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ABSTRACT

Presently, organizations including educational institutions, business companies or
governments are depend on the information technology to make competition with others and to
move forward to the future. This growing dependency lead to needs of quality IT services,
working on reliable and flexible systems. But to get the good quality IT services, you need careful
management,

ITIL concerned about service management which originated from the technology
company’s experienced for a long time.

This project aimed to developing the tool that rely on the ITIL concept. This tool is
kind of web-based application and developed using .NET technology from Microsoft

Corporations.
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4. IT Service Continuity Management

5. Availability Management
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Service Desk 2% Incident Management process

4 s ¥ as @ . [
0900 TnsamswaIszUUB01FoNdnNNI5Ues IT Infrastructure Library (1w

L 4 [
wamalumswann  uazveuwaveslnsemsiilaniuluf  Service Desk g Incident
- o o do v P o a - o
Management process FIUATIVAUAUTNUDYNUIN Tuunil 3 HiseeAnuisivazdeanIiy

Service Desk 110 Incident Management process

3.1 Service Desk

. a8 o o o [ Yy a A Y A Y °
Service Desk fumumdisapnadmivamsiftuSmafiesnindliniogninevims
¥
a ¢ t 0 4 Y g o '
AaelssauaHIY Service Desk Y11 Service Desk Wuiaiisuiludaumnuvoaniasau
3 s R A 1 -~ A Yq Y a
d'led Sadinanonnuiianelivesgndmiedldusns

Y A o z da o A Y o v @ A y 39 d'oﬂ
HUINNANUYDS Service Desk ﬂﬂf)illﬁﬂ\ﬂlﬂ']‘n’lﬂ'liUuﬂﬂﬁOQWiﬂNﬂ\‘l’llOlJﬂﬂﬂ'll U
y

adlugudoyn unzfufaveuluSeswesunmyesdeya  laverdunszuiunisdamsny

Y

L4 ] & '
mgmissidungaelumsnsugunua Fguamuesdoyann  Service Desk  Hiodil
s 4 [ a Y
anuddaiiesnnidfudoyasuduvenszuaunsdu q 11 IT Infrastructure Library #70

Service Desk ‘Dgtﬁt}?{l‘ﬂﬂﬁlﬂﬂﬁxﬂiuﬂﬁﬂ]ﬂﬂ ITIL Lfluﬁwmummmsﬂizmumwha

v o do

o { o A d 0y a
AfanuduRusiv Service Desk tagnAninanys Service Desk Mutugaliuims a

=3

o

{ o [y R a ' =3 s
figaitefledmiy Service Desk lumsliuiasungldnge dldvzdesldsuanuazainaue
d Y a a Y - Y A A
anusams lumsiiuims  uasmsuinmsdedliguamiasanugndes  inveslioAs 9
) o . a 3 o v 'd o [y 4
dmiu Service Desk ldgnwanniiu fiedvesddsznoudmiuinioloves Service Desk
(¥
1 4
o Seaileszdesiimsliminomudusavesioaiundulldlduinsiag
[y wa A 9 a 1A =] ¥ 9/
on TudiAe 14 1unsfindoensuanNUNMININ

o wieademisiianumusolumsiglidunasvaeuanzvesiiie

wieilymvedldusnmsld

e n5esfloauisansnssau 1adn TulAmudnyasyesULazmY

ANUEINTOVOIAINT



24

[]
~ ]

fifhufiveietiensna o vewumuiAvounseslioNezgauli Service Desk aw1sa

Wusms Idedraliguaw

1 4
WBANNIIUAD Service Desk fsdpenrugunszurumsmsud lvilymdas Taverdy
] v 3
nszuumssamamanisel uazdlofiilgminlimunsoudleld Jynniusedesgndsio’

o 1 va A v o A aa W ¥
NNQURLTLIBITY 'H50l“\nﬂisﬂﬁuﬂ'ﬁ‘Uﬂﬂ'ﬁ{‘ﬂulﬂ'llWﬂﬂ']')ﬁﬂ']ﬁllfamﬂﬁﬂﬂll']clﬁblﬂ

Service Desk SainthilunmssamsvauiednydetSunaanuin1dsy uualiuves

3 a J d P @
Jymifiervesiaiuluemaame 1 ifusms linmlomelumsufluazalfudgenunma

3.2 Incident Management process

1 o 4 v o o
15118nA 189NN BINTLUIUMITAMTIMANITRIIALANUTURUTVDS
¥y 1+ v y
NTEUIMMIHADNITZUIMATON 9 489 IT Infrastructure Library Pluumit 2 luumisziily

& a 4 4 1 =
51Uﬁ$L§Uﬂ‘\J®Qﬂ5$‘U'J‘Hﬂ']5%Qﬁﬂﬂﬂiiﬂﬁlﬁﬂ?‘uﬂﬁﬂg 6 NINTTU

3.2.1 Incident detection and recording

o o

@ o d
msns9suuasmsufinimamssiszsuRavoulay Service Desk nazduiiu'ly
Y a & 1w o ) A v 4 Il 2
vlﬂﬂ')illﬂ'lil‘lff)lmﬂﬂ“u5$1J1Jﬂ’liﬂﬂﬂ'lit'ﬂ¢lﬂ'liﬂlﬂu 9 l.w0°114m¢m15mmmuummmgn
o & 9 1Y -: d A3 o & kY a '
nuwnTmmam‘lugmvega"lﬂ uﬂﬂ‘i]'lﬂ'ul‘HQﬂ']iﬂlﬁ']i]llﬁuﬂ'lmﬂﬂJ'lvlﬂ%'lﬂﬂﬂﬂﬂ'lUllﬁﬁﬂ

UINNY

CaK i de a sa o 9o @ A AR
mamsaiane 9 sgnifiguiiullawasesiiaveuiunig ldsumsiunndems
] ] ] F 4
wasuudawasdameinlaon e tazlunmiangmseionniisdeiedeyalu cMDB
wldiidulemafi Service Desk 92 ldvimsassnaeuderanaramazdniiumsudludoya

Tgndesmunszuaumsdanis Taseselddae
Soyaisuihudinas IRsumsiiuiine1314ud
e unique reference number
o Incident classification
e date/time recorded
e name/id of the person and/or group recording the Incident

e name/department/phone/location of User calling

e call-back method (telephone, mail etc.)



25

e description of symptoms

o category (often a main category and a subcategory)
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v & dao vy Y Y o 1 v b =
fniUuﬂﬂﬂﬂuuuﬂﬂﬂ']ﬂsh'iﬂ]ﬂﬁaﬂﬂﬁ@ﬂllﬁjﬂvﬁ')ﬂ@lﬁﬂ'ﬁﬁ\WI8‘111«111
ﬂi"ﬁ‘nﬁﬂ’]Wﬂ')Uluﬂﬁﬂ'lﬂ?nlniﬂﬂﬂﬂ'ul\ﬂu"lﬂﬂ'lﬂ‘ll?)uaylﬂwm‘nlﬁﬂ’]u Wel‘lfﬂﬁ’m'ﬁﬂivﬁi’vl

deanudunihlunmsudlvilgniday

3.2.2 Incident classification and initial support

o ¢ 4 v o v
mssuunlszanveangmasivazmsud lilynudesdu  mgmsalynmgaisel
wenningniiufinudafsdesgninmssanondszinnvesilym - (Category)  unzdadAy

ANudReY (Priority) A0

[Y a7 L% . o 1
mssauenlszinnvesilynivzerdiudoyaninmstiuiinlae Service Desk szmiuld

=Y

[ 4 a J L. 1 LY .
mssaueniiilszaninmezvuagiudeyaiildnonmsiufinlas  Service Desk 9101y
y

a ] Y A [ VIR | ¥ o 9/t 0‘1’
NAINTTUNOUNUIU ﬂ'ﬁ%ﬂuﬂﬂﬂﬂ‘lﬂf]‘lﬂ15'l’d”liJ'liﬂﬂ'l'ﬂuﬂ‘lli)ﬂmﬂ‘ll@ﬂﬂﬂgﬂ'lvlﬂﬂﬂﬁ’w FIUM

) 14
ansorh lUsensesuieniur Wuveslgvniu  melueunalddnd

4
o

mIvadrunNuEAYIUITgINANSIAIUYRNTlyM1  (Urgency) UagHANTZNY

4 o & o o o o o v o o
(mpact) e lddduanuddaudafasimstuiinasldlugdeyadis  msdadidu

amudifaiinademanszneauuazmsianistinanuvesinniday



26

3.2.3 Investigation and Diagnosis
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