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ABSTRACT

The purpose of this case study is to develop and implement an E-help desk using
an Information Technology Infrastructure Library (ITIL) Model and Case-based
Reasoning (CBR) to solve problems and answer the questions of users. String similarity
technique used in CBR is edit distance. The case study uses the Bank for Agriculture and
Agricultural Cooperative (BAAC) as a government bank. The expected effect of this
system was to reduce time to solve problems, serve both internal and external customers
24 hours per day, store problem-solution cases as a knowledge base, create new cases and
edit existing cases. This system was programmed using Visual Studio 2003, ASP.NET
and Visual Basic.NET. It can be used on the Internet.

Functional testing was used to test this system. There were a total of 1919
problem-solution case bases consisting of 1000 existing and 919 new case bases, which
contained problems, solutions and necessary attributes of the system. 11 Scenarios were
created using the test script to perform each module. There were a total of 1300 test
cases. They covered all modules of the prototype.

The results of testing showed correctness of all functions of this prototype
consisting of Login, Administration, Service Level Management, Incident Management
and Problem Management. The system could also be used by various people to find
similar incidents and solve their problems. If users know more than 3 problem attributes,
they have over 70 percent likelihood of finding a similar problem to the target problem.

There are some recommendations to improve this system when it is used in the
real world. Firstly, its organization should be restructured. Secondly, all components of
Help Desk should be integrated. Lastly, future work should develop Interface in order to

link the system with other related systems.

KEY WORDS: HELP DESK/ INFORMATION TECHNOLOGY INFRASTRUCTURE
LIBRARY (ITIL)/ CASE- BASED REASONING (CBR)/
AGRICULTURE BANK / EDIT DISTANCE
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