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This thesis proposes a novel model and a prototype of knowledge management
system (KMS) with root cause analysis (RCA) for IT service desk outsourcing, so
called KMRCA IT service desk system that is able to improve a performance of IT
service desk function in terms of speed in resolving incidents. The performance of
KMRCA IT service desk system is evaluated by using an experimental design (DOE)
and a simulation study with actual incident data collected from Tivoli computer
telephony integration (CTI) system. In conclusion, the experimental results indicated
that the KMRCA IT service desk system would significantly reduce time in resolving

incidents and then giving more the throughput than the Typical IT service desk system.





