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Introduction
The customer relationship management (CRM) system has been a staple of most organisations' operational strategies, providing substantial support to improve customer engagement and internal sales processes (DataGuard, 2024). The following project plan relates to implementing a CRM system in a tech startup's growth phase. The startup currently faces difficulties in managing customer interactions efficiently and optimising its sales operations. With the startup scaling up, practices related to manual customer relationship management are increasingly inconsiderate of the processes' efficiency, which relates to missed opportunities and operational bottlenecks. The chosen CRM system will facilitate customer communication and enable data management automation in insights analytics to inform strategic decisions (Al-Bashayreh et al., 2022). In recent literature, it has been pointed out that a CRM system has the potential to ensure increased customer satisfaction and operational efficiency, particularly in a technology-based startup, where scalability is needed within a short time (Al-Bashayreh et al., 2022). Due to the inclusion of the CRM system, the startup is bound to increase customer engagement, optimise sales efficiency, and finally materialise into higher profitability by making informed decisions based on comprehensive data analysis.The project would be viewed critically in light of established methodologies, and the plan would have embedded WBS, risk management frameworks, and stakeholder analysis. The methodology adopted for this project would be scrutinised not only for technical feasibility but also in light of the startup's greater business strategy.
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	Details

	Main Objective
	Implement a CRM system within six months to improve customer engagement and optimize sales processes, offering a scalable solution to meet growth and improve operational efficiency through better data management and automated sales tracking.

	Objective 1
	Evaluate and select a CRM system that meets the startup's operational and financial requirements.

	Objective 2
	Fully integrate the selected CRM into the existing technological ecosystem without major disruptions.

	Objective 3
	Train staff in using the CRM system effectively to enhance customer management and sales operations.

	Objective 4
	Streamline the company's customer communication channels and sales tracking mechanisms through CRM automation.

	Objective 5
	Provide actionable insights and reporting tools that support strategic decision-making.

	Scope
	The scope involves selecting, integrating, and deploying a CRM system, including assessing operational requirements, procuring the system, migrating data, and training staff. Post-launch maintenance is excluded and will be managed internally, focusing on minimizing operational disruptions.


Project Outputs
Several key outputs will result from the successful completion of this project and, in their entirety, address the objective of improving customer engagement and sales efficiency (Al-Bashayreh et al., 2022). These will be progressively delivered per the project's milestones and timelines at different stages.
	Deliverable
	Description

	CRM Software Selection
	This would be a deliverable that includes a detailed evaluation of the available CRM systems, along with their functionalities, cost, and scalability (Mayou, 2023). The chosen CRM would have to fit the startup's needs exactly, fit today's needs, and scale into the growth phase (Mayou, 2023).

	System Integration
	The CRM system shall fully integrate with the startup's prevailing technological ecosystem. This will entail several components, including technical customisation, seamless data migration from prevailing systems, and compatibility with the company's sales tools and communication platforms (El-Abidin, 2023).

	Training and Development
	The staff shall undergo the necessary training in using the CRM system effectively. The training program will consist of workshops and e-learning packages to facilitate maximum use of the CRM functionalities(Figueroa-Flores et al., 2020). Research suggests that one of the major reasons new systems fail to achieve their intended objectives is the result of either low or poor training (Figueroa-Flores et al., 2020).

	Test and Launch
	Full-scale pilot testing will be conducted to discover potential issues before a full-scale launch (Hertzum et al., 2012). This deployment phase reduces risks and allows iterative improvements based on real applications (Hertzum et al., 2012).



Every output must undergo quality assurance to confirm the project's goals, with periodic reviews verifying that the outputs align with the company's broader business objectives.
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A structured WBS is vital in bringing coherence and accountability concerning the various tasks and subtasks involved in the project throughout its life (Singh, 2024). The implementation of WBS this project involves five major stages, namely:


[bookmark: _Toc178930441]Stage 1: Planning
· Task 1.1: Conduct a thorough needs assessment by consulting key stakeholders cross-sectionally in the sales, IT, and managerial departments.
· Task 1.2: Research and shortlist the possible CRM systems on cost, functionality, and scalability.
· Task 1.3: Design the detailed project plan covering objectives, timelines, and resources to be deployed (Singh, 2024).
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· Task 2.1: Finalise the selection of the CRM system by negotiating the best price and terms on service level agreements
· Task 2.2: Acquire necessary licenses and contractual agreements to procure the system (Singh, 2024).
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· Task 3.1: Install the CRM system on the firm's servers or cloud infrastructure, whichever solution is chosen.
· Task 3.2: Migrate existing data into the new CRM so that no data is lost in this transition.
· Task 3.3: Compatibility testing with other tools currently used for email and internal communication ensures the system works seamlessly (Singh, 2024).
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· Task 4.1: A comprehensive training curriculum developed to meet diverse needs within different company sectors that engage with CRM.
· Task 4.2: Training workshops for sales, marketing, and IT teams.
· Task 4.3: Distribution of operational manuals and digital training resources (Singh, 2024).
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· Task 5.1: To perform the pilot launch, the project would be launched with a small and controlled group of users.
· Task 5.2: Gather feedback from the pilot users and fix the bugs before the full-scale launch.
· Task 5.3: Company-wide implementation together with support and bug fixing.
This WBS provides a clear hierarchy of tasks and subtasks, enabling effective project management and control (Singh, 2024). Each task is measurable with specific deliverables, following best practices in project management. Using a WBS enhances clarity and accountability, as it assigns ownership to specific tasks, minimising the risks of delay.
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The project deliverables will be associated with specific milestones so the project can remain on course and achieve its aims within the stipulated time. 
Critical deliverables and their respective milestones are listed below:
	Deliverable
	Description
	Milestone

	CRM Software Selection
	Selecting the best CRM system according to the startup's requirements.
	End of Week 4

	System Integration
	CRM system integration, including migrating all customer data from the old system into the new one.
	End of Week 8

	Staff Training
	Staff in sales, marketing, and IT departments undergo extensive CRM training.
	End of Week 10

	System Launch
	Full implementation of the system after the successful completion of the pilot phase.
	End of Week 12

	Post-launch Review and Adjustments
	Review conducted to highlight areas for improvement and adjustments made upon request.
	Two weeks after launch



The Gantt chart will follow each milestone closely so that the project will be envisioned to communicate effectively. Meeting these milestones on time is of the essence to the overall success of the project. If there are delays, the project may not align with the growth objectives set by the startup.
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The success of any project, especially regarding a CRM implementation project, rests on the proper utilisation and management of all resources to the ultimate degree. The resources required for the implementation process could be divided into three significant resources: human resources, material resources, and time resources (Hamida et al., 2022). Each of the resources mentioned above must be keenly planned and thought out if this project has to be taken up successfully in light of a startup company's financial and operational limitations.
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Human resources are very significant to this project. It shall consist of a project manager who is always responsible for undertaking all matters that regard this project, ensuring the timelines are met and communication with stakeholders is well done. IT specialists will help integrate the CRM with the existing technological infrastructure at the startup and handle data migration, customisation, and debugging (Charest, 2023). Sales and marketing persons will also take part in defining the operational requirements of the CRM system and testing to see if it fits their work processes (Gil-Gomez et al., 2020). Their input will be crucial in adapting the CRM system to suit the needs. Third-party CRM vendor consultants will also be necessary because technical support will be needed during integration, and their expertise will be required for system customisation, testing, and troubleshooting at implementation.The personnel resource allocation should consider the proper balance between the employee's regular duties and participation in the project. For example, IT personnel and sales staff might be compelled to split their resources between business operations and project participation. 
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The major material resource required for this process is the license for CRM software. This has to be obtained by considering the startup's operational requirements and considering the startup's operational requirements and budget (Itris, 2024). Besides, hardware resources depend on the type of CRM system chosen, like servers or upgrading cloud storage in case a cloud-based solution is chosen. These materials need to be planned in terms of budget early in the project if delays in their procurement are to be avoided.In addition, training materials will be prepared on how to use the new CRM system. These include digital resources such as video tutorials, user guides, and physical training manuals. Physical or virtual workshops for training will require relevant physical resources, such as computer labs or video conferencing equipment for remote workers (Hashemi-Pour and Chai, 2023).
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The time aspect is one of the most critical, and this project is anticipated to take about 14 weeks from start to finish (Wilton, 2023). Other crucial personnel, including IT personnel and salespeople, should devote about 20 hours a week during turbulence in the project, especially during systems integration and personnel training personnel training. A Gantt chart showing clear stages shall monitor the usage of time and dependency of events so that no time is taken for granted.Besides that, the timeline is also very important in sticking to the budget and keeping the stakeholders confident in the process. Major delays may lead to overflows of costs or impairment to conduct regular business and thus actually retard the growth trajectory of this start-upstart-up in general.
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Risk Management and Stakeholder Analysis
Risk management in the project is quite significant, as implementing a CRM system introduces several technological and stakeholder acceptance risks.
[bookmark: _Toc178930452]Risk Management
1. Technological risks: The CRM system may not be compatible with the preexisting sales and communication tools; hence, data migration challenges or operational downtime may occur. Compatibility tests will be conducted before implementation to address such risks (Altynpara, 2023). Also, a backup plan will be drafted in case of technical issues during the integration process.
2. Budget Overruns: Changes in procurement and labour costs are more likely to contribute to spending over and above the initial budget for the work. The risk can be minimised by correctly estimating costs before the procurement commences. The project manager will also conduct regular financial reviews to ensure that expenses do not exceed budget allocations. The budget allowance shall be devoted to a contingency fund against unexpected costs (Flyvbjerg, 2013).
3. Stakeholder Resistance: Employees accustomed to current processes may resist the new CRM system. This can be mitigated by letting stakeholders have input early in the project, allowing them to voice any concerns and be part of the design and implementation process. Thorough training and post-launch support will also be vital for user adoption (Fair-Wright and Juli, 2016).
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The main stakeholders in this project would be the executive team, sales department, IT department, and CRM vendor. Each of the stakeholders mentioned above has a different degree of influence on and interest in the project:
· Executive Team: The executive team is highly influential. They are responsible for budget allocations and approve the scope and objectives of projects. The executives shall be kept informed regularly to ensure that the project aligns well with the big business objectives (Watt, Barron and Barron, 2024).
· Sales Department: This department will mainly use the CRM system. Therefore, this department's contributions are crucial in ensuring the system meets operational needs key stakeholders with high interest but moderate influence (Prymon-Ryś, 2023).
· IT Department: The IT department will play a technical integration role and, therefore, greatly influence the project's success. They need to work closely with the vendor to ensure smooth implementation.
· CRM Vendor: This would have a medium level of influence and would be very important for the project because of the technical know-how and support that would be required during implementation and post-launch (Pohludka and Štverková, 2019).
 These stakeholders will be categorised into a stakeholder matrix based on their level of influence and interest to ensure that effective communication strategies are suitably matched and to continue fostering collaboration within the project environment.
Risk Analysis chart 
	Stakeholder
	Interest
	Influence

	Executive Team
	High 
	High

	Sales Department
	High 
	Medium 

	IT Department
	High 
	High

	CRM Vendor
	Medium 
	Medium



[bookmark: _Toc178930454]Conclusion 
This project plan summarises critical steps that shall be undertaken to successfully implement a CRM system into a growing tech startup. The structured approach of the project will incorporate a work breakdown structure, risk management strategies, and stakeholder analysis to ensure that all aspects of CRM implementation are comprehensively taken care of. The expected outcome of this project would be that key outputs such as CRM system selection, integration, and staff training would yield high customer engagement and efficiency in sales for the startup, hence providing an enterprise-scalable solution to meet the business's growth objectives. Furthermore, prudent resource and risk management would ensure the project is completed within the defined budget and set timeframe. In contrast, emphasis on stakeholder engagement will ensure user adoption with minimal resistance. In addition, this CRM implementation would add value to the company by aligning project deliverables with its strategic goals and positioning it for continued success in a competitive marketplace. The success of this project lies in the proper planning through to system launch and post-launch review, performed at each stage. Further, integrating project management methodologies and tools, including Gantt charts and risk registers, will be applied to ensure the project stays on course with achieving its aims.
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