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HELP-DESK/ONTOLOGIES

This research entitled "The Development of an Online Help-Desk Using
Ontologies : A Case Study of an Academic Workload System, Suranaree University of
Technology" aims to design and develop a help-desk system based on the
knowledge of the Academic Workload System, which stored in an ontology.

The ontology consists of a class of 3 classes, including Workloads, Problem
and Solutions classes. There are 6 relationships between classes and 9 data properties.

The evaluation results revealed that the appropriateness of the structure of the
developedontology was in the “good level” with x = 3.62, and S.D = 0.76 which
conforms to the Hypothesis 1. The developed software has been evaluated in 5
dimensions of usability, which are efficiency, affect, helpfulness, control and
learnability. The results has x = 2.42, and S.D = 0.68, which indicated that the help-

desk has potential to use in the “good level”, which conforms to the Hypothesis 2.
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