
 CRM TOOL MANAGEMENT SYSYEM 

 Document 1- Business Case Document :

➢ Why is this project initiated? 

Vyapar is a fast-growing user friendly app catering to the invoicing, billing, and stock management needs of Small and medium scale business in India. While the app excels in operational functionalities, it lacks a dedicated CRM (Customer Relationship Management) tool to help businesses manage customer interactions, follow-ups, credit reminders, and sales insights.
The project will aim to improve the existing CRM tool by adding key functionalities like – keeping track of Customer business type (retail or wholesale) , keep record of last interaction and feedbacks, manage customer interactions, follow-ups, credit reminders, and sales insights. This will enhance customer experience and increase the value of the product.

➢ What are the current problems ?

Currently, Vyapar sales and customer service team face several challenges:
1 . Current CRM software lacks to understand deeper customer insights and streamline processes across sales, service, and e-commerce.  
2. Delay in resolving customer queries if new executive receives the call 
3. No centralized place to track past customer interactions or history.
4. Difficulty in managing customer segmentation, follow-ups and understanding customer experiences in vyapar application .
5. Missed opportunities in upselling/cross-selling due to lack of insightful customer data. Sales team fail to identify stronger Lead.
6. Poor customer retention strategies because of limited engagement automation.


➢ With this project how many problems could be solved?  

By implementing a comprehensive CRM tool, Vyapar Application can:
Differentiate itself from competitors by offering advanced features.
Increase customer satisfaction and loyalty.
Drive sales growth through better lead management and customer insights.
Provide users with valuable analytics to improve their business strategies.
Have Faster query resolving and business specific suggestions to the customers 

➢ What are the resources required? 

1 . HUMAN RESOURCES : (from Vyapar apps pvt. Ltd) 
1-2 Business Analysts to understand user needs, define the CRM features clearly and create documentation.
1 Project Manager Keep the team on track, remove roadblocks, coordinate with leadership.
2 UI/UX Designers to design easy-to-use screens for CRM – customer profiles, reminders, history, etc .
2 Frontend developers to Implement CRM UI in the Android app and Web
2 Backend developers to build the backend logic to store & retrieve CRM data.
2 QA/ Testers  to test each features .
FROM Indiamart pvt. Ltd ( our marketing  and distribution partner) :
1 sales and 1 Marketing manager to provide their business insights for making CRM App market friendly and having competitive edge against competitors. 
2. Technical Resources: 
Hardware:
Dedicated servers for hosting the application and database
Backup and disaster recovery systems like Cloud and external HDD.
Software :
Android studio, VS code etc for app development and developers .
Tools like Postman, Jira etc for testers and project management .
Database management tools like my SQL for analysts and backend team .
Network & Cloud Infrastructure :
High speed internet connection
Data backup service 
Financial Resources:
Budget for development, testing, deployment, and promotion .


➢ How much organizational change is required to adopt this technology? 

Implementing a new CRM tool necessitates some organizational adjustments:
· Training & Upskilling: Staff will need training on the new CRM features.
· Process Adaptation: Sales and customer service processes may need updating to incorporate CRM workflows.
· Change Management: Communicate benefits clearly; involve key users early.
· Leadership Support: Active endorsement from management to drive adoption.
· Data Governance: Establish protocols for data entry, privacy, and security.

➢ Time frame to recover ROI?
Estimated Timeline:
Development & Deployment: 4-6 months
Initial Adoption & Optimization: 2-3 months post-deployment
ROI : Typically within 9 to 12 months after launch
Factors Influencing ROI :
Increased sales due to better customer engagement.
Reduced churn and improved customer retention.
Efficiency gains in sales and follow-up processes.
Cost savings from automated reminders.

➢ How to identify Stakeholders?

Stakeholders should be identified through empathetic engagement, understanding both user needs and internal capabilities.
Internal Stakeholders :
Sales & Customer Support Teams: Daily users will benefit from streamlined workflows.
Management & Leadership: Interested in sales insights and ROI.
IT & Development Teams: Responsible for deployment and maintenance.
Training & Support Staff: Ensuring smooth adoption .
External Stakeholders :
Existing Customers: Will experience more personalized and timely communication.
Potential Customers: Improved engagement could lead to new sales .
MSME Owners and Accountants: Understand their business rhythms and how a CRM could simplify their customer dealings.

Document 2: BA Strategy

A Business Analyst (BA) Approach Strategy is a structured plan that outlines how a Business Analyst will carry out their responsibilities in a project. It defines the processes, techniques, and tools the BA will use to gather requirements, analyse needs, engage stakeholders, and ensure the solution aligns with business goals. The strategy helps streamline BA activities and provides clarity on how to achieve project objectives effectively .

1. Steps to Complete the Project
1. Understand current pain points from Vyapar users through interviews and surveys.
2. Define business requirements for the CRM: customer follow-ups, credit alerts, insights.
3. Work closely with tech, design, and QA teams to define functional specs.
4. Validate feasibility and prioritize features with stakeholders (PM, developers, support).
5. Document clear user stories and use cases. 
2 . Elicitation Techniques Used 
a) Interviews with MSME users
b) Workshops with Vyapar’s product and support teams
c) Observation of user behavior on the app
d) Questionnaires to collect broad feedback .
3. Stakeholder Analysis (RACI / ILS)
RACI :
a) Responsible: Business Analyst, Development Team
b) Accountable: Project manager, Product manager
c) Consulted :  Sales and support team , Quality analysts
d) Informed : Leadership , Marketing Team 
ILS : 
High Interest/High Influence :  Product manager, End users
High Interest/Low Influence :  BA, QA, Customer support 
Low Interest/High Influence : Senior Leaderships , Developers
Low Interest/Low Influence : Marketing and distribution team
4. Key Documents to Write
· Business Requirement Document (BRD)
· Functional Specification Document (FSD)
· Use Case Diagrams and User Stories
· RACI Matrix
· UAT Plan
· Change Request Form
· Final Sign-off Document
5. Sign-off Process
· Submit BRD/FSD to stakeholders
· Walkthrough meetings for clarity
· Collect feedback and revise if needed
· Secure formal email/DocuSign confirmation from project sponsor/client
6. Approvals from Client
· Set checkpoints: After requirement finalization, UAT, and before go-live
· Use documented approval logs (signed BRD, UAT completion report)
7. Communication Channels
· Weekly project updates via email or MS Teams/Slack
· Monthly stakeholder meetings
· Daily scrum or stand-ups for internal teams
· Shared documentation via Google Drive or Confluence
8. Handling Change Requests
· Formal CR template
· Impact analysis (time, cost, effort)
· Re-prioritization with sponsor approval
· Update documentation and timelines
9. Progress Updates to Stakeholders
· Bi-weekly summary reports with progress, blockers, next steps
· Live dashboards (Jira if used)
· Monthly review presentations
10. UAT & Sign-off
· Conduct UAT with a pilot group of Vyapar users
· Document issues and feedback
· Obtain sign-off via UAT Completion Form from business sponsor/client

Document 3- Functional Specifications

	Project Name
	CRM tool management system

	Customer Name
	HIMANSHU KUMAR SINGH

	Project Version
	1.0

	Project Sponsor
	Mr. S.K das

	Project Manager
	Mr V.K singh

	Project Initiation Date
	10/05/25



Functional Requirement specifications:
	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	Login
	User should be able to log in to the CRM module using existing Vyapar credential 
	10

	FR0002
	
Add Customer
	Users should be able to add customer name, contact, and business details.
	9

	FR0003
	
Reminder setup

	Users should be able to set payment follow-up and call reminders.
	9

	FR0004
	
Credit Alert system
	Automated credit alerts via WhatsApp/SMS for pending payments.
	8

	FR0005
	
Sales dashboard
	Display customer-wise sales insights and performance trends.
	8

	FR0006
	
Activity Log
	Users can view past interactions like follow-ups, notes, and reminders.
	7

	FR0007
	Integration with Billing
	Link CRM with existing Vyapar invoices and stock modules.
	9

	FR0008
	Export customer data
	Ability to export customer list and interaction logs as PDF or Excel.
	6

	FR0009
	UAT feedback capture
	Interface for  users to submit feedback before final rollout.
	5



Document 4- Requirement Traceability Matrix

	Req ID 

	Req Name
	Req Description
	Design
	D1
	T1
	D2
	T2
	UAT

	FR0001
		



	Login



	User must be able to login to access the CRM system
	Yes
	Yes
	No
	Yes
	Yes
	Yes

	FR0002
	Add customer 
	User should be able to add new customers with details
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR0003
	Set reminders
	User can set follow-up & payment reminders for customers
	Yes
	Yes
	No
	Yes
	Yes
	Yes

	FR0004
	Send Alerts
	System should send WhatsApp/SMS alerts for credit follow-up
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR0005
	Sales dashboard
	Business should see customer-wise sales summary & trends
	Yes
	Yes
	No
	No
	Yes
	Yes

	FR0006
	Activity Log
	Each customer profile should show all past interactions & notes
	Yes
	Yes
	No
	Yes
	Yes
	Yes

	FR0007
	CRM billing link
	CRM data should be integrated with Vyapar billing module
	Yes
	Yes
	No
	No
	Yes
	Yes

	FR0008
	Export Customer data
	Customer data should be exportable in PDF/Excel format
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	NFR0001
	Performance
	Dashboard should load in under 2 seconds for 5000+ records
	Yes
	WIP
	No
	Yes
	No
	No

	NFR0002
	Security
	All data should be encrypted at rest and in transit
	Yes
	WIP
	No
	Yes
	Yes
	No



     
Document 5 – BRD Template
Project Name - CRM tool Management System
Project ID - CRM002
Version ID- 1.0
Author – Himanshu Kumar Singh
Document revisions 
	Date 

	Version
	Document change

	12/05/25
	1.0 
	Initial draft for CRM tool management system

	19/05/25
	1.1
	Added detailed features for reminder and alerts

	22/05/25
	1.2
	Incorporated feedback on new sales dashboard feature

	27/05/25
	1.3
	Enhanced activity log and other workflows

	01/06/25
	1.4
	Reviewed & finalized for approval



2- Approvals
	Role
	Name
	Title 
	Signature
	Date

	Project sponsor
	Mr S.K Das
	Senior Executive
	
	01/01/2025

	Business Owner
	Mr H.R Shetty
	CEO
	
	10/02/2025

	Project Manager
	Mr VK Singh
	Senior PM
	
	08/03/25

	Tech Lead
	Ms Kavya Maran
	Head of Development Team
	
	15/04/25



3- RACI Chart
	NAME
	POSITION
	R
	A
	S
	C
	I

	Mr H R shetty
	PM
	
	
	
	
	

	Mr HK Singh
	BA
	
	
	
	
	

	Mr SK Das
	Project sponsor
	
	
	
	
	

	Mr Shashank jha
	Quality Lead
	
	
	
	
	

	Ms Kavya maran
	Development Team
	
	
	
	
	

	Mr Umesh patel
	End user
	
	
	
	
	



R – Responsible
A – Accountable
S – supports
C – consulted
I - informed

INTRODUCTION
Vyapar is a leading SME billing & inventory app in India. Users need CRM features to manage customer relationships, track credit, and personalize service. Currently, users rely on third-party tools or manual tracking, which causes inefficiency and data loss. Introducing a built-in CRM module will strengthen customer retention, drive sales growth, and provide new business insights which can be used to expand and improve the business .
Business Goals 
a) Help Vyapar users manage customer relationships better.
b) Enable follow-ups, reminders, alerts, and sales insights in-app.
c) Improve customer retention, communication, and collection tracking.
Business Objectives
a) Integrate CRM functionalities like customer profiles, notes, alerts, and interaction logs.
b) Enable businesses to set reminders for calls, payments, visits.
c) Provide analytics and insights on customer-wise sales and interactions.
d) Allow export of customer data for offline marketing or reporting.
Business Rules 
a) Only authenticated users can access CRM functions.
b) Customers must have a unique mobile number or email ID.
c) Reminders cannot be set in the past.
d) Sales insights are auto-updated based on billing data.
e) Only Admin can delete customer data
BACKGROUND:
Vyapar is a fast-growing user friendly app catering to the invoicing, billing, and stock management needs of Small and medium scale business in India. While the app excels in operational functionalities, it lacks a dedicated CRM (Customer Relationship Management) tool to help businesses manage customer interactions, follow-ups, credit reminders, and sales insights.
Project Scope
In Scope:
1) Customer master profiles
2) Follow-up/credit reminders
3) Sales tracking per customer
4) Alerts via SMS/WhatsApp
5) Integration with billing data
6) Export & reports

Out of Scope:
1) Full marketing automation
2) Loyalty rewards modules
3) Lead scoring or funnels

Assumptions :
· Existing billing data is accessible for integration.
· Users are mobile-first and prefer intuitive design.
· Notifications can be integrated with third-party APIs.
· Business users have minimal training needs.
Constraints
· Limited mobile screen space for complex dashboards.
· Strict timeline: 3 months go-live.
· Third-party SMS/WhatsApp APIs may have cost implications.
· Legacy billing data may not be 100% clean.

7.  VARIOUS RISKS: 
Technological Risks 
Project delay due to integration
API failure for alerts
Skill based Risks
Insufficient training for staff could lead to errors
Dependence on IT staff for troubleshooting
Political/Regulatory Risks
Non-compliance with  IT regulations or data protection laws .
Changes in government policy suddenly can impact as various third party are involved .
Business Risks
Poor user adoption for the new CRM features
Data privacy concern and project delays due to integration .

Business Process Overview :
Current state (AS-IS)
· Users maintain customer notes manually or outside Vyapar.
· Follow-ups via phonebooks or paper diaries.
· No automated reminders.
· No view of past interactions or customer-specific sales insights
[bookmark: _Hlk201878134]Business Process – TO-BE (After CRM Integration)
· Customers added directly into CRM module.
· Reminders and notes added against customer.
· Automatic alerts/reminders via system.
· View of all past sales, credits, and communications under profile.
· Better communication = better retention & timely collections


PROCESS FLOW DIAGRAM :
Current state  (AS-IS)




TO-BE (After CRM Integration) :



9- Business Requirements
Functional requirements :
Existing customer data from billing module to be linked
	



	Integration with existing vyapar application

	Schedule, track, and send follow-up reminders via WhatsApp, SMS, or app notifications
Record customer interactions (calls, meetings, notes)
Visual sales dashboard showing top customers, sales trends, and pending payments
Tag and segment customers based on industry, location, or sales volume
Non-Functional Requirements:
CRM should work seamlessly with existing Vyapar app UI/UX .
CRM should support Hindi and 2+ Indian regional languages
CRM should support offline mode with auto-sync
Data must be encrypted and securely stored

10- Appendices: 

List of Acronyms
CRM : Customer relationship management
SME : small and medium enterprises


ROI : return on investment
UI : user interface
UX: user experience
Glossary of Terms :
Follow-up: A reminder or message sent to a customer to maintain engagement or complete a pending action.

Sales Insight: Data-driven visualization and analysis showing sales trends, customer value, etc.
Credit Reminder: Notification sent to a customer for pending payment.
Customer Segmentation: Grouping customers based on shared characteristics for marketing or sales purposes.

Related Documents :
CRM Use Case Document – "Vyapar_CRM_UseCases.pdf"
Initial Stakeholder Interview Notes – "Stakeholder_Inputs_CRM.docx"
Current System Overview – "Vyapar_SystemFlow_2024.pptx"

image1.emf
Select customer

[Vyapar software needed ?] 

[Vyapar software not needed ?] 

Gather Customer details

Customer requirements

Book  product demo

record customer details in spreadsheet


oleObject1.bin
Activity


Select customer


[Vyapar software needed ?] 


[Vyapar software not needed ?] 


Gather Customer details


Customer requirements


Book  product demo


record customer details in spreadsheet



image2.emf
Select customer

Link CRM tool

[Vyapar software needed ] 

[Vyapar software not needed] 

enter customer requirements in CRM

select slot and book demo

record call from CRM

Save customer details in CRM


oleObject2.bin
Activity


Select customer


Link CRM tool


[Vyapar software needed ] 


[Vyapar software not needed] 


enter customer requirements in CRM


select slot and book demo


record call from CRM


Save customer details in CRM



