-2 JAN 2002

W Rt
“Hipgy, uﬂ\\l&‘s\“

DEVELOPMENT OF HELP DESK SUPPORT APPLICATION PROGRAM
FOR COMPUTER SYSTEM

CASE STUDY : C.S. COMMUNICATIONS CO., LTD.

WANLAYA PANJAHONG

CHUTTREER
un

Ungiinedy umﬁnmauuma

AR R L L T R T PP PR

A THESIS SUBMITTED IN PARTIAL FULFILLMENT
OF THE REQUIREMENTS FOR
THE DEGREE OF MASTER OF SCIENCE
(TECHNOLOGY OF INFORMATION SYSTEM MANAGEMENT)
FACULTY OF GRADUATE STUDIES
MAHIDOL UNIVERSITY
2001

ISBN 974-04-0812-5
™ COPYRIGHT OF MAHIDOL UNIVERSITY

Wyngd,
001



Fac. Of Grad. Studies, Mahidol Univ. Thesis / iv

4037582 EGTI/M : MAJOR: TECHNOLOGY OF INFORMATION SYSTEM
MANAGEMENT; M.Sc. (TECHNOLOGY OF INFORMATION
SYSTEM MANAGEMENT)

KEY WORDS  : DEVELOPMENT / HELPDESK SYSTEM / DATABASE /
INFORMATION SYSTEM

WANLAYA PANJAHONG : DEVELOPMENT OF HELP DESK SUPPORT

APPLICATION PROGRAM FOR COMPUTER SYSTEM CASE STUDY: C.S.

COMMUNICATIONS CO., LTD : THESIS ADVISORS : SUTTINANT NANTACHIT, M.S.,

MONTHREE CHULASAMAYA M.D., Ph.D., CHUMCHOK NAMSRISAKULRAT M.Eng.

112 p. ISBN 974-04-0812-5

The objective of this research was to develop a helpdesk support application program
for the computer system in the C.S. Communications Co., Ltd. organization to enable the

system to be used via web page.

The research began with the study and analysis of the problem of the existing system.
The new system was then developed to solve problems by simulating the helpdesk system
which was based on Microsoft Windows NT 4.0 operating system. The web pages were
created with Hyper Text Markup Language (HTML) and Active Server Page (ASP), and The
database system was created with Microsoft Access 97. In addition, the web page and database

were linked by using Open Database Connectivity (ODBC).

The result of the research is a prototype of the Help Desk Support Application
program for computer systems in an organization. The information consists of two sections.
First, is the knowledge and general information, and the second one is information of problem
solving for helpdesk user members. Security of the helpdesk system was protected by
verifying user authorization before the service can be used. For the problem request service,
the user can key in request problem in the request form on the web page and data will be
recorded in the database automatically. The helpdesk operator can check the status, solve
problems which are base on the queue of requests submitted. Moreover, the system lets the
helpdesk operator track the problem online. The systems can reduce task, paper usage,
resource usage and shorten the helpdesk process. The results of the experiment show that the

system does work accurately and efficiently.
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