s3esuoduniiszuuan Help Desk dunsotld 2 35Ae
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— Taoms Insimidnnfiniiieau Help Desk lunsdif liamsadgszuy
A d‘ - 4 hord o o
aw'ld Feeelidwmri Help Desk fmdnnsunswilynuaziimaiims
tiufindeyaues End User nazsivazidoavesilymudngszuuaiu Help Desk
— Tasms¥osveriudiniszuua Help Desk uazszdnaladoyavenuies
4 q9 ady a Y 4 a P Ada 4 4
e ldlunsdindesmsfndovedoyamuiy wasdoyavesilymifihatiume
t4
duuuamalumsud luilynniu o
4 Y o Y y A Y o
(119 End User 1811m35 309001 1m1fsguu1u Help Desk 1107 58 UUMI1Y
mseenvinuavlumsveFuuIms (Job No.) 11U End User Tasdnludd uag
End User A1N50AT 9 @010 M5 T0av0ames 14
Help Desk Staff 92 miiisumsiove taz/m5oilyningiein End User fids

anfisua Help Desk uasdaimihiituiindeyasiazBoavsailywudng
5221974 Help Desk Tunsifi End User Tnsfmind 1Ay Help Desk e
udeilaym  Tagazhasud luilywi iy End User uwazudel¥ End User n3 1)
Wi eI 0MINISENEN (Cancel) M3doweld ualunsdif lannsaimnisud
"lmi‘]tym"lﬁ'ﬁ%zﬁ1n1sﬁ\ﬁ]ﬂ,;m1fu q LllFdnid 1T AsvRaeuduiumsud
lvilaymrse’ly) niofudumsfosveitszdesimnsiinsaneyifiureusin
IT Manager fouRerdosiinsderinmsZecveriu 1 IT Manager tieiims
Aasatoylaae T

IT Staff aedimiiilumsudludan1#/y End User fidanain Help Desk Staff
%39 IT Manager saziimafufindoyauazssazidealumsud lvilymasuu
lnmsmsdesverii q udahmsia Job ieudawanisudlulamndyas End
User wiodufuilymiinues il idifedensosuRavoufadoadailgmindy
#1107 Help Desk Staff 1¥hmsueunineaIni (Reassign)

IT Manager 957 lumsAinIsanoyian15¥8aususs End User fidannn
Help Desk Staff ®nfinila uasvimsdswamsiatsanlunsdid bioyidlls
Help Desk Staff titeudalyl End User nnu nSolunsdifionsiafazihmsuey
e lygad i 1T fisvAnreuIdimsud luse lu

Application Admin. 929 IuN15QUATELVIU Help Desk THamnsarau
I¥otrilsz@ninm uasassquand luszuuaudefinnudeamstmi q ifun

vSalunsdinszuuauiinuianain



432 mdn1na?laezunsy (Data Flow Diagram)
A yy v o a A 1
diolduaasliiunmsuianuAveessUUNU Help Desk uazdanioguen
YUV (Bxternal Entity) Fufigndoafiuszuuaiu Help Desk fi ldvimsiaun Tag
< . n’: ° :I’ o
aoUfing 1apzLinsY (Context Diagram) A2 910U INISUTAITUABUMININU

&
YBITECUVUNIU Help Desk aread Ivlad laszinsy (Data Flow Diagram) $3gU1RY

Help Desk aansautiautiuszuvdon q lddanmii 4.3
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Problem-and-Solution-Detail v

Detail —_—
_—y Problem-Solution
IT Profile : R —
Maintenance-Application AN
Receive-Call-or-Problem-Sheet
IT Manager Approved-or- Submit-Request-for- l
not-Approved End-User
'y Request-for- Assign-IT-StafFor- ‘
Approval Call/Problem | forward-to-IT-Managey,
Sheet Pr Helpdesk Staff
Problem-or-Request-Summary cet Process /f———————1
Call-or- Problem-Solved-or-
Problem-or- Cancel New- Some-
Request-Sheet Problem- Global-Keyword of-.-
Problem-Solved-or- tved-| °F | = Problem-
Not-Approved-or-Cancel gr- lAwmved- - and-
. Info Solution-
Reastien Detail
New-Global- g;‘g’,g,mh';m
End User Keysrd Global-
Keyword-
Detail
IT Staff
New-Knowiedge
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Problem- Problem-
Solution Keyword
Avplicatlm;-
Maintenance-
Application]
Knowledge-
Information
Problem/Solution
Searching
Knowledge
f Problem-and-Solution-Detail
Application <
Admin.

MNT 4.3 nane a1dr e laezuns (Data Flow Diagram) Y8453 U1 Help Desk AW@AINT
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4.4 Yosmualumslfau uaznouynsudaya (Data Dictionary)
1130y ¥85T UM Help Desk (Help Desk System) fioguuTadaTiin Usznoudas
t 4
utudeya 4 ufly Aafl
4.4.1 ufludoyanis¥e9ve (Request Form)
HuufludoyadmiulfdlFnuitidynnSedosmsveiuuimsnnmiae
91 Help Desk whimsaeilymmiemsdesvadunitszuuam uazduududoyaiiil
v ) H ' v g 2
mslduaasamsdesveriusuniinisiesveszaisduas
' g o . ' o
ufludoyamsdoave (Request Form) szuvuiludadu (Section) dou q via
4 o o A
nua 4 Eadudenune
® Detail of Problem/Request Section iiudnduiuaassivaz®oavedly
a 4 ¥ 4 v ' 3 o v
ez asdsavesilynimiamsieave fszdealddeyansuiludes
1§ umsud luilymasufez daniidmidii Help Desk
lat s % d o 4 v
% dntianslumsud lusaduil 1oun AldFau (End User) yoaumwiz
= ¥ v
wna1shaueIfosvedn
< o C 4 1
® Tops Help Desk Section (ihudiasudmsudimif Help Desk TumisTel
. ] E4 ]
swazidadeyaiuAunouiivshmsdeilynniv q Tlddwmidn 1
t 4 ]
auituntsudly nsedemsiosveriu q Ul IT Manager tHofio15011
ayase 11

& Yedan

A( % Ed ' 4
o Antans lumsud lusaduil 1aun 199417 Help Desk

W

S . y g o o @ '
® Authorization Section 1HIFATUF MY IT Manager Tunsldswazidoa

.
o =]

WaduivenegiimsdanduliFud i Help Desk lunsdin Tuein

A

19

/7
0.0

ane T 1w 1T Aferdosduiiumsae 1

et o
y

% g o d’, v Yo
anans lumsud ludaduil 18un 4San1sumun IT (T Manager)

e o)

® Action Taken Section tfudafudmsudmiiil 1T lumsldsivazidea
Tumsud Ty Idfudldan uazidiusinisia Job
< gananslunsudludasuil 18un i i H185ueumnen
21§ iR Help Desk n30 185 uuounuomnaingsanisunun IT

oA &

Yt a ' < w W 1 v ar 9 1 a o )
gmnﬁ‘nﬁ“lmmawvﬂ‘uumﬂan%z"lummsnnmmmf’m"’lway,a‘lumuwmmw

(.Y

An5 14 wdanndi 18riins Submit Job ven I swaziBuauiiudoyanisdecve



(Request Form) Tundagidadu udasdannsiei 4.1, a19199 4.2, 137991 4.3 toza1s

7 4.4 MUR1AY

M15799 4.1 yaaessazdoaufiudoyan1s§eaus (Request Form) 11 Detail of

Problem/Request Section
Fowlan Uszian vasidun

RequestName Names %ﬂéﬁﬂlﬂ%ﬂﬂ?ﬂ’li
ManNo Text swadssidagiivesuusns
ExtNo Text mnoay Insdnigfivesuusns
Department Text Founundfivosuuims
ProblemLocation | Text gamdivesdfiivesuusms
JobNo Text wineae luniseeiuninig
PRType Keywords | Usgianananisvesuusnms
Topic “Text wdeiSesnsvesuusns

| ProblemType Keywords | (30sfidpansvesuuins
WSIdNumber Text Yue1ay Workstation ID
AssetNumber Text HLABIAY Asset Number 19309080 N 1005
IPAddr Text IP Address ¥03IA30IABURUADS
Ext_No Text oy Insfmiiaeanssuusms
PrinterNo Text &0 Printer AGDANTVOTUUTMS
PrinterDesc Text SasiBoAvUBUATBA Printer AVOTUVTMS
ProblemSubType2 | Keywords yhdesorlumsveuusnIsfieatu Network
ProblemSubType5 | Keywords | ¥iadedeslunisves WUSM3IAeITY Telephone
Category Keywords szinnfivesuusasfioady PC n5e Workstation
SubCategoryl Keywords | U52innvse Hardware fidoamsveiuusns
SubCategory2 Keywords | 51AM184 Software figpamsveiuusms
DescReq Rich Text | s10azdealunsyssuuIng
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M990 4.2 erasvazidoauiiudoyan150aue (Request Form) 1u Tops Help Desk Section

Foilad Uszian s1wazidon
FWName Keywords | Soiwmthi IT fidesmsuouning Job W5 ufiaren
TopsCC Keywords | #0i31meait IT figesnisIfsuAnseusntu Job iReafiu
JobPriority Keywords mmﬁﬁmﬂm Job
DescHD Rich Text |7 wam‘é‘ﬂmﬁmﬁummﬁmﬁﬁ Help Desk
HDName Names %6!%1ﬁﬁ1ﬁ Help Desk
HDDate Time Suft #id TR Help Desk s Job

q' a £y v .. .
ATTNN 4.3 uﬁmiwazmﬂﬂuﬁmagamssewa (Request Form) 14 Authorization Section

Fovlad Uszian 5Wazidua
AssignedName Keywords | #0i§1ii1ii IT figesnsuoumning Job W5vfaweu
AuthorizedDetail | Text sroazIBuARLAEYIN IT Manager
AuthorizedName Names ‘T}ﬂ IT Manager
_AuthorizedDate Time 5’14“7% ‘71 IT Manager 11013 submit Job

A19297 4.4 yaaeseazidoauiudoyanisSeaus (Request Form) 14 Action Taken Section

Fotlag dszin 510azB99
ActionDesc Text s1vazdoalunsud luilgym
ActionName Names Fordmrdi 1T fvhnsudledom
ActionDate Time "ui?i ﬁt%ﬁﬂﬁ"l‘ﬁ IT 911115 submit Job

44.2 uﬁui’x’aga Global Keywords

ufludoya Global Keywords Wiuutludoyafiiusionsar Keywords uazsiy

Y .
avideavn Keyword 11y q dmsulduufludoyanmsdosve (Request Form) tive

] vy yq &
¥201un135 Input Yoyavear 14
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M990 4.5 uerassvazidoauiludeya Global Keyword

yoilaa Uszian azidun
>~ aq v 1 Y
Keywords Keywords | 11 Keywords A4ty Key Tuedaums Input U9a
0 14
Subject Text 5190208RR8INY Keywords 11U 9
SubKeywords Text A1519015 14 Keywords

4.43 ufludoyagrudoyaniiug (Koowledge Base)

ufludoyagmdoyaniud (Knowledge Base) ifuntludoyadmiuligly

U

]
= 3 o

o -4 ad f’]’ & -4 vlslsl ’ a
uinsauntmsudilgmludesdulddtsaues neunsziimsvesvusms
14 +
vinueun 1T TeoufudeyagndeyannuifidldauansofivsiSongdoyaldiise
' 4 3 Gyl d‘ o Q( ﬂ' 4
st mwzid i luumun IT iniundians lumsg, iy nSenldouudasde

yaluudludoya

a3 4.6 taesigazBoauiludeyagmdeyaniud (Knowledge Base)

Foflad . . | sziam saziden
Category Keywords ntjnmmﬂfym
SubCatl Keywords mjmiaww’ﬂagmﬁtﬁmﬁu Network
SubCat2 Keywords ﬂfjuéﬂwm’ﬂagmﬁtﬁmﬁu Telephone
SubCat3 Keywords nfjmiawmﬂmumﬁxﬁmﬁn Printer
SubCat4 Keywords ndndawmﬂqmﬁsﬁmﬁu Hardware
SubCat5 Keywords ﬂdudﬂavmﬂ@mﬁaﬁmﬁ’u Software
Problem Text ﬁ"J‘i’J'Bﬂin1
Solution Text FBlumsuflvilgm
Attached Rich Text | swazdvaiiiluinda q

4.4.4 uiludioyaid my i IT (T Information)
M N M d 1] H
ufludoyaifmihd IT AT Information) Wuufludeyaiifuseyedmiii 1
v v b 4
, nquilymuazngudssvesilymadmihi 1T SuRayey SNMARVSIUIUVDNTY

Tuuaz oz IT 185uysunueldduiumsud v




47

397 4.7 neraesvazdoauiludoyaii i IT (T Information)

¥o¥laa Yszian waziden
IT Keywords “f;m%'mﬁﬁi IT
Cat Keywords | nguvesilamifidmihii 1T sufiavey
SubKeywords Text nziuﬂtyﬂmaznq’utiaﬂmaﬁ]mumﬁt%’mﬁﬁ IT SURAYO 1
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NoJobPending Number | $1mauaufidmeid 1T Sudlu i e
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NoJobCancel Number Fnunuiid i T iimsenidn
SubCatl Keyword ndudawmﬂﬂgmﬁtﬁmﬁu Hardware
SubCat2 Keyword ntjndevmmﬂmmﬁtﬁmﬁu Software
ProblemSubType2 | Keyword ﬂdudeﬂmaqﬂmmﬁzﬁmﬁu Network

4.5 MILONUVVTINNTUI (View)

Tugrudoyausasz1e Help Desk (Help Desk System) vzfmuaszaufiusazay

¥
ansoquenans luufludoyasic 4 usty il 4 szdvdaoiu fio

v 14
o A1zl (Bnd User) aunsaiinda (View) voionasdail

— enasufiudoyamsdesus (Request Form) mmzludauiidaes ldhnsdeve

Whanfiszuuanuuenayuindews, minaavlumsveivusnis Job No.) tag

ﬁﬂ'm%‘llﬂxiﬂ'li%'ﬂ\ﬁlﬂ

k4
— eaamsnanualunfludeyaguaimd (Knowledge Base)

[l v
e $11i1#i Help Desk eungnifinia (View) vouonaisasil

Y ¥ = o dd o v
- Lﬂﬂﬁ'ﬁllﬁﬂﬂﬂgﬁﬂ'ﬁiﬂ\ﬂlﬂ (Request Form) NiENAIUIUNNNINTTIBIVD, HUY

o a A yd o L4 ¥
Lﬁﬂliuﬂ'li‘lIGSUUiﬂ'li (Job No.), FOHNNINITIVIVY, ADIUSNITIVIVD Llae

wnasi ladesvetnfissuuamludamndumn

L4
— amsianualundludelya Global Keyword

E4
— enmsnanvaluniludoyagiunaiud (Knowledge Base)

1 4 v
— enasianua luududeyadmidaf IT (T Information)

— enasufudoyants¥esus (Request Form) imwiziianues ldhmsudly

: g a @ o
o Bvth IT annsamiuda (View) v¥oona15adil
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— nasufludoyanisioave (Request Form) aunsafuamzendsludaud
Fu0e18Suueumnone i3 myi Help Desk 130 IT Manager iy

— enmsanualuufludorya Global Keyword

— amymmualuuiludeyagniniug Knowledge Base)

® IT Manager @1M1301HUY (View) youpnNAIRIT

— enasutludoyansioaue (Request Form) Fanua Taouenanudmihdi 1T i
n1sufly, unun (Department) Hvmsdeavedan, aomiiahanvesdidm
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—  enmsanualiuiludeya Global Keyword

— amsiansahuftudeyagiuning (Knowledge Base)

- ranmsvi:mﬂiuuﬁu%qmﬂmﬁﬁﬁ IT (IT Information)

— epastifludoyamsdeun (Request Form) tawizfinues idvinmsud 1y

[ { ° o h | v g °
HRIINT I HIAI00NUUVTZLINY Help Desk ludaudn q Soufesudd nezims
v ¥y
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MSNAUIIZVLIU Help Desk

18N 15 MUUUTEUUIIM Help Desk Tuunit 4 Tudausie q Gevfosuds 3ui
MSNAUITLUVIY Help Desk Taoluunfidszna i Tnseadnvesszuniimmstaun, u
aoutazurualunsRann, inseieuaznytildlumsnannszuua, msfnuadng
SLA A CEEATIIERITE whfimsheueessy (Button) AN 9, HAYIIWAZIBUAYEIMITRAMITLUY

Help Desk

5.1 Tnssaaveaszuuiihimsan
Tn59a 1990952V Help Desk hniswanuulnseadrauny lnaioud-
1F5Mnes (Client-Server) Tﬂaﬁswaxaﬁvﬂiuuﬁazﬁaumsﬁwmé’fn‘f
o Fnnd (Server) mdiilunisismssanisdeyauaziansnsdemsmolunguiiiig
Wammas 9 au sazesfugudoyasay (Shared Database) ioligldnas q au
annsadtadeya’ld

-6’ o 1 o 4 1 U o o
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[~ L ¥ A £ Y ] Y '
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5.2 YuapULAZINHNH UM INAUI

521 M3 UATIZHIZUY (Analysis Phase)
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Fnnsrieunislumitsnunsuiunes lusvasdeafofudnyue
Y a S Y a ¥ ' v ¥
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s
523 N5AAANILUY (Implementation Phase)
o sy 3 Y
o Wﬁlu'li%'ﬂﬂﬂ’lulm%hjillﬂillﬂTllW‘lﬂﬂNllNulmgﬂﬂﬂuUU‘l')
o a_ o Ay Yo 2 4 a¢ ¢ 4
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524 N1INAEDVILUY (Testing Phase)
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525  M3111399NYIITUY (Maintenance Phase)
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quaszvuaultansahauldedulidssaniam sARMINLAY

Uszidiumamsldauvedly

d'l & 3 s
5.3 InoaNBIAZMITY UM INRNIZVUNY
@ 2 4 X = o
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y
msimunaae Tl
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@AEISUN  LANs, WANs, $oinisandpdpasnedumesiia uazrunias

Tnsémn 1@



52

TadaTauetndindu lfisamnsofivefaniy (Track), 19doyasin waz
[ o Y 9 a Y1 1 9 9 A 3 Y o P-} ] - z ] u’a’
Famsrudoyaldmafior udihnguildsswendediumisvisiissundunniy
¥ .
Tauotwdindu Wlumsdndsdoya (Data) wazlilsunsy (Program) &4
afuayuiladFumsiaumegste vieldiiulumuthming Tauswdndui
Wisrada, aasedoms, 19deyatan wasAan (Track) nqudoyavevenmsdiu
wistsuaziumimeInsdmld Tuanmuiadonveslda Al (User) szdh
=< Y ] a a P 1 4 v =4 & 9 )
dadeyarumanetndwdy  Fowdszneudisgudoyaifisaniligutoya nse
gudoyawnni 1 grudeyan’ld
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siinvos Tausimansu Taoia leiflusiinlaviianiledede 1l fe
o au'lvafeuenans (Workflow)
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® 11591999 (Reference)
® N5AAAIY (Tracking)
a = a o == Y
e mysndsieuanlasuniufamy (Discussion)
Tuuelwaindu amnsafissiligtuuy (Features) Thnnfidn 1 wiia wu ueyl
) 1 4
wanFUNITITANIU (Approval Application) a11s0NElingliuUveIMIensie
o a d e E =& ] c’: ) a o’:
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yoans Inadouvsaenais (Workflow) FatludmiidavesIdauotindndu 151
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) ' A o A Ya wea a o a
Foaududounrud  wazmsdesweioinisaneyld  Wuueindmdudn

° ad o a 'S n’:
danuuuainndl aunsedemdwdinnfinSessdins sauiaduie (Vendors), §

v

$1vneFudn (Suppliers) tazfSumun (Contractors) 18

532 insesnouiiunes i mviiduTada Ida@swines (Lotus Notes Server) ¥
wihiisamsluSesvesgmudoya, mslvassnenasdidnnseiing wazadu
9 2 9
aumsihtadeya
532.1 fuaudanuasauly
CPU  Pentium II 600 MHz
RAM . ECC SDRAM 512 MB
Hard Disk : Seagate ST136403 LW x 2 Unit (1 Unit = 36 GB)
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NIC : 3Com 3C905C-TX-M
5.3.2.2 szuuﬂﬁﬁﬁms (Operating System)
Windows NT 4.0 English Version (Service Pack 6a English)
5323 wanaurinl4viminiiu Work Flow Software itag Database
9/ Y] 9/ o o d! =t n’: (]
Management System 1% 1aaa 111 1295%U 4.5.5 ¥UNI 2 AU 59U

1 4
og ludideanu imsaedauiiuTada Tdadsvines

533 insewneuiameinimiiiiuladaldalnaoud  (Lotus Notes Client)
dmSudl3en (Usen TuuSim shinhiilumsdesverdunfiszunan Help
Desk System
533.1 gaauifaduasaund
CPU : Pentium II 300 MHz
RAM : 64 MB
Hard Disk :2GB
NIC : 3Com EtherLink 10/100 PCI For Complete PC Management
NIC (3C905C-TX) IIl PCMCIA (3C589D)
5332 sznnﬂﬁﬁﬁms (Operating System)
Windows 95 English version
5333 goWamaAldimiilumsdoswerdunfiszuusi Help Desk System 19

E 4
TadaTvia essu 455 imsaasutiuladaTialnaeud

534  szuUASevwdedts (Network)

ssuvpdetwdomsildluoednsiihy # Local Area Network (Etheret
10/100 UTP Cat 5) t1a2 Wide Area Network IAt®11 Lease Line 2MB 1ag ISDN Line
64 KB
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54 ﬂﬁﬂﬁ’iﬂﬂﬁﬂﬁﬂlmé‘l‘lﬁxnﬂﬂu
< o @ Ay v yq ¥ ﬁ v ¥ o & a o
UL Help Desk NMNITANUIU vlﬂuu@szﬂu@i‘]f\ﬂut U 5 ILAVUATYNU PYIAND

Tumsitnidszuulundazsedunansfansed 5.1

4 S Q{
a3197 5.1 nermamssmuadns lumsi ldszvuvesdldom

o QJ
sEAUYDIR 11U anslumsithldszun

Vg 3 o LY A o a

Aldaunalyl EBnd Usen) | @ fufinms¥esveritevesuusnisTuuuuresunisieavelu
o7 Detail of Problem/Request Section

o Aumuummalumsudlvilgmalsdaes

e ﬂi']i]ﬁﬂﬂﬁﬂ'mzﬂ’li%ﬂ\i‘i}ﬂﬁﬂulﬂi'ﬁ'lﬂ'l‘i%’fldﬂlﬂl‘fl"lil’l

1ol Help Desk o tufinn1sdesveiglFen Insiniidh luuuuresumses
v 1ud U Detail of Problem/Request Section

o jfunnswazidoaludau Tops Help Desk Section

® @S VADUAMIULNITFDIVBVBIR I FNUNNAY

® iuuazauiends Msdequs

o i, aunazud lueneaisvesndudeya Global Keywords

o auendsvesuiudsyagudoyaniug (Knowledge Base)

o iy, aunazudluendsveaiudeyadvihd 1T ar

Information)

9 9 Y v .

TN IT o Juiinswazdsaluuvuwesumsdesveluaiu Action
Taken Section

o asdvapuAnIUzMsissvevesf i ludiufiaweslaiy
UOUNLY
A 3

o iiunazud luenaisusuiudoya Global Keywords

o iwuazudluenarsvesududoyagrudoyaniiug

(Knowledge Base)

IT Manager e Juiinswazdealunuunesunmsfesueludiu

Authorization Section

® @asvEPUADIUTNITIBIVVRIIFIUYNAY
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d' o = Q/ 1
a15199 5.1 uaaemsAimuadn lumsidhldszuuvesddam (de)

seRuvoefldau anslunsdhldszuy
IT Manager o unazudluenasvewdludoya  Global Keywords,
(D) ufludoyagrudoyaniug (Knowledge Base) tazuiudo
yai¥ e IT (IT Information)
Application Admin. e ainvdOUANIUEMI0veveIIFIuNAY

e asnmeuuazdiulyamsiauvesszuy
e sonuuuuHNdayaNazdI (View)

o iy, avuazud luudludoyania q Tugudoya

v o ¥ v Ad Y 1
5.5 ?iH'I"Iﬂ'ﬁTI'N'IN‘UEN‘]JN (Button) UATADIUINITIDIVDTUNLIVDIAN 9

Tunuuresunsdedus (Request Form) ¥845¥UUNTH Help Desk 3211ju (Button) N

4 v A gy ' v q N 42 a o O
medes gl lundazszaulsauuanaenuy A 5.2 asll

- Y o Y ' ¥ v
ATRNN 5.2"Lm’ﬂﬁﬂu'mﬂ'liﬂ'lﬂu‘llﬂ\l‘],!u (Button) mwmuﬁmagamiiawa (Request Form:)}

1}y (Button) Aldau 19511y

Save as Draft Aldauna’la) (Bod User) | ffudindoyanisfesveneudaluius

i Help Desk
v v 1

Send to Tops Help AlFusia 1y (Bnd User) | damsdeaveillududmiinh Help Desk

Desk

Forward to Tops IT M9 Help Desk tanomsfoave ldudmi i IT Mfes
Y
904

R v e ) o A

Send to IT Manager 19111 Help Desk denemsovelds 1T Manager W®
HY15010YA

Reply to User (31M¥117 Help Desk dandaoyldeddosvelunsdin - 1T
Manager "lﬁaqﬁﬁ

Job Cancel M1 Help Desk dad lifddesvelunsdidosnisen

Bnns5odve
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a5 99 5.2 ueraantiimsiauveatfy (Button) A1 1 veadludeyansiove

(Request Form) ()

1}y (Button) Al GRGEATR
Mark Pending L%‘mﬁ"lﬁ IT dad ldaud ‘1?1171“7; Help Desk Tu
asdii v 18 uveunneuad
liaSe
Job Completed ¥1m3$1ii Help Desk dandluFaddoavelunsdii idvhu
i 1T F1Zsuwermnomdeiuuda
Reassign Fd 1T dendnsulSud i@ Help Desk
Tmmsveuvangaulmi
Create Knowledge $1mv¥ii Help Desk afrendisufludeyagiunaiug
Grwd 1T (Knowledge Base) 91nn1550aveii1d
IT Manager dadsundansondraenmsiun
na
Assign to Tops IT IT Manager Re1ssneyliatazieuruIsau g
' Bwihi 1T #ifuiavey
Not Approved IT Manager Timyiamsiesvguazdandulydus
1113’11"% Help Desk
Edit Document A%eurialyl (End User) | shmsufluionans
Li’]"mﬁl‘lﬁ Help Desk
Fwmhi 1T
IT Manager
Save & Close AFauial End User) | himstiuiindeyanazeoninudlude
et Help Desk ya
w1
IT Manager
Exit A& a2 1y (Bod User) | sonminufludeya

(§7917Y1 7 Help Desk
B YhR IT

IT Manager
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52019 Help Desk aziimsilasuaaiuzmiiosve 1 Taosa luidiiofinis 14

[ ' 4
1l (Button) Mo d0ea1 9 Tavaauzmsdesvesduielddemani 5.3 Asil

A15NN 5.3 Llﬁﬂﬂﬂﬂ'mxﬂ'li%'ﬂﬂ‘ﬂﬂ‘llﬂﬂiSUUQ‘IN Help Desk

ANMUZNTT09UD foduy

Draft Al auiunnenasmsiesveiluntiusiwadalildda T dadmihn

Help Desk

Help Desk Process | tonain133oave iddaniitdmeiiii Help Desk Souipona?

Cancel lenasMsTovegronian Taaid i Help Desk

IT Process wna1smMsedve lddelldud i IT SevFesudlrsemaud lu

Wait for approval - | tonasn1s¥esve ladeldwddanisunun IT ivesemsinsanoyia

Pending na1sMIsowe lasumsud lu Tasdmihi it uadaud 1v liade
Closed waansesve lasumsud luiouooudr
Not approved wnaImMszeeve likumsewiRenddanisimun IT

5.6 18821PEAN INAHHITZUVNY Help Desk

2V Help Desk 7t ldvnmiswaniaui Idoenuun1idedu Usznenlubeuiy

4 Ny Pl
Foyariavua 4 uilndoyadioiu Fuis 4 uiludeyaiioguugmdeyaszuuanu Help Desk

L

ey Taeri9eranved5euuY Help Desk UAAIAINTNTA 5.1

Wo;kspace at None - Lotus Notes

TS ek S AL

Fieplicato

PN 5.1 LAAINTIDMANYDITZUVIIU Help Desk
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521V Help Desk 11111199 (Screen) Adimewanniunawiidihmsesnuuyly
Taouiadumthee (Screen) dwfumslddeyaduniiszouau wazdmiiudy (view)
dmSudldamluszaue g dail
5.6.1 #1199 (Screen) dmsulddoya
g1udoyaITULY Help Desk 1sznoudioniiine (Screen) lunsazuiludo
ya dait
o uiludoyanisdeave (Request Form)
Fuudludoyadmiumsdoswoduniiszuuam Help Desk Tasvzuiailu 4
WadudrofudmidlFudazssiuamiinanBluunit 4 Falszneudae
wiheea 4 vihee fail
— wheetuiinmsfoswedmiug1fauialal End Usen Tooswaziduaiivzdos

C |

Yy 1y vq ¥ o a v a
VUND 1aun meymmg‘lmm AUITYASLBYAVBDINITVUBIVUINIG

n ey ". l e e
Created: 04/02/2001 02:45:58 by Saipin Ratanachoniatan/FWUK/GB
New

M 5.2 uaaanieetiuinmsdesvedmSudldaunaly (End User)
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— wieuiinswazideadmsud M Help Desk Tavswazidoaiivzdoatiuin

9 A 7 9 dl a a a a o [ a
"lﬂllﬂ 19D IU N IT LALITIYASIDIANUIAUNYINUNITUDIVVINT

PR Sheet - Lotus Notes Desktop

User Information
-
W TOps ProposaltE stimating =
Location :* 3d Fl. TOps Buiding .,

Problem/Regq Inf
= i

W:H'!v!!%,‘HHIHIHI(I"IIHIll!

¥

M 5.3 naaaniheetiufinseaziduad v MM Help Desk

— yihweriuiinTvazBoad sy IT Manager lagswazidvaiiagdoaiuiin ldun

MY T an AL
srwazidsani ingdedumseve

. PR Sheet - Lotus Notes Desktop

'”"'7’(““‘ Wr”’ﬁ"”f“'r[” v @il

(RALLTANET"

SEO No : 7 10589 :
1P Addr - 7 128.109.22.95 3

+ [TOps Help Desk Section ]
Fmd To: ’w ng/FWUK/GB 24

£ s
Jub Priority 7Numd_xﬂ
Description :*
Signed By //& DM TOps on 27012007 180348

(RN AR AR FARER TN

- i J
Assign To e 7 Saiin Ratanachorsalan/FWUK/GB 2
Details “Please action . ;

El!:}]i:J!Ill‘l)l!i:?!ll;ll!!l}|lll
FEiSEIEIRAN]

Revision Hi
Created: 15/01/2001 22:26:29 by Saipin amu.wwuma
: . Select name of IT staff for process this job.

i

NN 5.4 LAAINEN9TUANT WAZIDYAT 1YY IT Manager
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9 o 2 = ) [ Y A o ~ 9 C 9
HUNDUUNNTYALDIAT W IV INUIN IT Taas1vaz0eaNIzA0IIUNN blﬂllﬂ

~ 1 9 A Y a
swazdealudmvesmsud lvilywimiomsnuims

¥ TOps Systems Support Engineer ;

epartment F;
Location -* 3 FIL TOps Building ; Type of service:
O Problem @ Request
/R
Topic " Toner Low 5

O CAD-wotkstation C PC
© Network @ Printer.
Printer no.: A3_Printeid

C Telephone

Desc. : HP Lasexlt 8100.DN near Instrument Dept.

Description “ Request new tonet for this printer ASAP.

w | TOps Help Desk Section

Forward To ;smnmmﬁwumnm
cc £ Py 1

Job Priority :* Nomal ; xJ

Description :” Please change new tonei as request.
Signed By #ofy Dok 7lns on QL2000 550

- [Acﬁon Taken Section

Action taken : * New tone is'out of stock. waiting for the new one. 5

MW 5.5 LAAINL 0T UNRSBaZIBIATIMSUR TN IT

uﬁm’fﬂgﬁ Global Keywords

Enter action description or solution of this request

kY A g ' a 1 n’:
L‘T]uuﬁwagamnmwmsm Keywords LA 3180¢08AYDIA1 Keyword HU €]

TaetininedniulanvaziBoadoyasie q dan1wi 5.6

Keyword Type:
Desciption

Keyword List

Enterthe keywords

ANN 5.6 LAAINTN99TUNNT1BAZIDIAVDIAT Keywords

£111
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edge Base)

Vv
HunfludoyadmiuIiFauinmsdunitnsudilymhudoduldde

AULDY NOUNITNINTVOS VTS

Y ' @ P
VDYAAN €] ANNTAN 5.7

Knowledge Base

Nnurun IT Tasiivrvedmsvlasiwaziden

v [Knowledge Information

Categories : ‘Sofware s

Problem - "Cannot forward email to other ;
i 2 FWaiting unti user is avaiable.,

The sendet is enable prevent copying field in delivary option, so

Let the sendet to resend again without enable prevent copying field in delivery option.
Attachment -

SubCategories : 7 Lotus-Notes ;=4

the receiver cannot use reply with history of froward to othes.

JAWUK/GB

Created: 13.:44:48 by Saipir
New Doc

Helpdeska - Foster Wheelet International Corporation

NN 5.7 HaAans

waﬁuﬁm’fayﬁ Knowledge Base

utludoyaiim il IT (T Information)

Fuutudeyaifusevedmihi i, nquilyruasngudosveailymiid

Y A v a : a8 o s Y Y a o & o '
HHIN IT SURNAYDL  SAUNAUNVITUIUNUIMAIHUIN T mmmmsuﬁ"lmag,

Ui 1T daud v

=) Y Y [3 a9
1FYVIDULAT AT TUIUITUNIY

=1 9 1 o d‘
JYALIDYAUDYDAN €] ANNINN 5.

' o 4 4 =1
Tase, sauamidwmihn 1 leud luase
WA IT dmsenan Testivivedmsuld

8
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. IT List - Lotus Note

AN 5.8 Lagmie U RN IT

5.6.2 @auiiluid (View) _
Fiudoyaszuua Help Desk Asznoudawduiiiuia (View) dmiugld
¥
aulundazsza aeil
v o ] ’ ¥
e AlFnuihly (End User) anmnsainiona1sgunug (Knowledge Base) uag
msZesvammeignoidosuadnniiszuuau Tasd (View) azilusanini 5.9

HAZAINN 5.10

W 2 Folders and Views
2 [Knowedge]

W Q My Request

Q ByDate

3 ByJobNo.

Q, ByStatus

9 Agents
» 3 Design

M 5.9 1A (View) voadoyagudoyanimidmivdldau
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Systems (PR Sheet) - My Request\By Date - Lotus Notes

Draft === NI ST
Helpdask Frocess N/A

MW 5.10 11ana3 (View) vodtonansmssasvedmsudlaau

o §mihi Help Desk anniasiupnasiiudoyn Global Keywords, ionansuily
Foyagrudoyaning (Knowledge Base), ondisuiludoyaiiiii 1T uaz
lnensmseavevedlFnm (End Use) Tav3d (View) sziiudanind 5.11, nw

1 5.12, 0NN 5.13 1Az NN 5.14

. Helpdesk Systems (PR Sheet) - Global Keyword - Lo

Q eyword
Q@ IT List Name
w Q Job on Queue
Q, ByDate f
Q ByJobNe. ! Department Manag
Q, ByName f Department  TOps Contracts Engineering Department
Q, By Status Department TOps Electiical Engineering Department
Q LestWeek Dep. TOps | Z jineeti i Department
D - e
Q Knowledge Depestmen
w Q My Response Department
Q, ByReqName Department TOps Piping Engineering
@, By Status § Department TOps Process Engineering
v Q MyRequest Department TOps Project Engineering
Q ByDate Department TlthPm!seleemevl Department o
Q ByJobNo. Department TOps Project & Document Contiol Department - il
Q By Status TOps ProposalbE stimating Department -
Y TOps Quality Assurance Department e
2 Agents TOps Secretaries Department i
» [ Design Department IguSmSmmew’ Department :'i
s VesselstMecharical Engineei o
CD-ROM Hardware -t
L4 [Replication or Save Conflict] e
Harddisk ;

MNA 5.11 1R (View) vouondisuftudoya Global Keywords d1n5uidmviiii Help Desk



. Helpdesk Systems (PR Sheet) - Knowledge - Lotus Notes

@, ByJobNo.
Q, ByName
@ By Status |
Q, Last Week |
a
w Q, My Response
Q ByRegName |
Q@ By Status
w Q MyRequest
Q, ByDate
Q, ByJobNo.
Q, By Status i
2 Agents i
b [ Design :
i
E

AN 5.12 1A (View) vodionasniludeyagiudoyanug (Knowledge Base) d1miy

TN Help Desk

’R Sheet) - IT List Name - Lotus Notes

w23 Folders and Views
Q Global Keyword
Q[T Cist Name]
¥ Q Job on Queue
Q, ByDate
Q, ByJobNo.
Q, ByName
Q ByStatus
Q LastWeek
Q, Knowledge
w Q, MyResponse
Q, ByReqName
Q, By Status
w 4 MyRequest
Q, ByDate
Q, ByJob No.
Q By Status
Q Agents
P [ Design

=l = = s s wo

!
i

SRANRAERSIAEERARARESERL
EREAEAERRNEER luxx Shi
—

ll!’f!lll!'ilil!l\l\l!illl‘!l't!li‘*l L% ]
LXEIENN it

S84

FRERRARARRSRENRES

M 5.13 1aA3 (View) vouonasuiludeyaid i 1T dwmsuid i Help Desk



65

[ Helpdesk Systems (PR Sheet) - Job on Queue\By Job No. - Lotus Notes

w (23 Folders and Views
Q Global Keyword
Q, IT List Name
W Q, Jobon Queue

01020804 greetha

Q, ByDate | A . -
aBimbna] | (01020803 Niwet
QS otme | lot020801 ChewresM — £

Q Last Week

WA 5.14 11AAII (View) YDUONAI1INTIDIVOVOIR 199714 (End User) 1369013 Job No.

dwmsudmiim Help Desk

o Jwhi 1T mwsnmwenmsuiludoya Global Keywords, nasufudoya
gdoyanIwy (Knowledge Base), 1ONA13N1530300Y0IN1F1M (End User)
mmgnawes Idsuusunte taziond1sMsiodvovsanied 1asd (View) o2

AuAININg 5.15 LaznInm 5.16

N 5.15 1AAITI (View) YDUDNAITNTI03UDUDIA 19911 (End User) Mdrnivhid IT 185

A ydy
UDUHUIY LINAUFDHNIDIVD
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.. Helpdesk ¢ s (PR Sheet) - My Request\By Status

W (23 Folders and Views
Q, Global Keyword
Q, Knowledge
¥ Q, MyResponse
Q, ByReqName
Q By Status

w Q, My Request
Q ByDate

Q ByJobNo.

A, [ByStatus]
Q Agents
b [ Desion

PN 5.16 LAAII (View) ¥030na13N 15189 IT 133 09ve uenauaniu

]
N1TI0NVD

® IT Manager ausaiuenansuiludonna Global Keywords, tondisufiudeya
giudoyanimd (Knowledge Base), tonasutudoyaidiviiri IT uazionasns

E 4 v
Soevonanuavead 19 (End User) Tan3a (View) sziiludianind 5.17 uazgnm

75.18

* Saipin Ratanachonratan
¥ February 2001

|w Sutthisak ng T =
¥ February "2001
-

S it
Heipdesk Process

Q, By Status Greetha Ratanachorvatan greetha

; _— 4
MW 5.17 1TA937 (View) 1030na13mM3309v0u094 14911 (End User) uonauisod

R4

Aimsud lvilym
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w ) Folders and Views
Q, Global Keyword

Greetha Ratanachorvatan Greetha R

MW 5.18 1A (View) YOUDNE1TNITI0DIV0VDIA 1991U (End User) HENAWFHAVDA

SR

@ 4 ° @ ' <
nae9nd 1AM InsHaN 52U Help Desk Tuaiuan q snaduiSeuiooudn neg
Y
o o o a g A a o
RMINATOUMININTHYBITZUVY LA sAadaielFuess udnhmsaglnaves

MINAUITZVY Farznandaunazdvemsnaniszuuay Help Desk Tuunee 11
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wmanazud lvTsunsunaug 1o tis ldnadhuiiwelsudSadashgilonsldam uay

¥ ]
HINMSAAAITZUVIU Help Desk 1o 1R4 19971 (End User) 1a1d9ma34

6.2 msnfFsuieuszuuilegiutuszuuinaenuy
14

ansefnsaSeuieumsiauvesssuuilepiudussuuivauvun nida

v ¥
15199 6.1 AN

ci =~ = o o d' s
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o a Ya v Y P o Y 9y =
1. MIVBSVUIMS 1935 Insemdnunfiumun IT, | $10157990010IRTEUUNU
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