ABSTRACT:
                     Automatic callback is a telephone system feature that permits a caller who gets a busy signal to instruct the system to establish the coonection when the line becomes available.The system does this by retaining both the called and calling numbers,readialing the called number periodically and alerting.
In this project we have customer details,call registration details,department details,employee personal details and payroall details.
· Cuistomer details have name of the customer,register date,close date,address detais,DOB,and customer type
· Staff/employee management is made easy by providing various right/ristrictions for each  member 
· Wide range of  reports are available that not only help to monitor all reports,but also to analyze and improve  the business.
The  data reports show all details about caller customer including register date and close date.employee details have personl information’s and wages details for each employee.various department are available.the use register to cursponding department.department details have up to date registered calls.
Proposed system
We utilize various environment –Microsoft \Visual stdio C++builder,Oracle Developer-to deliver the software you need on a step-by-step basis, ensuring that you get what  you really need and that you get the most critical functionality first.
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INTRODUCTION                     
[image: ]                     Call center shift allotment system is proposed for the call centers using which they can computerized their shifts organized, work distribution and employee performances. Call centers are basically the work centers, which provide 24 hours customer care via telephones and Internets etc. Now a day every large or small company has, their call centers situated at different locations. Besides supporting customers via a team of customer care executives, call centers has one more team that of technical peoples responsible for allocating, maintaining, updating and allotment  company's communication network. In order to schedule and distribute the work via which company can run smoothly the call centers make different- different  teams and distribute the work task in several shifts to facilitate both the customer and the employee.
OBJECTIVE 
• To collect the different project reports and them according to their                       presentation
• To grade the team members according to their Professional and personal attitudes 
• To check   work weather the progress is   according to the chart or not. 
• To distribute the different projects among the different supervisors, to                      schedule different project in different time tables
• To distribute timetables among the teams. 
• To organize different shifts for different teams 




SYSTEM ANALYSIS 
	

             After studying the call center's current status it is 
investigated that call center hassle software to computerized its shift allotment, shift allotment, performance calculation etc and also call center wants to implement its 4 & 5 phases of conducting 
different test to find out the most labors and intelligent worker of the call center. 
[image: ]          Input and output to the system is calculated after studying the call center' s documents, charts etc. Software structure, database structure functioning, importance, administration's duties, performance requirements, employee's work details, call center 

projects, shift timings, shift details and overall working of the call center are mentioned after analyzing and studying the call center's mode of working. 
                      A meeting held within the call center helps us to learn more about the call center functioning and obligation. After a small analysis phase a coarse modular design is derived to recognize the input- output processing of the call center, which is added 
enhanced at the time of designing.
 
PRELIMINARY INVESTIGATION 
                             This technique is defined as small comprehensive and concentrated study of an individual in which investigator brings to put up with all his skills and methods or as an organized  congregation of enough Information about a person to permit one to understand how he or she functions as a unit of the call center. It is a form of qualitative analysis connecting a very useful and complete scrutiny of an employee, its work details, its point details, its shift details etc. It's a way of exploring and analyzing the aspects of employee unit, work unit, shift allocation unit and collection of work feed back. 
[image: ][image: ]1. STUDY OF CALLCENTER'S WORKING UNIT 


Information is   gathered  investigating the individual's involvement (i.e. contribution of employee, its contribution to its department and that of evaluation department) at their involvements in  the whole Call Center's Shift ALLOTMENT System. The information thus gathered plays an important role in properly defining individuals needs and expectations from the software system 
                                                                                                       2. KNOWLEDGE OF BEHAVIOR PATTERNS 


What are call center's methods of work distribution and shift allotment? What is the need to computerize the system? Such type of questions tries to describe the factors like running project details, work distributed, role of project leader in shift allotment i.e. behavioral pattern, which implies how the process works?    Where the changes are required? And what are the changes to be done?
                                                                                                                                                                                                  3. 	PROCEDURE OF DATA GATHERING 
                     Research design and methodology Statement of research aim to analyze the overall shift allotment system   of the Call center and to develop an effective and interactive user-friendly system for the people concerned with the shift allotment, work distribution and point distribution etc. 










RATIONALE THE RESEARCh QUESTIONNAIRES
1. Research objective: Factors that leads to the 
computerized  call center's shift allotment system? 

Result: The research is intended to obtain the 
problem faced by the manual system of call center. 

The objective is solved by a number of questionnaires phases conducted between the Employee  and the allotment and work distribution dept of the call center and the research team. 

Different questions related to the shift allotment and work distribution are asked from the employees in order to retrieve the information. 

•Why the call center needs a computer-based system?
 [image: ]• What problems the call center faced in maintaining their shift          schedules? 

• How project works are distributed?
• Most common problem area for the call center? 

• What is the flow of information?

2. Research Objective: Criteria of dividing the total 

work time into different shifts and allotting these shifts to the employees. 


Result: The intention behind the research is to find out the number of work area and number of working hours and also the number of employees belonging to an individual work which facilitates the designer to design the graphical user interface environment i.e. forms and database required for keeping the records. Questions asked during the research are: 

• How many working hours the call center has? 

• Work's details and their performance during the work? 

• Which work requires maximum number of shifts?
[image: ]• Total number of employees and works the call center has? 

• What are the conditions applied for shift allotment to the employees? 


 

3. Research Objective: Working of   performance grading    department. 
	
Result: The research is intended to obtain the necessary terms and conditions applied for gathering work dues, generating project and employee report etc. How data moves from team leaders to the grading department and what employees get from the call center in the favor of their work. Research also discloses that how employees are charged for the work they have to do. 
	
  What is the mode of payment? 
• What is the date of work details submission? 

• How team leaders collect the employees work details?
• What commission the call center gives to the employee? 
[image: ]• What is the total sale during a day? 

• What are the total monthly sales? 

• How profit and loss is depicted inside the agency? 

• Which paper is in the demand? 



	


FEASIBILITY STUDY 
BENEFIT ANALYSIS 

[image: ]In the current system it is difficult for the employee to work over a number of projects simultaneously and for the call center to distribute the times. This results to costing a call center in terms of 
· Unnecessary delays in the work planned ahead 
· Extra manpower requirement to transfer messages across the      organization on a daily basis
· Employees are working at different departments are not able to get some technical and administrative support sometimes from the call center and proceed [image: ]in their own way which sometimes leads to unnecessary delays I the ongoing project.

The proposed system if implemented will lead to cost saving in following ways: 
• Availability of information by the call center from  employees and vice versa related to the ongoing project. Leading to efficient planning for the work ahead in proper time shifts. 
• No extra manpower requirement for the communication between the employees and mangers or any department. The system handles all the communication activities. 
• No extra manpower requirement for the communication between the employees and mangers or any department. The system handles all the communication activities. 
• The  employees get the technical and administrative support in terms of the articles posted by other employees or administrator related to their experiences and responses to the queries raised of them in shorter period of time. 
[image: ][image: ]ROLLBACK  features it  is  the most  promising database. In this project there are eight tables created in Oracle. Few constraints have also been defined at backend to  create relationships between the tables. 




CONNECTION 
                                Connection   between  the  database  and  the   front - end  application is very important. Without a proper connection errors may occur while saving t he data in t he table. In my project I have used ODBC to connect my front-end application with Oracle. For connection to work properly I have to first create a service name using Oracle Net Assistant. After creating the service we have to create ODBC driver, with the help of which I will connect to Oracle. While creating driver we have to keep an account of t he DS N ( Data Source Name) because while connecting t o the Oracle we have to p ass DS N f or connect i on .

 
SOFTWARE REQUIREMENT SPECIFICATIONS 
  


 HARDWARE SPECIFICATIONS 
Minimum Requirement: 

• Random Access Memory: 64 MB. 

• Hard Disk: 10 GB. 

• Processor: P I (100 MHZ) 


SOFWARE SPECIFICATIONS

MINIMUM REQUIREMENT:

USER INTERFACE 

GUI (Graphical User Interface) of the Software will be implemented through 
Visual  Basic. 
Language : Visual basic 
Back end :Oracle8 


              








SYSTEM DESIGN 


INTRODUCTION TO PHYSICAL SYSTEM 
[image: ]In  this project I  am dealing with the  work distribution, shift allotment and performances of the employee's in the call center. First of all the details of new employee are entered. Then each of the employee's are assigned a particular work and shift. Each employee is assigned a review date and a reporting officer, to whom they will report after their task is finished. At this stage the reporting officer will review the performance of the employee and will judge him accordingly. The average points given by the reporting officer to the employee will be the final and the deciding factor for the routine planning monitoring system. 
PROBLEM DEFINITION 
[image: ]            1. What are the criteria's demanded by the project team  from their                         teams to validate members? 
3. What are the criteria's that a project team adopts in order to assign project work to his team members? 
4. What are 	the details of 	project, work Distribution; shift allocated and  team performances etc? 
5. What are the reasons that leads the call centers towards a completely computer based system? 
6. How does the system can fulfill the shift and work distribution demands? 
7. What are the appropriate steps followed by the project manager in allotment the projects? 
8. What steps the team leaders and supervisors take for properly distributing work and shifts to their team members? 
                     9. What an employee has to do in order to change his shift times from one data to another.

[image: ]A comprehensive review of the relevant manual system including a computer assisted search will be undertaking in order to develop an understanding of previous work in the field of shift allocation, work distribution and performance grading. At this stage overall system is studied thoroughly and problem definition is declared over which the whole system revolve.

INTERVIEWS 
           This stage will explore the shift allocation, work distribution and performance grading system adopted by the call centers. The explorations will be achieved through unstructured and informal interviews with 5 to 6 employees of the call centers. These unstructured interviews help in detecting the problem details faced during the shift allocation, work distribution and performance grading system by  the 	project leaders and team members. 
Interviews will take place to score the levels of quality effectiveness. 

ORGANIZATIONAL EVALUATION 

[image: ][image: ]                    The interview stage and analysis stage will bring together to evaluate the information collected for detect and design the actual system. 
This stage results 
•A  Structured design that can meet the requirement of 	the shift allocation, work distribution and performance grading system is evaluation as the result of the evaluation phase? 
• What are the actual problems faced during the shift allocation, work distribution and performance grading  system? 
• What are the appropriate steps that can be taken to solve the  problem?
            Call centers journals, reports, documents etc are used to know the working a predicting the solutions find during the study. Visual basic is used as design software that provides a complete GUI, using which the call centers can easily use the software developed. As per hardware is concerned a hard disk of heavy capacity is required to store the heavy record size of the company. Oracle database is used as a backend tool to store and manipulate different records of the company use. The processor speed must be high with respect to the heavily loaded database.

FUNCTIONAL & BEHAVIORAL DESCRIPTION 

            As the software functionality is concerned the software consists many functions depend over the requirement of the shift allocation, work distribution and performance grading system. The software behave differently with the different users it means if some one wants to move inside the admin module it will be interrupted by the software to alert him or to warn him. 









IMPLEMENTATION OF THE SYSTEM 



          The overall software of Employee management system is   implemented using Visual Basic and [image: ]Oracle-8. The Visual Basic provides a perfect graphical user interface for implement the call center's shift allotment system into the forms to make the system user friendly and interactive. The system is  implemented in forms, which  are connected to oracle database, which in its turn is used to held data or records for the further details. 

Call center's shift allotment System is implemented into Visual Basic forms used to take input i.e. details required for the system. Detail manipulation and calculations are also performed via the forms and 
the correspondent data is sent to the tables of the oracle database. 


CODING:





[image: ]WELCOME FORM 

Private Sub Command1_Click() 
Load MDIForm1 MDIForm1.Show 
End Sub 

Private Sub Command1_MouseMove(Button As Integer, Shift As Integer, X As 
Single, Y As Single) 
Command1.ToolTipText = "Click To Start" 
End Sub 


Private Sub Command2_Click() 
En d 
End Sub 

Private Sub Command2_MouseMove(Button As Integer, Shift As Integer, X As 
Single, Y As Single) 
Command2.ToolTipText = "Click To End" 
End Sub 





SHIFT ALLOCATE FORM 


Dim WithEvents rs As ADODB.Recordset Dim WithEvents rs1 As ADODB.Recordset Dim WithEvents rs2 As ADODB.Recordset 
Dim g As Boolean 

Public Sub check() 
If Combo1.Text = "" Then 
g = False 
Else: g = True 
End If 
End Sub 

Public Sub enab(h As Boolean) 
Command1.Enabled = h 
End Sub 

[image: ]Private Sub Combo1_Change() 
Dim str As String 
str = Combo2.Text 
rs1.MoveFirst 
Do While rs1.EOF = False 
If str = rs1!shift_id Then 
Combo3.Text = rs1!work_id 
Exit Sub 
Else: rs1.MoveNext 
End If 
Loop 
End Sub 

Private Sub Form_Load() 
Set Db = New ADODB.Connection 
Dim fconnect As String 
fconnect = "DRIVER = MSDASQL.1;" & " UID = scott;" & " PWD = tiger;" & " 
data source = project" 
Db.Open fconnect 
Set rs = New ADODB.Recordset 
rs.CursorType = adOpenStatic 
rs.CursorLocation = adUseClient rs.LockType = adLockPessimistic 
rs.Source = ("select * from shift_allocate ") 
Set rs.ActiveConnection = Db 
rs.Open 

Set rs1 = New ADODB.Recordset 
rs1.CursorType = adOpenStatic 
rs1.CursorLocation = adUseClient rs1.LockType = adLockPessimistic 
rs1.Source = ("select * from shift_details ") 
Set rs1.ActiveConnection = Db 
rs1.Open 

Set rs2 = New ADODB.Recordset 
rs2.CursorType = adOpenStatic 
rs2.CursorLocation = adUseClient rs2.LockType = adLockPessimistic 
rs2.Source = ("select * from employee_details ") 
Set rs2.ActiveConnection = Db 
rs2.Open 

Do While rs1.EOF = False 
Combo1.AddItem rs1!shift_id 

[image: ]rs1.MoveNext 
Loop 

Do While rs2.EOF = False 
Combo2.AddItem rs2!emp_no 
rs2.MoveNext 
Loop 
End Sub 


Public Sub inserting() 
rs!shift_id = Combo1.Text rs!emp_id = Combo2.Text rs!work_id = Combo3.Text 
End Sub 


Public Sub clear() Combo1.Text = "" Combo2.Text = "" Combo3.Text = "" 
End Sub 

Private Sub Command3_Click() 
Combo1.Text = "" Combo2.Text = "" Combo3.Text = "" 
End Sub 


Private Sub Command4_Click() 
check 
If g = True Then 
rs.AddNew 
inserting rs.Update 
clear 
Command1.Enabled = True 
ElseIf g = False Then 
MsgBox "CANNOT INSERT EMPTY RECORD", vbOKOnly, "WATCH 
OUT" End If 
MsgBox " Record have be entered sucessfully" 
End Sub 

[image: ]Private Sub Command5_Click() 
Command5.Enabled = True 
If rs.EOF = False Then 
rs.Delete 
rs.MoveNext 
MsgBox ("Record have been successfully deleted") 
Else 
MsgBox ("THERE IS NO MORE RECORD PRESENT ") 
End If 
End Sub 


Private Sub Command6_Click() 
MDIForm1.Show 
Me.Hide End Sub 


Private Sub Command1_Click() 
Dim h As String 
Dim i As Long Dim j As Long Dim g As Long 
enab (False) rs.MoveFirst 
g=0 
Do While Not rs.EOF 
g=g+1 
rs.MoveNext 
Loop 
MsgBox g 
MSFlexGrid1.Cols = 4 
MSFlexGrid1.Rows = Val(g + 1) 
MSFlexGrid1.TextMatrix(0, 0) = "SR.NO" 
MSFlexGrid1.TextMatrix(0, 1) = "SHIFT ID" MSFlexGrid1.TextMatrix(0, 2) = "WORK ID" 
MSFlexGrid1.TextMatrix(0, 3) = "EMP ID" 
MSFlexGrid1.AllowBigSelection = False 
MSFlexGrid1.SelectionMode = flexSelectionByRow MSFlexGrid1.AllowUserResizing = flexResizeBoth 
rs.MoveFirst 

For k = 1 To g 
MSFlexGrid1.TextMatrix(k, 0) = Val(k) 
MSFlexGrid1.TextMatrix(k, 1) = rs!shift_id MSFlexGrid1.TextMatrix(k, 2) = rs!work_id 

[image: ]MSFlexGrid1.TextMatrix(k, 3) = rs!emp_id 
On Error GoTo 20: 
rs.MoveNext 
Next 
20: Exit Sub 
allocate.Refresh 
End Sub 







TESTING 


            System testing is vital to the success of the system. This phase of the system development life cycle is immediately after the coding phase. System testing takes a logical assumption that if all parts of the system are correct, the goals will be automatically [image: ]achieved. Inadequate testing or non-testing leads to errors that may not appear until months later. Another reason for testing is its utility as user - oriented vehicle before implementation since even best program is worthless if it does not meet user requirements. 


Testing which are performed on the system. They 
are as follows: 


UNIT TESTING 


Data was separately prepared and tested for sub- modules of database management system, under all relevant conditions. This process helps in finding of the bugs if any. In the software thereby requiring the rectification in the modules again. Unit testing is 
for the program is done in parallel with the construction of the programs. E.g. here in CALL CENTER'S SHIFT ALLOTMENT SYSTEM all the modules are testedseparately. All interface testing, control flow testing is done. 

[image: ]INTEGRATED TESTING 


After the completion of errors at levels of unit testing for all the programs in a module, the module is tested for integration with other modules in the system. The goal of this testing is to detect design errors, while focusing on testing the interconnection between modules. 

E.g. Here In this project all modules are integrated 

and then tested as one. 



SYSTEM TESTING 


            System testing tests the entire flow of data of data through the entire system. Data flows from the tables were checked. This also includes the preparation of test data, checking the entire system with this data to see if all the requirements are met and the system performs as specified by the requirements.

SYSTEM SECURITY MEASURES 


AN EVALUATION OF RISK 


The objectives, functions and performance of the 
system are evaluated after analyzing the 
assumptions and dependencies of the proposed 
system. The considerations made are development 
[image: ]ACCEPTANCE TESTING 


After the system testing is performed, finally acceptance testing is performed to demonstrate to the client the operation of the system on the real life data of the client. 
e.g. here in CALL CENTER'S SHIFT ALLOTMENT SYSTEM the programmer visited and explained about project in detail. And showed all functionalities a working of the project, then acceptance is taken from the client. 


[image: ]risk, resource availability and technology. The
 possible risks associated with the system are

•Unavailability of the skilled personnel to develop 
  the project on the web related technologies. 


•Unavailability of  the hardware 	and  software required to         develops the project.  


• Frequent  leaves  taken by  the project  team members resulting in the delay of the project. 


•Unavailability of the technology to support the features estimated of the project. 


THE RISK MITIGATION STRATEGIES 


 Training/hiring of the staff who is skilled enough in the     technologies needed in the project. 


Arranging the required hardware and software well in time for smooth functioning of the project. 


 Keeping the backup of the personnel in case any of the team members go on leave. 


 Reference to the user 	manuals of   the     technologies/development projects or to Internet for 

[image: ]finding out the right products for the project related 

 
 

[image: ][image: ]
[image: ]
[image: ]

[image: ]


[image: ]
[image: ][image: ]
[image: ]

[image: ]






[image: ]


















































[image: ]






















[image: ]


































[image: ]





























[image: ]




























[image: ]































[image: ]
























[image: ]










































[image: ]














APPENDIX 



Data Control :- 
The data control gives you access to database without any programming. 



Module :- 
Modules are used to store procedure. Procedure stored in a module can be 
called from any part of the application. This is one method by which forms and procedures in different forms can exchange information. 


Text Box:- 
This control displays that the user can edit. 



Frame:- 
This control is used to draw boxes on the form and to group other 
elements. 



Command Button :- 
A common button represent an action that is carried out when the used 
click the button. 

[image: ]BIBLIOGRAPHY 




1. 	Complete Reference Visual Basic 6.0 	-	By Hebert Schild 



2. 	Mastering Visual Basic 6.0 	-	By Evangelos Petroutsos 



3. 	Visual Basic 6 from ground up 	-	By Gary Cornell 



































































































image1.jpeg




image2.jpeg




image3.jpeg




image4.jpeg




image5.jpeg
- MASTER FORM.. [_[51x]





image6.jpeg
SHIFT ALLOTMENT SYSTEM OF
CALL CENTER,

START QI





image7.jpeg
@-MASTER FORM. [AUTHORIZATION]
g FILE OPEN SHIFT





image8.jpeg
& MASTER FORM... - [REVIEW _DETAILS]
o

[EMP_NUMBER
ORK_ID

[TASK T0 BE DONE
[SUCESS

IREMARKS

IFEVIEW/_DATE
IPOINTS

%] DONE





image9.jpeg
@-MASTER FORM.
g FILE OPEN SHIFT





image10.jpeg
MASTER FORM... - [EMPLOYEE]

[HON

a 2
612179





image11.jpeg
. MASTER FORM._. - [PERSONAL DETAILS]
& FILE OPEN SHIFT





image12.jpeg
MASTER FORM... - [POINTS_ |





image13.jpeg
MASTER FORM... - [SHIFT SCHEDULING]





image14.jpeg
@-MASTER FORM. [SHIFT ALLOCATION]
g FILE OPEN SHIFT

Addition (" Ciear | SEARCH





image15.jpeg
@-MASTER FORM. [REPORT]
g FILE OPEN SHIFT

Show Report





image16.jpeg
 DataReportl

OFFICE

EMP_NO: et

EMP_NAME
EMP_GRADE:
DEPARTMENT &

DESIGNATION ~ MANAGER

E320042

FDS

[_[51x]





image17.jpeg
 DataReport2

EMP_NO:

ADDRESS:

CITY:

COUNTRY:

ZIP_CODE:

PHONE:

PERSONAL REPORT

LATPAT NAGAR.

DELHI

oI

110024

5550990

el @pieinfi com

[_[51x]





image18.jpeg
| = DataReportd

= foox &l

Employee's Work Details

Enp_No: Eont
NaME oN
GRADE NeT
WORKID: w0t
REPORTNG._OFFI
TARGETS:

START DATE
£10_pATE

REVIEW DATE

STATUS:





image19.jpeg
| = DataReport3

= foox &l

Employess Result Report

EF_HO:
108 KHONLEDS
ORGANSMG_4BI
cosT_EFFECTIVE
TEAM_EFFECTIVE
ATV
AUDGEVENT:
ADAPTABLITY
DEVELOPMENT_
commiEaTON
PEER_RELATION

AVERAGE:





image20.jpeg
& DataReporth

= |

CALL CENTER'S SHIFT SCHEDULE

SHIFT_ID:
WORK_ID:
SHIFT_TIME:

SHIFT_START_DATE:

SHIFT_END_DATE:

woot

10M-5PM

8O

a2





image21.jpeg
| = DataRepont?

g foox &l

Employee's Shift Details

SHIFT_ID:
WORK_ID:

EMP_ID:

SHIFT_ID:
WORK ID:
EMP_ID:





