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ABSTRACT 

             Service provision to students at an institution of higher learning plays an important role in smooth 

running of activities. Currently students are wasting a lot of money and time as they try pay 

fees,resolve queries or even do some inquiries as campuses are dispersed. The research was aimed 

at investigating the usefulness of a ticketing system to be used by all departments at the university 

and results showed that a lot of improvement and convenience on both staff and students can be 

derived from implementing the ticketing system. 

 

PROBLEM IDENTIFICATION. 

1.0 Introduction. 

Helpdesk ticket systems have been used in organizations for customer support for some time now in 

the world. (ZOHO, 2014) defines a helpdesk as a name given to the function of a company that 

solves problems where customers interact with it when they have questions or problems. 

A ticketing system receives submitted information from a request or information on why a request 

(issue) is submitted, when it was created, and who created the request. It then uses this information 

to create some virtual tickets/slips for every query submitted or created and assigns it a unique 

identification number which will be used to check the status of a request. Ticketing systems have a 

wide range of applications. In Zimbabwe, very few ticketing systems have been developed and 

implemented for use in universities administration to solve the various issues that students may 

need to report to the administration, yet in these Universities a lot of activities are taking place 

which need tracking and following up for smooth running of activities 

1.1 Background of study 

The type of problems students usually have to the BUSE administration can be categorized as 
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Examination related issue, Registration and Fees balance issue. Currently, because of harmonisation 

of examinations on students learning using different modes, a lot of queries are being raised which 

need following up and students who are out of campus are finding it difficult to have their queries 

resolved.  The manual querying system is also costly, as there are three dispersed campuses and the 

administration is only centralized at the main campus. Moreover there are some situations where a 

resolved query may need to be referenced, and because of the manual student-administration 

querying system it makes the process even more difficult. 

1.2 Problem statement 

The current manual system results in long physical queues on the University’s administration block 

which is at the main campus. When submitting a query, students wait in physical separate queues 

depending on the type of administrative query they have. This causes disorder in the administration 

block. The dispersion of campuses is costly and time consuming for students. Another frequent 

problem is the failure to track a previously resolved query. Students will be having lectures during 

the day and will have to abscond lectures to report and have an issue solved. 

1.3 Objectives 

The researcher seeks to achieve the following objectives after implementing the research project: 

• To develop a university administration ticketing system. 

• To enable the administration to resolve and track students queries using the administration 

helpdesk ticket system. 

• To evaluate students and administration staff members’ perceptions on the use and 

integration of the helpdesk ticket system. 

1.4 Research Questions 

The researcher seeks to answer the following questions after doing the research: 

• Is the ticketing system an ideal tool for handling administration queries from students? 

• To what extent will the ticketing system improved administration service provision to 

students at Bindura University? 

1.5 Research Propositions 

The research propositions are: 

• H0: There will be significant improvement in service provision through the use of a helpdesk 

ticket system for submitting administration queries.  

• H1: There will be no change in service provision through the use of a helpdesk ticket system 

for submitting administration queries. 

1.6 Justification of study 

 The importance of this research is that, the use of a helpdesk ticket system for student 
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administration at Bindura University will reduce the amount of time students spend travelling to 

these dispersed campuses and waiting in queue when they have a query to submit. The 

administration receives and processes large numbers of queries. The administration includes several 

departments are not located at one site. The research is also important in that it will reduce the 

workload on the administration staff as the ticketing system will automate the query handling 

1.7 Methodology 

The researcher will use the Rapid prototype development (RAD) method to develop a Web based 

administration helpdesk ticket system.  This will enable requests to be submitted from anywhere for 

as long as there is internet connectivity. It will be designed using PHP as the default programming 

language. The database will be designed using MySQL. Other tools to be used include smtpdev4, 

navicat premium and Microsoft outlook. 

Keywords  
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LITERATURE REVIEW 

2.0 Introduction 

To have a clear understanding of what a helpdesk ticket system is, and what it offers as an I.T 

application to business administration, it is worthwhile to understand some sources for the 

development and implementation of previous ticketing systems that were designed and developed in 

other locations of the world.  

2.1 Previous universities administration support systems 

Oregon State University in United States of America developed and named their helpdesk system 

“OSU helpdesk”, launched in January 2004 (Sinnet et al, 2004). The helpdesk is designed for 

computer support to students and employees when they experience a computer related fault ranging 

from hardware, software and network. At the heart of the OSU helpdesk is a powerful call tracking 

system based on the Mozilla organization’s Bugzilla bug tracking software. The main features of 

the helpdesk include secure logon, web and email based ticket entry and powerful report and query 

tools. Analysis shows that the helpdesk system only supports the Information technology 

administration department within the university. 

University of Memphis also developed an I.T support helpdesk, where users use a helpdesk 

ticketing system to submit their technical request to the technicians (Cottam, R, 2012).The 

limitation of this helpdesk ticket system is that it only supports the I.T support department of the 

university. 

Helsinki School of Economics (HSE), which is a business university, developed a student 

information system which was implemented in 2001. The information system was called Oodi, 

which is a 24/7 which supports studying, teaching, and student administration  (Bragge, 2009). 
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Oodi system has three user categories: students (the largest user group), teachers, and administrative 

personnel. Each user group has a different interface. Students may update their personal data, 

register for teaching events, check their registrations or credits, order a transcript of records, enroll 

in the university, and give and read course feedback. However, the student administration 

information system does not receive queries from students. 

Educational institutions face the challenge of providing technical support to faculty, staff, and 

students for diversified systems and expanded services  (Cruess, 2002) as cited by  (Elmahdy, 

2014). The campus help desk has become the "hub" of support with the many "spokes" of user 

services centred  on it. The help desk directs the communication between services and teams, 

unifies the support to faculty, staff, and students of centralized and decentralized systems, and 

manages change so its impact is transparent as possible to users. There are six common challenges 

that most campus helpdesks face. They are: 

 1) Creation of an internal Service Agreement, 

 2) Coordination of centralized and decentralized support, 

 3) Limited resources,  

4) Change management, 

 5) Acquisition of timely feedback, and 

 6) Collaboration among teams. Developing workable and creative solutions to these challenges will 

turn an average help desk into one of excellence. 

Analysing this information, the campus helpdesk supports only technical support department only. 

This is the other limitation of this support helpdesk.  

2.2 Early Ticketing Systems  

Helpdesk Ticket systems were first developed and used for business administration around the 

2000s (Jesse et al, 2005). This is shown by the development of various ticketing systems such as 

Request Tracker (RT) in October 2001(Jesse et al, 2005), Open ticket request system of 2003  (Nils 

Einar Eide, 2004).The main strength of helpdesk ticket systems is the ability to track all events, 

failure and issues that would have been reported. Helpdesk Ticket systems support communication 

for both internal and external purposes within an organisation. The systems also allow following on 

each case, including internal communication between support personnel (Harvey Allen, 2009). 

Analysis of early helpdesk ticketing software’s  shows that their major weakness was that they 

required to be installed on each PC before the system could be accessed and operated. This method 

was costly and the client side applications would update the server with any appropriate 

information.  
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2.3 Problems that led to the development of Helpdesk Ticketing Systems. 

In an organization there is always a lot of work to do. People need to be served and  inquiries need 

to be answered. At the end of the day, we have got to know who wanted what, who did it, and when 

it got done, and mainly what remains undone. That’s where a ticketing system comes in (Jesse et al, 

2005) and Request Tracker (RT) was developed in October 2001 by Jesse Vincent (Stepleton, 

2002). 

Another problem that led to the development of ticketing systems is that business organizations 

received a number of duplicate emails queries sent from clients with the same request to private 

mail boxes for the support group personnel. These requests were not sorted and were answered 

using a regular mailing program. This process was slow. This led to the development of Open ticket 

request system (OTRS) in 2003, which is also a web based application program. The ticketing 

system is connected to a mail box and saves all requests in its database  (Nils Einar Eide, 2004). 

This helpdesk ticket system had the same problem as RT; it only supported a single department and 

the absence of a knowledge base. 

Another problem faced by business organizations using early ticketing systems was the manual 

assignment of virtual tickets to staff members by the system administrator. Tickets would build up 

when the administrator is away from his/her PC since all queries had to wait for the administrator’s 

intervention. This led to the development a ticketing system called h2desk. H2desk assign tickets 

based on user loads, sequential round robin, first responder (www.h2desk.com, 2013). With the 

h2desk, a user is able to respond to the notification right from his/her inbox and it would 

automatically locate the ticket. This helped to reduce the building up of tickets even if the system 

administrator is not at his/her desk. However, this helpdesk ticket system does not have text capture 

which also makes it vulnerable to abuse by software’s that automate ticket creation process. 

With the rise of social sites such as facebook, estreamDesk ticketing system was developed. Social 

media has become a mainstay for business and personal stuff (estreamDesk.com 2012). 

EstreamDesk ticketing system is facebook and twitter integrated, which means the ticketing system 

is linked to an organizations facebook page. The ticketing comes with a live chatting environment 

which enables users to be able to communicate in real time with support agents. When the chat is 

completed it is automatically converted to a ticket for easy tracking and following up 

(estreamDesk.com/Announcements/2013). It also manages multiple knowledge bases and forums, 

has a  knowledge base functionality, is also a web based application, which is a hosted service, 

which means that there is no need to worry about installing or hosting the ticketing system. All 

incoming emails are automatically converted to tickets and are assigned according to the rules 

defined. The main disadvantage of this hosted system is that the organization does not own the 

software and does not have direct access to the data 
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Freshdesk is another helpdesk ticket system first developed in June 2011 (freshdesk.com, 2014). 

This helpdesk enables organizations to handle customer services across various platforms. The 

applications support for social networks such as facebook and twitter enables businesses to gauge 

public perception for their brand and track industry trends. This helpdesk has a knowledge base to 

hold frequently asked questions; however this helpdesk ticket system does not support multiple 

departments. The helpdesk does not have a security text capture when creating a ticket which 

makes it vulnerable to abuse by hackers who use software’s to automate the process to create a 

ticket.  

2.4 Comparison of Bindura University Helpdesk Ticket system with previous Helpdesk 

Ticket Systems. 

The researcher is now comparing the previous helpdesk ticketing systems to the proposed Bindura 

University Helpdesk Ticket System to be designed for this research. The researcher integrated all 

key helpdesk ticket system features and functionalities and added a few features. Table1 shows 

comparisons of the proposed Bindura University Helpdesk with other previous helpdesk ticketing 

systems. 

 

Table 1: Comparison of proposed system with previous helpdesk systems 

 

FEATURE PREVIOUS 

HELPDESK TICKET 

SYSTEMS 

PROPOSED 

BINDURA 

UNIVERSITY 

HELPDESK 

TICKET  SYSTEM 

Multiple 

Departments 

Not all ticketing systems 

support multiple 

departments 

Links all departments 

that make up Bindura 

university 

Administration. 

Help Topics Not all Helpdesk ticketing 

systems have help topics 

to help to specify the 

query topic. 

The helpdesk ticketing 

system has Help Topics 

to help students to 

specify their query. 

Knowledge 

Base for 

FAQ’s 

Not all Helpdesk ticketing 

systems have a knowledge 

Base. 

The Helpdesk system 

has a knowledge base 

that contains 

information to answer 

frequently asked 

questions. 

Ticket Some Helpdesks do  not This Helpdesk 
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Filtering automatically route tickets 

to the correct department. 

These helpdesks need an 

administrator all the time 

to route tickets. 

automatically routes 

tickets to the correct 

department. Does not 

need an administrator 

unless the query lacks 

necessary routing 

information. 

Assignment 

and Ticket 

Transfers 

All Helpdesk ticketing 

systems assign and 

transfer tickets between 

staff members. 

 The Helpdesk 

ticketing system 

assigns and transfer 

tickets between staff 

members. However 

ticket can be assigned 

to staff members in 

other departments. 

My 

Reminders 

Not all helpdesk ticketing 

have My Reminders. 

The Helpdesk hasy 

Reminders to enable 

staff members to 

schedule and reminded 

of scheduled tickets. 

Automatic 

Responder 

Not all Helpdesk ticketing 

system have the auto 

responder feature. 

The Helpdesk has the 

automatic responder 

made of the pre-made 

replies so that common 

queries will not waste 

time to answer. 

Text 

Capture 

Not all helpdesk ticketing 

systems have a text 

capture system when 

creating a ticket. 

The helpdesk ticketing 

system has a text 

capture when creating a 

new ticket. The capture 

is six characters long. 

Email 

Signatures 

Not all helpdesk ticketing 

systems have automatic 

email signatures when 

replying emails. 

The system provides a 

Bindura University 

signature at the bottom 

of the mail as a means 

to provide assurance 

that the email response 

is coming from 

Bindura Administration 

helpdesk system. 
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The proposed Helpdesk Ticketing system flow chart is illustrated in Figure1 below. 

 

Figure 1:Proposed Helpdesk Ticketing system flowchart 

� From the start the student chooses whether to choose to check the status of a previously 

submitted query or he/she want to create a new query. When checking the status of a 

submitted ticket, a valid email address is used to create the ticket as well as the unique ticket 

ID supplied to them when they created the ticket should be supplied to view the ticket status. 

�  Before creating a new query, the student has the option to check for a solution on the 

frequently asked questions (FAQ’s) by checking the knowledge base. 

� If a solution to the query  cannot be found, then the student proceed to create a new query by 

supplying all the information needed and a help topic  will route the query to the desired 

department. The help topics make sure we don’t receive creep topics. 

� The query reaches the correct department. All staff members view the query and a member 

with the least number of jobs can be assigned the query. Unspecified queries will be directed 

to the administrator who will finally transfer the ticket to the correct department. 

� A staff member assigned a ticket can re-assign it to another staff member within the 

department if he/she cannot solve the ticket. A ticket can also be transferred to another 

department. 
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� Finally the ticket can be resolved and the requestor is notified through email that his/her 

request has been resolved. The email will also have the requested solution for the ticket. 

 

2.5 Summary  

Many growing organizations with a large client base and few support personnel need a ticketing 

system to track all requests sent from clients. The problem lies in the choice of the appropriate 

ticket system which has the adequate and necessary features which perfectly suits the exact needs of 

an organization. There is also need to consider organizations priorities when choosing a helpdesk 

ticket system or designing a ticketing system.  

 

RESEARCH DESIGN AND METHODOLOGY 

3.1 Population sample 

The researcher targeted a sample size of ninety-three, of which seventy-five were students from     

Astra campus. The other eighteen were administration staff members and administrators. The 

response rate for the population sample is shown in table 2 in section four. These three groups’ 

administrators, students and administration staff members participated in the contribution to the 

overall evaluation of the helpdesk ticket system. 

3.2 Implementation 

Students used the system to create and submit queries to the various departments of the university 

administration namely, library, student affairs, registry and bursar’s department. Students also 

checked the status of their submitted queries using the system. After using the system, students then 

evaluated and rated the system according to their views if the system delivered the intended purpose 

correctly. This was being compared against the current manual method of reporting queries to the 

administration.. 

Administration staff members used the system to resolve the submitted queries from students. The 

administration staff also used the system to forward tickets within the same department or to the 

other departments which make up the administration on resolving queries. As staff members 

performed these actions, they evaluated and rated the system. Administrators used the system to 

manage staff member’s accounts, add new users, gave users different access levels to the system.  

The helpdesk student ticket system recorded time when a query ticket was created, time that it was 

resolved and overall service time. These times were compared against the results of the current 

manual system. 

3.2.1Research methods 

In this research, the researcher used closed end questionnaires, participating observation and a few 
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interviews and ticket time durations recorded by the helpdesk ticket system as data collection 

instruments.  

3.3 System Design 

The Bindura Administration Helpdesk Ticketing system was developed using the Rapid Prototyping 

method (RAD). RAD model develops products in a sequence of small upgrades. Each release has 

additional functionality than the previous one. 

3.4 Roles in the system 

3.4.1 Students case 

The following are roles of students in the proposed system 

1. Create new ticket 

2. Check status of  a created ticket 

3. Browse knowledge base 

4. Update a ticket 

3.4.2 Staff members case 

Staff members will be able to do the following; 

1. Login 

2. View tickets 

3. View staff directory 

4. Transfer tickets  

5. Resolve tickets 

6. Create tickets 

7. Search queries 

3.4.3 System Administrator’s case 

1. Managing user accounts 

2. Maintaining knowledge base 

3. Maintaining alert settings 

4. Managing user access rights 

5. System backup and recovery 

  

3.4.4 Use case diagrams 

Use case diagrams are graphical representations of the interactions among the elements of a system. 

In this case, case diagram are being used to analyze and identify, clarify and organize the system 

requirements. Figure 2 and 3 below show the administration staff and system administrator’s case 

respectively. 
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Figure 2: Admin staff case diagram 

Figure 3 below shows the administrators’ case 

 

 

Figure 3: Administrator’s case diagram 

3.4.5 Implementation. 

The fully functional system was implemented to the users for end use. The users were the university 

students to report queries and the administration staff members to attend and resolve the reported 

queries. 

3.5 User Interface Design 

The systems interface was designed using PHP language. PHP was chosen because it is open source 

, readily available ,a cross platform and it enables operations in various operating systems such as 

Linux and Microsoft windows operating systems. The interface has the header and footer and 

buttons. The interface also had some images, logos and buttons.  

 

A student who has a query and need to login and create a ticket will have to click the “Open New 
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Ticket” button on the student home page.  If the student need to check the ticket status of a 

previously reported case, then the “check ticket button is selected”. 

On the student home page, the student can also check the status of a submitted ticket by supplying 

his/ her email that was used to create the ticket as well as the ticket ID given when the ticket was 

created. 

Before a student creates a query he/she needs to browse the Knowledge base for frequently asked 

questions (FAQ’s). A capture text system was added to the FAQ page to prevent abuse of the 

system by people who may be using some software such as robots to hack into the system.  

All staff members need to provide a username for identification purposes and a password for 

authentication so that only authorized administration staff member’s access the helpdesk ticketing 

system. After login in the staff member home page interface. 

 

The interface shows all tickets in the queue and their ticket ID’s, the ticket subject, the full name of 

the requestor, the ticket priority level. The number of open tickets and closed tickets for his/her user 

account is also shown. The staff can also create a ticket in situations where a query is reported using 

a telephone or other means other than the helpdesk ticketing system. 

The administrator’s home page has the admin panel on the top right corner as shown in Figure 4, for 

configuring the helpdesk settings and preferences. 

 

 

Figure 4: administrator’s home page 

3.6 Database design 

The database of the Bindura university helpdesk ticket system was created using MySQL 5.0 server 

which is an open source and is easily available and does not bother about licensing. There is better 

security, by splitting data into tables; certain tables can be made confidential. The database has a 
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total of 43 tables.  

3.7Knowledge base design 

The knowledge base in this research project handles frequently asked questions (FAQ’s) which 

students can first browse through before opening a new ticket. This was developed using the 

knowledge engineering process and has the advantage of avoiding unnecessary ticket flooding in 

the staff queues. 

 3.8 Tools used 

3.8.1 SMTPdev4 

SMTPdev4 is SMTP server software that listens for SMTP traffic and displays emails sent, but do 

not necessarily send the email. The tool was mainly used during testing and debugging. The tool 

detects all messages that are being sent and connect to outlook to display the sent message . 

3.8.2 Notepad ++ version 5.6.8 

Notepad ++ is a free source code editor which is always available for free.The notepad runs in 

Microsoft windows environment. 

3.8.3 Navicat Premium Database Administration tool 

The navicat premium is a powerful database management and design tool for windows, Mac, and 

Linux. The reason for selecting it was that it has an intuitive graphical user interface and does not 

use commands when editing the relations in the database. Navicat connected easily with MySQL. 

3.8.4 Microsoft Outlook 2010 

Microsoft outlook is an email client .The main purpose of this email client is to send and receive 

emails. Outlook was connected to the smtpdev4 tool so that all sent email messages could be 

displayed. 

DATA REPRESENTATION AND ANALYSIS 

4.1 Introduction 

In this section, the researcher does systematic application of statistical and logical techniques to 

describe, illustrate and evaluate data that was collected during the implementation of the helpdesk 

ticket system. The analysis tools used in this research is the SPSS and kwiksurveysonline client 

which supports both qualitative and quantitative data. Quantitative analysis was mainly used in this 

research, where numerical data is generated and transformed into usable statistics.  

4.2 Data analysis tools and procedures 

The main reasons of choosing SPSS tool is because it has a wider range of basic charts and it is very 

easy to find statistical tests.  Kwiksurveys is a free online survey builder, which has been 

specifically designed so that it is quick and easy to use for people of all experience levels. The 

advantage of an online facility is that it reduced the research cost of printing large number of 
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questionnaires. However this method proved to have its own limitations in that it depends heavily 

on internet availability as sometimes the service was rendered unavailable. 

4.3 Summary of student Questionnaires 

Not all questionnaires sent were responded from the students, administration staff members and 

administrators. Table2 shows the response rates from the students, administration staff and 

administrators who responded to questionnaires 

. 

Table 2: Summary of responses 

TARGET GROUP QUESTIONNAIRE SENT 
RESPONSES 

RECEIVED 
RESPONSE PERCENTAGE 

 Students 75 67 89.3% 

Administration staff 15 12 80.0% 

Administrators 3 2 66.7% 

Total 93 82 87.1% (1 dp) 

 

Summary of Questionnaire response 

Question: Which method do you prefer to use when reporting queries to the administration. 

 Table 3 illustrates the results to the 

question of preferred reporting. 

Table 3: Summary of preferred method 

 

 

 

 

Seven (7) which are 10.4% preferred the current manual method of reporting. Sixty (60) 89.6% 

preferred the helpdesk ticket system. The main reason why most students preferred the helpdesk is 

because it is avoids physical queues which most students do not like. However, few students 

represented by the 10.4% preferred the current manual method saying it is effective in the sense that 

the query is solved there and then, without the need to constantly checking the ticket status of a 

submitted query. 

Question: How do you rate the helpdesk ticket system? 

Table 4 shows the results to the question on how the helpdesk ticket system was rated. 

 Responses Frequency Cumulative 

Frequency 

Current 

Method 

7 10.4% 10.4 % 

Helpdesk 

Ticket 

system 

60 89.6% 100% 
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Table 4 :Helpdesk ticketing rating 

Valid Responses Frequency Cumulative 

Frequency 

Excellent 12 17.9.4% 17.9% 

Good 45 67.2% 85.1% 

Neutral 10 14.9% 100% 

Poor 0 0.0%  

Bad 0 0.0%  

 

Majority of the students rated the helpdesk ticket system good. Twelve (12) which are 17.9% rated 

the system as excellent, forty five (45) 67.2% rated the system good, and ten (10) 14.9% rated the 

system neutral, 0.0% rated the system as bad or poor. However 10 students making up 14.9% were 

neutral saying the use of the helpdesk ticket system and the current manual method are good. They 

suggested the two methods be used concurrently. 

Question: The use of the helpdesk ticket system resulted in improved service  

Table 5 shows the results to the question the use of helpdesk ticket system improved service 

 

Table 5: Responses to the statement that the helpdesk improves service 

 Responses Frequency Cumulative 

Frequency 

Strongly 

agree 

17 25.4 % 25.4 % 

Agree 46 68.6% 94 % 

Disagree 4 6.0% 100 % 

Strongly 

Disagree 

0 0.0%  

 

Majority of the students agreed that the use of the helpdesk ticket system resulted in improved 

service. Seventeen (17) 25.4% strongly agreed, Forty six (46) 68.6% agreed, four (4) 6.0% 

disagreed and 0.0% strongly disagreed. Those who strongly agreed were as a result that the 

helpdesk enabled students to create query tickets from any location since it is a web based. There 

was rapid improvement is service. The same reasons applied to those who agreed to this question. 

However for those who disagreed, the main reasons is that sometimes when the network is down, 

students failed to access the helpdesk ticket system. Furthermore, the helpdesk on itself does not 

solve all queries; it depends on the response rate of the staff member attending the query. 
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Question: Which method is cost effective? 

Table 6 below shows the response of cost effectiveness of the two systems. 

Table 6 which method is cost effective responses 

 Responses Frequency Cumulative 

Frequency 

Current 

Method 

4 6.0% 6.0% 

Helpdesk  

system 

63 94.0% 100% 

 

Majority of the student, sixty three (63) 94.0% responded that the use of helpdesk ticket system is 

cost effective in reporting queries to the administration. This is because; there is no need for 

transport costs to travel to the administration which is centralized at the Main Campus. This is 

achieved by the helpdesk ticket system which is web based and a query ticket can be created from 

anywhere. However four (4), 6.0% preferred the current manual method to be cost effective because 

these students will be residing close the administration and hence no additional costs are incurred 

when reporting queries. 

 

Question: Have you used an online web based application before 

Table 7 shows the results to the question have you used an online web based application before. 

Table 7: History of prior usage of an online web application 

 Respondents Percentage Cumulative 

Frequency 

Yes 56 83.6% 83.6% 

No 11 16.4% 100% 
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Figure 5: Familiar with online system responses 

Majority of the students have used an online system before. 83.6% of the respondents have used an 

online web based application before. 16.4% have not used an online web based application before. 

Majority have used online system before because of currently available web based application such 

as the e-learning portal, virtual learning Moodle. Most of those who have never used an online web 

based application are due to ignorance. 

 

Question: did you face any challenges using the helpdesk ticket system? 

The response results to the question did you face any challenges using the helpdesk ticket system 

are shown in table 8 below. 

Table 8 :Responses on challenges with the system 

 Responses Frequency Cumulative 

Frequency 

No 56 83.6% 83.6% 

Yes 11 16.4% 100% 

 

83.6% which is 56 of the students faced no challenges in using the helpdesk ticket system. 16.4% 

which is 11faced some challenges in using the helpdesk. Most students did not face challenges as 

the majority are familiar with the use of web based applications and the helpdesk system interface is 

simple and straightforward. However those who faced challenges, the main challenges were due to 

submission of partially filled form. Students will have left some key field on the open ticket form 

not filled and open new ticket then fails. Another issue which caused students to face some 

challenges is the failure to put the correct information on the capture image. 

4.4 Summary of administration staff members questionnaire responses 

Question: Have you ever used a system before to do your work? 
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Table 9 shows the results to the question have you ever used a system before to do your work. 

Table 9; Have you ever used an administration system to do work 

 Response Frequency Cumulative 

Frequency 

Yes 9 75.0% 75.0% 

No 3 25.0% 100% 

 

Majority of staff members within the university’s administration use a computer system to do their 

work. 75% of the respondents use a system to do their work. However, a few staff members have 

not used a system to do their work because they do not have access rights. This means that majority 

of staff members are familiar with administration systems 

Question: Is the system fully functional? 

Table 10 shows the results to the question, is the system fully functional? 

Table 10: Is the system fully functional 

 Responses Frequency Cumulative 

Frequency 

Strongly Agree 1 8.3% 8.3% 

Agree 10 83.3% 91.6% 

Disagree 1 8.3% 100% 

Strongly 

Disagree 

0 0.0%  

 

Majority of the administration staff members agreed that the helpdesk ticket system is fully 

functional. 8.3% strongly agreed, 83.3% agreed, 8.3% disagreed and 0.0% strongly disagreed. 

Majority of staff members agreed because the helpdesk could create tickets whenever a query is 

created. Staff members could see the logged queries using the helpdesk system. Staff members 

could transfer tickets to other staff members. Furthermore students could receive notifications every 

time a ticket is resolved thus fulfilling its primary objectives. However those who disagreed were as 

a result of the limitation of the helpdesk ticket system that it accepts queries from students not 

enrolled to Bindura University. 

Question: The helpdesk enables staff members to collaborate efficiently when resolving tickets 

Table 11 shows the results to this question. 

Table 11: collaboration table 

 Responses Frequency Cumulative 

Frequency 
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Strongly Agree 2 16.7% 16.7% 

Agree 10 83.3% 100% 

Disagree 0 0.0%  

Strongly 

Disagree 

0 0.0%  

 

16.7% strongly agreed, 83.7 agreed, 0.0% disagreed, and 0.0% strongly disagreed. Majority of the 

staff members agreed that the helpdesk enables collaboration among staff members when resolving 

tickets. Staff members can transfer tickets to other staff members within the same department or to 

another department within the university administration. This means that there efficient 

collaboration as it is done electronically with the use of the helpdesk ticket system. 

Question: Does the use of the helpdesk help manage queries much better 

Table 12 shows results to the question, does the use of helpdesk ticket system helps in managing 

student queries much better. 

Table 12: Helpdesk managing queries much better 

 Responses Frequency Cumulative 

Frequency 

Yes 12 100% 100% 

No 0 0.0%  

 

All the administration agreed that the use of the helpdesk ticket system helps manage student 

queries much better. 100% responded yes, 0.0% responded no. All staff members in the sample 

agreed because the helpdesk provides the facility to track a query by using the ticket identification 

number. This makes ticket searching and query referencing easier. Another reason for its choice is 

that the helpdesk system makes use of priorities which helps the staff members to attend to queries 

according to ticket priorities which is a good query scheduling strategy. 

4.5 Time comparisons between the helpdesk ticket system and the current 

method. 

Table 13 below shows the transaction times in different departments 

Table 13: Transaction time using helpdesk ticket 

DAY TOTAL 

TIME 

(Minutes) 

DEPARTMENT 

21/04/2014 6.6 Registry 
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21/04/2014 13.25 Registry 

21/04/2014 9.26 Registry 

21/04/2014 9.48 Registry 

21/04/2014 10.0 Registry 

22/04/2014 8.57 Registry 

22/04/2014 8.78 Registry 

22/04/2014 7.60 Registry 

22/04/2014 8.82 Registry 

25/04/2014 11.63 Registry 

25/04/2014 7.78 Bursar 

25/04/2014 8.23 Bursar 

25/04/2014 8.20 Bursar 

25/04/2014 9.95 Bursar 

25/04/2014 9.75 Bursar 

25/04/2014 10.26 Bursar 

25/04/2014 8.82 Bursar 

29/04/2014 9.01 Bursar 

29/04/2014 3.57 Student Affairs 

29/04/2014 4.98 Student Affairs 

29/04/2014 6.78 Student Affairs 

29/04/2014 6.32 Student Affairs 

29/04/2014 7.22 Student Affairs 

29/04/2014 6.65 Student Affairs 

29/04/2014 7.20 Student Affairs 

07/05/2014 4.90 Library 

07/05/2014 6.21 Library 

07/05/2014 6.32 Library 

07/05/2014 7.97 Library 

07/05/2014 5.12 Library 

07/05/2014 9.10 Library 

07/05/2014 5.82 Library 

07/05/2014 7.77 Library 

 

Table 14 shows transaction time using the current manual system 

Table 14: Transaction time using current manual system 

DAY TOTAL 

TIME 

(Minutes) 

DEPARTMENT 

21/04/2014 7.82 Registry 

21/04/2014 15.33 Registry 
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21/04/2014 9.97 Registry 

21/04/2014 10.01 Registry 

21/04/2014 11.55 Registry 

22/04/2014 12.93 Registry 

22/04/2014 15.60 Registry 

22/04/2014 16.42 Registry 

22/04/2014 18.63 Registry 

25/04/2014 11.63 Registry 

25/04/2014 11.55 Bursar 

25/04/2014 13.72 Bursar 

25/04/2014 16.98 Bursar 

25/04/2014 9.95 Bursar 

25/04/2014 10.75 Bursar 

25/04/2014 15.10 Bursar 

25/04/2014 16.05 Bursar 

29/04/2014 13.35 Bursar 

29/04/2014 4.42 Student Affairs 

29/04/2014 5.05 Student Affairs 

29/04/2014 6.78 Student Affairs 

29/04/2014 6.33 Student Affairs 

29/04/2014 7.98 Student Affairs 

29/04/2014 6.97 Student Affairs 

29/04/2014 7.77 Student Affairs 

07/05/2014 9.50 Library 

07/05/2014 11.10 Library 

07/05/2014 9.98 Library 

07/05/2014 10.37 Library 

07/05/2014 12.98 Library 

07/05/2014 10.08 Library 

07/05/2014 9.52 Library 

07/05/2014 7.57 Library 

4.6 T-test results 

Table 15 below shows the t-test results of registry department usage of both systems. 

Table 15: registry department t-test results 
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Table 16 below shows the t-test results of bursary department usage of both systems. 

Table 16: bursar’s department t-test results 

 

Table 17 below shows the t-test results of student affairs department usage of both systems 

Table 17: student affairs department t-test results 

 

Table 18 below shows the t-test results of library department usage of both systems 

Table 18: Library department t-test results 

 

4.7 Key Findings 

The helpdesk generally showed an improvement in reducing the time taken to submit a query and 

receiving a solution to the query. The average total time in the registry department using the 

helpdesk ticket system is 9 minutes 23 seconds whilst the current system average time is 12 minutes 

59 seconds. The independent t-test using a two tailed test resulted in a significant value of 0.11 

which shows that there is reduction in average time using the helpdesk ticket system in the registry 

department. 

The bursar’s department showed an average total time for a query submission and resolving to be 9 

minutes using the helpdesk ticket system and 13.43 minutes using the current system. The 

significance value using a two tailed test is 0.001 which shows that there is a great significant 
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improvement in service time using the helpdesk ticket in the bursar’s department. 

In the student affairs department, the helpdesk average query resolving time is 6.10 minutes and 6 

minutes 28 seconds. The significance value for the two tailed test is 0.61. This value indicate that 

there is no significant different between the use of the helpdesk ticket and the current method in the 

student affairs department. 

The helpdesk resulted on an average query resolving time of 6 minutes 39 seconds. The current 

method resulted on an average query resolving time of 10 minutes 8 seconds. The two tailed test 

significance value is 0.000 which shows that there is a significant in average time between the 

helpdesk ticket and the current method in the Library department.  

4.8 Summary and analysis of observations 

The researcher observed that use of the helpdesk ticket system result in less time for query 

submission and processing within the university’s administration. Registry, Bursar’s and the 

Library department showed great time significance between the use of the helpdesk ticket and the 

current method. This is because the library, bursars and the registry receive large number of 

requests from students compared to the student affairs department. The use of participative 

observation was important as the researcher was part of the research and would undertake the same 

activities that the research respondents would do. Most students and the administration faced few 

problems in using the helpdesk ticket system. The main problems faced by students were mainly 

new ticket form submission failure due to blank key fields on the form. Loss if ticket numbers is 

one of the observations noted. Students would lose their ticket ids and this would make the check 

status process difficult. 

Basing on the results obtained the researcher is going to make some recommendations and 

conclusions. 

 

RECOMMENDATIONS AND CONCLUSIONS 

5.0 Introduction 

The researcher hypothesized that the use of a helpdesk ticket system will reduce the time take taken 

to submit and resolve queries submitted to the university’s administration by students. Armed with 

the results in the previous section, major conclusion can now be drawn. 

5.1 Major Conclusions 

 

Although the implementation of the helpdesk ticket system at Bindura University of Science 

Education administration has proven to be a viable solution to submit student queries to the 

administration, the use of helpdesk ticket system for university administration, in Zimbabwe, this 
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idea is still relevantly new The helpdesk ticket system developed for this research has proved to be 

useful because it has managed to address problem faced by the current manual method of reporting 

queries to the universities administration and resolving these queries such as availability, reliability 

and timeless submission of student queries to the administration. At the same time, it has managed 

to incorporate its own advantages such as cost effective by eliminating travelling expenses, 

knowledge base to browse for FAQ’s thereby reducing query unnecessary flooding in the staff 

queues and user friendless. 

The researcher has outlined another role in which the helpdesk ticket system can be implanted in, 

particularly acting as point of reference to resolved and closed tickets. From the earlier stated 

problem statement of the current method being manual it is difficult to track a previously resolved 

query. Given the current situation where students may need to refer to previous queries when there 

is need to, the helpdesk ticket system is a very viable tool that keeps the ticket numbers of all he 

 This made the helpdesk ticket not be accepted by all the stakeholders involved in the research. 

From the analysis of the data collected, it has shown that the majority of participants thought that 

the research was a success. Those individuals who failed to appreciate the helpdesk ticket system, 

being given enough time to familiarise with the helpdesk system would have appreciated it. 

 

In conclusion, helpdesk ticket system itself will not solve student queries. It depends on the 

maximum collaboration among the staff members who use it to attend to reported queries. If 

reported queries are neglected in the queues, they will accumulate and there will be no noticeable 

difference to the manual query submission and resolving method. 

5.3 Recommendations and Future Work 

The researcher basing on the results obtained recommends that the helpdesk ticket system be 

implemented at Bindura University of science education to report and resolve student queries as this 

will help alleviate some problems such as travelling to main campus where the administration is 

located, time saving ensuring fewer disturbances of lectures. Funding should be provided to so that 

the helpdesk be implemented on a large scale where the student can have an account on the 

helpdesk ticket system for submitting queries to the administration and receiving solutions to the 

submitted queries. 

 The researcher further recommends the helpdesk to be developed on larger scale and incorporate 

staff members to use the helpdesk ticket system when they have a query that needs to be addressed 

to the administration.   
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