It is your first day of work as a systems analyst at ATB, Inc.   You meet with your boss to discuss the work you will be performing and the following discussion occurs:

You:  Good morning.

Boss:  Shut up and get to work.

You:  What should I do?

Boss:  Here is your first assignment.  I want you to analyze our Tech Support business process.  It is very inefficient and problematic.  I need you to create an information system to improve the process.  

You:  Can you describe the problem?

Boss:  We have many employees who frequently call us when they have computer problems.  The process of tracking the problems, the calls, the solutions, it’s all done manually, so it is very awkward.  We need an automated system for capturing information about the calls we receive.

You:  How many people actually work here?

Boss:  Not that many, maybe half of them.  Does surfing the Internet count as work?

You:  No, I mean in terms of numbers.

Boss:  Oh.  We have around 1,000 employees.

You:  Ok.  Tell me about the scope of the system, i.e. the data you would like the system to maintain.  

Boss:  I will start by telling you how PCs get assigned to employees, i.e. how we purchase PCs.  Every 6 months or so, we determine which employees need a new PC based on how old their current machine is, if they have one.  We buy computers in large quantities, usually 50 at a time, since we can get deep discounts in price that way.  

You:  Do we need to keep track of the order information?

Boss: No, only the date the PC was purchased.  The rest of the order details are beyond the scope of our system.  The only thing we need to know is when a PC gets assigned to an employee.  We log every PC that is assigned to someone in this book (one entry in the log is shown below):

	Employee ID
	Purchase Date
	Serial No.
	Model No.

	784
	7/11/1999
	XIN1432S98TE33
	CM 135


You:  What is the difference between Model No. and Serial No.?

Boss:  The Serial Number is imprinted on each workstation, i.e. the actual computer.  The Model Number is just a code we assign to a general type of computer when we purchase in bulk.  We keep track of the different models in a different log.  I can show it to you, but essentially we keep track of the manufacturer, the processor type and amount of memory for each computer model.

You:  I see. Each individual workstation can be only one type of computer model?

Boss:  Yes.

You:  But there may be many workstations of the same computer model type?

Boss:  Yes.

You:  Should this new system keep track of employee information?

Boss:  Yes, some of it.  Maybe employee number, phone number extension, office number and name.

You:  Can an employee have more than one PC?

Boss:  Absolutely!  Look in front of you!  I have two on my desk.  Who wrote that letter of recommendation for you, anyway?

You:  One of my professors from DePaul.  His name is Al Burns..

Boss:  Remind me to call him… what else do you want to know?

You:  So far, you have told me the system should keep track of hardware.  What about software? 

Boss:  That’s a good point.  We buy software all the time.  Every time we buy software we keep track of the software package.  Here is a typical entry in our software log book:

	Software Package ID
	Purchase Date
	Package Name
	Version No.
	Author

	SW 492
	7/14/1999
	MFGPro
	8.0
	QAD


One of the problems with the current system is that we are not sure which packages are installed on each workstation.  Your system should keep track of that.

You:  I assume a workstation usually has many packages installed on it.

Boss:  Yes, exactly.  Maybe that Al Burns guy is smarter than I thought.

You:  Not really, you just don’t know him.

Boss:  Ok. Do you need any other information?

You:  (You think to yourself, “Helloooo…of course I do…how am I supposed to build a system based only on this information”… but resist saying it since you would like to be employed for a while…)  Can you tell me about some of the ways the system will be used?

Boss:  I can give you a general idea of how I anticipate the system working.  First, the most important use of the system is when the employees here in Tech Support answer calls from employees.  I want to keep track of each one of those calls.  Let’s call them incidences.  

You:  This is the “Respond to Call Request” process.

Boss:  That’s a good name for it.  Basically, when an employee has a problem with their PC, they will call Tech Support to ask for help.  The employee will provide their Employee number.  The Tech Support person (TSP) should be able to see if the employee has been entered into the system.  If they have not, the TSP should enter the employees number, name, office and phone extension.

You:  This is the “Enter New Employee” process.

Boss:  Yes.  To continue, the TSP should enter a new Incident each time an employee calls.  When the employee provides their Employee number, the system should retrieve all workstations (PCs) assigned to that employee.  If there is more than one, the TSP should ask the employee about which workstation the incident pertains.  Once the workstation is known, the TSP will ask the employee for the software package with which they are having problems.  Then, the employee will describe the problem.  The TSP should enter a problem description and then work with the employee to resolve the problem.  Usually, the problem is solved over the phone but not always.  When the issue is eventually resolved, the Incident should be considered closed.

You:  Is that all?

Boss:  Yes.  Well, when the Incident is closed, we should print out the result of the Incident so the employee has a record.  Let’s call it an Incident Report.  It should include the problem description, a description of how the problem was resolved, when it began and ended, the employee information.  

You:  So the system should capture a problem description and solution for each Incident.

Boss:  Yes.

You:  By my count, we are interested in collecting information about employees, workstations, computer models, software packages and incidents.  We also want to keep track of which software packages are installed on which workstations.  And, each incident will pertain to a particular installation of a software package on a workstation.

Boss:  Yes.

You:  Will the system do anything else, for example, collect other data?

Boss:  Not at this time.  It should give some reports, though.

You:  What kind of reports would you like to see?

Boss:  I want to see how many Incidents are handled on a weekly basis.  Call the report “Weekly Incident Report”.  The system should keep track of the date the incident was started and the time it took to be resolved, in number of days.  I also want to see an exception report of all Incidents that are open at any given time.  Call that report “Open Incidents Report”.

You:  Any other reports?

Boss:  Yes, one more.  I want to know which employees call us the most frequently so I can get them fired.

You:  Well, that is rather unethical, but if that’s what you want…

Boss:  Maybe you are right.  Never mind.  Forget the “Fire Employee” process for now…

You:  So, among other things, the system will be used to enter new incidents, enter new employees, add new computer models, add new software packages and generate the reports you mentioned.

Boss:  Yes, but don’t forget, we should keep track of when software is installed on each workstation.  The TSP should be able to enter that information.  I am off to a meeting now but will be back in a little while.  When I get back, I would like you to show me your progress.  

Submit a Word document with the answer to the following questions.

Question 1.  Based on the discussion, identify all entities that should be modeled for the Tech Support System at ATB, Inc. (1 pt.)

Question 2.  Create an ERD for the Tech Support System.  (1 pt.)

Question 3.  List all the processes identified for the Tech Support System. (1 pt.)

Question 4.  Construct a context diagram and level 0 diagram for the new Tech Support System.  (2 pts.)

