Abstract

Xeratech AB is a medium-sized company in Karlstad, Sweden. Part of their business involves
support of their products. This support has been managed manually; incoming errands has been
received, by phone or by e-mail, and afterwards sent to a consultant for processing. This
approach lacks the ability to efficiently store these errands, to make useful reports based on the
work done with it, and to automatically send out notifications and e-mail to support members

involved with the errand.

The goal of this dissertation is to implement an errand support system (a help desk) able to do the
above things automatically. Since Xeratech use mostly Microsoft products, and uses SharePoint
as their intranet platform, a choice has been made to implement this help desk system as a
SharePoint State Machine Workflow. A state machine workflow is a workflow consisting of
states, transitions and events. This type of workflow has been chosen because of its resemblance
to the life cycle of an errand: errands will, during its life time, change from one state to another
in a non predetermined way. For instance, when an errand is created, it will start in the New state,
the workflow will then, when a person has started working with it, transition to the In Progress
state, followed by a number of states until finally its state is Completed, and the work with the

errand is done.

This workflow will then be evaluated considering its ability to facilitate the implementation of
the help desk system.



