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ABSTRAK

Projek ini bertujuan untuk membangunkan satu prototatp bagi aplikasi
Pengurusan Perhubungan Pelanggan (Customer Relationship Management
atau CRM) di dalam web untuk e-dagang syarikat. Aplikasi ini diharap boleh
membantu  memenuhi permintaan maklumat oleh agen jualan untuk
mengautomatikkan jualan, pemasaran, khidmat dan sokongan pelanggan.
CRM atau lebih dikenali sebagai eCRM adalah satu infrastruktur untuk
mewujudkan kesetiaan pelanggan dan mengekalkan hubungan vang baik
dengan pelanggan. Pengimplementasian CRM mempunyai kesan yang amat
besar kepada perkembangan organisasi di arena perniagaan yang penuh
dengan persaingan. Justeru itu, syarikat GamKnowledge.com yang
berorientasikan e-dagang telah diwujudkan untuk menunjukkan bagaimana
CRM boieh membantu meningkatkan penjualan peralatan e-buku secara
berkesan dengan mengekalkan pelanggan lama sambil menarik pelanggan
baru. Projek int dibangunkan berdasarkan metodologi User (entered Design
dan CRM Web based development metodologi. Bagi membina system ini,
dua platform telah digunakan: platform maklumat pelanggan and platform
interaksi pelanggan. Akhir sekali, projek ini membincangkan tentang

pencapaian, kekangan dan cadangan untuk masa depan.
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ABSTRACT

The aim of this project is to develop a prototype of Web-based Customer
Relationship Management (CRM) application for an e-commerce company.
This application will help to assist in meeting the information requirements
of the sales agents in e-commerce business to automate sales, marketing,
customer service and support. CRM or more specifically eCRM is basically
the infrastructure for creating customer loyalty and ultimately, establishing
and maintaining a one-to-one relationship with customers. If implemented
approprtately, CRM can have a profound impact on an organization’s
survival and growth in this competitive business world. Hence,
GainKnowledge.com, an e-commerce based company was virtually created
to demonstrate on how CRM can help in selling e-book devices efficiently
by retaining the old customers and attracting new customers. This application
has been developed using User Centered Design and CRM Web based
development methodologies. In order to build this system, two platforms
were used; there are customer information platform and customer interaction
platform. Finally, this project discusses some fulfillments, constraints and

recommendations for future development of CRM system.
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CHAPTER ONE

INTRODUCTION

1.1 Project Background

This project is initiated upon the request of course TZ6996 as one of the
graduation requirements of MSc(1T). The aim of this project is to assist in
meeting the information requirements of the sales agents in e-commerce by
using Customer Relationship Management (CRM) system to automate sales,

marketing, customer service and support.

For the purpose of this study, an e-commerce company was virtually created
to show how CRM can help them selling their products efficiently by
retaining the old customer and attract the new customers. Named by
GainKnowledge.com this company selling e-book devices online in the

Internet.




The contents of
the thesis is for
internal user
only



REFERENCES

Advanstar Commuinications (1996-2000). ('RAM Focus: Finding the Right
Model,
URL:hitp://www.cinterface.com/issues/2000 07/crmfocus rightmod
¢l.htm

Allen, C. (2001). CRM: A Way of Thinking Abowt Customers.
URL: http://www.clickz.com/article/cz. 3641 htmi

Anonymous. (2000). Elements of Interfuce Design.
URL http://www. prad math.uwaterloo.ca/~madkhan/ui/ user-centered
design.htm

Anonymous. (2000). User-Centered Information Design,
URL: http://www.tech-bridge ucid html!

Anonymous. (1994). Methods for User-centered Design.
URL: http://www.iea.fmi.uni-sofia. be/hci/book/c | 8/index html

Anonymous. (2000). User Centered Design.
URL: http://www.agricola. umn.edu/Library/UserCentered htm

Chan, A (2001, June). Malaysia's CRM Software Market. 1T Malaysia,
p.17-24.

Cloyd, M. H. (2000). Creating a User-driven Development Process.
URL: hitp://www.tri sbe com/hfweb/cloyd/cloyd. himl

Corinoly, T. M. And Begg, C. E. ( 1999). Database Systems: A Practical
Approach to Design, Implementation and Management (2™ ed.).
Addison Wesley.

Copyright © 2001 Information Technology Toolbox, Inc. (2001). CRM

131



(verview,
URL.: http://www.ittoolbox.com/help/crmoverview. asp

CRM.Guru. (2000). What is CRM?
URL: http://www.crmguru.com/contact/answers/whatiscrm. html

DeDad, A. (2000). CRM for Call Centers Heralds Profits
URL: http://www.businesssolutionsmag.com/Articles/
2000 07/000704.htm

Emigh, J. (1999, November). Customer Relationship Management: The Nexi
ERP. ComputerWorld Malaysia. p.26-27.

Francis, Fedorov, Harrison, Homer, Murphy, Sussman, Smith and Wood.
(1998). Active Server Puges 2.0. Wrox Press Ltd. p.523-531.

Gow, D. And Hills, B. (2000). Customer Relationship Porials-Managing in
un

F-Business World.

URL: http://www . crmproject.com/wp/gow.html

Jefferey, R. (1994). Handbook of Usability Testing: How to Plun, Design
and Conduct Effective Tests. John Wiley & Sons, New York.

Kendall & Kendall. (1999). System Analysis and Design (4" ed.). Prentice
Hall. p.199-216.

Khorramshahgol, R. (2001). Application of Total Quality Management in
Implementing and Managing CRM. MESM™2001: 3% Middle East
Symposium on Simulation and Modelling.

Lee, D. (2001). Four Steps to Success with CRAL
URL: http://www.crmguru.com/content/features/Lec02. html

132



Lee, T. (2000). What is CRM?
URL: http://'www.webcmo.com/what i1s_crm/crm/html

Leng, A. B. (1999, November). ( ‘'ompanies Gear Up for CRM.
ComputerWorld Malaysia. p.24-25.

Meltzer, M. (1998). ( Ising Data Warehouse to Drive Customer Retention,
Development and Profit,
URL:http://www.crmforum.com/crm forum.whitepapers/crpr/ppr.htm

Menconi, P, (2000). CRAL10] -Building a Great CRM Strategy.
URL: http://www.crmproject. com/crm_htm

Pind, L. (2001). User-Centered Design: What is This All About?
URL.: http://www.developer.arsdigl'ta.com/acs-iava/user—ccntered

Techguide.com. (2000). Building a Successful CRM Environment.
UR[,:mp://W.techguide.zdnet.com/html/bldgcrm/bidgcnn Basics
.shtml]

Techguide.com. (2000). Achieving Business Success Through CRM.
URL: http://www techguide com

Techguide.com (2000). Building a Customer Centric Contact Center.
URL: http:f/'www.tech,quide.zdnet.com;’centric/index.shtml

Thomas, C. And Williamson, A. (2000). Putting Customers at The Center of
('RM.
URL: httn://www.crmproiect.com/wp/thomas,html

Whit‘ten, J.L. And Benﬂy, L. D. (]998) S:V.'f!(,’fn Anal}’.\'ih‘ crcd Design
Methods
(4lh ed.). McGraw-Hill.

133



Wong, L. C. (2000, August 1}. CRM Adoption Here is Lagging. The Star/In-
Tech.p.35.

Zingale, T. (2000). The Death of Customer Satisfaction: CRM in the Internet
Age.
URL: http://www.crmproject.com/wp/zingale_html

134





