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Abstract

The objective of this independent study is to systematically develop the knowledge base
document support system for the additional service in the organization that operates the
telecommunication business. The focus is on the sevice operation unit.

The study on the problems in the existing processes of the organization reveals that the
organization has no systematic filing management system for knowledge documents. This results in
the problemsof dubplicated documents, document filing in emails, and limitation in Configuration
Management Database (CMDB).

Therefore, this independent study has proposed a solution guideline using a filing management
system for knowledge document.  The system utilizes the PhpBB applicaition and groups the
knowledge documents into a hierachcy structure. The system is intended to be the central knowledge
base of the unit and utilized in the development of software components that will link the input of
service data from CMDB in terms of Excel in order to create the initial data in the databases of the
filing system for knowledge documents, the incident management, the problem management, and the
change management. The independent study is based on the processes of software project

management and software development standard ISO29110.



The study reveals that the filing system for knowledge documents can systematically classify
and store the documents in the same database and can search the data from the same source.

Consequently, the data is reliable and applicable in the real world.



