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One of the problems of IT Help Desk department is the waste of time for finding
the solution and solving the same problems repeatedly. The larger the organizations
are, the more variety of IT problems affect the more complicated operation of IT Help
Desk. This research thus presents a Knowledge Recommendation System for IT Help
Desk developed by using Case-Based Reasoning (CBR) technique, in association with
the organization’s Information System Architecture namely Configuration Management
Database and user authorization, to automate the retrieval of knowledge for assisting
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keyword knowledge =
PK Itey_\!gard id |INTEGER PK,FK1 kncwledge id |INTEGER PK |role id INTEGER
keyword VARCHAR(50 title VARCHAR(200)
4 (50) description TEXT(1000} role_name VARCHAR(EIOU)
problem_type | INTEGER $
system_role INTEGER
frequency INTEGER | Aroeanen
keyword_duplicate keyword VARCHAR(500) : i
[ P INTEGER status 6 INTEGER E PK |app_id INTEGER
! name VARCHAR(300)
dup_word | VARCHAR(1000) 1 . ot
e CHAR(50) : E description | VARCHAR(1000)
l ! o
AL ! !
1
issue Q I
problem_type application_role
PK |issue_id INTEGER
PK |id |CHAR(10) 4O-m--
title VARCHAR(100)
type | CHAR(10) detail TEXT(200) FK3 app_id | INTEGER
it_description | TEXT{1000) FK1,FK2 |role_id | INTEGER
type_id INTEGER
FK1 |subtype id  [INTEGER
admin keyword VARCHAR (200} Gsar
. staus INTEGER
PK |admin_id |CHAR{10) create_date |DATETIME PK.,FK1 | cai CHAR(10)
B ) close date DATETIME
user_name | CHAR(10 FK3 |cai CHAR(10) >4 - -OH name VARCHAR(100)
password |CHAR(10) [FO-OS knowledge_id |INTEGER role INTEGER
name CHAR(10) detall tmp | TEXT(1000) department | VARCHAR(100)
status CHAR(10) vne VARCHAR(100) user_name | VARCHAR(30)
expert CHAR(10) get_date DATETIME password | VARCHAR(30)
logo CHAR(10) phone VARCHAR(100) '
FK4 |status_id INTEGER >
____________ OH FK2 |[staff_id INTEGER i
] FK5 | priority_id INTEGER user_hardware
I
: 5
| i
cai CHAR{10)
Q Q FK1 |hardware_id | INTEGER
issue_status issue_priority ¥
PK |status id INTEGER PK |priority id |INTEGER Q
status_name |VARCHAR(100) priority_name | VARCHAR(200) hardware
PK |hardware id |INTEGER
hardware_name | VARCHAR{200)
hardware_desc | TEXT({1000)
hardware_type | VARCHAR(50)

91I7 4.6 UNUNIW ER Diagram
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1ol
ANTAUNA
app_id varchar (100) Tad et SHALNTILULANIAUNA
F1979% 9.12 wauynsndays HARDWARE
I8 HARDWARE
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