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ABSTRACT

Web Base Tracking System for Resolving Customer Service Problem for DTAC is the
operation supporting system for DTAC customer service. This system helps to increase
productivity of this department operation. When there is a problem about any service such as
Interactive Voice Recognition (IVR), PABX, computer and application system in customer
service nationwide and so on. If customer encountered the problem and customer reported the
problem to agent at DTAC Call center then agent will report to related support team to solve. Or
if customer service faced the problem, the problem can be reported to problem solver team
directly. Once the problem solver teams have got the problem information, then related team or

person will be assigned for solving that problem.

Moreover this system can help the related team get relevant information for solving the
problem correctly. Other more system can send or report the status of problem to problem
reporter and problem solver. If the problem from customer service can be solved quickly, it will
help to improve customer’s satisfaction with DTAC. Thus this will help to decrease the service

termination from customer.
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ATIWAAITWALBIAYDA Entity AiRudostuszuuudansdnnmilymives

t 4
=y

fd ¥o Field Ysziom TwazdeR M5 WENBa
PK | TEAM_ID int sWamisaufisuAaseuilym
TEAM_NAME varchar Fomirwmiisuiaveuilam
A19197 3.2 UERIIATBIATEINTI I QTS_USER
fd ¥ Field dszian swaziden A131981994
PK,FK | EMP_ID int sHANUNIIU EMPLOYEE
EMP_LOGON varchar User voaminamuud luilgm
USER_PWD varchar Password veawnamud ludlgm
FK | RESPONSE_ID int wihfisuRaveuluszuy RESPONSIBILITY
FK | TEAM_ID int sWemivsfisuAasevilym | TEAM
31991 3.3 LaReTwazBIAYeATI N JOB_LOG
fid ¥o Field Yszam Twaziden M31951989
PK | JOB_LOG_ID varchar sarnuzsemstym
FK | JOB_ID varchar sfavoesimsilym JOB
JOB_LOG_DATE smalldatetime | Jutyarvsenisyiswnisilym
JOB_LOG_REMARK varchar nuwmgueImsinemstymi
FK | JOB_STATUS_ID int AouzvesTIsMsilgnl JOB_STATUS
FK | EMP_ID int saminau QTS_USER
M3 3.4 LARITIWALBIAYEINIIN JOB_STATUS
fd ¥ Field dszian eaziden A191991489
PK | JOB_STATUS_ID int siaaomzveensdym
JOB_STATUS_NAME varchar Foromuzvesswnisilym
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fid $o Field dszan Ao M31991989
PK | PROBLEM _ID int sWavesrwaziailym
PROBLEM_NAME varchar FovesswazBuailom
PROBLEM_TIME int sezaveamsiisemsilym
()
FK | MAIN_PROBLEM_ID int sWavesrwazduailym PROBLEM
FK | EMP_ID int swawinauufluswmsilynn | QTS_USER
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JOB_DETAIL varchar vinumaesswnisilamifiuds
JOB_FILE varchar s10ie Idienasiuy
JOB_RESPONSE int sroznInIAeuius IS
Pam1 (u)
JOB_ASSIGN int spzna s - S Tam
(1)
JOB_WIP int szeztati uRTam i)
JOB_KPI varchar aomzmsud luilyn ¢l
W)
FK | PROBLEM_ID int sHerueaswaziduailym PROBLEM
FK | EMP_ID int swaminandiudsilam EMPLOYEE
A13197 3.7 LRI IUAIDUAYBIA51S DIVISION
fidl #o Field Uszian swazioen A998
PK | DIV_ID varchar THALNUN
DIV_NAME varchar “j'}aunun
FK | DEPT _ID varchar sWarhy DEPARTMENT
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ad

e $o Field Usziam sazden A191901909
PK | EMP_ID int sHaminaIu

EMP_FIRSTNAME varchar Fominau

EMP _LASTNAME varchar Wwananiinau

EMP_BUILDING varchar s mInaIuTe

EMP_FLOOR varchar Sufwiinaiha

EMP_EXT varchar wesdAndemeluvesming

EMP_MOBILE varchar wes Tnsfmiindouiives

WM

EMP_EMAIL varchar BudleamTTveIming Iy
FK | DIV_ID varchar THALANUN DIVISION
A15197 3.9 LAAIIUABIAYBINTTIS DEPARTMENT
fid #o Field szian EREGETLE) A191991984
PK | DEPT _ID varchar sviarhe

DEPT NAME varchar Sorhy
msnﬁl 3.10 Llﬁﬂ\ﬁ']ﬂﬁglgﬂﬂ‘ﬂﬂﬂﬁ'ﬁ']ﬂ RESPONSIBILITY
] ¥ Field szian uazYn A1513819849
PK | RESPONSE ID int semihiisuRnveu sz

RESPONSE_NAME varchar Fonthiisufaweuluszuy
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