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Introduction
Project management plan refers to the formal and approved document which defines the execution, monitoring and controlling of the project. The summary of the detailed document which includes the baselines, the management plans and the planning documents for the effectiveness in the results of the project is targeted in the project management plan. The primary components in the project plan include the critical success factors, the scope, the deliverables, the work breakdown structure, schedule, human resource plan and the quality of the project (Kerznerand Kerzner, 2017). 
The End of Project (EOP) report is concerned with the determination of the project performance. The EOP report is utilised by the project managers as for determining the effectiveness of the initial project plan with the analysis of its performance (Vaseyet al., 2012).
With the project initiation of Customer Relationship Management (CRM) in the project management plan, the EOP report has considered the goals and objectives of the project plan and has framed the report in accordance with the objectives of the project. With  the indication that whether the objectives are achieved as per the standard objectives or nor by in reference to the budget estimation, the time scale, the changes made in the initial plan, summarising the learnings from the project and the risk analysis and risk management of the project plan by depicting the performance of the project plan in the EOP report.





[bookmark: _Toc11054]Introduction to Project
The project was about the identification of the new ways for developing the software of Customer Relationship Management (CRM) and to be delivered within six months effectively.
The project was in the concern of providing the effective type of CRM software for the end users by fulfilling the needs of the end users in terms of technology and providing it with the operational efficiency. The project was aimed in the development of a CRM software in the time scale of six months and providing a creative and innovative software to the end users for easy usage. The project aimed to enhance the efficiency of the end users in terms of cutting the costs arising from the automated functions and operations. The CRM software was implemented in the project plan with the motive of reducing human errors and contribute towards the enhanced opportunities.
[bookmark: _Toc19766]Objectives
The SMART objectives in business are focused on five elements such as specific, measurable, achievable, relevant and the time related objectives for the goal setting in business for the actionable planning for higher results (Bjerkeand Renger, 2017). There were certain SMART objectives of Customer Relationship Management (CRM) includes:
· Specific
The specific objective was concerning to the development of CRM software for the business organisations for increasing their interactions with their customers. The CRM software has been developed which is available on the company website, and the mobile application of the company wherein the companies can maintain the interaction and relationship with the end users.


· Measurable
The software is developed by the proficient technical team who has created the CRM software links on the web for the business firms and organisations by which they can approach their respective customers by which the companies can improve the profitability through the streamline processes.
· Achievable
The quality software has been provided as the software restricts the cybercrime and maintains the confidentiality of the business firms and the customers for ensuring the satisfaction to the end users.
· Realistic
The realistic objective of the project has been achieved as the CRM software has targeted in helping the people as the software provides several functions for the end users through the use of the software. The functions of the software provide excellent processes in automating and increasing the sales of the customers as per the requirements of the customers. The software is a solution of hosting the capabilities together by storing all the prospects of the customers, making calls, sending emails, creating reports, scheduling appointments, adding notes and the management within the pipeline.
· Time Related
The project was delivered in the well functioning of the software project, but it took around eight months to deliver it as when the project was delivered after six months, there was a certain default in the software about some technical issue. It took around two months extra for fixing the technical issue and presenting the same in the market for the final use of the end users.
[bookmark: _Toc12480]Benefits
During the project execution, there were several processes and procedures which has to be dealt crucially for the effectiveness in the development of CRM software. The project has provided several benefits which include better control over the physical, financial and human resources along with the practical knowledge in the management of the project. The benefits of the project have helped in learning the art and science of better management are striving for the achievement of the project goals and objectives.
· With the practical work in the project, the real objects and the materials are manipulated and learned which has enhanced the practical knowledge in the field of business. The knowledge and skills about the technicality of the software were observed and learned. The challenges or the problems which came into the existence of the project has prepared and enhanced the in-depth knowledge which can be brought out during future projects. The learnings from the initiation to the end of the project about the hurdles and requirements have prepared the individuals as the practical knowledge has been enhanced through the practical application from the project (Raihanet al., 2010).
· During the project, the number of individuals worked as a team for the achievement of the objectives of the project. The number of individuals has learned teamwork which is very significant for every business activity or the effective execution of the projects. The project has helped the team members in boosting up with productivity as during the project automatically the workload was shared by the team members. The tasks of the project were allocated following the skills and strengths of the team members which has geared up with the sense of cooperation, teamwork and increase in the productivity of the team members (Yang, Huangand Wu, 2011). Teamwork has induced several qualities in the members consisting of effective communication, organised work, focus on the goals, effective leadership and cooperation.
· As the project goal was to deliver the CRM software within six months, all the team members have developed several time management skills as the members have to deal with the project activities in particular period for the completion of the project within time. Time management within the team members has induced several skills consisting of self-motivation. Focus, planning, decision making, goal setting, prioritisation, self-awareness, stress management, cooperation and patience (Nespor,2014). These qualities have improved the working pattern of the team members and increased their productivity and efficiency during the processing of the project.
[bookmark: _Toc31983]Scope
The scope of the project can be determined from the three critical and success factors of the which include the work breakdown structure, the budget and the time scale of the project.
Work Breakdown Structure
The work breakdown structure for the project has included four phases, and the working has been done under these four phases which consisting of the gathering requirements, the design and analysis of the software, development of the software and the testing and producing. There was a total of 8 members involved in the project to make the CRM software work for the business firms and their customers and make profits for itself. In the first activity, three individuals were appointed for the information collection and reporting the same to the designing team, the team of three had performed well through the appropriate and purposeful information about the existing CRM software in the market, their loopholes and the customers' requirements. The designing team and analytical team comprised of two members who have performed excellently and designed for the best quality of the software by keeping in mind about the cost-effectiveness and quality of the software (Deviand Reddy, 2012). 

The software development team or the technical team strived for the creation of the software for the end users by considering the back end software, user security, and user-friendly creative software. The team comprised of three members who have tried to develop the potential quality software with the application of their technical knowledge and framing the software within the appropriate time. In the stage of testing and producing, the team members have tested the efficiency and effectiveness of the CRM software, and there was certain technical glitch was observed which was relative to software programming code error. The software was then again sent to the stage of development of the software, and the programming error was set off. The testing of the software was again implemented post addressing the errors, and when the team gave its final verdict about the error-free software, the CRM software was launched on air for the end users in the system implementation stage.

System Implementation

Software Development 
Gathering Requirements
Design and Analysis of the Software
Development of the Software
Testing and Producing
Selection of Cost effective and High-Quality Software Design


Back-end Software 

User-Friendly and Creative Software

Creation of Appropriate Software Content 
Ensuring User Security 
Testing the Effectiveness and Efficiency  



Figure: Work Breakdown Structure of the Project
Source: Author’s Creation
Budget Estimation and time scale
The budget has been estimated for £35000 inclusive of the expenses in all the stages for the project involving the expenses related to software resources, software designing, operating systems, project team members training, the software training and the other related costs. Yes, the project stayed within original scope but only several minute changes were made during the course of the project due to the differences in between the estimations and the real time situations. The estimation of the budget has been refined due to the additional testing process and increase in the time scale of the project (Chrysoulakiset al., 2015). The time scale of the project had been shifted to an extension of two months because of the programming error in the initial CRM software. The budget was revised in the final execution of the project as extra time, material and resources were appointed. The budget was shifted to £39500 in the development of the CRM software under the project. 
[bookmark: _Toc30957]Changes
There were several changes made in the project due to the several market change as the plan was implemented on estimations and assumptions. But the execution of projects in the practical world is different.
The cost estimations were minimal, and the budget was fixed with £35000, but the change was made in the budget and has increased to £39500 as per the requirement of the project. As the cost for the CRM software has been increased, the effect of such changes can be addressed and adjusted in the price of selling to the clients to make profits from the launching of CRM software. The testing costs were increased from £5000 to £7900. The actual costs which occurred in the project are revised from the budget costs. 

	S.No.
	Activities
	Time
	Budget
	Percentage

	1
	Software related resources
	Five days
	11850
	30%

	2
	Software designing:
	Three months
	3950
	10%

	
	· Design selection
	
	1975
	5%

	
	· Coding
	
	1185
	3%

	
	· Making software secure
	
	790
	2%

	3
	Operating system
	One month
	5530
	14%

	4
	Project team member’s training
	25 days
	3950
	10%

	5
	Software testing
	Three months
	7900
	20%

	6
	Other costs
	
	5925
	15%

	
	Total
	6 Months
	39500
	100%


Table: Actual Costs incurred in the Project (Revised from the budget)
Source: Author’s Creation

The time period fixed for the project was planned for fixed six months but the time period has been increased to eight months as the default was detected in the final CRM software after six months and the time was extended to address the relative changes and correction in the programming code of the Software.



[bookmark: _Toc21634]Lessons Learnt
There were several lessons learnt during the execution of the project which can be taken under consideration for the future in reference to the teamwork and stakeholders
· Team Work 
Although during the project there was cooperation in between all the team members as they were striving for one common goal within a stipulated time period. But the execution of the project has certain issues when the team workers were appointed in duplication of activities as there was a constraint in the project with eight members and all the activities of the project has to be executed from the efforts of the eight team members. The individual team member was working for the achievement of the project goal, but there was a difference in between the working style, opinion and attitude for the work procedures that generated several issues and conflicts in between them. The technical glitch was the result of the issues between the team workers (Maslin-Protheroand Bennion, 2010). For the future projects, it can be directed and learnt that for every activity separate individual should be appointed for the avoidance of duplication, manipulation and conflicts during the execution of project activities.
· Stakeholder Analysis
The stakeholders of the project of CRM software includes the project manager, project team, functional management and the customers. 
· The project manager is the person who has vested all the efforts, idea, planning in the execution of the project which makes the manager interested in the success of the project and earns the rewards and returns from the success of the project.
· The project team and management are appointed for the performance of the activities in the work procedure of the project which makes them the main asset of the project as the team members are the building blocks of the success of the project.
· [bookmark: _Toc16259]The customers or the end users are the parties for whom the project is initiated and developed as the dependence of the future success and the profits of the projects depend on the acceptance of the CRM software by the end users (Missonierand Loufrani-Fedida, 2014).
· The project marked up success in its business operations which is reflected in the increasing number of clients and generation of high revenues. The operations of the company are implemented based on the set standards framed before the initiation of the project and there were only minute changes in the estimations which can be remarked as great success area as the project was worked within the scope of the set guidelines. It can be recommended that the business should improve over its management as the technical default has arisen due to the incompetencies and coordination issues in between the departments implying the business should recruit more skilled and competent workforce for embracing the business operations to high success without incurring any losses in the future. 
Risk Analysis
The project was accounted for several risks during the execution of the project. The budget estimation was a major risk floated in front of the project manager as the real-time cost for the project requirements were different from the estimations made and the project manager had to increase the budget estimation to meet the project requirements (Fangand Marle, 2013). The extension in the project was also one of the major risks as to whether the project of the CRM software would be a success because the initial testing stage had made the software failed. And the final risk was about the acceptance of the project in the market which includes the risks of receiving the returns from the end users which is about the success of the CRM software in the market. These risks can be managed by several techniques.
· Risk assessment involves the identification of new risks, evaluation of current risks, evaluation of the current risks management process and closing down the risks. 
· The project managers can conduct the risk audits for the effectiveness of the response of risk and determine the changes required with the evaluation, and responsiveness for controlling the risks. 
· Variance and trend analysis can also be applied by the project managers by reviewing the variances between the cost baseline and the schedule. And the action should be developed when the variances are increasing stating the increased risk and uncertainty (De Bakker, Boonstraand Wortmann, 2010). 
· Technical performance measurement
The performance of the software development and the functional requirements should be reviewed and checked at regular intervals or stages for the technical accomplishment.
· Reserve analysis
During the contingencies in the projects, the management reserves can be added up to the project budget for the success of the project without any hindrances in between in terms of the risks of the budget which act as a risk management plan.
· Meetings
The project managers should be playing the role of a risk manager and engage the team members and the other stakeholders in the meetings at regular intervals to mitigate the risks in the management process (Hall, 2018).
· Predicted and avoided risk
	During the project, the risk of budget estimations could have been avoided by addressing and reframing the budget estimations at any early stage. If the market costs are assessed in a appropriate way by understanding the start-up costs requirements more closely and by analysing the costs and revenues of the existing competitors within the industry in a significant manner, the change in the budget estimations would not have been done and the situation of raising more finance would not have been incurred. The risk of costs could be predicted by analysing the functionality of the CRM software companies in reference to their costs and requirements for the avoidance of risk to the project.
[bookmark: _Toc32755]Conclusion
From the overall EOP report, it can be concluded that the SMART objectives of the project were achieved, but the project was not achieved within the stipulated time as there was a programming code error in the final CRM software. For addressing the error of the CRM software, the project was executed in eight months instead of six months. The budget of the project exceeded £39500 from £35000 due to the technical glitch and certain change in the costs. The project was achieved smoothly with effective teamwork activities, but the project was subject to certain risks consisting of budget, period and future acceptance which can be addressed through risk management techniques such as regular meetings, technical performance management, reserve analysis, risk audit, variance and trend analysis.
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