< y
HoeeyARMIZINA 14 La0THUNA HIZVOUNIANIT

szUVIAMSMSIHUIMImumalul agasaung
IT SERVICE MANAGENENT SYSTEM
- Ho05978 l
Tag

domnasel Tnelnseas

PATAMAPORN THAIPOSRI

115enSam

(Y] Jd d A aa d
WA.A3. IUNIYIN AN AIYIIA

(N,

31919
97 Y2l
T I —— 10 12 9cay
""""""" T A
wunzidlon.,. 059'78 .
5 PP P00 ssvnrestve
u,feu, 1J... ~m112553

swaniidudumiisvedinlassmsiannszuna
wangasInenmansumiaia mndyunalulagansauna
=
aazimalulagansauns
amumnalulagnszaenaNNNUNMITNANITZLI

o A= =
Mmasaun 2 dmsane 2551



IT SERVICE MANAGENENT SYSTEM

PATAMAPORN THAIPOSRI

A SYSTEM DEVELOPMENT PROJECT
OF THE REQUIREMENT FOR THE DEGREE OF
MASTER OF SCIENCE PROGRAM IN INFORMATION TECHNOLOGY
FACULTY OF INFORMATION TECNOLOGY
KING MONGKUT’S INSTITUTE OF TECHNOLOGY LADKRABANG

2/2008



COPYRIGHT 2009
FACULTY OF INFORMATION TECHNOLOGY

KING MONGKUT’S INSTITUTE OF TECHNOLOGY LADKRABANG



DR sruusansmsIdusmsduma luTagansauma

Y 4 a"‘ =1
NANE w1a Yownsal TneTnseas
SHANANY 48066403
UIyan IMBINAATUMITUNA
) =
MUIN wa Ty Tagansaume
YUV IeMTAITAUNA
Umsanwn 2551
dd’ ) o d a aa o
211383 HALAT. TUNTYI ADAITONA
W ]
UNANEID

a o

svuunuusnisarma lu lasasaumaluszumday e lulszuumsihanungau
Y Aq ¥ 1w T a a c{’;’ o oA 9 = 9y
MIvounenINg uaminauisazaue1in i founae el 99599381INYAM

=

@ o o l& 1o o o o LY 4
H’hmnmu ﬂ'li‘ﬂﬂfﬁS‘W‘Llﬂﬂu“lfﬂﬂf)g%‘lﬂﬁslﬁll‘ﬁ{lﬂwaﬂﬂﬂ'1'52,’\11u%1u3uﬂ1ﬂuﬂlﬂuﬁﬂﬂﬂ'lﬂ

.
Yy a a A

1 Y 9y J s A [} 1 g a 2 B &
damaldmsud luilgwiaidn gndndasnuionis liesnldusms Judauuinaiey
L o = = J 4 o o a o
Wannszuuiamsms IuTmsduma Tu ladasaumavumominaumsiiuvesuTin
zuudanmsns IuSmsdnmaluladmsmuma dszaouldre nudanisdeyagni e
@ 9 a a 9 @ & = P 9 a =4
famsdoyaninis wuimagndl uazaudanisisesdeasouienisud luisaasa
v v o Y Yy a =2 9/ A Yy a

ApuTUBINNUADINTYRIgnA1 il gndufanudisnels 1inedudenlduinsves

vsrnee i



Title IT Service Management System

Student , Miss Patamaporn Thaiposri

Student ID 48066403

Degree Master of Science

Programme Information Science

Academic Year 2008

Advisor Asst.Prof. Dr.Chanboon Sathitwiriyawong
ABSTRACT

The crucial problem of IT Service System is unclear processing system. The assignment
of responsibility of each employee maybe changes and there are many customers’ requests in
everyday. An important aspect is limitation of the amount of employee. It is difficult to assign
little employees to do many duties. Therefore, this causes affect on customers’ services that are
late and the customers have to waste their time for waiting. They are boring and do not like to use
IT services.

From the problems are in the first paragraph, the development of an IT Service
Management System is focused to improve for supporting company process. The IT Service
Management System consists of four elements of duty: customer’s information management,
service‘s information management, customer service and customer’s request management.

The goals of development IT Service Management System are supplying customers’
demands, increasing customers’ satisfies and gaining customers’ trust with using service of
company. These goals are an important to promote good relationship between customers and

company.
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M19197 3.5 TableName : Login (M3141g5211)
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No. | Attribute Name Data Type Description Key | Referenced Table
1 username varchar(15) %ﬁi%"lums L‘i’hfi TLUU PK
2 | password varchar(15) swarluns Li’hfji AT}
3 | active_flag varchar(1) 3} muwawﬂ"l%’
4 | utype id varchar(1) svialls zmwé’l‘l’f FK | UserType
5 | emp_id int(6) A mﬂ’; FK | Customer,
Employee
GITEN?'I 3.6 TableName : UserType (ﬁmumaaé’%’f')
No. | Attribute Name Data Type Description Key | Referenced Table
1 | utype id varchar(1) syigaan Tuzé"h’fl PK
2 | utype_ detail char(25) 'amuzé"l‘x’f
1314 3.7 TableName : Contract (dywn)
No. | Attribute Name Data Type Description Key | Referenced Table
1 | con_id int(6) auiidyan PK
2 | con_detail varchar(100) FWazIDAd Y
3 | strma date Sufisuduusng
4 | end ma date 5’u°7'1"?;uqﬂu?mi
5 | cust_id int(6) i‘ﬁﬂqn‘f’?ﬁ FK | Customer
m‘swﬁ 3.8 TableName : Customer (QﬂF’ﬁ)
No. | Attribute Name Data Type Description Key | Referenced Table
1| custid int(6) sagni PK
2 | title_id int(2) Animh FK | Titlename
3 | cust_name varchar(100) %an?ﬁwgnﬁ 1
4 | cust_address varchar(500) ﬁa;qu’h
5 | province id varchar (2) SHATINIA FK | Province
6 | post varchar(5) salysuald
7 | cust_contact varchar(500) %aéﬁﬂﬁiﬂ
8 | cust_phone varchar(100) | nuiwiayInsdnyigndn
9 | cust_fax varchar(100) wuoay Insms Qﬂfgh
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M1519N 3.8 (70)
No. | Attribute Name Data Type Description Key | Referenced Table
10 | cust_email varchar(50) "e’Jmaqnﬁ'w
11 | cust_memo varchar(100) | Mu1BImegna
13147 3.9 TableName : Employee (WHNI1U)
No. | Attribute Name Data Type Description Key | Referenced Table
1 | emp_id int(6) IHAWINIU PK
2 | title id int(2) Animin FK | Titlename
3 | name varchar(30) ‘?;B
4 | surname varchar(30) wwana
5 | citizen_id varchar(13) nusavilszhdlsznru
6 | birthday date Juhou 1 1na
7 | salary double UAoU
8 | emp_email varchar(50) G
9 | position varchar(5) FHAA ML FK | Position
10 | emp address varchar(500) 1o g'ﬁa asio 14
11 | province id varchar(2) SHAIININ FK | Province
12 | post varchar(5) iﬁﬁlﬂiyiﬁé
13 | emp_phone varchar(20) oy InsfAne
14 | contact_person varchar(200) ﬂd‘;ﬁl ﬁﬂéé’aﬂﬁi’a ﬂs{ﬁqmﬁu
15 | special_driver varchar(200) AN mﬁnlumﬁﬁi
16 | service id int(2) mnrfnmty FK Service
17 | english_skill varchar(1) ANUAITOATUATEIINGY
ﬂﬁNﬁ 3.10 TableName : Province (14%13@)
No. | Attribute Name Data Type Description Key | Referenced Table
1 | province id varchar (2) SHAY IR PK
2 | province name varchar (30) T9m3n
m‘mﬁ 3.11 TableName : Titlename (ﬁ‘lﬁmfh)
No. | Attribute Name Data Type Description Key | Referenced Table
1| title_id int (2) sHadnimh PK
2 | titlename varchar (30) fnimih




135199 3.12 TableName : Position (§1111149)

47

No. | Attribute Name Data Type Description Key | Referenced Table
1 | position int(1) THARWNUS PK
2 | position_name varchar(50) ‘T}aﬁnmﬁe
1319 3.13 TableName : Service (U5n13)
No. | Attribute Name Data Type Description Key | Referenced Table
1 service_id int(2) SHAUINMS PK
2 | service detail varchar(50) ‘T%a‘u?ms
13197 3.14 TableName : Priority (35AUANNEIAY)
No. | Attribute Name Data Type Description Key | Referenced Table
1 | priority id int(1) MaszAuANAAY PK
2 | priority_detail varchar(20) zauANNA 1ﬁty
3197 3.15 TableName : Jobstatus (AAU(3095031301)
No. | Attribute Name Data Type Description Key | Referenced Table
1 | jobstatus id int(1) sdanuziFesdoaon PK
2 aouzisedaason
jobstatus_detail varchar(30) (1=open,2=active,3=close)
13147 3.16 TableName : Job (3 pe50 3501
No. | Attribute Name Data Type Description Key | Referenced Table
1 | job_id int(8) simFosdoatou PK
2 | job._title varchar(50) Wadeisesdeusou
3 | job_detail varchar(255) swazduaiedeason
4 | job_reqdate date ‘5uﬁ§’mfs'ﬂu
5 service id int(1) SHAUINS FK Service
6 siada Mz el ouTou
jobstatus_id int(1) (1=open,2=active,3=close) FK | Jobstatus
7 | priority id int(1) SHATZAUANNT ALY FK | Priority
8 | cust_ id int(6) 3 wﬂé"l‘l’f' FK | Customer
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@15197 3.17 TableName : Assignment (MIUDUNNIBI503303501)

No. | Attribute Name Data Type Description Key Referenced Table

1 | job id int(8) AU PK,FK | Job
2 PK Employee

emp_id int(4) sitawinaufisuRarenay | FK
3 | job_asdate date Suiveununesesdousou
4 | job enddate date SufiadrAuameie
5 Aomzmshaat oy

(C = complete, W = wait,

result_flag varchar(1) [ = incomplete)

6 | remark varchar(500) UYL
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