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ABSTRACT

Organizations nowadays have brought and implemented information technology for more
convenient of proceeding in business activities. When users has encountered with problems that
are caused from the use of information technology namely, hardware, software, network, or basic
use of computer interface, leading to a pause in related business activities. If the information
technology system cannot be restored or repaired appropriately and in timely manner, this will
lead to customers discrediting the organization’s reliability. Therefore the information technology
support and solution is developed to improve the solution support process that has been carried
out slowly by sending technician with irrelevant expertise to the occurred problem, wasting time
by attending to repetitive problems. The Helpdesk will send technician with direct expertise to the
problem that user have in timely manner according to the Service Level Agreement (SLA), build
knowledge base used within organization, increase channel to receive the problems, and status
report the problem’s status. This is also included the statistic report for service planning and for
problem analysis to prevent them. Moreover, it can issue a report to evaluate the servicing which

defined in key performance indicator.
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® Composite Entity fio (0uAANApITiuoAATTIAANITY Primary key 910 2 1BURA
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uwy M:M Widuuwy 1:M
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3. ANUAURUTTENTIUOUAR (Relationships) ABAIUFUNUTITNNUBUAR YL
o J a & ° o A ] ad 1
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2.2.3 sxuudamsgudeyn (Database Management System : DBMS)
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ifiesninnwn i lunsfududoya (Query Language) sxvimihfilunisdndefugudoya



10

unufridanivineuiuaes lugaii 3 deonllsunsuiildlumsdamsgudoya vu sqQL
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dq Y 3/ ¥ ' Y Y
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1 4
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1. mndmsuiivdoya (Data Definition Language : DDL) ilunimndmsuiionu
doyalioglugUuuy Metadata Mifvogludiuveansuynsudoyn (Data Dictionary) ¥04
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Tumsiamsdoyaniedududoya Tavszdeaiims@ousidiununedede lUdedau
famsgdoyalumsuradsz Tonmdudustanldon'1d dszianveanmdamsgudoya
1dun SELECT fomdsildlunsSondusidioudoya, INSERT Aofidamiuszidoudoya,
UPDATE fiomdauavuuasszifloudoya, DELETE fieddausziisudoya
3. mdmiumInugudeya (Data Control Language :DCL) fin auihldnaunu
v 9 o s o a ol 3/
anugnAssvesdioya uazmiuguanlasadsvesdeya Jestumsifamgmiseindld naw
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Y > 1 o a a
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_ABCDatabase XYZ Database |
_.ORBCDriver - L ODBC Driver |
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3U7 2.3 ueman13 11191999 ODBC
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nlunsdadesugudeya’ll duwaldmsiannTsunsueuniddoyalugudeya
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World Wide Web fodnilatuiiundausnlaodlnssmsmainns lumsuan/don
foyadnmsszrhnininnmanslunilylsy Taofigudnareegi cERN Fuilugudise
maflundeiRAndidszmaainmesuouddildsudvsaithidaves www 18us Tim
Bemers-Lee it 14Aa TnsamisifouToadoyatarsium Taoldszunlonledifind uas
Tnsamsvouniitidunaniioniudessumnaoiugadrassiamandly Jegiuifa
#a1uegil World Wide Web Consortium wiedegeda wic duflussdnsguinaiaves
inFotholouuapimihifisusenanas gusaquesszuuiimun

World Wide Web n‘s’aﬁﬁun?fuq'h Web Ao MIuTnsuwAsovonauRImes U

o ° = a0 A 1w o ar ¢ A g A = 4
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ngj dmfudeyaitlamuuduzeglugiuuveuenarsiaf1adudron s Hypertext
Markup Language (HTML) 11az9ni3un11 Web Document $1msiidedoyadandaemnse
Wi 18Taums Iide feguoundedoyafinideanmsitrdein Tusasaneaiidmuauaz 19
Tusunsu us1uwes (Browser) dmsvuaauenas HTML uazTdaoudeoya’ld usrwedF
wuiiuldmndiqaluilegiu 18us Intemet Explorer 83 1a Netscape Tunsuani/don
Joyasznianosmouiiaunedlunfevio sziniseanihi 2 fla fonouRaesivesdisunld
{oyn unsneufiumesuesiefdedoryn Suni1 Remote Computer

nouRumesfevasdiSunlddoyarsAeserduTusunsy Web Browser (934 Internet
Explorer, Firefox lumsuanwwadoyn Aumsdafids Request 8ilaveadidedoya
(Remote Computer) lﬂétﬁv‘u Request 311 Web Client ‘11]1lszmawa1ﬂuhlmnsu Web Server
19U IIS, Apache (Hudu

T www deyasieq ‘7;15W’{mmsu’i'ﬁaﬁ'm“lnfgﬂ:gmmmaq"lugﬂ'uaq FHuims
(Web Page) Fadums seianinmsdszuanaenms HTML udauaatsaionms HIML
dananluduunuwed des nhnguuesdumeisuiudmunsuazdouToad 1380
mzdonnguussiumednandt Hu'lsd (Web site) Tuudazulsduensinezilsznoy
Tidwnguvesumeudafierseed ndrmen AumeimsidenTvafterinuaamauudy

1 1 A
maswegavetiausu Tdynm amnden'lna Hudu

2.2.6 7111 HTML

HTML Junmmdnveadsaladidn www dluuSmsniteildusunesiia)
flogtunnsgm HTML gnquanitlesring W3c (ttp:/www.wic.org) Fanasgiuessu
a1AAB HTML 4.01 (http://www.w3.org/TR/html4)

HTML(HyperText Markup Language) Huunas 9 1unﬁwm ISO %‘agnﬂuamu“lﬁ'
8ANT World Wide Web Consortium (W3C) 491105511005 $udqafe HTML 401 (31
ansauianguniy HTML 1&idu 2 Snvaizaiun1s Thaeusud1dan fie static Web Faezl
dnvazademihinszmusssun Lifins IRaevdud1dau udimihiuaawmasonintigld
quinfu 4y Dynamic Web wiidnyuz Idaeufvgldanlaoduusmeslunie14ies
inldmsdeyToaih ledresanids

HTML (Hypertext Markup Language) ﬁammﬁ‘l&’f‘lunﬁﬁ%ﬁqﬁumeuaztanmsé‘uq
vudu nerdenTonenmsduld Taoidnuusih Indfiiudeyafdhudasnys lunas g

vessHauaf (ASCII Code)lionagluzuuuvesenmsdenin Ussnev'ludan 2 dau fis
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dauitidhaifon uazdadidudids douftiffutrdafuszediugyves Tag FavzFouoglu
iToaMINg ARt az dount < > MIAAIHAYEUENTIS HTML ansogldlaoly
Tsunsuduusiawed

Tnsardrevsaiiosduvesionms HTML sxilszneulidan 3 dow dafl

1. dauilfuenyauduunzqaiugaveusnms HTML Ao ufin <htmi> </htmi>

2. @uIueuBNmIs HTML  fio ufin <head> </head> Fus1ozusaaiaitosves
A5 HTML ludaui]

3. douiilduengaduduuar fugavesdrufiluaaudont fo uiin <body>
</body>

<html>
<head><title>Marianasgraphix</title></head>
<body>

<b>Hello World</b>

</body>

</html>

v 4
31 2.4 Taseadhadiosduvoaenms HTML

o o P o £y 4 & a d
Tuflogiiu Aumelimsfannanumnsalfndadunnduiieglugdiuuves
[ 4
HTML neglugduvyvesInddu wu asp wie pup udfdouudf BTML Huftugiu
4 - o A i 2 ! 1
e induusimesunuyndafin uazidile BTML Fudunnfd lviouasdonons

4 Y
woulvadoya

2.3 maluTadnlslumsviann

2.3.1 Active Server Page (ASP)

ASP (Active Server Page) fioinaTuladii 19 lumswanuassamsuenniinsuuy
mdoalaveafliuims (Server Size Seript) WioTusunsyfieniniladudinnes uas
MYINFIUNNINN B UVEN Qﬂﬁmmﬁu"luﬂ 1986 1AUI0 Larry Wall (4 CGI Language
YBIAY Microsoft 11974 Windows Platform

Sudinesimiiidhudaunlsann (nterpreter) Asp TasTilsunsufientuayuuas
foul4iy Asp T 2 i ldun Personal Web Server (PWS) 11a¢ Internet Information Service :
ms annaafudifonldimdy Asp 18us VBScript, JscriptJavaScript 3o Perl #

dszneusodmidiums@ounuy ASP (Gududin <% wasaday %>) Sumoild Asp
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Wou sxszyiiunszgalrafinaiodan asp 39 ASP nuouiidhdy 6 sems fidaud
¥
dszAninmusamsnaniduime fadl
¢ mivayumsaaregudoyaning MudIna1eeouRnifondt ADO (ActiveX
=~ a 1w ¥ o e ) d
Data Object) FamsAanodnvusiissi I lidus g udeyarianuinmfaunsdou
Tilsunsulumsdadegduuu@oriunua
¥ ¥ Yy ¥
® AARINUYIIUU Windows XP LAz Windows NT 11ail ASP aunsasesiuldvnan
! . . a 4 o : o o o o [P
AW 19U VBScript, Jscript, Perl uagnwiansladuq aniuninwanindyladve lusinny
Juifudeaiinnuiniedeadnunnnimn
¢ aunsafivesntszneufidednts1dlunionds uenimilesinesdsznoy
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nasgud AsP w3on1dnmzasudadell Build-in Object Hr0ld eI Udsitsz@nsnmiy
9 V-4 . v WK o L ] ad g o
MI1IFUINYU INTIZ Object #1399 tnarfigaulumsiu-dedoyaseninadivines iy
UsTUwes 1Ay
[ 4 .
e  AsP Mawmegnweudivnesivniu mSaSoniudums iy Server Side
é o v < 0’: o Y . 1
Fannmsmrunalagiviesves asp 1 mldduws1iwesvesila Client vzliiy

] [ [] i d
Tnseadrveanu Tavszimhnmossunadns i ldn1nmshaunsiadsinefoiniu



15

2.3.2 Internet Information Server (IIS)
o a { o Q won . .
s uJuTﬂiunim%mcﬁs’ﬂna%'ﬁmqmuuszunﬂgnmmi Windows XP, Windows
2 o ; g
NT, Windows Vista Fslinammunsnlumssesiudldeoniduinnss pws Safhuty
@05 luszuul AU $u Windows 98, Windows ME hmnsssesfudldauld
»

usitied 10 connection Turau@uaduminiu uaz us dsmnseinnanulaeadeldgend

A o a wa A = 1 '
PWS townin PWS Mamuszuudjidmsveunsesneuiiunesdiuynnaninnis
ad ¢ v o o g ad /= 9 o
iFivaed Taoming IS mnzdudavazmsinvesiudMiesidesmsnlaeasy

v 4 o o
l‘i‘.’uﬂU'IQiI\ﬂuﬂ'lilﬂ‘lJiﬂB'IﬂTliJﬁ‘lJ‘US\ﬁ’J‘ﬂi&lﬁ

2.3.3 SQL Server

SQL Server Ao Tilsunsusamsgudoyaviialngdaedide soL uasuszuy
9AN13 b} 1ui’fagav‘fmﬁ 111‘711‘5 (Relational Database Management System :RDBMS) Tﬂtﬂ‘l’f'
inFesdodmuuimaaiuedi Enterprise Manager 4108931918999 Transact — SQL
Tohbidquaszuudants fugmdeyaldhivinin Wann Taou3sm Microsot amnsaienid
NUHIU API ¥50 Command Line m?’f

SQL Server ﬂszﬂanﬁwm?mﬁadnq it

* Sadunuamdwun: nalraSnduuvamdnuadivaeasouniy Sadesamm
Ay vewszu 14ty uazfinnuwdonlumsiouiatuniidmy nalngend 12185 ums
Ysulgaifalse@ninmadu 1ﬁaiaq§nmsv‘inm-uaqa’fagauuuﬁ‘laseﬁ%’nuaz"lﬂﬁ
Taseerdre xmr) 14

L d
o

1 d
o uinsafuyadoyadt:  winmsadrgadeyadildieaunishinuves
a o a < v [ 49 <4
usnnal sULVUnIENBIeNHAIN Il ssanadeya Ty lud ssuviideunsounuwdenly
msliuSmInasanal uagszuviiimsvoednasainm doyayaiansszsossumsthian
vorlogduszuumsonuesnns HATNEIUMIMNUT WAV ZUVOUG 01U M e
Oracle ﬁﬁadzﬁnni’luﬁu
= Y A L) ] t-:'w CY 3’ A o o

® uimsuudeou : quaniauImsudafouiiuatomniu esesfumswana

a 2 a o da o 2 o q ¥ W) ' oo A
tazmsaaAseWNAITUTIMIvowdmasana Sz ligunsadAdourefussuunde
qunsai Tuludldsudeyadudadiqretioiuiaei

® uInITInTzd : quautAdszuananisiinszdeonlarl (online analytical
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= = s = 4 . .
® uImsasieH : quauiddszutanamsiinsizooular (online analytical
v @ a 14 o ' =1
processing -OLAP) $765035ums s iwiyatoyavina Ingndudou ldedresiads Taelé
suuSafudeyanaiviia
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2.3.5 CSS (Cascading Style Sheet)

dugadidadmsviagluuumsuanmaiifioninnldfmuansuaasifonniely
Fume Taosids css pminniSiaSuduquandd HTML ;ﬁa"lﬁmmmﬁﬂ;ﬂxmm’faﬂ:nu
uazeadlszneuduq uudumeldedraiilszAniam axaan saa$ uasianseuild
sonuuy1d

Cascading $awlumsfuneaguauiAuazsaddunnudaesalad e css
vouldfims 1daladldnarszdu Tnsduneaquanidacuiiudug wagnsdifiiany
dandefezBadrduniudiiyvesaladimaniu snvuzmsldnualag css fieg 3 3uuvy
A9 Extemal Style Sheet Hucladoinid .css fign@adiunidliuume, Embedded Style
Sheet (Hunladfifuegludumeies, nine Style ilusids css fignldiful3suuita
HTIML Tudumonileq eefins1faurs 3 aladald Fensahsuiiguuunnaladi 3 o2
eniunweiy udditinnudauds nline Style Sheet azfinaudifygegn sesaunie
Embedded Style Sheet 13z External Style Sheet (1 1081A1)

Style Sheet $avsamafugiliuuveuiioniseg fiseziuauel8ie annailums
Auididauanmwadg maudluitidihoneshuasudy m31e19d css IWafercuise
nrvgugtuy I8Fady led Hagesavan Bandwidi uazaavuiaves Iiam e lums
Tnaaidatu gluuudada css Al munnuauiAvesalndoztsznoudan 2 dau fo
Selector  (iludauFovesnlad uaz Declaration dudanildsmuanaladinzluuy

é QI 1] Qe
oz 15t Faulszneulidrunmen® (property) HagAvoInUauA (value)

.style1 {
Font-family: “Microsoft Sans Serif”
color: #FFFFFF;

font-size: 12px;

U 2.5 uarasgunusde css

05993
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4.1 Data Flow Diagram
dy J J 4 ¥ o d A’: a d v
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4.1.1 UHUMWUTUN (Context Diagram)
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M13°99 4.1 118AQ Process Description U9 Context Diagram
System : IT Helpdesk Support System
DFD number : 0

Process name : IT Helpdesk Support System

Input Data flows : Problem, Problem Status, Assignment Detail , Employee Info, Resolve
Method

Output Data Flows : Assignment Detail, Solution, Technical Skill, Employee Info, Computer

Info, SLA Info, Summary Report

Data Stored Used : -

Description : (T Tilsagagalddmiveinenmsuvesszuy uansdoyai Inath-sen
s 1$nuniouon (Extemal Entity) fuszuumivayuuazdromdommidnled
(IT Helpdesk Support System) °§4ﬂ5 ¥ABUAY External Entity ﬁif:

1.1 Employee Huminaumoluosdnsfudeilym  Tasaunsofamuaaius
voslymuazAuniimsuddymidnnesdanudvesesdns

1.2 Helpdesk u*fmﬁ1ﬁaﬁuauuuaz‘hmnﬁa‘lumsuﬁ"’lim?aﬁmmi]mum‘lu
awseduduiinsudlvilgmonesdaned  sulifmsdududoyadidon  Fuady
5o’ sonduad aomfivanld Tunsdif liennsaufluiomideeszddotiony
14 Technical Support ﬁﬁﬁnyzﬁmmzﬁnﬁuﬂﬂ;m‘lﬁ'

1.3 Technical Support $wrhfimaiinl¥anudremienssa Helpdesk 4/

annsoudilgm1d annsofudeyaddon fvady arfaund verduad monifivanls

1.4 IT Manager fuSmisvoaunun fhugddoamsaginamsduiiuamnnszuy
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M15197 4.2 11TAQ Process Description U89 Diagram Level 0 (Process 1.0)

"Process Description

System : IT Helpdesk Support System
DFD number : 1.0

Process name : Inform Problem

Input Data flows : Problem, Employee ID

Output Data Flows : Problem Detail, Employee Info

Data Stored Used : Problem, Employee

g & 1 ' o [
Description : Yunsulumsudailym Fedlfauszddeameiumadulad Tnsdns nie
a o v o a Y 4 o Y oA
madun TavszuvesivafuswazBeavesilam uasdoyaiforud1dom wu 3o,
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A15191 4.3 1A Process Description 9499 DFD Level 0 (Process 2.0)

Process Description

System : IT Helpdesk Support System
DFD number : 2.0

Process name : Problem Management

Input Data flows : Employee Info, Computer Info, SLA Info, Problem Detail, Problem Status

Output Data Flows : Problem, SLA, Assignment Detail, Staff Skill, Solution Update,

Computer Info, Problem Status

Data Stored Used : Employee, Problem, Skill, Computer, SLA

. . H o o 4 ya p 3 vg

Description : Yunousamsfuilyni & Helpdesk w1iufimswiilgmnndoyadifou
oA ¢ o ¢ a 4 a ¢ 39 9 add Y
iU ¥e wes Insimi swazBeamiosneuiiaunesveedlfim lunsdinastveudeyaves
AlFoudmui hizunsoudlydessdeilgmludadmihfimatia  Snszurumsdes
y

Aane 114l

2.1 Open New Problem msﬁlﬂi]rgm“lmi

2.2 Problem Analysis Helpdesk 15 3nsiztamqueailym

2.3 Transfer Problem msaasiedlymildidimihfimatia nsdin Helpdesk Sinsigt
lymudmuhaues iaunsoudludoym1dgoaues

' [] y
2.4 Show SLA szvusgiimsuaassssznmiidmihiivedeadilymitasodu

mudyyIns THuTM3 (Service Level Agreement: SLA)

A1919N 4.4 1LAAL Process Description Y83 DFD Level 0 (Process 3.0)

Process Description

System : IT Helpdesk Support System
DFD number : 3.0

Process name : Search Solution

Input Data flows : Knowledge, Problem

Output Data Flows : Solution, Problem Data, Solution Data

(Process 3.0 )Data Stored Used : Knowledge, Solution, Problem

E4 []
Description : funoudufuiimsufilymnnesianuiuazgmdoyansudlvigmi

' & { a
AU F9f 10, Helpdesk unzihmihifimatinminsaldanld
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M3 4.5 UARI Process Description Y84 DFD Level 0 (Process 4.0)

Process Description

System : IT Helpdesk Support System
DFD number : 4.0

Process name : Response Knowledge

Input Data flows : Problem Status, Solution Data

Output Data Flows : Resolve Method, Problem Status

Data Stored Used : Knowledge, Solution, Problem, Solution

[4
Description : Tunoulunsilailym lavdivAavevilymesmmsiuiinaung uas
A -3 1 < U
Annuuflvilyn diovhmsudiranzmsdailymitusldnunsu Saszumumsden

} 4
faso1ali

M15197 4.6 Laag Process Description 484 DFD Level 0 (Process 5.0)
System : IT Helpdesk Support System
DFD number : 5.0

Process name : Report

Input Data flows : Problem

Output Data Flows : Summary report

Data Stored Used : Problem

-

¥
o A o o o
Description : Yuapulunsedessau Meaplymilsesiiu Wsssudou sz

4.1.3 Data Flow Diagram Level 1
o o o =<2 o <t
dhuusunmnszuadoyaszduii 1 ueasdenszuaumshaulusiazidoaveq
o a 5 oy 1 A J o °
nszuIumshaunanyimuneenitluTusiaageu (sub process) iitouaniladdunisyieiunin
o d 3 ' ; o o
urunmnssierdeyaszAvi 0 Feannsoutisosludauues Process 1, 2, 4 tas 14§l
4.1.3.1 Data Flow Diagram Level 1 (Process 1.0)
UAAINTTUIUMTIDBYRIUNUNNATSUATOYATEALN 0 RouanTladFunistha
& { ° ] 1 [ ' [ [
03 Process 1.0 Fuifunszuauigldmmimsudeilymdmmistormanieg wu Su'led

y
Tnsfmn uazdwa Tassansastuionseuiumstes |daei
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4 11 A
«——————Employee Info
Vorify User ploy
Employee ID
Employee ID————
ploy \ )
Employee Info
Problem 1 Employee ID———» D1 Employee
Problem 1.2 )
Status ——————Problem Detail————
Employee
Crate New Problem
Status «—ProblemID,_| p, Problem
Problem-——
‘ - _/—Problem Status
Helpdesk ¢—————Problem Status——

i 43 wnunmnszuadeyaszdun 1 Tdswed 1.0)

msnﬁ 4.7 11993 Process Description Y939 DFD Level | (Process 1.1)

Process Description

System : IT Helpdesk Support System
DFD number : 1.1

Process name : Verify User

Input Data flows : Employee ID

Output Data Flows : Employee Info, Employee ID

Data Stored Used : Employee

g 4 ° ' A o
Description : Junsuweuninaoufidauivhnsuddlymdmssuy Fszuusesims

° a U Y 1 A
fuadns lumsdiaussuy UAIUAANIWALIDIATIUAIVEW 11U 1% Fo-urwema

Aumus 1wes Insdny tagd ety
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M319% 4.8 1AAL Process Description 483 DFD Level 1 (Process 1.2)

Process Description

System : IT Helpdesk Support System
DFD number: 1.2

Process name : Record Problem

Input Data flows : Problem

Output Data Flows : Problem Detail

Data Stored Used : Problem

4
Description : SunpumsiiufinswaziBuavesilom ivu Uszanvesilym soasduavos

Jgym e1ms Sunidailgm dwmiuldudeilygmisgsviasen

4.13.2 Data Flow Diagram Level 1 (Process 2.0)

uaAINIzIUMIIosVRWHUNINATEUatoynsALR 0 (NouanladFunsviaiy
03 Process 2.0 Fauthunszurufid et # Helpdesk ymssanssuilgnr Tusuaeums
udlvilgym n?adqdaﬂtyn11ﬁ'f‘1”ms’1'1nﬁﬁmﬂﬁﬂﬁﬁﬁﬂyzﬂﬂnfmmﬂmaﬁuﬂtymﬁﬁuu
us’z’uﬁammﬁzmnsam%‘a“lummf’l'”lmﬂtgm s lddems Wdyanms 1dusns (Service
Level Agreement: SLA) (ludadmuaszoznmlumsiduims Taseansonszuiumsden

t 4

1adatl

2.1

——Problem Detall—p] Helpdesk

Employee t¢—Problem Status——
ploy! ® Open New Problem

Prewl, -, y

——Problem Datall

Problem Detail

2.2

E —Employee Info-»
mployee Problem Analysis
Employ“ 1ID——
-

Problem Detall

—E Y 1
Problem
2.3
Problem
I—sklll Staff——
Transfer Problem
D3 I 8skin
f—Employoo [
Problem Detall
SLA Detall——p 24
I sLA——
8SLA Pr > T I 8 rt
n Show SLA ing
Problem Detall———|
N~

U 4.4 ununmnszuadoyasedui 1 Tulsead 2.0)
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M5NA 4.9 UAAL Process Description 494 DFD Level 1 (Process 2.1)

System : IT Helpdesk Support System
DFD number : 2.1

Process name : Open New Problem

Input Data flows : Problem Detail, Problem Detail

Output Data Flows : Problem Status, Problem Detail, Problem Status

Data Stored Used : Problem

z . ; 3
Description : ¥uapumsiamsiudgymndlyauududunInidws oozt new Tns

Helpdesk vz1iufiflagsiwasBoavesilynmimifiudautun

A137991 4.10 LA Process Description Y83 DFD Level 1 (Process 2.2)

Process Description

System : IT Helpdesk Support System
DFD number : 2.2

Process name : Problem Analysis

Input Data flows : Problem Detail, Employee Info, Computer Info

Output Data Flows : Problem Detail, Employee ID

Data Stored Used : Problem, Computer

z = 3 4 . o
Description : Junoumsinszvilymnifaty wonumamesams fuilam sndoya

v
4

Aldau inSesnouRiunesTitiog Tunsdifl Helpdesk wuiauieslians oufluilguniuld

as

° L 3 9 a da o o '
zmmsmﬂa‘lmﬁmmmwﬂuﬂwnwnyzﬂsanuﬂqmmnan

M15197 4.11 1AL Process Description Y83 DFD Level 1 (Process 2.3)

Process Déescription

System : IT Helpdesk Support System
DFD number : 2.3

Process name : Transfer Problem

Input Data flows : Problem Detail, Skill Staff, Problem Status, Problem
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319N 4.11 (Ae)

Process Descr lptlon

Output Data Flows : Problem Detail, Employee ID, Problem

Data Stored Used : Problem, Skill

4
Description : ndamnmsinnzilymudmuinues immsaudluilynniuld eevia

] ) y
mydade Wihmhimaiiafiiinueaseduilgmdindnn simfuszuueehnsudaraius

ilFauiilegiuaezgndedelusudmirfinula

M5190 4.12 e A3 Process Description 4849 DFD Level 1 (Process 2.4)

Process Description

System : IT Helpdesk Support System
DFD number: 2.4

Process name : Show SLA

Input Data flows : Problem Detail, Problem

Output Data Flows : Problem, SLA, SLA Detail

Data Stored Used : SLA

Description : naaninderevazBuavesilgmidfununainszuvsziinmsasisaey

Ussinnvesilgmidszdunms Wusasniiu udahimsudsSunmsieznsudmualunts

Wuimsuddmihiimaiiadsuinveuiiymeandn

4.1.3.3 Data Flow Diagram Level 1 (Process 4.0)

ll'ﬂ'ﬂ\'iﬂi“l]’lﬂﬂ'liliﬂﬂ‘llﬂ\!lmuﬂ'lWﬂizllfT{l’Bllﬁi"ﬁUﬁ 0 lﬁﬂl!ﬂﬂﬁﬂﬁfﬂﬂ'liﬁ'lﬂﬂ
U Process 4.0 %Qlﬂﬂﬂi“ﬂ?ﬂ"ﬂd‘ﬂ'lﬂ Helpdesk uazt%’mummﬂuﬂ ‘Y]'lﬂ'li‘ﬂﬂﬂ'liﬂ'ﬂﬂiyﬂ'l
lﬂiﬂﬁullﬁﬁ i]“TI'Iﬂ'Ii‘lJﬂTIﬂfT'll"?]Wif)ilﬂU’Jﬁﬂ'lillm'llﬂﬂl"'l m61’11ﬂ15116’\1ﬁﬂ1uuﬂ15§ﬂ1}00

oy TUdef1Fou Tavaunsanszuaumsdes st
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4 4.1 )
Technical —Resolve Method-» —Resolve Method.__| Helpdesk
Record Resolve
Problem Detait
Method Resolve Method:
N\ J
Problem Status
D2 Problem \ D7 Solution
Y
Problem Status
Close Problem Status
Problem Status—
Problem Status. —»
Employee
Resolve Method
r 43 Resolve Method
Acknowledge Problem Pwoblem Status
i ¢———————Resolve Method

3 4.5 wrunmnszuadoyaseAun 1 (Tusiad 4.0)

M5199 4.13 uaaq Process Description Y93 DFD Level 1 (Process 4.1)

System : IT Helpdesk Support System

DFD number :

4.1

Process name : Record Resolve Method

Input Data flows : Resolve Method, Problem Detail

Output Data Flows : Resolve Method, Problem Status

Data Stored Used : Problem, Solution

Description : Helpdesk unzi§mihfimailnesshims thuiincing uagiimsudilym aslu

A d o a4 0
TZUUNBLAVUUNANMTNINU
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A13199 4.14 11EAQ Process Description 993 DFD Level 1 (Process 4.2)

System : IT Helpdesk Support System
DFD number : 4.2

Process name : Close Problem Status

Input Data flows : Resolve Method, Problem Status

Output Data Flows : Résolve Method, Problem Status

Data Stored Used : Problem

Description : Helpdesk tazi§mihiimaiinsshfudysaamemsud loilamidhiilgm

» » y
14511 ilosnndlynninldudlviaSofuuda

M13199 4.15 1AAQ Process Description Y93 DFD Level 1 (Process 4.3)

Process Description

System : IT Helpdesk Support System
DFD number : 4.3

Process name : Acknowledge

Input Data flows : Resolve Method, Problem Status

Output Data Flows : Resolve Method, Problem Status, Problem

Data Stored Used : Problem, Solution

Description : Helpdesk unzifmifimaiinszyiimssmlaranizvesilym Tavhins

» y
udsflFomindynninlAgoufluedsduuds Sevorlfuilysens uilogtuilamidiu

anmziignilaliuda

4.1.3.4 Data Flow Diagram Level 1 (Process 5.0)

UaRaNsTUIUMstsve NN AT ZUadeyasERUfl 0 ieunniladFumsam
v09 Process 5.0 e“mri‘lunsz‘u:mtmniw\nuNafnmﬁ"'i]tg,m uazmsUfiaen Wdudusns
s lfifudoyalumsTingzwld sauta Helpdesk Soenmnsafungsvaudandialumng
wihee e llmivmumsauldsndas Taoamsonszuaumsdorldded
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5.1
Report __p —
D8 P ata Summary. Data Analyst
Summary Report
5.2
ITM™ ary Report: mmary Report- Helpdesk
anager [4—Summary Rep Print Report ——Su ry Report—p P

i 46 ununmnszuadoyasedui 1 (Tusaedi 5.0)

M1509%1 4.16 11AA Process Description U84 DFD Level 1 (Process 5.1)

Procéss Description

System : IT Helpdesk Support System
DFD number : 5.1

Process name : Data Analyst

Input Data flows : Data Summary

Output Data Flows : Summary Report

Data Stored Used : Report

B ] 4
Description : sz‘utuvhmssmsm‘ﬁ'agaﬁﬁni‘luﬁm%"un1sv‘i1s1ua1umngm(’u’agaﬁmnﬂ

‘lﬁ’llfi User, Problem, Staff, Solution, Problem, Knowledge, Computer, SLA

M3191 4.17 UaA3 Process Description Y99 DFD Level 1 (Process 5.2)

Process Description

System : IT Helpdesk Support System
DFD number : 5.2

Process name : Print Report

Input Data flows : Summary Report

Output Data Flows : Summary Report

Data Stored Used : Report

Description : 32UUMINSUAAINGS WNUANANNABINTVBIFUTMS UasudAHan Y

a o

NEN Helpdesk 145u9n52 01
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DUNAINDUTAIANUAUNUSISHNUDUNA ﬂ\illﬁﬂﬂﬂiﬂﬂ 5.1

1 4
TavliswazBoavououna aaeil

L.

® NN AW

} 4
Employee fio wilnamimuanislussdng
staff i i luumunesaume 18ud Helpdesk uag mdhiimaiin
ey A o 9 9 o

skill fin vinseanwuinmannsaveadmhiluumunssaume

i = ﬁl
Login fio AfiAn3 lumsdhidaussuy

' & & o o a
Group fie nquvesdlFagszdiuddmuadnilumsitiiaszuy
Method e ¥oan1iflFauuds i sy, Tnsdnst wiedwa
Problem fie YoyaswazBuavosilaymiiny

Problemstatus Aip o 1uzilogiuvesilym

9. Problemtype fie Uszianvesilym

10.Solution f18 A unguazds lumsudilym

11.SLA fip Aulsiudhuinasguldimuassoznalums WuSamsfinngey

AW = 4 a I va @ y
12.Computer fio ‘U'E)gﬁﬂUﬁzlﬂUﬂﬂBQlﬂiﬂQﬂﬂNW’)lﬁﬂ51’1&1‘5&1“?158‘1]?156@6{{

13.Knowledge fio unassusinesinmg

14.Knowledgecat i Uszinnvosessnnud



skill_name
skill_description

PK | know _id
know_title
know_detail
know_date
know_writer
cat_id

)

FK

-k

PK |cat {d

cat_name
cat_description

emp_fname
emp_Iname
emp_Id Lt emp_extend
| emp_mobile
staff_description emp_email
FK | skill_id emp_position

sol_title
sol_detail
sol_date
prob_id

FK
PK |SLA |d
SLA_name
SLA_dus
SLA_description

PK

emp_department
emp_address
emp_ssid
usemame
password
=
-

:

]

prob_Id

FK1

probtype_id
prob_title
prob_detail
prob_requester
prob_datestart
prob_datestop
probstatus_id
method_id
prob_supporter

probtype id

40

probstatus id

probstatus_name
probstatus_description

PK

FK

probtype_name
probtype_description
SLA_id

method_name
method_description

i 5.1 uuudesniudiniuissnhaeuid (ER-Diagram)

5.1.2 woumnsuteyan

1 4
MwazduavemazipURv UL dsaeTuwddensuynsudeyadsil

[

1317 5.1 Wounynsudoyan1319 Employee

o

emp_id sHaminau Char Computer,
Problem
2 | emp_fname Fowinam VarChar 20
3 | emp_Iname WINANANUNIU VarChar 40
4 | emp_extend o3 Insdns Char 4
mulu
5 | emp_mobile Tnsfwviiledoe Char 10




15197 5.1 (AiD)

davesminau

41

emp_email Char
7 | emp_position | AIUMU4 VarChar 40
8 |emp_ HUAHUN VarChar 20
department
9 | emp_address f 1111111'\1‘7‘;1?'11111 VarChar 40
U3t
10 | emp_ssid N vLng VarChar 12
Uszavu
10 | Username %ﬂﬁﬂﬂm‘i’f’ﬂu Char 8
EA TN 1]
11 | Password I Char 8

emp_id

M3 5.2 wanynsudoyamste Staff

{

siaminau

Char 6 (PK, | Employee
FK)
2 | staff_description | fio5uIwWMinaIu VarChar 30
3 | skill_id RNz MinIY Char 5 | FK) | skill

M3197 5.3 wowynsudeyanisis skil

i

1| skill_id sHavinyzwinay Char 5 | (PK) | staff
laus anfauny
L4 o A [
sendIag, inTevw
L4 d.
uag NNYTOUY
2| emp_id svawminau Char 6 (FK) | Employee
3| skill_name Fonnugminay Char 10
4 | skill_description | filefu1uvinue VarChar 30
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prob_id Sﬁﬁﬂiym

probtype_id sHmlszinnvos VarChar 20 | (FK) | Problem
Tgynn Type

probtype_titile ﬁaéawmﬂiym VarChar 40

prob_requester iﬁ'ﬂ’ﬁ?ﬂwﬂiﬁ Char 6 (FK) | Employee
udilgym

prob_datestart ’?uﬁui’)'\!ﬂiyﬂ“l Datetime

prob_datestop ’3'u71'llf‘l’"l'l.lﬂthl‘m Datetime

probstatus_id SHOTDIULYDY Char 6 (FK) | Problemstatus
fgm

Method_id RTINS Char 5 | (FK) | Method
uailyma

Prob_supporter | sHawiinauyeg Char 6 (FK) | Employee
AsvAnreuilam

Ty 18un new,

open, process, finish

problem

problstatus_ o muz'umﬂtym Char 10
name

problstatus _ LA TG NPT VarChar 30
description ﬂiyﬂ1
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1 | probtype_id sHanquyesilym Char 5 | (PK) | problem
1Aun ensaung
o S A 1
¥oNALIT InToU
A
Hazduq
2 | Probtype_name | Fonguvesiloym Char 10
3 | Probtype MefuisanIusveq VarChar 30
_description ﬂiyﬂ1
4| SLA_id savesdyyIms Char 3 | (FK)| SLA
MMusms

sud9Y0m1513 Computer

sHaAseq
nouRuAey

2 | Employee_id sHawinau Char 6 (PK, | Employee

FK)

3 | com_brand Fotrte Char 10

4 | com_serial nuuavgnsel Char 10

5| com_model iu'uauﬂ?m VarChar 20
AouNIADY

6 | com_ram VUINVDY Char 10
MUWANNS WS Y

7 | com_cpu 5WazPuAvDI CPU VarChar 30

8 | com_hdd A71UYV03 harddisk Char 10

9 | com_expire namssudseiu Datetime
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