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2.3 User Requirements for Internet and sales representatives channels 

During the Mestre meeting arised an interesting discussion about the requirements and necessary functionalities for the sales representative channel. Particularly the question in what respect training purposes can and shall be covered by the channel.

In order to make it clearer what the requirements in our view are we would herewith like to point out some main aspects.

Assumptions:

· People are our main source of competitive advantage, we therefore should train and support them as good as possible

· Sales representatives channel serves to provide training, product information/order processing and sales management know how

· The new technology (e-catalogues, databases ...) prepared for the shop and Internet channel will be used for the sales representatives as well

· Sales representatives (s.r.) are out in the field, they work a lot of time on their own. Besides mobile phones the laptop will be a main source of communication between s.r. and the company centre

· The system will expand strongly, we therefore have a strong need to train new people and to do that efficiently

· The total system will be dynamic, there will be new components from time to time and these innovations need to be introduced quickly

By training we understand the provision of know how, means and preconditions to work more effectively. This may be through a know how repository, a Q&A board or a self running training course ...

We do not put forward the idea that all components of a training “channel” for sales representatives should be included and ready from the very beginning. But it should be clear what the channel needs to deliver on a mid-term basis. A kind of framework / a knowledge management process need to be provided.

Looking at the “life-cycle” of an s.r. we can separate the following purposes of training and support:

· Introductory: demo of concept, company and processes; e.g. a video tape showing the typical process of a customer visit

· Ongoing: info about new models, fabrics, competitors, sales techniques ...; e.g. a powerpoint pres. with the latest learnings from the s.r. meeting

In total the training part in our project does not in any way need to be a completely  finished and sophisticated multimedia course. What we need is an intelligent “shell” that may work like a well-structured Lotus Notes application. 

We do not need all the content for learning upfront, but we should take a look at the process of learning. How it can work and how it does not facilitate learning, which means 




becoming better in what we are doing!

