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Abstract

The On-Line Help Desk Tracking System (OHDT system) has been designed to
improve a company’s ability to provide high quality service and support for their users.
The OHDT system is a web application that is designed for two types of users, clients
and administrators. Clients login to the OHDT system and submit the required
information about themselves and the issue they are experiencing. Once the information
has been submitted the client will be assigned a unique case number for their help desk

request. Administrators will have full access to all the functionality of the OHDT system.

Administrators will be able to: 1) Create, view, or modify help desk request; 2) add or
modify client or administrator accounts; 3) search for specific client or administrator
accounts; 4) reassign help desk request to other administrators; 5) assign a specific status
to a help desk request; 6) search for a specific help desk request.
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The On-Line Help Desk Tracking System

1. Statement of the Problem

For a company to get ahead in the business market, a company must find ways to
make money and also save money. These techniques determine whether a company will
be successful. A company must find ways to reduce costs, reduce downtime, and increase
service internally in the company. Once a company has a strong grasp on these factors,
that company has a better chance of coming up strong against its competitors (5).

IT (Information Technology) administrators are under increasing pressure
everyday to reduce cost, reduce downtime, and increase service. These pressures can be
very difficult and frustrating for an IT administrator that is flooded with phone calls for
assistance. This is also frustrating for the client that is on the other side trying to get the
needed assistance, but is only getting elevator music. When this occurs cost is increasing
as the client is delayed in doing his or her work. The client can’t complete his or her task
because the client is experiencing down time. And in the end, the quality of the service to
the client has decreased. All of this downtime can be very costly for the company.

When a client encounters a technical issue, they usually contact an IT
administrator. Valuable time can be wasted on the phone while the client is trying to
contact the administrator. This can be likewise for a busy administrator that is tied up
with answering phone calls. The administrator may not keep track of clients or the
needed request that the client needs. This can be confusing for both an administrator and

a client when they are communicating about a technical issue.



2. Description of the Solution

Administrators work extremely hard to provide the best support for their clients.
Administration within an organization must be quick, responsive, and organized. Clients
and administrators should have a sense of security that each issue is correctly logged and
administered, instead of being lost in paper work or verbally “handed” around the office.

The On-Line Help Desk Tracking System (OHDT system) is a complete help
desk system for internal support in a company. Combining an HTML and ASP user
interface with a Microsoft Access Database, the OHDT system gives a company’s users
24-hour access to administrator(s) from any computer with an Internet/Intranet
connection.

Clients will have a standard way of creating their own help desk request within an
organization. This will provide the client with confidence that each issue has been logged
and dealt with. E-mail confirmations will remind a client once a help desk request has
been created and resolved. Clients will receive the needed attention and support when it
comes to technical issues within a company.

Administrators will be able to monitor and administrate help desk request in an
organized manner from any location. Administrators will have access to current client
help desk request and archived request. Help desk request can be prioritized, making sure

that issues are dealt with in a timely order.



2.1 User Profiles
There are two categories of users. The two levels include client and administrator.
2.1.1 Clients
The client will be the primary user of the On-Line Help Desk Tracking System.
Clients will log onto the system to enter information about themselves and information
about the issue he or she is experiencing. The system has been designed for easy
navigation and use for all computer users, from beginner to experienced. Clients must
authenticate with a valid user 1D and password to connect to the system. Once connected,
the client will able to create help desk request that is submitted and stored into the
database. Clients only have enough permissions to access the system and create and
submit help desk request. Clients will not have access to log onto the database.
2.1.2 Administrators
Administrators are the second level users of the On-Line Help Desk Tracking
System. Administrators are responsible for administrating the system and
communicating with clients over the help desk request. All of the administrators are
considered experienced computer users.
Administrators will have full access to all of the On-Line Help Desk Tracking
System functions. These features are:
e Creating/Modifying Client Accounts
e Creating/Modifying Administrator Accounts
e Creating help desk requests

e Viewing all help desk requests



e Changing the status of help desk requests (opening, holding, ordering, and
closing)
e Searching for specific help desk requests
Administrators will be responsible for processing client request and issues and
responding back to each client in a timely fashion that is deemed appropriate by the
institution.
2.2 Design Protocols

The next section will explain what programs where used to create the OHDT
system.
2.2.1 Programming

The programming will be dynamic but user friendly. The OHDT system user
interface will be created using ASP.NET Pages, written in HTML with embedded
VB.NET script. Using ASP.NET Pages provides the system with usability and
scalability (4).

e Active Server Pages (ASP) are browser independent. The Internet/Intranet
browser only sees pure HTML pages. No extra programs or extensions are
required.

e ASP hides the VB.NET code from users.

e ASP gives the option to link to many different types of databases.

e ASP provides an efficient way to View, Search, and Modify a database.

2.2.2 Database
The database will be created using Microsoft Access 2003. Microsoft Access was

the top candidate over other database programs. The main reason is the low cost



compared to other databases (11). The database will be a simple database that will store
all information for the OHDT system. The database will be accessed via the
Internet/Intranet allowing users to add request and for administrators to exercise their full
privileges over the system.
3. Deliverables

In order to provide a well organized help desk system, certain items were
considered necessary for the system. These necessary items made up the deliverables of
the OHDT system.
3.1 OHDT system Deliverables

e A system that stores information in a database

Assigning unique case numbers to each help desk request
e E-mailing a client when a help desk request is created with their
credentials
e Communicating via e-mail with the client each time there is a change of
status to a help desk request (Open and Closed Status)
e Prioritizing help desk request
3.2 Client Deliverables
Clients will be able to:
e Log into the OHDT system.
e Create help desk request.
3.3 Administrator Deliverables
Administrators will be able to:

e Log into the OHDT system.



e Add clients to the OHDT system.
e Add administrators to the OHDT system.
e Modify client user profiles.
e Modify administrator user profiles.
e Reset client and administrator passwords.
e Create a help desk request.
e View and modify help desk request.
e Assign a specific administrator to a help desk request.
e Assign a specific status to a help desk request, such as opening, holding,
ordering, or closing a help desk request.
e Search for specific help desk request.
4. Design and Development
The following sections describe the project’s timeline and overall budget.
4.1 Timeline
Below is a detailed time line of task completed in the Senior Design sequence.
4.1.1 Senior Design | Spring 2005
Weeks 1-5
e Gather information on Help Desk programs.
e Research and choose a database.
e Research and choose a programming language for user interface.
Weeks 6-10
e Create a basic layout for the database.

e Create a basic user interface.



e Present proposal to students and faculty.
4.1.2 Senior Design 11 Fall 2005
Weeks 1-5
e Continue to design user interface.
e Set up tables in the database.
e Test sample data in user interface.
e Work on Draft Design Freeze.
Weeks 6-10
e Finalize user interface.
e Finalize setup of database.
e Complete Final Draft of Design Freeze.
e Present working prototype.
4.1.3 Senior Design 111 Winter 2006
Weeks 1-5
e Modify user pages.
e Submit required documentation.
e Work on draft of final report/documentation.
Weeks 6-10
e Complete final draft of report/documentation.
e Present final Project.
4.2 Budget

The budget shows the cost of hardware, software, and miscellaneous items for the

project (See Figure 1. page 8).



Item Cost
Intel® Pentium® 4 Processor $280.00
(2.80GHz, 533 FSB) (2)

256MB DDR SDRAM400MHz (2) 120.00
40GB3 Ultra ATA/100 7200RPM Hard 90.00
Drive (2)

Dual Drives: 16x DVD-ROM Drive + 225.00
48x CD-RW Drive (2)

(15.0 in viewable) E153FP Analog Flat 200.00
Panel Monitor (2)

Accellent 128MB Flash Dirve (2) 35.00
Total Hardware: $950.00

Microsoft Visual Studio .NET $700.00
Professional 2003 (7)

Microsoft Access 2003 (7) 100.00
Total Software: $800.00

Miscellaneous

Time Warner Wireless High-Speed $34.99
Internet Connection

ScanDisk 256MB SD Memory (7) 65.00
Total Miscellaneous: $99.99
Grand Total: $1849.99

Figure 1. Budget
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5. Proof of Design

The next section shows in detail how the deliverables of the project were fulfilled.
5.1. OHDT System Functions & Features

The following sections will describe OHDT system functions and features.
5.1.1 Database Storage

The Microsoft Access Database will be the core application that will be used with
the OHDT system. The OHDT system will store all the generated information in the
Access database. The database consists of three tables, Userinfo, Admin, and Members
which will all be linked by the user ID.
5.1.1.1 Client Table

All information about the client will be stored in the client table named UserInfo.
This table will store the clients’ user 1D, password, first, and last name. The unique
identifier in the UserlInfo table will be the user ID. No duplicate user IDs will be allowed
in the UserlInfo table.
5.1.1.2 Administrator Table

All information about the administrators will be stored in the administrator table
named Admin. This table will store the administrators’ user 1D, passwords, first, and last
names. The unique identifier in the Admin table is the user ID. No duplicate user IDs will
be allowed in the Admin table.
5.1.1.3 Help Desk Request Table

All user help desk request will be stored in the Members’ table. The Members’
table will store the following records:

e User ID (Primary Key, duplicates allowed)



e Case Number (Primary Key, no duplicates allowed)
e First Name

e Last Name

e PCID

e Phone Number

e E-mail

e Problem (Problem Description)

e Admininfo (Administrator Remarks)

e Sentdate (Time Stamp)

e Radvalue
e Location
e Status

e Admin (Administrator)
e Priority
In the Members’ table, the unique identifiers will be the case number and the user
ID. Since each help desk request will have a unique case number, there will be no
duplications of a case number in the Members’ table. But since users can submit more
then one help desk request, the Members’ table was created to store multiple user IDs.
5.1.2 The Unique Case Number
Once each help desk request is created, the OHDT system will assign the help
desk request a unique case number. The unique case number will be used by clients or

administrators to refer to a specific help desk request.

10



5.1.3 OHDT System E-mail Functions

Once a help desk request is created or closed, the OHDT system will submit an
e-mail to the assigned client. The e-mail function was added to the OHDT system to help
clients and administrators keep track of the help desk request that have been created or
closed. The OHDT system e-mail will specify the case number and that the help desk
request has been open or closed.
5.1.3.1 OHDT System Open E-mail

Once a client or administrator creates a new help desk request, the assigned client
will receive an OHDT system e-mail. The OHDT system e-mail will specify the case

number and that the help desk request has been opened (See Figure 2.).

B - ][]
e & w8 | o

: Reply  Replyal Forward Print Delete i - addresses
From: SAKELLIZ@EMAIL. LWC.EDU
Date: Sunday, February 26, 2006 10:16 PM
To: JIM. TONEY@GE, COM
Subjeck:  New Help Desk Request:4316529

Your help desk request has been submitted. The assigned case munber is 4318829

Figure 2. OHDT System Open E-mail
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5.1.3.2 OHDT System Closed E-mail
Once an administrator assigns the closed status to a help desk request, the
assigned client will receive an OHDT system e-mail. The OHDT system e-mail will

specify the case number and that the help desk request has been closed (See Figure 3.).

& CLOSED Help Desk Reguest 4318829 WG
© File Edit Wiew Tools Message Help "Il
P8 & .8 = ) V)

: Reply  ReplyAl Forward Print Delete Addresses

From: SAKELLIZ@EMAILL, L2 EDU

Date: Sunday, February 26, 2006 10:25 PM
To: JIM TONEV@GE, COM

Subject:  CLOSED Help Desk Request 4318829

Your help desk request has been resolved

Figure 3. OHDT System Closed E-mail
5.1.4 Prioritizing Help Desk Request
Help desk requests can vary on the severity of an issue, and that is why the OHDT
System allows for prioritizing help desk request. The priority function is an important
feature of the OHDT System. Prioritizing allows help desk request to receive the needed
attention based on the severity of the issue. Administrators will be responsible for
processing help desk requests and responding back to the client in a timely fashion that is

deemed appropriate by the institution’s information technology department.

12



The administrator will have full privileges in using the priority function. Here are
the following 6 priority levels the OHDT System offers from low priority to high:

e Unassigned

e Low
e Medium
e High

o Alert (Client created help desk request)
e Outage (Network Outage)
Administrators will be able to select one of the following priority levels in the event of

creating or modifying a help desk request (See Figure 4.).

2 Insert Member Record - Microsoft Internet Explorer,

File Edt View Favortes Tools  Help =
Qo - © 6] [B] @ P Syt @ (-0 B~ B
Address féjhttp:HIucalhost,iuserp’adm\nadduser.aspx | | Links * @ <
(s
Create a Help Desk Request
Administrator Logged in: goqoe
Taor
et Moo
Lot N
PCID pc2344
E-tmail* Jjim.toney@ge. com
Phone Number 203-332-1259
Location |\ah Z3a |
Select Status | ORDER ¥ | Priority | Low ~ | Select a Problem Type |HARDWARE ~|  Administrator: | QQQQG
UN-ASSIGMNED
Problem™ LEHT Administrater Remarks
o
hedium
High
Qutage
——— — —— — v,
] Done &4 Lacal intranet
—

Figure 4. Selecting a Priority
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The OHDT System will not allow clients to assign priority levels when creating a
help desk request. This will prevent clients from assigning incorrect priority levels to help
desk request. When a client creates a help desk request, the priority is automatically
assigned to the level “Alert”. The “Alert” level is intended to alert an administrator to
review the help desk request and assign it an appropriate priority level. The “Alert”
priority will insure clients that all client created help desk request will be equally
reviewed by an administrator.

5.2 Client Sections

The client section allows a client to login to the OHDT system and create a help
desk request. Once a client has entered into the OHDT system, the client may log of the
system at any point the client desires. Clients will be limited to only creating help desk
requests.

5.2.1 Login Page

When a client accesses the OHDT system, the first page the client will see is the
OHDT system login page. To authenticate, the client must provide their 5 character user
ID and valid password, and then click on the “Client Login” button (See Figure 5. page

15).
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A Login Page - Microsoft Internet Explorer, |Z||E|E\
File Edit Wiew Favortes Tooks Help o

€] © |ﬂ @ .ﬂ /T\JSearch ‘i‘\'{’Favnrias € A2 :4 - _] ﬁ 3

Address @] hitp: flocahost/userfiogon. aspx v ks | @ -

On-Line Help Desk Tracking System

User ID: [T

Password: [T

Client Login
Adrinistrator Login

Sj Done ‘;J Local inkranet

Figure 5. Login Page
If a client enters an invalid user ID and/or password, the client will be presented
with the appropriate error message(s). The client will not be allowed access into the
system until the client presents a valid user 1D and/or password. Once the client has
presented a valid user ID and password, the client will be allowed to proceed to the
“Create a Help Desk Request” page.
5.2.2 Create a Help Desk Request Page
The “Create a Help Desk Request” page allows a client to create a help desk
request that will be submitted to and stored in the OHDT system. The “Create a Help
Desk Request” page allows the client to enter the information for the following fields:
e UserlD
e First Name

e Last Name

15



e PCID
e E-mail
e Phone Number
e Location
e Problem Type (Client can select one of the following: hardware, software,
network, email, comm, or other)
e Problem Description
The OHDT system will require the client to enter a user ID, first name, last name,
valid e-mail address, and problem description. These required fields are presented with an
“* after the required field name. If a client does not enter a required field name, the
appropriate error messages will be displayed to remind the client to enter the required
information. The OHDT system will not accept a help desk request until all required
fields have been entered by the client. Once the client has entered all required fields, the

client can submit a help desk request to the OHDT system (See Figure 6. page 17).
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'a.l_nserl Member Record - Microsoft Internet Explorer NEET

eBack . @ - |ﬂ @ ;j ;75earch ‘f:\?Favnrltes & f:{- :\5 - J ﬂ 3

AddrEss|@http:,iﬂ\ocalhostfuserfentermfo.aspx V‘ Links ** @'

On-Line Help Desk Tracking System

e D
st Maane™
Last Mamne*
PO

Emar
Phone Number

Location ‘Ma\l Room 2B

Select a Problem Type | SOFTWARE (v

Need help with MS word. I can not find the shortcut menu
under all programs. It no longer shows up under Office 2003.
Problem™
g o
&) %J Loral intranet

Figure 6. Client Creating a Help Desk Request

5.2.3 Confirmation Page

Once the help desk request has been submitted, the client will be presented with a

confirmation page (See Figure 7. page 18).
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A displayinfo - Microsoft Internet Explorer, [:|[E|rz|
File Edt view Favorites Tools Help o

oBack A > | |ﬂ \EL‘ _.l\] /..-\'Search ‘i“‘\'{Favorites {‘] - ..77 - _I ﬁ ‘3

Address | &] hitp:{flocalhostjuser/displayinfo. aspx v | uinks > & -

On-Line Help Desk Tracking System

The Help Desk Eequest has been submitted

Tour Case Mumber 15 4051068 Submitted on  |02-21-2006

General Information

User ID
First Mame
Last Mame
B
PCTD
Phone Mumber

Heed help with M3 word. I can not find the
shortocut wenw under all programs. It no
longer shows up under Office 2003.

~

[ Create Another Help Desk Request ] [ Log Off ] v

&] Dane 4 Local intranet

Figure 7. Confirmation Page

The confirmation page will display information that was entered in by the client
from the “Create a Help Desk Request” page. In addition, the “Confirmation” page will
display a case number and sent date. The case number is generated when a new request is
entered into the OHDT system. The sent date is a time stamp that the OHDT system
places on a submitted help desk request.

Once the help desk request has been submitted, the client will receive a
confirmation e-mail. The e-mail will confirm the case number and that the help desk

request has been opened and received by the OHDT system (See Figure 8. page 19).
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& New Help Desk Request: 4051069 G

i File Edt View Tools Message Help .lft

© Reply Reply Al Forward Print. Delete Addresses
From: SAKELLIZ@EMAIL. U EDU
Date: Tuesday, February 21, 2006 11:26 PM
To: TOANNIS1739@YAHOO, COM
Subject:  New Help Desk Request: 4051069

Your help desk request has been subnutted, The assigned case number 12 4051069

Figure 8. Confirmation E-mail

5.3 Administrator Sections

The administrator section allows an administrator to login to the OHDT system
and administrate help desk request. Once an administrator has entered into the OHDT
system, the administrator may log of the system at any point. Administrators will have
full permissions to all the OHDT system functionality.
5.3.1 Login Page

When an administrator access the OHDT system, the first page the administrator
will see is the OHDT system login page. To authenticate, the administrator must provide
their 5 character user 1D and valid password, and then click on the “Administrator Login”

button (See Figure 9. page 20).
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23 Login Page - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help ;'!

<] ] Iﬂ Igl h /.-] Search ‘s:ﬂ'\'(’Favorites {‘} J - \77 - QI ﬂ ﬁ

acddress @] http: flocahost/userfiogan. aspx v ks | &y -

On-Line Help Desk Tracking System

User ID: EEEEE)

Password: [ERTRNN
Client Lagin
Administrator Login

&] vone & Local intranet

Figure 9. Login Page

If an administrator enters an invalid user ID and/or password, the administrator
will be presented with the appropriate error message(s). The administrator user 1D and
password will be validated against the information in the Admin table. The administrator
will not be allowed access into the system until the administrator presents a valid user 1D
and/or password. Once the administrator has presented a valid user ID and password, the
administrator will be allowed to proceed to the “Main Page” page.
5.3.2 Main Page

The administrator “Main Page” will allow the administrator to navigate
throughout the OHDT system. An administrator has the option to select any of the
following buttons:

e Add Client

e Add Administrator

20



e Edit Client Profile
e Edit Administrator Profile
e Create Help Desk Request
e Show Help Desk Request
e Show Closed Help Desk Request
e Log Off
5.3.3 Adding a Client
An administrator has the ability to add a new client to the OHDT system. The

“Add Client” page requires an administrator to add a client user ID, first name, last name,

and password (See Figure 10.).

2} Add Administrator - Microsoft Internat Explorer, E”El@‘
File Edt View Favorkes Tocks Help w»
eBatk -9 |ﬂ @ .l\, /-UsEar(h ‘iﬂ\?FaantEs o - 57 - _I oy’ 8
Aclivess | ] htep: flocalhost user adduser . aspx ~f ks > |y -
On-Line Help Desk Tracking System
.
Add Client

User ID*
First Mame™ Mike
Last MName™*

Password™®

*
EE
& g
w
2
3

Re Enter Password™®

Submit ] [ Main Page ] [ Log Off

&] Done % Lacal intranet
—

Figure 10. Add Client Page
If an administrator does not enter the required fields, the administrator will be

presented with the appropriate error message(s). If an administrator attempts to add a

21



client user ID that all ready exist, the administrator will presented with an error message
stating that duplicate user 1Ds are not permitted.

Once all required fields have been entered, the administrator can continue with
creating a new client. When the administrator clicks on the “Submit” button, the new

client will be added to the OHDT system and the administrator will be redirected to the

“Edit Client Profile” page (See Figure 11.).

2 hitp:/llocalhost/user/edituser. aspx - Microsoft Internet Explorer

EEXY
File Edit Wiew Favorites Tools Help ﬂ'
GBack - &l Iﬂ Ig .l\l /-]Search ‘-:ﬂ'\'(’Favorites ‘3 - &3 - QI ﬁ ‘i‘i
address | @] hitpifflacahost/userfediuser. aspx v | uinks | & -
On-Line Help Desk Tracking System z
[ Search ] | ‘
D3855 james paetny
DORAL jason deenng
FGEGG Tulie Stoith
G112 brad brown
JHHH] jerry stith
WIEAT Mike Anderson
PVL22 pavlna saleellarion
TT778 mike Sanning
USER1 Bob Taft
TUUTE joe fisher
WESHA Vie BEell
WY 2 mike jacking
&l S Local inkranet 8

5.3.4 Adding an Administrator

Figure 11. Edit Client Profile Page

An administrator has the ability to add a new administrator to the OHDT system.

The “Add Administrator” page requires an administrator to add an administrator’s user

ID, first name, last name, and password (See Figure 12. page 23).
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2 Add Administrator, - Microsoft Internet Explorer, EHElE‘
Fie Edit view Favorites Tooks Help o

GBack - &l Iﬂ Ig .l\l /-]Search ‘-:ﬂ'\'(’Favorites {‘3 - \77 - QI ﬁ ‘3

Address @] htp:flocahostuser/addadmin. aspx v ks | &y -

On-Line Help Desk Tracking System

Add Administrator

-

Fost e

Las e

Password*
.....

Re Enter Pa: rd*

Submit ] [ Main Page ] [ Log Off

@1 Done ‘3 Local inkranet

Figure 12. Add Administrator Page

If an administrator does not enter the required fields, the administrator will be
presented with the appropriate error message(s). If an administrator attempts to add an
administrator user ID that all ready exist, the administrator will presented with an error
message stating that duplicate user IDs are not permitted.

Once all required fields have been entered, the administrator can continue with
creating a new administrator. When the administrator clicks on the “Submit” button, the
new administrator will be added to the OHDT system and the administrator will be

redirected to the “Edit Administrator Profile” page (See Figure 13. page 24).
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Figure 13. Edit Administrator Profile Page
5.3.5 Editing a Client Profile
The “Edit Client Profile” page has been created to allow an administrator to edit a
client profile. On this page, an administrator can modify a client’s user ID, first name,
last name, and password. The administrator can also check to see what the client’s current

password is. If required, the administrator can reset the password (See Figure 14. page

25).
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Figure 14. Edit Client Profile
5.3.6 Editing an Administrator Profile
The “Edit Administrator Profile” page has been created to allow an administrator
to edit an administrator profile. On this page, an administrator can modify an
administrator’s user 1D, first name, last name, and password. The administrator can also
check to see what the administrator’s current password is set to. If required, the

administrator can reset the password (See Figure 15. page 26).
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Figure 15. Edit an Administrator Profile

5.3.7 Create a Help Desk Request

The “Create a Help Desk Request” page allows an administrator to create a help

desk request that will be submitted to and stored in the OHDT system. The “Create a

Help Desk Request” page allows an administrator to enter the information for the

following fields:
e UserlID

e First Name

e Last Name
e PCID
e E-mail

e Phone Number
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e Location
e Problem Type (Administrators can select one of the following: hardware,
software, network, email, comm, or other)
e Problem Description
e Administrator Remarks
The OHDT system will require the administrator to enter a user 1D, first name,
last name, valid e-mail address, and problem description. These required fields are
presented with an “*” after the required field name. If an administrator does not enter a
required field name, the appropriate error messages will be displayed to remind the
administrator to enter the required information. An administrator must also specify the
status, priority level, and problem type.
The OHDT system will not accept a help desk request until all required fields
have been entered by the administrator. Once the administrator has entered all required
fields, the administrator can submit a help desk request to the OHDT system (See Figure

16. page 28).
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Figure 16. Administrator Creating a Help Desk Request

5.3.8 View and Modify Help Desk Request

Once a help desk request is created, a administrator has the access to view and
modify the request. To view a request the administrator can navigate to the “Open Help
Desk Request” or “Closed Help Desk Request” pages. Either page will show help desk
request in a data grid. All help desk requests in the data grid can be sorted by case
number, client user ID, problem type, priority, create date, status, or by assigned
administrator ID. A Specific help desk request can be opened for viewing by clicking on

the case number or by searching by the case number (See Figure 17. page 29).
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Figure 17. Help Desk Data Grid

Once an administrator has opened a specific help desk request, the administrator

can modify the help desk request. The following fields in a help desk request can be

modified by an administrator:

First Name

Last Name

PC ID

E-mail

Phone Number
Location

Assigned Administrator

Status
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e Problem Description
e Priority
e Problem Type
e Administrator Remarks
Before a help desk request is modified, all required fields must be entered.
Required fields are noted with a red asterisk next to the required field. Once a help desk

request has been modified, the administrator must click on the “Update” button to update

the request (See Figure 18.).
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Figure 18. Updating a Help Desk Request
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5.3.9 Assigning an Administrator to a Help Desk Request

The OHDT system allows administrators to assign a help desk request to a
specific administrator. This function was added to the OHDT system to allow help desk
request to be assigned to the needed administrator. To assign a help desk request to a
specific administrator, a administrator must first view a help desk request. Once the
administrator has opened the request for viewing, the administrator can click on the drop
down administrator list box. The drop down administrator list box will populate a list of

all available administrators that can receive a help desk request (See Figure 19.).

2l Insert Member Record - Microsoft Internet Explorer El@lg‘
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Figure 19. Selecting a Specific Administrator
Once a specific administrator has been selected, the administrator must select the
“Update” button. Once the request has been modified, the request will be assigned to the

selected administrator.
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5.3.10 Assigning a Specific Status to a Help Desk Request
The OHDT system will allow administrators to assign a specific status to any help
desk request. The OHDT system allows an administrator to select one of the following
statuses for a specific help desk request:
e Open
e Hold
e Order
e Closed
An administrator can assign a specific status when he or she is creating or viewing
a help desk request. To assign a specific status, the administrator must click on the status
drop down list box. This action will cause the status list box to populate with all the
different status options. From here, the administrator can select the needed status for the

request (See Figure 20. page 33).
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Figure 20. Selecting a Status

Once the needed status has been selected, and all required fields have been
entered, the administrator can update the request by clicking on the “Update” button.
5.3.11 Searching for a Specific Help Desk Request

The OHDT system will allow administrators to search for a specific help desk
request by a case number. An administrator must navigate to the “Show Help Desk
Request” or “Closed Help Desk Request” page to access the search feature. Once an
administrator has navigated to either page, the administrator will be able to search for a
specific request. For an administrator to search for a specific help desk request, the
administrator must enter the all numeric case number. If an administrator enters a non-
numeric case number, an error message will be displayed. Once the administrator enters a

valid case number and clicks on the “Search” button, the help desk request that is
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associated with the case number will be displayed (See Figure 21. and Figure 22.)
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Figure 21. Searching for a Help Desk Request
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Figure 22. Displayed Search Result
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6. Testing Procedures

The OHDT system was tested to prevent and catch any fatal system errors that
would cause the system to be unusable by clients and administrators. Each piece of code
was tested to make sure that the code didn’t contain any compile, run-time, or logic
errors. And once all programming errors where eliminated, real users would test the
OHDT system.

As Visual Basic.NET attempts to convert code to machine language (called
compiling code), it finds any compile errors. Compile errors would occur when the
syntax rules for Visual Basic.NET were invalid and non translatable for the compiler.
Common compile errors where inconsistent spelling of object names. All errors that
caused compile errors were quickly found and corrected.

Run-time errors were discovered quite quickly while programming the OHDT
system. Run-time errors would cause the system to halt during execution. As a result,
Visual Basic.NET would display an error dialog box, and then go into break mode. Once
this would happen, the statement causing the run-time error would be modified and
corrected. The final version of the OHDT system is free of fatal run-time errors that
would crash the system.

Finding logic errors in the OHDT system was one of the greatest challenges. With
logic errors, the OHDT system would run but produce incorrect results. Test data was
created to help determine where the logic errors where in the OHDT system. The OHDT
system was put through a rigorous test with validation data. Through the validation

testing, all logic errors where located and corrected.
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Once all programming errors had been resolved, the OHDT system was tested by
real users. Simulated users such as client and administrator accounts where created to test
the OHDT system. User feedback help address issues about the interface of the system.
The OHDT system was modified to make the user pages more user friendly.

7. Conclusions and Recommendations
7.1 Conclusions

This project was created to provide better administrative support between clients
and administrators in a particular organization. The OHDT system gives a company’s
users 24-hour access to administrator(s) from any computer with an Internet/Intranet
connection. The projected was created using Visual Studio.Net 2003, written in Visual
Basic.NET code using ASP.NET. User information was stored in a Microsoft Access
2003 database. The project was completed over the three quarter Senior Design sequence.
The project fulfilled all Design Freeze deliverables and testing was preformed to ensure
the system’s usability.

7.2 Recommendations

A solid understating of Visual Basic.NET and HTML programming is
recommended before creating an interactive Web application. Also, a solid understanding
of Microsoft Access 2003 is needed in order to understand how to store information in a
database. Knowledge of these programs will come in handy for a Web database
application.

Web database development is a powerful combination in creating applications for

business related environments. But before an application can be created, a programmer
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must interact with the users that are requesting an application. A programmer must have

excellent listing skills and not be hesitant when it comes to asking questions.
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