BINUSINTERNATIONAL

UNIVERSITAS BINA NUSANTARA

Computer Science Major
Multimedia Stream
Sarjana Komputer Thesis
Even Semester Year 2006 / 2007

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
FOR PRIMA GLASS
Eko Prabowo

08 THE - GROUP

Abstract

This thesis discusses the aspects of the design and development of a new system
called the System Transaction, Inventory, and Customer Relationship Management in
general and CRM system only in particular, which aimed to assist PRIMA GLASS in
improving their current system.

CRM System facilitates PRIMA GLASS in enhancing their computerized
marketing strategic plan as one of thousand SMEs in Jakarta. This feature ensures
customer data gathering, analysis, and presentation. The main system consist of three
major subsystem that are integrated one another. The computerized Transaction System
is responsible for handling every transaction a customer made by filling the form given
and storing them in database for further use. The Inventory System esponsible for
managing stocks inside PRIMA GLASS warehouse. The Customer Relationship
Management System makes use of stored data from transaction to perform anaysis to
determine customer’ s loyalty and satisfaction.

The System provides improvement in time consumption efficiency with
important information concerning customer's data so that PRIMA GLASS can
understand and anticipate what kind of marketing strategy they will use in the future.

By using the System PRIMA GLASS can better maintain their daily business
activity, which in advance will provide better service to customer and increasing profit.
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Preface

Prima Glass Customer Relationship Management System development started
when the company requested an improvement for the current system. The company in
general wants authors to build a computerized system that will handle all daily business
activity. Moreover, this is necessary for them to have a competitive advantage and to
improve their manual paper based system. The company itself has been established since
two years ago and already did a good business by building trust as well as good service
to their customers. Improvement in their system including the customer relationship
feature will make them a mgor company among other SMEs. The system is designed
specificaly to meet the company’s requirements and is not suitable to be used on any
other company without any further alteration.

I would like to give my highest gratitude to everyone that has contributed to the
completion of this thesis. First, | would like to express my gratitude to Allah SWT, as
His blessing, protection, and all processes throughout the development of this thesis.

| also would like to thank to the following people for their support and
contribution in the development of this thesis:

My family, Mr. Susilo Prayitno, Mrs. Diah Ermi Suprobowati, Dwinanda

Prasetyo Adi, and Satrio Prakoso that always supports me from kehind even

though they know I’'m disappointing them, thisis for you.

Bina Nusantara University as our main place for getting knowledge within these

past four years.

Ir. Tri A. Budiono. M.I.T. as the Head of Computer Science International

Undergraduate Program.

Mr. Yaya Heryadi, M.Sc. as our thesis supervisor.

All the lecturers who have shared their knowledge with us during our study.

All the staffs of Bina Nusantara International University who have supported us

in many ways during our thesis.

My colleagues who have given their supports directly or indirectly.

My team member, nothing much to say but them always helps me.

%



Ms. Milica Aathifah Gavrilovich Sumarno. You push me through this by those

supports and rewards.

Thisthesisis presented as an academic project based paper as the performance of
significant and acceptable research and scholarly work, for obtaining Bachelor degree at
Computer Science program, Education Level Strata-1. Also, the thesis is offering
solution to the problem of Prima Glass This thesis is primarily dedicated to me in
completing my study in Bina Nusantara University as one of the prerequisites to
graduate.

Jakarta, July 20", 2007

Author

vi



TABLE OF CONTENT

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM ..o [
FOR PRIMA GLASS. ..ttt ettt ettt e bt s sb et e e st e e nbe e s nneenbeesare e e |
ADSEFACE ...t r R r e Y%
P EFACE. ...t n e v
TABLE OF CONTENT ..ttt sttt ettt et sae e s neesneesnneens Vil
CHAPTER Lttt e e s e e e r e sr e e s n e e sne e smneesneesnneenneas 1
INTRODUGCTION ...ttt sttt st b et e e sbe e st e e sbe e sae e e sbe s sateesbeasnneenseenaneens 1

00 = 7= Tox o | o 11 1 o 1SRRI 1

1.2 SOOPIE ...ttt ettt ettt h b b e R e b e e abe e nare e nre e e nnreeenans 2

1.3 AIMS AN BENEFITS. ... 3

1.4 TRESIS SIIUCLUI ...t se et sn e ene e 4
(O o N e I TR RPRTR 6
THEORETICAL FOUNDATION ...ttt s 6

2.1 TheoretiCal FOUNUELION........ccceeiirreicerie e 6
2.1.1 System ANalySIS AN DESIGN ...c.eiieeiieieiieerie ettt ettt s ae e e nne s 6
2.1.2. Unified Modeling LanQUAGE .........c.ccveiuereerieie e seesteeee s esie e eae e sae e sseesne s 10
2.1.3. Entity Relationship Diagr@m........cccooiiiriiirieieesese s 18
2.1.4. Data FIOW Diagram .....c.cccuieiiecieeciee ettt st e e sse e sneesaeesnneennee s 19
2.1.5Data ManQQEMENT ......c.veiiiiieiiiie et eae e bbb e sre e 21
2Nt T RO P P STOURUURTRPPRPROTN 25
207 ASPINET 2.0 .t n e e nne e n e nne e 25

vii



2.1.8. ADOLNET ..o 26

21O INTEINEL. ... et n e 26
2.1 T0 CRM ettt h et Re e e et e Re e e R e e aRe e ereenneeaneeaneean 28
P2 B R = L1 (o ST U RPN 32
2.2 Theoretical FrameWOrK .........ccocoiiiiiiiieeeeeeeese e 33
2.2.1 System Development Lif@ CYCI@.....coiiiiieciece et 33
2.2.2. Object Oriented DevElOPMENT ..o 35
CHAPTER 3.ttt sttt s et b e s e e e s e e smeeenbeeenneenneesaneens 37
CURRENT SYSTEM ANALY SIS ...ttt 37
3.1 Company BacKgrOUNd ...........cooiiiiiiiiiiie e s s 37
3.2 Company OrganiZation StFUCLUM € .......ecueeeerieeieieesieeeesee e eee e sae e esee e sne e 38
3.3 Current INformation SYSEEM.........coiiiiiiiieeee e 39
3.4 Current System Data FIOW.........ccoiieiiiiieceece et 39
3.4.1 Context SYStEM iagr @M.......cceieiiierere et b e b 39
3.5 Problem 1dentifiCation...........ccocieiriie s 44
3.6 Proposed Solution for Current SyStem .......ccecceveereeceneere e 46
3.7 Proposed System ReQUITEIMENTS........coiiiiiieieieeeeesee e 46
SOLUTION DESIGN ..ttt s nne e nnne e 48
4.1 Proposed SYSEM DESIQN........ooiiiiiriiririeeieie ettt st 48
4.2 Automated Transaction, Inventory, and CRM system..........cccoceverivieneninneennnns 48
4.2.1 Customer Relationship Management ..........ccocveereeresieeseese e eee e e 49
4,200 DISCOUNT .....eentiteetieteee ettt e s b e sb b bt bt s e e e e e e s et e sbeebenbeebenaeeneennens 50
N IS ¥ 1§ £ oSSR 51



4.3 Data FIOW Diagram .......cceccueiieieeieciesie ettt ae e e e et esneesneennesneensens 53

4.3.1 CONEXE DIBGIAIM ...ttt sn bbb ae e e 53
4.3.2 Data FIow Diagram LeVEl O.........ccceceeiiiieeiiese et ee e sne e nne s 55
4.3.3 Detailed Data Flow Diagram Level L. 56
A A USEr INTErTaCE DESIGN...coiiiiiiieiieeie ettt ettt sreesbeseesneenreas 57
A AT HOMEPAGE ....coi ittt ettt b e sbe e s e e e sbe e e sabe e e sabe e e nareeennreeens 57
A.A.2 CRIM ettt s a et e b s e e e b e nae e e be e e e e e nre e naneenneeennas 58
A5 MENU SETUCLUN € .o e s sn e re s 60
4.5. 1 HierarChal DIagram ........cocierineriesiesieeeeeeee et sn bbb 61
4.5.2 Page Transition DIagr@mM... ..o es e e s seseesseessessesneessens 63
4. 6 SYSLEM DALA ....cei it 64
4.6.1 NOFMAIIZALION ...ttt b bbb be e e e 65
4.6.2 Data dictionary tablES...........coieiuiiieiicie e e e e n e e e nne s 66
4.7 Entity RelationShip DIiagr@m.........coeeeririeieeesiesie et 72
4.8 ClasS DIAQE @IM.....ccueieiieeieeie ettt st ste st st esbeseesseeseeensesseesbesneesseesbesnsesseensens 73
4.9 USE CaSEDIAQIAIM ....eoeeeiicee ettt te et e e s s e sae e e e seesteeneesreesseensesneensens 74
4.9 SEOUENCE DIAGI BM ...ttt sttt ettt e e et s e b sne b b ene e eneas 75
CHAPTER 5 ettt sttt e e b e s e e e nne e sareenneeanneenneesnneens 79
SOLUTION IMPLEMENTATION ..ottt sttt s 79
5.1 SyStem SPECIHTTCALION.....c.eiiiieeiieeie ettt b et sre e 79
5.20perational ProCRAUIE .......cceeiieieciesie ettt e s et e e s e sreeaesneesneenne e 79
S.3PIINT SCIEEN ...t b et e e et sn e b s b ene e e 80
ST = o] > o P 82



LN I O 1= (0] 1 1= = P 83

5.4.2 SUPPHEN PaT ...ttt nn bbb 85
CHAPTER B ...ttt sttt s b e an e e ne e smn e e nne e s e e e nneesnneens 88
EVALUATION L.ttt sttt st e e st enbe e e mte e sae e snbeenneesnneenneas 88
6.1 Current System Problem.........ccoooiiiiniii Error! Bookmark not defined.
6.2 USEr EXPECLALIONS .....ccueeiieceectieste ettt et sneesn e e sneetesneenneenneens 88
6.3 System IMPleMENTAtION ........ccooiiie s 89
6.4 QUESLIONNAINE RESUITS ...ttt et e re e sre e ebe e s reenee s 91
CHAPTER 7 ettt sttt et st e e b e e e at e e nbe e sateenbeesnteenbeesnneens 92
CONCLUSION AND SUGGESTITON ... oottt seeesnee e 92
7.1 CONCIUSION. ...ttt ettt b e s et nn e 92
S VT (o == o o H TSP PP PRURPRURORN 93
BIBLIOGRAPHY .ttt ae e s sn e e s ar e e s ne e s nneenneas 95
APPENDIX ettt sttt e b e e e n e e nnre e e e e e enneenneeena 97
Appendix A. Table of INtErVIEW reSUIL ..o e 98
APPENdiX B. DFD LEVE Q..o ettt 102
Appendix C. Use Case Proposed SYSIEM.........cccciriiirinereseeieee s 103
AppendixX D. Use Case SYSteM VIEWES ........cceciveeeiieie et see st see et see e 104
Appendix E. Use Case System Operational ...........ccceoerererenenenieeniesese s 105
Appendix F. Use Case System Search and Update ..........ccocoverieieeieieneneneneeeeeees 106
Appendix G. Use Case SysStem Printer........ccceeieieeieee e eee e see e s 107
Appendix H. Use Case SyStem REDOIT .......coieiieieiereriesie et 107
Appendix |. Use Case Diagram Definition..........ccccveveeieieeie e 108

X



AppPendix J. USE CasSe NaITAliVE .......cceeieeeeeeesie ettt sne e 109
Appendix K. Questionnaire Results for People outside Prima Glass.............c.cccuee.... 118
Appendix L. Questionnaire Resultsfor Prima Glass Employee.........c.cccccovevevieennee. 120
EKO PralOWO ...ttt e 122
CUTICUIUM VT8 ..ot bbbt e e n e nneene e 1

Xi



