37 )
S
SUE e

=

MIsNaNsTULTIBHasdlFUIMsNUmsaUmMa MwSunguuIEmaalau

e

Q' U o AaAa
HINATINIVIY BI1UND

F% Y a .;’ 3| U d! =* U a Y] a
msauaNdaszibiludmmilavesmsfnmmundngaslsyaInenmansuriiudia
MuMvunalulagasauna

MAITINOUNANDS

L4

aNaINenay NviMInenasdaalns

Unmsenm 2553

<

AvansveaumnaINgas NrvinInenagdalng



a o S

MINANIZUUTIEMasd T uSmsnumsawns dmSunguuisnaalay

e

Q' U o AA
HNANINIVIY FI1UND

msauadasziilugmniisvesmsfnmmamdngasiSaa Inenmansurviiaudia
a =S
M unalulagasauna

a a J
NAIBINDNNIAAD T

L4

a A LY a U A
wuNnINenaes urnInenasfatng

Unsdnu 2553

<

a a A U/ a A U a U A
dvansvestinnInenae uvInenasfaling



HELPDESK DEVELOPMENT OF IT SERVICES FOR DEESTONE LIMITED GROUP

By

Mingkwan Chumnikit

An Independent Study Submitted in Partial Fulfillment of the Requirements for the Degree
MASTER OF SCIENCE
Department of Computing
Graduate School
SILPAKORN UNIVERSITY

2010



Y Y

VunaInerde uaneaedaling eydalinisauaidasziTes © mManmu
1 9q Y a o [ ' a o A o
FLUUIHARA IFUTMINUEITAUmMA SMTUnguUTENAa Ay » e lag Wa1iw iy
o AaAa I~ 1 3 @ a a % a a
Fiine iudiuniavesmsAneimurangasUsyarInemansuriiuda d1u1390

ma lulagansauma

1 4 % J
(é’maﬁmﬂﬂmia a3 lv 5139iAU9A)

AVALUNAINGAY

A (= Y Y a
@1ﬂ1iﬂﬂﬂ5ﬂy1ﬂ15ﬂuﬂ31®ﬁi$

Y 4 Y o
Arromaniinsd asauly sisiauaed
AUZNITUMIATINTDUMIAUAIID AT

.................................................... 1J5E51UNTTUNS
J [} [} [
(599A1@N519158 ATAUNUT IUNTINTFE)

............ [oveeenenneeeneed e

.................................................... NITUNIT
4 % [
(919158 A5.983 i@ﬂﬁﬁﬂﬂﬂ)

............ [eveeeerenneeeeneed e,

.................................................... NITUNIT
l 4 @ J
@rremaninngd as.idule s1avieu)

............ [oveeeenerneeneed e,



49309323 : eI UNA T Tagas auma

o o w 1 9Jq ¥ a o ¥ o

Mdfny : szuuFemded IFnuusmsasauna / seuufsiiesueeou lall / 531U Helpdesk
1Yy $1ne : MIweuszDUIemasd 1FuTmMInuasawng dmsungy

vsHnaa law. flﬁlﬁﬂ‘ﬂ‘ﬂiﬂ‘kﬂﬂﬁﬂlm’ﬂf)ﬁi‘” we.as.dula ‘ﬁﬁ‘ﬂﬁu'Nﬁ 126°H°LH

Yy Y a A s A o \ A Y9 Y a
mMIfuANDaseHLInglssaanmoNanNT sUUFIMADA 1FUTNMITNUTITAUNA
) [ 1 a v 1< a ) . . ) [ 9 [l
dmsunquusenaalay lugluuudvuewnansy (Web Application) d15ulsa1umrn
[ a < 4 ] 9 a [ o a Y
ITPAWBUNTUUA (Intranet) 1NDF 0 1H 115 0AAMILIY AIUAY oz daramsautuaula
1 = a a
819N aNTAN
! o y 2 Y yq ' Y 1 yqy y v A
sruuiianIuiilsznoudiedldau 4 ngu 1dun 414 (User) 19141117 Helpdesk
] Y A Yo a o
(1999 1T Support HazAIANIUHUNMA 11 TadaTaUMA (IT Manager) TAgWALNTEUUAIY
9 Y a . A o 9 '
WoANaIN1T 1A DTNT (Service Level Agreement: SLA) N viua e mnquilszinnilayni uag
@ ] A g ™ an ]
Wannszuugmdeyaemususwanyazyosilyrmaz3snmaudilym

n’

a 9
NITMIIUVDITE ‘]J‘]J“]J‘i ﬂaumﬂmum@nawimmua“m‘imwuﬂaﬂ ch, PITU

=

' [ @ Y
mu‘iumay’auagﬂumﬂl@ya ’ﬁ’J‘L!lI'E)'U'ViiHENTL!llﬁ$@]ﬂﬁ1hﬂ15uﬂvlﬂlﬂiyﬂ'l t’f')uﬂu“l/]ﬂellﬁ)ll‘]

2

Y o A £ 9q ¥ ' ' ya Y 9y ~
msud lvilgmuazuaaswanmsduivau Fgldauuaaznquez Idansmadn lauszuni
uAnAnY 15U J19 (User) dnsaldauludiusudoya dumdoya uazaaaiumsun ly
P14 nSeddanisununnaluTagasaumes (IT Manager) @130 1d0u ludrunaana

oA Y o Y
msauduaula Wudu Tagszuvausonaassrisaulugluuuaisie ns s1ea0uuny
2 9 A Y
ueraTeazdadoya nseudas euyuagylla
Hamsnadoulazlsziuna N iFe 1N yA U TUNATIUIY 5 MU 1HazIn
Tduszuusuau 15 i wanisdsziiuauians lansiiauvesszuuanngs

[

= VA = —— a =3
ey Taeagegnssauanin (X =4.81, S.D. = 0.13) nazwanisiszmunnuiane la

9
W
9
W g
o 199 ¥ A o

mahnuvesszuunnngullFzuy lasagilegiseauaun (X =4.7, S.D.=0.2) a5lszuu
1 4

WiaIuannsadaszunianisanuisuamsaumanieluesnns n1saaaIuau A3

auAY tazd o danamsauiuau ldedndidszansnm

o a

a a J a [ a v a

NAIBIADUNIUNDT UNAINT NKiINAaeRalIng ?Jﬂ?iﬁﬂ‘l&ﬂ 2553
A A o =

DWHDBDUNANH Ve

A A ] Y Y a
a'lﬂiJ@Gb'@@'ﬁ]'lﬁﬂﬂﬂiﬂy']ﬂ']ﬁﬂl‘lﬂj'lﬂﬁﬁg ........................................



49309323 : MAJOR : INFORMATION TECHNOLOGY
KEY WORDS : HELPDESK DEVELOPMENT OF IT SERVICES/ HELPDESK SYSTEM/ IT
REQUEST ONLINE
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DEESTONE LIMITED GROUP. INDEPENDENT STUDY ADVISOR : ASST.PROF.PANJAI
TANTATSANAWONG, Ph.D., 126 pp.

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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a15190 3 Tnseaaudludoyaussn (Company)

o w A A d oA a 9

a1y ‘U?]‘Vhﬂ 195U ¥HAVBYA | VU | HNULIHA
1 company_id SHAUTEN char 3 PK
2 company name FouSHN varchar 100

M13197 4 Tassasaudludoyaunun (Department)

o v A A ¢ oA a v

a1y ‘lﬁ’]‘Vhﬂ A5 UY ¥HAVBYA | YUIA | KNI
1 department_id THAUNUN varchar 2 PK
2 department name FOLANUN varchar 60
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1 | Foilad AesUE yiadoya | VA | HINHe)
1 category_id INd ﬂijuﬂﬂm1 varchar 2 PK
2 category name ﬂijll“ﬂﬂl?ﬂ varchar 80
3 sla_period szoza1lunms support bigint 2
()
4 | sla_ userid AUSUAATOUHAN char 6
a3t 6 Taseerdanfludeyad 1z (Users)
1 | Yot AesUE yiatoya | VINA | HiIEIHe
1 user_id INA élsl% varchar 20 | PK
2 user_name ¥o élsl% varchar 100
3 email RGN varchar 50
4 password SHAHIU varchar 15
5 phone wos InsAni varchar 10
6 register date ”u"ﬁmm!,ﬁ U datetime
7 lastvisit_date 7 uﬁwﬁ’ 11%a e datetime
8 | isuser ansmsldanuveadly int 1| 0= Thifidng
szuu (1Y) 1= W5udng
9 | issupport ansmsleauves int 1| o="lifidng
11977 IT Suport 1= 15udni
10 | isadmin ansmslsanuves int 1| o="Nifidns
11977 Helpdesk 11ag 1= 15udni
IT Manager
11| viewreports ansmigseau int 1| 0= Thifidng
1= "185udn5
12 | user status GONTERTRT A CARLY int 1 [ o=1duld
1 =159 lad1d
13 | company_id SHAUTEN char 3 FK
14 | department id T AUNUN varchar 2 FK
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vovla

aay AesUE yiadoya | VA | Hanete

1 | prob id L GGRERE bigint 20 | PK

2 user_id N éjsl%jﬂu varchar 20 | FK

3 category_id e ﬂijiJ‘ﬂﬂJu‘m varchar 2 FK

4 prob _title 12 ﬁ'm varchar 100

5 prob_description | 3 1eaz108AR13 04 text

6 prob_solution a%LLﬁ’ﬂﬂJuﬁW text

7 start date wuﬁgll datetime

8 close date 7 uﬁﬂﬂﬂﬁ 3N datetime

9 | prob_status AOUZVDIMT 04 bigint 1 1 =0Open
Request
2 = Working
Request
3 =Close
Request

10 | prob_priority bigint 1 1 = High
2 = Normal
3=Low

11 support_id liﬁ’ URATOL varchar 20 | FK

a3t 8 Taseerdraufludeyadamumsud dam (Note)
&1 | Yot AesUE yiaToya | VA | HINYITe

1 | note id sHEvenY bigint 20 | PK

2 | prob_id sHaf3oq bigint 20 | FK

3 user_id N éjsl%jﬂu varchar 20 | FK

4 | note 3109021009 text

5 create date 7 uﬁ'ﬁ HARG) 23a datetime
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1. msaaga XAMPP
XAMPP ifu1sunsusrans Web Server imn'l3dmsumaaovansy wiseduleedn

) ] v 1 Y
Warnmelunses nossunazuuzii de XAMPP 1.6.5 FalszneudqeTisunsusaas 1/

1. Apache HTTPD 2.2.6 + OpenSLI 0.9.89
MySQL 5.0.51

PHP5.25

PHP 447

phpMyAdmin 2.11.3

FileZilla FTP Server 0.9.24

Mercury Mail Transport System 4.52

Aounzdnde XAMPP 1¥assvaeulinilanouiluniodlddads Microsoft
Visual C++ 2005 Redistribututable Package (86X) Fuihulaumsiisuiiudeldlumsiads
XAMPP
11 Sumsangs XAMPP
111 i@en'luld xampp-win32-1.6.8-installer-beta2.exe

@wed:st_xﬂﬁ.exe
sampp-finux-1.6.5a.tar.gz
xﬁmp—winBZ-l 6. 5-installer, exe

amd L uaaaluld xampp-win32-1.6.8-installer-eta2.exe
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112 dennmndnsa Tandeniu English uéadn OK

Installer Language

Please select a language.
engish &

oK | cancel

A D] A
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113 dhgurhaemsiians XAMPP Titadn Next

| B XAMPP 1.6.8-beta2 win32 (Basic Package) o]

Welcome lo the XAMPP 1.6.8-beta2
Selup Wizard

This wizard will guide you through the installation of XAMPF
1.6.8-betnl.

It is recommended that you dosa all othar applications
before starting Setup, The will make it possble to update
relavant system flas without having to reboot your
Computar.

Chck Neact to continue,

| Next> | | cancel

v Y
A 3 wihemsanas XAMPP
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114 idonlasnnseddmsuands XAMPP Tngraneadegi C:\xampp udh

aan Next

B xamppr 1.6.8 beta? wini? (Basic Mackage)

Choose Install Location
Choose the folder in which to install XAMPP 1.6.6-bata2,

Setup vall install XAMPP 1.5.8-betaZ in the following folder. To instal in a different folder, dick
Browse and select another folder, Click Next (o continue,

-dl Y A =
i 4 viheodon latsnnies

115 dendada SEIVice savua udanan Install

| B LAMPP 1.6.8-beta? wind? (Basic Package)

HAMPP Oplions
Irestall options on NT /2000 Professional systems.

XANPD DESKTOP
[Flcreate a xaMPP desktop on

XAMPP START MENU
[#] Create an Apache Friends XAMPP Foider in the start menu

SERVICE SECTION

[#] Inatall Apache a3 service
[] trestall MySCHL 23 service
[#]1restal Fiealla as service

See oo the XAMP? for Windows FAD Page

' v .
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B XAMPP 1.6.8-betal win32 (Basic Package)

Exftract: FieTila Server.oml
Extract: Flefilla Server_sxample. xml
Extract: Flaflls carver axe
Extract: FlaZila carver pdb
Extract: FleZHaFTP_start.bat
Extract: FleZ#aFTP_stop.bat
Extract: FleZBaServer.exe
Extract: FoG55.di

Extract: dhghelp di

Extract: legal.him

Extract: ibaay32.dl

Installing
Flease wait whie XAMPP 16.8-batal iz being instaled.
Exdtract: beay32.df
(W
Extract: FieZila Server Interface_example. oml ~

A v a 2
NINN 6 NUINIDLLAAINTITIAAFN

E P
LL7 smsdedaasaseuios aan Finish

B XAMPP 1.6.8 beta? win32 (Basic Package) A=

Completing the XAMPP 1.6 8-beta2
Setup Wizard

XAMPR 1,6.8-beta hat besn nctalad o0 your COmputer,
Chck: Finigh to dose this wizard.

- D, A o ad v
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122 edenniw English udrfezalsingnieendanues XAMPP @eniy
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(5] XAMPP for Windows . s e e s o o

8 0 Welcoine to XAMPP for Windows Version 1.6.5 1
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123 adnd http://localhost/security/xamppsecurity.php

XAMPP for Windows

KAMPP SECURTTY | Seourity Check 1.0]
Thmi s Geves vina 3 sk overeien aboud Ut eaady skafus of viss AMPR mlallaten, (Pluasy contes readng ifle Ue
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XAMPP for Windows
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125 Smuadedldau laisnnes (Wedeans smuanselinld)

[] XAMPP for Windows

Spcurity consale MySQL & KAMPP directory protection

MY SOL SECTION. "ROOT™ PASSWORD
My BOL SupaLer oot

Currant padnsart: |
R passverd: 1
Rapust U naw panvword: |

Phobtydidmen suthanbhoation.  hite oo &
- Gy ninki - -

Sl plhain padusnnd in bt fasr

(o : vty 1)

EAMPP DERECTORY PROTECTION [hacoess)

=. ( i

—— Bty ikt — =
Sale phair paswanid i et fle? T

P 1 woaaty . ) -
{ ik ninhs e KANFF dewciony f, =

and 12 sSwuadeuazsviarmuluniivdnues XAMPP

126 ¥ Account vos XAMPP 1a5ai5su50811a7

!EUCCEIIEEHIB XAMPP directory is protected now! All personal data was safed in the
C:\xampp\security\xampp.users

C:\xampp\htdocs\xampp\.htaccess

C:\xampp\security \xamppdirpasswd.txt

it 13 uaaemsadra Account vea XAMPP a3 a5 ouesudn
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(2] XAMPP for Windows e e v oo v i i
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Welcomie 1o XAMPE Tor Windows Version 1.6.5 1
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1.3.2 94 User Name uaz Password aniigial3
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phpMuyAdmin

Welcome to phpMyAdmin 2.11.3

= @
Enghsh {utf-8) 3

—Log in @

Usermama I_
-

Password:

(8} Cookies must be enabled past thiz point

awdt 15 Login Aewlgau phpmyadmin
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Create
phplipAdmin  localhost phpMyAdmin - 2.11.3 2
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org/

2.1 aamiTvaaTlasunsy joomla suarae 1.5.15 snndu'lesd http:/www.joomla,

i=a

N

[ it By | vy

it 18 a1 TraaTalsunsw joomla

2.2 ldlddaniTnaainld #e Joomla_1.5.15-Stable-Full_Package.zip

Joomla_1.5.15-Stable-Full_Pa...
WinRAR ZIP archive
6,620 KB

i 19 TWdnaiTvan

2.3 Wuan'ndsaez 18 Talaimes 5o Joomla_1.5.15-Stable-Full_Package

[ Joomla_1.5.15-Stable-Full_Pa...
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24 wanideamesifudeferiunsmiegudeya udrdaaenTriames 13
i ¢:\xampp\htdocs\

I _ Soe| Type | Dt Modified | Do Pichire Taksn *
Fil Folder DUE200 0 1847
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