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ABSTRACT

Customer Relationship Management (CRM) is the methods to overhaul the organization
and IT systems of ICTUS Co., Ltd. Nowadays the company was growth and expand business into
the market and each department have an own system. The duplicate of data was the problem,
cannot be neither used together nor shared the data among each department and their doesn’t have

any system to linking the data.

This report describes the development of customer relation management system which
was can be support to improvement the employee performance. And it can be making the
convenient of the customer’s service. Also it can be create the relation, job transfer by use internet
and intranet technology for customer. So that, the customer will be satisfied to the products and

the services.
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3.1. Product Support (PS) @,uaﬂNﬁ'mnﬁaﬂé]"’quazu?ms‘nﬁ"\ams
110WelUdIUYDS hardware LA software WA wzifiundasasiludiuyes

a Se ) o 3 .« . .
L“IW\IL’J‘E]S Tuﬂuﬂ F3UNY Antivirus solution
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3.2. Infrastructure Support (IS) AUAATUA15IAIAZ implement
¥V network 1182 Mail System S'Jnﬁﬂﬂ’lﬂ'l\ﬁ 11 computer
4. fheay¥uasmsidu (Accounting) quadunsRuuazin®
5. fheynna (General Affair) QuadIuNSwoINIYARLDLTIAANIVEY

NN

d o
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a d L a IR ° o
msanszdsznuauilegiu dumsfnyuwasdinszvtenszuaumsiiou Jymin
wu uazdedifavesszuuilegiu AdufudesiinisysudysTaniniiszvumalulad

3 ) ¥ ﬁ. = ¥ [ o ¥ A g Qo
msaumsinisieanilymiifatu wazdodiiadieg samswannavlussyuilegiu
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4
3.2 fayminuonszyunuluiegii
a @ 9/ o o Jdo ° b4
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t 4
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v 1 4 ]
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3.1.2. legnfiAadeituuiiovedeyanseldsudilygnunnizises dieuds
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9 14 ] )
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1 < o g 1
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3.14. lemnsem@udmseiswnisduasunisvishasatunriudenis
b9
Y9IgNA1

Y] Y da a ' ay Ay s v ' w
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o A a Il [
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3.3 msannnniuldldvesmsiiminszuy (Feasibility Study)

= 2 9 [V &' A o w a '
msanenanuiu 'l 1dvesTasamsiannszon dundesiledanglumsinsizs
Tasams ivenswdagaay yadee naziyvivesnsiau Insns saudafnynud 1l
o A ' ¥ Ay ' A ' =< =<
msaniiulasinisdneg Iinaneuununduannisasnunie li aaeasufnyifiny
Ful) 18 lumshszunld1Fhawnsenenaussdennudesmsvesdlduindouiivsls
v t4
o @ [ < 1
TaslunisAnuiaseiidaulnsenis Idimsanyinnuduly1dlu 3 dszau 18un
msdnmnnudulyén1anaiia (Technical Feasibility) Aaniluliniadunisijians

(Operation Feasibility) uazmmsi‘lu T4/ 18maras HIMA m§ (Economic Feasibility)
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Tumsanuanuilu 181 dmed s sgmansvesszuy dumsAnudawanouuny
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vnmsaanu Uszanamsaunuuazaldaesiol) wagdszanamsnoldveslasinis
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waneuuNu 15 unnmsiennszuy Taelnas lumsiosandsil
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HanBULUNUYDIsZUUMsIams Taavirylnsel utufle 2 dw dail
3.3.3.1 wWaneuunuNIUnedlald (Intangible Benefit)
9 ) ] d? ' 9
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" aannuddou anwRanaIavetolya
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" msusmisdanmisdeyaifiuseuu
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[ Cs 9y a - g
" mndnusivenisiuImsAnInty
o Y 9 1 @ 1 ) a o 9
» s ldeunsaveegugnd ideinnmisuennannude luesnguusinuesgni
3.3.3.2 WandUUNUNDUADA 1A (Tangible Benefit)
[ v t4 v
msiszunamssesy esvinmsianns oy luadiiiiumissnunliuimsuay
v '
aduayumMsusms  Asiudsurasou Insemsdsvelsydiuranouununaimisosuiuas

< 9 [ 9 A ' 9 A a g @ =
vouriuldludnvauzvesmsandunuuiem ldsriemnaiuluszuuauilegiu Taod

=) Y dy
510aLIDUANII
YUY : UIN
1 9 @ Y
1. aamldlunmssneigiugnm = 110,000.00
- AanoAeAg
- U0 premium
1 9 9 2 a I'4
2. aam 18R IUNTEAIHUATHINWUNW - 20,000.00

= 161’1'ﬂszmysﬁauazﬂszmm 20 NADY (~12,000 UIN)

U [ a 4
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3. aam 14 lumsnignd Ina = 125,000.00
1 o d
- M INIANg
v
- ANy
4. anm1¥swmaeuunumsifianuuennm = 130.000.00
sy - 385,000.00

3.3.3.3 aunulumsiannszuu (Cost)

msilsznumsaaululasimsdunulumsieuszuy (Development Cost) 9%

l¥srodait
NU2Y: 1N
1. mlgselumsianszuy S 162,000.00
- System Analysis 1 At (1 A * 419U * 23,000 VIN)
- Programmer 1 AU (1 AU * 4 fou * 17,500 1IN)
2. msifunTmdeya - 28,000.00
- Procurement staff 2 Al (1 AU * 1 AP * 16,000 1I0)
3. avAnsreiag = 824,060.00
- Microsoft SQL Server
- Microsoft Visual Studio 2005
4. anl5ulgalsz@nBamveudinioes = 250,000.00
- Lﬁ.u Memory 16 Gb (DDR2 Memory ~ 88,000 11%)
- L‘Vq‘in Disk storage (Dell MD1000 ~ 162,000 1N)
5. m1Faoutun - 47,000.00
syntaan 1,311,060.00
mldselumsliamsasil
1. mguasnegunsaisrsausuasyerlaual (10% vesmgUnsal
a15aus ¥ena?) 120.,000.00

3IUNIAY 120,000.00
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3.3.3.4 MIANODUMISZEZINAUNY (Payback Period)
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. 2,000,000.00

=

2 1,500,000.00 : . ,
2 — yarilapiuvesswiw
Z  1,000,000.00 . o .
: — yamilagiivess iy
@ 500,000.00

1 2 3 El S 6

Sl

31 3.3 MmasfwaunszezIaAUNU (Payback Period)
szoznamsauniazegndszuaili 6 lduds

3.3.3.5 WanduuNUMIadNU (Return-on-Investment: ROI)
Lifetime ROI = = (4,746,676.95/8,809,392.64)*100

=53.8820 %
Annual ROl =53.8820%/5
=10.78 %
MINMIATMIV BATIHAADLLNUNII AN UARDADIYIATINTG 53.8820 % LATEAT

HAABLLNUMTAIHIRALABY 10.78 %

3.4 Use Case Diagram

[ ¥
weldamsoiianudhlvdeanuannsavesszuuldiwiu Taols umL lums
o a 2
vnauenmeesszuylaoiiudunn gana laozunsy daezilunmsmvesszuy Tasly
& v , o W A {] o 9t 4 9 Ay
Taozunsuiivzlsznevdodesdiudinnio Actor ifudumuvesdniinnuinerdos niod
& ) § v & & y y &
nunldauszuvuazganmiluanuansonanvesszuun Actor Wuq mldauszuuld

osu0ldasgIi 3.4



22

A

Marketing
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/
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Manage Campaign

@D

hage Customer Oppotunity

>

)

/};\a nage Customer Info

Check Case Status

@D

Customer DB
e’
A /Helpdesk

o>

OpenCase

@-\H%

<<communicate=»

Customers

gﬂﬁ 3.4 Use Case Diagram

34.1. 518%181!38]611!8\3 Actor YV93952UU CRM

3.4.2.

3.4.1.1.
3.4.1.2.

3.4.1.3.

3.4.1.4.

A yq Y A a v ] Yy
Sale 7D Qiﬁfﬂ1u53uumﬂ1u15ﬂ LW Al Hﬂvhl ﬂl@u‘.a@‘ﬂﬂ']vlﬂ

. 4 o ¥
Marketing o J1¥0ufawsmiweyaninszuy 14 lunsnwmwy

Tarwan

Helpdesk o J1¥szvuiduinila case iilogndfiilywnt nagldszan

9y '
Tumssrendilynuiosdu wiounusrv91uliny engineer titel1)

support Qﬂf’ﬁ

A 9 a 9 d' =1
Customer ADQNANVOILA case W UNONT YN LazauITONTIVEADY

ADIULUDY case VLG’{

Use Case

3.4.2.1. Manage Customer Info 1150ty uf lv ay JoyavosgnarId
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3.4.2.2. Manage Customer Opportunity @ 150i uA lu uazay Joyaves
Tomalumsvioiugn 1@
34.23. Manage Campaign @313 udly uazay dJeyamsdudsunmsvie 90
Y AN Yo
doyan 1Asu11INITZUY
3.42.4. Open Case Wanulumssuisesniinnmsududuiues customer
Ay y v ' & a4
3.42.5. Check Case Status AT29@0 VAN UzY0IUN IAila I nouiiogn
v
dupoulauaz 1ds sz au lvuuds
3.42.6. Customer DB Ao gudoyavesgnii 185 umsadie uazalfuilyedoya

Y

agya 1
vnszu Taolidnaams lagrhonsnaia

3.5 i]ﬂﬁz!ﬁﬂﬂgmﬂﬁ (Use Case Description)

nnglganalaezunsy musmilivueueswazidoanrasyand 1aasi

M13197 3.2 570AZ1DUAVDIYAIAT Manage Campaign

sk LD
=g

Passive Actors :

Extending : n/a Use Case Type: Detail, Essential

Stakeholders and Interests: Sale

Precondition : Marketing ¥im3tududiautazastnaouanins 1dauuda

Brief Description: Marketing 1AN13510AL1DUAVOT Campaign

B N 0 A 9 9y . [ "
Trigger: Marketing 11013t ud v ay VYA Campaign LHAZNIVTUATEULLINIVDY Campaign

Type: NYUDN

Basic Flow of Events:
Actor Action System Response
1. Marketing 9001503, 1A 1, a1) 2. szvutiufindeyavos Campaign

Campaign
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M5 3.3 5 ‘IEJa:’,LatJﬂ"Umgmﬂﬁ Manage Customer Opportunity

Use Case Name: Manage ‘Customer Oppmmiﬁty

D:2 | tmporiando Levl: Medii-

Primary Actor: Sale

Passive Actors :

Extending : n/a

Use Case Type: Detail, Essential

Stakeholders and Interests: Marketing

Precondition : HiMstufudInuazasnaeudnsnis 1¥Fnuuds

o { a 3 o {
Brief Description: Sale $an13510aziBaves Tonmamenisvishzifaiu 1dfugndn 1Atins

AAAD

Trigger: Sale shmsswandoyavesTomalumsvignsnisnsodudwngndn

Type: NYUBDN

Basic Flow of Events:
Actor Action
9 QR 2 9
1. Sale 'Vnﬂ']‘i‘U‘L!Wﬂﬂl@gﬁiﬂﬂ'lﬁﬂ']ﬂﬂ'lﬁl']ﬂ
3. Sale 11N15AUN1 Campaign iA1AI19E

iz auiugni

System Response

2. syuuihmstiuiindeya

4. S3UURIATAUNMAUTAINAVDS
4 Aa

Campaign nuluszy

A13197 3.4 swazféﬂmmgmﬂﬁ Manage Customer Info

"

Use Case Name: Manage Customer Info

| 1D:3 .,

1 trportance Level: ligh’

R

Primary Actor: Sale

Passive Actors : HelpDesk

Extending : n/a

Use Case Type: Detail, Essential

Stakeholders and Interests: HelpDesk, Marketing

Precondition : Sale IM3duUSuAIAULAZATINFDUANTNT 1F91UuE)

Brief Description: Sale $an13551¢%0403agnan

Y

v

Trigger: Sale Hn158WanswFedoyagnilussuy

Type: NYUDN

Basic Flow of Events:
Actor Action
1. Sale Wimsadredoyagnan

3. Sale hnmsufuilyedeyagnd

System Response

o £ g Y
2. STVUUUNNUDYAVDIZNA

o £ 9 9y
4. sTUVTUNNYDYAVBIPNA
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Use CaseName Open Case

Primary Actor: Help Desk

Passive Actors :

Extending : n/a

Use Case Type: Detail, Essential

Stakeholders and Interests: -

Precondition : Help Desk ¥mstiududauuazasinasudnimslyauuds

Brief Description: Help Desk 1110155 u58991ngndutaziaay

Trigger: Help Desk himsilasuuaziamminauies Iianusumie

Type: A1YUDN

Basic Flow of Events:

Actor Action

o 9 9y
1. Customer Mmsundailamudn
2. Help Desk mssuisesuazitlaau
4. Help Desk iimsasnvasuilyni uaziam
wiinaunee Widanussmae
6. Help Desk imsAadanuasuaunuIY
9 T v
uldunniinau
8. o wminnushmsud luflaymidluiSou
3 o

Founnmsudstaauluszuy

10. Help Desk 11n15ilaaiu wazudalitgndn

U

SUNTIU

System Response

3. szumiufinilywivesgndn
5. szuUlIMsUAAITIoTRYRININIUD
auatlyrniaieg
7. syupimstuinhiguasulag

A 4
wilnaugees ls

v R 82 ad 9

9. szuviuAindIsmsud luilaym

11. s2UURINsUasu

3.6 Obj ect Modeling

3.6.1 Class Diagram

o« ¢

@
Aand laazinsy Wuununnuansmuduiuserasnatgvianualuseuy adnnig

a e & ] d‘d [
ATITUTZUL UTTNBUAILIARABIN "'l NRAUNU

3.3.1.1.
3.3.1.2.
3.3.1.3.
3.3.14.
3.3.1.5.

¥

o o a

TNUANYK

=

. S| { 4 {aa a
Windows User Class (T4 class fiquasie¥avesdniidnsldaiszuy
Login Class i1 class #il¥5zymsidhldszun
o) { o o
Employee Class (1 class Mihudoyavoaminau
d 44 9
Sales Class 11U class pudoyavesuy

. .-
Marketing Class 5]u class ithudeyaveimsaaia
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3.3.1.6.  Opportunity Class 114 class fitRudoyaTomamensvie

3.3.1.7. Helpdesk Class (T4 class ﬁﬁlﬁﬂ‘{l’ﬂgﬁmﬂsuppoﬂ

[ { o 1 a
3.3.1.8. CampaignClass 111 class Nvasdoyamsmhmsduasunmsviy

3 4 v
3.3.1.9. Customer Class 1)1 class ninvvayagn

aAd 9 A A 9 o
3.3.1.10. Open case U class mnwauﬂaﬂummsﬂmagﬂﬂmﬂfymuaxmmwa

D.

De

1

JA91% 1150 helpdesk MM sTlaaIu

{ g
3.3.1.11. Check Case Status 11U class MiAudoyavesaniuzyosay udrld

Y Ay 9 ¥
customer U141 check status mawmmmmm"lﬂ
WindowsUser lValidates Login
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Company CRM Features Company Strengths Cost
Microsoft Opportunity management, Sales | - Highly customizable CRM N/A
Dynamic CRM 4.0 | process management, Quotes, application/platform
Suited For: Small, | Order management, Sales force | - Familiar Microsoft Outlook-like
Mid-size, Large management, Email/Direct user interface
Companies Marketing, Case/Service - Robust reporting engine for

management, Email Response sharing between users in a variety
management, E-mail of formats, including Excel,
management, Searchable HTML, PDF, XML and CSV.
knowledge base, Marketing - Attractive pricing model for
campaign management small and medium business
GoldMine Contact Management, Schedule | - Affordable solution for small N/A
Suited For: Small, | Management, Document and medium organizations
Mid-size Management, Opportunity - One of the most popular small ,
Companies Management, Team-based business crm solutions in the
Collaboration, Reporting, market
Contact Center, Customer - Frontrange offers an integrated
Service & Support, Customer suite of contact center, helpdesk,
Self-Service and customer service solution
- Easy upgrade path from single
user versions to multi-user
versions
Sage CRM Sales Force Automation, - On-premise version can run $1,495 per
Suited For: Small, | Marketing Automation, inside of Microsoft Outlook server,
Mid-size Customer Care, Outlook - Sage offers both hosted and on- | $495 per
Companies Integration, Offline Access for premise solutions user license;

SageCRM.com, Web Self-

Service

- Targeted at Small and Medium
Businesses

- Public Company - Safe Buy

Hosted
Service

$69/month
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