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ABSTRACT

At present, MFEC is a professional IT services provider who has been providing on-site
services and consultants to many customers in Thailand. The on-site services are mainly system
operations to maintain many hardware servers with a variety of operation system platforms. Each
platform needs specialists’ knowledge for troubleshooting. However, the difficulty of operations
occurs when The specialists resign from organization. In order to solve this problem, the incident
knowledge management system is designed by using knowledge management process and is
developed by using Cmap Tool, which is a professional knowledge management tool. The
developed system can manage and categorize knowledge in each platform. This increases

troubleshooting performance and is useful to firms for operating on a variety of system platforms.
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25/10/2013[P750 User lock |unsuccessful login Server-AlX Management
29/10/2013(P740 Found LED Alarm (Waming) on IBM Power 740 Express Error Code BA188000 Server-AlX M t
31/10/2013|P750 [User lock Junsuccessful login Server-AlX M
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02/09/2013

Hitachi Storage VSP |

s By A
Found LED Alarm (Waming) on Hitachi Storage VSP s/n 54360

Disk failed

22

Storage & SAN Team

05/09/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 54360

Disk failed

Storage & SAN Team

06/09/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534

Storage & SAN Team

0770972013

10/09/2013
10/09/2013

1

16/09/2013
18/09/2013

Hitachi Storage VSP
Hitachi Storage VSP
itachi P
Hitachi Storage VSP
Hitachi VSP
Hitachi Storage VSP

it /1
Found LED Alarm (Warning) on Hitachi Storage VSP s/n 54360
Found arm i n Hitachi Storage VSP s/n 54360

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534
Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 63534 [Disk failed |
Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534 [Disk failed |

Disk failed

Disk failed

Disk failed
Disk fail

|Storage & SAN Team
Storage & SAN Team
Disk failed |Storage & SAN Team

Stor. Team

Storage & SAN Team
Storage & SAN Team

19/09/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534

Disk failed

Storage & SAN Team

25/09/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534

Disk failed

Storage & SAN Team

07/10/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 53534

Disk failed

Storage & SAN Team

09/10/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 54360

Disk failed

Storage & SAN Team

16/10/2013

Hitachi Storage VSP

Found LED Alarm (Warning) on Hitachi Storage VSP s/n 54360

Disk failed

Storage & SAN Team

23/10/2013

Hitachi Storage VSP

Found LED Alarm (Wamning) on Hitachi Storage VSP s/n 53534

Disk failed

Storage & SAN Team
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ﬂ]‘iNﬁ 34 %’egaﬂmmwmuwamﬂmn Middleware

,‘ﬁﬁﬁ: ‘., ; Sy ;

WM‘_,P ______ i sl e :
01/09/2013  |Weblogic  |Request Unlock user User au password Weblogc Console uax‘lunmmﬂduu @ssword Middleware Managemem
03/09/2013  |Weblogic . |Weblogic alert Can't Stop/Start app senices Middleware Management
07/09/2013 _|Weblogic  |Request Unlock user |User & password Weblogic Console siasnsuldeu password Middleware Management
12/09/2013  [Weblogic  |Weblogic alert JOBC login denied vint Weblogic 1w Database "ile Middleware Management
25/09/2013  |Weblogic  |Weblogic alert Semvice App not running uiyan Server Windows Restart Middleware Management
29/09/2013  |Weblogic  [Request Unlock user [User & p rd Weblogic Console siasmsuidun password Middleware Management
07/10/2013  |Weblogic  |Weblogic alert Can't Stop/Start app senvices Middleware Management
08/10/2013  |Weblogic  |Weblogic alert Can't Stop/Stant app senvices Middleware Management
11/10/2013 _ |Weblogic _(Weblogic alert Can't Stop/Start app senvices Middleware Management
26/10/2013  |Weblogic - [Request Unlock user |User & password Weblogic Console waythisiaensulauu password |Middleware Management

4 . ° Y & & [ a 9 . . . &
uwaan o3y Middleware WNHHINNYINUGLUALNYINY Application web logic 9lu

A @ 2 A a a 1 ¥
3282107 IADUNUBITUDIADUATINY W.7.2556 uﬂngmmmm 10 f39

mswn 3. 5 ‘UfJJJﬁﬂﬂJWT‘U?NLLWﬁWN’OiN Solaris

02/09/2013 SUN_M5000 Server Solans has Problem Swap is out of space Server-Solaris Manag

07/09/2013[SUN_M5000 [Server Solaris has Problem |Guest is running but cannot be accessed Server-Solaris Management
09/09/2013[SUN_M5000 |Server Solaris has Problem [Swap is out of space Server-Solaris Management
10/09/2013[SUN_M5000 |Server Solaris has Problem |PORTSEAIAPP01 can't ping or down Server-Solaris Manag

21/09/2013|SUN_M5000 |Server Solaris has Problem |Server (virtual) unexpected reboot Server-Solaris Management
01/10/2013|SUN_M5000 [Server Solaris has Problem |Server is unable to ping or down (False) Server-Solaris Management
05/10/2013|SUN_M5000 |Server Solaris has Problem [Swap is out of space Server-Solaris Management
05/10/2013|SUN_M5000 [Server Solaris has Problem |Unable to force t filesyst Server-Solaris Management
11/10/2013|SUN_M5000 |Server Solaris has Problem |Unable to force unmount filesystem Server-Solaris Management
24/10/2013[SUN_M5000 [Server Solaris has Problem [1@3as shgcwncmbweb01 and shqcwncmbweb02 hiaunsoltiowle |Server-Solaris Management
25/10/2013[SUN_M5000 |Server Solaris has Problem |Swap is out of space Server-Solaris Management
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b 3 Ae 1 P lpeoss TRty FLLG LY 2 5 i W
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01/09/2013|Oracle Oracle Problem Trade Finance project cannot query data(HANG) on database TFFDBUIS _|Database Management
03/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Manag
04/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Management
05/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Management
06/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Manag
07/09/2013|Oracle Oracle Problem Share memory error & Database Hang Database Management
07/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Management
16/09/2013|Oracle Oracle Problem Error connect G3T2 instance cannot connect to Database Database Management
17/09/2013(Oracle Oracle Problem RAROC database error on SIT Database Management
18/09/2013[Oracle Oracle Problem Found Oracle Database process down Database Management
21/09/2013|Oracle OQracle Problem Found Oracle Database process down Database Management
26/09/2013|Oracle Oracle Problem Found Oracle Database process down Database Management
30/09/2013|Oracle OQracle Problem Error connect G3T2 instance cannot connect to Database Database Management
09/10/2013|Oracle Qracle Problem Found Oracle Database process down Database Management
11/10/2013[Oracle Oracle Problem Found Oracle Database process down Database Management
15/10/2013|Oracle Oracle Problem Found Oracle Database process down Database Management
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M319n 3.7 Joyalyvirvesunanoiy Windows

I & N
IBM X3650 | Server Windows has Problem [Export IIS Certificate "l Private Key
02/09/2013|IBM X3650__ |Server Windows has Problem [Export IS Certificate il Private Key
03/09/2013|IBM X3650  |Server Windows has Problem |Website viudadné TNigunsaGuniiem ASP NET 1

Server-Windows Managen;ent
Server-Windows Management
Server-Windows Management

05/09/2013|IBM X3650 | Server Windows has Problem [Start Workstation service Waiél Sepver-Windows Management
08/09/2013|IBM X3650 _|Server Windows has Problem [Expor [IS Certificate 131 Private Key Server-Windows Management
09/09/2013[IBM X3650 _ [Server Windows has Problem |Export IS Certificate "hifl Private Key Server-Windows Management
21/09/2013|IBM X3650 _|Server Windows has Problem |Export IS Cenificate sl Private Key Server-Windows Management
28/09/2013/IBM X3650 | Server Windows has Problem |Stat Workstation service Wile Server-Windows Management
10/10/2013[IBM X3650 | Server Windows has Problem [Start IS server Liiel Server-Windows Management

Server Windows has Problem |Remote intgors Senver i'lel viniisaun server Womuleiund |Server-Windows Management
Server Windows has Problem [Start Workstation service “uilel Server-Windows Management
Server Windows has Problem |Start Workstation service “ui'lel Server-Windows Management

13/10/2013{IBM X3650
23/10/2013|1BM X3650
25/10/2013|1BM X3650
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M15139h 3.8 Yoyatlyrivesnaanesy Tool&Backup

-

Backup & Tooié tearﬁ

S

iy
password node expire

01/09/2013|TSM

02/09/2013|TSM

Backup schedule failed

data out of storage space

Backup & Tools team

04/09/2013|TSM

Backup schedule failed

password node expire

Backup & Tools team

07/09/2013|TSM

Backup schedule failed

service tsm down

Backup & Tools team

08/09/2013|TSM Backup schedule failed path missing Backup & Tools team
13/09/2013|TSM Backup schedule failed password node expire Backup & Tools team
15/09/2013|TSM Backup schedule failed path missing Backup & Tools team

25/09/2013|TSM

Backup schedule failed

password node expire

Backup & Tools team

10/10/2013[TSM

Backup schedule failed

service tsm down

Backup & Tools team

20/10/2013|TSM

Backup schedule failed

path missing

Backup & Tools team

22/10/2013|TSM

Backup schedule failed

v
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3.1.6 ANHUATDINDBUUNT (Cmap Tool)
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e
=De

s2uuU AN “Windows xp / 2000/ 2003 / vista /7 /87
“Mac OS X version 10.4 or higher ”
“Linux ”
“Solaris ”

gﬂsmmauﬂ?mﬁa Cmap Tool

i.ﬂ'" 'l WS 0w T |”¢"

File Edt Tools Window

Help

™ B My Cmaps

E——
Cmaps in

My Computer Rg

Shared Cmaps
in Places

Favorites

History

[[]icons only fill Delete
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New Folder. .. Ctrl+Shift+N

New Discussion Thread, .,

New Soup,,.

Open Enter
 Close Ctrl+Ww

Add Resources...

Add Web Address...

Export Folder as Web Page...

Import ‘ 4
Print View...

e, R
o g , ”‘”"‘f,&,‘jﬂﬁ' Delete

31.]‘?\ 3.7 Milemsaia Concept Map
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31]ﬁ 3.8 ANHMUZUDY Concept Map

M M ( 1
31 3.8 13w Concept Map 1181191902103 lunsud lvilgywivesqinsaiiquald

Y

gnM9nIrans Taonsdunivel



26

Views - CmapTools - O R

@ &

File Edit  View Window Help *

DB B | o m [ f Tewn | sen | commen |

[/} kcons crly
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ﬁi‘N‘] ﬁﬁ'ﬁf’l’ qmﬂﬁ"lﬂazuﬂsu (Use Case Diagram) qﬁlﬂﬂaﬁﬂ?ﬂ‘l‘é’u (Use Case Description)

I aac 5 = 5
UONHIA 1ADLIUNTY (Activity Diagram)

3.1.8 gaunalnezunsy (Use Case Diagram)
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3.Update Knowledge (Uudiuiildlunisdsulyedtnmsudludymufaiuves

FY 1

- e X
gunsalfiqualignd wu USudyeduneumsudludgmildazainiu dudu

g

3.1.9 i]ﬂ’s\x!ﬁﬂﬂgmﬂﬁ (Use Case Description)
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M13197 3.9 51aam§aﬂqmﬂﬁ Create Knowledge

Use Case Name Create Knowledge

Scenario a7 lumsud ludamainlssaumsal

Triggering Event -

Brief Description Gumsatreanudilfimzinmsudlulynwesgilnsaifiqualy
gndnnanuifieglusayananeiondisidamnduglnsel

Actors: N3

Related Use Case -

Stakeholders Srans, mssamsarudilFlumsudlulymvesglnsaifiguald
gt laeldinSosile Cmap Tool

Precondition -

Post conditions LiufindeyaTimsudlulyninnglnseifigualignd
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Flow of Events Actor System
1505 udae uwaaresy 711 | 2.A30sile Cmap Tool M3
dszaumsaihmsatenand | Sufinanudilduuzihms
FuuzihmsudluTamaes ufluamvesgunsaifiguald
gUnssifiqualignd 9nd

Exceptions -

M15197 3.10 571002108AYAIAT Search Knowledge

Use Case Name

Search Knowledge

[ ¢ o

9 ] 4
Qumanuialuuzihmsudluymvesgdnsaliiqualignd

Scenario 3 A
Triggering Event -
3 : 5 p
Brief Description Fumstumanudilduusihmandlafyrvesqunsaifiguald
v &y y X
anmii Idvnmsadistiumn
Actors: NI
Related Use Case =
a [ 4 7
Stakeholders Stans, masanisanudiidlumsud ludymvesglnssinguald
gniTneldinsesilo Cmap Tool
Y Ao ¢ ¥ Y 4 A
Precondition 1 deeiiaEmsud lulyvussginsaiiiqualigndeglumsesiie

3’; 11 9 9
HUBYNDUN UMD

Post conditions

' 3
1159450 Cmap Tool 9ziiaAd Tomsud lutlgymyuan

Flow of Events

Actor System
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M99 3.11 510nz1BeagaIA Update Knowledge

Use Case Name

Update Knowledge

Y 9

Scenario USudgsanufilfuushmsud lulgymvesglnssifigualign
Triggering Event -
= o { o o i
Brief Description flumsilSudyennudalfuugihmsudludymiugilnseligua
Y Y Sldg 1 a
TigndldaunIupn
Actors: WINT
Related Use Case -
a @ {q o
Stakeholders Jeans, masamsanuiildlumsud lvilymvesgilnsainguald
gnflaoldinIosile Cmap Tool
e Y das
Precondition

w o v ¥ A a 2
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Post conditions

9

w ol
1Liufindeyadsmsud lvdgminnglnsalngualdgnm

Y

Flow of Events

Actor System

Y o

Lyhmsdumanuinlduugi | 21859988 Cmap Tool ¥11M13

9

¥ Aa Y
ﬂuﬁ'l‘ljfgﬂ'm?ﬁ’lﬂiﬁﬂﬂﬂﬁ

3 Q & ya
4.531J'1J7|']ﬂ']5‘1]1«!7]ﬂﬂ'3'11|37|1‘15

J
msud lvdgymivesgilnsalf

2

9 by
qualagnm
3. /hmsdsualgesanuinld wuzrhmsud Tulynives

9 @ v
uugrhmaud lvilynives gilnsaifiqualignm

7l y__ 9
gilnsaingualvignm

Exceptions




31

3.1.10 u8nNIA IAOLUATH (Activity Diagram)
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POWERY7 information

BA090007

BA090007

Explanation

An attempt to read the boot disk failed because of a reserve condition.

Problem determination

® [dentify and remove any active RESERVES on the fibre channel storage server.
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