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Summary

This document outlines the user profiles for the sales automation system and the external Internet Web site. Each section includes a summary of the users that use the system and details about each user.

User Profiles for the Sales Automation System

	Sales solution user
	Brief description

	Sales representative
	Downloads and uploads customer and sales order information, which affects accounting, inventory, and product data. Views customer and product data. Enters customer information and order information.

	Territory sales manager
	Downloads and uploads customer and order information, which effects accounting, inventory, and product data. Views customer and product data. Enters customer information and order information. Creates and views reports for customers that manager owns and also for the manager’s sales team.

	Regional office administrator
	Browses, enters, and reviews departmental information online. Views customer and order information to provide information to customers about their orders.

	IT professional
	Maintains the data and the applications for sales. Modifies the applications that manipulate the data. Troubleshoots the system when field encounters a problem.

	Accounting
	Reviews order and customer information to generate invoices and troubleshoot invoicing questions.

	Executive
	Generates reports to gain knowledge about current sales and forecasting.


Sales Representative

The sales representative is the first point of contact for retail and resale Adventure Works Cycles customers. A sales representative is assigned to a region where an Adventure Works Cycles office is located. Each sales representative has a territory sales manager who manages the team of sales representatives in a regional office.

The sales representative is a computer user. This means that the representative is eager to learn how to use a computer. The representatives are also looking for ways in which the computer can make their jobs more efficient. Therefore, when new technology becomes available, the representative might know about the technology and might even make requests to the company to adopt the new technology.

The sales representatives will access customer and product information by means of a laptop or a Microsoft® Windows® CE–based device. They will use these devices to look up information, create and modify customer orders and customer information, and make updates to information for which they are responsible. The representative will also access centrally located data by means of the company’s network, so the representative is familiar with networking concepts on the user’s level.

Sales representatives can make changes to the data they can access. The data that sales representatives can change is limited to information about their own customers. Representatives have viewing privileges to data that is located in customer information, accounting, product, manufacturing, and inventory. Representatives cannot modify product data.

Areas of improvement noted by the sales representative are:

· Transfer of data takes too long because all data is transferred rather than just the data that has changed.

· Data needs to be localized for the offices located in non–English speaking regions. 

· It should be easier to analyze data so that sales representatives can make smart decisions about their customers.

· It should be easier to target certain customers and regions for sales opportunities and promotions.

Territory Sales Manager

The territory sales manager has all the duties that a sales representative has, in addition to the task of managing the sales staff. All managers have their own set of customers. Therefore, managers have the same duties and requirements that sales representatives have. In addition, each manager is responsible for reviewing the data and customer activity of that manager’s sales staff.

Like the sales representative, the territory sales manager is a computer user. Typically, a territory sales manager has been promoted from a sales representative into this position. Therefore, the manager knows the sales representative’s job and understands the issues associated with the responsibilities. The manager will acquire additional computer skills, mainly in the area of data extraction and reporting (in the form of ad hoc queries).

Managers can make changes to customer and order data not only for their own customers but also for the customers of their sales staff. For example, a sales representative is allowed to provide up to a 15 percent discount without approval. The manager, however, has the privilege to apply a discount of up to 20 percent, and therefore can make that change in the order or approve the change for a sales representative.

Areas of improvement noted by the territory sales manager are:

· Transfer of data takes too long because all data is transferred rather than just the data that has changed.

· Data needs to be localized for the offices located in non–English speaking regions. 

· It should be easier to analyze the data so that sales representatives can make smart decisions about their customers.

· It should be easier to target certain customers and regions for sales opportunities and promotions.

· Obtain clear information about future sales opportunities and share that information across the sales staff.

· Provide better reporting and forecasting of regional office business so that the team can make adjustments more quickly to address problem areas.

· Minimize the amount of technical skills a sales representative needs to work with the system.

Regional Office Administrator

The regional office administrator is responsible for the logistics of the regional office. The administrator will distribute mail to employees, answer phones, schedule appointments for the sales staff, and help customers obtain information about their orders.

Administrators have a good understanding of how to use computers. They have access to customer and order data but can only read the information; they do not have privileges to modify this data. These privileges allow the administrator to look up customer information and provide customers with status updates on their orders. In addition, administrators are able to help customers contact their sales representatives when the representatives are out of the office.

Administrators will access customer and order information that is located on the central servers. Therefore, if a sales representative makes changes to this information during the day, administrators will not see the changes because the sales representative has those changes only on a local device. The changes are not propagated to the central server until the sales representative connects to the network and uploads the data.

Areas of improvement noted by the regional office administrator are:

· Data for customers and orders is not current enough.

· Administrators cannot make simple changes to data. Simple changes include changing shipping dates, contacts, and shipping destination addresses.

IT Professional

The IT professional is responsible for maintaining the system, ensuring that the data is always current and safe, and troubleshooting problems and errors that occur in the system. When sales representatives encounter problems, they call the IT professional for support. The IT professional will monitor the system for load and take corrective action if the load becomes too high. This person will also create backups of the data on the system both incrementally and in full at certain times during the day and week.

IT professionals have extensive technical knowledge; however, they do not have much experience in other job functions, such as sales and marketing. As a result, IT professionals might have some difficulty in understanding the issues that a sales or marketing user would have with the system. Solutions to problems are found more quickly when these users speak to the IT professional in technical terms.

The IT professional is the first line of support for the company. In its current state, the system is generating a large number of errors. Recently, the volume of support calls has increased by approximately 23 percent. The increase is causing IT professionals to spend more time attempting to solve user problems.

Areas of improvement noted by the IT professional are:

· Too much load on the current system.

· Too much downtime to maintain the system.

· No enterprise-wide data backup policy.

· No central point for network monitoring and software deployment.

· Need to minimize the number of support calls so that the group can work on solving problems before they occur.

Accounting

Accounting accesses customer and order information to create invoices for orders that customers have placed. Members of the Accounting department do not have the ability to change customer information, but they do have the ability to change order information. However, if accounting makes a change to a customer’s order, the sales representative is notified and is asked for approval before accounting can continue the invoicing process.

Members of the Accounting department understand how to use computers and how to use the current system, but they are not technically savvy. When people in accounting make mistakes that cause problems to occur in the system, they typically are unable to correct the problems themselves. As a result, accounting will contact either the sales representative or the IT professional for assistance. Typically, accounting will receive better problem resolution from the sales representative because the representative tends to better understand the problem that accounting is having.

Areas of improvement noted by accounting are:

· Minimize the amount of technical knowledge needed to operate the system successfully.

· Make it easier to obtain data from the system.

· Make the data more intuitive for accounting purposes.

· Provide a better problem-resolution process.

Executive

Executives typically have experience in sales and business and are not technically savvy, although they typically know how to use a computer. The executive will use the system to create reports related to current sales, and forecasts for future sales and revenue. In addition, the executive might use the information in the system to prepare for a meeting with a particular customer.

Like accounting, if executives encounter a usability problem with the system, they will typically call the sales representative or the territory sales manager to solve it. More often than not, because of the level of technical skills required to use the system, the problem occurs because of the way the executive is trying to access the system, not because of the system itself.

Areas of improvement noted by the executive are:

· Minimize the amount of technical knowledge needed to operate the system successfully.

· Make it easier to obtain data from the system.

· Make the data more intuitive for reporting and forecasting.

· Provide a better problem-resolution process.

· Provide a simple way to access standard reports and create ad hoc queries without requiring much technical knowledge.

User Profiles for the Web Solution

	Web solution user
	Brief description

	Customer
	Browses and orders products online, views and prints product specifications and documentation, tracks personal orders.

	Order intake operator
	Browses and orders products online, views and prints product specifications and documentation, tracks orders for customers, adjusts pricing information for special promotions and preferred customers.

	IT professional
	Maintains the data and applications for the Web solution. Troubleshoots the system when customers or order intake operators encounter a problem.

	Data entry operator
	Adds, updates, and deletes product data. Adjusts catalog and pricing information as defined by the business.

	Order fulfillment
	Receives order and customer information. Uses this information to package and ship products. After a product ships, updates order information with tracking numbers and shipment information.


Customer
Customers will access the Web site to view products and product information, to order products, and to view pending orders that they previously placed. The project team established an assumption that customers know how to use a computer but are not technically savvy. Therefore, customers must be able to browse a Web site with ease and be able to query the system without having technical skills.

Customers should be able to move to any section of the Web site without having to go through the browser’s page history. The Web site should contain some form of toolbar that is always visible, no matter which page the customer is viewing. The toolbar will allow the customer to move to various main sections of the Web site. These sections might include home, order status, product descriptions, shopping cart, and help/contacts.

Areas of improvement noted by the customer are:

· No current solution to provide for online ordering and order tracking.

· Difficult to track an order after it has been placed. Need to call Adventure Works Cycles to obtain this information.

· A shipment tracking number is not assigned when the order is placed. Adventure Works Cycles must be called multiple times before a tracking number is provided.

· Customers typically wait for approximately seven minutes before they can talk to an order intake operator.

Order Intake Operator
The order intake operator performs tasks similar to those of the customer. Order intake operators all have their own special accounts that allow them to place orders on behalf of customers. Once an order has been placed by the operator, the customer can obtain order status by calling the order intake operator. The operator is able to view the customer’s record and orders and provide order information to the customer.

The operator has the ability to make simple modifications to customer and order information. Some of the information the operator might want to change in a customer’s account includes shipping address, billing address, and phone numbers. The operator can also make simple modifications to order information, such as quantity ordered and shipping date. With supervisor approval, the operator can make pricing changes for specific customers when orders are placed.

Areas of improvement noted by the order intake operator are:

· Tracking is accomplished through order intake operators. Therefore, the operators spend approximately 40 percent of their day providing order tracking information to customers rather than taking new orders.

· The operators would like additional privileges that would enable them to modify pricing information on a per order basis. Operators are able to discern when a discount should be applied, yet they are required to get approval from their supervisor prior to applying a discount. Obtaining an approval from a supervisor takes at least 10 minutes per request.

IT Professional
The IT professional is responsible for ensuring that the product, customer, and order data is current, and that all data is backed up regularly to prevent data loss. The IT professional is also the support center for the order intake operators and the customers. An order intake operator would most likely call the IT professional when a problem was encountered, whereas the customer would send an e-mail request to the site administrator. The typical support request from operators and customers is “Where is my order?” This typically means that the operator cannot find the order in the system, or that the customer is simply trying to obtain the status of an order without calling customer service. Most customer queries about order status either go unanswered or are forwarded to order fulfillment by the IT professionals because they do not have time to locate this information. 

IT professionals have extensive technical knowledge. However, they do not have much experience in other job functions, such as order entry and fulfillment. As a result, IT professionals might have some difficulty in understanding the issues that an order intake operator would have with the system. Solutions to problems are found more quickly when these users speak to the IT professional in technical terms.

Areas of improvement noted by the IT professional are:

· Too much load on the current system.

· Too much downtime to maintain the system.

· Need to minimize the number of support calls so that the group can work on solving problems before they occur.

· Need to minimize the number of tracking request calls from both operators and customers.

Data Entry Operator

The data entry operator is responsible for maintaining the product data that is viewed by customers and order intake operators. The data entry operator will enter new product data, modify existing product data, and delete obsolete product data. The data that the operator can access includes pricing information.

The data entry operator is a computer user but is not technically savvy. The company has a small staff of permanent employees that fulfill this role but will also hire contractors when needed. Therefore, the data entry operators are not required to know how the systems work. They run a small application that provides input screens for the products. Once the data is entered, the operator is given the chance to review the data before committing it to the database.

Data for the products typically comes from engineering and product marketing. Both departments have their own jargon, acronyms, and abbreviations. When operators are entering data, they might encounter information that is not clear or that is inconsistent. When this occurs, the operator needs to locate the owner of the data to clarify the meaning and resolve the inconsistencies. This task is time consuming.

The data entry application is a custom solution that was an internal effort created by Adventure Works Cycles employees. As a result, there is no official support resource for when problems arise. Typically, the operator will contact an IT professional for assistance. The IT professional might not be familiar with the application or the problem and will need to research the issue before providing a solution.

Areas of improvement noted by the data entry operator are:

· There is no official support resource to resolve issues with the data entry application.

· The application is old and is Microsoft MS-DOS® based. A Web-based solution would be much more desirable.

· Information provided by engineering and marketing can be difficult to read and understand. Often the data between the two departments can conflict. This results in data entry errors and time spent tracking down the owners of the data to correct the problem.

Order Fulfillment

Once an order has been placed by an order intake operator, the order needs to be processed and completed. The order fulfillment person performs this task. Currently, order fulfillment receives an orders report each morning. The report lists all the orders placed within the past 24 hours (or 72 hours when printed on a Monday) and the customer information and details about each order.

Order fulfillment is responsible for packaging the order, logging inventory changes in the inventory system, and shipping the product. Once the shipping company picks up the order, a tracking number is generated and given to order fulfillment. Order fulfillment modifies the order record by adding the tracking number and the date and time the order shipped to the customer.

The processes of logging inventory changes and entering shipping and tracking data is manual. For example, when a product is taken out of inventory, the order fulfillment person is required to log on to the inventory system and manually update the inventory for that product.

Areas of improvement noted by order fulfillment are:

· Order reports are not generated when the order is actually placed. This makes it difficult for order fulfillment to manage workflow. For example, the number of orders placed on Monday might be significantly less than the number of orders placed on Tuesday. Order fulfillment might complete Monday’s orders early on Tuesday, whereas order fulfillment might not complete all of Tuesday’s orders on Wednesday, forcing order fulfillment to continue completing Tuesday’s orders on Thursday. If orders arrived immediately to order fulfillment when the orders were placed, the orders could be fulfilled in a more timely fashion and order fulfillment would be able to better manage workflow.

· The order intake operator often calls order fulfillment when a customer is requesting an order status. This occurs when order fulfillment has not updated the order record with the tracking and shipment information. Occasionally this information can get lost prior to entering the system because data entry is a manual process.

· Inventories can get out of synchronization because logging inventory changes is a manual process.

· The time it takes to log the shipment and tracking information is too long. This process should be automated.
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