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Abstract

Customer Relationship Management (CRM) systems are pivotal in modern businesses to effectively
manage interactions with customers and prospects. In this project, we propose a CRM system with a
frontend developed using HTML and CSS for intuitive user interaction. The backend is powered by
MySQL, offering robust data storage and management capabilities. The interface is orchestrated using
Python Flask, providing a seamless bridge between the frontend and backend components. The frontend of
the CRM system presents a user-friendly interface accessible via web browsers. HTML provides the
structural framework of the pages, while CSS ensures visually appealing and consistent styling across the
interface elements. This frontend design aims to enhance user experience and facilitate smooth navigation
through various CRM functionalities. On the backend, MySQL serves as the database management system,
storing essential customer data such as contact information, purchase history, and interaction logs. MySQL's
relational database model ensures data integrity and facilitates efficient querying and retrieval of
information, enabling personalized customer interactions and informed decision-making. Python Flask acts
as the middleware, facilitating communication between the frontend and backend components of the CRM
system. Flask handles HTTP requests from the frontend, processes data, and interacts with the MySQL
database to retrieve or update customer information. Its lightweight and flexible nature make it an ideal
choice for building the interface layer of the CRM system

1. Introduction

Customer Relationship Management (CRM) emerges as a pivotal strategy, empowering retailers to
cultivate and nurture connections with their client. At its core, CRM involves the implementation of
comprehensive systems and practices aimed at understanding, engaging, and satisfying customers. By
harnessing the power of data and technology, retailers can tailor their approaches, from personalized
marketing initiatives to seamless customer service experiences.

Customer service and support to manage and fulfill commitments with efficient service planning and
execution in the interaction center, so companies can resolve customer issues. Also, resource planning
and optimization to plan long-term scheduling short-term scheduling, so resources planners can schedule
field service representative at customer sites on various parameters.

CRM system helps companies stay connected to customers, streamline processes and improve
profitability.

Managing online services of Customer Relationship Management may seem tricky, but this is part of
customer service system (application support direct contact with customer).The main of the web-based
project is to manage online services of Customer. This software helps customer to find different services
according to their needs along with price. The software will help in easy maintaining and updating
services in the website for the administrator also assign calls to their engineer to provide proper services
for the customers.
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2. Literature survey for problem identification and specification

Customer relationship management has been defined as “a business approach that integrates
people, processes, and technology to maximize relationships with customers” Goldenberg (2008,
p.3). Moreover, it has been stated that customer relationship management ‘“characterises a
management philosophy that is a complete orientation of the company toward existing and potential
customer relationships”

According to Peppers and Rogers (2011), there is global tendency in customer relationship
management that relates to the shift from transactional model towards the relationship model. In other
words, Peppers and Rogers (2011) argue that satisfying customer needs as a result of on-time transaction is
not sufficient today in order to ensure the long-term growth of the businesses.

Instead, businesses have to strive to maintain long-term relationships with their customers in order
to maintain flexibility to adopt their increasing expectations and thus achieving their life-long loyalty.
Peppers and Rogers (2011) further stress that, businesses that refuses to acknowledge this tendency in the
global marketplace would be risking their market share and growth prospects in the future.

A global approach towards the issues of customer relationship management is adopted by Raab et al
(2008) in “Customer relationship management: a global perspective”. The value of this specific work to the
proposed research can be explained in a way that it will allow the comparison of customer relationship
management principles to the similar principles exercised by other multinational retailers in a global
marketplace.

3. Problem Statement
Problem Identification and Problem Statement —

Inefficient Customer Relationship Management (CRM) practices hinder the ability of retailer businesses
to effectively understand, engage, and retain their customers. Existing CRM systems often lack integration,
leading to fragmented data silos and disjointed customer interactions. This fragmentation results in missed
opportunities for personalized marketing, inadequate customer support, and decreased customer loyalty.
Additionally, manual data entry and outdated technologies further exacerbate the problem, leading to
inefficiencies and inaccuracies in customer data management. Consequently, retailers face challenges in
delivering seamless and consistent experiences across various touchpoints, ultimately impacting revenue
growth and market competitiveness. Addressing these CRM inefficiencies is paramount for retailers to
enhance customer satisfaction, drive sales, and establish long-term relationships with their customer base.

Now a days, the world is going with world wide web solution for their business. In IT sector we have
many issues with Computers, Printers, Computer Peripherals and Networking. Interaction with customers
there is lack of communication and hard to maintain hard copies of each customer service report. So we are
going to undertake this project as per Service provider needs.
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4. Proposed detailed methodology of solving the identified problem with action plan-
1. Problem Identification:
e Conduct a comprehensive analysis of current customer relationship management practices.
e Gather feedback from customers and employees to identify pain points and areas of
improvement.
e Assess the effectiveness of existing systems and processes in meeting customer expectations.
2. Data Collection and Analysis:
e Utilize CRM software to gather and analyze customer data, including preferences, purchase
history, and feedback.
e Implement surveys and interviews to gain qualitative insights into customer perceptions and
expectations.
e Evaluate data to identify patterns, trends, and areas for enhancement.
3. Technology Assessment:
e Evaluate the current CRM system's capabilities and identify any technological gaps.
e Explore emerging technologies and advancements in CRM that align with the business's
goals.
e Consider the integration of Al, automation, and other tools to enhance CRM functionalities.
4. Employee Training:
e Provide comprehensive training programs for employees to ensure they are proficient in using
the CRM system.
e Emphasize the importance of customer-centric practices and effective communication.
5. Process Optimization:
e Streamline existing CRM processes to eliminate redundancies and enhance efficiency.
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-Application Dataflow/Workflow
The subsequent diagram will illustrate the operational functionality of the application, essentially
depicting its operational workflow of Computer Based Application

Service L_»| Manage / Create
—» Provider Services

' Dashboard
— Login

Customer
| Dashboard

—| Ticket Id Creation

Fig. Computer Based Application Workflow

-Objectives
1. Centralized Customer Data Management
2. Enhanced Customer Experience.
3. Improve Collaboration and Communication

-Result

The results of Customer Relationship Management (CRM) initiatives can be transformative for
businesses, yielding numerous benefits across various aspects of operations. By implementing an effective
CRM strategy, businesses can expect to see improvements in customer satisfaction, loyalty, revenue
generation, operational efficiency, and competitive advantage. CRM systems provide valuable insights
into customer behavior and preferences, empowering businesses to make data-driven decisions, optimize
marketing strategies, and allocate resources more efficiently. Ultimately, the result of successful CRM
implementation is a competitive advantage, as businesses can differentiate themselves by delivering
exceptional customer experiences and building strong, sustainable relationships that drive long-term
success.
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- Technologies and Tools Used to Develop Application

S Title Description/Version
r. No.

Technologies for Backend

1 | PYTHON(Flask Interface) | 112
Technologies for Frontend

3 | HTML / CSS | HTML5
Technologies for Database

6 | MySQL | 8.0
Tools

7 Visual Studio 175

8 XAMPP 3.3.0

- Requirements to Run Application

S Title
r. No.

Description/Version

Requirements for Computer Based Application
1 CPU/Processor Intel Pentium or Above
2 RAM 2GB
3 Disk Space Min. 100 GB
5 Operating System - Windows Windows XP or Above

5. Advantages & Limitations
- Advantages

“Customer Relationship Management (CRM) System Project”

provides various features, which

complement the information system and increase the productivity of the system. These features make
the system easily usable and convenient. Some of the important features included are listed as follows:

- Enhanced Customer Retention

- Personalized Marketing

- Improved Customer Services

- Data Security

- Restrictive data access, as per login assigned only.
- Organized and structured storage of facts.

- Cross selling and upselling opportunities.

- Streamlined Sales Services.

- Data Driven Decision Making.
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- Limitations

Besides the above achievements and the successful completion of the project, we still feel the
project has some limitations, listed as below:

1. Customer concerns about Data Privacy.
2. Challenges in Adapting to small business scale.
3. Dependence om Accurate Data Entry.

6. Future scope

This web application make business continue to recognize the pivotal role of customer satisfaction and
loyalty, the demand for advanced CRM solutions is expected to grow. Emerging technologies such as
artificial intelligence, machine learning and big data analytics are likely to reshape CRM systems, enabling
more personalized customer interactions, predictive analytics for better decision making, and automation of
routine tasks.

7. Conclusion
The project entitled “Customer Relationship Management (CRM) System Project” is developed
using PHP as front end and MYSQL in back end to computerize the process of online registering ticket
id’s. In conclusion, Customer Relationship Management (CRM) holds immense significance for
retailer businesses in fostering enduring connections with their customer base. Through the efficient
use of CRM systems, retailers can streamline operations, enhance customer satisfaction, and drive
sustainable growth.
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