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Abstract

The purpose of Project was to develop and evaluate an answering system using Internet Protocol
Television (IPTV) to help support the service center staffs. This new system should solve the problem of
complexity and provide customers with rapid service. This research was a case study of TOT Public Company
from the year 2013 to 2018. This was achieved by applying Case-Based Reasoning technique which had the
four processes of information as follows retrieve, reuse, revise and retain. Once development was completed,
the system was then evaluated focusing on quality and accuracy. The overall accuracy was found to be 78.89
percent by experts, which means correctness of information was at a good level. The average mean score was
4.31 points, with a standard deviation of 0.61 points for experts and the average mean score was 4.49 points

with a standard deviation of 0.51 points for users. In conclusion, the developed automated IPTV answering
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system using case-based reasoning technique achieved all research targets and could be used in a real world

scenario successfully.
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UserCBR Problem Answer
+id: Int +pid: Int +aid: Int
+fullname: string + DateTimeProblem: date +answers: string
+Department : string +status: string +answerName: string
+Usemame : string + Call: string 1..* |+ DateCreated: date
+Upassword : string +SenvicelD: string +Rating: int
+Tel : string +Problem: string +Remark : string
+isEnable : bool 1.1 4. |+ Agent string
+Remark : sfring +InsertAnswer(): bool
+InsertUser(): bool +getAnswierAuto(): string
+ DeleteUser(id): bool +InsertCase(): string 1.5 + DeleteAnswer(aid) : bool
+UpdateUser(id) ‘ool +UpdateCase(): string " +UpdateRating : bool
+getUserFromiD : string
+ getDetailUser - string
1.1 i1
CustomerData
1.4
1.1 +SenicelD: sting
+BoxserialNumber: string
Level Category +FullName: string
gt + IntemetNumber. siring
+ Level: strin +Cid: Int + CenterintemetiD_LOC: int
. ; + CenterlntenetiD_Name : string
+ Category: sfring |

+ getAllLevel(): string +isEnable : bool |+ DateSenvice : string

+ ) 0. *+ Status : string
getLevel(id): string R e
+ deleteCategory(id): bool + Selling_price - int
+CenterlD : int

+getCategory(id)  string

+CustomerTel : string

+ getCustomer(): string
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