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Technical support system database definition 
 

 

 

Database design 
 

We have entities of issue, administrator, developer, and customer. All the data needs to 

be created or used by these entities. Data about user for administrator, developer and 

customer are self contained for the purpose of user profile creation. Login, change in 

profile etc. But data about issues is different. A customer needs to create issues. Since 

many customers (users) will be using the software product; there will be many issues 

created in the system. Each issue will be owned by a customer. An issue once created will 

go through many changes. It will be assigned, fixed and finally closed. Each of these 

activities will be performed by a different type of user. For example; an issue will be 

assigned by an administrator to a developer. This means, data about an issue is used by 

many entities.  

 

When we need to create database, we need to consider these aspects. The tables about 

customer, administrator and developer should be master tables. We can also create just 

one table to keep information about all these types of users by including a column for 

user type. The issue table should be a transaction table. It will have relationship with user 

table (customer, developer and administrator). We can create separate tables each for 

customer, developer and administrator or it could be just one table containing all these 

entities. Since each of these entities are related to the issue table, it is better to create just 

one table containing all these entities. Otherwise we will need to create relationships 3 

times (each for the customer, developer and administrator tables). 

 

 

 

 

 
 

 

Figure 1.25: ER diagram for user entity 
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In the ER diagram depicted above, you can see how all attributes of the user entity are 

shown. As you may remember; we had decided to have just one table for all the user roles 

of customer, developer and administrator. So we have an attribute of user type in ER 

diagram so that each type of user can be distinguished from each other. 

 

 
 

Figure 1.26: ER diagram for issue entity 

 

In the issue table, we need to keep a lot of information not only about the issue itself but 

also about who created, who assigned and whom it was assigned. These pieces of data are 

needed as workflows are involved for these actions. So, pieces of data belonging to issue 

(attributes of issue) will include title, description, date, open status (open/close), assign 

status (assigned/unassigned), created by, assigned to and assigned by. 

 

We also know that we need to have a relationship between the user and issue tables. The 

user table is the master table and the issue table is the transaction table. Both of these 

tables will need primary keys to ensure data in the records in these tables can be 

identified uniquely. We will also need the foreign key on the issue table for the 

relationship between these 2 tables. 

 

Now we have all the information to create the 2 tables and their relationship. You can see 

that the username field in the user_table and created_by field in the issue table are the 

same. So we can have relationship between these 2 tables based on this field. 

 

 

 

 

 
CREATE TABLE  "USER_TABLE"  

   ( "NO" NUMBER,  

 "NAME" VARCHAR2(40),  

  

"USERNAME" VARCHAR2(40),  

 "ADDRESS" VARCHAR2(100),  

 

 "PASSWORD" VARCHAR2(40),  

Assigned by Description Title 

Issue 

Created by Assign 

status 

Open status 

Date Assigned to 
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 "REPASSWORD" VARCHAR2(40),  

 “EMAIL” VARCHAR2(40), 

 "PHONE" NUMBER,  

 “USERTYPE” VARCHAR2(1), 

  CONSTRAINT "NAME_PK" PRIMARY KEY ("USERNAME") ENABLE 

   ); 

 

 
CREATE TABLE "ISSUE"  

   ( "ACCOUNTNO" NUMBER,  

 "TITLE" VARCHAR2(40), 

 “DESCRIPTION” VARCHAR2(100), 

 “ISSUE_DATE” DATE, 

 “OPEN_STATUS” VARCHAR2(1), 

 “ASSIGN_STATUS” VARCHAR2(1), 

 “CREATED_BY” VARCHAR2(40), 

 “ASSIGNED_BY” VARCHAR2(40), 

 “ASSIGNED_TO” VARCHAR2(40), 

CONSTRAINT “ISSUE_FK” FOREIGN KEY (CREATED_BY) REFERENCES 

USER_TABLE(USERNAME) ON DELETE CASCADE 

   ); 

 

 
3. We need to create a sequence to populate the key “ACCOUNTNO” of 

“USER_TABLE” table. This same sequence will also be used to populate 

the “ACCOUNTNO” of the “ISSUE” table.  

 

CREATE SEQUENCE ISSUE_SEQ MINVALUE 1 MAXVALUE 999999999999 INCREMENT BY 

1 START WITH 1 NOCACHE  NOORDER  NOCYCLE; 
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