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ABSTRACT 

CRM, or Customer Relationship Management, is a company-wide business 

strategy designed to reduce costs and increase profitability by solidifying customer 

ovartv, True CRM brings together information from all data sources within an 
ganization (and where appropriate, from outside the organization) to give one, 

olistic view of each customer in real time. This allows customer facing employees in 
such areas as sales, customer support, and marketing to make quick yet informed 

decisions on everything from cross-selling and upselling opportunities to target 

marketing strategies to competitive positioning tactics. 

Once thought of as a type of software, CRM has evolved into a customer-centric 

philosophy that must permeate an entire organization. There are three key elements 
to a successful CRM initiative: people, process, and technology. The people 

throughout a company-from the CEO to each and every customer service rep-need 

to buy in to and support CRM. A company's business processes must be 

reengineered to bolster its CRM initiative, often from the view of, How can this 

process better serve the customer? Firms must select the right technology to drive 

these improved processes, provide the best data to the employees, and be easy 
enough to operate that users won't balk. If one of these three foundations is not 

sound, the entire CRM structure will crumble. 

It's a strategy used to learn more about customers' needs and behaviors in order to 

develop stronger relationships with them. After all, good customer relationships are at 

the heart of business success. There are many technological components to CRM, 

but thinking about CRM in primarily technological terms is a mistake. The more useful 

way to think about CRM is as a process that will help bring together lots of pieces of 
information about customers, sales, marketing effectiveness, responsiveness and 

market trends. 
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INTRODUCTION • 

Computer programming (often shortened to programming or coding) is the 

process of writing, testing, debugging/troubleshooting, and maintaining the source 

code of computer programs. This source code is written in a programming language. 

The code may be a modification of an existing source or something completely new, 

the purpose being to create a program that exhibits a certain desired behavior 

(customization). The process of writing source codes requires expertise in many 
different subjects, including knowledge of the application domain, specialized 

algorithms, and formal logic. 

There is an ongoing debate on the extent to which the writing of programs is 

an art, a craft or an engineering discipline. Good programming is generally 

considered to be the measured application of all three, with the goal of producing an 

efficient and maintainable software solution (the criteria for "efficient" and 

"maintainable" vary considerably). The discipline differs from many other technical 

professions in that programmers generally do not need to be licensed or pass any 

standardized (or governmentally regulated) certification tests in order to call 

themselves "programmers" or even "software engineers". 

The aim of this project is to develop a simple Customer Relationship 
Management System for small companies. The project consists of introduction.three 
chapters and conclusion. 

Chapter One; describes the main lines of Borland Delphi Programming 
Language such as reserved words, simple codes, methods and basic events. 

Chapter Two; describes general terms of Microsoft Access Database and the 
processes of creating a database. 

Chapter Three; is the User's Manual of the program that gives information 
about the system developed as Customer Relationship Management System. 

1 



CHAPTER ONE - DELPHI PROGRAMMING LANGUAGE • 

A brief history of Borland's Delphi 

Pascal 
Delphi uses the language Pascal, a third generation structured language. It is what is 

called a highly typed language. This promotes a clean, consistent programming style, 

and, importantly, results in more reliable applications. Pascal has a considerable 

eritage: 

Beginnings 

Pascal appeared relatively late in the history of programming languages. It probably 

benefited from this, learning from Fortran, Cobol and IBM's PL/1 that appeared in the 
early 1960's. Niklaus Wirth is claimed to have started developing Pascal in 1968, with a 

first implementation appearing on a CDC 6000 series computer in 1970. 

Curiously enough, the C language did not appear until 1972. C sought to serve quite 

different needs to Pascal. C was designed as a high level language that still provided 

e low level access that assembly languages gave. Pascal was designed for the 

evelopment of structured, maintainable applications. 

The 1970's 
In 1975, Wirth teamed up with Jensen to produce the definitive Pascal reference book 

"Pascal User Manual and Report". Wirth moved on from Pascal in 1977 to work on 

Modula - the successor to Pascal. 

The 1980's 
In 1982 ISO Pascal appears. The big event is in November 1983, when Turbo Pascal 
· released in a blaze of publicity. Turbo Pascal reaches release 4 by 1987. Turbo 

ascal excelled on speed of compilation and execution, leaving the competition in its 

e. 
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• 
From Turbo Pascal to Delphi 

Delphi, Borland's powerful Windows? and Linux? programming development tool first 

appeared in 1995. It derived from the Turbo Pascal? product line. 

As the opposition took heed of Turbo Pascal, and caught up, Borland took a gamble on 

an Object Oriented version, mostly based on the Pascal object orientation extensions. 

The risk paid off, with a lot of the success due to the thought underlying the design of the 

IDE (Integrated Development Environment), and the retention of fast compilation and 

execution. 

This first version of Delphi was somewhat limited when compared to today's 
heavyweights, but succeeded on the strength of what it did do. And speed was certainly 

a key factor. Delphi went through rapid changes through the 1990's. 

Delphi for Microsoft .Net 

From that first version, Delphi went through 7 further iterations before Borland decided to 

embrace the competition in the form of the Microsoft? .Net architecture with the 
stepping stone Delphi 8 and then fully with Delphi 2005 and 2006. Delphi however still 

remains, in the opinion of the author, the best development tool for stand alone Windows 

and Linux applications. Pascal is a cleaner and much more disciplined language than 

Basic, and adapted much better to Object Orientation than Basic. 
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A new direction 

Delphi is now provided by a development tools only company. 

Delphi For Beginners: 

Your guide will try to explain exactly what is Delphi and what can it do for you. 

Dateline: 1999 

Preparations. 
First of all, I will presume that you know what computers are, what can you do with them, 

' and finally what does programming mean, in general. It would also be great if you 

already have basic knowledge of programming (Pascal perhaps?). 

If this is not true, you wouldn't be here anyway (am I right?). I'll be very glad if I'm not! 

So sit back, relax and enjoy reading this article. 

Delphi 
Borland Delphi is a development tool for Microsoft Windows applications. Delphi is 

powerful and easy to use tool for generating stand-alone graphical user interface (GUI) 

programs or 32-bit console applications (programs that have no GUI presence but 

instead run in what is commonly referred to as a "DOS box.") 

When paired with Borland Kylix, Delphi users can build single-source applications for 

both Windows and Linux, which opens new opportunities and increases the potential 

return on development investments. Use the Cross-platform CLX component library and 

visual designers to build high-performance portable applications for Windows that can be 

easily re-compiled on Linux. 

Delphi is the first programming language to shatter the barrier between high-level, easy­ 

to-use rapid application development environments and low-level bits-and-bytes power 

tools. 

When creating GUI applications with Delphi, you have all the power of a true compiled 

programming language (Object Pascal) wrapped up in a RAD environment. All the 

common parts of the Windows graphical user interface, like forms, buttons and lists 
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objects, are included in Delphi as components. This mean~ that you don't have to write 

any code when adding them to your application. You simply draw them onto your form 

like in a paint program. You can also drop ActiveX controls on forms to create 

specialized programs such as Web browsers in a matter of minutes. Delphi allows the 

developer to design the entire interface visually, and quickly implement an event driven 

code with the click of the mouse. 

Delphi ships in a variety of configurations aimed at both departmental and enterprise 

needs. With Delphi, you can write Windows programs more quickly and more easily than 

was possible ever before. 

Pascal 
The best way of describing Delphi is an Object Pascal-based visual development 

environment. Delphi's environment is based on Object Pascal, a language that is as 

object oriented as C++, and in some cases, better. For developers with no Pascal 
experience, its templates for Pascal program structures speed the process of learning 

the language. 

The compiler produces applications packaged in compact executable files, with no need 

for bulky runtime libraries (DLL's)-a notable benefit, I must say. 

VCL 
Visual Component Library (self-contained binary piece of software that performs some 
specific predefined function), or VCL, is Delphi's object-oriented framework. In this rich 

library, you'll find classes for Windows objects such as windows, buttons, etc, and you'll 

also find classes for custom controls such as gauge, timer and multimedia player, along 

with non-visual objects such as string lists, database tables, and streams. 

Databases 
Delphi can access many types of databases. Using forms and reports that you create, 

the BOE (Borland Database Engine) can access local databases, like Paradox and 

DBase, network SQL server databases, like lnterBase, and SysBase, and any data 

source accessible though ODBC (open database connectivity). 
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Hello World! 
At the end let's see one of the smallest Delphi applications: the famous 'Hello World!' 

program. 

This example is not for beginners - there is no main form of application or something like 

that. This is only a demonstration. In some of the future articles I will focus on topics like 

Delphi for Beginners - How to get started . 

. ,program HelloWorld; 

uses dialogs; 
begin 

:I ShowMessage('Hello World!'); 
end. 

HeHo \.II orld! 

I[-"''" Ok- ~, ............ - Tl 

A Glossary of Delphi Programming Technical Terms 
Definitions of terms having to do with Delphi programming, Pascal, OOP, BOE and 

programming in general 

"Self' 
Definition: Within the implementation of a method, the identifier Self references the 

object in which the method is called. 

type 
TCar = Class 
color : TColor; 
procedure ChangeColor(newColor: TColor); 

end; 

procedure TCar.ChangeColor(newColor: TColor); 
begin 
//self is "this" instance 
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Self.color := newColor; 

end; 
• 

In class methods the identifier Self represents the class where the method is called. 

"Constructor" 
Definition: A constructor is a special method that creates and initializes instance 

objects. The declaration of a constructor looks like a procedure declaration, but it 

begins with the reserved word constructor. 

A class can have more than one constructor, but most have only one. It is 

conventional to call the constructor Create. 

To create an object, call the constructor method on a class type. 

type 
TCar = Class 
constructor Create; 
end; 

car:= Tear.Create; 

"Reserved Word" 
Definition: A special word reserved by a programming language or by a program. 

You are not allowed to use reserved words as variable names. 

A partial list of Delphi reserved words: 

• and 

• array 

• as 

• asm 
• begin 
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• case • 
• class 

• con st 

• constructor 

• destructor 

• dispinterface 

• div 

• do 

• downto 

• else 

• end 

• except 

• exports 

• file 

• finalization 

• finally 

• for 

• function 

• goto 

• if 

• implementation 

• in 

• inherited 

• initialization 

• interface 

• in 

• is 

• library 

• nil 

• not 

• object 

• of 

• or 

• out 
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• packed 
• 

• procedure 

• program 

• property 

• raise 

• record 

• repeat 

• re sou rcestri ng 

• set 

• string 

• then 

• to 

• try 

• type 

• unit 

• until 

• uses 

• var 

• while 

• with 

In addition to the words above, private, protected, public, published, and automated 

act as reserved words within object type declarations, but are otherwise treated as 

directives. 

"Class Method" 
Definition: A class method is a method that operates on classes instead of objects. 

The definition of a class method must begin with the reserved word class. 

The most common used class method in Delphi language is the "Create" constructor. 

In the defining declaration of a class method, the identifier Self represents the class 

where the method is called (which could be a descendant of the class in which it is 
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defined). If the method is called in the class TCar, then Self is of the type class of 
• 

TCar. 

"Method" 
Definition: Procedure or function (routine) associated with a particular object. 

Different classes may define methods with the same name (Car.Drive or 

Scooter.Drive). 

Most methods operate on objects that are instances of a certain class. 

A class method is a method (other than a constructor) that operates on classes 

instead of objects. 

A call to a method specifies the object (or, if it is a class method, the class) that the 

method should operate on. 

Examples: 

type 
TCar = Class 
I/method procedure 

procedure Drive; 
//method (function) 

function ChangeGear(newGear : integer) ; 

end; 

"Object" 
Definition: An object is a variable of class. More generally, a variable of any type. 

An instance of a class or object, is a self-contained entity that consists of both 

properties, events and methods to manipulate the data. 

Each object has its own values for the instance variables of its class and can respond 

to the methods as wel as raise events defined by its class. 
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Also Known As: Instance variable 
• 

"Canvas" 
Definition: Canvas is the graphical drawing surface of an object. The canvas has a 

brush, a pen, a font, and an array of pixels. The canvas encapsulates the Windows 

device context. 

In Delphi, the TCanvas class provides an abstract drawing space for objects that 

must render their own images. 

"Class" 
Definition: A list of features representing data and associated code assembled into 

single entity. A class includes not only features listed in its definition but also features 

inherited from ancestors. 

The terms class and type are usually (but not always) interchangeable; a class is a 

slightly different concept that a type, in that it emphasizes the classifications of 

structure and behavior. 

Classes are related in a class hierarchy. One class may be a specialisation (a 

"subclass") of another (one of its "superclasses"). A class may be an abstract class 

or a concrete class. 

The Visual Component Library (CVL) is a class hierarchy of Delphi components and 

object types. 

Also Known As: Object Type 

Examples: 

type 
TCar = Class 
Year: integer; 

Color : TColor; 

end; 
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"Run Time" • 
Definition: Run time is any time you are actually running the application in the 
operating system and interacting with the application as the user would. 

In Delphi, "dynamically creating ... " means "creating at run-time". 

"RTL" 
Definition: The raw power of Delphi is based on a considerable amount of its Run 

Time Library functions and procedures. 

RTL is the collection of functions and procedures that are built into Delphi. 

Also Known As: Run Time Library; VCL Routines 

"Routine" 
Definition: Self-contained statement blocks that can be called from different locations 

in a program. In Delphi: function or procedure. 

Also Known As: Subroutine 

"Recursion " 
Definition: Recursion is a very simple, yet useful and powerful programmer's tool. As 

we know, routines can, and frequently do, call other routines. 

A routine that activates/calls itself is called recursive. Recursion is a general method 

of solving problems by reducing them to simpler problems of a similar type. 

A recursive subroutine constantly calls itself, each time in a simpler situation, until it 

gets to the trivial case, at which point it stops. 

"Procedure" 
Definition: A procedure is a routine that does not return a value (unlike a function). 

Procedure header gives the name of a procedure followed by a list of formal 

parameters. 
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In a unit, a routine may have a header declared in the interface part, and then again 
• 

in the implementation part. The second appearance of the header may be an exact 
duplicate of the header in the interface part, or may be only the name of the routine. 

Examples: [blockquote shade=yes] procedure TestMe(parameter: TCustomType[br] 

begin[br] ... end; [/blockquote]_z_delphi_z_); 

"Pointer" 

Definition: A pointer is a variable that holds the address of another variable (or 

routine) in memory. 

A pointer can be used to indirectly manipulate the object. 

"Parameter" 

Definition: Represents one value that is supplied by one function (the calling function) 

that wishes to make use of the services of another function (the called function). 

In Delphi, every parameter is classified as value, variable, constant, or out. 

Also Known As: Argument 

Examples: [blockquote] "year" and "name" are parameters for the "TestMe" function 

procedure TestMe(const year: integer; var name : string) ; [/blockquote] 

"OLE" 

Definition: OLE is a compound document standard developed by Microsoft 

Corporation. It enables you to create objects with one application and then link or 

embed them in a second application. Embedded objects retain their original format 

and links to the application that created them. 

With OLE, data from a server application is stored in a container application. The 

data is stored in an OLE Object. 

Also Known As: Object Linking and Embedding 
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"MDI" • 
Definition: A Windows API that enables programmers to easily create applications 

with multiple windows. 

Each MDI application has a single main (frame) window, and any number of child 

windows (documents). All child windows are displayed within the main window - this 

is common in applications such as spreadsheets or word processors. 
The child window's document title merges with the parent window's title bar when the 

child window is maximized. 

/ I Although many programmers still use MDI, Microsoft recommends using a newer API 

called Single Document Interface (SDI). 

Also Known As: Multiple Document Interface 

"IDE" 

Definition: IDE (Integrated Development Environment) is the user interface (GUI) 

where you can design, compile and debug your Delphi projects. 

Also Known As: Integrated Development Environment 

"GUI" 

Definition: A GUI (usually pronounced GOO-ee) is a graphical (rather than purely 

textual) user interface to a computer. 

Applications typically use the elements of the GUI that come with the operating 

system and add their own graphical user interface elements and ideas. When 

creating an application, Delphi facilitate writing a graphical user interface. 

Each GUI element (for example a Button or an EditBox) is defined as a class from 

which you can create object instances for your application. 

Also Known As: Graphical User Interface 

Alternate Spellings: goo-ee 
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"Function" • 
Definition: A function is a routine that returns a value when it executes. 

It can be passed and it can return a value. Functions that are part of a class are 

usually called methods. 

You can code your own functions or use built-in functions provided by Delphi RTL 

(run time library). 

Examples: 

function YearsOld(const BirthYear:integer): integer; 

var 
Year, Month, Day: Word; 

begin 
DecodeDate(Date, Year, Month, Day); 

Result:= Year - BirthYear; 

end; 

"Freeware" 
Definition: Copyrighted software given away for free by the author. Although it is 

available for free, the author retains the copyright, which means that you cannot do 
anything with it that is not expressly allowed by the author. Usually, the author allows 

people to use the software, but not sell it. 

"Exception" 
Definition: An event happening during execution of a program that disrupts the 

normal flow of control. Exceptions are raised when a runtime error occurs in an 

application, such as attempting to divide by zero. 

Also, an exception is an object that contains information about what error occurred 

and where it happened. 
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