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ABOUT THE PROJECT



Near Southwest Preparedness Alliance (NSPA)
● Virginia based healthcare coalition
● Serves ~1 million people

○ Hospitals
○ Long-term care facilities
○ Public health
○ Emergency management

● Coordinates partner response activities during disasters
○ COVID-19 pandemic

● Four staff members
● Executive Director: Robert Hawkins 
● http://nspa1.org/



GOAL
● Project proposed by Chelsea Treboniak
● Create a web-based online tracking system for the NSPA
● Work with Chelsea to gather client and staff requirements for online 

ticketing system
● Minimum Viable Product in 7-8 weeks





OUR APPROACH



TIMELINE

WEEKS 2-5

Explore from scratch

WEEK 1

Discuss 2 different 
approaches

WEEK 6

Presented findings and 
chose path forward

Explore pre existing 
software

WEEKS 2-5

>> >>



WEEK 1: SPLIT INTO GROUPS



osTicket

● Abby
● Melody

from scratch
● Caroline
● Elijah
● Sam

Redistribute? Software Language(s) Link Note

doesn’t say no UVdesk PHP, mySQL
https://github.com/uvdesk/com
munity-skeleton I like this one

Yes osTicket PHP, mySQL https://osticket.com/

Zammad Help Desk Ruby https://zammad.com/en don’t know if opensource
NO eTicket PHP https://eticketsupport.com/ illegal???

doesn’t say no Request Tracker Perl, SQL
https://bestpractical.com/downlo
ad-page

Maybe GLPI PHP
https://glpi-project.org/download
s/

https://github.com/uvdesk/community-skeleton
https://github.com/uvdesk/community-skeleton
https://osticket.com/
https://zammad.com/en
https://eticketsupport.com/
https://bestpractical.com/download-page
https://bestpractical.com/download-page
https://glpi-project.org/downloads/
https://glpi-project.org/downloads/


WEEK 2: GATHERED REQUIREMENTS



TICKET REQUESTER FUNCTIONALITY
● Open a ticket & submit

● Check ticket status

● Request ticket updates                                

● Avoid login feature



ADMIN (NSPA STAFF) FUNCTIONALITY
All staff:

● Login

● View all tickets

● Assign priority

● Communicate to client

● Delete/close tickets

● Assign tickets to staff

Director capabilities:

● Escalate ticket



FLOW DIAGRAM

Welcome Page

Check Request

Create Request

Email 
Confirmation

Welcome Page Admin Login View All Requests View Request 
Specifics

Update 
Info



WEEK 3: EXPLORED OSTICKET



STAFF FUNCTIONS

● Login

● View opened/closed tickets

● Assign priority

● Communicate to client

● Delete/close tickets

● Assign tickets

● Escalate ticket

CLIENT FUNCTIONS

● Open a ticket & submit

● Check ticket status







What ticket requester receives:



What admin receives:What ticket requester receives:









3: BUILT SCRATCH ENVIRONMENT



RELATIONAL MODEL



How It Works

Model

● Info
● Ticket
● Specifics

Constructors
Getters
Setters

Database Access Obj

Add( Request )

ListAll()

Delete( Request )

Update( Request ) 

Server.java & Front End

- Establishes database 
connection

- Redirects to pages
- Provides data to our 

HTML



ABLE TO MEET CLIENT AND STAFF FUNCTIONALITIES



ABLE TO MEET CLIENT AND STAFF FUNCTIONALITIES



WEEK 4: SET UP OSTICKET SERVER & WORK ON 
WEBSITE FROM SCRATCH



hostgator → http://128.220.221.23/osTicket
● Download Dependencies

○ PHP 5.6
○ MariaDB
○ PHP Manager 

● Download and Configure osTicket

http://128.220.221.23/osTicket


WEEK 5: COMPARED METHODS



OSTICKET
Pros

● Provides a more immediate product that fulfills what we need
● Is already implemented for us

Cons

● Less flexible
● Troubleshooting is problematic
● Longevity of the system is limited
● The log in function is difficult to remove
● Several preexisting PHPs



SCRATCH
Pros

● Flexibility
● Not finished on week 1
● Valuable learning experiences

Cons

● Time consuming
● API/Library Sleuthing

○ SparkJava (server)
○ Sql2o, PostgreSQL (JDBC)
○ Velocity Template Engine (front end)
○ Bootstrap (refined front end)
○ jBCrypt (password hashing)
○ SendGrid (emails)
○ pdfcrowd?  PDFbox? iText? (pdf’s)
○ … and more to come (probably)



WEEK 6: THE CHOICE...



Local → http://rain3.cnds.jhu.edu/nspa
● Download Dependencies
● Setup Database
● Configure Build.Gradle
● Compile Code

http://rain3.cnds.jhu.edu/nspa



LIVE DEMO


