TICKET REPORTING & ASSET MANAGEMENT SYSTEM

Developed by Matthew Rogers and Adam Welborn

TRAMS was developed for the ResNet Help Desk at Purdue University, which manages
12,000 data connections in the residence halls and also supports off-campus dial-up and
ADSL connections as well as on-campus wireless access. In the past, the Help Desk had to
use several separate systems to track contacts with customers and check the status of their
network connections, and staff were extremely limited in their capabilities to manage the vast
amounts of network data being constantly collected by Purdue servers.

This most recent version of TRAMS, deployed by Matthew Rogers and Adam Welborn in July
2004, made a final push to integrate all of ResNet's systems (ticket reporting, network
management, a knowledge base, and much more) into a single flexible, powerful framework.
During development, ease of use and efficiency were constantly balanced with the
manipulation and display of massive amounts of data. While having all of the capabilities of
ResNet's former systems and much more new functionality, the total code base of TRAMS
was reduced by almost 50%.

The sheer number of features as well as the restricted nature of much of the information
prevent many of TRAMS’ capabilities from being displayed in this document. However, you
can easily see the core functionality that makes TRAMS an indispensable tool to Purdue
University ResNet.
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TICKET MANAGEMENT

TRAMS features one of the most
advanced and flexible ticket tracking
systems ever conceived. Not only are
tickets entered by technicians while on
the phone, they are also automatically
created from incoming emails as well as
automated processes that search the
network for excessive bandwidth users,
computers infected with viruses, and
various other issues.

Tight customer-contact integration
means the history of any customer is
instantly reviewable. In addition, the
complete network address information,
bandwidth usage history, and a multitude
of other data relating to the customer's
use of the network and TRAMS
framework tools (like Stats and PURU) is
available for any person on the ResNet
network. All of this data is accessible by
simply entering a user name or phone
number into Quick Lookup.

Department forwarding assigns a ticket
to another department (when multiple
departments are using TRAMS), while
still allowing the original department to
track the resolution of the ticket and
request that the ticket be returned if
necessary.

TRAMS ticket performance statistics
provides quick yet detailed analysis of
various ticket data, including distribution
by category and creation type as well as
response and resolution time.
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emails the results to the customer. By
the time an employee replies to the
request in a few minutes, PIERS has
often already gotten the customer started
on a solution to their problem.
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SYSTEM SECURITY

A flexible and effective group-based
security system keeps the plethora of
advanced TRAMS features in the hands
of the appropriate employees. Users are
easily added to TRAMS and
subsequently to any user group you
select with just a few clicks.

The remote security option allows
administrators to restrict or completely
deny access unless an employee is
logging in from an approved set of IP
addresses (typically the ones in the
office).

All logins are recorded, as well as
unauthorized page access attempts by
users not authorized for those pages. A
brute-force login prevention system
allows parameters to be set for
suspending access from certain IP
address for a specified amount of time
after a specified number of failed login
attempts.

Administrators have complete control
over user accounts and can reset their
passwords (or have TRAMS
automatically generate a new password),
disable accounts, change information,
and reassign users to other groups.

User-specific permissions can be set
for every single page and module in
TRAMS, overriding the user's group
permissions and allowing complete
control over security permissions for
each and every user.
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FLEXIBILITY

TRAMS provides options for easily
changing the behavior and settings for
each individual department using
TRAMS. Email lists, business hours,
work schedules, email templates, and
more are all easily configured through
Department Setup.

My.ResNet

TRAMS features a public portal called
My.ResNet which is tied into Purdue's
career account authentication system
and allows students and staff to view
their support ticket history and respond
to tickets (which can also be done by
responding to the emails sent to them). A
web contact form to initiate a TRAMS
ticket and the Knowledge Base are also
part of My.ResNet.

KNOWLEDGE BASE

TRAMS integrates a full-fleged online
knowledge base, with both adminstrative
and public intefaces. An easy approval
process, article management system,
spell checker, image uploading and
approval system, and keyword
generation algorithm result in very
professional articles. The Purdue ResNet
Knowledge Base has been utilized
extensively by sources outside Purdue
as well; several articles on virus removal
appear on Google.

The aforementioned PIERS system uses
a sophisticated world-analysis algorithm
to select the most helpful articles from
the knowledge base when TRAMS
receives an email or when a request is
submitted through My.ResNet.
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