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(Helpdesk System)
(Helpdesk Definition/1®

(Helpdesk Mission)1l
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(Helpdesk Support)1L

(Helpdesk  Toolkits)
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' (Helpdesk Activities/T1

(Work-around)
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(10)
Technician)

13

(Helpdesk Person)1l

(Helpdesk Analyst)
(Desktop Support Analyst)
(Help Desk Support)
(Technical Support Analyst)
(Helpdesk Technician)
(Desktop Support Specialist)
(PC Support Specialist)
(Help Desk Specialist)

1 (Help Desk Level 1)

(Desktop ~ Support

(Helpdesk Software)11



2218

(Helpdesk Responsibilities)®

(Answering Questions)

(Service a Request)

(Handling an Emergency)

14
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(4) (Informing Customer of System Problems)

() (Reporting)
(6) (Disaster Recovery)
(7 (Communicating with other Help Desks)
1
8) (Internal = Process)
22.1.9 2

(Helpdesk
Service Level)A 21 3
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1 (First Line Support)

(1) (Dispatch Front Line)
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(2) (Resolve Front Line)

2 (Second Line/Second Level Support)

3 (Third Line/Third Level Support)
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Escalation of Helpdesk and Technical Support Issues

1st Level Technical Helpdesk

| Incoming Call |

~ ™

Sales & Maintenance Clients

1 1

1 Customer Service Service Technician: Installation
I Representatives: of New Equipment:

* Start up faults;

= In conference assistance;

+ System navigation, etc
Actioned by an Immediate response

Maintenance appointments;
Equipment related issues;
Post Sales technical support;
In-Warranty support;

*  On site support

\ Actioned as per Technical Support&

Resolution Guidelines

1 Escalated to Service Technician:
* 2r=level and above technical support
* Advanced issues are escalated

immediately

Actioned as per TechnicalSupport &
Resolution Guidelines

22 il
22
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Technical Support and Resolution Guidelines

Escalation of Helpdesk Call
o, Helpdesk Calls |f matte-is Peyond First level
95% of cals are resE(_)nded oo Helpdlesk staf, ownership ofthe
within 20 seconds. First Leye! ' fault istransferred to a qualfied
Helpdesk staffinitially take Service Techmuaﬂ] until

ownership of the fault successfull resolved.

Escalation to

Third Party Provider
Sewvice Technicians retain
ownership o fthe faul,
ﬂa?gmg and recording all
follow up matters unfi

f successfully resolved to

: clients satisfaction.

Fault Rectified & Recorded
Aftfaults are logged a Helpdesk
datahase and reported in the monthly
reports delvered in specified
timeframes.

2.3

2.3
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(Helpdesk Basic Information)
(1) (Policy  Information)
(Priority)
(2) (User Information)
(3) (Helpdesk staff Information)
@
(Call and Request Logging)
( )
@
@
®)
@ (
)
(Problems Resolution and
Escalation)
@
@
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(Procedure)
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(Computer Asset Management)

(Helpdesk ~ Performance
Analysis)2

(1) (Effectiveness of Call Load
Management)
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Hardware)

100

23

(Promised versus actual)
95
80

(Service Level Agreement: SLA)

(Prohibited Software and



(Staff Evaluation)
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(Level of Pro-action)

(Priority Setup)
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1.9 (1

)
(Mobile Helpdesk)[4

da

(PDA Computer)
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2.2.2 (Workflow)
2221
(Workflow) (Work)
(Flow) ‘ o "
1

4

(Trigger)

2222
(Business reengineering)

(Conceptual Level)
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(Workflow Automation)

(Digital Signature)

29



(mailbox)
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(GroupWare)

(Information)

(Data)

(Load balancing)

(Knowledge)
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(Communication)

&
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3 2.5
(Collaboration) (Coordination)
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(Push Technology)
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(Forward)

Usenet Newsgroup

33
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2.24 (Lotus Notes)IL
2.24.1

(Data sharing)
(Flow Control) (Security)

MS. Windows 3.11, MS
Windows 95, MS. Windows NT, 08/2, IBM AIX, HP UX, Solaris, Novell Netware

TCP/IP, IPXISPX, NetBEUI, Banyan VINES, Apple Talk

(Workgroup)

2.24.2 '



(Real-Time)
4GB

(Broadcast)

(Reference)

(Tracking)

(Discussion)

T.4 |
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(Client)
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(3) (Navigation)

(Collapsed) (Expandable)  (View)
@
2244
(1) (Workspace)
(Icon)
(Smarticon)
(Status bar)
2) (Database)
(Form)
! (Free-form)

(Relational Database
Management System: RDMS)
21
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SQL

(1

(Field)

(Form)

(Field)

(unformatted)

37

(Replication)

Full-text search

da



Q) (Field)

(3) (Documents)
1
@  (Views)
2245
(Distributed System)
(Encryption) X500 X509
RSA public key

38



2.2

Manager

Designer

Editor

Author
Reader
Depositor

No Access

(Authentication)
(Access Control Level :ACL)
(Field-Level Privacy)
(Digital Signatures)

security)

full text index

39

(local
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2246 (Searching)

2
(1) Plain text
V) Full text
full text index
(Index File)
full text index
designer
full - text
2.24.7 (Formula and Lotus Script)
o
(True/False)
(@Function) (@commands)

200



Basic
(code)

(Stand-alone)

AIX

Windows API

4

(Variables)

(Constants)
(Operation) (Logic)

(<>), (
(Keyword)
DIM, MESSAGEBOX, VARINT

(Computed field)

1 (Lotus Script)
Visual
(Syntaxes)
Visual Basic
Visual Basic

Windows, NT, Mac, PPC, 0s/2, UNIX, HP-UX, Solaris,

Approach 96 and 97, Freelance 96 and 97, Word Pro 96 and 97
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