1. Abstract

		An organization/company will have a number of products and services they may offer to their customers. Depending on the type of business or service offered the customers may have several doubts/complaints/problems. The “Enterprise Business Service Engine” helps to accomplish this task of solving and clarifying the customers’ queries. This product facilitates the user to submit online complaints independent of the system
	      
                            The “Enterprise Business Service Engine” can be used by a business organization to provide online support to its customers. This may include questions about their services or even complaints the customers may have. Although a manual system can be done, time plays an important role in customer satisfaction.
                   
                      
1.2   Objectives of the Project

The manual submission of complaints and customer servicing has been the most tedious part of the business. The time delay for a response and accuracy of complaint solving plays as vital role for customer servicing. This scenarios and objectives play the mandatory development of application to serve the customer with customer service satisfaction. This System will allow the business process to run efficiently and will be used   to   assist  or  satisfy  the   customer   by  giving  a  brief  solution   for  their  complaint  within   a   minimum  time. The Customer receives the solution within a day online. 
            


       




 Existing System:

 Current System doesn’t extend its functionality for Overseas Business Process and Outsourcing. The cost and human resource expenses towards building Customer Services for Business prosperity within the Locality are undesirable. The system cannot be enhanced to provide distribution of data for different services. The complaints are dropped in the complaint box and they are collected by the respective members for scanning process and served on day to day basis. This process model and business approach is inefficient and not dynamic for the future growth of the organization.

Analyzing the Employees performance and generating reports are done manually which is time consuming. Accuracy in data maintenance also becomes a tedious task. Drafting required for trainees also done manually. Searching for information through multiple files and data analysis also becomes a tedious task.

Draw Backs

· Time-consuming

· A tedious task

· Cause damage to the brand image of the organization

· Slow updating and retrieval of information






  Proposed System:


The aim is to develop a system to assist the customers by providing solutions for their complaints. This system focuses on receiving the complaints from the customer, distributing complaints to the customer support representatives, solving complaints based on some constraints, solved complaints are verified by the team leaders, providing accuracy percentage to the customer support representatives based on failure constraints, validation engine which is used to provide the solution to a repeated complaint. 
                       


Modules:

1) User: User can ask the question and he can view the status of that question and after getting the answer he can view that answer and he can give the feedback to that answer and that will be received by admin.
2) CSR (Customer support representative): He can have the authority to give the solutions which are posted by users and he can give the feedback to the user queries also.
3) QA (Quality analysts):  quality analyst will give the rating for the answers given by CSR and he can see all the question and answers are posted by the users.
4) Admin: Admin can edit or delete the details of CSR and admin is only having the permission to create CSR and he can view the details in crystal report also. He can also add the details of QA and he can edit and delete the details of QA and he can see the details of QA’s in Crystal Report also.
He can also distribute the pending work to the CSR, He can write the own Question and answers also. He can also provide the solution to the customers directly.


Hardware Requirements:

 	Processor	:	Celeron 1.7GHZ based micro processor of above.
Hard Disk	:	20 GB or above
	RAM		:	256 MB or above
Software Requirements:

	Operating System		:	Windows 2000 Professional
	Languages			:	ASP.net with C#.net
	Back End			:	SQL SERVER2005
