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ABSTRACT
To succeed in today’s fast and competitive markets, organizations must find new and effective ways to open revenue streams, improve enterprise efficiency and foster profitable long-term growth. Many of the world’s leading business organizations are achieving those core objectives by focusing intently on the quality and lifetime value of their customer relationships. By adopting an integrated, approach to sales and service interactions, these world-class organizations are relearning the traditional lesson of putting the “customer first.” Customer relationship management is a business strategy that provides the enterprise with a complete, dependable, and integrated view of its customer base. Although e-CRM research is prolific, there appears to be a lack of consistent understanding and agreement as to the operationalization of the term e-CRM. Some research refers to e-CRM as a philosophy (Crafton, 2002), some consider eCRM a marketing strategy (Bai, Hu, and Jang, 2006), and others refer to specific software tools, methods, and systems as e-CRM (H. M. Chen, Chen, and Kazman, 2007; Scullin, Fjermestad, and Romano, 2004). E-CRM system brings together lots of pieces of information about customers, sales, market trends, marketing effectiveness and responsiveness. e-CRM system helps companies improve the profitability of their interactions with customers while at the same time making those interactions appear friendlier through individualization. e-CRM purpose is to enhance customer satisfaction and retention by alignment of customer business processes with technology integration. This particular research tries to explore the relationship between technology and effective e-CRM in business organizations, especially banks, which influence the sustainable service process.



        	








                            
                          CHAPTER 2
2. SYSTEM ANALYSIS
2.1 EXISTING SYSTEM

· They have influenced how banks must re-position themselves to take advantage of new opportunities that include establishing new service delivery channels and new market for existing services (loan, letters of credit etc).
· In peripheral and relatively small economies it is vital that SMEs are able to see that a market, other than in a domestic setting, exists for their product or service offering. 
· Some advantages exist when the institution considers using an e-CRM approach to its service interaction marketing, such as quick service/response time, two-way interactive service relationships, and the ability to provide service for customers from anywhere at any time.
2.1.1 DRAWBACKS OF EXISTING SYSTEM  : 
· The issue identified here is how far the website of the banks is ensuring its quality by supporting the customers in their banking transactions with which the customers feel better relationship management through the institutional website. 
· Customer data can be analyzed from multiple perspectives to discover which elements of a marketing campaign had the greatest impact on sales and profitability.
· A positive impact on the ‘bottom line’ is therefore expected from an organization dedicating resources to eCRM.
· The study aimed to establish the relationship between e-CRM practices and the website service quality by examining the impact of e-CRM practices on customers’ perceptions of website service quality. 
2.2. PROPOSED SYSTEM 
· E-CRM purpose is to enhance customer satisfaction and retention by alignment of customer business processes with technology integration. 
· They give more importance to responsiveness and the business process like web service quality variables which is having more pragmatic in their day to day professional purpose. 
· The customers are having more interest in quick load of the website, easy use of website, happy with the use of the website by saving more time in business transactions.
· Though the customers are making use of the web for the financial transactions they are bit concerned about the trust worthiness of the website transactions.

2.2.1. ADVANTAGES OF PROPOSED SYSTEM
· E-CRM involves far more than automating processes in sales, marketing, and service and then increasing the efficiency of these processes. 
· Thus, by deploying an e-CRM strategy to maintain relationships with customers, an organization will be better equipped to serve their customers’ desires and improve their loyalty, which will in turn improve the organization’s efficiency and profitability. 
· In general, the value of e-CRM comes in lowering costs, enabling more efficient business practice and creating competitive advantage.
· To answer a large number of e-mails quickly and cost efficiently automated email reply systems are increasingly implemented. 
· E-CRM describes the broad range of technologies used to support a company’s CRM strategy. 
Literature Survey:
	             TITLE
	            AUTHORS
	     DESCRIPTION

	From CRM to FRM: Applying CRM in the Football Industry
	Adamson, G, Jones, W, and Tapp, A. (2005), 
	In this paper, the authors develop a conceptual and implementation framework for `fan relationship management' (FRM) that learns from the successes and failures of conventional customer relationship management (CRM) but considers the special nature of football.

	Examining E-relationship Marketing Features on Hotel Websites
	Bai, B., Hu, C. and Jang, S. (2006), 
	This study developed and tested a progressive five-level e-Relationship marketing (e-RM) model.

	Customer Relationship Management and the Impact of Corporate Culture – A European Study
	Bentum, R. V. and Stone, M. (2005), 
	Cost-cutting strategies prevailed, despite many firms facing problems of decreasing loyalty and declining shares-of-wallet in an increasingly competitive environment.

	Exploring the Success Factors of e-CRM Strategies in Practice
	Chen, Q. and Chen, H. M. (2004), 
	Electronic Customer Relationship Management (eCRM) is one of the primary strategic initiatives in industry today with co-existing criticism and over-enthusiasm. 



2.3 FEASIBILITY STUDY
The feasibility Analysis is an analytical program through project manager determines the project success ratio and through feasibility study project manager able to see either project. The key considerations involved in the feasibility analysis are:
· Economic Feasibility
· Technical Feasibility
· Operational Feasibility
· Environmental Feasibility
2.3.1 ECONOMICAL FEASIBILITY
Hence this project is economically feasible there is no need to involve any cost for this project. 
2.3.2 TECHNICAL FEASIBILITY
Software Technologies used are PHP and MySql. In the educational institutions, it is possible to update the system in future. No special hardware is required for the purpose of using this system. Hence it is declared that this project is technically feasible.
2.3.3 OPERATIONAL FEASIBILITY
As the admin work mainly to maintain the Patient and Doctor .Doctor will predict patient cancer disease. Hence it is easy to operate with training. Therefore it is operationally feasible for implementation.
2.3.4 ENVIRONMENTAL FEASIBILITY
This project environment is correct as a admin has developed this system and no expenditure is involved under any head and this process is part of admin document management, this project environment is accessible.   

2.4 SYSTEM REQUIREMENTS
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse	: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard

2.4.1 HARDWARE REQUIREMENTS
             The Hardware of the computer consists of physical component such as Input Devices, Storage Devices, Processing & Control units and Output Devices.  Computer includes external storage unit to store data in programs.
           The Hardware Configuration involved in this project
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse 		: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard


2.4.2 SOFTWARE REQUIREMENTS 
 	Software is a group of programs that computers need to do a particular task.  It is an essential requirement of Computer System. The Software used to develop the project is
· Operating System	: Windows XP.
· Platform		: DOT NET TECHNOLOGY
· Front End		: ASP.Net 3.5
· Back End		: SQL SERVER 2005














CHAPTER 3
  SYSTEM DESIGN AND DEVELOPEMENT
SYSTEM ARCHICTURE
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CHAPTER 4
TESTING AND IMPLEMENTATION

0. TESTING
 Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one.

 4.1.1Unit Testing
	Unit testing comprises the set of tests performed by an individual programmer prior to integration of the unit into a larger system. The module interface is tested to ensure that information properly flows into and out of the program unit. The local data structure is examined to ensure that data stored temporarily maintains its integrity during all steps in an algorithm’s execution. Boundary conditions are tested to ensure that the module operates properly at boundaries established to limit or restrict processing. All independent paths through the control structure are tested. All error-handling paths are tested.

4.1.2 Block Box Testing
Black-box testing is a method of software testing that examines the functionality of an application without peering into its internal structures or workings. This method of test can be applied virtually to every level of software testing: unit, integration, system and acceptance. It is sometimes referred to as specification-based testing.




4.2 SYSTEM IMPLEMENTATION
Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one. 

















                               CHAPTER 5
CONCLUSION:
    The widespread use of the web technology presents an opportunity for business to use the internet as a tool for electronic customer relationship management (e-CRM). This study has analyzed the impact of e-CRM practices on website service quality within the banking sector. E-CRM practices have been widely recognized as crucial competitive tools in the modern information technology economy where the customers have become more business and operational sensitive than emotional sensitive. More than emotional quotient the customers are sensitive towards rational quotient. Findings provided the evidence that e-CRM practices are critically important in enhancing the utilitarian dimensions of website service quality. Banks should improve the web service quality in ensuring the trust of the customers by making provision of better security to their transactions. Banks should provide better visual and design appeal to the customers so that they can attract more customers in making use of websites as a viable means to do financial transactions. The study is limited to the customers of four banks in Ibri, Sultanate of Oman. Future studies should investigate whether similar findings can be replicated in larger scale populations with multiple profiles and cultural backgrounds. 
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