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SYNOPSIS

Today in the shrinking world, technology is growing up like a giant. To keep at
the speed, the current technologies in use have 10 be updated periodicaﬂy or else we will

stay behind. Keeping this in mind my project has come into existence.

The project undergoes all the stage of SPLC and satisfies the requirement of the
organization. The system 1S being developed as pet the needs of the organization and end

user requirement needs.

The project entitled “Contact Centre Management” (CCM) is developed in
Oracle 91 with form developer for KG Information System (Private) Ltd. The system
helps to manage the overall activities of the Internet Browsing Cenire. The main purpose
of CCMis 10 give authorization according to USETs- CCM  is also used to track the web
sites that aré accessed by @ particular uset- In CCM the user can access those sites which
are applicable 10 him. In CCM, the System Administrator (SA) can rack the user's
details. In case of any system failure, the message i sent to the SA. Any member of the
Network Team attends to the request of the employee and services the system. The biil ts
produced for extra hours used by user for browsing and the report is also produced

accordingly-

«CCM” has five modules they are as follows:

Master Entry Module
Browsing Module
Website Tracking Module
Servicing Module

Y VYY

The system 18 designed to overcome the problems in the organization without

giving rise t0 ambiguity.
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1INTRODU CTION

1.1 PROJECT OVERVIEW
Contact Centic Managem

s accessed by the users

user id and their passwoT

ent is an important 100l that helps 10 keep
can enter into the

of the concern. The user
rator (SA) has

irack of those website
d. The System Administ

system by giving their

the preference 1o view all the modules.

The system 18 being divided into five modules.

% Master Entry Module

3 Browsing Module
»  Website Tracking Module

¥ Servicing Module

ms in CCM for the operations

System Administrator controls all the master for

like addition, modification and deletion.

5 regarding education.

uset to browse website
are not permiued to

their friends. The USers

is noted and time duratio

wsing Module allows the
eck mails and chat with
ebsites. The login time

s calculated and given 0

Bro

allows them to ch
nis calculated. I'or

access any illegal W
extra hours the bill i user.
Tracking module tracks the webstte details of a particular user which is done
by SA and is used for review meeting for discussion.
Servicing module 18 nandied by SA who takes cafre of the system. Accepts
es it.

request from user and servic



The overview of the project 18

v
v
v
v
v
v

System study of the requirements.
Reference of the studies made.

Rough design of the system.

Testing of the design through the operation.
Making the necessary changes.

Obtaining the final design.

Coding the project.

Testing the system.

Implementing the system.

Documenting the project.



1.2 ORGANIZATION PROFILE

evelopment at

THE MILESTONES:
rs like Tata

6 KGISL was started of as software training and d

In the year of 199
je-up with industry leade

997 it had 2 strategic t
igned a joint

Infosys, Satyam and ED
Medical Transcription, and

KG house. Later in 1
§. In the yeal 2000 it s

Consultancy Services,
also had a tie

venture with Heartland

up with ORACLE Corp
Prolcase, USA for Software Development.

Information Qervices for

oration, USA. Finally, in

2001 it again signed a joint venture with

KGISL. = iTechcampus:
for budding software professionals.

P A training center

» We have 250 seats dedicated for training.

THE SERVICES:
pment & IT Training.

3 Software Develo
» It Enabled Services.

THE INFRASTRUCTURE:
» 1,00,000 sq. feet Software Development Cam

» 800 IBM/Acer Computers housed in the campus.
% 2 mbps IPLC Earth Station in Our campus - STPI Installation.

» 256 kbps Internet Connection - STP1 Earth Station.

pus.

g team of soltware cngineers who

THEY OFFER:
husiastic and hard-workin

% We have an ent

are  working on projects.
engineers have mv

aluable hands-on technical expertise 10 the

% QOur software

latest tools.



THE SECTORS CATERED TO:
» Automotive/Engineering
% Healthcare, [nsurance gervices

3 Banking and Financial Services

THE SERVICES OFFERED:
% Conversion from one platform 0 apother.
» Maintenance of existing software systems.
5 Networking solutions and Reengineering services.
% Client Server Solutions And Web Content Development.
% Web Design, web site registration and maintenance.
» Web Content Development.

$  Web Infrastructure building & support services.

THE CLIENTS:
» TESCO Engineering, Michigan, USA - one of the biggest manufacturers of
automotive doot panel systems.
3 Allied Engineering Services, USA.

% TAGNET, USA.

THE TRAINEES:
% Database Administrators.
» Java Programming Specialists, E-commeree Specialists.
3 Network Engineers, Webmasters.

¥» Software Quality Assurance Specialisis.
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2 SYSTEM STUDY AND ANALYSIS

System Study is an activity that encompasses most of the tasks that We have
collectively called Computer System Engineering. System study 18 conducted with the

following objectives.

% Identify the needs.

3 Evaluate the system concept for feasibility.

% Perform economic and technical analysis.

%  Allocate functions to hardware, software, people, databases and other
system elements.

% Create a system definition that forms the foundation for all subsequent

engineering work.
2.1 EXISTING SYSTEM

The existing system is manual, which is quite tedious and Gme CONSUMInNg.

Also it is more error prone.

. In the existing system: the Contact Centre Management of KGiSL is not

automated.

o In the existing system, the allocation of computer 10 user is don¢
manually.
e The activities of user cannot be watched sO, the user can access any illegal

website.

e Any ideas 10 be ex-changed with the other gtatfs are done by the system

administrator in person-



2.1.1 DRAWBACKS OF THE EXISTING SYSTEM

As mentioned above in the existing systenl, there is at present & manual system
for System Administration. Thus all the drawbacks associated commonty with

manual systems will be evident in this system also.

The drawbacks present in the existing system catl be summarized as:

5 Slow when compared to an automated solution-
% Since it is manual, it 18 prone to a lot of typographioal errors
leading to frequent changes.

% Cannot handle multiple requests-

v

The user can access any illegal websites.
5 The billing is done 1N manual processing and the accuralc bill

cannot be produced.

2.1.2 NEED FOR PROPOSED SYSTEM

The proposed system aims to remove most of the drawbacks found extensively in
the existing system- It can be thought of as mainienance friendly, faster

development i Project Qriented Approach.

Thus the following penefits are acquired from the proposed system.

» Faster compared {0 the existing systerm-

» Comparatively less error prone.

% Maintains proper flow of control and relationships.

% Capable of handling multiple requests as pow it becomes portable

on the Internet.



2.2 USER CHARACTERISTICS

The identified users of the project are -

% The internal user of KGiSL who requests for Browsing.

% The trainee of Kgisl who request for prowsing only
education websites.

% The system administrator at KGiSl who provides right to
various user and 10 add users to a system and to track the

website details and system details.

The intended users of this product should have the basic knowledge

in Windows environment and data entry operation.

2.3, PROPOSED SYSTEM

The proposed system being developed as @ replacement for the existing system is
a Graphical user interface with the good interactions with the database. The
Proposed system is aimed to simplify the complex and redundant process. It is
primarily an application oriented which could be extended in the future. Hence

the proposed system is 2 complete automation of the CCM.

Moreover, the advantages of the proposed systems are,

3 Iris fully automated, s¢ o need 10 manually enter the details in the
systeni.

3% The user can access only education websites and he cannol access
any illegal websites.

% SA can track the websites accessed by 2 particular user.

» SAcan produce the il for extra browsing hours.
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3.2 DESCRIPTION or SOFTWARE USED
Oracle91:

Oracle Corporation is the world’s jeading suppticr of software for information
management, and the world’s second largest software company- Oracle was the first
company 10 release a product that used the English—based structured Query Language, ot
SQL. This language allows the end users 1o extract information themselves, without using

a systems group for every little report.

Headquartered in Redwood Shores, Califorma, Oracle is the first Softwarc
Company 10 implement its model of enterprise software management through Internet
capable databases and products, and the first major Software Company to make full-
featured products, available electronically on (he Internet. 1t 18 the only company capable
of implememing end-to-end enterprise 1 infrastructure and application solutions on 2
global scale.

Oracle basically does three things
¢ Lets youput data into it
+ Keeps the data
¢ letsyouget the data out and work with it
Oracle supports this keep-in-out approach and provides clear tool that allows us with
considerable sophistication in how data 15 captured. edited, modified, and put in; how 10

keep it securely; and how to get it out 1o manipulate and report on 1t

An object-relational management system (ORDBMS) extends the capabilities of
the RDBMS 1o support object-oriented concepts. We can use oracle as an RDBMS or
take the advantage of its object»oriented features. Oracle 8 is the first object—capablc
database developed by Oracle. Oracle 9i, the database for Internet computing. provides

advanced tools 0 manage all types of data in web sites.



Oracle 8 is the first object-capable database developed by Oracle. Oracle 8i is an
Object Relational Databas¢ Management System (ORDMS). Oracle 81, the database for
Internet computing, provides advanced tools 10 manage all types of data in web sites.
Oracle 83 installation 1S done through a global ool called Universal Installer. Thus

installation 1s done on any system irrespective of the operating system.

The Internet File System (IFS) combines the power of Oracle 81 with the case of
a file systemn. 1t allows users to move all of their data into the Oracle 81 database, where
1 can be stored and managed more efficiently.
Oracle 81 intermedia allow users 10 web-enable their multi-media data - including

image, text, audio and video data.

Oracle 81 includes a robust, integrated, and scalable Java Virtual Machine within
the server (J server), thus supporting Java in all tiers of applications. This eliminates of
necessity of recompiling of modifying Java code when 1t is 10 be developed on &

different tier-

With the newly introduced resouree management. the DBA can choose
the best method to fit an application’s profile and workload. The extended features of
parallel server and networking improve €ase of system administration. The extended
functionality of advanced replication results in better performance and improves

security.

Oracle 81 provides full, native integration with Microsoft ‘[ransaction SEIVEr
(MTS) in the Windows NT environment. Application development 18 simptified by the
Oracle Application Wizard (AppWizaId) for Visual Studio, which provides developers
with a GUI tool for creating a Visual C+. Visual Interdev, of Visual Basic applications

accessing data in an Oracle database.



Oracle9i continues Oracle8i's focus on the Internet by providing a series of
specific capabilitics and product bundles targeted at eBusiness environments. In addition.
Oracle9i continues 10 add features and capabilities that extends existing Investment in
mission-critical infrastructure. Oracle9i has been designed with focus on certain key

development areas. These areas are.
Key infrastructure areas
* Avaﬂability(Achieving Continuous Data Availability )

Oracled! dramatically extends  Oracle’s jcadership 10 Internet

database availability, critical for any eBusiness application. Key focus areas in Oracle9i

include:

Providing an industry leading zero data loss data protection cnvironment

. Reducing offline maintenance requirements with support for more online

operations
. Providing fast and precise repair of damaged databases
x  Scalability and Performance

Oracle9i allows eBusiness 10 scale to tens of millions of users performing

millions of transactions per hour. Key focus areas include:
_ Transparent cluster scalability and performance
. Scalable session state management
. Optimized features critical for eBusiness
%

Security (Providing an End-to-End Security Infrastructure)

Oracle9i continues to provide the most secure application development

and deployment platform in the industry. Key focus areas include:



Strong, three-tier security

Standards-based Pubtlic Key [nfrastructure (PKD

Deep Data Protection

fmproved user and security policy management

Data Encryption
Oracle Label Security

Oracle Internet Directory

atform (Development platform for ¢Business Applications)

« Development Pl
m for cBusiness

Oracle9i continues to offer the best development platfor
and traditional application development. Key focus areas include:

_ Enterprise Java Engine

XML type and XDK

SQL and PL/SQL improvements
* Manageability (Management :s one of the key areas of improvement for Oracledt)

There are five aspects 10 out approach taken with management in QOracle9r

Make the database self managing in certain key areas
Sireamline and improve the operational management of an Oracle9i database

Provide tools and techniques that signiﬁcantly simplify and reduce the task

time required to administer Oracle9i

Enable fine-grained, automatic resouree management
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Oracle Forms Services:

Oracle Forms Qervices s 2 component of Oracle N Application
Server for delivering Oracle Forms Developer applications 10 the interncl. Oracle Forms
Services automatically provides the infrastructure peeded 1O successfully deliver

applications ont the internet through built-in services and optimizations.

Oracle Forms Services uses a (hree tier architecture 1o deploy database applications:

%  The client tier contains the Web browser, where the application 15
displayed and used.

% The middle tier 1s the application server, where the applicatlon logic
and server software reside.

% The databas¢ tier is the databasc server. where enterptise data 18

stored.

Other major elements i Oracle 91 Application Server

91 AS consists of a set of services and utilities that can be used 10 implement

applications ina distributed environment for scalability and reliability. They are:

> Communications Qervices: 1hese services handle incoming Trequests
received by 0iAS. Some of these requests are processed by the Oracle
HTTP Server and some requests are routed to other areas of 91AS for
processing.

% Presentation Services: The Presentation services of 9iAS generally
output some kind of graphical represemaﬁon, often in the form of

HTML.



% Business Logic Services: 9jAS provides ceveral ways 10 develop
business 10gic, utilizing both Java development approaches and high-
level model-driven techniques. These approaches include  java
technologies such as Enterprise javaBeans(EJ B) and Oracle Business
Components for java(BC4J), as well as rich GGU1 oriented approaches

such as Oracle Forms and Reports.

v/

Data Management Qervices: 10 reduce the load on the back-end
database instance, and to avoid network roundtrips for read-only
data,9iAS includes Oracle 81 cache.

% System Services: 10 provide system management and security SEIVICES.
9i AS includes Oracle Enterprise Manager and Oracle Advanced
Qecurity. These system services provide 2 comprehensive management
framework for yout entire Oracle environment and network security
using secure sockets laycr(SSL)-bascd encryption and authentication

facilities.

ORACLE FORMS DEVELOPER KEY FEATURES:

Oracle Forms Developer provides a aumber of leatures that contribut¢ 10 the

strength and flexibility of the product.

Comprehensive GUT1 Support:
Oracle Forms Developer supports the native fealurcs of
Microsoft windows 95 and NT 4.0, and it provides portability 10 Motif and charactert

mode production environments.

Distributed Applications:
The tools provide local, client-server., and Web support with

multiple database connections per application. In addition 10 Oracle 7 and Oracle 8, your



applications can access Structured Query Language (SQL) databascs through Open

database connectivity (ODBO).
Tools for Rapid Application Development:
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4. SYSTEM DESIGNING AND DEVELOPMENT

4.1 INPUT DESIGN
The quality of system input determines the quality of system outpul. fnput
hich data enter the system for processing.

speciﬁcation describes the manner nw
Master Entry Module
In the Master Entry Module the following information are maintained they are

Domain Details

User Details

Staff Website Details
Trainee Website Details

All these four function are elaborated as follows. ..
Domain Details
strator can enter the new domain

q details, the system admini

In the domai
an delete the domain details.

details or he can modify the existing details oF he ¢

User Details
r the new user details or he can

the user details, the system administrator can ente

In
modify the existing details Of he can delete the user details.
Staff Website Details
details, the system administrator can enter website

{n the staff website
details or he can modify or he can delete the website details for stafts.



Trainee webslie details

In the staff website details, the system administrator can enter website details or he can

or he can delete the website details for staffs.

modify

4.2 OUTPUT PESIGN
Outputs from computer systerm are required primarily 10 communicate the results
ovided 1o

output design should ensure that the information pr

pcessing 10 uSers. Good
ally the software is graded

of pr
the users is complete and at {he same time it 18 concise. Gener

solely by its output.
In the trackin

ministrator can access the websile

ar time. So that is helpful in

¢ can track website details

g module the System Ad
tked by him in 2 particul

| of the user’s which is wo
¢ the system Administrato

detal
review meeting. In the website modul

date, by month and by year.

of particular user by
Reports:

There are three reports, they briefed as follows...

This shows all the required details of those

Date Report:
e browsed 1n that

website names that wer

selected date.

port: This shows all the required details of those

Monthly Re
rowsed in that

website names that were b

selected month.

quired details of

those website names that were browsed in

Yearly Report: This shows all the re

that selected year.

s is also produced as report.

The bill for extra browsing hour



4.3 DATABASE DESIGN
y that ail the

A database 15 @ colle
s are satisfied by the d

5§ 10 Use the databas

ction of stored data organized in such a wa

atabase. Oracle 9 provides extra optional facilities

e for adding, modifying and retrieving daia.

user requirement

and administrator acce

4.4 CONTEXT FLOW DIAGRAM
{ step 10 the requirements determination is the understanding of the
ften

The firs
p-level diagram 15 ©

5 of the business system under study. The to

general characteristic
hole system.

ed context diagram- 1t

contains a single process and defines the W

call

ADMINIST RATOR

1D,
P A.‘iﬂWﬂ‘Rh
ALL EBSITES

ALL WEBSITES

A



4.5 DATA FLOW DIAGRAM

Data Flow Diagrams model events and processes ie. activilies, which transform
data within the system. DFD’s examine now data flows into. out of and within the
system. A DFDisa structured analysis technique, which assists the system analyst to put

together & graphical representation of data processes throughout the organization.

In data flow diagrams, the symbol set is composed of data flow, entity,
data store and processes. A data flow diagram illustrates the flow of data through 2
system and the work performed by the system. Ap entity can be any person, organization
or other system that interacts with the existing system. A process 18 work or action
performed by p_eople, machines et¢ within the system. Data store 15 @ location where data
is held temporarily of permanently. A data flow 1s 31y item that carries data to. within. or

from the system.
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DFD FOR BROWSING
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3. Final/System testing.
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9.1 TABLE DESIGN

Table Name: TbDomainDet
Description: Domain Details

This Table maintains details about the Domain of K.Gisl

Field Name Field Description

Table Name: TbhbUserdet
Description: User Details

This table maintains Details about the User.

Field Name

Pkusercode

Fkdomaincode Domain Code mw

e [ o] |0

Assigneddate



Tbhoursdet

Table Name:
- Hours Details

Description
t the hours used by a

ains the details abou

This Table maint
particular user.

Timedifference Time Difference m— :

Tbextrahoursdet

Table Name:
- Extra Hours Details

Description
e details aboul the hours used by a

This Table maintains th

particular user.

Usercode
Logintime

logouttine




e Tbextrahoursdet

Table Nam
Description . Fxtra Hours Details
This Table maintains the details about the hours used by @

particular user.

Usercode

Field Description m

User Code

e. Tbstaffwebsite
Staff Website Details

g about the website

Table Nam

Description:
details of

e maintains detail

' Field Name Field Description m

This tabl
staff 1n K Gisl.




TbtraineeWebsite

Table Name!
Description: Trainee Website Details
This table maintains details about ihe website details of

Trainees 11 K Gisl.
Field Name Field Description m“ Size NN
e | Wosieae | Ve ;

ame: Tbextrahoursdet

Table N
. PExtra Hours Details

Description
This Table maintains the details about the hours used by a

particular user.




Thservice

Table Namc:
Service Details

Description
he service uscd by

ins the details about t

This Table mainta

a particular user.

m Field Description \ 3
Usercode User Code Varchar2
e

Userreadstatus
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