1.
Overview of the present system

The Computer Science (CS) department provides a support service to users of the computer systems in the department.  These users include students, faculty and administrative staff.  Support is required in several areas ranging form software installation to hardware problems such as faulty printers.

When users require assistance a request is sent via email to help@cs.clemson.edu and the request is handled as soon as possible.

2.
Problems with the present system

· There is no documentation on the support services provided by the department.  For example, managerial reports, analyses of problems reported.

· Messages received from users are sometimes incomplete.  For example, location of faulty printer.

· Messages sent requesting help are sometimes serviced but not deleted from the mail system, thus the request might be serviced again.

· Help request messages are sometimes read but not serviced.

3.
USE CASE ANALYSIS

SSLS Actors

· CS User 
– any one who uses the CS department computer resources

· Staff 
- employees of the CS systems department.

· Manager
- Systems Programmer/Administrator

SSLS Use Cases

Use Case ID: SSLS01 - Send system request. 

Scenario: 
Actor: CS user.
Pre-conditions: 
1. CS user has successfully logged onto the system.

2. Web page has been activated.

Description:
1. Use case begins when CS user clicks on the help link in the CS help web page

2. The system shall provide the CS user with a template for data entry (See appendix A).

3. The CS user shall enter the following data: user id, name, machine name (if any), location, and a short description of the problem. (The highlighted words are the required fields.)

4. The CS user shall then send the request by selecting the send button.

5. The system shall then notify the CS user if the request was submitted correctly.

6. When the request is received the system shall generate a request record and allocate a unique request id.  

7. Use case ends when the request is stored in the system
Post-conditions:
1. The number of requests stored in the system has increased by one.
2. The request has been saved in the system and marked not handled.
Alternative Courses of Action:

1. In step D.4 (step 4 of Description section) the user has the option to cancel the request.

2. In step D.5 if any of the required fields are blank the system shall request the user to make an entry in the appropriate field.

Exceptions:
1. The help link on the CS web page is not active.

2. After the user enters the required data the send button is not active.
Related Uses Case:
None.

------------------------------------------------------------------------------------------------------------

Decision Support:

Frequency: On average 10 requests are made daily by CS user.

Criticality: High.  Allows the CS user to report any problems encountered with either computer software or hardware in the CS department.
Risk: Medium.  Implementing this use case employs standard web-based technology.

------------------------------------------------------------------------------------------------------------
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APPENDIX A – SCREEN DESIGNS
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