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EXECUTIVE SUMMARY

During my internship at Indsac Softech Pvt Ltd, I engaged in a program designed to empower

students with comprehensive knowledge of software technology, complementing their

academic pursuits. The primary objective was to furnish {hem with both theoretical insights
and practical experience essential for a Bachelor of Scicnce in Technology, while also
familiarizing them with the dynamics of the IT industry. Throughout this immersive
experience, 1 delved into the development of a customer relationship management (CRM)

software, aimed at enhancing client/user efficiency and transparency.

The internship provided a holistic understanding of software architecture, encompassing both
back-end and front-end functionalities. I acquired proficiency across various coding domains,
spanning from database management to graphic design, thus acquiring a diverse skill set
crucial for modern software development. Leveraging the acquired knowledge, I embarked
on implementing these technologies to construct a tailored software solution for the

organization.

Collaboration was integral to the internship experience, as I effectively coordinated with team
members, honing my teamwork skills. Additionally, I familiarized myself with project
management tools such as Trello and transitioned to utilizing GitHub for streamlined project
tracking and version control. Furthermore, I augmented my proficiency in essential software

suites like MS Office, Github, VsCode, Intellij and Excel, enhancing my overall productivity

and organizational capabilities.
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NOMENCLATURE

)
) Customer Relationship Management A system for managing interactions with
(CRM): current and prospective customers.
) Lead Management, Account Management,
Customer Management: Features of the CRM
) system.
| GitHub: A platform for version control and
collaboration.
' Trello: A project management tool.
} MS Office, GitHub, VS Code, Intellij, Software tools used during the internship.
Excel:’
}
HTW/CSS/JavaScript/ReactJS, NoSQL, | Technologies and tools used in the
) GitBash, MongoDB Atlas: development of the CRM system.
)
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Cnarter 1: INTRODUCTION

1.1 Company Overview (Indsac Softech)

Indsac Softech Based in Bangalore, A software company is dedicated to delivering

cutting-edge IT services, leveraging the expertise of our exceptional professionals. Our
comprehensive offerings include Cloud-based Solutions, Software Development, Big Data

Solutions, Security Solutions, Consulting Services, Qutsourcing, and E-Commerce Solutions.

With a focus on innovation and excellence, we strive to cater to diverse technological needs,
ensuring our clients receive tailor-made solutions that align with their objectives. Our
commitment to staying ahead of industry trends enables us to provide dynamic and efficient

services, empowering businesses to thrive in today's digital landscape.

1.2 CRM Introduction

Client Relationship Management (CRM) encompasses the holistic management of all client
interactions, spanning from prospecting and sales to ongoing service provision. CRM systems

are designed to consolidate these various touchpoints, offering insig:hts and tools to enhance

the company/customer relationship.

At its core, CRM is about cultivating and nurturing satisfied, loyal customers, while
simultaneously driving profitable growth and bolstering a company's brand equity. Although
not a novel concept, CRM has garnered increased attention due to its manifold benefits,

particularly in today's competitive market landscape.

As a discipline, CRM focuses on streamlining and optimizing business operations across
sales, marketing, customer service, and support functions, with the overarching goal of

fostering enduring client relationships.

1.3 Objectives of CRM:

1. Facilitate the acquisition of new consumers by enabling effective outreach and

communicatjon.

2. Gain comprehensive insights into clients' preferences and needs.
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3. Tailor product and service offerings to align with specific customer requirements.

4. Efficiently manage and optimize the sales cycle.
5 Enhance customer retention through improved sales, service, and support experiences.

6. Identify opportunities for cross-selling and up-selling.

1.4 Scope of CRM:

The scope of CRM is evolving to encompass various divisions within businesses or

expanding across teams to enhance productivity and efficiency. Additional CRM features

may include:

- Management of products, pricing, and catalogues.

- Professional services project and contract management.
- Human resource management.

- Service and field engineer management.

1.5 E-CRM:

Electronic Customer Relationship Management (E-CRM) utilizes Internet-based technologies
such as emails, websites, chat rooms, and forums to achieve CRM objectives. It leverages

digital channels to effectively engage with customers and fulfill CRM goals.

CRM is a meticulously structured and coordinated process that automates marketing, sales,

and customer care procedures, ensuring seamless operations and optimal customer

experiences.

1.6 Features:

- Lead Management

- Account Management

- Activities: Tasks, Events, Calls, & Notes
- Customer Management

- Analytics
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- Inventory Management

- Human Resource Management

1.7 System Requirements:

1.7.1 Hardware Requirements:

Hardware selection is crucial for the proper functioning and longevity of any softwarc

program. Considerations such as size and specific nceds play a vital role in hardware
selection.

- Processor: Intel CORE i3 or above

- RAM: 4.0 GB or above

- Hard Disk Drive: Any

1.7.2 Software Requirements:

1. Windows/Linux Based Web Browser
2. HTML/CSS/JavaScript/React]S

3. NoSQL

4. GitBash

5. VS Code

6. MongoDB Atlas

1.7.3 Functional Details:

1) The CRM Software provides separate login interfaces for Users and Admins, cach with

their own secure password.

2) Users can add inventory items, manage employees, and handle leads, among other

functionalities.
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CHAPTER 20 LITERATURE SURVEY

Customer Relatfonship Management (CRM) has emerged a5 2 critical strategy for
businesses o enhance customer satisfaction, retention, and Joyalty. ‘This section presents 2
review of relevant literature that informs the development and implementation of CRM
systems, including key concepts, theoretical frameworks, best practices, and empirical

studics,
1. Conceptuzl Foundations of CRM:

- CRM is rooted in the idea of building and maintaining strong relationships with customers
through personalized interactions and tailored services (Payne & Frow, 2021), Jt encompasses
various activities, including customer acquisition, retention, and relationship enhancement
(Buttle, 2019). '

2. Theoretical Frameworks for CRM:

- Several theoretical frameworks have been proposed to understand the dynamics of
customer relationships and guide CRM implementation. These include the Relationship
Masketing Theory (Gronroos, 1994), which emphasizes the importance of long-term

customer relationships based on trust and mutual value creation.

- Additionally, the Technology Acceptance Model (Davis, 1989) and the Unified Theory of
Auceptance and Use of Technology (Venkatesh et al., 2003) offer insights into the factors
influencing user acceptance and adoption of CRM systems.

3. Best Practices in CRM Implementation:

- Successful CRM implementation requires careful planning, stakeholder involvement, and
alignment vith organizational goals (Rigby et al., 2002), Best practices include understanding
customer needs, selecting appropriate technology platforms, and providing comprehensive
training 10 employecs (Greenberg, 2018),

4, Empirical Studies on CRM Effectiveness:

- Numerous empirical studies have investigated the impact of CRM on various business

outcomes, such as customer satisfaction, loyalty, and financial performance. For example, a




study by Retnartz et al, (200-4) found a positive relationship between CRM adoption and

customer retention in the telecommunications industry.

- Similarly, & meta-analysis by Kumar et al, (2018) rovealed that firms with eflective CRM

systems tend to outperform their competitors in terms of customer loyalty and profitability.

&, Challenges and Limitationy of CRM:

- Despite its benefits, CRM implementation can face challenges related to data integration,

privacy concerns, and resistance {rom employees (Chen & Popovich, 2003). Addressing these

challenges requires a strategic approach and ongoing organizational support.



CHAPTER 3: SYSTEM ANALYSIS

3.1 Requi ¢ Identificati

e Understanding the Current System: Our journey commenced with a meticulous

examination of the existing system, delving deep into its architecture, functionalities,

and operatioﬁal intricacies. Through this comprehensive analysis, we aimed to unearth

insights into how the system operates in real-world scenarios. We meticulously

gathered pertinent data, leaving no stone unturned to ensure a holistic understanding

of its strengths and limitations. This initial phase laid the cornerstone for our
subsequent endeavors in system enhancement.

e Identifying Challenges and Weaknesses: Our scrutiny of the current system
uncovered a myriad of challenges and weaknesses that hindered its optimal
performance. Among these were glaring deficiencies such as the absence of robust
security features, reliance on outdated technology stacks, and a discernible
sluggishness in overall system responsiveness. These ‘shortcomings not only
undermined the system's efficiency but also posed significant risks to data integrity
and user experience. Recognizing the imperative for a transformative overhaul, we
embarked on a mission to address these deficiencies head-on.

e Requirement Gathering and Analysis: Armed with a profound understanding of the
current system's intricacies and shortcomings, we transitioned into the crucial phase
of requirement gathering. This stage was characterized by a meticulous exploration of
the functionalities and features essential for the envisioned system. Our goal was to
meticulously delineate the requirements, catering to the diverse needs of both
administrators and end-users alike. From comprehensive inventory management tools
to robust HR services, every aspect of system functionality was meticulously analyzed
and prioritized. This exhaustive process ensured that the proposed system would not
only rectify the shortcomings of its predecessor but also emerge as a beacon of

efficiency and innovation in its own right.

3.2 Feasibility Study

o Assessing Technical Feasibility: In this critical phase, we embarked on a

comprehensive evaluation of various technical aspects crucial for the successful
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implementation of the  proposed  syatem, Our analyala delved Into Intrleate

considerntions sueh e aystem teponslvenons, nonlability (o nocornmadate future

prowth, and wobust data seeurlty - mensures, Wo melleulously examlined the

compatibility of the proposed aysten with the exlsting technology Infrastructure,

ensuring seamless Integratlon and optimal performance, I’ urllwnnuro. wo nerutinlzed

factors such as hardware and sollware roquiremonts, nclwurk capnbllities, nnd

database  management  systems (o nsoertaln the  aystem's tochnleal fenalbility,

Additionally, thorough testing and - prototyplag were condueted

system's technical eapabilities and Idently nny potentinl ehnllongos or limitations that

to valldate the

may arise during implementation,
Evalunting Economic Fensibility: Our nssossment ol economie fensibility Involved o

comprehensive analysis of the finanelal implications assoeinted wlth the development
and deployment of the proposed system. Wo mellculously evaluated various cost
factors, including inltinl selup costs, ongolng maintenance expenses, and potential
return on investment, By conducting thorough cost-benelit analyses and forecasting
long-term financial projections, we puuged the system's economlc vinbility and its
potential to deliver tangiblo benefits to the organization, Furthermore, we explored
potential cost-saving opportunities, such as loveraging oxlsting infrastructure and
resources, 1o optimize the system's cost-oflectivenoss, Additionally, we considered
alternative financing options and oxplored potentlal revenue streams (o mitigate
financial risks and ensure sustainablo long=term operation of the system.

Analyzing Behavioral Feasibility: [n nssessing behavioral feasibility, our focus
extended beyond technical and financlal considerations o encompass the human
clement of system udoption und utilization, We condueted comprehensive user
surveys, interviews, and usability testing to gain insights oo usor attitudes,
preferences, and expectations regarding tho proposed system. By understanding user
behaviors and preferences, we nimed to deslgn u system {ntorfoco that s Intuitive,
user-friendly, and aligns with user workflows and preferences. Moreover, wo
evaluated organizational readiness and receptivencss (o change, identitying potential
barriers 1o adoption and devising strategles (0 wddross them ollecetively. Furthermore,
ongoing stakeholder engagement and communiention wero priovitized to foster user
acceptance and support throughout the implementation process, Through these efforts,

we aimed to ensure that the proposed system is not only technleally and economienlly

.
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feasible but 2lso operationzlhy

potential for successful implementation and adoption.

3.2 Project Module's Defined

i. Admin Modale:

Allows to add oeers
Allows to 2dd 2dmins

2. User Module:

Mznzge Investory, Leads, Customers etc.
HR Mazanpagement
Emplovee Management
Pzyroll
Lezve Management
Attendance Moanitoring
Store Manzagement
Internal Peripheral Stock Management
Dztz Export into portable xlsx format
SMS/Emzil Management
Buolk SMS / Email
Groups for SMS
Templates
Abont The Company and Latest Updates

p; thﬂ 16
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4,1 Core CHM Featares

o Contaet Management: FAficient contact management is pivotal for any successful

CEM steateyy. This feature ernpovers users to cateyorize contacts into segmented
gremga, frcilitating organized and tzryeted communication, By Jeveraging this
furctionality, businesses can gather invaluzble customer data, enabling them to refine
pariceting steategies snd tiilor product offerings to specific customer segments.
Furthermore, it enfiances the personalization of interactions, fostering stronger
custorner relationships and loyalty.

s Tark Management: Seamless task management fs essential for ensuring prompt and
bficient custorner service, By integrating task management functionalities into CRM
systerns, businesses can streamline internal processes and optimize resource
AMeation, This festure enables the automated assignment and tracking of tasks
senony exployess, ensuring that customer requests are prom ptly addressed and
resolved, Additionally, it facilitates better coordination among team members by
wasigning tasks based on factors such as skill set, availability, and location, thereby
enhizncing oversll productivity and customer satisfaction.

o Jead Management: Fffective lead management is critical for driving sales growth
wnd msdieizing revenue opportunities, This feature facilitates the systematic handling
of leads throughout the sales pipeline, from initial identification to conversion into
poteritial customers. 13y employing lead management tools, businesses can streamline
the lead qualification process, enabling them to prioritize and nurture high-potential
{eads effectively, This automation minimizes manual entry tasks, allowing sales teams

10, foos their efforts on engaging with prospects and closing deals, thereby enhancing

-~

aversll sales efficiency and effectiveness,

" 4.2 Common CHM ¥eatures

] . = s
o Sales Process Automation: Sales process automation is a cornerstone feature within
r CRM systermnn, revolutionizing and streamlining various sales operations to ensure

standardized and efficient business processes. With customizable applications tailored

N
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to specific organizational requirements, businesses can automate repetitive tasks,
reducing human error and expediting the sales eycle. This feature significantly
enhances the lead-to-customer conversion ratio, empowering businesses to capitalize
on revenue oppottunities more eftectively,

Opportunity Management: Opportunity management plays a pivotal role in
effectively nurturing potential revenue-generating contacts ot accounts. By
systematically tracking and managing opportunities throughout the sales funnel.
businesses can optimize their sales processes and capitalize on valuable selling
opportunities. This feature provides invaluable insights and information essential for
guiding prospects through the sales journey and facilitating successful conversions.
Quote and Order Management: Quote and order management functionalities
streamline the process of generating quotes and processing onders, enhancing overall
sales efliciency and customer satisfaction. CRM systems automate and centralize this
process, enabling sales teams to create and manage quotes with ease. By improving
order processing capabilities and providing visibility into sales transactions,
businesses can strengthen relationships with customers and drive revenue growth.
Account Management: Account management functionality within CRM software
enables businesses to capture, organize, and maintain vital informmation related to
companies, divisions, or houscholds. By eftectively managing relationships and
interactions with key accounts, businesses can foster long-term customer loyalty and
maximize revenue opportunities,

Campaign Management: Campaign management features empower businesses to
orchestrate and execute targeted marketing campaigns with precision and efliciency,
By automating campaign workflows and tracking performance metrics, CRM systems
enable businesses to optimize marketing eflorts and drive engagement with their
target audience. This feature enhances marketing eflectiveness and ROL, ultimately

contributing to business growth and success,
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) CHAPTER 5: SOFTWARE DESICN
: 5.1 System Flow Chart:
A system flow chart serves as a visual roadmap, illustrating the sequential flow of proczases
4 within a system. It provides a graphical representation of the relationship berwez the maior
) components or steps of the system. However, it's important & ncte thar flow chart dizgrams
) typically focus on depicting the primary parts or steps of the system, excluding mincr
components.
)
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Fig 5.1.1 General Flow Chart Of CRM Systzm
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Through validation testing, developers validate the connectivity and data transfer

between different modules, ensuring that the system operates i intended and meets

) user expectations,
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ANNEXURE~]

LEARNING QuTCOMES

1. Amlyzed the essential characteristics of offective goftware systems through the

development of a comprehensive CRM solution.

2. Evaluated the components necessary for an optimal development process to construcl

robust software systems,

3. Implemented various tools and methodologies to successfully complete the software CRM

project.

4. Demonstrated proficieney in handling and marketing services (o clients/users through the

developed software.

5. Aligned organizational strategics with customer needs to foster long-term customer loyalty,

6. Enhanced understanding of the interplay between sofiware development, customer

satisfaction, and business strategy.

7. Cultivated skills in project management, problem-solving, and decision-making within a

software development context.

8. Gained insights into the importance of customer-centric approaches in software design and

implementation.

9. Developed the ability to adapt and innovate in response to changing technological and

market demands.

10. Acquired practical experience in software development lifecycle and its application in

real-world scenarios.




ANNEXURE-2

DALy DiARY

Duration

Start date — End date
(DDADYYY) - (DDAMMYY)

Progress of Internship/ Project

01/01724-07/01724

Initial Introduction to the Project and
Organisation

080124 —14/01724

Creating the JWT Authentication

15/01724 —21/01724

Desicning the Admin Module of the CRM

2270124 -28/01/24

Creating the API's Related to the CRM

e e e

290124 - 04/02/24

Working over the Customer Dashboard

03/0224 —11/02724

Working over the Lead Dashboard

12/0224 — 18/02/24

Working over the Vendor Dashboard

19/0224 - 25/02/24

Exploring the Real Time Chat Interface

260224 - 03/0324

Desiening the Ul for the Real Time Chatting

0£40324 100324

Creatine the Backend for Chatting interface

11/03/24 —17/03/24

Working over the Backend of Bulk Upload

18310324 —24/03/24

Creating the Ul for the Bulk Upload

25/03124 -31/0324

Creating the Api for sending the Custom
made Email

01/04724 - 07/04/24

Creating the Forms for collecting the data for
sending Email

08/0£24 — 14/04/24

Creation of Employment management system

[3/04724 -21/0424

Working over the Automatted Attendance
System

22/0424 —28/0424

Exploring the CI-CD Pipelines for Website

25/0424 — 05/05/24

Ending of Our Project and Internship




ANVEXCRE-34
MPR-1

MADHAY INSTITUTE OF TECHNOLOGY & SCIENCTE. GWALICR
(A Govet Alded UGT Autonemeus Institute Atfilinmt © RGPV Bhogal)
NAAC Ageredited with A+ Grde

FORTNIGHTLY FROGRESS REFORT (FFR) FROM INDUSTRY/COMPANY MENTGR

Name ef Student Devansh Bhargava Exrollment ’ugamﬁ:mu:u
No.
Deparument Mathemntes & Sem. S  (S=<iom
Computing ‘ Im-fune 700
lndustry/Qnmnization Indsac Softech Dar/Durmion ATy 0zx ENSIans
|
Criterion Fuor Average Good | Verz Gond!  Excedflent
| | |
Functunlity/Timely Gaod l ; '
completion of assiymed work {
Leaming capacity/Know ledqe |iI | Excall=m |
up gradntivn | | |
FerfurmaneeQuality of work | Vi Goed | |
| | |
Behavivur/ Discipline/Tenm Very Good |
wurk |
Sineernity/Hurd wark Goaaod 1 i |
Cuomment on nature of work Wuorkdngr on REACTIS technalors :n CXM agnliczion
dene/Area/Topic
ALL GRADE (Anv EXCELLENT
onc)
Namre of Indsae Sottech / Mr. Sachin Chndhare
Induwitry/Cempany Mentur
:‘lu!!llm!: gl’ v
Industry/Compan Q .\-,:i.»l,';..
y Mentor _—
Recelving Date | 24-02.2024 Name of | De.DL KL Sl N
Faculgy Juin )
Mentor | i




ANNEXURE-3B

MPR-2

MADHAY INSTITUTE OF TECHNOLOGY & SCIENCE, GWALIOR
(A Govt. Aided UGC Autonomous Institute Affilinted to RGPV Bhopal)

FORTNIGHTLY PROGRESS REPORT {FPR) FROM INDUSTRY co NY MENTOR

Name of Student Devansh Bhargava Enrollment [0901MC201020
No.
Department Mathemntics & Sem. B8 (session:
Computing Jan-June 24)
Industry/Organization Indsac Softech Date/Dumtion| 02/01/2024 -02/0572024
Criterlon Poor Avernge Good | Very Good| Excellent
Punctuality/Timely Very Good
completion of assigned work
Leaming capacity/Knowledge Excellent
up gradation
Performance/Quality of work Very Good
Behaviour/Discipline/Tecamn Very Good
work
Sincerity/Hard work Excellent
Comment on nature of work |Working on the Frontend Side of the CRM application of the INDSAC
done/Arca/Topic Softech and also some logics relnted to the backend
OVERALL GRADE (Any EXCELLENT
one)
Name of Indsac Softech / Mr. Sachin Chaudha
Industrv/Company Mentor
Signature of —
Industry/Compan SJ{'C‘;H'H
¥ Mentor _
Recelving Date| 04-03.2024 Name of | Dr.D. K Sgn] 1\
Faculty Jaln . P
Mentor
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ANNEXURE-3C
MPR-3

MADHAYV INSTITUTE OF TECHNOLOGY & SCIENCE, GWALIOR
(A Govt. Aided UGC Autonomous Institute Affilinted to RGPV Bhopal)
AAC Accredited with A-++ Grad

FORTNIGHTLY PROGRESS REPORT {FPR) FROM INDUSTRY/COMPANY MENTOR

Enrollment [0901MC201020

Name of Student Devansh Bhargava
No.
Department Mathematics & Sem. 8 (session:
Computing Jan-Tune 24)
Industry/Organization Indsac Softech Date/Duration| 0210112024 -02/05/2024
Criterlon Poor Average Good | Very Good| Excellent
Punctuality/Timely Very Good
completion of assigned work
Learning capacity/Knowledge Excellent
up gradation
Performance/Quality of work Excellent
Behaviour/Discipline/Team Very Good
work
Sincerity/Hard work Excellent

Comment on nature of work Working on the Frontend Side and Backend side of the CRM

done/Area/Topic application of the INDSAC Softech, Also designing some of the pages
of the application
OVERALL GRADE (Any EXCELLENT
one)

Name of Indsnc Saftech / Mr, Sachin Chaudhary
Industry/Company Mentor

Ignature of

Industry/Compan Sac}”'n

¥ Mentor
Receliving Date| 24-03-2024 Name of Dr.D.K. Sign \ |
Faculty Jaln
Mentor
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ANNEXURE-4

MADHAY INSTITUTE OF TECHNOLOGY & SCIENCE, GWALIOR
(A Govt. Aided UGC Autonomous Institute Affiliated to RGPV Bhopal)
NAAC Accredited with A+t Grade

FORTNIGHTLY PROGRESS REPORT (FPR) FROM INDUSTRY/COMPANY MENTOR

Name of Student Devansh Bhargava Enrollment [0901MC201020
No.
Department Mathematics & Sem. 8 (session:
Computing Jan-June 24)
Industry/Organization Indsac Softech Date/Duration| 02/01/2024 -02/05/2024
Criterion Poor Average Good | Very Good| Excellent
Punctuality/Timely Very Good
completion of assigned work
Leaming capacity/Knowledge Excellent
up gradation
Performance/Quality of work Excellent
Behaviour/Discipline/Team Excellent
work
Sineerity/Hard work Excellent

Comment on nature of work

Working on the Frontend Side and Backend side of the CRM

done/Area/Topic application of the INDSAC Softech, Also designing some of the pages
of the application
|
OVERALL GRADE (Any EXCELLENT
one)
Name of Indsac Softech / Mr, Sachin Chandhary
Industryv/Company Mentor
Signature of
Industry/Compan S ﬁ'C'l? n
¥ Mentor —_—
Recelving Date | 30-04-2023 Name of Dr.D.K. Sign| | -
Faculty Jain
Mentor
— m—
< _|mee 370 S



