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RESUMEN

En este trabajo de investigacion se aborda el analisis, disefio y ejecucion de un
sistema experto destinado a gestionar las incidencias en el ambito de las
Telecomunicaciones en la empresa Grupo IB Ibermatica S.A.C. El enfoque utilizado
en la investigacion fue de caracter aplicado, mediante un disefio Pre experimental,

con el proposito de resolver el problema mediante el desarrollo de un sistema.

El objetivo de la tesis fue determinar la influencia de un sistema experto para
mejorar la gestion de incidencias de telecomunicaciones en Grupo IB Ibermatica
S.A.C. Se utiliz6 la metodologia MAS-CommonKads adaptada a las etapas y
requisitos del proyecto. Los lenguajes de programaciéon empleados fueron PHP,
JavaScript, HTML, CSS, junto con Bootstrap 5.3 y MySQL como gestor de base de
datos.

Se midieron los indicadores de ratio de resolucion y ratio incidencias reabiertas
usando una muestra de 28 dias habiles en noviembre de 2022 para la prueba
preliminar y en mayo de 2023 para la prueba posterior. Ademas, se realiz6 la prueba
de normalidad con el método de Shapiro-Wilk debido al tamafio de muestra menor
a 50. También se utilizé la prueba de rangos de Wilcoxon para evaluar las hipétesis,

ya que los resultados mostraron una distribucion no normal.

Segun los resultados obtenidos, se evidencio que la implementacion del sistema
experto aumento el ratio de resolucion de incidencias. En el pre-test, se registré un
valor de 0.5589 (55,89%), mientras que en el post-test se alcanz6 un valor de
0.7839 (78.39%). Asimismo, el sistema experto redujo el ratio de incidencias
reabiertas, con un valor de 0,7839 (78.39%) en el pre-testy 0.2929 (29.29%) en el
post-test. Por lo tanto, se concluyd que el sistema experto tuvo un impacto positivo
en la gestion de incidencias de telecomunicaciones en la empresa Grupo IB
Ibermatica S.A.C.

Palabras clave: Sistema Experto, Telecomunicaciones, Gestion de incidencias,
MAS-CommonKADS, Ratio de Resolucion de Incidencias, Ratio de Incidencias

Reabiertas.
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ABSTRACT

This research work addresses the analysis, design, and implementation of an expert
system aimed at managing incidents in the field of Telecommunications in the
company Grupo IB Ibermatica S.A.C. The research approach used was applied in
nature, employing a Pre experimental design, with the purpose of solving the

problem through the development of a system.

The general objective of the thesis was to determine the influence of an expert
system in improving the management of telecommunications incidents in the
company Grupo IB Ibermatica S.A.C. It is important to highlight that the MAS-
CommonKads methodology was employed, which was adapted to the different
stages and requirements of the project. The programming languages used included
PHP, JavaScript, HTML, and CSS, along with Bootstrap version 5.3 framework and

the MySQL database management system.

The indicators of incident resolution ratio and reopened incidents ratio were
measured using a sample of 28 business days during the month of November 2022
for the preliminary test, and during the months of April and May 2023 for the
subsequent test. Additionally, the normality test was performed using the Shapiro-
Wilk method, since the sample size was less than 50. The Wilcoxon rank-sum test
was also employed to determine the acceptance or rejection of hypotheses, as the

obtained results exhibited a non-normal distribution.

According to the results obtained, it was evidenced that the implementation of the
expert system increased the incident resolution ratio. In the pre-test, a value of
0.5589 (55,89%) was recorded, while in the post-test, a value of 0.7839 (78.39%)
was achieved. Likewise, the expert system reduced the reopened incidents ratio,
with a value of 0,7839 (78.39%) in the pre-test and 0.2929 (29.29%) in the post-test.
Therefore, it was concluded that the expert system had a positive impact on the
management of telecommunications incidents in the company Grupo IB Ibermatica
S.A.C.

Keywords: Expert System, Telecommunications, Incident Management, MAS-

CommonKADS, Incident Resolution Rate, Incident Rate.
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