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ABSTRACT

Incident management system is the system use to assist and manage any incident
that occur in the project or within organization. Moreover, Incident management system
also notify the problem details to troubleshooter and rectify the problem, respectively.
This research has developed incident management system by using Request Tracker and
Request Tracker for Incident Respond software which can notify and inform the problem.
These can reduce the expenses within oreanization. According to the research, Request
Tracker (RT) and Request Tracker for Incident Respond (RTTR) have ability to notify the
problem and inform to troubleshooter. Furthermore, the software can be able to collect

problem details,
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html itemscope itemtype="http://schema.org/WebPage” lang="th"
» <head>..</head>
¥ <body class="hp vasq" id="gsr" style
» <styler.</style
> <style data-jiis="cc" id="gstyle">.</style
P istyler.</style>
vediv class="ctr-p" id="viewport
div id="doc-info"></div

b <div id="cst">.</div>
style @media only screen and (max-width:58@px){#gb div{display:none}}«/style
b <div class="jhp" id="searchform">.</div

div class="sfbgx"></div

div id="gac_scont"></div
» <dialog class="spch-dlg" id-"spch-dlg">.</dialog

div jscontroller="fEVMic" style="display:none” data-u="@" jsdata="Cdmkuf;;Cj1I11" jsaction=

"rcuQbb:npT2md" > < /div
¥ <div class="content” id-"main"

¥ <span class="ctr-p” id="body

¥ (center
b <div style="height:233px;margin-top:89px" id-"1lga"»..</div

tyle="height:118px"></div
P <div id="prm-pt" style="margin-top:l2px”’..</div

/center
/span
P <div class="ctr-p" id="footer”».</div
» «div id="Footc"r.</div
<divadd="1b"></div

fdiv

b <script nonce="8z/EWweYX2WNHDUKPE4QBQ=="">c/scripts
div class="gb 9a"> {Jdiv

P cstyler.c/style

P <script nonce="8z/EWweYX2INHDUKP64QBQ==" > o/ sCript

/div

textarea class="c51" name="csi” <tyle-"displayinone” ¢/téxtarear
» cscript nance="8z/EWweYX2NNHDUKP64QBQ=="> .« fscripts

scripts sFE="/x );i;kj s/k=xis.s.th. ;mﬂgpgu; W, ngxst Fkg7bd, HcFEGD , Tviiie ,MCBmt £ ,OF 7...
ABQAgavABetkkBIkCO/rt=d/d=1/dg=2/r5=ACTI00ERS15F 2gimtF RL3GFIVEIZFS6A" »¢/sCript
{script sre="/xjs/ /i8/k=X]s.5, L { \8QAgavABETKKBIkCQ L
wiz,#a,abd, async,dvl, foot, ipv6, ,L m,mu,5f,sonic, SL.L?.LL FEVMicIxjs=sl® async
gapi_processed="true"></script>
¢/ body
/html

sUil 2.6 Code HTML %89 www.gooele.com

2.8 A9 Perl

1191 Perl 69119I0AT7 Practical Extraction and Report Language Qﬂﬁ’mmﬁu‘lmamu
ua33 2098 (Larry Wall) 1u¥ 1996 tieldanuiussuoufonag Unix faluvagidunsiamiuey
WALATUUUTZUY Unix LﬂuﬁmﬁﬁjamﬂLLazﬁaaﬁmmimmL*ﬁ'ﬂﬂ‘lumwﬂmLmiwmamm
wsdluragiunwilsunsuwiazawasienluadedetademilslnsanty nsazvinau
oonndnaumilazdeddlusunsuwnunnamnidflumaesiy sgnaty luduvesnsvinusulng
fosldnwn awk 3o grep uavuilulwdnasniu ded {Wudu

- P Y ) o o "y a v 4 o
A Perl gnasnsfiusniiveviraunndiuaioanysallusdueddaedludenldnvausa
P v v al i 3 14 v s I 1
laginw Perl lisausauiendefvosniwinie  luvasduidinnlimedu sgraduaiu

o

grep/awk, sh, sed wag C virlwnisasisusundinduuussuudfiinis Unix idululaadnadl

a a c‘l’ o w P v ]
Use@nSnmuntu uagiidfgnie Perl gneenuuusiiveluldaiudng

v}
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Tuthagtiunim Perl annsnldautuszuuufiRnisivarnuanglaidnazidu Unix, Linux,
MVS, VMS, 05/2, Amiga waz Windows uenaniigeauaninsefid dyuesniw Perl fianunse
aulivaredg Wumglifiniw Perl gnianléidsuldsunsuuudumesidnussianda g
1 \3U E-Commerce

my $DefaultValue = $self->TicketObj->id;

my $CFName = ‘Case Number';

my( $st, $msg ) = $self->TicketObj->AddCustomFieldValue(
Value => "Incident[$DefaultValue]”,
RecordTransaction => 1 );

return 1;|

3'1)171' 2.7 $noti Perl script

il
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~ Basics

Incident: ﬁ

B o

(Id of an Incident to link a new ticket to. Optional.)

Queue: Reports

Status: ‘new B

d

Owner: | root (Thanakomn Jumpa) ¥ |

SLA: |standard Process 5 days 8:00-17:00 v |

Requestor Types: |(no value)
Case Number: I__ o

Report Types: | fuguinio

~ Case Information

»

il

How Reported: Uﬁ;@gfﬂ

Sales Name: ‘ (nb va_lue; — --_-._____'_
Priority: @:_}| Y= T = (J-1%
Gategory: |(no vaiue) 7|
SulyCptegann [ge*ect an Bp{.on' 2y / AL \ <N
Mini Sub Category: [(;-;;;'u;)- ey GR YV AR\(GRY A "',E
Serial Number: i | B\ W /B v W s 11

Part Number: [

U 3.6 19au18uav0q Ticket Tuszuy RTRRTIR duil 1
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B ~ Description Information

SO No.: iSO
soooe

Project Name: |

End User Name: r o -

Customer name: [ o [ - . ‘

Customer Phone T T e e e A ¥
Number: | - - \

Btk el RN e TR N = ‘

Location: |
Fill in one text area

Province: | —)—— =\ —

Edit details:

=
|
|
|

U7l 3.7 s1eaziBuaues Ticket Tussuy RTRRTIR d@wdi 2

v
3.4.4 MsuduFauTaNaR UG

nhde 3.3.3 matmundiuiiszuual RT wag RTIR dandannsalunsddiuaiieunds
- A A v . R, o q ¥ @ ' g " W v =
oudlefinmsasne Ticket Tudoguds virlvinmsandutajadulunisaing Template v838um
i v vy v oA @ = o w
lglunsudalvigudsmazmedhgimnimsu el Template 793U 3.8 uaggui 3.9 aud1du

1BuuU AAtanNA

wavandmiunsArasuiE v aauiaia tlawsnlngwimiliou Sukeidiivd wiiamusnudumitiasmsudladgm

Sudaunoasamae Repor{99]

seandossasdgmianduiag

A number of steps need 1o be taken in order to avert a costly predicament in the coming decades. Firstly all existing supplies of helium ought 1o be consarved and released only by permit. with medical uses receiving precedence over other commercial or

1screational demands Sacandly. conservation shauld be obigalory and enforced by a regulatory agency Al the moment some users. such as hospials 1end fo recycla diigently while athers such as NASA. squander massiva amounts of hefium Lastly research
into ahernatives 1o hellum must begin in eamnest

Angayaiiedandasiu winsasn s domoiiia
redasataessidndaiuiisgararaty souaatanlfiuduaninrnytnu aauide

BAY S

COMPUTING

)

U7 3.8 Template TunisudslyignAmiegudamamsiu
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- - o al - > >, o
Gourimunimdas sauda Case Timsueail
usnilaad ;. Investigation[103)

suandoauasdaviiandiudouium

End User . James
Project name : RT&RTIR
SO No 1 509999

Customer name : Doraemon
Customer phone : 88-8888-8888

Email : 58010537@kmitl ac.th

Location : Nobita's home

Province : fia

Owner case - root

Ticket - https./irtir baycoms local.com/Ticket/Display. htmi?id=103
siwanduauaalom

"ee

On 2018-11-09 13:15:25, root wrote:

A number of steps need to be taken in order to avert a costly predicament

in the coming decades. Firstly, all existing supplies of helium ought to be
conserved and released only by permit, with medical uses receiving
precedence over other commercial or recreational demands. Secondly.
conservation should be obligatory and enforced by a regulatory agency. At
the moment some users, such as hospitals, tend to recycle diligently while
others, such as NASA, squander massive amounts of helium. Lastly, research
into alternatives to helium must begin in eamest.

<l vouoa
3UN 3.9 Template w3apeIAINT

Tgymanulunmsiamundnuiisntudimnisfdoygasin Custom Field Tuusiay Ticket 17
o = P = av v Y v AV o w | Y
Walduandluduaialiinsiniu Template vosdwantaeonuuuld deldedninuirsdiunlyl
anunsapwnandld Jedinsaouaiuiin Support Wagusudgeunty Template ielviganseiu

AIUABINISVOINIL Support

3.5 NAFAUNIT IHNUVBITLUY

Fitelanaaeunisldeveslusunsuynasiiiaunluniasdunouiaia men1svnaouns
Tgawmeines uarliwdnaunuinutieneaoy wasUiulsuiudnludiueig 9 mniudai

= a o ! L @ P 4 o v <
Tgazideauuieig q iuiulswdle wasiaurszuuielvassiuanusioanisiseylily
Wi 3.2.2 lnansnegavasiunismaaaunisaing Ticket Tu Queue i1 9 Wielaanrdnaiy

adumaiheimuiieanuuuld dgun 3.10-3.12
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Incident Report #99: BAY Cas

SLA
Incigent

Ti Worked
Regquestor Types
Case Number
Report Types

Report 1

Stangaed Process § days 8 0017 00
101 BAY Case: Report 1 open

How Reported
Sales Mame
Prioey
Categery

Sub Category
" Sub Category
602l Number
Part Number

Description infs

30 Mo
Progect Name
Era User Name
Customer name
Customer Prone
Wumber

Emaa
Location
Province

£ denaits

P

11
AETETETATATE

SO

RTAATR

sames

Doraemon
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58010337 @lemin ac
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rla

G inciterss

Sl BAY
Py o

cpar
WA Siemderd Pracess § days 8 0001700
et o) [

armaan Rews

Case Rwpart |

Time oo ket 0

Hoquents Tries gl
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e Wurmber, incidard 131
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e
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O
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20181108 13 11T
2018-10913152%

Dot 20181108 1329 17 [t 10 7 cays om now
Upcated: 2018-11.20 2002 59 By ot
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- AEAN @aTalaC M
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AGOCre3ted when 30060 2% 3w MIChe!

e T ache Tobets A Taket
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