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ABSTRACT 
This research was conducted in order to develop a Service Desk 

Management System (SDMS) for the Faculty of Engineering, Mahidol University as a 
tool for enhancing the communication in the organization and to solve problems by 
gathering all requests, comments, and suggestions that arise from faculty members 
into a database system. The results of each question that may be useful for others can 
then be stored to the knowledge base support center. This application can provide 
prompt, knowledgeable support services over the Faculty of Engineering’s intranet.  

The SDMS was developed based on the web-based technology, relational 
database model. This application allows users to store and quickly access the target 
solution and the knowledge-based segmentation techniques for the SDMS. 

The SDMS contains 6 major windows which allow the administrator to 
post news, handle requests, as well as summarize the top most frequently asked 
questions in both tabulated and graphic form. The SDMS can collect all the sources 
from system input, then process the output from Tacit Knowledge to Explicit 
Knowledge, and distribute it to the people in the Faculty of Engineering for self 
service via intranet. The users can find information about related problems by using 
both a keyword search and/or a category refining search if the related question and 
answer have been stored in the knowledge database. The system also allows all users 
to keep track of each request or view reports of service requests for management to 
improve the organizational communication system. 
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บทคัดยอ 

การวิจัยนี้มีจุดมุงหมายเพื่อวิเคราะห ออกแบบ และพัฒนาระบบการบริการและติดตาม
ขอมูลของคณะวิศวกรรมศาสตร มหาวิทยาลัยมหิดล ในการแกไขปญหาการจัดเก็บขอมูลการ
ใหบริการตาง ๆ เชน การรองเรียน, การรองขอบริการ, การรองขอขอเสนอแนะ และคําถามของบุ
คลาการจากทุกภาคสวนในคณะวิศวกรรมศาสตรใหอยูในรูปแบบของฐานขอมูลเชิงสัมพันธ โดย
ผลลัพธของขอมูลนั้นเพื่อประโยชนในการจัดเก็บเปนองคความรูหรือศูนยกลางการบริการขอมูล ซ่ึง
ระบบจะใหบริการผานเครือขายอินทราเน็ตของคณะวิศวกรรมศาสตร 

ระบบไดถูกพัฒนาดวยเทคโนโลยี web-based โดยทํางานรวมกับฐานขอมูลเชิง
สัมพันธ ซ่ึงระบบสามารถเขาถึงขอมูลท่ีผูใชบริการตองการโดยตรงไดอยางรวดเร็วดวยการจัดกลุม
ของการบริการตาง ๆ  

ระบบประกอบไปดวยสวนหลักหลายสวนดวยกัน เชน การจัดการขาวสาร, การจัดการ
บริการตาง ๆ, การแสดงผล 10 อันดับแรกดวยแผนภูมิรูปภาพ เปนตน ระบบสามารถรวบรวมขอมูล
ที่ไดรับจากผูใชงานจากหลายภาคสวน นํามาประมวลผลและแสดงผลแบบประยุกตใหไดคําตอบที่มี
ความชัดเจนตอผูใชงาน และสามารถถายทอดองคความรูไปสู ผูใชงานผานระบบเครือขาย
อินทราเน็ตของคณะวิศวกรรมศาสตร ผูใชงานสามารถคนหาขอมูลที่ตองการไดดวยคําคน และ/
หรือ การจําแนกกลุมของบริการนั้น ๆ ซ่ึงงายตอการเขาถึงขอมูลอีกทั้งเปนการพัฒนาชองทางการ
ส่ือสารของคณะวิศวกรรมศาสตรอีกทางหนึ่ง 
  
 
47 หนา  
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CHAPTER I

INTRODUCTION

1.1 Background

Currently, The Faculty of Engineering was established in 1989, in 

response to Thailand’s need for engineers as a newly industrialized country. Over the 

past 15 years, the faculty has shown its excellence in teaching and research in various 

fields of engineering including chemical, civil, computer, electrical, industrial, and 

mechanical engineering, as well as in interdisciplinary field such as biomedical 

engineering.

The Faculty of Engineering, Mahidol University has7 undergraduate and 3 

graduate programs designed and constantly improved such that students can gain both 

theoretical knowledge and hands-on experience under the highest educational 

standards. According to the growth of the organization, the complication of 

communication becomes more serious. The service to support for all need become 

important to facilitate the staff to work efficiently in the friendly environment. 

Typically, the faculty of engineering administrator received all suggestion and 

comments from all members via papers. However, all comments and suggestion will 

be handed to the administrative team individually monthly. Therefore, the delivery of 

these questions for response is very slow and not effective. Additionally, to response 

and follow up on each question is very slow and complicate. Moreover, some 

questions which are very useful has not been documented and stored in a proper 

method resulting in the waste of searching time for the resolution. 

Thus to solve these problems for the Faculty of Engineering Mahidol 

University a “Service Desk Management System” has been develop in order to 

gather all request, comments, suggestion arise from the faculty member including; 

instructors, staffs, and students into a database system. The results of each 

question that may be useful for other can then be stored to the knowledge base 
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support center. This application provides prompt, knowledgeable, support services 

over the Faculty of Engineering’s intranet. 

1.2 The Problem Description 

The Service Desk system is created based on an expert’s knowledge. 

Although some Artificial Intelligent (AI) techniques were used to develop a Service 

Desk system, some problems includes;

1.2.1 The limitation of real-time assistance through the service desk. Since 

the current system works on the paper base and distribute the question by a group of 

committees.

1.2.2 It usually takes time to find the solution for each question.

1.2.3 The lack a transfer system that can process question and resolution to 

be knowledge which may be useful for other people and reduce redundant question 

that may arise.

Therefore, to solve these problems a service desk management system has 

been develop based on the web base technology, the relational database model. This 

application will allow to store and quickly access to the target solution and the 

knowledge-based segmentation techniques for a Service Desk system.

1.3 Objectives 

1.3.1 Design and implementation Service Desk Management System for 

Faculty of Engineering, Mahidol University

1.3.2 Design and development of Service Desk by using web application 

technology, Client-Server architecture, Database relational model and also the 

Knowledge management technique

1.3.3 Design the Category model to store the knowledge base for service 

request

1.3.4 Improve the old model by replace the new model by electronics 

methodology such as the web application, Database and Knowledge management
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1.4 Scope

This project is define scope as the followings

1.4.1 The organization scope will be applied to all department and 

program in the faculty of engineering, Mahidol University as the followings

- Civil Engineering

- Computer Engineering

- Chemical Engineering

- Electrical Engineering

- Industrial Engineering

- Mechanical Engineering

- Biomedical Engineering

Each of department will be defined own category up to 5 levels which able 

to setup in the system configuration.

1.4.2 The system function scope will be developed as the followings

- System Configuration

- Master Data Management

- User Management

- Service Request Management

- News Management

- Knowledge Management

1.5 Expected Results

1.5.1 Centralized system support means faster problem solving and less 

down time

1.5.2 Raises IT productivity and overall system availability by reducing 

time spent on administration maintenance.

1.5.3. Low Implementation and Integration Overhead. The system can be 

up and running within hours. 

1.5.4. To combines helpdesk management, knowledge management, 

monitoring, and activity analysis

Copyright by Mahidol University
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1.5.5 The Administrator is able to faster respond and more efficiently to 

manage service requests. Not only resource savings, but also increased end user 

satisfaction.

1.5.6 To provide basic support for computing, question answer, and 

distance education services.

1.5.7 To provide online FAQ's, manuals, and tutorials to empower users to 

self-troubleshoot.

1.5.8 To provide services delivery and services solution.

1.5.9 To prevent media duplication services.

Copyright by Mahidol University
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CHAPTER II

LITERATURE REVIEW

Currently, the Faculty of Engineering, Mahidol University handles all 

service requests by human when the service requests have been submitted which is 

very tedious job, lack of tracking system.  However, there are several tools to manage 

all these incidents such as:

- Live Phone is the best solution to quickly solve and give the solutions to 

end user but this solution must have the administrator or responsible person standby to 

take the actions.

- Email launch the email center to response the service request by the 

administrator. The organization must nominate the administrator or the responsible 

person to take the actions. This solution is suit for the request which have much more 

the details and cannot clarify the details by live phone such as the capture screen. Also 

It can work anytime anywhere by internet.

- Intranet is solution to collect and store all of the services, problem and 

resolution to organization’s database. The administrator needs to manage the cases, 

grouping, arranging and updating to organization’s intranet up to date.

For this project will be used the intranet technology to implement the 

Service Desk web application by ASP.net with the SQL server 2005 database and 

combine the Helpdesk management and Knowledge management methodology 

altogether. The literature and theoretical which will be used to this project are:

- Helpdesk

- Knowledge Management

- Incident Management

- Problem Management

- Category Management

Copyright by Mahidol University
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2.1 Help Desk

Overview of Help Desk

Help-desk technology is used in many organizations as a way of 

responding to both internal and external customer knowledge requirements, and the 

knowledge accumulated in using such systems typically has a much broader 

application to rapid design and improvement of products and services. [1] There are 

many definitions of Help Desk which are defined by Help Desk experts. Some 

definitions of Help Desk are given as follows:

- A Help Desk is an accessible service point which will provide on-

demand service, information or action to aid the user carrying out an IT-related task. 

[2]

- A Help Desk is simply an information storage and presentation device. 

As such, the differences between various Service Desk software packages can be 

narrowed down to how that information is stored, manipulated and then presented. [3]

- A Help Desk is a generic name typically associated with the end user 

support center. Increasingly, the Service Desk is being seen as an integral part of the 

service function, responsible for bringing multiple resources to bear to solve issues to 

the client's satisfaction. [4]

- A Help Desk is common in almost every business and helps a company 

support not only its internal customers, but external customers as well. Often, smaller

companies cannot afford the high price of Service Desk software, let alone the 

resources to fund a full-time support center. [5] 

- A Help Desk is a part of the overall support mechanism that is 

responsible for the IT function in such areas as rolling out new software, writing 

software and developing software. [6]

- A Help Desk is essentially a central location in an organization where 

incoming callers can go to receive problem resolution and/or basic knowledge-based 

related information about the company’s products and/or services. Help Desks can be 

small or large depending on the organization and can also be used solely for internal 

purposes. The basic function of a Help Desk is to be able to quickly and efficiently 

provide accurate problem resolution. In some businesses the Help Desk solution 

comprises many headset wearing agents who have a constant flow of inbound call 
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traffic. Upon receiving a call, which could be pre-qualified before getting to the agent, 

the agent receives a "pop" on the local PC terminal. [7] For this project, the definition 

of Help  Desk  can  be  described as a central point which customers or users, both 

internal and external, can access to request it to provide much information, anticipate 

problems, find malfunctions and interruptions, and support both an IT-related task 

such as selecting PCs, installation software applications, making repairs, adjustments 

to systems, network and communications support and a non IT-related task, as well as 

other macro services in the organization. Almost every business has a Help Desk 

system. It can be a full-time or part-time support center depending on the size or 

objectives of an organization.

A Help Desk is a common name; there are other names which are used to 

call a Help Desk such as Computer Support Center, Customer Support Center, 

Information Center, IT Response Center, IT Solutions Center, Resource Center, 

Service Desk and Technical Support Center.

2.2 Knowledge Management

There are many knowledge-based techniques used in the Service Desk 

system. An Expert system or rule-based reasoning technology is the first knowledge-

based technique used in the Help Desk. The Service Desk is becoming a focus of 

experts in knowledge management because the benefits are easily measured. Expert 

systems help to maintain knowledge and acquire knowledge from various sources in 

the diagnose is of problems. [8]

The second knowledge-based technique used in the Service Desk system is 

intelligent text retrieval.  This technique searches databases and documents of past

problems with a solution to a new problem in parallel. Other interesting technologies

used in the Service Desk such as Decision tree programming, and Case-based 

reasoning (CBR). A CBR technique is more accurate in finding a solution to a 

problem than the text retrieval is. Basically, what CBR does is to look for any 

problems similar to those being reported. This project will use two knowledge-based 

technologies consisting of rule-based reasoning and case-based reasoning, 
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2.3 Incident Management

Incident Management is about providing continuity of services to users 

and customers by restoring services or providing a particular service as quickly as 

possible.  The focus is on quick resolutions allowing users to resume their activities as 

quickly as possible. [9]

The objectives of Incident Management are to resolve incidents more 

quickly for users while more incidents at the 1st level of support can capture better 

information about the management of incidents and improve the way incidents are 

referred to 2nd level support providers, and communicate about incidents to the users 

of services across multi channels.  There are three terms which are used in Incident 

Management. They consist of Incident, Problem and Known Error.

2.4 Problem Management

The Problem Management process has the goal of minimizing the adverse 

impact of incidents and problems resulting from errors within the IT infrastructure, 

and preventing the recurrence of incidents related to those errors. There are two 

different types of activities within Problem Management - Proactive and Reactive. 

[10]

2.4.1 Proactive Problem Management: Prevents incidents from 

occurring by identifying weaknesses or errors in the infrastructure and proposing 

applicable resolutions.

2.4.2 Reactive Problem Management: Identifies the root cause of past

incidents and proposes improvements and resolutions. Figure 2.3 illustrates how 

Reactive Problem Management is broken down into two areas: Problem Control and 

Error Control. [11]
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2.5 Category Management

Category Management is a concept in which the total range of services by

breaking down data into discrete groups of similar or related services; these groups are 

known as service categories. Examples of purchase categories may be: assets, machine

lab, Building, etc. An important fact of Category Management is the shift in 

relationship between user and administrator, the relationship moves to one of 

collaboration, exchange of information and data and joint service building.

The focus of all negotiations is centered on the effects of the turnover of 

the total category, not just the individual services therein. User are expected, indeed in 

many cases, mandated to only suggest new service introductions, if it is expected to 

have a beneficial effect on the turnover of the total category and be beneficial to the 

user of that category.
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CHAPTER III

MATERIALS AND METHODOLOGY

After completing the analysis and system design, The Service Desk, is 

consisting of Service Desk Application Survey and the design of the Service Desk 

System. Each section can be described as the following:

3.1 Service Desk Application Survey

3.1.1 Overview of Methodology

For this study, the methodology which is used can be described as the 

following steps:

• Find existing Service Desk packages in the real world from the Internet 

[12]. 

• Compare the Service Desk features details of all Service Desk. The step 

finds out the most common features used among the packages.

3.2 The design of Service Desk system

3.2.1 Data Classification

The data of Service Desk are collected from user and paper form. Type of 

service will be classify to main category as the followings

1) Administration

2) Planning and budgeting

3) Facilities

4) Education

5) Human resource

6) Public relation

7) Research and Service
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8) Others

3.2.2 Data Flow Diagram

The data flow diagram of Service Desk Management System for Faculty 

of Engineering, Mahidol University consists of two levels. It shows functional 

dependency of the system including the identification of the input and output data.

3.2.2.1 Context Diagram

Figure 3.1 Context Diagram of Service Desk System Management

- The administrator logon to the system with the username and 

password. The system will be verified the authorization to be access the system.

- The administrator maintain master data to the system

- The administrator configures the system rules to determine 

the output results.

- The administrator manages the service request which submit 

by the end user.

- The user logon to the system with the username and 

password. The system will be verified the authorization to be access the system.
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- The user searches the knowledge base e.g. service, article, 

solution.

- The user submit the new service request to the system

- The user follows up the old service request which have been 

submitted previously.

- The system displayed the status of each service request

3.2.2.2 Data Flow Diagram Level 0

Figure 3.2 Data Flow Diagram Level0 of Service Desk System Management

(P1) Login/Register process

The administrator register the system user information

The administrator manages user profile.

The user register to be the member (If enable)

The user manages user profile.
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(P2) Configurations process

The administrator defines the routing rules of each service 

request by setup the condition

The administrator defines the system registration rule that the 

system open for register as well as which necessaries information needs.

The administrator design for the category level which system 

will be used and configure to the system

The administrator is able to manage the news or 

announcement

(P3) Master data maintenance process

The administrator maintains the user group.

The administrator maintains the user title.

The administrator maintains the user department

The administrator defines and maintains the category for the 

top level to the bottom level.

(P4) Service request process

Service request provide all the master data display to the user

Service request provide the outstanding service request which 

submit from user to administrator

Service request will be stored to the knowledge management 

if administrator mark to closed with store to the KM

The user search existing knowledge such as solution, article, 

problem announcement from the database

The user follow up the service request which have been 

updated status from administrator
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3.2.2.3 Login/Register process Data Flow Diagram Level 1

Figure 3.3 Data Flow Diagram Level1 of Register/Login Process

(P1.1) Register process

The user request for new registration.

The system displays the register results.

The system update the register information to database

  (P1.2) Login process

The user request login to the system

The administrator login to the system.

The system verify login information to access the system

  (P1.3) Manage Login process

The user request for edit login to the system

The administrator request for add, edit and delete login data

The system retrieve the existing data and update the new data 

to the database
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3.2.2.4 Configurations process Data Flow Diagram Level 1

Figure 3.4 Data Flow Diagram Level1 of Configuration Process

(P2.1) Define Routing Rules process

The administrator defines the routing rules.

The administrator edit, delete the routing rules.

The system display the routing rules setup

The system update the routing rules to database

(P2.2) Define Registration process

The administrator defines the registration settings.

The system display field status base on settings.

The system update the setting to the database

(P2.3) Category Level Setup process

The administrator defines the category level.

The system displayed the category level result
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The system update the category level to database

(P2.4) News Management process

The administrator create news or announcement which need 

to display on the user portal

The administrator edit, delete, disable each news

The system displayed the data managed

The system update the news information to database

3.2.2.5 Maintain Master data process Data Flow Diagram 

Level 1

Figure 3.5 Data Flow Diagram Level1 of Master Data Process

(P3.1) Define User Group process

The administrator create user groups
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The administrator edit or delete user groups from the existing 

data in the system

The system displayed user groups which already been 

updated into the system

The system retrieved the existing data to maintain.

(P3.2) Define User Title process

The administrator create user title

The administrator edit or delete user title from the existing 

data in the system

The system displayed user title which already been updated 

into the system

The system retrieved the existing user title data to maintain.

(P3.3) Define Department process

The administrator create department

The administrator edit or delete department from the existing 

data in the system

The system displayed department which already been 

updated into the system

The system retrieved the existing department data.

(P3.4) Assign Category process

The administrator assign new category

The administrator edit or delete categories from the existing 

data in the system

The system displayed categories which already been updated 

into the system

The system retrieved the existing categories data.

The system updates the categories data to the database.
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3.2.2.6 Service Request process Data Flow Diagram Level 1

Figure 3.6 Data Flow Diagram Level1 of Service Request Process

(P4.1) Submit Service Request process

The users submit service request to the system e.g. question, 

service, comment etc.

The system displayed the service request information which 

submit to the administrator.

The system update the service request, attach file to database

(P4.2) Search Knowledge process

The users input the keyword to the condition area

The users filter the target category 

The system displayed the matching keyword reference to the 

service request information.

The system update displayed the filtered data 
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(P4.3) Follow up Request process

The users choose service request which need to follow up

The users post the notes, suggestion and comment on each 

service request.

The system displayed service request

The system displayed notes

The system update the service request to the system

The system update notes data to the system

The Service request information is retrieved from database

(P4.4) Manage Request process

The administrator assign the responsible administrator

The administrator change the service request status (Opening, 

Pending and Closed)

The administrator post notes data to user

The administrator post solutions of each service request

The administrator add the service request to be “Knowledge 

management”

The system displayed notes data

The system displayed the responsible administrator.

The system updates the service request to the database.
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3.3 Database Design

3.3.1 Entity Relationship Diagram

Figure 3.7 Entity Relationship Diagram of Service Desk System Management
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3.4 System Development

The development process of Service Desk Management System for 

Faculty of Engineering, Mahidol University was separated into two parts;

Part1)Design and prepare information resources.

Part2)The development process of database for Service Desk Management 

System for Faculty of Engineering, Mahidol University.

3.4.1 Design and prepare information resources.

In the initial, create the context diagram to present the overview of the 

system, create a dataflow diagram to present the flowing of data, ER diagram to show 

the relation of tables in database, Moreover including preparation of information 

resources such as software for creating program Adobe Photoshop, Dreamweaver. The 

development of Service Desk Management System for Faculty of Engineering, 

Mahidol University is used to interact between administrator and user by bottom-up

way and stored all of the transactions to the database by knowledge management 

model.

3.4.2 The development process 

The development processes were as follow;

3.4.2.1 Create the database model to store the transactions 

data.

3.4.2.2 Use Macromedia Dreamweaver creates web pages for 

the Service Desk Management System for Faculty of Engineering, Mahidol University 

such as main page, register, service request, knowledge management and the other 

item pages.

3.4.2.3 Create the rules of Service Desk Management System 

for Faculty of Engineering, Mahidol University for document movement flow, design 

the status of the service request as well as design the category level and items.

3.4.2.4 Test application and check whether correct and meet 

requirement or not

3.4.2.5 Upload application, necessaries files and database to 

server at “http://10.10.101.22/ServiceDesk”
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CHAPTER IV

RESULTS

A After completing the analysis and system design, the author had 

developed the system based on roles and results compilation involved in web 

application as the followings screen:

4.1Administrator

After logon to the log on page as an administrator or user, the main page 

will be shown as in figure 4.1 this main page will composed of the following menu bar 

as Main page(A), Administrator(B), News Management(C), User management(D), 

Master data management(E), System setting(F) and User profile(G).

There are 6 windows as follows; 

1. The menu bar area which used to control the system menu.

2. The news window which used to manage all news and 

announcement posted by administrator.

3. The logon status window which used to display the current 

access or logon user.

4. The service request window which used to manage the 

services request submitted by the users

5. The frequent service window which used to show top10 

service requests

6. The graphical display of top10 service requests 
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Figure 4.1 Main page log on as an administrator

4.1.1 User Management Menu

As logged on as administrator, the information of all users can be edited. 

This includes personal information, education background, current position, etc. as 

shown in figure 4.2
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Figure 4.2 User information management screen

4.1.2 System Settings

In the system setting menu, it allow administrator to assign the necessaries 

data which system needs contains as follow:

User group: This submenu has been used to define the user 

group as well as create, delete and edit the user group

Department: This submenu is used to define the department 

in the organization by creating, deleting, and editing. However, this can change upon 

the organization chart of the institute.

User title maintain screen: This function is used to maintain 

the master data title for all user.

Category: This submenu is used to categorize all question 

and/or comments requested by users into 1 to 5 levels as shown in the figure 4.3 - 4.4
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Figure 4.3 Show Category level setting up by administrator

Figure 4.4 Category, sub category, and third category set up display

Routing screen: This application has been designed for the 

administrator to be able to define the service request flow automatically so that the 

categorized requests will be forward to administrators directly (if there are more than 

one administrators). This is shown in the figure 4.5
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Figure 4.5 Routing setup for administrators.

Register settings: The administrator is also able to define the 

field status which will be shown on the user portal screen to enable or disable the 

register information. This includes Enable/Disable register function, Nickname, 

Address, Telephone, Blog and website.

 Import user: Moreover, this application also allow 

administrator to import user information from other database to this system via 

Microsoft Excel format. However, the data has to rearrange data according to the field 

appeared in the “Service Desk Management system” as shown in figure 4.6.

- Define Sheet name

Figure 4.6 Import user information via Microsoft Excel format.
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4.2 User Features

4.2.1 Service Request screen

This service request screen is the main function to retrieve all of the master 

data set up by administrator such as category set up, routing setup, user information, 

etc. The application users able to post the service requests, follow up the service 

requests, as well as searching knowledge or the solution in form of user friendly icon 

i.e. “Ask question”(A), “Search Knowledge”(B), and “Follow up”(C) as shown in 

the figure 4.7.

Figure 4.7 Service Request windows

4.2.1.1 Ask Question 

This function is used to submit the service request to 

administrator. User need to fill the information in the required fields and/or attached 

file to administrator as shown in the figure 4.8
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Figure 4.8 Ask question screen

4.2.1.2 Search knowledge

This function allows users to find the solutions which have 

been stored in the knowledge data bank. This searching can either search using 

keyword search as well as specify the category search or both. (See figure 4.9)
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Figure 4.9 Search Knowledge screen

4.2.1.3 Follow up

This function is used to help user to follow up the status of the 

service that has been submitted. The status of each request e.g. Closed (A), Pending

(B), Open (C), as shown in the figure 4.10

Copyright by Mahidol University



Awut  Chunlawat Results / 30

Figure 4.10 Follow up screen

4.3 Service Request Management (by administrator only)

The administrators able to manage the service requests which posted from 

the users via the “Service Request Window”, this window is shown in window#4 in 

figure 4.1. By choosing the request for “Service Request Window”, the administrator 

can address the question directly, change status by forwarding request to other specific 

administrators, or add this request and solution to knowledge base system.

4.3.1 Incident management

The system is allowing the administrator user group to assign the service

request to the appropriate responsible administrator to reply the solution or interact 

with user if the service request cannot be solve in the first level and also after the 

service requests have been solve. The administrator must mark for knowledge base as 

show in the figure 4.11 - 4.13
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Figure 4.11 Incident management (Service Request Windows)
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Figure 4.12 the administrator reply the solutions screen

Figure 4.13 add the solutions to knowledge base
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CHAPTER V

DISCUSSIONS

According to the results shown in figure 4.1, the service desk system 

contains 6 major windows which allow administrator to post news, address or handle 

requests, as well as the summary of the top frequent asked questions in both tabulated 

and graphic data. In which the main page for application user will allow user to post 

requests, view or follow up their own requests, and the top frequent asked questions. 

In the main menu, administrator can also edit user profile for every user. However, 

due to the security aspect for this program, it is allow administrator to add, edit, or 

delete members from this system only. Therefore, application users cannot create new 

profile by themselves in order to prevent multi account from one user which may pose 

some difficulty to verify the user information for analysis. For example, if this 

application allows the application users to register by themselves, one use may have 

more than one account for login which may contain the different information such as 

age, position, or department. Therefore, the statistical analysis of all requests will 

misinterpret. Moreover, by limiting registration via this method, it allows the system 

administrators to verify the user information that has been registered in the current 

member database better than open registration method. 

In the system setting menu, there are two important features that increase 

the productivity of this application greatly i.e. category level and the request routing. 

The level of category can initially set by administrator ranging from one level to five 

levels (see figure 4.3). This feature allow administrator to distinguish or categorized 

each request into the different groups. However, this feature must be specified when 

this application has been set up on the organization network since the category level 

setting will affect the route of each ticket during the search operation. Therefore, if the 

category has been change after this application has been put into effect, all requests 

that have been posted prior to this change will be automatically deleted. The category 

level set up by administrator will be used to determine the place or tag for each request 
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asked by the users. Although, this application has a static category (each request has to 

be specified the main category and subcategories according to the designate levels) for 

storing all request which may create some difficulty for the users when they post a 

request (as seen in figure 4.7) It allows the users to search information that has been 

posted much faster than that of dynamic category (where each request may be stored

in the different level). Another disadvantage for this categorizing request is whether or 

not the request has been assigned to the appropriate category. For example a user may 

post a request asking about how to get a promotion. Somehow, the user has chosen a 

wrong category for this request (Regulation/Position instead of Human 

Resource/Salary). Therefore the request will be forward to the Law department instead 

of Human Resource department which has to redirect to the different administrator and 

take longer time before this question will be addressed. 

Another feature in this setting menu that has been mentioned prior is the 

request routing. This feature allows the system to automatically forward the request to 

the designate administrator which can increase the performance of this application by 

reducing the request allocation process by administrator. However, if the requests have 

been put in the wrong category the designate administrator has to redirect to the right 

person for response.

If the users log on as “User”, there is three main menus for user to operate 

i.e. ask question, search knowledge, and follow up. The menu “Ask question” allow 

user to ask any question or add any comments to the organization administrative team. 

The user has to specify category, subcategory, etc. for the request according to the 

category structure. The request can be post and edit in the text area with the text 

format as similar to Microsoft Office tools. Moreover, the user can also add any file 

together with the request as well. Users can also tracking or follow up the request 

afterward, this feature allows user to response with the administrator back and forth. 

After the corresponding on the request has finished, administrator can close the 

request then depending on the request and resolution posted for this request, the 

administrator can add this request to Knowledge Base module so that any user can 

search the knowledge that already has solution in this system. 

The last menu for user is “searching knowledge” which allows all users to 

search preceding request that has been completed via this application. The searching 
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scheme in this application has been design to accommodate keyword and/or specific 

category search. The result of searching will be returned in window #3 in figure 4.8 

with the highlight keyword in the title of the request.
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CHAPTER VI

CONCLUSIONS AND RECOMMENDATION

According to the application, the system is composed of following 

sections; 

6.1 System Configuration

6.2 Master data management

6.3 User management

6.4 News management

6.5 Service Request management

6.6 Knowledge management

The Service Desk Management system for Faculty of Engineering, 

Mahidol University allows to gather the knowledge contained in the Faculty of 

Engineering, via request posted by the members in the form of web-base application 

system. This knowledge is stored into the relational database system. The members of

Faculty of Engineering, Mahidol University will be able to access the knowledge 

database and learning from this system themselves and become an expert who can 

excel the operational efficiency and competitive ability for the organization.

This Service Desk Management System for Faculty of Engineering, 

Mahidol University can collect all the sources from system input then process the 

output from Tacit Knowledge to Explicit Knowledge and distribute to the people in 

Faculty of Engineering, Mahidol University for self service via intranet technology. 

The users can find information from related problems using both keyword search 

and/or category refining search if the relate question and answer has been stored in the 

knowledge database. The system is also allowed all users to keep track of each request 

or view reports of service requests for management to improve the organization

communication system. Moreover, this Service Desk System also has more advantages 

including; 
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Solving limitation problem for hard copy based requests.

Centralized system support means faster problem solving and less down 

time

The Administrator is able to faster respond and more efficiently to 

manage service requests. Not only resource savings, but also increased end user 

satisfaction.

Provide basic support for computing, question answer, and distance 

education services

Provide online FAQ's, manuals, and tutorials to empower users to self-

troubleshoot.

Prevent media duplication services

6.2 Recommendation.

6.2.1 Category level 

This application cannot vary the category level which means that 

administrator can choose to work only one static level throughout the initial set up 

ranging from 1 level up to 5 levels. For example if the administrator has setting the 

category level for 3 that means all request will be store in this category level.

Otherwise, if the category level setup has been change after initial setting (or if the 

program has been used), all of the services request as well as the category level will be 

deleted. Therefore, in order to solve this problem the Dynamic category should be 

applied, which will allow the administrator or user to choose to store the requests in 

any level indecently.

6.2.2 Apply Case Base Reasoning (CBR) to the application

For the searching knowledge base, this project is used query expression 

and condition by category, status, and department and so on which is a basic method 

to retrieve data. However, if the database becomes large then it will take much longer 
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time to retrieve. Therefore, if CBR is applied the searching results would become

faster.

6.2.3 Interface with other related systems

As of using or implementing this application to the computer network of 

organization, it should be connected well with the current system, so that the interface 

of this system should be redesigned in order to have the same interface with the related 

systems such as CHAT, SMS, Mahidol’s ERP or Faculty of Engineering’s web site, 

etc.
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APPENDIX A

DATADICTIONARY

The Service Desk environment consists of 16 entities as follow:

Table: SD_Attachment

No Data Element Data Type PK FK Definition

1 AttachmentID int √ Attachment ID

2 DateAction datetime Attach Date

3 ServiceID int √ Service Request ID

4 Attachment nvarchar(255) File Attachment

5 UserID int √ User ID

Table: SD_Category1

No Data Element Data Type PK FK Definition

1 Category1ID int √ Category1 ID

2 Enable bit Enable for end user?

3 Category1Name nvarchar(255) Name of Category1

4 UserID int √ User ID
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Table: SD_Category2

No Data Element Data Type PK FK Definition

1 Category2ID int √ Category2 ID

2 Enable bit Enable for end user?

3 Category1ID int √ Name of Category2

4 Category2Name nvarchar(255) User ID

5 UserID int √

Table: SD_Category3

No Data Element Data Type PK FK Definition

1 Category3ID int √ Category3 ID

2 Enable bit Enable for end user?

3 Category2ID int √ Category2 ID

4 Category3Name nvarchar(255) Name of Category3

5 UserID int √ User ID

Table: SD_Category4

No Data Element Data Type PK FK Definition

1 Category4ID int √ Category4 ID

2 Enable bit Enable for end user?

3 Category3ID int √ Category3 ID

4 Category4Name nvarchar(255) Name of Category4

5 UserID int √ User ID

Table: SD_Category5

No Data Element Data Type PK FK Definition

1 Category5ID int √ Category5 ID

2 Enable bit Enable for end user?

3 Category4ID int √ Category4 ID

4 Category5Name nvarchar(255) Name of Category5

5 UserID int √ User ID
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Table: SD_CategoryConfig

No Data Element Data Type PK FK Definition

1 CategoryConfigID int √ Running No for Category 

configuration

2 CategoryLevel int Level of Category (5)

Table: SD_News

No Data Element Data Type PK FK Definition

1 NewsID int √ Running No for news

2 DateAction datetime Action date

3 UrgentNews bit Mark as red color

4 Enable bit Enable for end user?

5 EnableDateClose bit Need automatic 

close?

6 DateClose datetime Close date

7 Title nvarchar(255) Heading

8 Detail ntext News Detials

9 UserID int √ User ID

Table: SD_Routing

No Data Element Data Type PK FK Definition

1 RoutingID int √ Running for routing

2 UserGroupID int √ Group ID

3 BranchID int √ Branch ID

4 CategoryID int √ Category ID

5 UserID int √ User ID
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Table: SD_Service

No Data Element Data Type PK FK Definition

1 ServiceID int √ No of Service Request

2 DateAction datetime Action Date

3 CategoryID int √ Category ID

4 Title nvarchar(255) Service Title

5 Detail ntext Service Details

6 Resolution nvarchar(255) Resolution Title

7 Solution ntext Solution desc

8 Note ntext Keep message

9 Reads int Counter the view SR

10 UserID int √ User ID

11 Status int Service Status

12 AssignedAdminID int √ Assigned to whom?

13 KnowledgeBase bit Add to KM?

Table: Branch

No Data Element Data Type PK FK Definition

1 BranchID int √ Branch ID

2 BranchName nvarchar(255) Branch Name

Table: Prefix

No Data Element Data Type PK FK Definition

1 PrefixID int √ Prefix ID

2 PrefixName nvarchar(255) Prefix Name

Table: Province

No Data Element Data Type PK FK Definition

1 ProvinceID int √ Province ID

2 ProvinceName nvarchar(255) Province Name

Copyright by Mahidol University



Awut  Chunlawat            Appendices / 46

Table : User

No Data Element Data Type PK FK Definition

1 UserID int √ User ID

2 UserAction datetime Date of Vote

3 UserLevel int Degree

4 Username nvarchar(255) User Name

5 Password nvarchar(255) Password

6 Name nvarchar(255) Name of user

7 Grade int User Grade

8 UserGroupID int √ User Group ID

9 BranchID int √ Branch ID

10 PrefixID int √ Prefix ID

11 FirstName nvarchar(255) First Name

12 LastName nvarchar(255) Last Name

13 Sex bit Sex

14 ChkBirthDay bit Need Birthday?

15 BirthDay datetime Birth Day

16 ProvinceID int √ Province ID

17 Address nvarchar(255) Address

18 Telephone nvarchar(255) Telephone

19 Email nvarchar(255) Email

20 Blog nvarchar(255) Blog

21 Website nvarchar(255) Website

22 IMG int Picture

Table: UserGroup

No Data Element Data Type PK FK Definition

1 UserGroupID int √ User Group ID

2 UserGroupName nvarchar(255) User Group Name
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