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WP 2.3 Customer and Market Requirements

WP 2.3 serves in order to define the essential requirements for the innovative shop and online system from a user point of view. The main focus lies on the required functionalities

WP 2.3.1 – Requirements for Customer Data Base

WP 2.3.1.a - Customer Data Base 

Customer data will be owned by those parts of the system that have direct customer contact and therefore generate that kind of data.

The database that contains customer’s data is an important part of the ISHTAR’s System Architecture.

Customer data needs to be structured in four main parts:

· Personal data  (WP 2.3.1)

· Synthesis of previous orders (WP 2.3.7) 

· Details of actual order (WP 2.3.7)

· Measures (WP 2.3.1)

WP 2.3.1.b - Customer Data Base – Personal Data
Personal data containing name, address etc. is the first part of an order: They are not only data that can be used for customer’s identification  but also to store the principal items that are useful to classify the habitudes and style of life . The personal data set will be stored and can be triggered through the assigned customer code number.

In case of a new customer, the first action of the system is to assign a code and to open a page  for the input of all Personal data that Customer is inclined to say; Employee’s cleverness is important to ask and derive as much as possible information.

In case of an old Customer, a Customer that already has a code number, the Employee must input Customer’s code and the system opens the personal data page: this  for eventually update of existing information.

Element
Type
Suggested Length 

Name
A
30

Surname
A
30

Birth date 
Date
10

Phone numb.
N
10

Mobile Phone numb.
N
10

Home Address + Zip
A/N
50

Others Address + Zip
A/N
50

…………………
“”






Family Members & posit.
A
10 + 30

Fam.Memb. birth day
date
10

…………………
“”


…………………
“”


Hobbies
A
30

…………………
“”


…………………
“”


Type of Car
A
30

…………………
“”


Type of Credit Card
A
20

…………………
“”






Business Title
A/N
50

Office – Company – … name 
A/N
40

Business Address + Zip
A/N
50

Telephone
N
10

Others Tel. Numb.
N
10

Fax
N
10

Job
A/N
50

Others Titles
A/N
50

…………………..







Customer Classifications
A/N
30 

different Cust. classification codes





Comments
A
50

Identification Code
N
13

WP 2.3.1.c – Customer Data Base – Synthesis of Previous Orders

In terms of effective marketing efforts, it is key that the Employee knows the buying behaviour of the Customer at the beginning and during sales operation and specifically during a made to measure sales operation.

Therefore is important to list all previous orders and their mainly identification items.

Customer ID Code
Xxxxxxxxxx






Order Date
Order Number
Product Family
Collection/ Model
Notation / Personalization

Adaptation
Value
Measurement modality +

Link to Measures DB

xx/xx/xxxx
xxxxxxxxxxxxx
Jacket P/E 99
Flying Cross

SN101
changed lining

changed buttons
Lire 

1.100.000

Euro                                 558.2
Manual meas.:

Variation stored in DB xxxxxx

xx/xx/xxxx
xxxxxxxxxxxxx
Jacket 

A/I 98
Flying Web

WB202
changed lining

enlarged
Lire 

900.000

Euro                                 464.8
Automatic meas.:

Measures stored

in DB xxxxxx









WP 2.3.1.d – Details of Actual Order

When simulation and measurement processes are finished, the system knows only the codes of the model and of the material. 

At this point the system shows another page that specifically draws the user to input data necessary for a correct sending of the Order to the Supplier.

This part of the Order is subject to EDI standard (see WP 2.2.3 and the document that will be produced). 

Customer xxxxxxxxxxxxx activated xx/xx/xxxx

Name
Type
Length
Comments

Internal Order Numb.
N



Date
date
10


Supplier code
N
8
Code assigned to the Supplier

Supplier Description
A/N
20
Look up file 

Model Code
A/N
6
Assigned By the Supplier and derived from Garment’s DB

Fabric Code
A/N
5
“”         “”          “”

Fabric Colour Code
A/N
5
“”         “”          “”

Link code
A/N
3
“”         “”          “”

(ex. links trouser to jacket)

<other linked product> 


If other products are linked to the first previous 4 rows must be repeated 

“”       “”         “”


“”         “”          “”

Collection code
N
4+1
Derived from garment DB

Label + Tag Code
A/N
2+2
Defined by the Supplier 






Company /Store 

(code + description)
A/N
30
Who send the Order

(descript.= look up Suppl. MIS)

Company /Store 

(code + description)
A/N
30
Where Product must to sent

(descript.= look up Suppl. MIS)

Delivery Date
N
8
Date of delivery






Price
N
10+10
Sales Price  of Ordered Products

In national Currency and in Euro

Cost
N
10+10
Cost of Ordered Products

In national Currency and in Euro






Notes
A/N
50
Free notes regarding this Order






<link>


Link to Measures DB

Link to Personalization DB

Link to Adaptation DB

WP 2.3.1.e – Measures

· Measures Data

Absolute measures or variations to Reference Garment’s measures, must be stored in a specific DB at the Retailer site. 

Those Customer’s data are indexed by Customer code; other keys are: order number, date, product’s family and model’s code.

Relative Measurement

Even if the Made to Measures process starts from a Reference Garment, there are some absolute measures that must be taken: these are useful to define Size – Drop – Height according to rules and examples defined by Hitman’s document “Sartoriale: guida alla compilazione del modulo d’ordine”.

Size – Drop – Height are important data for every Order.

It’s important that all criteria and rules or others will be shown on a specific graphical page that will be an important tool for the Employee.   

Jacket’s measurement: starting from a specific Reference Garment, it’s important to specify:

· Model Code (that can be comprehensive of Collection code and Model code)

· Size – Drop – Height 

Jacket specific adaptations or means of personalization should be described right away: vents, flaps, buttons, Initials, lining, buttonholes, fine stitching etc.

The employee needs to define the necessary variations according to reference schemes that are shown (pictures) on the pages that appear on the PC-Client.

All pages that guide the Employee through the sizing procedure can be exactly derived from  Hitman’s document “Sartoriale: guida alla compilazione del modulo d’ordine”. 

Trousers’ measurement: starting from a specific Reference Garment, is important to specify:

· Model Code (that can be comprehensive of Collection code and Model code)

· Size – Drop – Height 

Specific elements: pockets (form and number), front buttons or not, watch pocket, belt holders, etc..

Like for Jackets, the  Employee is invited to define the adaptations variations according to the reference  schemes shown (pictures) on the pages that appear  on the PC-Client.

All pages that guide the Employee through the sizing procedure can be exactly derived from  Hitman’s document “Sartoriale: guida alla compilazione del modulo d’ordine”. 

Vest’s measurement: starting from a specific Reference Garment, is important to specify:

· Model Code (that can be comprehensive of Collection code and Model code)

· Size – Drop 

Again the Employee is invited to fulfil numerical variations according to references schemas shown (pictures) on the pages that appear  on the PC-Client.

All pages that guide the Employee through the sizing procedure can be exactly derived from  Hitman’s document “Sartoriale: guida alla compilazione del modulo d’ordine”. 
Absolute Measurement

This paragraph will be filled by Lectra/Hitman.

· Personalization 

It is a set of possible adaptations that the Customer may ask for his garment. 

Available personalizations are depending  on:

-Stylist idea

-Supplier flexibility

-Model adaptations

· ………………

In term of data, all Personalization can only be described on a free field and sometime description can be better qualified with specific Supplier’s codes or Flag (Y/N).

The Supplier proposes  a maximum of 10 Personalization.

Italian language
English language
Used to
Type 
Length 

Pattine
Flaps
Needed or not
Flag (Y/N)
1

Bottoni
Buttons
Change buttons according specific bunch 
Descriptive (A/N) 

coded using code (if any) defined on specific bunch
30

Fodera
Lining 
Change lining according specific bunch
Descriptive (A/N) 

coded using code (if any) defined on specific bunch
30

Fondo Pantaloni
Cuff
Needed or not
Flag (Y/N)
1

Asole Aperte
Open Buttonhole 
Needed or not
Descriptive (A/N) coded using code (if any)
30

Impunture
Fine Stitching
Needed or not
Descriptive (A/N) coded using code (if any)
30

Spacchi
vents
Sibe, middle or not
Descriptive (A/N)
30

1 - Modifica non codificata
Initials
free
Descriptive (A/N)
30

2 – Modifica non codificata
2- Non predefined Personalization
free
Descriptive (A/N)
30

3 – Modifica non codificata
3- Non predefined Personalization
free
Descriptive (A/N)
30

· Adaptations

Is a set of “flags” that,  starting from Reference Garments, are necessary for a better adaptation of the garment to the Customer’s conformation and physical aspect.

Setting of those flags is an images driven process: on a specific page, sketches are  shown  to qualify all the possible adaptations.

Tipo di Conformazione (Italian language)
Type of Adaptation (France language)
Shown by a specific Image on a specific page
Action

Conformazione:

-sporgente

-forte panciuto
Conformation

-fort

-tres fort
Yes

Yes
Y/N

Y/N

Tenuta:

-normale

-rovesciata
Tenue

-normale

-renversee
Yes

Yes
Y/N

Y/N

Schiena:

-curva

-molto curva
Dos

-voutee

-tres voutee
Yes

Yes
Y/N

Y/N

Spalle:

-spalle alte

-spalle basse
Epaules

-epaules hautes

-epaules basses
Yes

Yes
Y/N

Y/N

Spalle Differenti

-spalla sinistra

-spalla destra
Epaules Differentes

-epaule gauche

-epaule droite
Yes

Yes
Y/N

Y/N

Technical Requirements (Neosis)

2.3.2 General guidelines for the user interface (to be delivered by Neosis)

· Fully compatible to all aspects of the Windows technology. 

· Graphical user interface for all parts of the system. 

· Same GUI for all fields of application: shop, www, field/sales representatives

2.3.3. Internet and sales representative channel of the system
The www channel of the system will be accessible via www.ISHTAR.com (domain and name of the system to be defined) and www.AlFerano.com / www.COIN.com. Internet and sales representative channel will basically similar in appearance and handling /GUI. The sales representative channel will be accessed offline via CD-ROM and notebook. It will be a kind of "Intranet" application comparable to the Internet site.

The basic functional requirements are:

Customer benefit from internet site

· Information on the company, the procedures and the shopping

· 24 hr. access

· easy shopping process, particularly for repeat customers

· additional information/infotainment: 

· "the top 10 shirts", 

· "customers that buy that kind of suit also buy that kind of shirt / tie", 

· "measurement database", 

· "style guide"

· easy and secure payment 

· regular information via Email newsletter on trends and bargains

One of the main benefits of the site from a customer point of view is the integration into a working system of shops, representatives and electronic shopping. Therefore it is a key requirement that every user/customer receives a code that works for the whole system. (It may be necessary to give out smart cards to customers

Marketing and sales requirements
· The ordering part of the site must be reachable within two clicks.

· The product offerings are: 

· suits: all regular sizes and (half) made to measure, roughly 50-70 fabrics

· shirts: all regular sizes and made to measure, roughly 40-50 fabrics

· ties

· all models/products and fabrics need to be viewable and to be described

· Loading of pictures may not take longer than 10 seconds

· Database with all models and reference measures

· Shopping basket for ordering process

· Marketing: Cookie for immediate customer recognition and 1:1 marketing, ordering history, customer specific recommendations, 

· Email newsletter functionality: customer registration (Email address obligatory) with password and user name

· Integration of games or auctions that increase traffic on the site

· Redesign of the site every three months

The electronic shopping standards and "musts" are defined by the likes of Amazon, GAP, H&M. These standards need to be regularly observed and fulfilled.

Technical and organisational requirements

· Accessibility of the site via all generally used browsers

· Loading of the homepage may not take longer than 15 seconds. 

· Secure server for payment transaction, credit and EC card

· Central management of the site, which is responsible for the updates, the technical functionality and the further development of the site

· The product offerings need to be defined by a gremium composed of shop management, sales representatives and representatives of the electronic shopping field

· Pictures need to be shown in jpg or tif - format

Requirements for the sales representative channel

The sales representative channel of the system serves in order to support the sales representatives who visit customers at home or at their workplace. 

As a basis, the sales representatives will have all the functionalities provided by the website. In addition they need to have an "Intelligent Assistant".

The Intelligent Assistant consists of the modules:

· training

· products

· sales management
The training module needs to

· provide an overview of the ISHTAR sales and ordering processes

· give particular hints on the sales process and the customer handling

· provide sales representatives with a broad understanding of the ISHTAR concept and philosophy

The products module needs to

· provide detailed backup information on products, fabrics and production process

· explain cuts and measurement alterations

· show photographs of the products

The sales management module comprises

· a customer database

· a support tool for controlling purposes (planning/budgeting, actual numbers, benchmarks on "sales", "margins", "new/old customers")

2.3.4 Requirements for the shop channel of the system

Additional for Advertising

During last 23-04 meeting, Hitman have introduced a set of additional materials intended for:

· Promotion of Made to Measures service: it’s a depliant named “Sartoriale” that promotes, using photos and descriptions of garments style, fabrics, garments quality, different garments’ models and their effort in research and in style. It’s an elegant and essential booklet that can be offered to Customers and curious.

· Description (quite technical) of the “Flying Cross” collection: it’s a series of sketch, one for model, that describe the offering in term of different size, drop, height and corresponding measures; perhaps this document can be better classified as a training accessory.

· In a shop it’s important the presence of  other materials:

· Poster that describe the proposed service (personalization and options, quality, accuracy, expertise, convenience, delivery)

· Specialized Fashion Magazine

· Gadget as CD-Rom that  illustrates and presents Garments‘ collection and fabric and service.

· A complete set of  Tailor’s tools. 

Training Accessories 

Employees and Tailors are principal Promoters of the Made by Measures  service.

For this reason  they are to be trained in term of  specifics tailoring activities, fashion trends, newest and classical fabrics, sales ability and psychological approach: all these issues are important leverages and are specifics for the training  activity that Ishtar have  well classified and defined.

Hitman present also a specific Cassette actually used  for training phases: it’s an important starting point for a new cassettes to be realized before in  store installation.

Besides Hitman present an important booklet that describes all possible garment’s personalization and, with sketch and comments, shows how to be  intended and  how are to be manually taken all possible measures.

This booklet is an important guideline to be used to develop PC’s pages that will be the best driver for employees and tailors during measurement operations.

Measurement  Area 

Hand Measurement

When a Made to Measures service starts,  a shop area  must be reserved to:

· agreeably entertain  Customers

· host tailor’s work tools 

· show depliants, media, magazines, advertising materials and gadgets

· all reference garments

· hardware devices necessary for best input operations, controls, order management

Automatic  Measurement

In this case all features are same as above but, obviously, a more specific measurement area must be reserved for host  the machine for automatic measurement. Moreover it’s reasonable (but non always possible) that a little hall can be reserved near to the machine: the amount of space for those areas will be better defined according to Cadmodeling expectances .

Hardware Devices

In Store Hardware

Navigation around the catalogue and simulation with different materials, Rendering activity,  Measurements’ Operations and  Order management need to use hardware devices.

A Personal Computer of right size, in term of power and RAM, is the main device: CD-Rom must be installed; similarly for all multimedia devices . 

Certainly the  Video plays an important role in term of quality, brilliancy, dots’ dimension. We will investigate and experiment for LCD video not only for actual level of quality but also for volume occupation and Customer impact.

Moreover , for obtain  a copy of the order  confirmation and a photo of selected garment covered with selected fabric, it’s important to install  a high quality color printer. 

(Hardware necessity for CMS will be treated in the specific paragraph  WP 2.2.1 to be developed by ENEA)

Central Site Hardware

Main components will be:

· WEB Server

This server dynamically builds  all pages for the Catalogue. For that  operation better is to start from predefined “templates” (Microsoft IIS and Active Server Pages).

· Application  Server
Will contain the Rendering Product and all interfaces to selected images and to internal use parameters.

· FTP and/or File Repository Server
This Server contains images for Garments and Fabrics to be used during Catalogue’s navigation. Moreover it contains all modules to be auto-installed into the Client.  
· Database Server 

This Server  contains information regarding codes, descriptions and their pointers.  

Certainly this is only an  very poor and simple description of the structure: it’s obviously necessary to be enlarged and developed  during WP 2.4 

Software Modules

As stated during definition phase of this project, we try to use or integrate standard  components.

For this reason software to be used must be standard (market  standard or standard de facto).

Operating system will be Window NT work station – Browser will be actual standard with the only tie regarding  Java components or  ActiveX – CMS software will be defined and/or appropriately developed  – Similarly for all other software and components necessary for a Internet/ Intranet connection and for auto-loading into the client of servers stored  modules.

Connection Features

The store is to be connected to the Central Site via Intranet or Internet VPN;  the connection  to the Supplier Web Site should be  realized via  Central Site.

For the connection to the Internet Service Provider we think  to an ISDN dedicated line.

For security scope we will use a “static IP address”

2.3.5 Safe transaction policy (to be delivered by Neosis)

2.3.6 Anthropometric database (Hitman)

2.3.7 Order system at retailer side (COIN)
2.3.8 Suppliers internal system and order management (Hitman)
