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A Development of Help Desk System for Computer Services Center
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Title A Development of Help Desk System for Computer Services Center
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Level of Study Master of Science in Information Technology
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Academic Year 2003
Abstract

Nowadays computer technologies are widely used in many organizations, but user can
not be aware problems from using that technologies. When problems are happened, the
organization will loss time for solving problem and business processing.

The development of Help Desk System for computer services center has objectives for
management and operational support of computer services center. The system will handles
problem tracking, solution searching for problem solving, report generating for operational
management. The system will receive incidents from users or operators then dispatcher creates
problem-cases and problem-tickets workers will get problem for their working. All steps can be
inspected and tracked by users and staffs. This system was designed using web-based user
interface and developed by PHP language and MySQL for database system.

Finally, the system was tested for incident receiving, solution searching, problem
tracking and report generating. So that, the operational of computer services center will work with

high.
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3.2.5.1 State lnezunsnveamgminitym

Dispatcher

Aosandeyamgnisel

ﬁuﬁn%’uus’fc Dispatcher -y

. Y 5 nudsudilam R
memsel Open Query YBYAUANIT R P/ Closed
EEEEE—— >

'lﬂwu’.ﬁllf’l’ﬂmwl / Open Case

v

5111 3.14 ugas State lavzunsuveamgmsalilym

nngdesuinlan anmzveanamsalilgmifilemaiilulyf1 3 dowsfe

Aa d gy A Qo oy ¢ vq 9 Y,
® Open ﬁﬂW‘l‘l&’uLﬂﬂ‘Uu‘lﬂﬂE}mﬂ mummuwmwmmqmimi’]mmmmﬂmmmm

Tuszuundn
. dyn ‘g F LR A 4 9 I 1 W R w
® Analysis aouzilifaiu'lAneile Dispatcher Query JoyamamsalniIumMItiunnsy

139 Wms NI

3
=S

Y o t J a d &
® Closed anuziiinaduldneio Dispatcher W915UNANIIBILAIAUNDBONNIEY
3 4 s as [ San 1
S8 2 wuannafle iemamisaltiny3sud ladlynt wSohumaaseifi T 1Al
I~ ay o = t:yd
Taymroz 1 aorusesiflu Closed wazitlunis@ugamamsainude BauuImede
A g Ao ' as Y Yy 4 A o &
diomailduilyningsluwusudly doelinig Open Case TymiTunuisauiiums

ao 'l



3.2.5.2

Dispatcher

231 Case Hlgym

nngile

39

State lnBZUNTNVDA Case gy

Dispatcher

- 'Y >
Fivsadoyn Case flgm Avsanliafadludalgm

Dispatcher

09U / Open Ticket
it | .
m . .
Open Query fioya Case Ty . ( Analysis > i keted
<l
~
msudluilgm
fa'laiars verugal Dispatcher

Query foyamsudilyma

i Worker 1Yufin

nsudlvilgniuadvanuyal

Tainu.

Approve

HIU

3
317 3.15 uerad State Tnvazuns VB Case Tgymn

su1eld91 aouzves Case Hamii Tomaiduly/ 14 6 aauzde
dya 42’ YA e v é‘ a
Open anuziiinndiuldnpiilo Dispatcher @513 Case lyriuninwamsiaIsan

o
mamugn
) da 4
Analysis 90IUSUINAYU
4

&a &
Ticketed DU UINAVU

¥ A

ARNDIY

1

18deiile Dispatcher dadulosrva1uls Worker ludutiunis

® Dispatcher Query 4038 Case {layn 1A 29M a5

2 1 4

LY o S0 a =
uAtlan uazsofumsTufinnanisudilaywmiain Worker fduiumsudignuais

v

1A
. dyn d? YA . ¥ y -
Verify aowziinadulddolo Dispatcher Query doyawamsudilynifi Worker
v @ g o v 8 A a oy y Y
Tuiindhun ndenauddgrudueds onsavasuanussuieslumsudilym d
' [ |- o 1 A
namsasnaeunuiamdwdle LS savugel wrnduidiganiug Analysis 1ie
v

AuumIndunouns 1)

dya 43 A . Y A A o
Approve AR UL TIAAYUEIDHIUMS Verify udniotudula Case muilymn
da &4
SUINAYULY

Closed 90U ® AT Approve NI IUAIIHIU ADTUZYBY Case gyniila

v
-4

& g 2 g
as yutlumsdugansunym Case i



40

+
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o d 3 - —
dfun %® Table , EACLETGL o
g 9 a Y5 9 a
1 User nudeyaswaziveavsd 1Fusms
2 Staff RudeyaswaziBuaveud i fiRam
K d - ") ¢

3 Incident inudeyasvaz@eamsuiungnisel

4 Caseproblem lﬁU%ﬁJgﬁﬂUﬂxlﬁUﬂ Case i']tym

5 Ticket wudeyaswazBoadnuilam

6 Knowledge fuswazidoadeyaniwmg

7 Groupstaff wudeyanguitauveasmihi

8 InToCase @133 Mapping MgMssitlaynifiy Case Ty

9 CaseToTicket #1314 Mapping Case HJymiudaamuilgm

10 TicketToStaff 1379 Mapping Aailgmdus i Tvilgm

11 CaseToKnowledge #1319 Mapping Case ﬂﬂgmﬁu%u‘,ammf

o ] a
AN 3.2 u’dﬂﬂﬂﬂﬁiNuaxiwaztﬂﬂmm Table User
Attribute Description Type | Length- 5 Character .
Usr_ID Login Name vaaé’i%’u?ms Char 10 a-z, 0-9
Usr_Password sHarIU Char 20 a-z, 0-9
4 99w ¢

Usr_Name FoR 14 Char | 30 a-z, N-8, AITUATITIUYNA
Usr_Lastname U Char 30 a-z, -3, ﬁizuamistﬂﬁ
Usr_From witssuwesdldusms | Char | 100 a-z, -8, ATTUALITSUYNA
Ust_Tel wey InsAade Char |15 0-9
Usr_Email Bluannne Char | 30 a-z, A-Z, 0-9 §nU5¥N18 email
Usr_Status anuUL Char 1 O = Open, C=Close
Usr_Ask oot Char | 50 a-z, N8, ATLUATITIUYNA
Usr_Answer AU Char 30 a-z, N1-8, ﬁizuamiimqm'




A15141 3.3 LLﬁﬂQTﬂNﬁ%”NLLﬂgﬁ'IUﬂZLaUﬂ‘U@Q Table Staff
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Attribute Description Type | Length Ch;iracter 1 Key '
St ID Login Name v8udmiii#i | Char | 10 a-z, 0-9 PK
St_Password | sH@1U Char | 20 a-z, 0-9
St_Group RUNGDUNPUNU Int 3 001-999 FK
St_Positon | niiUfoR Char |20 a-z, N-8, AILUALITTUYNA
St_Level sEAUANTMIHINU Char 1 G = Group , M = Main
St_Status anIuUL Char 1 O = Open, C = Close
St_Name Fod it Char |30 a-z, -8, AILUATITTUYNA
St_Lastname UINAND Char 30 a-z, N-8, fﬁsuaz'ziimqnﬁ
St_Detail %’agav’i”a"lﬂ Char | 100 a-z, N-8, ATLUDTITIUYNA
St_Tel wes InsAnae Char | 15 0-9
St_Email Bud Char | 30 a-z, A-Z, 0-9 BNYTEN email
St_Ask fnomudieduseriiu Char | 50 a-z, -8, HIZUATITIUYNA
St_Answer Ao Char | 30 a-z, N-8, ﬂszuazaﬁmqnéf

A15190 3.4 Liarna Ins sadranne 10828 uA ve 4 Table Incident

Attribute” Description " Type Length - ' % Character } K
In_ID Hil’]tllﬂ‘llmﬁ]ﬂ'lﬁﬂf Auto 10 0000000001-9999999999 PK
In_Topic ﬁ"n?mme]mmf Char 100 a-z, -8, ATTUDLITIUYNA
In_Detail wazduamgmsel Longtext a-z, N-8, TATTUALITIYNA
In_Type Uszianimagnnsal Char 30 a-z, -8, ATLULITINUYNA
In_Status anue Char 1 0=0pen, A=Analysis, C=Close
In_Createdate | Jufiudamgnisel Date DD/MM/YYYY
In_Createtime nmﬁm’f«mmi ol Time hh:mm:ss
In_Memsend o muz;}'u%’amqms al Int 1 1=Member, 0=Not Member
In IDsender | ID Audumgmsel Char 10 a-z, A-Z, 0-9 FK
In_Sendernon | Yoyadudedlailomndn | Char 100 a-z, N-8, ATTUALITIONYNA
In_IDrecorder #3’ Tunng ULL%’Q%&]E a Char 10 a-z, A-Z, 0-9 FK
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Attribute Description Tﬁ/pe Length 'le;aracter ’-: k&gey
In Updatedate | Sufitfurigedeya Date DD/MM/YYYY
In_Updatetime nals: uﬂiai’l'ay,a Time hh:mm:ss
In_IDupdate ID éﬂ%’uﬂqa%’aga Char 10 a-z, A-Z,0-9 FK
In_Remupdate | mawanisufudisdoya | Char | 100 a-z, N-8, AITUALITTUYNA
In_Analysisdate | Sufifinsievingnisel | Date DD/MM/YYYY
In_Analysistime | DM IRTwrmgmsel | Time hh:mm:ss
In_IDanalysis | ID fR31evimgansel | Char 10 a-z, A-Z, 0-9 FK
In_Closedate | Jufidlaimamsel Date DD/MM/YYYY
In_Closetime nmﬁﬂﬂme}ms of Time hh:mm:ss
In_IDclose ID A asel Char | 10 a-z, A-Z, 0-9 FK
In_Remclose meuanslamanisel | Char 100 a-z, -8, ATLURLITILUYNA

M5199 3.6 Lans Iasead1auazsuaz8uAv09 Table Case

“Attribute . Description " Type | Length éﬁhaméter o
Cc_ID Moy Case gyn Auto 10 0000000001-9999999999 PK
C_Status a0IUg Case i]iy,m Char 1 O=0pen, A=Analysis,

T=Ticketed, V=Verify, C=Close

C_Createdate | Yufict31s Case Jaym1 | Date DD/MM/YYYY
C_Createtime 1818374 Case ‘ﬂf.y'ﬂ‘l Time hh:mm:ss
C_IDcreate ID F:l:ﬂ’ ?N Case ﬂiyﬁ1 Char 10 a-z, A-Z, 0-9 FK
C_Updatedate | ufit§ulgadioya Date DDMM/YYYY
C_Updatetime r;mﬂ%"uﬂqa%’auua Time hh:mm:ss
C_IDupdate 1D ffnlgsdeya Char |10 a-z, A-Z, 0-9 FK
C_Remupdate | mawamsi§urlssdoya | Char 100 a-z, -8, ATLUATITIUYNA
C_Analysisdate ’su‘ﬁfilﬂi 1zﬁm¢]ms of Date DD/MM/YYYY
C_Analysistime nAIAY wﬁmqmi of Time hh:mm:ss
C_IDanalysis | ID f3nswimgmsel | Char 10 a-z, A-Z, 09 FK




M15197 3.7 (@19) uaae Insead e s wazduavne Table Case

46

Attribute Description ‘Type | Length Chéracter " si{(w
C_Ticketdate | Sufidadulesionu Date DD/MM/YYYY
C_Tickettime nadaduletisau Time hh:mm:ss
C_IDticket ID #3100 Char |10 a-z, A-Z, 0-9 FK
C_Verifydate | Yufl Verify uudfagmt | Date DD/MM/YYYY
C_Verifytime | 12 Verify fuuAdami | Time hh:mm:ss
C_IDverify ID §Verify Char | 10 a-z, A-Z, 0-9 FK
C_Verifystatus | WaiN1§ Verify Char 1 1 = Success, 0 = Not Success
C_Remverify | Comment Verify Char | 100 a-z, N-8, ATLUALITTOYNA
C_Approvedate U Approve Case ﬂiy‘ﬂ‘l Date DD/MM/YYYY
C_IDapprove ID éApprove Char 10 a-z, A-Z, 0-9 FK
C_Remapprove | Comment 113 Approve Char 100 a-z, N-8, ATLUALITT mqnﬁ
C Closedate | Tuiidla Case oy Date DD/MM/YYYY
C_Closetime L’Jm‘ﬁﬁﬂ Case ﬂiyﬂ’l Time hh:mm:ss
C_IDclose ID Aila Case Yaymn Char | 10 a2, A-Z, 0-9 FK
C_Remclose maHaM3Ta Case lym1 | Char | 100 a-z, N9, ATLUALITTHUYNA

A1319h 3.8 uarma Iaseadang 100218 uAve4 Table Ticket

' Attribute ‘Description Type | Length |~ = :‘éharac:t.er ,
T_ID ﬂMTULﬁ'llé%’N'lu‘ﬂiUUHT Auto 10 0000000001-9999999999 PK
T_Status ﬁmum'i"'muﬂnulm Char 1 O=0pen, P=Process, C=Close
T Createdate | Sufiartredaamilom Date DDMM/YYYY
T_Createtime naas Né’;qwﬂq;m Time hh:mm:ss
T_IDecreate 1D fadhedaamuilam Char |10 a-z, A-Z, 0-9 FK
T Updatedate | Juiitl§urlgadoya Date DD/MM/YYYY
T Updatetime | 13a11l5utljadoya Time hh:mm:ss
T IDupdate | ID fu5lgadoya Char | 10 a-z, AZ, 0-9 FK
T_Remupdate mqwamsﬂ%’uﬂiaﬁ’fay‘a Char 100 a-z, N-8, ﬁizuamsmqne{
T_Processdate ’3“11‘7% Svemldduiums Date DD/MM/YYYY
T Processtime | a1 lududums | Time hh:mm:ss




M3 3.9 (v) uaaslaTeadeuneTwazduauns Table Ticket

47

' - Attribute Description Type Length tharacter Key
T Closedate | Sufidladaauilam Date DDMM/YYYY
T_Closetime nmﬁ’flﬂ&muﬂmm Time hh:mm:ss
T_IDclose 1D ATladaamudlammn Char 10 a-z, A-Z, 0-9 FK
T_Solution swazdeamsudilynt | Longtext a-z, N-8, ATLUAZITTUYDA

AI519R 3.10 tana Iasead1aiay0aziSuAvD Table Knowledge

. Attribute Description ‘Type Length | - k éf»haracter,
Kn_ID mingavdeyanami | Auto 10 0000000001-9999999999 PK
Kn_Type Ysziandoyaniud Char 30 a-z, -8, AITUALITIAUYNA
Kn_Topic vaseadeyanimd Char 100 | az n-8, AstilazIITONYNA
Kn_Detail sagiBuanug Longtext a-z, N8, ﬁizuamssmq%éf
Kn_Solution FEnsudilam Longtext a-z, N-8, ATLUAZITIOUYNA
Kn_Createdate | fufindredoyannud | Date DD/MM/YYYY
Kn_Createtime | Waneiadoyanawi | Time hh:mm:ss
Kn_IDcreate Pidlﬁ §' ”N‘i’l’ﬂy,ﬁﬂ’ﬂui Char 10 a-z, A-Z, 0-9 FK
Kn_Updatedate | Sufil$utlgsdoya Date DDMM/YYYY
Kn_Updatetime nan§ nﬂ;q'ﬁ'ay‘a Time hh:mm:ss
Kn_IDupdate | ID fsuiljadoya Char 10 a-z, A-Z, 0-9 FK
Kn_Remupdate | manamsil§uigsdoya | Char 100 a-z, -8, ATLUBZITTUYNA

5197 3.11 uaaseInseard1aloes10agidunv0e Table Groupstaff

Attribute "> Description Type Length ) : § Chafa‘étéf:f:f
G_ID NUORYNYUNU Auto 3 001-999
G_Name Fonquaru Char 50 a-z, -8, AITUATITIUYNA
G_Detail swayiduadoyanguau | Char 100 a-z, -8, ATTUALITIUYNA




M9197 3.12 uaadInssadaunassioazidunuod Table InToCase

48

Attribute Description Type Length ' Chgxracter Key
C_ID NUIBLaY Case Ygym Auto 10 0000000001-9999999999 PK
In_ID MNuYMANS 8l Auto 10 0000000001-9999999999 PK

A19199 3.13 uand 1AsIad1auass0azdunvd Table CaseToTicket

Attribﬁte Déscription ,4.'?I’;ype | Length ' N C@aracter . 3 ;SKey
T_ID wangaudInuilgn Auto 10 0000000001-9999999999 PK
Cc_ID MR Case gy Auto 10 0000000001-9999999999 PK

M13197 3.14 Laad IAs I 19aE T 08B 8AYDY Table TicketToStaff

Attribute el Déécription . Type Length . 3 ol gharak:tier;:‘

T ID nineudInuilym Auto 10 0000000001-9999999999 PK
St_ID D 3 whfiudludlagmr | Char 10 a-z, A-Z, 0-9 PK

M13197 3.15 uarae Inseadauas1uasiduauos Table CaseToKnowledge

Attribute - Description " Type | Length'{ 7 ‘-"f,_";:/"‘g(lharéc‘fér,".;4:
C_ID MUY Case Yy Auto 10 0000000001-9999999999 PK
Kn_ID nnsevdeyanag Auto 10 0000000001-9999999999 PK
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C:\Appservimysql\bin\mysql < C:\Appserviwww\csc\database\setupdata.sql
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$location = "http://161.246.49.168/csc"; fwes Ip
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$password=""; < S @ password Y94 user

$dbname="csc"; < Fogiud ayn
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