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ABSTRACT

Helpdesk is a servicing system, providing computer and networking
solutions for users. The project is subject to study and to develop an integration of
Helpdesk in Microelectronics manufacturing factory in which ADEXA is ie main
application. Beside a skillful personal, implementation of electronic data exchange in the
form of Internet or web based, gives an efficient way of communication between service
providers (helpdesk) and clients (requester). Requesting the service through the
electronic request form, user identification, location and problem are recorded into the
database. The systerri then recognizes and issues service ticket, which the appropriate
person will be assigned to handle the issue. Service ticket also gives client of his/her
service status trace ability. Once the problem is resolved, ticket in queue is closed out.
Methods or procedures to resolve the problem are recorded in the knowledgebase.
Searching the knowledgebase helps helpdesk to indicate the problem and gives a solution
faster for the relate type of problem reported later on. Statistical analysis over this
knowledgebase also lets management levels to make executive decision in setting up

long-term preventive plan.
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UserDept LUAUAN Text
UserGroup NANVDININIIU Text FK
UserPassword ~ [3WaH1U Text

4' a b3 ' Y
ATNN 4.2 iwazmﬂﬁuﬁwaqanqwmwuf'mu

Group

GroupName

A o
FINGNUDINUNITU

Text

PK

GroupDes

S1aZDIANINAY

Text

M35190 4.3 swazdeauiludoyadlinnugiomae

Staff Staffld HUUQVAVIYN Adexa Number [PK
StaffUserld MINPRUNITNNIUANIFN Adexa  [Number
StaffFunction ?ll’h"?lﬁ%' vRaweU 11 Adexa Text




M39h 4.4 sazidoauiudoyan

22

Ticket Ticketld NIV Number  [PK
TicketUserld  (Miunoayminaug¥eaved  [Number FK
TicketCategory  [Nquuasilyymi Text FK
TicketStart Suitoondn Date
TicketEnd 5'141":;?@9%1 Date
TicketAssignedld NUUAVANITN Adexa (Number FK
TicketStatus ADIUTUDN G?;‘ Q3 Text IFK
TicketBriefDes (3102060031 yn1961960  [Text
TicketDes swaziveauilyn Text
TicketSolution ﬁmmfﬁﬂﬁ‘]tym Text
TicketModule zupvesilymiiny Text FK
TicketRemark ‘HN‘IﬂL‘HQﬂNé”J Text
TicketWorklog iwazsﬁsﬂﬁvhum |Text

M3197 4.5 waziPvauudoyailszinnvesilym

(Category

CategoryName

"y
ronguyeym

Text

PK

CategoryDes

=
swazivaveilym

Text

Status

M3190 4.6 SwazBeauudoyadnIUZY0IA7

StatusName

A Y
FOADIUSVDIAD

Text

PK

StatusDes

5100LDUAYDITD TUZYDIAD

Text




= a ¥ Aa
MIN9N 4.7 51ﬂaglﬂﬂﬂllﬁuﬂ]ﬂgaizﬂﬂﬂuﬂm’“1

23

Module

ModuleName

¥oszuvveilamiinume

Text

PK

ModuleDes

a <
5wazlﬂﬂﬂﬁlﬂd5$1JU{IEIJ‘HWIW1JL%E)

Text

a = v y
M1319N 4.8 swazmtmuﬁmmyagmmmg

Knowledge [Knowledgeld MUGAVYBIFIUANN] Number [PK
KnowledgeType Uszinilgym Text
KnowledgeDes siwazduavelym Text
KnowledgeSolution  [3an13nd 1uilaymi Text
KnowledgeSolveDate iuﬁuﬁ'"lmi]iym Date
KnowledgeSolveBy vj’*?iuﬁ'lvﬂtym Text
KnowledgeRemark nmﬂmmmﬂmm Text
KnowledgeTicketld nmmawmﬁ"a Number FK
KnowledgeKey SHRYBIFIUANLS Text




UNN 5

NMSHAMITZTUD

Ey ] o ' ] )
Tuynitsznamtimsnannszuunulny - Feeznannelassadvuseszuy
-r::e Y 4' = A 9 [ o P=1
AMamsvann  wSesdiouazamnlelumsnaur  msdheuvesssuy  Iasll
o oA
s1waziAnatl
5.1 Tassadavesszuunimsnann
' £ 4
FEUVIUFWH AT M S U IUNUINURUMSHAAN SN TWRIUNIY 921

Taseadradluuuy 3 Tiers

¥ =t

. ~ 1 A o ¥ Aa ' w9 b Y o =
Tier 1 1 ﬂxsi‘lumummwmmﬂmenuwh NADINTITIBIUDNITIVUINIG

va Y A ¥ ' A A VY o a o o
TﬂUQi‘H‘O%ﬁUﬂT‘N’NN'lu"fl'l@uﬁ'lt‘lfﬂi‘mt‘lfﬂlmEJI‘UTﬂﬁizﬁljﬂuﬂi’lluﬂ‘ﬂﬂ\iﬂﬁﬂﬂi

- v = o & T { )

Tier 71 2 szdludmvesdudidnes  Fezdludiunasssunisdeue

o 7= Y o A o &
nawsuwes  TasasdeavessflumsiSongaazvesmsiiuims wSenisiudin

1 é o ad °
Yoyavesmsiesvenslugudoyalasriuma ODBC &1 AuFinies 14 1s vhaw
YU Windows NT Server version 4.0
H 1) ad ¢ A ° 1 a

Tier 71 3 wedudnvssmauUmEinines Faezimihilumsldusmsison

9 o b ad I'd =] g/ g ad ot ]
Au  uazdamsgiudeya manwmdininesizgnSenldaunndudivineionde
P o P Yo ’q Ve A @ 9 &
witimdanni ldsumsdeveninususes dauidumsla q dugudeya 9

o o’c’;’ =§ o

mmmm«ﬁﬂnaiuu%’f' Microsoft Access HFICNMWIUUUN Windows NT Server

Version 4.0

5.2 In3esilsnazmmnililumsiannszuy
o 1 =3 4
Tumsiaszuuautiamie wiimsldgmdeyauududuninoideday
1911 HTML uaz ASP Wludwannszuu uazld SQL Statement Tumsdsdoyanin

o
j'luii)ﬂgﬁil'lllﬂﬂ@ﬂﬂﬂﬂlﬂ%



25

53 MINMUATINVBINITIZVY

v
anmadn 195U A0 WHMUNUYDINIINIIY AT

M1 5.1 ansmsidnldszuunugiemasvesninnuudangu

Search User

Request Form User

Update Ticket Adexa group
Assigned Ticket System Planner
Set Permission Admin

Update Knowledge Key System Planner

5.4 WINAMININUYBITZUY

Ed
—

¥i9eMIMINUYRITEUUUTIEMAD Tyuaasnifinsiauaei

M3190 5.2 wyrihinsiinuvessuuamIng

Home nav lilgwihaendn User
9
Search AUN ﬁfﬂgﬂ User
Request Request Form Hufinn1siove User
Update Ticket 1§ uﬂiﬁ'ay,aluﬁ"z Adexa Team
View Report NTIYNU Management
Set Permission | MHUAANT ‘lﬁﬁué'“h’f Admin
e 1 Y
Log off ﬂi’l‘UTlJiI‘MﬂWE) Request User

= \ L
5.5 8aTRUALDYVDINTITINAUUIICUD

[l 9 a

1. szuundugnivendn e USER desnmsndugminaesudu

2. szuuAumidoya fe USER sxAumdoyandssmsdumoingiuanug

] ' ¥ +
wuitieg tluannsoudluilgmiinavuldneziimsiesveaise



26

winelddoyaidoansfum

9 v LfaAN Y 4
HH'I%'E]NﬁEIW‘Ii‘VIVlﬂ%‘Iﬂﬂ‘IiﬂuWI

Y P s Ay
111—“%ﬂi']Uﬁzlf)ﬂﬂﬂlﬂ\iﬁ']ﬂﬁﬂqn'ﬁﬁ’uﬂ1

@ ad = o Y
3. szuvSunddlgmlugduuuddnnseiindesy Ao USER sziiufindeya
:; ad a J¢ 1 o
ms¥osvosmeuuunesud@nnseding udraaliI SYSTEM PLANNER #1n15
veunwwli yanaheglungu ADEXA TEAM sduidunisuflude 1)
9/ 4 s 1Y
- wihvsuuuwesunsensisazdeamssosue
9/ A W } )
- wheetudumsdesue
4. szvudumdeyaludinumuisias fis ADEXA TEAM 92 msAuma
AN UNABINTS

- MINIBAUMININIAYA)

+

s/ ) o Ay
- Hu’mﬂ5']ﬂazlﬂﬂﬂﬂlSQﬂ')ﬂﬂﬂﬂﬂ'ﬁﬁuﬁ’l

+
o A

5. szuulfurgedeyaluds fie SYSTEM PLANNER 92¥Imsueunangaiy

T v + )
Wanne el ADEXA TEAM W3ounauenfaaoIusueddil ol vaziy 1ad91n

u

e

1 4
LY

1 ADEXA TEAM fagsiimsil§udyanamssomde Taodsuilgedeyaludiuves

Fnsudlo vuneme #01Uz0307

wihvedumalszandis q sz Tddsulge

t) v dAn Y
nmﬂawaamm"lmnnmif’fum

9/ = > & ¥ o
ﬂu'ﬁ]ﬂi"lfJa%lf)Uﬂﬂ'J‘ﬂ@lﬂQﬂ'ﬁﬂ?Ulliﬂ

9/ A @ o
ninvesudunslsulye
6. ITUUDONTIBATU fiB N1590nT16UINE I MANAGEMENT Jnsied
asvdey  wamsautuuvesszuuldnruyrsmas luszuuaununsHaa
& o g { o o L] o -
meiinsUsulye waswnlas udly Wduiunsldedefitdsednsnm
¥ Y =YY
- MIBAUMITIBNUNABINIG
- wihvoudnImaswIUNADINg
7. szuulddnsundld Ae ADMIN sgshmsueunine nldouwulas @ndly
msl¥szuunusIemaeiu USER udazsiy
'y & ad v a A o < a n
- mihvsudanguindifiegdumemnmsnlasunlawd lvdns

- wilwedudumsulasunlas udlvdns



s (@) hioi/127.0.0.1

Helpdesk Planning System

Welcome to Helpdesk Planning System 1

We are located in Adexa Projact Group, supporting all Agere users in Thailand. i you found the planning system problem in, you
can contact us via email, the website, phone at B52-3090-250 extension 2361,

WORK TIMETABLE : Monday to Friday between (07:30 AM. 10 05:30 PM. GMT+7 (Thailand time) Except public hofidays.
LANGUAGE : We communicate in English,

AFTER HOURS & WEEKENDS : Use this web, email of feave us 2 message at BE2-9080-250 extension 2381. Your request will

"

d on the next warking day in the

¥ e}
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Helpdesk Planning System

Henie | SPaich Renunst Reporis
| Heeiw | Soaici | Reatost | Reporis

Use this online 1o search the solution first.

Bl 2

Please enter your p

 —

of 18 in the box below and click Ssarch.
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Helpdesk Planning System

rpe

Use this online ticket to repert problem, question or request .

Please enter your user id and password in the boxes below and click Submit.

Log in: r_-—_“
Password: |—_——-

Helpdesk Planning System

) tsquest | Rapurs | Log ot I

User: Iaooh

Use this onfine ticket 1o report problem, question of rey

Please check the bulton below and click Submit.

€ Request Form
 Update Ticket
€ View Reports F
€ Sel Pemission :

31U 5.4 nivednslumsldauluszuy



Welcome,

UiD: aooh

HRID: 4475

Ext: 2381

Emial: aooh@agere.com
Department: Material
Category:

€ Bill of Material

€ Bill of Resource ;
€ Capacity

€ Routs

€ Undsfined

1
1
1

) Brief isscdution of th

L

sk Planning Sy Micrpsoft Inter

Helpdesk Planning Sygﬁem

Reguest | Repaits

Pleage anter the ticket number that you would fike to update

If you not remambar the ticket number, please see in the report by select the tickat topic that you would fka to update and click
submit.

€ Unassigned Tickets

€ Unclosed Tickets

31U 5.6 minedumdeyaduiiosziimsliulge



nning System : Ticket Information - Microsoft Ioternet Explorer

SR T

Helpdesk Planning System

Log off

Ticket numbar: 11

U10: warisara HRID: 4486 Department: Material

Ext 2318 Email: warisara@agere.com Category: BOM
Incident date time: 2/172003 End date time: 2272003

Assign to: 11000 3 -t
Ticket status: lClosod ;LVI o

Ticket Brief Description:

Ticket Description:

st

51 5.7 nihweseAzIBuAYBIA7

3 Petp://127.0.0.1{UpdateGroup. asp

T i s

Please select the report that you need fo view.

€ Panding tickets report
€ Ticket status by Adexa staff repent
€ Total ticket by category

31N 5.8 wihweswauniiey
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B betp:f/127.0.0.1 UpdateGroup il

Helpdesk Planning System

Plaase enter yser name.

liser name: l

;

Helpdesk Planning System

Please enter group name that you would fike to update.

User name: IWPOPO"'
Old Group name: ":’-; i
New Group name: l

31 5.10 wiheensuldsuwnlas@nveaminamlumsldszuy
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