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ABSTRACT

Help Desk System for Call Center is the system which developed to serve the Call
Center of The Communications Authority of Thailand is to bring the data that the Agent used in
serving customers a present to develop for the database for the related persons to be capable to
search the service data for questions and answer and to jointly use the database conveniently, fast
and efficiently, including the line of the service to customers to be able to call various services
data through the web-side , by arranging the database in the form of Web Application, where in
this procedure of the study and the development of the database also. The study of the work
system for the service to customers at present, the problem in using database work encountered,
the design of the preliminary database, the design of the database search and, due to the said
database is made in the form of Web Application, the working of the system will be on
client/server model by cooperation web browser and web server. The program used in the design
and creation of the web and the study of the operating system, external program system and the
reach to the database of the external program to be able to develop to the system used actually and

useful.
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3. quRRentazdahldsunsy (Program Support)
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3.1.1 ﬁmuﬂﬂsunsmmzﬂ%’uﬂ;qﬁuﬂaumsﬁnmmmiznuﬁmiuﬁﬁ
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3.1.2 Wan TdsuasunazdSulgedunoussuuudufouniidnTuld

( Automatic outbound dialing)

3.13 muquuaa:’n"ﬂ‘ﬁ1f‘imuﬂﬂmu’fuﬁaunﬁyﬁwiuﬁﬁ (Automatic
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1M F9vines Ynadus
® CPU Pentium III Pentium III
® (Clock Speed | 933 200
* D 20 GB 4 GB
o RAM SDRAM 128 MB SDRAM 64 GB
o BUS 133 133
® LAN CARD Ethernet 10/100 Ethernet 10/100
® VGA RAM 16 MB 16 MB
24X 24X
® CD ROM v
7 17 U2
® Monitor

v Pl ]
A5 90 3.1 :Llﬂﬂ\‘lﬂ'ﬂﬂﬁﬂﬂﬂ'ﬁﬁﬁu815?1“’1‘3"[10\'\52‘;”1]\111111111

2.

FarhuIs

® (/S : Windows 2000 Server

® Server : Internet Information Server (IIS) version 5.0

® Janguage :

® Database : Microsoft Access 2000

3. Firewall

¢ ¢
®  F1IAUIT

- SUN Ultra 2

- RMA 256 MB

- Internal Disk 2.1 GB

- External Disk 4.3 GB

- Bus 133

o aavifial

- O/S : Solaris version 2.5.1

- S/W: Solaris Firewall 1 version 2.1

Front Page 2000, Active Server Page version 4.0
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n
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s o o

AUFURUTUUY One to Many lasfldszuuam 1 auszdluld
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1
Sumeldusms1diies 1 aumniu
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v o o v @ =Y
anuduiusIEniegnf (Customer) Mnlseinnuims (Service Type) lu
o @ o 4 o
AMUFNRUTULY Many to One (899ngAM 1 Contract Amualifiy
- =i = 1 Q’l‘ d‘ ~ ¢§ -5
Uszianuimsdissdssian@oauniiy  luvazidssnnuinisnile q ol
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N o o
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o o d J o ° o
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o o ° g v o d
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o @ o 1 o 0
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sziavesgniniueansiouveldusnis

2. | Tb_Service Type Uszanvesusmsigndsanziliouveldusnis

3. | Tb_CustomerComplaint Ao / M¥eaSsuiignAni Transaction
AoUnW/A D95 uIIN

l . o o ¥ - :’ P 9

4. | Tb_ReComplaint Ao/ miesSoudr gndldineaeuniy/
Foasvudnudn uadalildsusmeu

5. | Tb_Status anmgysdaziin /MmiesSou Nigniedey
011 / $seiSundnn

. = . = ° ° ~ ' A A

6. Tb_ComplaintDescription swazduavesnn / fideaSoudassom
gnideaeudnn

7. | Tb_ComplaintType Uszinnvoaiian /frdeaSou Suunay
dnvazauliuSms

8. | Tb_Work Level sesuanwaunsalums IuSnisgnd uane
fumuswazdoavesiein / MissSounnay
A
(594

9. | Tb_StaffControl Aldssuuam

10. | Tb_Position Aumisvesd 195z

11. | Tb_Department MUY 19 52Uu0Y

12. | Tb_Securitylevel mstmuadnslumsldszuuau

13. | Tb_TelephoneRate Foyauims Insimiszniedszms

A '3 d 9
1319 4.1 ﬁi;ﬂ%'lu’luﬂ'ﬁ'l\uﬂﬂ‘llﬂgﬁ
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Tb_Customer | ContractNo Text 20 PK
SubscriberNo Text 20
SérviceType Text 5
FirstName Text 50
LastName Text 50
Address1 Text 50
Address2 Text 50
Postal Text 10
Status Text 5
Category Text 50
CerditLimit Number Long

Integer
ApplyDate Date/Time

P £
1T NN 4.2 ﬂ'li'l\i"lli’)yﬁ :'Qﬂi’el"l

Tb_Service

Type

ServiceType

Text

PK

Description

Text

100

P s/ a - s 9y a
asf 4.3 esuedeya : UszianuSmsiignAnansdouvelduians
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TransactionID
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Auto Long PK
Complaint Number Integer
TransactionDate Date/Time
ContractNo Text 20 FK | Tb_Customer
SubscriberNo Text 20 FK
ComplainCode Text 10
ComplainDetail Text 255
Remark Text 255
StatusID Text 5 FK :I'b_Status
StaffID Text 5 FK | Tb_StaffControl

o Y o ° ) 4
ATTNN 4.4 A1TWNUDYD : A1 /ﬂ'l%tﬂﬂﬁﬂu‘llﬂﬁ'c:lﬂﬂ'l

Tb_ReComplaint | TransactionID Auto 10 PK
Number
TimeFrequency Date/Time PK
Date )
) StaffID Text 5

Remark Text 255
FromTransaction Text 5
ID

d' L3 o o ¥ <t :’
ATNN 4.5 MINUDYD : AN / MIDIAUTUUL
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Tb_Status

StatusID

Description

Text

MINA 4.6 msedoya : aoruzvesiinny / MivSou

Tb_Complaint | ComplainCode Text 10 PK
Description
WorkLevelID Text 5 FK | Tb_WorkLevel
‘ DepartmentID Text 5 FK | Tb_Department
ComplainType Text 10 FK | Tb_Complain-
Type
Description Text 255
HomePage Text 255

P Y a ° o ¥ &
AN 4.7 ﬂ'ﬁ'l‘“lﬂuua $ 51URTIDIAVDINININ / A1TDIUTIY

Tb_Complain-

Type

ComplainType

Text

10

PK

Description

Text

100

A o ° <
M1319 4.8 msedoya : Yszianvesdanu / Miedou
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Tb WorkLevel | WorkLevellD
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Description | Text

o ¥ o Y a
MN1TNN 4.9 AINUVYA : Szﬂ‘lJ'U't’JN'l'lﬂﬁ‘Uiﬂ’l‘i

Tb_StaffCon- | StaffID Text 5 PK

trol
StaffName : Text 20
Passward Text 50
DepartmentID Text 5 FK Tb_Department
PositionID Text 5 FK Tb_Position
PermissionLevellD Text 5 FK | Tb_SecurityLevel

M 4.10 msdeya : fldszunau

Tb_Position PositiionID Text

Description Text

100

m31ef 4.11 arsnedoya : dumnis

5 gy o L

Tb_Department | DepartmentID Text

Description Text

< '
MTNN 4.12 91151\3%)03;]11 MUY
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Tb_Security- PermissionLevel Text 5 PK
Level ID
Description Text 100

AN 4.13

CountryCode

asedeya : szAumsinyanudasadiy

Integer

Tb_Telephone Text 5 PK
Rate
AreaCode Text 10 PK
CountryName Text 50 s
Area Text 100
TimeDifferent Text 20
001-1SR Number Long
Integer
001-1ER Number Long
Integer
001-1RR Number Long
Integer
001-6SR Number Long
Integer
001-6ER Number Long
Integer
001-6RR Number Long
Integer
100-3PER Number Long
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100-3STD Number Long
Integer

100-ADD Number Long
Integer

] k4 [
3190 4.14 msedoya : sHaRuNuazdas MU Insimisznhalszma

{ o g o
1nInseaduesgudoyanldnmusiu Idgminnadugiudoyalasly

Microsoft Access 97 Tawil Relational Schema ﬁ'amwﬁ 4.6

NN 4.2 L1EAY Relational Schema V995UV INY
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4.2 MIVBNUVUNINGSI¥31U (User Interface )

n1sﬁ’muﬁzummi?y"lﬁ'aanunwﬁvnaﬁm%’ué’ﬂh’f’szumm 4 duimialdun
WUAUSVAY (Customer Service Representative :CSR) Wanhau (Supervisor) HHILUY
fifva¥es (Contact Point)  JUSMITTZULIU (System Administrator)  Iaeiudintsidan
voeminasua1elumsdy Transaction ningndiitefiudeyagniiidiniiqe wazuith
semstszauay msaamuaudntumisauiinedeaiiudity  wheevesszuuam

[y 9 ~ o ;
muaﬂymwmpﬂmmnmu

1. winesdmFunwinaudume Hudun 191101550 Transaction A101/d138e
P=1 [ o (] @ Y
Sounngni wamsidauesnidu 8 dau dail

® Add Complaint

[WuATufn  Transaction Aow/Ar3eeSuuvegndilna

Search Complaint
A ¥ wa o o ¥ a v a
deng/Aunnlszasinwmdsassuvesgniimuaundaym)
® Edit Complaint
uf'ly Transaction  f1m/MiesSouvesgniii latiudin luds
¢ Add ReComplaint
1 1 4
ufin Transaction — AimwAr¥eusoungnAtladessoududaning
¢ ReComplaint
A wa o o ¥ P Y MYy J 9 .
dengilsziadinmdidesioungnildieausoududnn (ReComplaint
List)
e Edit ReComplaint
v v
uf'lu Transaction e w/AdesSoudivesgniii ldtiuiinluuds
® Delete
AU Transaction /Aoa1y N IdTuiinlunh Add Complaint wazndh Edit
ReComplaint
® Search Knowledge Base
v v < LY ' Y a A P @
Aumdeyausms Insiwiseniadszma uazdoyauinmsdu o Nesfian

Wy lueuinn
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L4 o o Qs t’) 1 d‘ 9k a va
wiheedmiurawhau  Hudwnlflunsaseasumsfidnuves

WINNUSVEIY  ATASIVADLADIUSAININ/MIBISIU  MIAAMUNIUATNIINNUISNIUR

H ) o ¥ 73 y
noades utsmslFnusenithy 5 dau aeil

3.

a1 Ao

Search Complaint
A y . a wa o @
(Hong/AUN1510Ms Transaction TasAumnInmMsUFianuvesminamusy
L4
qwswynna / Manua  wisnnadoiusvedsdin/mideason  nieuin
UsziansmaniieaSou
Edit Complaint
k¢ ° o ¥ =t A a o v o 9
U lyanuzueamn/Misason eAsnNIUAUNEIBNUTINEITeY
Add Complaint Code
P o ) o o ¥ = o -4 1
WyAuiinswazdeavesiioniiouioy  uazdmeuAsudilyvini
791uA159 ComplaintDescription
Edit Coniplaint Code
uf lysrwaziBoavesiianmieaSon  uazmmeu/Asudilgmiasluaisi
ComplaintDescription
Delete
= ° ° - ° QY
av'lswozdsavesmamfesSou  unsdimeuAsunilynioenainmiig
ComplaintDescription
Report
Fauiswnu agtadamsiduSosawgduussaulude 43

) o w v Qv a9 d o °
HUIVBA TN ITUHU I UHNNSIVBY u‘nu11’1111mim’mﬁﬂnmmn/ﬂﬁ'm

< o

Souidannaminnudume  udnfuiindeeuAtudluilagm  wiimsl$aueendlu 2

® Search Complaint

@engilsziationmiesSouvesgni mmzhdanfimizenuvesnnies

¢ Edit Complaint, Edit Recomplaint

o &2

HuiindmouAsasud luilgmin ldsuannminausvme
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4. whessmivduimsszuy  duimsszuuiinthiilumsdansgldfszuy
mstmuassduanutasadslunsidssuuau msdamsgudeyanrnd (Knowledge
Base) uamslfmesnidlu 2 dwfle

® Search User Aumfidluszuuay

o Add User wingldidhanluszuuan

o Edit User ufluswaziduafifivadudldszunan

® Delete User auswaziden/ fldssuvay

1!%’1]1]@4 (Search, Add, Edit, Delete) gmi’l’ayammi' (Knowledge Base)

5. wihsedmiugdanis

® Search Complaint
(AeNng/AUn1318ms Transaction TagAumnnmstginavesminamiy
ﬁ‘lUS'lU‘Ljﬂﬂﬁ/Vi‘mnﬂ visnnaaiugvesiin/Mideuion 130N

sziandinafsseis oy
43 PI5OBAUVUTIBNH (Report)

¥ [
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A o v 3 o 9 9 1
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=
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o ) 4 qy ) o v A
1. msnmumayama’lmm meagamnanymzmﬂmm 3 ﬂizlﬂ'ﬂ o

y X A Y o 4 2 ~t S a Yy a
1.1 ‘\lﬂuﬁﬂuﬁ’lu o 11ﬂga'Vlﬂ']'ﬂUﬂ‘lluﬂiﬂlﬁﬂl'w{lﬂﬂiﬂﬂﬂ'l uaz'l%'imm
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o o

§ v a . G’I‘ a wa o o
wihfnnnwsuRarey” Jussumstidcuvesguigndidiug  de

1 ey o
ANDNTENINAITISUDO  Aall

o doyamuiidyn(Contract) ¥oegnA

Tb_Customer

= — ¥ = a
o Uszanuims Agnmeanziouldusms

Tb_ServiceType

° o ¥ 4
° ﬂi%lﬂ‘ﬂﬂ'lﬂ'lll/ﬂ'ﬁﬂ\iﬁﬂu

Tb_ComplaintType

o szausnmannsalumslduinisgad

Tb_WorkLevel

®  Aunua

Tb_Position

e mistmuaanilumsldszuneau

Tb_SecurityLevel

¥ a @ d 1
o doyauins Insniseninlssime

Tb_TelephoneRate

P Y A
A1TN 5.1 :uﬁﬂwagawugm

14 [ A 9y oy o a A - @
1.2 veyanian fY  VDYANABININIIIAY uf’l"'l'u Hagay WauNIITY

Transaction / Lﬂﬁﬂuuﬂmﬂﬁ'ﬂga

e swazBuamaMioassu

Tb_ComplaintDes-

cription

e AMUZUBIMNIN/MTBATHY

Tb_Status

e YUY

Tb_Department

t& ° o ¥ =4
L4 ﬂﬂﬂ%?ﬂﬂﬂﬁﬂ'lﬂ'l“/ﬂ'ﬁﬂﬂﬁﬂu

Tb_CustomerCom-

palint

a1snfl 5.2 : uaasdeyandn




60

1.3 Yeyarhau Ao JoyaiminansumetuiindronrmiosSouvesgni

uazudeyanldoonsivau

o Mmumivasouvesgni Tb_CustomerCom-
plaint
k4
o MmowmieaSoudn Tb_ReComplaint

M13190 5.3 : uaasdoyaham

2. M3l nunThoe
iio @A muadnuazvesdoyafiozldnatounds dolilaziimsnaey
Tsunsy  Tasmstloudoyarumihaesii 4 wiogmsdssuaana Tsunsuudaseenn
msnareuiwniuinihiedmiuminauivme  winedmiuianhou  uaznihee

) o ' A A Y X o) aml =t - o °
A M IV UIWNUIUNINYIVDY (Contact Point) sflunanﬂau HAZHINUIAUNIINDNITNING

v
@

nagouninodmuduimissvuudell  msnedeumihvenudAuAci

t Internet F

et

sviave leszuvau
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2.1 %98 Login dmiugnilanslyszuuynay
msdhsiaveldszuuan dwmsudldszuuynaulasmstloude uas sva
] o 4 & a a °
puveddldszuy A 51 dedndlunmsldszuuszgnimuany
° ' 9
Aumiavesfldau

2.2 %199 Search Complaint S MFUNHHNUTVME HAzHININY
dmFuminausume uazdmihau 15lumsideng/aunilsziadon
o ¥ ) vy A y g vy
ArdpaSournagnin  HONg/AUNITIUNS Transaction  IAYAUMINIAMS

v

Ufianuvesminausuaiesioyana /NMua  139NANIULYBIRINN/

o ¥ ) =) ° o ¥ ) o =
AIDITUU #3099 1nUssANMn/MIvUson AN 5.2

arch Complain - Microsoft Ii Explorer

Al 5.2 : uansndedududeya fewidesSunvesgnii (Search Complaint)
A o v el 9 :ﬂ Y o o

e ilowiinausuaw Login iWnvznunieetiilundimanlumsinu

o winnuFumemunsailouavidyavosgnd (Contract No) 1azna

i Search 9z151ngAITNTIwMIUszIAMmommietouvesgniine

u’l’ vy d 9 @ AN Ya 1 9 P
HUBDDNU u’dﬂﬂnmu‘uaga 'J'Ll/l.']ﬁ'lﬂ'lﬂﬂﬂﬂﬂlﬂnﬁ'l , YnTIRYAUDN
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Mowmieasoy, Meoy, JuaMAUAIY, 791U Transaction
v
Hu
v
o lunthilminausvameaunnsanaisens Add Complaint 11ag Search

Knowledge Base 16

2.3 #1199 Add Complaint WM3UWINNUTIEIE

[ @ [

¥ a O] . o o ~
mIunnaOusuaeldnNu/AIuNn  Transaction mmu/ﬂﬁ'mliuuﬂm
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o wa J o v
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AR 5.4 uaasninvedududeyauims InsAnisend1assma (Search Knowledge Base)
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A u [ ° v o Y a
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