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19th April 2016

Ms. Penny Li 
Managing Director
El Supremo Coffee Company
39F Huaihai Plaza, 
No 1689 Central Huaihai Road, 
BEIJING 200031, 
PRC CHINA

Dear Ms Li,

Please allow us to congratulate you on the success, to date, of your company, “El Supremo Coffee”. We thank you for giving us the opportunity to assist you on the project of expanding and streamlining your business.

As requested, please find attached the report of the preliminary analysis of opportunities for growth, as described in your brief. The report commences with an outline of the issues currently limiting the expansion of the business. This is followed by a high level view of the system capabilities required to enable the desired results. Based on our knowledge of the current technological market, we include the recommended options, and list the benefits of each. 

The report further expands on the key requirements and functionality of the system, to assist in the decision making process. Our recommendations are based on the conclusions drawn from the analysis.

I can personally answer any questions you may have regarding the information presented in in the report. I will call on Monday to confirm that our meeting, scheduled for 29, April 2016, 11:00 a.m. is still suitable to you and answer any immediate questions you may have.


Yours Sincerely, 

Heather Wallace

Heather Wallace
BA, HMW Global Consulting

El Supremo Coffee
Customer Service Management System
Report prepared for: Penny Li - Managing Director
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System Vision Statement
Customer Service Management System
Problem Description
The marketing plan has resulted in rapid growth of the company and an increased volume of sales. This positive growth is overloading the current product order management system, which is being handled via a call centre. Call centre staff are unable to deal with increased demand, therefore are unable to successfully answer all calls and accurately fulfill franchisee orders, in a timely manner. This reduction of quality support is limiting the volume of sales and damaging the reputation of the company with its franchisees. It is having a detrimental effect on their confidence in the company and subsequently on their own business reputation with their customers.
Additionally, sales growth is limited, due to customers being unsure of where and when the coffee carts are available. Sales opportunities are also being missed, due to lack of readily available information, for franchisees, on upcoming sporting, musical, community and other events. Product sales are currently restricted to those made through franchisees, as there is no current medium for retail sales to the general public, considered a lost opportunity.
System Capabilities
This document gives a high-level overview of the CSMS system. Later documents will specify more detailed requirements. The system requires the following capabilities:
· Processing online sales orders from franchisees and retail customers
· Streamlining the order and delivery process
· Tracking and reporting order progress
· Storing and providing information on wholesale and retail products
· Storing and providing promotional information on the company
· Storing and providing information on event opportunities for franchisees
· Providing GPS information to customers on available coffee cart locations and times
· Collecting and storing the account details of franchisees and retail customers
· Providing up to date reporting on customer accounts, sales orders, stock inventory and financial information
· Scalability

System Benefits
The benefits of implementing the system are outlined in the following options table.1


System Opportunity/ Solution Options2

	Options
	Pros
	Cons
	Risks
	Expected Costs
	Benefits

	CSMS with GPS tracking application
using Sales as a Service (SaaS) Components
	· Business scalability
· Automated processes
· Reduce call centre labour
· Increase sales opportunity
· Increase customer satisfaction
· SaaS externally managed
· Cost effective
· Faster implementation

	· Initial cost
· Staff Training
· Compromise on specific requirements

	· Negligible
· Franchisee may have limited web ability
· Reduction of direct customer connection
	· Medium
	· Exponential sales expansion
· Operational efficiency
· Increased brand awareness
· Increased customer satisfaction
· Increased marketing opportunity

	CSMS with GPS tracking software using Proprietary Development (Python, Django)
	· Business scalability
· Automated processes
· Reduce call centre labour
· Increase sales opportunity
· Increase customer satisfaction
· Specify custom requirements
· Incremental delivery
	· Development cost
· Development time
· More expensive than SaaS
· Changes require additional development
· Staff Training
	· Longer development time
· Developed system not exactly as expected
	· High
	· Exponential sales expansion
· Operational efficiency
· Increased brand awareness
· Increased customer satisfaction
· Increased marketing opportunity
· Custom development to your specific requirements

	Increase operator numbers in call centre
	· Load balance calls
· Faster response time
· Potentially reduce order errors
	· Increased labour costs
· Increased training costs
· Expansion is limited
· Profitability is limited

	· Labour costs may be dis-proportionate to sales increase
· May not reduce order errors
	· Medium to High
	· Offers short term solution
· Reduce franchisee dissatisfaction

	GPS App alone
	· Increased business from advertising location times
· Improved customer confidence
· Franchisee engagement
	· Does not address ordering/ supply issues
· Limited business expansion
	· Not all franchisees willing to invest in GPS capable hardware
· Order fulfilment issues
	· Low
	· Increased business from advertising location, times
· Improved customer confidence
· Buy in from franchisees
· Increase brand awareness

	Do nothing
	· No immediate outlay
· No additional training required
	· Potential loss of business/ franchisees
· Slow or no expansion
	· Reputational damage
· Franchisee dissatisfaction
· Loss of Sales
· Limitation of expansion
	· Opportunity cost
	· None
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Stakeholder Analysis
4
Group
Stakeholder
Level of Influence
Level of Interest
Project Role
Internal
Executive
Penny Li - 
Managing Director

High
High
· Project Sponsor/ Manager

Accountant
High
High
· Financial feasibility of project
Internal Operational
Franchise Manager
Medium
Medium - High
· Convey needs of Franchisees to project manager
· Monitor level of acceptance to change

Trainer
Low
Medium
· Train system users

Purchasing and Supply manager
Medium
High
· Provide operational requirements to assist in design of the system
· Determine feasibility of supply/ demand increase

Marketing Manager
Medium
Medium
· Provide metrics on current advertising mediums
· Input on new mediums for promotion

IT Department Manager
High
High
· Responsible for assessing hardware requirements
· Integration of new system

Call Centre Manager
Low
Medium - High
· Communicate perceived effects of new system on Call Centre staff
External
Franchisees
Medium
Medium
· Provide information relating to increased business opportunities
· Provide important feedback on system usability

Software Developers
High
High
· Provide system software choice/ produce system components

UI Designer
High
High
· Use information from stakeholders to design Optimal User Interface

Customers
Medium
Low
· Customer opinion data can be analysed regarding consumer trends and feasibility of online store

Supplier
Low
High
· Ensure supply of product to company

Shipping Company Manager/ representative
Low
Low
· Provide information to determine company’s ability to deliver product within timeframes 
· Discuss any perceived issues due to system implementation

Event Managers 

Low
Medium
· Provide event calendars to assist with promotion of franchisee cart locations

Bank Representative
High
Medium
· Online Merchant Services



Work Breakdown Structure
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Discussion and Interview Agenda5


Setting
Objective of Interview 	
	Determine the scope of the required new system
Date, Time and Location 	
	April 29, 2016, at 11:00 a.m. in Penny Li’s office
Participants 	
	Penny Li, Managing Director of El Supremo Coffee
Project Team Participants 	
	Heather Wallace, BA and Jim Falconer, scribe
Interview/ Discussion
1. Is El Supremo a privately owned company?
2. How do you see this system changing your core business? 
3. What will happen if you do not implement this system?
4. What system do you currently have in place to manage orders, franchisee accounts, customers? Who manages that system?
5. How many orders per day are processed?
6. What are the most prevalent issues with the current system and what would you deem to be the single most important issue?
7. Apart from online ordering and GPS tracking, what operational facilities do you need from the system?
8. Who are the decision makers for this project and what timeframe would you allocate to obtaining a decision?
9. What is your budget for this project? Do you have projected loss figures if a new system is not implemented?
10. What is the existing IT infrastructure? Can you provide an overview of available hardware, if not who can?
11. What is the current level of technical capability of your IT staff, eg; experienced UI designers, web or software developers currently on your team?
12. How many intended internal users of the system?
13. If private company, what governance is there regarding franchisees?
14. Do you have anything else that you would like to add?
Follow up
1. Decision on available options
2. Unanswered questions
3. Unresolved open items
4. Date of follow up meeting: 6, May, 2016, 09:00 a.m.6

Key Requirements7
As a
I want to 
So that
Sponsor
· Expand my business operations
· Grow brand reputation
· Give franchisees confidence in the business
· Have an online ordering system

· Attract retail sales
· El Supremo becomes a major brand in Beijing
· Company can attract more franchisees and customers
· Franchisees can sell more coffee
· Order errors are minimised, call centre load is reduced, provide better service and automate reporting
· Company can grow customer base, sell more coffee
Accountant
· Remain within budget
· Easily obtain financial reports
· Cash flows are not depleted
· Monitor financial success, failure and impact of the system on the business and report to MD
Franchise Manager
· Easily monitor franchisee activity
· Provide support to franchisees
· Meet and exceed sales targets
· Opportunities for growth or obstacles to progress can be identified
· Franchisees have confidence in the company
· Franchisees receive a good return on investment and more can be encouraged to join
Franchisee
· Advertise my location 
· Advertise time at specific location
· Access information on events
· Quickly place my orders
· Know that my stock will arrive on time
· Receive good returns on investment
· More customers can find my business
· Customers know when to leave their building to buy coffee 
· I can capitalise on volume custom
· I can spend more time selling product
· Protect business reputation and provide quality service to my customers
· Franchise can continue trading and expand
Trainer
· Rapidly train system users
Raise accuracy level
· Business operations are uninterrupted
· Users can competently use system after 2 weeks of training
· Users can easily carry out the order process and eliminate errors

Purchasing and Supply Manager
· Easily obtain up to date stock reports
· Have easy access to all suppliers’ details
· Efficiently manage incoming/ outgoing stock levels
· Monitor existing supplies, plan/ execute purchasing operations, mitigate over/ under stocking losses
· Quickly contact suppliers to order, monitor external supply levels, 
· Reduce, if not eradicate supply delays due to backordering
Marketing Manager
· Collect customer contact details
· Send details of promotions and special offers to the customer
· Allow the customer to share special offers on social media
IT Department Manager
· Integrate system into current architecture
· Ensure system is secure
· No additional hardware is required
· Safeguard company data


Key Functionalities
Functional Requirements
The system shall have the following key functionality:
· Process franchisee and retail customer orders 
· Alert order dispatch personnel
· Accept and securely process credit card transactions
· Allow: 
· Order tracking: dispatch time, courier pick up time, delivery time
· Internal company users to log into the back-end user interface (UI) by use of a password
· Upload of images and textual product information via the back-end UI
· Editing of product, franchisee and retail customer details by logged in user
· Franchisees and retail customers to log into their account, via the website, by use of a password
· Display to website:
· All available El Supremo Coffee products, their images, pricing and descriptions
· All relevant El Supremo Coffee Company information and contact details
· GPS locations of El Supremo Coffee carts
· ETA at locations by El Supremo Coffee carts
· Details of upcoming sporting, musical and other events to the franchisees
· Produce alerts if dispatch does not occur within 18 hours of order
· Produce, on demand, the following reports:
· Franchisee/retail sales reports
· Customer detail reports
· Individual customer transaction reports
· Individual and consolidated financial reports
· Inventory reports
· Alert the purchasing and supply manager when stock levels of a product fall below set minimums
Non-functional Requirements
Usability:
· 98% of internal users shall be able to operate the system, without error, after 8 hours of training.
· 98% of technically capable franchisees shall be able to access their online account after .5 hour of training.
· 98% of technically capable franchisees shall be able to place online orders after 1 hour of training.
· website users shall be able to navigate to a product category in one mouse click
· placing an order shall require no more than 3 clicks from the user

Reliability and performance:
The system shall:
· Be available for use 99% of each 24 hour period
· Be unavailable for less than 30 minutes, 1 day of each month, for maintenance/ upgrades

Performance:
The system shall:
· Provide 98% of web page display responses in no longer than 3 seconds
· Process the order in no more that 3 minutes, 98% of the time

Security:
The system shall securely store the following:8

· Customer credit card details
· Customer details
· Financial data
· Sales data
· Order data
· Account details

Additionally, the system shall:
· Access the accounts and process orders using 128-bit encryption processes
· Adhere to governance relating to franchisee agreements
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Conclusion
Our analysis finds that; to effect expansion of the company cost effectively, efficiently and to enable its continual growth, the company must provide unfailing support and supply to its franchisees. To fulfill all of the requirements elicited, it is proposed that a Customer Service Management System (CSMS) and integrated GPS tracking application be implemented. Of the options provided in the report, this can be most rapidly and effectively achieved by use of Software as a Service (SaaS) componentry. The SaaS provides a readily usable, tested and commercially viable, scalable solution. [Appendix B]

The requirement of tracking the coffee carts is best handled by the “GPSTrackIt” online application, which can be customized to provide both useful information for the business, and location availability for customers. [Appendix C]

The report confirms that development of a proprietary CSMS and GPS tracking could inflate both the cost of the project and the deployment time.

Recommendations
The following recommendations are made based on the conclusions of this report:
· Interviews with key stakeholders to be conducted
· Questionnaires to be distributed to users
· Collate and perform further analysis on information obtained by interviews/ questionnaire 
· UI designer to review collected information and provide design

Providing the secondary analysis is consistent with the preliminary brief, the recommended course of action is:
· Procurement and implementation of the commercially available SaaS “Infusionsoft”
· Procurement and installation of fleet management software application “GPSTrackIt” 
· Software developers configure both systems to your requirements
· Deploy system

















10


References
Angeles S, Business News Daily, 2016, viewed 10 April 2016  
image source<http://www.businessnewsdaily.com/8291-best-gps-fleet-tracking-systems.html>

China Beijing, D-Maps.com, 2007, viewed 17 April 2016
<http://d-maps.com/carte.php?num_car=21507&lang=en>
Infusionsoft, 1260 South Spectrum Boulevard Chandler, Arizona 85286, viewed 10 April 2016 <https://www.infusionsoft.com/software/features/online-store>
11


APPENDICES
Appendix ADate
Task
Time
Time Taken
9 April 2016
Read and analyse the brief and plan
07:00 – 08:30
1.5 hour
10 April 2016
Investigate suitable technologies
07:00 – 10:30
3.5 hours
11 April 2016
Create System Vision Statement
09:00 – 12:00
3 hours
12 April 2016
Define problem/ opportunity options
15:00 – 19:00
4 hours
13 April 2016
Conduct Stakeholder Analysis
12:00 – 13:30
1.5 hours
13 April 2016
Draft CEO Interview agenda 
13:30– 15:30
2 hours
14 April 2016
Develop table of key requirements
09:00 – 12:00
3 hours
16 April 2016
Analyse and list the key functionalities of system
09:00 – 13:30
4.5 hours
16 April 2016
Collate documentation and optimise report format
13:30– 15:00
1.5 hours
17 April 2016 
Investigate cover image options and create suitable graphics
09:30– 10:00
.5 hour
17 April 2016
Begin analysis of work breakdown
10:00 – 12:00
2 hours
18 April 2016 
Continue analysis of work breakdown
09:00 – 11:00
2 hours
19 April 2016 
Write cover letter
19:00 – 20:30
1.5 hours
20 April 2016 
Develop Work Breakdown Structure
18:00 – 19:30
1.5 hour
9-20 April 2016 
Create journal of work

Cumulative: 1 hour
20 April 2016 
Create Table of Contents
19:30 – 20:00
.5 hour
20 April 2106
Add references to work
23:00 – 23:15
.25 hour
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END REPORT
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With Infusionsoft managing your sales pipeline, you can set up
actions that trigger when a sales rep updates an opportunity
record. This allows you to create strategic, automated follow-up

sequences that are specific to the prospect's stage of the cycle.
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Why GPSTracklt?

Credit: GPSTracklt

GPSTracklt is our top pick for the best GPS fleet-tracking mobile app because
it is affordable, easy to use and packed with features. Whereas many GPS
fleet tracking apps limit capabilities to just the very basics, GPSTracklt is a
full-featured app that has everything you need to monitor vehicles and
drivers anytime, anywhere from iOS or Android devices. We also like that the
company doesn't have a minimum-entry requirement (most vendors require
anywhere from five to 10 vehicles to get started), making it a great choice for
small businesses.
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