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Cover Letter
123 Albert Street
Brisbane, QLD 4000
20 April 2016

Ms Jenny Li
CEO/MD
El Supremo Coffee
32 Turbot Street
Brisbane, QLD 4000

Dear Ms Li,
Please find attached a report analysing how your business handles support for your franchisees. Silent Code undertook this research in order to make recommendations as to whether El Supremo Coffee should proceed with procuring a new computer system to help manage the strain the current demand is putting on your call centres.
We have described how a future system may look in terms of features and benefits. There is a description of the opportunity currently facing your organisation. We have conducted stakeholder analysis to determine who is affected by the proposed changes. Next we have a work breakdown structure which shows how the system could be implemented in the given three month time frame. 
We have gathered the questions we would like to pose to you to further determine your organisation’s needs. Following from this we list the key requirements such a system would need to possess to meet the stakeholder’s needs. This leads to listing the key functionalities in terms of, for example computing resources and security. 
We would appreciate your feedback on these proposals. 

Yours sincerely,
Declan Keyes-Bevan
CHO
Silent Code
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System Vision Statement“Franchisees are increasingly unhappy about the difficulties in getting through on the phone, the time it takes to explain their needs and the incidence of errors on the part of the telephone operators and the time it takes for goods to arrive after placing an order.”

Problem Description
El Supremo currently supports its franchisees through a telephone call centre which typically take calls about orders for more supplies; with the company’s expansion operating through a call centre is becoming more difficult. The franchisees are increasingly unhappy about the difficulties in getting through on the phone, the time it takes to explain their needs and the incidence of errors on the part of the telephone operators and the time it takes for goods to arrive after placing an order. The franchisees would also like to have a web-site that can help them build stronger relations with their own customers including GPS tracking so customers can see when they will be at the locations where they sell coffee. They would also like to be informed about events such as football games or concerts.
The management team has decided it needs to move to an online system for better supporting franchisees as well as making their products available to the general public through a Web site. This must be developed using the latest products, and be deployed in 3 months from now.
System Capabilities
The new system should be capable of:
Collecting and storing information about the franchisees
Collecting and storing information about supplies
Collecting and storing information about the franchisees needs
Reducing data-entry errors
Informing franchisees about time of arrival of supplies
Providing information to a customer facing website
Providing GPS tracking showing locations of coffee sales
Informing franchisees about upcoming events such as football games or concerts
Accessing products by the general public to buy through the website
Using the latest technology
Business Benefits
It is anticipated that the deployment of this system will provide the following business benefits:
Increased franchisee and customer satisfaction with their interactions with El Supremo
Reduced costs due to lowering incidence of data-entry mistakes in orders
Increased sales due to supplies being delivered in less time
Increased sales due to customer’s ability to see ahead of time where to buy coffee
Increased sales due to franchisee’s ability to see ahead of times where to sell coffee
Increased sales due to customer’s ability to purchase directly from website
Reduced costs due to employing latest technology to increase efficiency
[bookmark: _Toc448936305]The Opportunity
Option 1 - Develop Entire Solution In-sourced
Using existing systems development team, El Supremo will develop the entire system. This includes analysis, planning, detail discovery, system component design, building, testing and integrating system components and finally complete system tests and solution deployment.
Option 2 - Develop Entire Solution Out-sourced
Our existing systems development team will not be involved in any of the above essential activities directly. They will be responsible for managing an outside consultancy to carry out all of the above tasks to the El Supremo specification list.
Option 3 - Develop Solution Mixed between In and Out-Sourced
With further analysis it will be decided how much in-sourced work the El Supremo systems development team will do and how much of it will be out-sourced to a specialist consultancy. 
Option 4 - Do Nothing
If the expected costs outweigh the expected benefits, the option to do nothing may be taken. This may be the case in pure dollar terms. However we must attempt to estimate the intangible benefits forgone by not moving in a new direction.
	Opt.
	Pros
	Cons
	Risks
	Expect. Costs
	Benefits

	1
	Team familiarity with El Supremo
	Lack of experience in large projects/new tech
	Cost overrun - lack of experience/  specialised knowledge
	$500,000 estimated
	$750,000 over 3 years

	2
	Experience in large projects/new tech
Guaranteed costs
	Lack of familiarity with company
	Time overrun - lack of institutional knowledge
	$600,000
guaranteed
	$750,000 over 3 years

	3
	Best of both approaches
	Communication barriers
	Cost/time overrun
	$550,000 estimated
	$750,000 over 3 years

	4
	No cost
	Opportunity missed
	Lose adv.
	$0
	($750,000)
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	Penny Li
CEO/MD
El Supremo
Project Sponsor
Requires high-level business information
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	Walter White
Accounting Manager
El Supremo
Requires detailed
financial reports
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	Jesse Pinkman
Franchise Manager/Trainer
El Supremo
Requires franchisee system training materials
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	Marie Schrader
Purchasing and Supply Manager
El Supremo
Requires ability to fulfil franchisee orders
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	Mike Ehrmantraut
Marketing Manager
El Supremo
Requires information on franchisee and customer needs 
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	Saul Goodman
Legal Manager
El Supremo
Requires knowledge of legal implications of all implemented solutions
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	Gus Fring
Franchisee
El Supremo
Requires more efficient system to help run his business
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	Brandon Mayhew
Call Centre Staff
El Supremo
Requires new franchisee system to help franchisees run their business
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	Skinny Pete
Customer
Of El Supremo
Requires simple and efficient customer facing Web Site to buy products
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Total ~ 3 months
1. Discover and understand details of all aspects of the problem ~ 2 weeks
1. Workshop with CEO/MD ~ 1 day
2. Workshop with Senior Managers ~ 2 days
3. Workshop with franchisees ~ 0.5 days
4. Workshop with customers ~0.5 days
5. Identify and define use cases ~ 3.5 days
6. Identify and define information requirements ~ 2 days
7. Re-visit senior staff with follow up questions ~ 0.5 days
2. Design the components of the solution to the problem ~ 4 weeks
1. Design user workflow ~ 1 week
2. Design user interface ~ 1 week
3. Design database tables, primary keys and referential integrity ~ 1 week
4. Design internal messaging flow ~ 1 week
3. Build the components and integrate everything into the solution ~ 4 weeks
1. Create unit tests for user interface ~ 0.2 weeks
2. Code user interface against unit tests ~ 0.8 weeks
3. Create unit tests for business layer ~ 0.2 weeks
4. Code business layer against unit tests ~ 0.8 weeks
5. Create integration tests for all modules ~ 0.2 weeks
6. Integrate and run tests for all modules ~ 0.8 weeks
7. Run end-to-end tests once all integration points tested  ~ 1 week
4. Perform all system-level tests; deploy solution ~ 2 weeks
1. Create system tests ~ 0.5 weeks
2. Perform system functionality tests ~ 0.5 weeks
3. Create user acceptance test (UAT)  ~ 0.5 weeks
4. Perform user acceptance test (UAT)  ~ 0.5 weeks
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Setting
Objectives of Interview
Determine how to measure franchisee satisfaction with their interactions
Determine goal for cost reductions due to lower data-entry mistakes
Determine goal for sales increases due to supplies being delivered in less time
Determine goal for sales increases due to customers knowing where coffee vans are
Determine goal for sales increases due to franchisees knowing where big events are
Determine goal for sales increases due to customer direct order from website
Determine goal for cost reductions due to new technology usage
Date, Time and Location
15 April 2016, at 9:00 am in Penny Li’s office
User Participants (names and titles/position)
Penny Li, CEO and MD of El Supremo Coffee and her support staff
Project Team Participants
Hank Shrader (Business Analyst), Skyler White (User Experience Designer)
Interview/Discussion
1. Should we use the Net Promoter System to assess franchisee satisfaction?
1. Should the goal be a percentage of accurate orders or based on franchisee satisfaction?
1. Should the goal be a percentage of faster orders or based on franchisee satisfaction?
1. Should the goal be a percentage of increased orders or based on customer satisfaction?
1. Should the goal be a percentage of increased orders or based on franchisee satisfaction?
1. Should the goal be a percentage of increased orders or based on customer satisfaction?
1. Should the goal be a percentage of decreased costs due to no legacy system maintenance or based on reduced costs in staff manually carrying out tasks?
Follow-Up
Important decisions or answers to questions
See attached write-up on Net Promoter System
Open items not resolved with assignments for solution
See item 2 and 3 on open items list
Date and time of next meeting or follow-up session
22 April 2016, at 9:00am
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	ID
	As A(n)
	I Want To
	So That
	Estimate
	Priority

	1
	CEO/MD
	Understand high-level business information
	I know how to improve the offerings of El Supremo Coffee
	10
	9

	2
	Accounting Manager
	Receive reports on detailed financial information
	I can accurately assess the financial health of El Supremo Coffee
	5
	8

	3
	Franchise Manager/
Trainer
	Receive training materials
	I can effectively train the franchisees in using it
	5
	7

	4
	Purchasing and Supply Manager
	Fulfil franchisee orders
	They are satisfied with the timeliness and quality of the stock we send
	8
	5

	5
	Marketing Manager
	Information on franchisee and customer needs
	I can deliver targeted marketing campaigns to them
	5
	4

	6
	Legal Manager
	Understand the legal implications of how El Supremo is meeting regulatory requirements
	We remain in compliance with appropriate laws
	8
	6

	7
	Franchisee
	An efficient and usable system
	I can run my business without worrying about the technology
	50
	1

	8
	Call Centre Staff
	An efficient and usable system
	I can help franchisees to run their businesses
	50
	2

	9
	Customer
	A simple system
	I can easily buy the products I want
	50
	3
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Functional
Reporting requirements
Generate high-level reports on: franchisee satisfaction; cost reductions due to data-entry mistake decrease; sales increases due to supplies being delivered in less time; sales increases due to customers knowing where coffee vans are; sales increases due to franchisees knowing where big events are; sales increases due to customer direct orders from website; cost reductions due to new technology usage
Allow CEO/MD to view above reports

Generate reports on detailed financial information
Allow CEO/MD and Accounting Manager to view above reports

Generate reports on fulfilment timeliness and quality
Allow CEO/MD and Franchise Manager/Trainer to view above reports

Generate reports on franchisee and customer needs
Allow CEO/MD and Purchasing and Supply Manager to view above reports

Generate reports on legal compliance
Allow CEO/MD and Legal Manager to view above reports
CRUD requirements
Allow franchisee or call centre staff to place order
Allow senior managers, franchisee or call centre staff to view order
Allow franchisee or call centre staff to amend order
Allow franchisee or call centre staff to cancel order

Allow call centre staff to add new franchisee information
Allow senior managers, franchisee or call centre staff to view franchisee information
Allow franchisee or call centre staff to amend franchisee information
Allow call centre staff to archive old franchisee information

Allow marketing manager to add upcoming events
Allow all users to view upcoming events
Allow marketing manager to amend upcoming events
Allow marketing manager to remove upcoming events

Allow centre staff to add new customer information
Allow senior managers, customer or call centre staff to view customer information
Allow customer or call centre staff to amend customer information
Allow call centre staff to archive old customer information

Allow customer or call centre staff to place order
Allow senior managers, customer or call centre staff to view order
Allow customer or call centre staff to amend order
Allow customer or call centre staff to cancel order
Non-functional
Usability requirements
Generate training materials for trainers and franchisees
Reliability requirements
Service Level Agreement states 99.9% uptime
Performance requirements
One second response time from button click to visual response
75 simultaneous client sessions on franchise system (currently 50 franchisees exist)
500 simultaneous client sessions on customer system
Same response times as above with maximum clients sessions
Security requirements
Financial information stored on client and server devices encrypted with 256-bit AES
Communication between client and server uses HTTPS or SSH
Minimum 10 character upper and lower case alpha, numeric and symbolic password for franchisee and customer access
Design constraints
Clients must be Windows, OS X or Linux OSes which support Google Chrome v40+, Internet Explorer v10+, Safari v8+. Mobile browsers not currently to be supported.
Servers must be Red Hat Enterprise Linux running on physical server with minimum 16GB RAM, eight-core x64 processors at 3.06GHz+, with 4TB storage+
Implementation requirements
Use Django web development framework for server side code which manages back-end functionality and creates client side code for browsers to consume
Interface requirements
System must be able to receive GPS information from satellites in XML format in XML Schema Document Type Definition determined by industry standards
Supportability requirements
Ongoing system maintenance to be performed by the same company that designed and implemented it
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Appendix A - Project Journal
	Date
	Task
	Time Taken

	13/04/2016
	Write Vision Statement
	1 hour

	13/04/2016
	Write The Opportunity
	1.5 hours

	14/04/2016
	Write Work Breakdown Structure
	2 hours

	14/04/2016
	Write Interview Agenda
	1 hour

	14/04/2016
	Write Key Requirements
	2 hours

	15/04/2016
	Write Key Functionalities
	1.5 hours

	16/04/2016
	Bibliography
	0.5 hours

	16/04/2016
	Write Contact/Company Information
	0.5 hours

	20/04/2016
	Edit and general review
	1 hour
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	Hank Shrader
Business Analyst
Tel 07 3160 4652
Fax 07 3160 9652
hank@silent-code.com.au
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	Skyler White
User Experience Designer
Tel 07 3160 4598
Fax 07 3160 9598
skyler@silent-code.com.au
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	Declan Keyes-Bevan
Chief Hacking Officer
Tel 07 3160 8654
Fax 07 3160 9654
declan@silent-code.com.au
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Declan Keyes-Bevan | 0061045018 | CIS3001 | Semester 1 2016
123 Albert Street, 
Brisbane, QLD 4000
Tel 07 3160 8000
Fax 07 3160 9000
www.silent-code.com.au
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