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ABSTRACT

Currently, large organizations with branches across different provinces in the country have
implemented technology to facilitate internal operations. This enables the organizations to manage their
transactions more efficiently. However, this also leads to a significant number of IT-related issues due to the
large number of employees and IT devices. With over 10,000 employees and more than 50,000 IT devices,
there is a high volume of hardware and software problems reported. Furthermore, the IT support staff is
limited in providing assistance.

To enhance the organization's efficiency within the constraints of the available IT support staff, a
centralized IT issue resolution system has been implemented. This system assists in problem resolution and
allows employees to learn how to resolve IT issues on their own by accessing the system's troubleshooting
guides. This enables the organization to continue its operations smoothly, while IT support staff can fully
assist branches. The system also allows for performance evaluation based on task completion and enables the
company to analyze the suitability of hiring additional IT staff to serve branches that experience IT problems.
The system provides insights into recurring issues and faulty IT devices, which helps in making informed
decisions for future IT equipment purchases. Lastly, by doing a satisfaction survey to assess the user

satisfaction of the system, the organization can further improve the system in a better direction.

Keywords: centralized IT issue resolution system, problem resolution, learning to troubleshoot, web

applications, helpdesk.
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