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Hepiinym

To mapdv apbpo avapépeton oty npoomddeia mov €xet Eekwvipoet and T Bifiobikm
kat Kévipo Iinpopopnong tov [avemompiov Makedoviag yia v avantuén evog
neparioviog «Kévipov Bonbewncy - Help Desk pe okomd v eévmmpémnon
TANPOPOPUIKDYV EPOTCEDV KOl OMAVINGEOV OV Ypnotdv ¢ Bifiwobikne. H
npoTofoviic TG avantuéng tov mEPPAAAovIog auTov TPofkuye péoa amd TN
coBap OKOVOUIKT KpioT TOV Kapdv, Tov €Y ©C OMOTEAESHO TN SLOKOT TNG
avtioToymg CULVOPOUNTIKNG EQAPLOYNG TOL Ypnmoipormoovviay oty Biiobiim,
KoBdg Kat amd TV avaykn ouvéxong mopoxis VLANPESWOV £ AMOCTACE®V
TANPOPOPNONG Kot SLayeiplong TANPOPOPLOKOV EPOTCEOV PECH HIOG KATAAANANG
gpappoyic. T v avantoéi g adlomoniBnke 1 Tevoyvesia koL 1 eurepia mov
amOKTHONKE KOt TV Wapoy] TG LANPECiag e-pOTNoN Ta. TeEAeviain entd Ypévia.
Avorvovtar Ta d00 EMPEPOVG TUANATO TOV AOYISHIKOD, SNA. NG POpuag VTOBOANG
EPOTHCEDV TOV YPNOTOV Kol TOV TEPPBAALOVTOG SoEIPIONG TOV AMAVINCEDOV TOL
npocenkod. Ot epeToES vroPariovial PEC® g eWIkNG SUSIKTVOKAG POpLLaG
Kat o1 ovvéyela amootéihoviar pe e-mail oto mpocomkd g Bifiodikng kot
Katayopotvtal otn faon dedopévov.

To mepiBdrrov dwyeipong dwbéter tpia emineda efovowoddmong pe mANPY
Sikaubpote 610 TEPPAIAOV, SIKAUDUATA YPHONS TPOCOMIKOD Kl AREVEPYOTOMHUEVOG
xpNoe. Ot Aettovpyieg Stayeiplong TV EPOTACEOV KL GLUVTICEDV OV TAPEYOVIAL
givar autég g emokomnong eite OAmV TV epoTHcE®V, £ite avd kornyopio.
[MepthapPavoviar duvatdmreg mpoowpviig amobikevong g amidvinong, 1
emobvaym apyelov, 0 swoayoy) ouvvdécpmv, 1 duvatémia dnuovpyiag ETolumv
AMOVTACE®V OF EPOTACELS Kl KVTOYPAPAOVY TOV TPOSONIKOV, 1| El0aymY ALEemv-
KAEWBOV OTIC EPOTNOELS KoL OMAVIAOEL, 1 ovalimnomn ot epOTACES KoL
anavtioelg, 1 dyeipon Tov Aédenv khewddv g Paong dedopévov, oTaTIoTIKE
otoyeio, KA. Z11g duvatétnTeg Tov Aoyiowkoy eniong Ppiokovial vad avamTuén M
QRMOOTOM OTNV OMAVINGT QOPLAG EPEVVES IKAVOTOINONG XPNOTdV, | Aettovpyin g
Swdwrvakig ovltnong (online chat), n duvardnra ™G EWGAYOYNG TPOCOTIKOD
nepBAALOVTIOC Y10 TOVG XPMOTEG, €V PEAETATOL Kot T SUVATOTNTO EVOOUATMONG
eheyyopevov reEoyiov (controlled vocabularies), katd v ewayoyl Affewv
KAEWOLDV.
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H avéntuén tov Loyiopikol yivetar €&’ ohokApov e TEXVOAOYIES aVOLTOL KOSIKA.
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Development of an online Open Source Help Desk
Environment for the management of the Information
Questions of the University Of Macedonia Library
and Information Centre

Abstract

This article discusses the effort initiated by the Library and Information Centre of the
University of Macedonia, for the development of a “Help Center” — Help Desk
Environment, designed to manage and answer the information questions of the
Library’s users. The initiative for this development arose from the severe economic
crisis of the times, which resulted in the interruption of the corresponding commercial
application that was used in the Library, and also from the need to continue to support
the remote reference management service via an appropriate online application. Its
development was greatly aided by the expertise and experience gained from the
service “e-question” in the last seven years of its operation.

The two sections of the software are analyzed, i.e. the online form where the users
submit their questions and the administrative environment for the management of
these questions. The questions are submitted through an online web form via e-mail to
the staff and stored in the database.

The administrative environment consists of three authentication levels, that provide
full access, standard access and no access rights to the environment. The management
functions of the questions and answers include the previewing of either all of the
questions at once, or by their status in the database. The environment also includes
saving an ongoing response, the attachment of files, the inclusion of links and the
ability to create predefined replies and staff signatures in questions. It also supports
the use of keywords in questions and answers, keyword management, searching in
questions and answers, statistics, etc. Under development are also the inclusion in the
answer of a users’ satisfaction survey form, the online chat capability and the
possibility of introducing private environments for the end users. The possibility of
integrating controlled vocabularies in the system is also examined. The software
development is entirely based on open source technologies.
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