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ABSTRACT

| carried out my internship at Praedico Global Research Pvt Ltd. It offers internship opportunities
to the students in need of education about software technology. The goal of the programme is to
provide students with the necessary equipment to get a Bachelor of Science in Technology, as well
as to provide them with a practical component of the theoretical work they have been studying at
university and to help them comprehend the operations in the IT industry. In this internship I learned
how to create a software on customer relationship management (CRM) to help clients/users to work
in a more efficient and transparent way. | understood how a back- end and Front-End of a software
works. | leaned a wide variety of coding niches, from databases to graphic designs. I learned about
few technologies regarding web development in the training period. After that, | implemented it to
build a software for the company. | learned how to work in a team and coordinated with the team
members. | learned about the basic features of project management tools such as Trello and Jira. Also
worked on MS Office and Excel.

Keywords — CRM, Jira, Graphic Design
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Chapter 1: OVERVIEW

1.1 Introduction

Client relationship management (CRM) is the process through which a company manages all aspects
of the client relationship, including prospecting, sales, and service. CRM systems attempt to give
insight into and enhance the company/customer relationship by combining all of these aspects of
customer contact into one picture.

CRM is all about acquiring, developing, and maintaining happy, loyal customers while also
achieving profitable growth and delivering economic value to a company's brand. CRM is not a new
idea; it is an age-old practise that is gaining traction owing to the advantages it offers, especially in
today's market.

CRM is a discipline that focuses on automating and improving business operations in the areas of

sales, marketing, customer service, and support that deal with maintaining client relationships.
1.2 Objectives of CRM:

1. Allow the business to find, contact, and acquire new consumers.

2. Gains a better grasp of the clients' desires and requirements.

3. Defines the suitable product and service offering, matching it to the customer’s specific
demands.

4. Manages and optimises the sales cycle for the company.

Increases customer retention through enhanced sales, service, and support.

6. Cross-selling and up-selling opportunities are identified.

o

» Scope of CRM:

CRM functionality is expanding to include different divisions of business or just spreading across
teams to increase productivity and efficiency.

Some additional CRM features are:

e Management of products, pricing, and catalogues

« Professional services project and contract management
e Human resource management

o Management of service and field engineers.

E-CRM:

E-CRM (electronic customer relationship management) is the use of Internet-based technologies
including emails, websites, chat rooms, forums, and other channels to fulfil CRM goals.

CRM is a very well structured and coordinated process that automates marketing, sales, and
customer care procedures.



An efficient E-CRM improves the efficiency of operations, improves customer interactions, and
allows companies to adapt goods and services to meet the demands of individual consumers.

1.3 Features

e Lead Management

e Account management

e Activities - tasks, events, calls & notes
e Customer management

e Analytics

¢ Inventory management

e Human Resource management

1.4 System Requirements

1.4.1 Hardware Requirements

Hardware selection is critical to the existence and correct operation of any programme. Size
and needs are other crucial considerations when choosing hardware.

* Processor - Intel CORE i3 or above

* RAM - 4.0 GB or above

* Hard Disk Drive (Any)

1.4.2 Software Requirements

Windows / Linux Based Web Browser
HTML/ CSS/ JavaScript

NoSQL

GitBash

VS Code

MongoDB Atlas

ok wbhE

1.4.3 Functional Details

1) The CRM Software provides login for the User and the Admin using their own
password respectively.

2) Itallows user to add inventory items, add employees, manage leads etc.

3) Itallows admin to manage users and sub-admins, along with rest of the functionalities.

1.4.4 Data Storage
e A customer's password must never be shown in their web browser. It must be always
reproduced with special characters that indicate typed characters at all times.

e Only authorised administrators should have access to the system's backend servers.
e The back-end databases of the system must be encrypted.
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SYSTEM REQUIREMENTS
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INTERNET FIREFOX OPERA CHROME
EXPLORER
PROCESSOR 233 MHz PENTIUM 4 PENTIUM II PENTIUM 4
windows
PROCESSOR INTEL INTEL INTEL
MAC
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MIN DISK SPACE | 150 MB (XP), 20 MB 100 MB
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REC DISK SPACE | 70 MB 200 MB 100 MB
REC. DISK 120 MB
SPACE 64-BIT
WINDOWS WINDOWS XP WINDOWS XP WINDOWS WINDOWS XP
SP2 (FF 13) 2000 SP2
0S X MAC 0S X 10.5 MAC 0S X 10.5 MAC 0S X 10.5
LINUX ANY RECENT ANY RECENT UBUNTU 10.04
Fig 1.1




Chapter 2: System Analysis

2.1 Requirement identification

e Study of existing System

We began by gathering all relevant data and understanding the present system's
operation. We saw the limitations of the system, which prompted us to create a new one. We
were able to get a rudimentary understanding of the current system using this information. We
attempted to put those thoughts into implementation in order to construct the suggested system.
The most crucial thing is to properly research the system. We are looking at both the present and
planned systems in order to understand the benefits and drawbacks of each.

e Problems and Weakness of existing System

Existing system was made on HTML PHP which lacked in security features,
SPA, less reliability, slow accessibility , less reliable , out dated technology,
slow database response

e Requirement Elicitation-

To implement the proposed system, these are the basic needs, which are
required to develop the system:

1. Admin Module:

a. Allows to add users
b. Allows to add admins

2. User Module:
a. Manage Inventory, Leads, Customers etc.

b. HR Management

e Employee Management
e Payroll

e Leave Management

e Attendance Monitoring

c. Store Management
e Internal Peripheral Stock Management
Data Export into portable .xlsx format

e. SMS/Email Management

e Bulk SMS / Email
e Groups for SMS
e Templates

f.About The Company and Latest Updates
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2.2 Feasibility Study: -

Preliminary investigation examines project feasibility, the likelihood the system will be useful to
the organization. The main objective of the feasibility study is to test the Technical, Operational and
Economical feasibility for adding new modules and debugging old running system. All system is feasible if
they are unlimited resources and infinite time. The following feasibility study was undertaken for the
proposed system:

5 | Page

e Technical feasibility:

The following are some of the technical issues that are often addressed during the
feasibility stage of an inquiry.:
1) Is the technology required to carry out the suggestions?
2) Will the proposed system, regardless of the number or location of users, offer
appropriate response to inquiries?
3) Is the system upgradeable if it is developed?
4) Is there any technological assurance of accuracy, dependability, accessibility, and data
security?

Economic feasibility:

The system shall be financially sustainable. There is no additional hardware or
software required. Because the interface for this system was created utilising existing
resources and technology, it has a low cost and is economically viable.There are many
factors that contribute to the project's economic viability.

1) This is an extremely crucial factor to consider while creating a project. We chose
the technology with the lowest feasible cost in mind.

2) Overall, we estimate that the advantages to the organisation that the proposed
system would provide will more than offset the system's start-up expenses and ongoing
operating costs. As a result, this project is financially viable.

Behavioral Feasibility:

The phrase "behavioural feasibility" is used to describe people's attitudes regarding
certain topics. It also investigates how individuals behave to certain situations. We may state
that the system is operationally practicable if it fits the needs of the clients and the
administrator. The suggested system will be helpful only if it can be created and
implemented into a system that meets the project's needs and has appropriate user support.
Only then will the offered initiatives be advantageous to the customer. When they test the
project's operational viability to execute this system, various significant issues may develop,
including the following:

O Is there sufficient support from their management team for the users? Ans. Yes,
there have sufficient support from the management team for the client. We are
providing some services to the user which will be beneficial for the client and it will
attract the client. Some services will be like this: we will be providing technical and
maintenance support till the 1 year, where we will help during this period if client
face problems or bugs in the project. We will provide free hosting and domain to the
user, with which they will be able to implement the project without any extra cost.

O  Will the system be beneficial, if it will be developed and implemented? If client
implement this project in future, so it is beneficial for the client's business purpose,
because most of the users wants all facilities in single platform, like: online study,



online internship and quiz of reasoning-ability for job preparation. This web-portal
will meet all these user's requirements in one platform?

Various tasks performed by the operational feasibility for users:
e Checking that the project is user friendly or not.
e lts user interface should be basic enough that anybody can operate it.
e The proposed system will improve the total performance.
e The proposed system will provide a better requirement analysis for different users.

In the proposed system, we are planning to develop a system which interface will user
friendly and interactive. In this website, User can easily interact with the host through the
easy mechanism of the website. This website will also help the company to improve their
performance and overall monitoring of company processes and it will save some bugs for
the company.

Web

S N

’ Express.JS ]

Server

Node.JS

2\

{?} MongoDB

Database

Fig2.2.1
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Chapter 3: Software Design
3.1 System Flow Chart: -

The system flow diagram is a visual representation of all processed in sequential order. The
System flow chart diagram is a graphical representation of the relation between all the major parts
or step of the system. Flow chart diagram cannot include minor parts of the system.

ADMIN .

v LOGIN FAILED

LOGIN >——~

EMPLOYEE
MANAGEMENT

A

HR
MANAGEMENT

A 4

A

CUSTOMER
MANGEMENT

A
4

DATA MANGEMENT

A
Y

LOGOUT
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3.2 Database Schema:
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3.3 Testing and Implementation:

3.3.1 Importance of Code: -

What is the importance of software testing?

Project testing is important or better to use the word critical for a project because
nobody likes a software with defects.
So when this web-portal will be complete then we have to ensure that every module
(features or functionalities) is free from error. That’s why project testing is important part of
a project.

What is the importance of software implementation?

In the project implementation phase, this phase ensures some parameters like
something operating properly in its environment, including analysing requirements,
installation, configuration, customization, execution, testing, system integrations, user
training, and delivery and change management. If all of these things operate well, then your
project is properly set up; otherwise, users may have issues while using it. This is why
software implementation is such a crucial aspect of any projects.

3.3.2 Testing: -
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Testing is a process, to evaluate the functionality of a software application with an
intent to find whether the developed software met the specified requirements or not and to
identify the defects to ensure that the product is defect-free in order to produce the quality
product.

So here we are using three testing approaches to check that the developed system met the
specified requirements or not.

1. Unit Testing:

This is the testing process, which we can do manually because in this testing
program is a tested individually using live record, to see whether that program produce
satisfied output as the company or not. In this testing, we checked the individual modules of
the project will be working properly or not. i.e. we tested each and every unit of the
application separately in developer’s environment.

2. Integration Testing:

In integration testing, system consists different modules, where in each module
can arise problems during the testing. Integration testing should be developed from the
system specification. Firstly, a minimum configuration must be integrated and then tested.
In our project we have done testing for integration. We may integrate all modules in our
project and then test each module against each other as if we were a user. Each module is
tested by myself and our development team when a visitor visits our web-portal to see how
they will respond when they see our web-portal.

3. Validation Testing:

Validation testing ensures that software complies with all behavioural and
performance specifications. Validation may be defined in a variety of ways, but a basic
definition is that validation is successful when software functions in a way that the



consumer can understand. In this testing we had tested the connectivity or data transfer
between a couple of units tested modules.
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Chapter 4: Final Analysis and Design
@ CRM~WE.B’

Lol 6. & >\
. St };w'ﬁ B8t [ﬂ?wﬁ :

}R“—;‘ 2.8 w%ﬁﬂﬁ” B.E
mﬂ%ﬁ 0 /% /ﬁﬁ ~ BISI% M 844 . @n\ nR°w

411 0GIN PANEL

e This is the Login page of the software.

= @ CRM-WEB

Dashboard
* 7

2 Customer Customers
B Products

W Order

. Leads Website Analysis. : Monthly Sales Current Progress
# Purchas

£ Admin

@ HR/Payroll
March

WMy Second dataset 2
= M nagement —
© Data Export I

B8 Messages/SMS -

© About Us

July —

Fig 4.2 DASHBOARD

e This is the first page you see as you login on to the software. It displays List of orders,

customers, products etc.
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@ CRM-WEB

Dashboard Customers

& Customer

o Customers (2)

! Order SI.No First Name Last Name Email Mobile Membership Actions
AW

Leads x
1 Akash Gupta Akashgupta@gmall.com 9898767898 (-] /

# Purchases

£ Admin - 2 Devam Sharma d: il.com 72 (-] V|
® HR/Payroll v

.— Store =

"~ Management

& Data Export v

Messages/SMS v

Rows perpage: 5+ 120f2
© AboutUs 0

Fig 4.3 CUSTOMER INFO

e The Customer panel in the dashboard allows you to add/edit customer information such
as, Name, email etc.

= @ CRM-WEB :
® HR/Payroll -
Employee Registration
Employee

Management
Employee Details
Add User Type

Add Employee Code * Joining Date* Department *
Department 05/12/2022 o} v
Add Designation * Qualification *
Designation
Add Employee :
Total Experience” User Type *
Employee List .
Add Bank
Details
Personal Details Contact Details
Print Employee
List
First Name* Present Address”
Withdrawal
PayRoll b/ Middle Name Permanent Address

Eig 4.4 NEW EMPLOYEE ADDITION

® This page allows the company to register new employees in the database.
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@ CRM-WEB

Dashboard Admin » Add Admin

2 Customer

Products Add Admin

[>]
W Order Email *
L

Leads

Purchases Password *

3

o

Admin -

Phone *

Add Admin

Admin List
Address *

® HR/Payroll v

Store
Management

+ ADD

© Data Export v

Messages/SMS

Fig 4.5 NEW ADMIN CREATION

e The Admin panel on the dashboard helps edit Admin information and keep a list of all the
Admin/sub-admins.

Add

Product *

Category *

Stock Trading/Investing
Portfolio

Accounting

Quantity *

CANCEL B SAVE

Fig 4.6 ITEM CATEGORY

e Categorisation of the products/orders into different categories.
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CONCLUSION

In conclusion, we successfully completed our software CRM with the help of various
tools. We investigated the characteristics of a good software system, and considered
what a development process would need to include to build such a software. This
software provides more convenient way of handling and marketing services to the
client/users. It helps a company to align it's strategy with the needs of the customer in
order to best meet those needs and thus ensuring long-term customer loyalty.
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