
International Journal of Scientific Research in Engineering and Management (IJSREM) 
Volume: 09 Issue: 09 | Sept - 2025 SJIF Rating: 8.586 ISSN: 2582-3930 

© 2025, IJSREM | https://ijsrem.com | Page 1 

 

 

Customer Relationship Management System 

Rakshith M1, Mr. Praveen K S 2 

 
1 Student, 4th Semester MCA, Department of MCA, EWIT, Bengaluru 

2Assistant Professor, Department of MCA, EWIT, Bengaluru 

 

Abstract—Customer satisfaction and retention have become critical success factors in the competitive 

business environment. Traditional methods of managing customer interactions—such as manual record- 

keeping, spreadsheets, or isolated applications—often fail to deliver timely insights and personalized services. 

This study proposes a Customer Relationship Management (CRM) System designed to centralize customer 

data, streamline communication, and support decision-making. The system is built using modern web 

technologies with a focus on usability, scalability, and security. Core features include customer data 

management, sales tracking, service requests, and reporting dashboards. The CRM system integrates role- 

based authentication and notification mechanisms to ensure efficient customer engagement. Experimental 

evaluation with test data confirmed that the system improves response time, reduces redundancy in data 

handling, and supports actionable insights for business growth. The proposed solution is scalable, cost- 

effective, and adaptable for small to medium enterprises 
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I. INTRODUCTION 
In today’ competitive  business environment, 

organizations face the challenge of attracting new 

customers while retaining existing ones. Customer 

Relationship Management (CRM) plays a vital role 

in building long-term relationships, improving 

customer satisfaction, and enhancing profitability. 

Traditional  approaches such as  spreadsheets, 

manual documentation, or unintegrated systems are 

error-prone and fail to provide real-time insights. 

Recent advancements in web-based technologies 

and cloud platforms have enabled the development 

of CRM solutions that provide centralized data 

storage, automated workflows, and predictive 

analytics. These systems help organizations to track 

customer interactions, analyze sales trends, and 

offer personalized services. 

This study presents a CRM System developed 

using [your chosen stack—MERN / Python- 

Django / Java-Spring / etc.], which integrates 

customer data management, lead tracking, and 

reporting features into a unified platform. 

II. RELATED WORK 

Customer Relationship Management (CRM) has 

been a widely researched area due to its 

significance in enhancing business efficiency and 

customer loyalty. Early CRM solutions were 

primarily database-driven systems, allowing 

companies  to  store  customer  records  and 

transaction details. While effective for record- 
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keeping, they lacked analytical and automation 

features, making them insufficient for dynamic 

customer engagement. 

Commercial CRM platforms such as Salesforce, 

Zoho CRM, and Microsoft Dynamics 365 

introduced more advanced features, including 

cloud integration, customer segmentation, 

workflow automation, and real-time analytics. 

These platforms are widely adopted in large 

enterprises; however, their high subscription costs, 

complex configurations, and reliance on internet 

connectivity limit their applicability for small and 

medium-sized enterprises (SMEs). 

Academic research has also explored various CRM 

approaches. Somerville (2007) emphasized the 

importance of structured software engineering 

methods in CRM development, while Bates (2002) 

highlighted the role of web programming in 

creating interactive user interfaces for customer 

engagement. Sebesta (2006) and Navathe (2006) 

discussed database management and web 

technologies that serve as the backbone of CRM 

systems, focusing on efficient data handling and 

integration. 

Despite these contributions, gaps remain in 

providing cost-effective, customizable, and user- 

friendly CRM solutions tailored for SMEs. Many 

existing systems either lack scalability or require 

advanced technical expertise to operate. This 

project addresses these gaps by developing a CRM 

system that integrates customer data management, 

sales tracking, service handling, and reporting 

dashboards into a single, easy-to-use platform. 

III. METHODOLOGY 
 

The proposed Customer Relationship Management 

(CRM) System adopts a modular and systematic 

approach to streamline customer interactions, track 

sales, and improve decision-making. The 

methodology consists of the following stages: 

1.DataCollection 

Customer-related information such as personal 

details, purchase history, sales records, and service 

requests is collected and stored systematically. This 

ensures that all customer interactions are 

centralized for easy access. 

2. Data Storage and Database Management 

A relational database (e.g., MySQL) is used to 

securely store and manage customer records. The 

database supports scalability and provides 

structured access for different system modules. 

3. Functional Modules 

 

 

Customer Module: Manages customer profiles, 

contact history, and preferences. 

Sales/Leads Module: Tracks sales opportunities, 

lead conversions, and pipeline progress. 

Service Module: Handles customer service 

requests, support tickets, and follow-up activities. 

4. Reporting and Analytics 

A dashboard generates reports and visualizations 
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related to sales performance, customer 

engagement, and service quality. This helps 

businesses gain actionable insights into customer 

behavior and operational efficiency. 

5. NotificationSystem 

Automated alerts and reminders are sent via email 

or SMS to ensure timely responses to customer 

inquiries, service requests, and follow-up activities. 

6. Outcomes 

The integrated methodology ensures reduced 

redundancy, improved response times, better 

decision-making, and enhanced customer 

satisfaction. The system is designed to be scalable, 

user-friendly, and adaptable to small and medium 

enterprises (SMEs). 

IV. RESULTS AND DISCUSSION 

The CRM System was successfully implemented 

and tested using sample datasets that included 

customer records, sales activities, and service 

requests. The evaluation focused on usability, 

performance, and effectiveness in improving 

customer interaction. 

1. Data Management Efficiency 

The system centralized customer information in a 

relational database, which eliminated redundancy 

and inconsistencies. Compared to manual record- 

keeping, data retrieval was faster and more 

reliable, reducing errors in customer 

communication. 

2. Sales and Service Tracking 

The sales module enabled systematic tracking of 

leads and opportunities, while the service module 

streamlined ticket management and follow-ups. 

This improved response times for customer 

queries and increased accountability among users. 

3. Reporting and Insights 

The analytics dashboard provided visual reports 

on sales performance, customer activity, and 

service trends. Users were able to identify key 

customer segments and high-value opportunities, 

which supported better business decisions. 

4. Notification and Alerts 

The integrated notification system ensured that 

important updates, such as pending follow-ups and 

service deadlines, were communicated in real-time 

through email/SMS alerts. This reduced delays 

and improved customer satisfaction. 

5. SystemPerformance 

Testing confirmed that the system functioned 

efficiently in both local and networked 

environments. The modular design allowed easy 

scalability, making the solution suitable for small 

to medium enterprises (SMEs). 

 

V. CONCLUSION 

The proposed Customer Relationship Management 

(CRM) System demonstrates the potential of 

technology-driven solutions in enhancing customer 

interactions and improving organizational 

efficiency. By integrating customer data 

management, sales tracking, service handling, and 

reporting into a single platform, the system 

overcomes the limitations of traditional manual 

processes and fragmented applications. 

The results confirm that the system reduces 

data redundancy, improves response times, and 

provides valuable insights through analytical 

dashboards. The inclusion of a notification 

mechanism ensures timely communication, further 

strengthening customer relationships. 
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Unlike costly commercial CRM tools, this 

system is designed to be cost-effective, scalable, 

and user-friendly, making it particularly suitable 

for small and medium-sized enterprises (SMEs). 

Future enhancements may include incorporating 

artificial intelligence for predictive analytics, 

chatbot integration for automated support, and 

cloud deployment for broader accessibility. 

Overall, the research contributes to the field 

of business information systems by presenting a 

practical and adaptable CRM solution that supports 

customer retention 
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