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Abstrak

Objektif projek ini ialah untuk membangunkan prototaip kerja bagi
perisian help desk berdasarkan laman web, dengan menggunakan teknik
Object Oriented dan perisian Open Source. Projek ini terdiri dari tiga fasa
utama iaitu definasi requirement, analisa requirement, dan validasi
requirement. Requirement yang dikenalpasti dalam fasa definasi
requirement adalah yang sesuai bagi digunakan oleh syarikat bersaiz kecil
dan sederhana (SMEs). Requirement dianalisa melalui diagram use case,
spesifikasi use case, diagram class, diagram aktiviti dan juga senarai
requirement.  Prototaip kerja telah dibangunkan menggunakan perisian
open source bagi tujuan requirement validasi. Prototaip tersebut sedia
digunakan oleh syarikat kecil dan sederhana, dan boleh dijadikan asas bagi
syarikat-syarikat ini untuk membangunkan perisian help desk mereka
sendiri.  Perisian yang dibangunkan bolehlah dinaikkan taraf dengan
menambah requirement yang lain yang boleh mendatangkan manfaat dan
sesuai bagi kegunaan syarikat-syarikat tersebut.
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Abstract

This project aims to develop a working prototype of a web based
help desk application using Object Oriented approach and Open Source
software. Three main phases were involved in this project, which are
defining requirements, analyze requirements and validate requirements.
The requirements are defined in a way that they are suitable to be used by
small to medium sized companies. The requirements are analyzed by
constructing use case diagram, use case specifications, class diagram,
activity diagrams and the list of requirements. A working prototype is
developed using open source software to validate the requirements. The
prototype can be readily used by small to medium sized companies, and
can be a base for them to develop their own help desk system that includes
other requirements and enhancements which are deemed fit for their needs.
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CHAPTER 1

INTRODUCTION

Help desk system has become an increasingly important system in organizations
in Malaysia. More and more organizations in Malaysia have already developed their own
in-house help desk system or acquired an off-the-shelf help desk system. Microsoft
Sourcebook for the help desk defines help desk as “an organization that provides
technical support for users internally or externally to the company”. Another more
detailed definition of help desk is “A Help Desk is a generic name typically associated
with the end user support center. Increasingly, the Help Desk is being seen as an integral
part of the service function, responsible for bringing multiple resources to bear to solve

issues to the client's satisfaction.” (Vergis, 1998)

Helpdesk is also related to the term call center, a place where customers call to place
orders, track shipments, get more information about a certain product that they
consumed. In an organization, help desk users can be from internal or external.
Therefore there are two types of help desk, external help desks and internal help desks
(Thomas, 1996). Internal help desks operate from within an organization and provide
support for users in that organization. Internal help desks are usually within an IT
department of an organization. These internal help desks provide IT support to help users
in organizations to do their tasks effectively and efficiently. Their main purpose is to
solve IT problems that are faced by users in all the different departments in an
organization. Therefore the help desk functions are crucial to ensure the smooth running
of an organization. Typically the help desk is a centralized point within an organization

where problems are reported, solved, managed, and coordinated.
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