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The purpose of this independent study was to develop helpdesk web application
system of information technology (IT) services for Deestone Limited Group that works on the
Intranet system. It also used for job tracking, controlling and evaluating the operational
effectively.

This system have four user groups; user, helpdesk officer, IT Support officer and IT
department manager. It was developed under the service level agreement (SLA) of each
problem categories and developed database system for collecting problems and solutions.

The process of this system consisted of the user information and permission
setting, entering data and searching, job assignment and job tracking, recording
troubleshooting and operational reporting. Also each user groups have different access
permission such as the group of User can enter data, searching data and job tracking or the
group of IT manager can view operational reporting. The report format of system can show by
table, graph, data details or summary report.

This system was evaluated by 5 IT specialists and 15 users of helpdesk system.
The satisfaction of system performance from IT specialists was excellent (mean = 4.81, S.D.
= 0.13) and the users of helpdesk system was excellent too (mean = 4.7, S.D. = 0.2). In
summary, the helpdesk system can either help users or manages knowledge of internal
information, job tracking, controlling and evaluating the operational effectively.
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