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The information system for supporting technical services of Ricoh (Thailand) Company
Limited is a system that is now being used for management process for customer services.
Employees can use the program through web application system such as customer call receiving,
status updating, part requesting and report submission of customer service department employee
of the company across the country. At the moment, the services are inefficient affecting on the
rapid and quick customer services. Therefore, the service process improvement needs to be
developed by using UML in order to create and improve the new service. The system,

technological Client/Server 3-Tier is for supporting customer service. By using this technological

Technical Service Support System for Ricoh (Thailand) Company
Limited

Mr. Nuntawat Changmeesin

49066626

Master of Science Information Technology

Information Technology Management

2007

Asst.Prof.Dr. Pattarachai Lalitrojwong

ABSTRACT

system, we can provide our clients with rapid and proficient service.
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set machine data()

]—

put problem detail()

»

.2 Service order ; service
order
T

submit(}

IR

v

creat service order()

_:_, >D Create {]

--mnl
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:Search GUI :Service Order :Machine

Ad:nin
!
1
1

1
1
1
j
- put machine IDQ

1
1
1
1
1
1
1
> get machine 1D() i
T P
1
set machine data() i
' _————
T _,_é H
r_Laut service order no.(J- :
> get service order no.()
set service order data()

i

———

-
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A

Engineer :part_GUI :Service Order Path Path use

: T T 1 T

! ! ! ! :

e 1 1 { 1

1 1 1 ]

1 ) ] 1

1 1 ] 1

1 ! 1 i

put service order no{)y ' i i

> get service order no() ! ! !

> | :

set service order detalil() i H

oo : !

put part code() I H ! !

> get part code() i E

> |

[} .
check t
set part deatail() | © qua;h 0

oo Jommmmmmmmomo i

L] 1 1

put quantiy part) i ; 5
> get quantityl part use() !

| | , , 1)

: ! i
| 1 :
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1

:close service orderGUI :Service Order

:Service Order status

put service order no()

|

1

|

|

1
L

| ettt

get service order no()

5

L

P

ut service order detail()]

»

v

set service order datal()

F{

4

get service order detail()

v

get service order status(_)r
1
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M13190 5.2 WIUYNTNYBUBUNA EMPLOYEE

EMP_CODE

SHANUNIY

INT(10)

47

PK | NO
BR _CODE sHae INT(10) FK | NO | BRANCH
SO NO wioavluam | INT(10) FK |NO | SERVICE ORDER
APP NUM nuwavn1sia | INT(10) FK | NO | APPOINTMENT
Hwue
EMP ID siednldszuy | INT(20) NO
EMP PASSWORD | sHaH1U CHAR(20) NO
EMP NAME Foumana NVARCHAR(100) NO
wWiinau
EMP TEL wino@y Inafmy | INT(20) NO
EMP BRANCH | @191gudu3ms | NVARCHAR(30) NO
EMP AREA MufsuRaroy NVARCHAR(30) NO
EMP STAT Usziamniingd1y | NVARCHAR(30) NO

APP_NUM

M3190 5.3: WIUYNINYBIOUTIA APPOINTMENT

HINYBUNMITHA

INT(10)

PK

919049

NO

HUE
EMP CODE SHANINIIU INT(10) FK | NO EMPLOYEE
CUS_CODE sHAvDIgNA NVARCHAR(20) | FK | NO CUSTOMER
APP SUBJECT | 51azidoanstia | NVARCHAR YES

Huw (100)
APP_DATETIME $uii nanianuiy | DATETIME YES
APP_CREATE $ufi uaz nafi | DATETIME YES
DATETIME adramnianui
SO NO ‘nmummmﬁ INT(10) YES




M319N 5.4: WIUIYNITUVDUOUNA SERVICE_ORDER

INT(10)

PK

NO

48

SO_NO wnaavluau

MACH _ID MNuvIA3 e NVARCHAR FK | NO MACHINE
(50)

SO _STAT WA ILYDI | NVARCHAR FK | NO SO _STATUS
(10)

SO REC DATE | Juiituudea DATETIME NO

TIME

SO REP DATE | Sufidhaou DATETIME NO

TIME

SO FIN_ DATE | Sufiaean DATETIME NO

TIME

EMP CODE SHANUNIU INT(10) FK | NO EMPLOYEE

PRO CODE siaupseMsfiny | NVARCHAR FK | NO PROBLEM
(20) CODE

CAUSE CODE | sHAYBI0UMAY0Y | NVARCHAR FK | NO CAUSE_

mmi‘f;wu (20) CODE

REP CODE sHavesIBIA 1v NVARCHAR FK |NO REPAIR
(20) CODE

SO MET READ | $1u7unislegaiu INT(15) NO

SO _APP DATE | Juiifanuny DATETIME NO

TIME

EMP_CODE sWaminawiidla | INT(10) NO

CREATE N

EMP_CODE_ saminaudithnms | INT(10) NO

APPOVE Tuninud ly

SO DETAIL 510113!50?\1]8\3»111& NVARCHAR(100) YES

EMP STAT A0MUZVDININY | NVARCHAR(50) YES




M13199 5.5: WIUTYNIVUDUDUNA MACHINE

NVARCHAR

49

MACH_ID WnevIA3e PK | NO
(50)
SO NO nwoavluau INT(10) FK NO SERVICE _
ORDER
MACH MODEL iuﬁummém NVARCHAR NO
(50)
MACH DETAL UAZiBEABAUNTDY | NVARCHAR YES
(100)
MACH INS_DATE SuftRaduniod DATETIME NO
MACH _INS ADD AR InSDa NVARCHAR NO
(100)

CONT_NO

M13197 5.6: WIUTYNIUUBUBUNA CONTRACT

19)
RUNTYY)

NVARCHAR

PK

NO
(20)
CUS_CODE SHAVIGNAT NVARCHAR |FK |NO | CUSTOMER
(20)
CONT START_ iuﬁﬁ'nﬁﬁmutm DATETIME NO
DATE
CONT END_ d*u’v“if“fvuqmmﬁf,yfgw DATETIME NO
DATE
CONT_STAT AUz Y0dY NVARCHAR NO
VI3 (10)
SERV_TYPE Yszinnmsuims NVARCHAR |FK |NO | SERVICE_
(20) TYPE




M3197 5.7: WILTYNIUUDUBUNA CONTRACT MACH

50

MACH_ID HUEAUVAIBY NVARCHAR | PK, |NO MACHINE
(50) FK

CONT_NO tiﬁl‘?; Uﬂl"iy’l NVARCHAR | PK, | NO CONTRACT
(20) FK

M3197 5.8: NIUUNTUVDAUBUNA CUSTOMER

FNaUeIgnm

NVARCHAR(20)

PK

anan
¥

CUS_CODE NO
CONT_NO uTidya NVARCHAR FK |NO | CONTRACT
(20)

APP_NUM wineln1sia | INT(10) FK | NO | APPOINTMENT

nuny
CUS_FNAME Foupsgni NVARCHAR(50) NO
CUS_LNAME WINANAVDIgNAT | NVARCHAR(50) NO
CUS_ADD fiegunsgnin NVARCHAR(200) NO
CUS_DETAIL 510a2100AY89. | NVARCHAR(200) YES
qnM
CUS TEL NUM | viingiavInsfny | NVARCHAR(20) NO
YDIGNAT
CUS_FAX NUM | nunoiauiwndves | NVARCHAR(20) NO




@399 5.9: WILUIYNIWUDUBUNA SERVICE TYPE

NVARCHAR(20)

31

SERV_TYPE dszanmsuims PK | NO
SERV CHARGE | musms INT(10) NO
SERV DETAIL 570a2108AMI UM | NVARCHAR(200)

SERV LEVEL SLAUMSUINS NVARCHAR(10) NO

M13197 5.10: WIUIYNINVDUDUNA SO_STATUS

SO_STAT AMULVOINY NVARCHAR(10) | PK | NO
SO STAT DETAIL | 510a00aa01ug NVARCHAR(50) NO
VY9I

M99 5.11: WOUIYNIVUBIOUNA PART USE

PK,

SERVICE _

oz lna

vaneavluay INT(10) NO
FK ORDER
PART_CODE svinveses lna NVARCHARQ0) | PK, |NO | PART
FK
PART USE UNIT | $1wauezInafild | INT(10) NO
PART USE STAT | @01uzu8amsilin | NVARCHAR(10) NO




52

M13197 5.12: WILUTYNTUVDUOUNA PART

PART CODE stiavesesIna NVARCHAR PK | NO
(20)

PART DETAIL 50AZIDUAUDY NVARCHAR(50) NO
oz lva

PART UNIT e lna INT(20) NO
AuUNdAD

PART PRICE 5102 na INT(20) NO

PART STAT a0 uzvedz Ina | NVARCHAR(20) NO

@139 5.13: WIUIYNIUUBUDUNA CAUSE CODE

CAUSE_CODE SHAVRITUH AVY83 | NVARCHAR(20) | PK NO
o
2IMINNY
CAUSE _DETAIL T10AZIDUAYDY NVARCHAR(50) NO
GRIE

M3197 5.14: WIUYNIUUDABLNA REPAIR_ CODE

REP_CODE sHaveIsunly NVARCHAR(20) | PK | NO

REP DETAIL swazduaIsudly | NVARCHAR(50) NO




PRO_CODE

M15197 5.15: WIUTYNIUVOUOUTA PROBLEM_CODE

SHAUBIDIMTNNY

NVARCHAR(20)

53

PRO DETAIL

a o
FYATIDYAUBDIDINIIN

WU

NVARCHAR(50)

NO

@13197 5.16: WIUIYNINVDAUBUNA PART_BRANCH

PART CODE

adaaume: va INT(10) PK, | NO PART
FK
BR_CODE sHamn NVARCHAR(20) | PK, | NO BRANCH
FK

@317 5.17: NIUYNINVYOUBUNA BRANCH

BR_CODE sHamn INT(10) PK | NO
EMP CODE siaminaundni INT(10) FK | NO EMPLOYEE
SUHATOU
BR_DETAIL SWaLDUASHAEIV NVARCHAR(50) NO
BR_ADDRESS | fioguosmun NVARCHAR NO
(200)
BR_CODE mmv"i@,ua INT(10) NO
MAIN
PROVINCE NN Ia NVARCHAR(20) | FK | NO PROVINCE
NUM




PROVINCE NUM | H@d3HI9

M13199 5.18: WILYNIUUDUDUNA PROVINCE

NVARCHAR(20)

PK

54

NO

PROVINCE NAME Fosania NVARCHAR(50) NO

BR CODE samisuna INT(10) FK | NO BRANCH
yousaniariu

@13197 5.19: NIUIYNINVDABUNA WORK

SO_NO winaavluau

INT(10)

PK, | NO SERVICE _
FK ORDER
EMP_CODE s¥amwiin i INT(10) PK, | NO EMPLOYEE
Ufiinam FK
WORK_ID MmAUMIUiaau | INT(10) NO
WORK sI0asIDuAN1I NVARCHAR(50) YES
DESCRIPTION giaau
WORK Sudinarlums DATETIME NO
DATETIME Ugiiaau
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6.1.1 qmanﬁmmmém Client
Hardware:
- CPU: Pentium 4 Processor 3.0 GHz
-~ RAM: 256 MB
- Hard disk: 80 BG
- Combo drive: DVD 16x, CD40x
- Floppy disk: 3.5” 1.44 MB
- Monitor: Color Monitor 17 (Flat)
- Network Interface Card: Internal 10/1000 Mbps
Software:
- szuuiiAms Windows XP- Service Pack 2 M30 Windows 2000
Professional

k4
- Tdsunsu Web Brower Internet Explorer version 6.0 'l

6.1.2 qmawﬁﬁumméaa Server
Hardware:
- CPU: Intel Xenon Process 3.0 GHz
- RAM:1G
- Hard disk: 50 GB x 2 (Hot-Swap)

- Monitor: CRT Color Monitor 17”
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- Network Interface Card: Internal 10/1000 Mbps
Software:
b4
- Microsoft Windows 2003 Server NiouAAA Apache
- MySQL version 3.23.52
: . &
- PHP Engine version 4.2.3 'l

d

6.2 aodnenssuneNnAnDI
w a a - o J 3 ~ o
szpvaiumyumsvimsmaiaduszupivanniunoldaoilasnssunouiiuaes
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dauimmihndanudeya nsiFeunslavkiunieduduns nilavesesansnildeglu

lagiiu

: Presentation LogicTier j
Presentation GUI Business Logic Tier Data Tier

Data Access Tier

117 6.1 an1ilavnssunouiiaimes
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Server DATABASE

i Client
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s N Y v 4
Call Center 1Hlumssundsanuningnd msdumdeyadis udlvuazaudeyalddsgili 6.4

RICOH

T e o MmmmmmTechmcol Service Support System

Login: Nuntavat Id:7628

stuysamwds  @eNvNSEYY

RSS SYSTEM
rnﬂiiu‘yum WIMANAIA

[ R
ﬁl_ﬁgiﬁ "4 [Service Call]

aw1/uiilefay SewaFwudaar [Service Call]

o vt i [Wl WNBAVIIW L ___________ | = dumiiEanmnmarnu
& fioymy)5z 3nds [ Machine]
&3 fioxawdingy [Employee] vinmanates  |H4226400568 | umpogrnnmnoanates

| wysmwwyimaneda [ dwntiaya ][ suiioua |
Dawenadnfiverlvd
&l iunemm: lvd

L T

wamamades/S0:  HA226400568 wiEm: | wvamiiaed  dsmamandn  FMduqims

oy wanmanans (TR b e g
1. 3322287 12/2/08 0958 Tepd:dwwidh 7628 ejuily/ay
2 3314286 10/1/08 1345 1pjfunsreviinymovramion 7628 p/uily/ay
3 3307832 8/12/07 0310 1cpliswwundudu 7628 nfulllv/ay

T B
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6.3.3. K995 ULDINY
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wihvomsdumdoyanissundanu (Service call) munsnlyaulammzninau
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RSS SYSTEM

E2 3oy [Service Cal]
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o RO WL ams 3
=d Service Order Center - - ?
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&l diunemselvd A

[ fuiinnusda SMS

[Loudnow J{ @ SMS |

L e s (SeRide Call T T B8
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2 3931308 16/2/08 09.12 Save 7345 uily/ay
3 3931302 16/2/08 08.37 Save/SMS 7199 wilv/jay
o T o Lt Bl Hight Hesetved | A

M Y y
31 6.5 mihvesundeau
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