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Project Title:
Implementation of a Customer Relationship Management (CRM) System in ABC Company

[bookmark: _Toc222062541][bookmark: _Toc222816962]Introduction to the Project
This project will be designed to plan and implement a Customer Relationship Management (CRM) system within ABC Company, a medium-sized retail company, in a competitive and sophisticated retail industry. CRM systems refer to integrated technological solutions with which organisations can manage the interaction with their customers; optimise processes and data on customers for improving business (Buttle and Maklan, 2019). Today, ABC Company still uses manual spreadsheets and out-of-date software to keep track of customer data, sales and customer service activity. This leads to data duplication, reporting inaccuracies and inefficient interdepartmental communication (Laudon and Laudon, 2020). From a project management viewpoint, this initiative is a temporary action undertaken for a novel outcome, namely a complete digital customer management system (Project Management Institute, 2021). It is designed to be a multi-part project with specific focus areas including system selection, procurement, configuration, data migration, staff training, testing and eventual deployment. It is backed by well-defined goals, available resources, measurable performance standards and a transparent governance framework. The project is being implemented in the wake of organisational growth and growing service needs. Poor customer data management can compromise customer satisfaction and sales performance (Payne and Frow, 2017). ABC Company aims to improve data accuracy, improve decision making, and strengthen customer relationships through the implementation of a CRM system. Moreover, major initiatives on digital transformation have become well recognised as key pillars of operational effectiveness and sustainable competitive advantage (Kerzner, 2022). Hence this work is consistent with the organisation’s long-term strategic outlook of service excellence, revenue growth and process integration.

[bookmark: _Toc222062542][bookmark: _Toc222816963]Choosing and Defining the Project
In project management, an important difference is to make the aim, objectives, and scope of a project. The aim is the primary goal that the project is for, and objectives are tangible tasks completed to achieve that goal (Kerzner, 2022). In contrast, scope marks the boundaries of a project by clarifying what is included and excluded (Project Management Institute, 2021). So, the goal of this project is to implement an integrated Customer Relationship Management (CRM) system within ABC Company for better customer management, operational efficiencies, and service quality. To reach this goal the project has created the following SMART objectives (Specific, Measurable, Achievable, Relevant and Time-bound) (Doran, 1981): Select and purchase a suitable CRM system within the next 3 months. To implement the new system to ensure 100% of existing customer data is migrated with less than 2% data error rate. To give CRM training to 95% of relevant staff prior to system rollout. Get the system fully deployed within six months and within the approved budget. To reduce the response time for customers by 20% within three months of launching. The scope of the project involves system selection, procurement, installation, data migration, staff training, testing and deployment. But it excludes broader organisational restructuring, replacement of unrelated IT infrastructure and long-term system maintenance beyond the initial setup phase. Establishing the scope of the project reduces ambiguity in defining the scope, preventing scope creep (one of the major causes of project failure) (Meredith, Mantel and Shafer, 2017).

[bookmark: _Toc222062543][bookmark: _Toc222816964]Project Outputs / Deliverables
Deliverable Outputs refer to what the project can be expected to achieve. Deliverables must be defined in project management as those (often tangible or verifiable) outputs that are produced to realize project goals (Project Management Institute, 2021). Deliverables cannot be just an array of actions or intentions, but rather tangible results. Activities like “designing” or “testing” describe processes involved in the project lifecycle (Kerzner, 2022); words such as “improving efficiency" are objectives rather than deliverables. In essence, this is the reason why project work should clearly differentiate between task and results created. These are the end-results outlined for the implementation of the Customer Relationship Management (CRM) system in ABC Company. A fully operational and configured CRM software system. Completed data migration report confirming successful transfer of existing customer records. Approved documentation of the system requirements and technical specification. A manual for user training and training completion records for relevant personnel. Final system testing and acceptance report signed by stakeholders. A project closure report presenting the performance against time, cost and quality criteria. All deliverables are also products of a sort, which are concrete outputs that can be formally reviewed and approved. Well-defined deliverables aid in monitoring and controlling the project when the project is being undertaken by providing measurable checkpoints to be continued throughout the project life cycle (Meredith, Mantel and Shafer, 2017). Delivering accurate outputs can also increase the scope for accountability and alignment with organisational strategic directions. As a result, there will be clear deliverables for implementing success when implementing the CRM system.
Major Deliverables (Noun Form)
· CRM system requirements specification document
· Configured and customised CRM software system
· Data migration and validation report
· User training materials and training completion records
· System testing and user acceptance report
· Project closure and performance evaluation report

[bookmark: _Toc222062545][bookmark: _Toc222816966] Explanation of Deliverables
CRM System Requirements Specification Document

The document details the functional and technical specifications of the CRM system. The IT team, software vendors and project stakeholders will use it in ensuring the chosen system supports organisational requirements. This is an essential step because well-defined requirements lower the likelihood of misunderstanding and thus risk (Project Management Institute, 2021). The CRM software system in place (configured and customised) is an ongoing CRM solution created for ABC Company. Sales, Marketing and Customer Service departments will use it. This is important; it centralises customer data and encourages cooperation between functions (Buttle and Maklan, 2019). Analysis of Data Migration and Validation Report. This report verifies successful transfer and validation of the customer data. The IT department and management will review it. For reliable decision making, accurate data is fundamental (Laudon and Laudon, 2020). Training materials for the user and training completion records. These are manuals, guides and attendance logs. Workers will also utilize these resources to become familiar with system operation. Training assists in successful adoption and minimises change resistance (Kerzner, 2022). This document validates the system’s fulfilment of a common set of requirements. Key stakeholders sign off on this prior to deployment therefore ensuring quality assurance. Project Closure and Performance Evaluation Report. This concluding report assesses results against scope, time and budget in support of organisational learning and accountability (Meredith, Mantel and Shafer, 2017).


[bookmark: _Toc222062546][bookmark: _Toc222816968]Stakeholders and Communication Management
Successful stakeholder management is a critical success factor in project delivery because stakeholders can significantly influence project outcomes either positively or negatively (Project Management Institute, 2021). In the case of the CRM implementation project at ABC Company, stakeholders include individuals and groups who have authority, interest, or are impacted by the system transition. Freeman (2010) stated that stakeholders are any group or individual who can affect or is affected by the achievement of organisational objectives. For this project, stakeholders are categorised as internal and external.




Internal Stakeholders:
· Senior Management / Project Sponsor
· Project Manager
· [image: ]IT Department
· Sales Department
· Marketing Department
· Customer Service Team
· Finance Department
External Stakeholders:
· CRM Software Vendor
· Implementation Consultants
· Existing Customers
Because stakeholders differ in influence and expectations, structured analysis is necessary to prioritise engagement efforts (Kerzner, 2022). Mendelow’s (1991) Power–Interest Grid provides an effective framework for stakeholder prioritisation.


	
	High Interest
	Low Interest

	High Power
	Manage Closely - Senior Management - Project Sponsor - IT Director
	Keep Satisfied - Finance Department

	Low Power
	Keep Informed - Sales Team - Marketing Team - Customer Service Staff
	Monitor - Customers - Minor External Suppliers





High Power–High Interest
Decision-making authority and financial control lie with senior management and the project sponsor. They have the authority to approve, delay, or terminate the project. Their strong strategic interest requires regular progress reports, milestone reviews, and risk updates (Project Management Institute, 2021).
High Power–Low Interest
The finance department has budgetary control but may not be involved in daily operations. Maintaining periodic financial performance reports ensures continued support without overloading them with operational details.
Low Power–High Interest
Operational departments (Sales, Marketing, Customer Service) will use the CRM system daily. They do not have strategic authority, but the usability of the system has immediate implications for their performance. Frequent updates, workshops, and feedback sessions are important to help minimize resistance to change (Kerzner, 2022).
Low Power–Low Interest
Customers and minor suppliers are indirectly affected. Though they maintain little formal authority, monitoring their satisfaction levels ensures service continuity.
By applying the Power–Interest framework, communication becomes more efficient, stakeholder conflicts are reduced, and project outputs are increasingly congruent with organisational aims (Meredith, Mantel and Shafer, 2017).

[bookmark: _Toc222062547][bookmark: _Toc222816969]Activities, Work Breakdown Structure (WBS) and Milestones

The Work Breakdown Structure (WBS) is a systematic and hierarchical process for breaking the project into manageable components that can be planned and controlled effectively (Project Management Institute, 2021). The WBS also organizes the project phases like initiation, planning, system configuration, testing, deployment and closure for the CRM implementation project at ABC Company in the same order. This breakdown ensures the capture of functional and technical requirements to mitigate the potential for scope creep and ambiguity (Meredith, Mantel and Shafer, 2017). Key milestones, such as the project charter approval, system configuration completion, successful data migration, user acceptance testing, and system go-live operate as formal control gates to track progress and authorise continuation. Milestones support leadership as they give a concrete reference point for senior management review (Kerzner, 2022). A well-organized WBS with explicit milestones fosters an efficient and accountable approach; enhances cost prediction accuracy; and enables early risk-monitoring for the duration of CRM implementations.


[bookmark: _Toc222062548][bookmark: _Toc222816970]Responsibility Matrix (RACI Format)


	Task
	Project Manager
	IT Team
	Vendor
	Sales Dept
	Finance

	Requirements gathering
	A
	R
	C
	C
	C

	System selection
	A
	R
	C
	C
	C

	System configuration
	C
	R
	R
	I
	I

	Data migration
	C
	R
	C
	I
	I

	Staff training
	A
	C
	R
	R
	I

	Testing & validation
	A
	R
	C
	C
	I

	Final approval
	R
	C
	C
	I
	A




R = Responsible
A = Accountable
C = Consulted
I = Informed

Critical Evaluation of the RACI Structure
The RACI matrix clarifies role allocation and prevents ambiguity, which is a common cause of project delays (Project Management Institute, 2021). The Project Manager is responsible for most strategic undertakings in such structure, which ensures consistency in governance and responsibility. On the other hand, this might lead to managerial overload with decision bottlenecks if you start concentrating the decision making in one position. The IT team is primarily responsible for any technical implementation tasks, making the responsibility directly proportional to what is well-versed in technical expertise, hence improving efficiency and reducing execution risk (Kerzner, 2022). With configuration and training being in the hands of the vendor, knowledge transfer and technical accuracy is guaranteed. Well defined parameters that define the responsibility can prevent duplication of effort and improve alignment, especially in projects needing collaboration between departments (e.g., implementation of CRM system) (Meredith, Mantel and Shafer, 2017). Without defined responsibilities (including accountability), role confusion can create scope creep, slow approvals, and quality problems.

[bookmark: _Toc222816971]Total Project Labour Cost

	Task
	Hours
	Rate (£)
	Total (£)

	Project Planning
	25
	30
	750

	System Configuration
	40
	25
	1,000

	Data Migration
	30
	25
	750

	Staff Training
	20
	25
	500

	Testing
	15
	30
	450



Total Estimated Labour Cost = £3,450

Critical Cost Analysis
The £3,450 labour estimate serves as an initial costing point, yet vastly under-pays for how much the project will cost. The above calculation ignores critical components of cost:
CRM software licensing fees
Hardware upgrades
Vendor consultancy charges
Data security compliance costs
Contingency reserves
Indirect and contingency costs are a cause of budget overrun (Kerzner, 2022). These challenges in digital transformation programs are compounded by the added complications of system integration and resistance to change (Laudon and Laudon, 2020). For IT implementation projects, it is recommended to lay a contingency of 10–15% in the case of unexpected risks (Project Management Institute, 2021). In the absence of contingency planning, the project might go over budget if:
Errors in data migration require reworking
Training duration increases
Vendor support is extended
There are technical incompatibilities
Moreover, Earned Value Management (EVM) techniques could be used to track cost performance during execution (Meredith, Mantel and Shafer, 2017). If CPI (Cost Performance Index) is less than 1.0, corrective actions should be taken at the onset. So while it may look financially efficient, the estimated cost is not realistic against full project lifecycle costs. A more realistic total project budget would likely be over £10,000 including all direct and indirect costs.


[bookmark: _Toc222062549][bookmark: _Toc222816972]
Conclusion

The deployment of a CRM application at ABC Company provides an illustration of how project management can take on more formal aspects when moving forward in the digital transformation domain. Well-articulated goals, scope boundaries, and measurable deliverables set the stage for good governance and performance control (Project Management Institute, 2021). Mendelow’s Power–Interest Grid promotes priority stakeholder interaction, minimising contention and streamlining interaction. The RACI matrix strengthens accountability and operational clarity, which are critical in a cross-functional IT project (Kerzner, 2022). In addition, an evaluation of the critical costs points out how critical it is to have thorough financial forecasting and contingency plans to be able to keep risk to a minimum. The implementation of CRM is thus not only in alignment with strategic organisational objectives but maintains operational discipline through stakeholder theory (Freeman, 2010), structured planning methodologies and financial control mechanisms. The conclusion of the project is that systematic application to project management frameworks leads to a better level of transparency, accountability and sustainable competitive advantage.




[bookmark: _Toc222062550][bookmark: _Toc222816973]References (Harvard Style)

Buttle, F. and Maklan, S. (2019) Customer Relationship Management: Concepts and Technologies. 4th edn. London: Routledge.
Doran, G.T. (1981) ‘There’s a S.M.A.R.T. way to write management’s goals and objectives’, Management Review, 70(11), pp. 35–36.
Freeman, R.E. (2010) Strategic Management: A Stakeholder Approach. Cambridge: Cambridge University Press.
Kerzner, H. (2022) Project Management: A Systems Approach to Planning, Scheduling, and Controlling. 13th edn. Hoboken, NJ: Wiley.
Laudon, K.C. and Laudon, J.P. (2020) Management Information Systems: Managing the Digital Firm. 16th edn. Harlow: Pearson.
Mendelow, A.L. (1991) ‘Environmental scanning: The impact of the stakeholder concept’, in Proceedings of the Second International Conference on Information Systems. Cambridge, MA, pp. 407–418.
Meredith, J.R., Mantel, S.J. and Shafer, S.M. (2017) Project Management: A Managerial Approach. 9th edn. Hoboken, NJ: Wiley.
Payne, A. and Frow, P. (2017) ‘Relationship marketing: Looking backwards towards the future’, Journal of Services Marketing, 31(1), pp. 11–15.
Project Management Institute (2021) A Guide to the Project Management Body of Knowledge (PMBOK® Guide). 7th edn. Newtown Square, PA: PMI.
Turner, J.R. (2014) Handbook of Project-Based Management. 4th edn. New York: McGraw-Hill.

2

image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image2.jpeg
POWER

LIGR POW

Monitor Keep Informed

"' Customers '” Sales Team

Marketing Team

Minor Externall ' Customer Service
AR WE.

Suppliers

LOW INTEREST HIGH INTEREST




