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Synopsis

This project work entitled “Call P . . *

“PP''“ 'ion Which is developed for f tv  " We b based

2000 as the Back End

C“'l Center Management i,

s^ te n , „ b  ch ” d i  d "

manufacturers. to the customers and

“̂ •̂omers and Servtce A g e l Z Z l U T

- .^ o „ e a „ d w e b .C „ s t o m e r . ,o s t : : p : '" ^ “" - - ' “ - .< ^ o u * ^
Posted ,u e„ es  are placed in a “^^omp.aint or

30 minutes period. Agents s e r  

b . forwarding,, P -id in g  required

«  Hterarchica, Stntcture. The Z  -  placed

" -™ S h ,h e w e b o r ,o m th e o p e ..: r “  - P o - e s  etther

™"“ e the s l l ! l r .  a iT c ™  ^  “ “ ‘““ We

- « ^ e t e , e p h o „ e o r W e b t o s e , , o r s e t . , c e p r o : : : : : : : : ~
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1 • ^n tro (luctio Il

I I Project Overview

This project work entitled “Call r .  , .

'he na„,e o f  the C u s t ^ ^ r  Custon,er/Call Operator) to enter

» - e ™ e d  authorities. The application «> <i.e

«q u est in case proper action is not tak o f  the

^PP«cation « ,e  ^ s l"  The

periodically. « > - t a t t .  o f  h .  r e , „ e t

The user will type the site's U R , ^
'S page w ill be i„  “  “ ter the hom e page o f  the site.

"  “>e Call Operator based applicaf r ” “  ® «

-  '■assword for a lo*,n. Once the I J :   ̂ ^ - a t n e

P'-ov.ded with a screen where they can ent

“ P «- When a Call O pe^tor ,s  us n l  a 1̂1 necessary

-e p  Of validating «.e Customer nam e^s l e  c  »»<^er

O-^e all the required inform ‘he operator

'he Customer request to !  "  ^ P P '- ‘- n
Customer with a um,ue Ttac«„g n ,  P™«de the
T « C W  m  The Custotner can then use th,s

- “ - f u l l y .  d,e Customer or the o T 7
again. ° P ® ‘or will he taken to the main



queries are placed “ u !  x r ™  "  <5ue^

h-erarchical smacture. The c u s ,o n ,J  P '^ -d  m

web or fi-o„ ,he ope„„ors. “  “■ *  ^>«’er through

The operator provider th ■ ■

^^acedays <̂ or eaeh and eve„ p r o d u r i T  <'’=
<»e „a„„ae,urer .A , „ e  sa„e f“" ° - d

P e k i n g  a e  status o f  t h e ^ i ^ ' ^ t p r t h "  S

a e  cuety  p" « - - >  .fte  ACD
- - e d  basis". J  by using the - f a ,  co^ a , f t s t

<he response „ .th i„  J ,  “ “’7 - ”  the 0 '̂  ,eve, , , , e

customer .else i f  he fai,s the quety is f„™  ”  “>'
™  °n-y say. ,evei ,.A n iu « „ ,  J  ,  •“ - x .  higher ieve, o f

eve , stating that the message had been f

' P^cess has to be ca™!d ou, „ « :  f  ' -

P ^v-des me response, the upconting process '“ 7 " '  "  '’“ ™

'  ‘'o p ^ d s  upon the manufacturers serV  

™ - , „ s  a database o f  ah the .a n u  I t  r “

W l-catton has eu .e„ t,y  been s u b sc n -h e .^ ::’ -^at the



1-2 Organfeafion Profile

m y a m a r u t h j  s o f t w a r e  SY STP*..
- - P a n y  of m a RUTHI C O N S U L ™ ^

-f tw are  Sendees. The ^  / T ' ' ' ”* and

Jayamaruthi a, various levels ,o ke .  

^  system approach to HR f  ,■ • 
professions and backgrounds ,o „ o *  

‘“ “"'ledge and skills end blending e x p e r t f  

p racces. The company offers vanous soiu, “

- a s  including E .com „,^„^ “ - d e  range of

■"ventory management, and customer

«” - , a i  services, insurance, retat, - ' ‘'dtng

manufacturing. They provide value to’ th

• > - a s  ,o then, including speed to market ^  I " ' " ” "

- n  ^ « » , s r r s l ' ; " ; c L T E r , "
- i'h  a wealth o f experience in 7  ®"'^"»‘'« K.Ganesa„

^ -^ a n d a  has provtded optima, ^ o T l:  ;  « - e  and PoS d.sc,phne.

A - a  like VISA I„,e„atio„a, and is fa o  ^  Bay
Microsoft environment. ^^^^ological skills in the



Jayamaruiw s p e c ia l s  i„ ,

eStrategy

eBiz

eCore-Skills -

eBrain

Bus,„assReE„gi„ee„„g 

Business Architecture
Training

Supp„_chain Management (SCM) 

Enterprise R es„„eep ,a^i„g(j,jy ,^

Network Engineering
Middleware

Client/server Architecture
Web Development

Database

QualityAnaJysis

Maintenance & Support 
Quality Analysis

Development
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2 -System Study and Analysis

^e^,cer T a i ' / r u r '

posting fte,V queries and c „ „ p ,a i„ „  '  ™ c h

“> fte  retailers. Th,s leads to fte c u s . l  ‘°  “ “ “actu.ers or

is no, web based ,.be s ^ l e .  d ^ n ^  

applicalion . advantages o f  the web

^  » CRM p i v i i i i o ^ r i j i r  T  r " ' ”®
Manufactures can attract „any customers t h ^

ty ,s not possible fro„  the e . i s !  ^ - a

^ - a g e ^ e n l ^ '



2-2 Proposed System

The proposed system consists o f the fo„ ■e following features,

~Based • The

P - - d e s  a user friendly e7v

g^ograpWcalJy. ^^^tomers who are dispersed

• Operator Friendiy -Th^

■ ^ '’- ^ ^ ‘- P r o v i d e l a t i s r ^ T n
<0 . e  aS,e o p e r a te ^ p a r " " ™  "

<he cttstomer. "  to the requirements of

Automatic Escalation • a ,

i. .s co m p e te .

- » - - e r s s . . e , t h e s u p p „ : :  « “P P -r  or

P - » o r d  .Password level security ca„ be

purpose to prevent mi ^^er levej for In ■P event misuse o f  the apphcation.

Customizable : The infi.

^equiren.entsoftheindustiy'^^^^^^^^^ as per the

- ^ S e d a s p e r  t h e r e , u i r e n . e n t s o f t h e C r ' " ' ’^ '^ "



™ »age„e„, (CRM) . CRM a » s  a, „,a„„„3h,p

an, C U S .1 :

P™v.des a chance to ^ ''=''“ “-  CRM sys,e„,s
^«‘- a b o . .  customer wan,,

Give c „ s ,„ „ „ s  choice : The
cope up ,he c„3,on,e.

- “■ - C n . o „ e . c a n , h u s h e a I  :  ; : “ ^ -  •*-»
P ~«d es the „ . e .  ,o use Web based I  d ”

“ cd.a services whichever suits them̂  "  ^ased

• ‘■«essa„y,i„ea„y„iere -Ac
» f ‘■‘■y. Where ever the c u s t o r  ^  '> °-
^ - d  product the cu sto ^ e . ntay he abie t l  “

a .anyti„e. °  « > * ‘f“«ries orproWents

• Enable customers t„ h cp  .^c^seives • c „  t

”f - a t i o n  and can choose sei,service ' u  “ “ “  '»

and wants Z X C u t r r  '‘’-uston^er
“ Pi>ali.e on the know,edge gained h i  ™ay

»e«er reiationships with their c„ ,7  » f

" ' f  <0 concet^l T

- - - - - . a s e p a r a t e d e p a „ . c n t : : : : : : : - ^ ^ ^ ^ ^ ^ ^ ^ ^



Enable employees

“ " - t o n e  ,o i r ,  ™ r  •■ -  ‘Oe

processes and infonnation so that th ^
c - .o „ te . evety .They -  ,eip  the

customers unless their problem has been fuijy t

‘oenhancespeedyoustom erservrcebyallm els,

Treat every customer contact .

- « u e  ,e „ e .a .,„ „  . B . e ; ! : :

"“ U'ts m a direct impac, on the future ’ ^  ™'>

® d more the call center ,s the "face of t r T  “ ore

™ P -™ n  and opponturi.;,, deveiopld 1 " “ " 

impact on market share, mar J  ,  ^

opportunities. Customer segmentation t 

Srowth for the business. All services on^ """

maintenance. 7T,e application ,s capaMe T "  “^ ™ « ra .io n  
- - t o t n g  too, for the manufacturer..

The Goal ofthe Proposed System are

Process requesf.. "
--- - i,upply to

™cess requests more effictently

AJl this is to ensure,

Increased customer satisfaction
L o n g - te r m  customer loyalty

Differentiation ftom competitors



<'■' Customer Login

0 0  New User Regista,i„„

("') Registering

(''') Automatic Escalation 

«  R eport,„gt,e Responses t o . , e  Customers

“ “ " 'P '^ n offlie lV Iod o les

©Customer Login

(CHP) where the customer c a n r g r i t T

<0 ..e  customers from u n a l” " ' ' ' ”

flONew User Registration

T’he application should ,

-Sistered or not. I f  .he user ,s no, regts.

"Si^W ion fo,™, l>e <ake„ to the „ e »

OiORegisteriiig Q„„jes

«>e detail's I" <tas

7 '’' ' “ ’̂ ^ - ' > P - t i » g d a .e a r e r e g i s .e r r j c r T

Ov)Auforaatic Escalation

— ‘  - a  ‘ " I C *  ; ; " ■  ■ *  i - « .



by ^^ou. ,ke R e.p„„,,

2-3 R eq u irem en ts  on  n ew  sy.te™

2-3.1 Functional Requ
irements ;

When a Custorner/Call On« *

‘hoy will be given a usen.an,e and'p”  ™ ‘o this systen,

.bis .„ fo™ a«o„ .be . e  ''’e

7 “ " “ 0.  any syste™ and pos, ,bei.

°  that they would lik ”!  “»■<=
been posted «,e „se. s b o l  <̂ as

-  - i .  futu^e ,ne„es about the pa«icuW

r r ^ ‘“ ”y ^<a.us Of p e i i n r i
“ y notify the user when the request is co T  should

°“ viaem ai,orby„essaging. ^ on can be

List Of Inputs

fton, the User’s perspective:

Username 

(‘0  Password 

Full Name

S ’

Email ’ "“^bers

10



the Request’s pe,spec,„e:

®  Praduct/Service request 
(") Request description
Oil) Comments

W Status of the request

points during the life o f  a r e q u la p l t o r " ^

(in)

(iv)

(y)

(vi)

® ^ “ -f'heCustontertegistt.tio^
’ VaI.dat.o„ o f the password 

actions by entail or P «

Checfang for duplicate en t.es  at al, . t

ftoducts. Services, Requests) etc. (Customers,

Information ProcP«.„

required fron. the O perators side.

The folJowing procecdnrr ■

-  -  of^a r : : : : : : : : r :  - — .  .a^ous

Checlcmg the Tracking m f .

'  - ' ^ r j o s t e d

actions by emai] or as per

Checkmg for duplicate entries at n 

Products, Services, Requests) etc.  ̂ (Customers,

(iO

(Hi)

(v)

11



2.3.2 Performance Requirements

Security

The application should imr,!

Socket Layer (SSL) can S ee„ e

can be se, for validating tte use™

-cu rity  can be se. and user level '

Of the application. Purpose to prevent misuse

Availability

The application is a web site 

There must be a backup server in case t h r ^ ^  '  " ^^y-
case the mam server fails.

Capacity

The application will be accessed h,

be capable o f handling multiple requests at t h r a ir t ^ " '

Response Time

The response time fnr tVic. i- 

the mtemet connection s p e e d s ^ T ' T

-andle requests var.o„s s o u l  1  2  -
*ith  the fastest possible

12



2.3.3 Design Constraints

Hardware Requirements

• A server that will host the web site

• Computers and modems for development

Software Requirements

and telephone lines

OS

Server

Client

Development

Windows 95/98/NT/2000/XP

Windows NT/2000 running n s  

Internet Explorer 5 or above

SP.HTML and Scripting 

User-Iuterface Screen Formats

The users are provided with screens to In '

“ffld v.ew the status o f  the requests and no f

The screens w.l, I  d C l ^ r  “

‘‘“ch JavaScript, VBScript The client „ .

2.3.4 Other Requirements

Operations required by tlie User 

W Registration

application. Registration i n c l u d r s u l * l T ' T
and password for access into the site. ' '  n«m am e

13



(ii) L o g in  

Oii) Data Input

-P P ly  all ,he rec,u“ r L r ~ “ r e r 7 '  '■>

for al, ,he re,u,red fields. « '<

0 '') Query

2-4 User Characteristics

■ -  ~ r . r : : :  : : r
instructions. ““mg oral and written

users self-select using menus

(0 Online Feedback

(^0 Operator Feedback

14





Software Co„fig„„,|„„

Technology

S ° L r  ' ®^'®««T/2000/XP

Client ■'^“ ‘'“"^NT/2000 r u lin g  IIS

Devein 5orabove
Development . Internet Explorer k

HTML HO support for ASP
HTML and Senpti„gla„g„,g^3

Software Specification

Client side

Windows 95

Interne, Explorer .Netscape Navigator
totemet Connection Tools

Server Side

• Windows NT 4.0

• Web Explorer

SQL Server 2000 as Backend

•  Server Pages for Server side

Software Requirements

Scripting

Operating System 

Front End Tool 

Back End Tool 

GUI tool

Project Management Tool

■■ Wmdows 95/98/NT/2000/XP
: ASP

SQL Server 2000

• ^'sualInterdev,FrontPage
Microsoft Word

16



introduction to ASP:

"^SP file  can contain text H taat  

ASP file are executed on the server ’ i" an

What is ASP?

>  for A C .e s e „ e r  Pages

runs inside IIS 

^WS IS a sm aller-but fullvf. •
>  A S P i s a M i c r „ s „ f l T e c t a J ' ““ ' - - ' ™ ° f ®

> - ^ s j z r i

How Does ASP Differ fr „ „  HTML?

>  When a browser requests an HTML file ,h

When a browser requests an ASP fife „ s  '
ASP engine. The ASP engine reads the 'y  ‘°
«eeutes the senpts in the file F' „ “

'he browser as plain HTML ' ' - --etumed to

ASP objects;

“ Sections. An o b j e c t ' s ^ ! ! *  ^ 1 , ! ^ ' “ "'' P™ P«ies, „r

; ^ e c .  An objecfs propert,es can be 1 : 1  •'>»

» J - t .  An object, collections consfitute 1  ‘->e
-■Aled to the object. and value patrs

17



^ Application

> Object Context 
^  Request 

^  Response 

^  Server 

^  Session

>
Application Object:

The Application object is used tn u 
o f a given app„ca«o„. An ASP b 

- 0  -  a V .«n , ,e n „ e , .  „

'he Application object ther T""'
» - r e  that .nultiple u s e .  do no. to’al ^

^  “'* " ‘‘ P™Pe«ysim„l,aneoi,sly^

^  Request Object:

When a browser asks for

" ’ ““ t- ASP Request object.  n.ed to ^ e tT l ^
get mfonnation from tlie user.

Response Object:

'^“ Pons.objeet is used to send output to the client.

^  Object Context Object

transaction, =

script contained in an ASP page. ^^'^ted by a

18



> ASP Error Object

We can use the A*\P t •

cond,t:o„ that has occurred m ^"^nnation about au error

returned by the Server. GetLastE.or method. "
ead-only properties. object exposes

>  Server Object

ods and properties serve as utility

V o .
Session Object

The Web server automatically create, ,  q ■ 
who does not already have a session 

The server destroys the Session o b ^ t
abandoned. session expires or is

Wh.ch tncudes O D BC -con,p,i»t settees SoTt 7 “"  ^

- n t , y , e . n , u s e d . h e ^ 0 . o d e , e o n t a i n s : : ; : : * ‘"™ ^^

19



is fte  e p ' r l o T * ' '  0»w ™ ng a

r   ̂ '• -  „.ed to r l T l  J  '  ^
 ̂ “ 'e, 0.  eC ect new da,a . K

;  w^e„ a ra ,ec

mrs.The Field object represents a single col multiple

another way ,„ create Re T  '"  ̂ ^ o ^ ^ n d

Object and tbe Connection o^  T t '

~  anyparanteters needed by tbe c o n !  ■
» parameter object. ^he parameters are stored n.

Java S cr ip t;

'^BScnpt was J a v a s C T v I s c ^ ' r T r  

^PP'-«..onssnpponedby,beNetscaprbrr - b
advantages as VBSctrpt. many o n ,e

Developet. can east.y Z Z  and

applications inside a web page. °  '  '^“ ‘“ “aiity for interactive

The Internet Explorer 1 n 

r ' f  * »  •^e ffle,sertp,,d„ ^  ̂

JavaScript in a single web page, ' VBScript and

Font control;

Styles provide all th 

■" processors; font size, w e i^ , T  r ^ '  ^0™^
^derlining. ’ * “ >'y and decorative features such as

20



Text spacing;

W oe. -

processors. <o ■paragraph fon .a ,s' i„

Positioning:

' “ “  ' “ •" * — u . ™  1 1 “j  * " "  * •

Superimposition:

Visibility and display:

Elements can take up visual ■ 

any a. a ,  „uch I  -

they can be visibly p „ 3e„, take up space.

- - u s e s , l . k e t b e . e . c a p e p r „ p : : : : : l 2 : \ r “ ' " ‘ - “

Clipping;

" "  a ~ ™ “  •  “  ■” »  t ™ . . . .

Filters;

internet Explorer 4 n o

21



VBScript

VBScript is a subset o f  Visual R - .

'^BScrip, p r o g ^ ^ n g  has „an y  si™i,a.i,ies ^  y "

programming. Many o f  fte powerful feaf '^PP'''««ons

as Classes an , ea„ , ^  A p p -C o n s ,

portable and

Although VBScript is just , e « 3„ .  ,
-*tor, a graphical design tool for VBScript

A C veX  control Pad.  ̂ -

HTML code, ActiveX controls HTML^ ^  '» “ mb,„e

Ac«vex Control Pad works tn’c ! ™  J  ”  ^ -S cr ip t,

The HTML Layout control is a d r a lg l™

manipulate controls. ActiveX Control P T  ‘°
in th,s book. ^  ’‘^0 be dtscussed in deta.1 later

VBScript promises the sam.K

r  develop
^W ort o f the mten,et Explorer can am * ' “■ ‘^e
- ^ - g n A c t i v e X c o n t r o l s t o p l r r C r r ^ ' ^ ' ^ - - - - v e n d o r s

P ™ particular Internet tasks.

We already have a ri,.i,

-  OCX controls, but th e !  c l : : r :  “  -

downloading across the luten^et. For exam tl

- - - “ - - c o m p o n e n t s ,h a t c a u s e l o n : : : : ! ^ ^ ^ ^ ^ ^ ^

““ - - - - B i s a v a . l a b l e , d e v e l o p _ ^ ^ ^ ^ ^ ^ ^ ^

22



VBScrip,. Although the M e m .t  E xp io l 

JavaScript, the Netscape browser does not

we n,ay see support Z l Z  7 ^ ^ " ^

=<ites that use VBScript are I ™ / .  “  '"teracUve
to p,a,fo™ s

JavaScript Versus VBScript

JavaScript and VBScrint 

has mastered VBScript will JaTaTc'”? ” ”” "” ' 

teem et Explorer supports both languages “'<=

»oth is valuable. The key differences be.' f ^ n ,^ c n t s l s  o f

“ - - ‘" .-.eparag^phsthatfoli:: " ^ B S cr ,. are

Syntax

As stated before, the most obvious d.ff,

“ riy braces to denote functions, whereas 

“ t'on and Sub...End Sub. In fae, j  „ End

""’“ “ s VBScript supports ftnetions aid T

«»>ct.on that behaves l.ke a subroutine ,  “ “ te a
brouttne JavaScript, simply om.t the retun,

Objects

Neither JavaScript nor VBS ' t • 

digressmg into a full defi„i„o„ o f o b j ^ L H  t T ^  Without

say that neither language exhibtts all o f  the eh ‘ ân safely

- - t e d  language. Nether language for “^ a  truly object-
'"'■eritance. *  ’ sa m p le , supports the concept o f
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JavaScript, however

W e . ,  -  -  o , e e .

- - o n  o .„ , , e « s .  To , e . „ e  a c , . .  ^  -^ s e ,u e „ ,

'  P -P e n ie . an , ^

;--p <  ‘o n>a„a*e .e  j ! ' , : :  : :  ^  i :
^“7  '“ - P - , e  va^iawe. fo . Z t l

r .: : :  - - - e

Language Scalability

> It IS a new

0 ‘" -S c r ip « „ g L a „ g „ ,g , ,

Because Microsoft h . ,  h ■

Internet Explorer can support any sc  ̂ m d VBScript

o f  ActiveX Scnptin,. Third-party v e i l  *

-n P «n g  languages. choose to des,g„ the,r own

IIS;

totet^et Infomation Services ( m ,

-ftw are, using H jperte,, T ^ s fe r  p T  - - e r

docuntents. It ineotporates various '°  W ^e

^ P P '-tions, and also provtdes for G o l  T  ^^ ^ 0 1

—  . . . » ™ .  „  „  ,  , ™ ,

' * “  -"‘- e t  fefo^ ation
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SQL S E R V E R  

'n lernet I„,egray„„

W th  Intern,, Informat,on Websites
- b  saes. Th.0 . * ,

erver can be queried and updated via po S '™ '', SQL

”- - e  ODBC ,e.s it ^™ w se.. SQL S e „ e , s

SQL Server Web Assistant J  ^

pages on .be fly. either data tnggered or s b H » ™ L

Klieduling system. “ ““ 8  SQL Server’s built-in

Transaction Processing

Of system fa,lure, e v l t  r Z i Z ^ f  “ T ' " '  '"

» -  - e r .  SQL Setter treats ail database cha

By definition either ^

-  a .  the resuhtn, c h a n , e : t  : ; T ;  “ “ P -

™ « c t,o n  is roiled back and a„ changes to th d "  "  «’'

Phase commit protocol. SQL s ! T  ^ ^ 8  a

--on s..h icb sp an m oreth ir::e::r ~

Concurrency Con.ro,

Another benefit o f SOI ^

-  tap'^ctt concutrency contro, SOL S ^

arch.tec.ure that keeps c„n!u a

» >  - *  - “ ™ .  -  -

7 * ™ ” er does not have to w o .^  about^  .

“tam in g  a lock is e.cepttonaiiy fast smce , 7 “ ” ” “ “"

r ™ " '  Muitipie ieveis T  ^

- - a , w a y s  picks the,east r e s tr tc t iv e io c k n e ld Z " '
dod to support the oper^t,on.



con,p,e.e . f t . , ,  ^
PoP^'iar Cien, application, "  '“ ”= »  °Pen piatfc™ fo .

High A v ,/,a b i,i,,fD y „ a ™ c backup ,

SQL Server avoids costi T  

‘asks. Nofting is more detrimental to p r o l c T ” ''™

“ °® e period,cally unava,',able. SQL Serve ■''n  * “<

T  -  -  a c t  “ r "  -
todaniental requirement for mission c  r  '  a

(Operating system C r a s J ^ : ! : ' f  system 

«om at.c recovery meehamsm recovers al, d t ^ T ’

“ " - .e n c y  in a matter o f  mmutes. with no d “  

aPPLcations can be up and runnin. ™erventio„. The

^''a.Iabi.ity destgn even allows one to ' T  ^gh

winie the system is on-line.  ̂ or diagnostics

Client-Server Architecture

f^ ^ a t -o n .e n a b h n g o n e tr c h o r e tm ts t a ” '''''"''
Server makes efficient use of „e,wor J

^-^»ase objects such -  ilb Z

scripting can e.tend t h r

» P -< -n s  across multiple servers remote
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Network Independence

Unlike database server*; i,

° P - « n g  systems or supper, -  P™Pne.a^

-  rework independene. Because sOL T
on open ,ndus.,y

Scrollable C nrsor Support

^ r o w s i „ / ! “ X „ ;  l r c a p ! b .r -

» « ° lto g . positioned updates and deletes ‘ 7 * ™ ^ '^ ^ ‘>‘ '̂'*ard
and flexible concu^ency control

S<»g.e Process, M „,„U readedA rch«e«„re
Microsoft SOT

“  “ ‘̂ '■“ '^Server DBMS It is ont “ "sistently high performance

design that i n c o t p o r a t r : :  / ”   ̂ - t ,

P ~eess to handle user requests all ^

very little overhead and no r u n tlT ,^

<=ffieient. The major advant 

does no, slow down as multiple users are add T  "  Server
Client Advantage: network.

^  Easy to use

>  Supports multiple hardwareplatfo™ 

Supports multiple software applications
^am ihartotheuser

Server Advantage:
^  Reliable

^  Sophisticated Locking

^  Fault tolerant 

^  High-perfonnance hardware 
^  Centralized control
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E R W IJV

p l a t i n u m  ERwin is a rl t u

n  and h i g h . , O e l p . s , o  des.gn

,  7  ^ 'O S--, „ „ ,e .  Of “P P '- « o „ ,

our database, to a „h ' , ’  ® ‘' business rules u ,,,
characteristics o f  our ta “ odel optimized for ,h

—  e j L r i " ' ; - - ™ - ” — i i r r
: : “ ' ^ ~ t : . e s a „ ; : : i ; : ; -  -  -  - - a s e .  b . : :

«ger code for leading databases. Its "com and

■—  development so ottr ntodel is a l l  ^i.ows

By -ntegrating wi.h „ ,d ,n g  developnten !

applica«ons. ERw.„ ^iso speeds the

:::: *■“”■ - -
Ensures consistency, reuse j  ■

p™«ding the ° f  ' " ‘etpnse data by

communicate database structure. and

_ -.ab ase  des.gns are

k e y l m “ ts, '‘ '''“
• Saves time by accelerating the

'™ “ “ona' “ <i data 'v a r e h o u s e T n r '* '’’’ "'" '̂ ’ '■^'’-’’- ^ ^ a n c e
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4 Design and Development 

4-1 Input Design

Inpul design is the p m  o f  fh»

-ycarefu , a.,e„,o„ .Mos, expe„.i.e p a ^ T il

» d  persons J o i v e  ;  T ' '

• ” r : r
• Data verification 

Data correction

The users are provided with 

-  .he s.a.us or« ,e  . e , „ e s r a n : r :

The user will ,yp ,

'^I'en a Cus.o„,er or Ca„ Ope^tor register! 

a - - a n ^ e  and password

‘ ch -cu stom izab le  by the user).

Using this information the

for serv.ce or any ^  Z  »<■ P -

«">ments (hat ftey wouM '*'=

•hey wii, be provided J ,  '“8^
with all necessary i„pu,, <hey ean enter
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List o f Inputs

the User’s perspecve:

Username 

(^0 Password 

(«i) Fu]J Name

('") Organfzalion Details ( if  any)
Address 

(vii) Email ’

Request’s perspeci,,.

«  Product/Service request
W  Request description 

“̂ 0  Comments

' ' ““ “ t i™ -" > “^ (b y e„ a i,o rb y „ essa g ,„ ,)

’""'““ “’e Application's perspective:

(') Status o f  the request

Screens
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Based Screens

Login Form 

Sign -  in Form

Query Form 

i^eedbacJcFoim

Operator Based Screens

Login Form 

Sign-n iFonn  

L>eaJerForm

legs in giving h i.
“ser-id and password.

New can register
form.

'"ftisfom , user registers!,,.
“ mpiiant/queries.

and Operator based application.

i Product Fonn

Siervice Form

User logs in giving
to the operator

users ean register wi t hy , . ,
operator. ^^rougii the

The

W 0 D i K ,C A n 0 N .n B L ~ ” "’ ^ ° “ ™ ^ ’operations.
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4.2 Output Design

Outputs from th

l ' ‘> ^^'^ofPosting,he response
<̂“ 0  Name Of the Service Enp-

Q - : y  posted date ^he Response.
(v)
(vi)

The m ery  to which th e n . .

TJie customers who had posted fh •
r«Ponse from the web n  ' '" ° “Sh web can

status o f  the quety.

Q -nes posted.  ̂ can get the Repon regardmg the
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O ufputSpec.ficati„„,.

System Analyst has

• To "  ''■‘  ̂“‘“S'--

they can “’'  '“ '" ^
To communicate the  ̂ “’®  «q''i-'ements.

'-̂  - * ^ o n s ,  Chtrr-: - »  ̂ „ay
programming language. “ “ ° f  being translated ,!’

Screens

“-in terfa ces  are ‘ ‘*'''3' -« ™ „ e d  user

Status Form

Response Form

Report Form

IS form gives the status about the

o . , u e . m : r ~ -

s ^ - i c e r n X i r r h o ^ r r
from the manufacturers S,de.

This form provides fh^

for the m a n t t f a c l r r  t ^ t r

»" fte given startmg and ending date.
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4.3 Database Design

Table Name : User_table 

Prim ary Key : user id

Column Name Datatype

User_id int

Login_id varchar(20)

Password varchar(20)

Firstname varchar(20)

Lastname varchar(20)

Address varchar(lOO)

Phone varchar(20)

Fax varchar(20)

Mobile varchar(20)

Pager varchar(20)

Email varchar(50)

DOB datetime

Hint_ques varchar(50)

H intans varchar(50)

Table Name :Escalation_table 

Foreign keys :query_id,product_id

Column Name Datetype

Q ueryid int

Product_id int

M inim um days int

Maximum days int

Grace days int
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Table Name : Query table 

Prim ary key : query id 

Foreign keys :user_id,product_id

Column Name D atatype

Q ueryid int

User_id int

Product_id int

Date_of_purchase datetime

Bill no varchar(20)

Status varchar(20)

Problems varchar(50)

Q uerytype varchar(20)

Query posting date datetime

Query_status varchar(20)

Querydescription varchar(50)
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Table Name : Dealer_table

Primary Key : Dealer id

Column name Datatype

D ealerid int

Dealernam e varchar(20)

Dealer_address varchar(lOO)

Phone_no varchar(20)

Fax varchar(20)

Mobile varchar(20)

Pager varchar(20)

Email varchar(50)

D ealercode varchar(20)

Table Name : Dealer_product_table 

Foreign keys : product_id,dealer_id

Column Name Datatype

Product id int

Dealer_id int
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Table Name : web_feedback_table

Foreign key :user_id

Column Name Datatype

User_id int

Response_time varchar(20)

User_friendly varchar(20)

Suggestions varchar(lOO)

Ratings varchar(20)

Table Name : operator_feedback_table 

Foreign key :user_id

Column Name Datatype

User_id int

Response_time varchar(20)

Operator_response varchar(20)

Suggestions varchar(lOO)

Ratings varchar(20)
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Table Name: dealer_service_table

Foreign keys :dealer_id, service_user_id

Column Name Datatype

Dealer_id int

Service_user_id int

Table Name:Product_table 

Prim ary Key :product_id

Column Name Datatype

Product_id int

Product_name varchar(20)

Model varchar(20)

Date_of_purchase datetime

Guarantee_period varchar(20)

Brand name varchar(20)

Product_code varchar(20)

Table Name : product_service_table 

Foreign keys :product_id,service_user_id

Column Name Datetype

Product_id int

Service_user_id int
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Table Name ;Service_user_table

Primary_key :service_user_id

Column Name Datatype

Service_user_id int

Service_code varchar(20)

Firstname varchar(20)

Lastname varchar(20)

Designation varchar(30)

Level varchar(lO)

Address varchar(lOO)

Phone varchar(20)

Fax varchar(20)

Mobile varchar(20)

Pager varchar(20)

Email varchar(50)

DOB datetime

Table Name ; Response_table 

Prim ary Key :response_id 

Foreign key ;service_user_id

Column Name Datatype

Response_id int

Service_user_id int

Response varchar(50)

Response_posting_date datetime

R esponsetype varchar(20)

Response_status varchar(20)
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4.4 Process Design

Data Flow Diagram

A data flow diagram is a graphical technique that depicts information flow and 

the transforms that are applied as data move from input to output, hi this graph the 

nodes represent the processing activities and the arcs specify the data items to be 

transmitted between processing nodes. The data flow diagram may be used to 

represent system software at any level o f abstraction. The DFD provides a mechanism 

for functional modeling as well as information flow modeling. The Data Flow 

Diagram might represent data flow between concurrent processes, or data flow m a 

distributed computing system where each node represents a geographically remote 

processing unit. Unlike flow charts, Data flow diagrams do not indicate the decision 

logic or the conditions under which the various processing nodes in the diagram might 

be activated. Data flow diagrams are an excellent means o f  communicating with the 

customers during the requirement analysis and they are also useful for representation 

of external and top level internal design specifications, naming conventions. Data 

flow oriented design is an architectural design method that allows a convenient 

transition from the analysis model to a design description o f program structure.

The Design phase is mainly concerned with the identifying software 

components (functions, data streams & data stores), specifying relationships among 

components specifying software structures.
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• Testing is the process o f executing a program with the intent o f  finding an 

error.

• A good test case is one that has a high probabiUty o f finding an as yet 

undiscovered error.

• A successful test is one o f that uncover an as yet an undiscovered error.

The system on a whole were tested for the following:

>  Validation o f  inputs

>  Sequential tests

>  Consistency o f application

The objective o f  testing is to discover errors. To fulfill these objectives a 

series o f tests were planned and executed.

Module Testing:

Each module is tested for errors. Module Testing is done to check 

whether each and every module is working as per the requirements under various 

conditions.

Login Testing :

The login process was tested with both authorization and unauthorized 

login. Access was denied for invalid login ids and incorrect passwords. Passwords 

were changed and addition and deletion o f users were done. The results were as 

expected.

Objectives of Testing
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SYSTEM IMPLEMENTATION
AND TESTING



5.1 System Implementation

Implementation is the key stages in achieving a successful new system because, 

usually it involves a lot o f upheaval in the user department. It must therefore be carefully 

be planned and controlled. Normally, this involves setting a coordinating committee, 

which will act as a sounding board for ideas, complaints and problems.

Apart from planning the two other major tasks o f  preparing for implementation 

and education and training o f users and testing o f the system. Education o f the users 

should really have taken place much earlier in the project when they were being involved 

in the investigation and design work, at the Implementation stage the emphasis must be 

on training in new skills to the staff so that they could be able to cope up with the new 

system. Once the staff has been trained, system can be tested. The whole system should 

be tested for flaws. Once the coordinating committee is satisfied with the training and the 

testing, changeover can begin.

S.System Implementation And Testing

5.2 System Testing

A strategy for software testing integrates software test case design 

methods into a well-plaimed series o f steps that results in the successful construction 

o f software. A software testing strategy should be flexible enough to promote the 

creativity and customization that are necessary to adequately test all large software 

based systems. It should also promote reasonable plarming and progresses.

Testing is a vital to the success o f the system. System testing makes a logical 

assumption that is all parts o f the system are correct; the goal will be successfully 

achieved.
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Display Testing :

Display testing was conducted to ensure that all the display 

procedures are working properly.The display information are checked whether the 

information is properly displayed in various modules

Unit Testing :

Here, each individual program was tested using the test data. The 

outputs as per the requirements were found satisfactory. Thus it was possible to 

conclude that every program in the software was functionally correct. The 

interrelated modules were also tested in an exhaustive fashion that will make the 

whole software work properly.

Integrated Testing:

The individual programs are combined together to form modules. 

Integrated tests were performed on each o f the modules and again the validity was 

checked. After that, all modules were brought under a single module and the integrity 

test was found to be successful.

This system was validated in such a way that even the slightest 

deviation in inputting the data will invoke error messages and provide guide lines 

regarding the input.
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5.3 Refinements Based on Feedback

This application is provided with two set o f  feedbacks. They are

(i) Operator feedback

(ii) Onhne feedback

The feedbacks are received from the users o f the system. The feedback is used 

to get suggestions or comments about the system. The feedbacks provided by the users 

are o f great importance. From the feedback we may be able to get valuable suggestions 

from the users. The suggestions may be implemented in the system. Observing users 

executing the tasks and collecting data and feedback. Feedback is organized, analyzed, 

and interpreted. These process helps to identify the problems which are encountered by 

the users, giving the reasons for the problems and offering possible solutions by 

rectifying the problem.

The feedback that we received from the users o f  the application are very 

encouraging and appreciative ,their suggestions were made worthwhile and are 

seriously considered.
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CONCLUSION



6.Conclusion

The product is a Call Center Management which provides solution for any 

Agriculture, Manufacturing, Servicing and Commercial sectors. This is a web-based 

product designed to accept input from Customers directly or from Call Center 

operators.Thus it makes easy for customers to post their query to the Call Centers 

and get back the required information

The call center management has been developed to care the customer support 

activity. This has removed the difficulty o f maintaining manual records. The service 

executive may attend the complaints efficiently. The customer service activity 

comprises o f attending to customer calls/complaints and carrying out proper response.

Call center technology is changing customer behavior, causing significant 

reallocations o f human and other resources, forcing changes in job roles with new 

responsibilities. The call center is a new technology which offers tremendous 

opportunities.

Since this application is web based, computer illiterate ‘s may find some 

difficulty in using this system because this application do not have any tutorials to 

help the users. The emails forwarded in this system depends on the Network traffic ,so 

the fastness o f the application depends highly on the Network traffic. These 

limitations can be rectified in the future.
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SCOPE FOR FURTHER DEVELOPMENT



7. Scope For Future Development

This system can be integrated with other MIS systems or may be allowed to 

function independently. File uploading can be integrated in this, in which files can be 

copied into the destination directory through the use o f  scripting. Also it is also 

possible to send mails regarding the status o f  the complaints to individuals. This can 

be done by embedding VB Components into the HTML page.

• Voice response applications can be developed to provide better user 

interface.

• The application can be enhanced in the future by providing mailing 

services by the application to the customers for better service.

• The application could also have a Search Engine tool, which may 

enable the customers to know their queries with, short period o f  time.

• Unified messaging can also be implemented in the future, which 

allows users to manage all their voice, fax, and e-mail messages from a 

single application on their multimedia - equipped PC or laptop.

Change Over

Once all the preparatory work o f implementation had taken place the system 

has been tested and the staff trained -the change over from old to new system began . 

Change over is the state o f  moving over from old manual system to the new computer 

-based system.

hi order for the change over, the clerical file had to be converted into 

computer format and media and then input to the computer to form the new computer 

files. When the files have been set up on the computer, the changeover properly 

takes place. There where several possible methods to achieve this, e.g direct 

changeover, parallel running and staged changeover.
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The implementation coordinating committee chose the most appropriate 

method that is the direct changeover in our case o f execution. The users are satisfied 

with the results and the new system is working properly under the system analyst.

Creating an Effective Change M anagem ent Plan

Plarming and managing change, both cultural and technological, will be one o f  

the most challenging elements o f the project. Understanding the key areas o f change 

management, and the associated traps and pitfalls and other areas have to be 

encountered, which is critical to the success. The transition to new tools and 

technology, including key areas to be considered when planning major technical 

improvements and system changes.
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DEFINITIONS & ACCRONYMS



Definitions and Acronyms

ACD

Customer/User

Client

Contract

Developer

Application

CHP

OHP

CRM

Supplier

: Automatic Call Distributor is a Visual Basic code which runs 

in the server. ACD processes calls on a first come, first 

served basis. The calls are placed in a queue depending upon 

the status o f  the query it automatically starts the escalation 

process by transmitting the query to appropriate service person.

: Person(s) accessing the web site to enter their requests.

: Person(s) or organization who will maintain the web site.

tLegally binding document agreed upon by client and 

supplier/developer.It includes the technical, organizational, cost 

and scheduled requirements o f a product.

: Is the same as supplier within this report.

: The web site, also the product, which deals with Call Center 

Management o f  any Service hidustry.

: Customers Home page.

: Operators Home page.

: Customer Relationship Management

: Person(s) or organization that is developing the product.


