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ABSTRACT

In today’s highly competitive, fast-paced business environments, companies of all sizes
have to work as efficiently as possible in order to grow revenue, sustain customer satisfaction
levels, and survive economic slowdowns. Help Desk or Call Center is the one of front-line
business units that provides support functions to users of company’s product, services, or
technology and also resolves the problem to those customers. Therefore, it is essential that Help
Desk supports the customer promptly, accurately and effectively. This project is presented the
study of Help Desk system of AT&T Global Network Services (Thailand) Co., Ltd. which
included the system analysis and design of the new improved system. The new system called
“Help Desk Support System” was developed as a web-based application that serves the Help
Desk staffs and other users with all necessary functions such as searching the information,
creating the problem ticket and generating the report. Furthermore, this project development is

based on the using of open source programs and freeware tools in order to minimize the cost.
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- T 4.4.1 msfnideyailaymvesdatufindlym (Print Problem Ticket
Information)

- Tulsiwad 4.4.2 myuidoyailamives Log tudinilam (Print Problem Log

Information)
(441 ) Selected Problem
Print Request Print Problem athia
Ticket Information Problem Ticket
Problem Ticket Info. T
Prinout
All User M
Problem Log Info.
Printout
4 442 Ay Sele&e;l:;gblem
o) ) | Print Problem Log | : m—
Information roblem Log
A QIO Y

U 4.15 ununwnssuardoyaszaud 3 vedldsiwadh 4.4 (msRuideyailam)
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4.4 PSOOAUVLIZUVNUAIYIT Data Modeling

A o a sy 2 dd v d o o & 3
wa‘w1ms’Jms1311mﬂjﬂy,amﬁuﬂmﬂm‘umiuizuumzmmswmuwumuu AW

'
I

14
T v o @
@ouldegluginudunusuesdoyn nSe database schema lddsdnlilil Tavdoyaiignia

L1

{ i g g
@ulddauduiiu As Joyafuilu Primary Key uasdoyafinududoe ) Ao doyafiiu

L)

Foreign Key

4.4.1 9930%33910M 3911 Normalization:
9y b4
® qpyagnm
Customer(cust_no, cust_status id(F), account id, customer name, customer Address, contact
point, contract signed date, project start date, project end date, remark)
o Joyadoiuzgam
Customer Status(cust_status id, customer status)
o Joynsyinnuesuins
Service Type(service id, service type)
s o
® ﬂli’)%'ﬂ‘ﬂNLﬂﬂUﬂ
Technical Information(circuit id, provider id(F), cust_no(F), service id(F), circuit speed, CSR
password, remote support, Remark)
o Joyodltignies
Circuit Provider(provider id, provider name, contact point)
3 a &' g
® dayan1sAnaignseiaie
Equipment Installation(equipmt_install id, circuit id(F), hw_id(F), sw_id(F))
s/ b 4 4
L4 VOYAATUIITALL
Hardware(hw_id, Description)
o o
o Joyadugonauas
Software(sw_id, Description)
o doyadniufinilgm
Problem Ticket(prob_tkt id, cust_no(F), prob_sev id(F), tkt_status id(F), opened date/time,
update date/time, closed date/time, outage date/time, recovery date/time, ticket information)
L Q
® YpyasTAUANNIULIVBLilym

Problem Severity(prob_sev id, severity, description)
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o deynanmuzvesaniuiinilam

Ticket Status(tkt_status id, ticket status)
o Joyanstudnilgm
Problem log(prob_log id, Date, cust_no(F) , prob_sev id(F), outage condition, down date/time, up
date/time, Reason for outage)
o Jayanidnau
Employee(emp_id, name, surname, position, username, password, remark)
o doyannuiuAavouInsenig
Project Responsibility(proj_res id, circuit id(F), emp_id(F))
o dayagiunimg
Knowledge Base(kbinfo_id, topic, description, remark)
® ﬂsfﬂga Help Desk
Help Desk Information(hdinfo_id, topic, description, remark)
® 910 Bulletin Board

Bulletin Board(bulletin_id, topic, description, remark)
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4.4.2 Entity Relationship Diagram

b

lumsesnuuvszvuanulnitiuseiiuer Entity Relationship Diagram w1 ldlums

a J 2 o ¥ d K o o 9 1 . o a
AATICHLLASDDNUVVIZUY mm‘l'ﬁmummmﬁnwuﬁﬂmwaga‘lmmaz Entity ﬂ\ig‘lj‘l’l 4.16

Problem Severity Customer Status Circuit Provider
provider id (PK)

prob_sev id (PK)
cust_status id (PK)

X Technical Information
Problem Log Custaer Service Type
rob_log id (P ircuit id (P
2ust:nog(FK() e oust oo B N RS\ LA 2 tngj((l'-'}i()) =11 senvice id (PK)
prob_sev id (FK) 5 provider id (FK) }
service id (FK)
Ticket Status N T
) 4 . Project
tkt_status id (PK) | Problem Ticket Equipment Installation Responsibility
. equipmt_install id (PK) proj_resp id (PK)
fif PrODIM E‘ESK’ circuit id (FK) circuit id (FK)
F»—< it sw_id (FK) emp_id (FK)
tkt_status id (FK) hw id (FK
prob_sev id (FK) MOl AER)
ProBIem_Severity T Employee
(Duplicate) Software Hardware
t . i
prob_sev id (PK) sw_id (PK) hw_id (PK) emp_id (PK)

31]‘?1 4.16 Entity Relationship Diagram maq%’ayaim suvadue YU Help Desk
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o i ° a g a, .
na N Idnimsinzvuazeenuuugudeyalaed’ Data Modeling 1142 810158

b4
MYUANUANYULYD Attribute TULRaz Entity 18a 98]

M9197 4.1 ueraes1wazduadoyagnai (Customer Information)

FIELD NAME DESCRIPTION TYPE [LENGTH KEY| DOMAIN -
Cust_no 11mwn1:qnﬁ1 Num 6/ PK | 000001-999999
Acct_id sAmigdgnd Char 3 - -
Cust_Name Fogaf wsEm) Char 50 - -
Cust_Address ﬁagjqnf’f‘u Char 1000 - -
Contact_pt Fogndunzwes Tnsdmifiannsofaneld Char 100, - -
Sign_Date Sufimmsidudogn Date 8 - -
Start_Date Suisuliusneg Date 8 - -
End_Date "J'u-?iﬁ’uqﬂmﬂﬁu?ms Date 8 - -
Cust_status id sfaaamzueIgnm Num 1| FK 1-2
Remark 1819 Char 120, - -

m1efi 4.2 udnsssazidoadeyndaiuzusigndn (Customer Status)

FIELD NAME DESCRIPTION TYPE [LENGTH|KEY| DOMAIN -
Cust_status id sWaaamzvosgnfa Num i 1 PK 1-2
Cust_status ADTUTVDIGNAT Char 10 - -

MR 4.3 uerAeswazBeadeyallszNYesuITMI (Service Type)

FIELD NAME DESCRIPTION TYPE lLENG’I-’H KEY| DOMAIN
Service_id simlszianvesninsg Num 3| PK 001-999
Service_type Usstanvesuing Char 15, - -




M0 4.4 AR IWazIBoAdoyANIUNATIA (Technical Information)

38

| FIELD NAME DESCRIPTION TYPE LENGQ’H*KE ;i

Circuit id sHT903 Char 10| PK -
Provider id sagIhignees Num 3| FK 001-999
Cust_no 'nmum'uqnﬁ”] Num 6| FK ]000001-999999
Service id sHrlssanueausnig Num 3] FK 001-999
Circuit_speed AT oINS Char 100 - -
CSR_pw W luns log in 1sunesgnin Char 30 - -
Remote_no 13 TnsfAnilun1s remote access Char 100 - -
Remark MM Char 120 - -

m31af 4.5 uanssiwaziduadeynd 11512995 (Cirouit Provider Information)

FIELD NAME DESCRIPTION TYPE [LENGTH|KEY | DOMAIN
Provider_id sHagIrignees Num 3l PK 001-999
Provider_name FodWigaes Char 200 - -
Contact_pt o lMis1osunzwed Insinifaunsofnde’ld] Char 100, - -

1 a q’: Call
M99 4.6 LRI wBIBAYBYan1sARAYYATalA199) (Equipment Installation)

FIELD NAME DESCRIPTION TYPE [LENGTH|KEY| DOMAIN
Equipmt_install id  [svagunseff 14 lunsandeszu Num 3l PK 001-999
Circuit id IHA995 Char 10| FK -
Hw_id swassany Num 3| FK 001-999
Sw_id sHasondnas Num 3l FK 001-999

mynii 4.7 udasswazidoadeyadiuersand (Hardware Information)
" FIELD NAME DESCRIPTION TYPE [LENGTH KEY| DOMAIN
Hw_id sWaesauas Num 3| PK 001-999
Hw_Desc swaziBuasaad Char 100, - -
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M99 4.8 uaradswazidadoyaf uTeHLS (Software Information)
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 FIELD NAME DESCRIPTION TYPE {LENGTH KEY | D
Sw_id sagerang Num 3| PK 001-999
Sw_Desc s1unz@oaTenAus Char 100 - -

M99 4.9 uaasswazEeadeyadniudinilamt (Problem Ticket Information)

FIELD NAME DESCRIPTION TYPE LE:NG‘I? KEY
Prob_ticket id sHiaves dtuitnTym Char 8 PK -
Cust_no vanoougaf Num 6| FK | 000001-999999
Prob_sev id saRNTUIsIVRlg M Num l{ FK 1-4
Tkt_status id sHoaoIuzYes é’oﬁuﬁnﬂtym Num 1] FK 1-3
Opened_date/time Suiarfi@asiuinilem Datetime 14 - -
Update_date/time Tuiariidududeyaludatufinilgm | Datetime i\ } -
Closed_date/time Suinamtadatufindgn Datetime 14 - -
Outage_date/time Suimaiifailym Datetime 14 - -
Recovery_date/time ’J’uﬁ/nmﬁuﬁﬂtym‘lﬁ Datetime 14 - -
Ticket_information s1wazBoavesiauiintlym Char 500 - -

M99 4.10 uaAeTwaziBuadoyaszAInITULI 19Ty H (Problem Severity)

FIELD NAME DESCRIPTION TYPE LENG'I:‘:H KEY DOWIN
Prob_sev id sanugUuIvesilgm Num 1l PK 1-4
Severity seAUANNTUIsIvesilgm Num 1 - 1-4
Severity Desc TwaziBeavesssAuANTHIsveilym Char 1001 - -

M 4.11 uansswazBoadoynaniuzvesdatuiindlyw (Ticket Status)

FIELD NAME DESCRIPTION TYPE [LENGTH|KEY| DOMAIN
Tkt_status id sﬁaamuwaw‘?’zﬁuﬁnﬂmﬂm Num 1l PK 1-3
Ticket status omizvesR il Char 10 - -
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M9 4.12 ugasswazidendeyavenistiufinilymi (Problem log Information)

FIELD NAME DESCRIPTION TYPE [LENGEH| KEY
Prob_log id swaveaudinilam Char 100 PK -
Cust_no Mineaugn Num 6| FK |000001-999999
Prob_sev id sHeANuguIsveiigm Num 1] FK 1-4
Date Suitiihmstudinilam Date 8 - -
Outage_condition  |[dnwaiznTeoinsvesilym Char 100 - -
Down_date/time "i’uﬁ/nm-?igﬁai]mvm Datetime 14 - -
Up_date/time %’uﬁ/nmﬁuﬁﬂiymllﬁ Datetime 14 - -

RFO aunqueailgm Char 150, - -
A9 4.13 uernsswaziduadeyamingiu (Employee)

FIELD NAME DESCRIPTION TYPE [LENGTH KEY | DOMAIN
Emp_id SHEANINAIY Num 3 PK 001-999
Name Fominaru Char 6 - -
Surname WananinaIY Char i - -
Position AT Char 200 - -
Username Foiil9d miudhszuumitayy Help Desk Char 1sy J- -
Password svirdmiudszumiuayu Help Desk Char 8 - -
Remark MINoINg Char 150, - -

A3 4.14 udass1eazdeadeyanuTUAAYeDTATINT (Project Responsibility)

FIELD NAME DESCRIPTION TYPE [LENGTH| KEY| DOMAIN |
Proj_res_id shan s uRavou Tnsens Num 5| PK | 00001-99999
Circuit id SHTN03 Char 100 FK -
Emp_id SUANINIIY Num 3| FK 001-999




A15199 4.15 naasswazduadoyag unui (Knowledge Base)

41

_ FIELD NAME DESCRIPTION TYPE [LENGFH KEY | DOMAIN -

KBinfo_id siagunmd Num 4 PK 0001-9999

KB_Topic Fosoaguanud Char 100, - .

KB_Desc swaziduagnnud Char 1000 - -

Remark LU Char 150 - -
M40 4.16 Lernes1wazduadoya Help Desk (Help Desk Information)

FIELD NAME DESCRIPTION TYPE [LENGTH KEY | DOMAIN -
HDinfo_id syindoya Help Desk Num 4/ PK 0001-9999
HD_Topic Foidoavasdoyn Help Desk Char 100 - .
HD_Desc s10aziBuavesdeya Help Desk Char 1000[ - -
Remark Lttt} Char 150 - -

Maeh 4.17 udasswazBuadoya Bulletin Board (Bulletin Board)

FIELD NAME DESCRIPTION | TYPE LENG‘];ii KEY | DOMAIN
Bu_id sHarvelsenaly Bulletin Board Num 4 PK 0001-9999
Bu_Topic Fodosveatlsznin Char 100, - -
Bu_Desc swazidoavesseae Char 500 - -
Remark Char 150, - -

NUWING
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A Wyoe a ~ y o ' A o
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o o
Internet Explorer 1I83%U 6
- Tusunsu Apache Web Server: version 2.0.44 Wuldsunsu Web
{ o 1 o ° o
Server MiluSuasuazlomumesa Tasmuisaimsarnilnaa

hlﬁl 911 http://www.apache.org
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