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[bookmark: Task_1:_Ideation_&_Mind_Map][bookmark: _bookmark0]Task 1: Ideation & Mind Map
1.1 [bookmark: 1.1_Mind_Map:_Innovation_and_Project_Ide][bookmark: _bookmark1]Mind Map: Innovation and Project Ideas
Contemporary computing development cannot be considered without innovation as it leads to the development of efficient solutions to real-life problems. Creative thinking in the information technology profession helps the developers to identify problems that are already present, analyze the current systems and develop new applications that are more efficient, accurate and easy to use. The initial phase of project development thus entails coming up with a pool of potential ideas and then choosing the most appropriate one to pursue further investigation (Ahmed, Rahman and Ashrafuzzaman, 2023). It is a mind map that provides an excellent way of organizing these ideas because it demonstrates the relationships of the issues, technologies, users and expected outcome.
The main idea of the mind map is the creation of an AI-Based Helpdesk Ticket Management System, which will be a new way to enhance the technical support services in educational institutions. There were several possible computing projects before coming up with this idea. They had an AI-driven attendance management platform, a smart library management platform, a smart student performance prediction platform, a cybersecurity surveillance platform and an autonomous campus navigation platform (Bhat, 2023). Both notions deal with real-life issues of the educational setting and show the various possibilities of the different opportunities that can be offered by using computing technologies.
The chosen project aims at enhancing the effectiveness of the helpdesk operation through the implementation of artificial intelligence in the process of managing the tickets. When using traditional helpdesk systems, the categorisation and allocation of tickets is highly manual, resulting in delay, fluctuation of assigning high priority and excessive IT support loads (Hemaswathi et al., 2026). These problems decrease the efficiency of operations and have a negative impact on user satisfaction.
The proposed system has been innovated by coming up with some key features of the mind map. Some of the artificial intelligence technologies that enable the system to respond to user requests, automatically categorize support tickets, approximate the level of priority and propose appropriate solutions include machine learning and natural language processing. An in-built artificial intelligence chatbot will answer the most used questions immediately and auto-ticket routing will ensure that the request will be forwarded to the right support personnel with no delays. These

characteristics minimize human involvement and establish a more effective support platform (Jain, Gupta and Neha, 2024). The mind map has several stakeholder groups represented such as students, lecturers, administrative staff and IT support teams. All groups communicate with the helpdesk system differently and enjoy better communication, faster resolution of problems and better-quality technical support. The project thus exhibits value to the broader educational community as opposed to a particular group of users.
The technological section of the mind map brings to focus the practical tools that would be needed to come up with the proposed application. Programming languages, databases, machine learning techniques, and web development technologies are combined to create a smart web-based system, which can be utilized to make automated choices (Karimi et al., 2024). Other branches recognize likely benefits that include quicker response times, better accuracy, less manual input and better user experience, as well as future growth potential including mobile applications, multilingual support and lifelong learning of AI.
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Figure 1: Mind Map of the AI-Based Helpdesk Ticket Management System Project Idea
(Source: Mindmeister)
1.2 [bookmark: 1.2_Selected_Project_Idea][bookmark: _bookmark2]Selected Project Idea
The AI-Based Helpdesk Ticket Management System was chosen after reviewing the idea of a few computing projects, as it offers an intuitive and effective solution to a widespread issue that is

encountered in educational facilities (Karthik, Saran and Shashidharan, 2025). Information technology services play a significant role in universities and colleges to aid learning, administration and communication. With the growing number of users, the traditional helpdesk systems may not effectively handle the huge numbers of support requests. This adds technical problems to the delay in finding their solutions and imposes heavy burden on the IT support departments. Artificial intelligence is suggested in the proposed project to support the management of the support tickets with intelligent automation. The system is not based on manual processes only and automatically categorises the requests and foretells the ticket priority and routes to the best-suited support staff. These features save time on administration and enhance response time and immediate attention to urgent requests.
[image: ]
Figure 2: Architecture of an AI-Based Helpdesk Ticket Management System
(Source: kanini.com, 2026)
The project was also chosen as it is closely related to what is learnt in the Computing programme in terms of knowledge and technical skills. It is an integrated one-stop solution to software development, database management, machine learning, artificial intelligence and web applications (Karthika, Kumar and Balaji, 2026). This enables theoretical and practical programming expertise to be applied in solving a real-world organisational issue. Other than being technically relevant,

the project has future enhancement and creation prospects. Advanced analytical capabilities, mobile access, and self-learning AI capabilities could be developed to further improve the performance of the system in the long run. In its turn, it results in the fact that the specified project can be defined as being highly academic and receptive to the actual operation need since the most recent improvements in the sphere of computing technologies are used in an innovative way.
[bookmark: Task_2:_Aim,_Objectives_and_Research_Are][bookmark: _bookmark3]Task 2: Aim, Objectives and Research Area
2.1 [bookmark: 2.1_Project_Aim_and_Objectives][bookmark: _bookmark4]Project Aim and Objectives Research Aim
The main objective of the study is to explore the design and possible implementation of an AI-Based Helpdesk Ticket Management System that enhances the performance of IT support services in educational institutions by better classifying, prioritising, and routing tickets.
To fulfill this objective, there are several research objectives.
Research Objectives
1. To experiment with the flaws and disadvantages associated with the traditional helpdesk ticket management systems implemented in learning institutions.
2. To investigate how the technologies of artificial intelligence, machine learning and natural language processing can be employed to classify and route tickets automatically.
3. To create a conceptual AI-Based Helpdesk Ticket Management System that will address the existing operation challenges and improve service delivery.
4. To determine the right technologies, development tools and system components needed to facilitate the implementation of the proposed solution.
5. To estimate the estimated benefits of the proposed system based on response time, operational performance, customer satisfaction and overall service quality.
These objectives give a clear outline on how to guide the research and make every step contribute towards the overall research objective.
2.2 [bookmark: 2.2_Research_Philosophy][bookmark: _bookmark5]Research Philosophy
Research philosophy provides the foundation of overt study since it provides the assumptions that direct the collection, interpretation and evaluation of data. In this project, pragmatism has been

chosen as the most suitable research philosophy as it concentrates on finding practical solutions to real-life issues as compared to focusing on theoretical aspects alone.
The AI-Based Helpdesk Ticket Management System (proposed) will be created to address the real issues of operations in schools. The research therefore requires a way that will help with theory and practice. Pragmatism makes it possible to combine various types of evidence to comprehend current issues, compare a range of technologies and create effective solutions relying on the practical results. Such a loose design will enable the study to consider both technical specifications and the needs of the organisation and user expectation at the same time.
In addition, pragmatism promotes integration of various research techniques where relevant so that information on the scholarly literature, industry publications and user feedback can be used in the formulation of the suggested system. The philosophy encourages one to implement approaches that will answer the research questions best and achieve the project objectives rather than necessarily adopting a single perspective.
Adoption of pragmatism therefore provides a realistic and balanced point whereby the study of how AI can promote helpdesk ticket management without compromising relevancy, realism and applicability of the proposed solution in the educational contexts can be carried out.
2.3 [bookmark: 2.3_Research_Area,_Search_Tools_and_Sear][bookmark: _bookmark6]Research Area, Search Tools and Search Strategy
The research area of this project is within the fields of Artificial Intelligence, Software Engineering, Helpdesk Management and Educational Information Systems. The article discusses how artificial intelligence techniques can be integrated into the helpdesk ticket management systems to make the operations more efficient, automate routine tasks, and make the user experiences in educational institutions better (Razma and Jurkus, 2026). The role of machine learning, natural language processing and intelligent automation in the process of facilitating faster and more accurate decision-making throughout the ticket management process is also considered in the study.
Numerous existing research databases and online libraries will be utilized in gathering the right academic and technical data. Peer-reviewed journal articles and conference papers on the topics of artificial intelligence and software engineering will be found in Google Scholar (Suresh, 2023). The IEEE Xplore is a quality source of publication in computer science, intelligent systems and

emerging technologies. In ACM Digital Library, research is conducted in the field of software development, human-computer interaction and computing innovation, and in ScienceDirect one may find articles wherein the field of artificial intelligence, automation and information systems are discussed.
To make sure that the literature retrieved is pertinent to the research goals, a structured search strategy will be used (Taha et al., 2025). Visage: Boolean operators such as AND, OR and NOT will be used to combine key terms such as AI helpdesk, ticket management system, machine learning, natural language processing, automated ticket routing, educational information systems and technical support automation that will be used to narrow down the search results. Publication date, subject area and document type filters will also improve the quality and relevancy of the selected literature and ensure that the research will be supported by the latest and valid academic information.
[bookmark: Task_3:_Research_Strategies][bookmark: _bookmark7]Task 3: Research Strategies
3.1 [bookmark: 3.1_Validity,_Reliability,_Generalisabil][bookmark: _bookmark8]Validity, Reliability, Generalisability and Ethical Considerations Validity
Validity is the extent to which the research observes or assesses the topic at hand. In this project, validity will be achieved by ensuring that all the research undertakings are specifically on implementation of artificial intelligence in the helpdesk ticket management systems in the education institution (Valiki, 2023). The right research questions, well-planned data collection techniques and pertinent scholarly materials will be used to facilitate proper research of the project goals.
Reliability
Reliability deals with the same research process and whether one would achieve the same results in case of the repetition of the research under similar conditions. To enhance reliability, the study will involve the use of a structured questionnaire that will have clear and consistent questions. There will be a series of standardised steps to be followed both during the data collection and analysis to reduce the number of biases and maximize uniformity of all responses.
Generalisability

The level of the generalisability of the research findings is the degree to which the results can be generalized to other similar organisations or situations outside the context of the study. Although the project is within learning institutions, the helpdesk systems have many analogous systems within organisations (Wali et al., 2025). Thus, the findings can also be useful to colleges, universities and other organisations that provide technical support based on ticket systems.
Ethical Considerations
Ethical considerations are therefore necessary during the research to make sure that the participants are not exposed to risk and professionalism is maintained. Participation in the questionnaire will be voluntary, and the respondents are informed about the purpose of the study prior to their responses being collected. All the data obtained will be confidential and will not be given to third parties since all the personal information will be anonymous. The subjects will have the right to drop out of the study at any time without any consequences. These ethical practices will help with the responsibility of carrying out research that will not interfere with the integrity and credibility of the project.
3.2 [bookmark: 3.2_Research_Strategy,_Data_Collection_M][bookmark: _bookmark9]Research Strategy, Data Collection Method and Pilot Study Research Strategy
A mixed research approach has been chosen due to the possibility to gather and examine theoretical and practical data. This will enable the use of academic literature and feedback obtained to offer a balanced view of the issues faced by the traditional helpdesk systems and opportunities offered by artificial intelligence (Hemaswathi et al., 2026). Various research methods are used to enhance the quality of the research as a whole and make a better decision throughout the project.

[image: Smarter ticket handling, start to finish using AI-powered solutions]

Figure 3: Research Process for the AI-Based Helpdesk Ticket Management System
(Source: monday.com, 2026)
Data Collection Method
Since the primary data will be collected through a structured questionnaire to students, lecturers and individuals that had the experience of using educational support services. The survey will include the evaluation of the current helpdesk solutions, common problems, features individuals desire and their views on artificial intelligence in technical assistance (Karimi et al., 2024). This information will provide a decent insight into user needs and expectations.
The secondary data will be gathered in the form of scholarly journal articles, conference papers, textbooks and other authoritative online materials about the areas of artificial intelligence, software engineering, helpdesk management and educational information systems. The sources will be used to offer theoretical information and aid in the creation of the proposed solution.
Pilot Study
A pilot study would be done on a small sample of respondents before the actual questionnaire would be administered to identify the clarity, relevancy and format of the questionnaire. The pilot stage will be used to gather feedback which will highlight the ambiguous questions, refine the wording and make certain that the questionnaire is working to gather meaningful data (Bhat, 2023). The revised questionnaire would then be administered to conduct the main data collection process, and it would improve the quality and reliability of research.

3.3 [bookmark: 3.3_Quantitative_and_Qualitative_Data_An][bookmark: _bookmark10]Quantitative and Qualitative Data Analysis
The data collected will be analysed using both quantitative and qualitative methods of analysis to provide a clear picture of the findings of the research. With the combination of the two approaches, the study will not only be capable of considering the numerical trends but also explore the views and experiences of the participants in greater detail (Razma and Jurkus, 2026).
The quantitative analysis will be done by analysing the answers obtained through closed-ended questions which will take form of a questionnaire. The numerical data will be organized in tables, that is in the form of charts and graphs to determine the trends, frequency and percentages. This strategy will assist in quantifying the views of participants on the existing level of performance of the helpdesk, desired features of AI and the perceived advantages of the introduction of an intelligent ticket management system (Suresh, 2023).
Responses that will be received in the form of open-ended questions in the questionnaire will be analyzed qualitatively. The comments and suggestions provided by the participants will be analyzed to detect common themes, repeat issues and user expectations (Taha et al., 2025). All these similar answers will be sorted into themes, and meaningful conclusions will be drawn on the opportunities of how to improve the system, implementation difficulties and the opportunities of future development.

[image: Mixed Methods Research: How to Combine Data | Maze]
Figure 4: Mixed Methods Data Analysis Framework
(Source: maze.co, 2026)
Quantitative and qualitative analysis are complementary to each other and make the research more potent since it provides both the evidence that can be measured and the knowledge of the user. The observable trends are the quantitative findings, and the trends are explained by the qualitative findings. A combination of these approaches will be used to give balanced evidence to design and test the proposed AI-Based Helpdesk Ticket Management System.
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