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1.0 Project Summary  

Customer service has always been one of the top reason customer retention is poor in the retail industry. According to the Center for Entrepreneurship “Poor customer service is on the top five reasons why businesses fail.  After a particularly bad experience with a service provider or customer service representative 85 % of customers take their business elsewhere.  There have been many times when a customer needs assistance and there is no customer service representative to help the perspective buyer.  Customers who are unhappy can spread harmful remarks about a company just because they were not able to find help.  

Most companies spend a considerable amount of money and time on training employees to better help customers.  This is money that can be saved if there was a way for a customer to receive help or information in the store without an employee’s attention.  With the customers being able to buy almost any product online now a days customer service plays an important role in keeping the consumers satisfied.  The retail industry is starting to incorporate the technology that is made available to customers of all ages.  Some examples of this type of technology are point of sale (POS) systems, for monitoring sales and inventory, have become integrated with a great number of supermarkets.   

Automated Service Kiosk is a simple and friendly user system for helping consumers and customers find the help with information about a specific product.  When a customer has the need for help, from a store employee, while shopping for a new electronic device.  The Automated Service Kiosk (ASK) terminal could be a simple touch screen that is placed though out the store for customers to use.  The ASK terminal will be incorporated with a barcode scanner, which will allows the user to compare products on the go by simply scanning the barcodes of the products.  The ASK terminals will interface through a LAN network to a retail store’s database that constantly monitors the products being sold.  This will allow store employees to focus on the customer’s needs based on a priory system.  The customers with the greater need for employee help could be easily located and assisted.  This database also has the capacity to allow customers to give feed back to the company on shopping experience, bad customer service, the cleanliness of the store, and future products to carry.  

The advantages of having an Automated Service Kiosk terminal are the information in data reports on how customers shopping.  Managers no longer have to spend hours dealing with unhappy customers when the ASK terminals are in place.  Manager will have the advantage to monitor customer satisfaction from their office in real time.  The Automated Service Kiosk helps insure a company that customers won’t leave unhappy and offer customers a little savings on products they might need.

2.0 ASK Abstract 

Poor customer service is a cause for low retention rates in any business. Listed as the number one reason why consumers leave a store, poor customer services easily spreads by word of mouth and can have detrimental effects on a business. If repeat customers spend 33% more than new customers, and it costs 6% more to sell an item to a prospective customer than it does an existing one, one can clearly see the benefits of retaining a solid customer base. 

In store, many problems to the every-day shopper can arise. From not knowing all available options, not knowing item location, getting substandard or misinformation from store experts, to simply having a hard time finding a sales associate, many ailments plague today's customers. Our solution to this problem is the A.S.K., the Automated Service Kiosk. The A.S.K. will provide an in-store alternative source of knowledge to help customers quickly find answered they're seeking. The A.S.K. can offer a wide range of beneficial traits found currently unavailable in one all-inclusive solution. The traits, including product comparison, sale / coupon notification, location indicatory map, and a friendly and easy-to-use interface will brighten customers' shopping experiences drastically. 

Direct benefits to stores also exist. Aside from an obvious increase in customer retention, the A.S.K. can provide predictive analysis and detailed information to stores letting them easily monitor what products are more popular than others and what changes might need to be made.
3.0 Societal Problem

Consumers flock to ATMs, Web sites, self-help kiosks and digital avatars to withdraw cash, buy gifts or get product support. Just ten years ago, we couldn't have imagined that technology advances would enable companies to automate services in such a way.  Along with these advances comes a rise in expectations, consumers now want quality in their customer experiences. Customers are leaving the store when they cannot find items or locate a store employee.  Companies want to move customers from their higher-cost channels, such as branches, to their lower-cost channels, like call centers, self-service Web sites and kiosks.
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In today’s fast pace world two-income household have less time to spend together with family and friends.  People are becoming impatient consumers that would rather spend the small amount of free time at home.  Rather than waiting in line at a Best Buy, bank or other retailer.  
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Consumers are having more and more problems with finding employees to assist with purchases, the lack of visible prices on products, and long checkout lines.  Customers are leaving when they cannot find products or if a product is rearranged.  This type of confusion hurts a retail store and its consumers due to the lack of information.  Consumers in a retail environment are unaware of all of their options.  This can cause a great deal of consumers to walk out the store without buying a single product.
A company needs for a consumer to give feed back, companies need to work hard to achieve any level of feedback.  Good customer service today must work beyond presenting a postcard or any other form at the information desk.  Only 4% of customers give feedback (refer to figure 1) after a particular bad experience.  Companies will need a friendly open environment which customers can trust and feel something will be done.  Retail companies need to constantly collect loyal customer feedback, making the complaints to work for the companies.  This any type of feed back, whether good or bad, is the greatest asset when it comes to a retail company’s customer service.  

3.0.1 Background

The general purpose of customer service is to enable a business to better manage their customers through the introduction of reliable systems, processes and procedures for interacting with customers, according to the definition.  In today’s competitive retail business environment, a successful customer service strategy cannot be implemented by only installing and integrating a customer service software package on a kiosk.  There has to be an approach to customer service problems from everything like hardware and the customer.  

“Kiosks” can refer to self-service computing terminals as well as free standing systems in retail environments.  There are many different types of interactive kiosks like a touch screen product displays interactive employee human resource information stations.  Kiosks can be found in many growing number of industries like, retail, banking, food service, and parking services.  The information kiosks and the Internet kiosk systems use similar software and hardware but perform different functions.  The Information kiosks are designed to provide access to one or more applications, such as browsing a store’s catalog or learning about a product’s services.  The Internet kiosk provides on-demand access to a wide variety of Web sites, email, and many feature like a typical personal computer.  Currently the differences between the Information kiosks and the Internet kiosk systems are blurring, with new kiosk systems providing services of both types of kiosks.  The Interactive part of the kiosks system is to provide a self-contained computing terminal that will allow access to on-demand information and transactions.  With all these types of services many self-serving kiosks can support the real world examples like airport self-check-in systems, retail product locators, and bill pay terminals.  A valuable component to a retail store is the customer service in the e-commerce area.  Fortune 500 retailers are looking towards in-store kiosks as a way to meet the expectation that newly informed online customers bring in the store.
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The customers want satisfaction which is an outcome derived from the performance or value of the product with their expectations of it.  The saying that customers are satisfied when a product’s performance is above the customers’ expectation is proof.  An example of how the perception of good customer service is a positive technique of improving sales is British Airways.  They improved its sales and service by a company policy called “Putting People First”, which employees took the time to satisfy the customers needs first.  A retail company can greatly benefit like British Airways when it has the goal to not just satisfy the customers but to go beyond the customers expectations.  Companies are moving to automate some of their customer interactions, because personal customer service is expensive, and most employees can’t handle a lot of the tasks.  Despite all the personal and technology it still can be difficult for large organizations to handle customers and there expectations.

3.0.2
Proposed Solution

Our proposed solution is to provide an in-store customer service terminal that will serve as an alternative source of knowledge and help for consumers.  

The product will achieve the objectives of having a friendly customer interface.  This is a personalized, tailored to the customers needs.  The Automated Service Kiosk is menu driven to give the user-friendly interface a familiar feel to the software.  One of the major characteristics will be the ability to display all available items in the store.  This relates to the stock availability of a specific product.  Along with the many other characteristics the software has the potential to produce a map of the store showing the desired product in a general location.  If there is a need for a customer to compare product then ASK will compare the product and explain key terms, and give a quick overview of the product description.  ASK will also notify the consumer of any sales or available coupons for a specific product the consumer might be interested purchasing.  If there is a problem with any of the store employees, products, or the store itself the ASK terminal gives customers an outlet for voicing their in-store experiences.  The ASK terminal provides an option to queue up for additional assistance from store associates.


[image: image1]
With the feature to display all the available items at a specific store or to notify a customer of product availability ASK will have to interface with an inventory database.  The scope of our proposed solution (shown in figure 3) show that the Automated Service Kiosk terminal and the software developed by ASK will inter act with the specific stores database.  To do this the ASK system consist of thin clients which are a client designed to be small so the bulk of the data processing occurs on the ASK terminals.  The thin clients will connect though a local area network to the ASK server with the GUI and the Database interface, as shown in figure 4.  The ASK server contains a internal inventory database that will update itself with the external server that belongs to the retail store.  This will help the look up time, and any fault tolerance.


[image: image2]
There are many software products that employ searchable inventory database systems.  Some are very good but expensive its is our goal to create a system that to design a system that has the highest rank in usability and user friendliness.  The most fundamental element of the inventory system and the most important is the database.  
The ASK database will contain a copy of the stores inventory information that drives the stores retail business.  A properly designed inventory database can be utilized in helping customers locate the products, compare the products and offer any customer incentives.  The ASK database overview in figure 5, show how the inventory database interacts with the ASK database software.  First, the inventory database will establish a connection with the ASK database integration software that connects to the ASK mysql database.   The ASK kiosk uses the ASK interface software to connect to this mysql database.  The predictive analysis that is part of the ASK software will interface with the stores inventory database to use variables like: product name, customer id, availability and location coupons to help the customer with all the needs of the customer.
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The customer shopping for a specific product can be limited to a certain amount of help.  The customer can use the ASK terminal and will get a view of the main menu as shown to the left in figure #.  The customer will have a choice to locate compare, or find a discount for a specific product.  The customer can have the option to can two products in the store and this will cause the ASK terminal to interface with the databases to pull the information to help the customer make an informed decision.
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The figure below shows the GUI screen of what the comparison of two cameras and the information provide by the ASK software.  The ASK terminal will provide two pictures of the products to be compared and below each of the specific products will list the specifications for each of them.
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The location of each product will be displayed with a general map of the store and a reference point to where the customer is located.  Once again ASK will display the product and the product name so the customer has the image of what they are looking to purchase.  
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The great deals is to help the customer save money and some time by allowing the ASK software to use its predictive analysis features.  This option will display some other products or ideas for the customer to use with the current selection by the customer.  
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There is also a help and frequently asked question section to help the customer with terms and questions.  This section will give general help to questions from a stored knowledge based articles located on the ASK server.
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3.0.3 Public and Business Benefits

The advantages that kiosks with Automated Kiosks Service software bring to a retail company are significant and there has been an increasing amount of retail companies using different types of kiosks.  There has been a recent surge in the use of interactive kiosks from a variety of businesses.  The availability of Internet access helps provide kiosks users with a way to connect to store databases and other store terminals with a cost effective way.  Today companies want to keep their customer because repeat customers spend 33% more than a new customer.  By not holding on to the customers it will cost 6% more to a prospective customer than to an existing customer.  Customer who have a good experience at a retail location with the help of an Automated Kiosks Service terminal are more likely to influence other customer up to 50 % as opposed to ads.
4.0 ASK Objectives and Goals 
The goal of the Automated Service Kiosk is to provide the customers with an automated method of providing help and information to perspective customers.  This main goal is to help companies save money and customer time.  Management of time for customers is very valuable in today’s fast pace business world.  There are many software products that employ searchable inventory database systems.  Some are very good but expensive its is our goal to create a system that to design a system that has the highest rank in usability and user friendliness.  ASK will be able to display all available itmes at a specific store and help customer by showing them what products are in the stock.  ASK will help locat a specfic product for the customer and help compare two products for a customer to make a choice.
4.0.1 Phase 1 Technical Objective

The overall objective of the proposal is to develop the Automated Service Kiosks and data collection system for in-store customer service.  The specific objectives are as follow is first to integrate existing inventory database into the Automated Service Kiosk knowledgeable data collection database systems.  Second design a user friendly customer interface to make it easy and enjoyable for customers to use. Next design and organize queries to databases for product comparisons and search analyses this will help customers find other products that might be need for the customer to use with this product. Last is to create the ability to notify customers of rewards base on customers’ information.
4.0.3 Goal Milestones
Automated Service Kiosks intends the following goals to be completed by the conclusion of the project.  ASK will submit a proposal to the National science Foundation to build a terminal with updates from inventory data.  Design software that user-friendly for the in-store customer service kiosk based on the retail experts.  Build a working lab prototype that meets a minimum system implementation will be designed, developed, constructed, and tested.  Land a  contract with Best Buy, or another retail chain, is a must for this product to be successful.  This would involve a significant amount of work on the part of the software engineers to both build easy and user friendly friendly interface.
5.0 SBIR proposal

Automated Service Kiosks will submit a proposal to the National Science Foundation to build a sophisticated customer service kiosk terminal with inventory data recording.  The writing of this proposal will be of special importance as the SBIR grant will provide the necessary funding to begin designing the system.

6.0 SBIR grant

The grant money that is received will be used to build the finest and best customer service terminal on the market.  The grant money will be dispersed over two primary phases, which are the feasibility and design.  First will be the feasibility development and system design phase.  After that will come the system development and implementation phase which will conclude with a full working prototype that has undergone testing.

7.0 System Software

The Automated Service Kiosk team will design software for the in-store customer service kiosk based on the recomendations of retail experts and customer surveys.  Included in this is the goal of designing an user friendly and easy to use GUI that will aid any person trying to retrieve data from the Automated Service Kiosk terminal.

8.0 System Hardware

Database and Network engineers will be employed to design the system including the kiosk interface with the existing store’s inventory database system.  Major goals would include a working prototype and design plans for the finished, fully implemented system.

9.0 Lab Prototype

A working lab prototype that meets a minimum system implementation will be designed, developed, constructed, and tested.

10.0 Contract with Best Buy
A contract with Best Buy, or another retail chain, is a must for this product to be successful.  This would involve a significant amount of work on the part of the software engineers to both build easy and user friendly friendly interface.
11.0     Phase I Work Plan

Phase 1 requires development of the system to a level that proves feasibility.  Proof of feasibility is required for SBIR Phase 2 funding.  Automated Service Kiosk will prove feasibility by providing a system that will simulate the concept of the in-store customer service system.  This data will then be stored on a simplified server for later analysis by other store managers.  A basic view of the data will be provided to prove the data is collected and validation.  

The following System aspects will be validated as feasible in a lab environment.  The collection of inventory data used to update and locate products for customers.  The ability to analyze data and the quarries submitted by customers for predictive analysis.  This will also help with the management reports on retail so that managers can make better informed decisions.
11.1 Collection of Data

The Automated Service Kiosk will collect data from the user to then access the correct database table to point to dynamic files for product information.  ASK will collected inventory updates to load in to the database to access correct real-time data.
11.2 Analysis of Data

The analysis of the queries and hits submitted by consumers will be analyze for management reports on retail stock.  This data can be used to better serve the consumer with quicker and more efficient advise.

11.3 Notification
The output of the data collected and analyzed will be either a coupon for the consumer based on the information provide and suggested product algorithms. The second type of out put can be a product comparison for a consumer to decide which is the deal for that particular product.

11.4 Storage of Data

Data will have to be stored on the ASK server because the interface with the stores inventory database will not be written to its tables.  Any updates will be written to the ASK server and can be verified by an administrator for the correct information.  

11.5 View Data

The data will be available for customers to view when they enter specific products to be search by the database.  Customer will not have the ability to search though table of products.  There will be a way for customers to search though a list of known products in the store to see if the specific product is available in stock.

11.6 Phase I Overview

In phase I ASK will need to prove that a initial prototype can be created.  Phase I plan deals with creating the prototype to prove the concept of ASK.  The ASK developers need to only prove that it can be achieve.  ASK will prove that the objectives can be reached by research the current problems with customer service and how to automated them.  Next to design a user friendly interface that is interactive with the customers.  Then to integrate the software with the stores inventory database.  
11.6.1 Prototype Conceptual Overview

The A.S.K. system can be prototyped during phase 1 of the SBIR process. This prototype will be a lab prototype to prove the concept of the system.  The following items are required for the system and then followed by a brief description:
1. Database system

2. Kiosk (laptop)

3. Software

Each of these components will be required for the prototype. Following is a brief description of each component.

1. Database system

a. Item description, availability, location…

2. Kiosk (laptop)

a. Hardware necessary to hold our software

3. Software

a. Really simple software prototype showing basic item description and location.
11.6.3 Phase 1 Prototype Diagram
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11.6.4   Related Research

For the ASK system to be both completely functional and efficient, a large quantity of research must be done. This section explains what research and why must be done in order to achieve the perfect solution.


User interface: As with all software, a user-friendly interface is a necessity. Research must be done to (a) determine the most effective and efficient layout for the GUI, to (b) alleviate problems non-technologically savvy users might encounter,  to (c) provide an easy-to-read interface, and to (d) allow for ease of navigation. All of these areas will require research in order to provide our customers the best product available. Obviously, some of the research required will not be conducted until beta testing and even into Phases 2 and 3 when our product is live. We will accommodate our software and hardware to reflect the required changes deemed by research results. We will also have the availability of a user-input section in the ASK system for consumer insight as to how we can improve the ASK experience.


Database Interface: One of the largest risks of the ASK project is interfacing with an existing database. Research into current database structure and hierarchy will have to be done in order to ensure a time and operationally efficient database interface. Hands-on cooperation from the customer will be required, as will access to their inventory database(s). Since each company we target will have a different database structure, individual interfaces will be required, and thus research into the needs of the customer will be a necessity. Assuming customers will allow us access to their databases (not doing so would result in a failure of our system’s full potential), we can collaborate with them to provide the most efficient solutions.


Product Placement: One of the more simple research areas will be that of product in-store placement. The desired positions will be determined by both historical data and real-time information per store. Optimal locations will be in high-traffic areas but not so as to hinder tore movement. Clear advertisement in store will be required, with the use of posters and arrows or bright flashing lights. Since the kiosks will most likely be relatively small, store customers will need to be able to easily find and navigate a rout to a close kiosk. This will require research independent to each store since layouts and traffic flow vary greatly, and will be conducted both prior to and after store installment. The ability to maneuver kiosks around store with relative ease will help in this area of research.
12.0 Key Personnel
Mylene Cover – Project Manager

Mylene Cover is a full-time student at Old Dominion University. Mylene is a senior Computer Science major and intends to purse a MBA upon graduation. Prior to the fall semester in 2005 Mylene worked at the NASA's Goddard Space Flight Center in Greenbelt, MD. Mylene's experiences while working both at ODU and NASA have provided her with the necessary skills to be an awesome project manager for the A.S.K. team.
Scott Washburn – Software Engineer//Documentation Specialist

Scott Washburn is pursuing a major in Computer Science at Old Dominion University and a minor in Computer Engineering. Scott has gained much needed software experience working with the Old Dominion University Computer Science department's system group. Scott has a vast amount of experience and knowledge in this work environment, so he is clearly the best choice for the Software Specialist for A.S.K. In his spare time, Scott enjoys playing eighteen holes of golf in many local tournaments. Scott is currently on tour with the Micro Tour of Virginia where he was once in the top five scorers until injuries.

Enrique Polanco – Marketing Specialist

Enrique Polanco is a senior at Old Dominion University majoring in Computer Science. With a background in the international community Enrique is the number one choice for the marketing expert. Enrique is from Zaragoza, Spain. Enrique's future plans include first finishing his degree at ODU then continuing his education in graduate school.
Jared Miller – Technical Specialist

Jared Miller is a Computer Science major out of Virginia Beach. Jared plans to graduate in May 2007 with a Bachelor's Degree in Computer Science. Currently, Jared works for General Dynamics through the ODU Research Foundation. As an experienced programmer and researcher, Jared has the skills to handle the financial lead on the A.S.K

Keegan Morrison – Web Designer

In his third year as a Computer Science Major, Keegan Morrison works for Oceanography and is a Systems Administrator for the Old Dominion Computer Science Department. Keegan plans on going on to graduate school to pursue a doctorate in Oceanography. This and his continuous work at Systems give him the experience for the Web Master and the Hardware Specialist.

Janet Brunelle  

Project Manager, Old Dominion University Computer Science

Dennis Ray 

Software Expert, Old Dominion University Computer Science

Dr. Larry Filer 

Marketing Expert, Old Dominion University College of Business

13.0       Relationship with Future Research and Development

Future research will provide massive insight into possible improvements of many aspects of the ASK system. If the product is accepted, consumers who use it will be able to provide feedback directly to an ASK terminal, which will let developers know what they think about the software, placement, and overall design.

It will also provide detailed information about store layout and ASK terminal placement. Less used terminals might be relocated to more high-traffic areas where current terminals do not exist. Though some research can be done pre-production, the most valuable data will come from analysis of terminal use.

Additionally, as stores’ databases improve, expand, and become more detailed, necessary adaptations will be made to the integration software so as to alleviate stress and reduce query time.
14.0 Facilities Phase I

Identify the facilities to be used at each performance site listed and, as appropriate, indicate their capacities, pertinent capabilities, relative proximity, and extent of availability to the project.  Use “Other” to describe the facilities at any other performance sites listed and at sites for field studies.  Use additional pages if necessary.

Laboratory: ODU CPI Department / Computer Science Department



Capabilities: All hardware / testing development



Proximity: on site



Availability: 24 hours a day


Clinical: None


Animal: None
Computers: In addition to ODUCS labs, all equipment is indicated in the Hard Resources section, divided by phase.



Capabilities: All software development



Proximity: on site



Availability: 24 hours a day

Office: Old Dominion University OCCS

Capabilities: All administrative/marketing work

Proximity: On-Site

Availability: 14 hours / day

15.0 Consultants

Professor Dennis Ray: Professor Dennis Ray of the Old Dominion University Computer Science received his Bachelors of Science in Marine Engineering in 1964 from the United States Naval Academy in Annapolis, MD. After that, he proceeded on to the United States Naval Postgraduate School in  Monterey, CA, from where he received his MS in Computer Science. Professor Ray has taught at Old Dominion University for over 20 years, expressing interest in many subsidiaries of Artificial Intelligence, explicitly Expert Systems, Robotics, Computer Aided Education, and Vision Processing.

Professor Ray has provided much insight into many facets of Phase 0 of our project. Offering assistance from conception to the final presentation and nearly every point in between, he has shaped the ASK product into a feasible idea. He has provided insight into the project such that without it, the feasibility proof might not have come around, and has played an integral part to our success.


Dr. Larry Filer - Professor Filer received his Ph.D. and M.A. in Economics from the University of Kentucky in August of 1999. He received his B.A. in Economics from Westminster College (PA) in 1995. He teaches courses in the graduate program in economics, including International Finance, Advanced Macroeconomic Theory and Econometrics III. He also teaches Money and Banking at the undergraduate level and is the director of the Old Dominion University Fed Challenge Team.


Dr. Filer, our Marketing expert, provided much insight into handling both the marketing and fiscal sides the ASK project. In interviews and meetings, we queried him for advice, which he readily gave. His assistance to the group has made ASK the success it is.
16.0 Potential Applications

There are many potential benefits for customers who purchase an ASK system. The primary research benefits are predictive and past analysis. The ASK offers logging and specific information pertaining to items consumers look at, and can compare that to what items they leave the store with. It can also provide inventory analysis, including ascertain of which items are getting searched for the most and which items stores don’t have enough of.

Other areas of possible application include improvement of store flow and layout. Strategically places ASK terminals can help stores manage flow better by tracking usage per terminal. If it is know that specific areas of the store are traveled less, alterations to the floor layout could be considered to alleviate low sales for specific departments.
17.0 Management Plan 
17.1 Program Identification

This Program Management Plan (PMP) is for the Automated Service Kiosk (ASK).  The program will deliver the ASK hardware, software and documentation for the Automated Service Kiosk.  The Computer Productivity Initiative group is responsible for the integration, acceptance testing and training of the Total Computing Environment.

17.2 Program Management Overview

Execution of the Program will be performed in accordance with the processes defined by the set of planning documents.  These documents include Program Management Plan*, Development Plan, Evaluation Plan, Marketing Plan, Scheduling Plan, Organizational Plan, Financial Plan and Risk Management Plan (see Figure 1).  The responsibilities of the Program Team, the capabilities of the system, and the Program deliverables are detailed under the contractual provisions, as well as the Automated Service Kiosk group’s technical, management, and cost proposals.
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This Program Management Plan describes the management philosophy, program organization, schedule, and major milestones that serve as the guide for execution of the Program.  The PMP also provides the customer and the quality team with the information they need to monitor and evaluate the progress of the effort.  This plan provides the following pertinent information:

· Corporate Organization

· Program Team Organization With Areas of Responsibility

· Work Breakdown Structure

· Program Planning

· Progress Reporting and Team Management

· Detailed Program Schedule and Milestones

The Program Management Plan provides guidance for the content and execution of the following plans:

· Risk Management

· Financial

· Evaluation 

· Development

17.3 Corporate Structure

The entirety of the Computer Productivity Initiative supports the Automated Service Kiosk Program.  The Computer Productivity Initiative was started in 1995 by Old Dominion University under a grant by the National Science Foundation to give Computer Science students the opportunity to develop solutions to real world problems. Students would utilize the knowledge that they had gained in their undergraduate Computer Science program.  The following is the Computer Productivity Initiative Automated Service Kiosk Corporate Organizational Structure:

· Old Dominion University.

· General Manager, Computer Productivity Initiative.

· Automated Service Kiosk Program Office.  Automated Service Kiosk Program Office will execute the program and provide day-to-day senior management supervision, management, engineering, and administrative resources necessary to manage and administer the Automated Service Kiosk program.
17.4 Management Approach

The Automated Service Kiosk group’s management goal is to work closely with the customer to fully understand the system requirements and field a system that meets those requirements.  The management approach to executing contracts at ASK is based on the philosophy that successful Programs are delivered by goal-oriented teams.  A Program Manager (PM) will lead the Automated Service Kiosk team.  The PM is responsible for all planning, programmatic, technical and financial aspects of the Program.  The PM is the primary Point of Contact (POC) for the customer.  The primary duties include supervision of all planning, scheduling, financial, and technical activities, and customer liaison.  The PM is responsible for all Program-related decisions and commitments with approval, as required from the Corporate Management Team.

A key element of the Automated Service Kiosk group’s program management approach is to be directly involved with the customer in every step of the process.  The ASK team encourages the customer to retain an active role in monitoring the program effort from proof of concept, to critical design, and continuing into production and the out years.  The customer is encouraged to discuss technical details directly with members of the Program team, provide planning and schedule recommendations, and assist in resolution of technical and programmatic issues.  In order to facilitate customer involvement, the ASK group will provide access to program information including, but not limited to:

· Program Plan and Schedules

· Program Status

· Profit

· Formal Review Material

· System Drawings and Documentation

17.5 Program Team

The Program Team is committed to provide the best value by delivering real world solutions utilizing advanced easy-to-use, low risk solutions at the lowest cost.  This commitment is attainable because it is based on the re-use of existing technology that is field proven.  Through strategic teaming and an extensive system selection process, the Computer Productivity Initiative has assembled a cohesive Program Team that is experienced with the implementation of each component that will comprise the Automated Service Kiosk Total Ship Computing Environment.

Project Manager
Overall management responsibility for the ASK is assigned to a Project Manager who is responsible for planning and coordination of the day-to-day aspects of the program.  He is responsible for making sure the tasks are evenly distributed and that each of the team members is playing a vital role in the main project goal.   His principal assistants are:

· Documentation Specialist.  The DS provides overall direction for the documentation that is required for the ASK.  The DS will ensure that everyone on the team has met the required documentation specifications, and that each person is aware of the tasks he/she has been assigned.

· Financial Specialist.  The FS works in coordination with the rest of the team to devise a specific and schedule based budget plan, that will be reviewed by each of the team members and approved by both the PM and the customer.

· Hardware Specialist.  The HS is responsible for making sure the team has full and complete knowledge of all the technical aspects of the problem’s solution.  The HS researches what technology is available and what technologies are feasible to work with.  The HS will also work in parallel as a liaison to outside sources that will offer insight into those areas that team members do not have relevant knowledge.

· Software Specialist.  The SS is responsible for managing the creation of the major functional software components in the ASK program.  He will ensure that each component meets the specification requirements.  He is responsible for the development of system specifications, system design documents, interface documents, test plans, and procedures. 

· Marketing Specialist.  The MS is responsible for developing a marketing plan which includes the specification of an initial target market.  The MS is responsible for the development of an in-depth plan on how to advertise and sell the ASK program to the specified target market.

· Web Master.  The WM is responsible for the creation and maintenance of a product website which will include the display of all relevant documents and presentations. The WM will update the website on a weekly basis as new documents and milestones are reached.

17.6 Program Duration

The Automated Service Kiosk program is a project that is planned to span exactly 1148 working days.  The program is divided into four phases.  Phase 0 is conception of the project and will last 74 working days.  Phase 1 is Proof of Concept where a lab prototype will be built along with the creation of several documents including a user’s manual.  Phase 1 will last for 103 working days.  Phase 2 is the Critical Design phase, where the program will develop and prepare the Automated Service Kiosk for the final phase.  Phase 2 will last 522 working days.  Phase 3 is considered to consist of producing a final product for sell to the target market.  While Phase 3 will last 438 working days, it is understood that Phase 3 is production and out years which means the program will review its current state and plan for the future implementations and support.        

17.7 Work Breakdown Structure

The program Work Breakdown Structure (WBS) reflects the budgeted cost versus resources required to complete each task.  The WBS phase numbers are integrated as part of the master program schedule.  Assuming the funding of SBIR, the budget is carefully planned out against the set deadlines set by SBIR proposal guidelines. The budgets are created by the Financial Planner, reviewed by the ASK program and set by the Program Manager.  The WBS will be used to mark the different milestones throughout the phases and to make sure the team is on time and under budget at every possible mark.  The WBS management tool that ASK will use is Microsoft Project.

17.7.1 Phase 0

	ID
	Name
	Duration
	Start
	Finish

	1
	Automated Service Kiosk
	79.d
	8/29/2005 8:00
	12/15/2005 17:00

	2
	Conception
	75.d
	8/29/2005 8:00
	12/9/2005 17:00

	3
	Develop Project Team
	3.d
	8/29/2005 8:00
	9/1/2005 0:00

	4
	Determine Team Members
	1.d
	8/31/2005 8:00
	8/31/2005 17:00

	5
	Define Group Meeting Times
	1.d
	8/31/2005 8:00
	8/31/2005 17:00

	6
	Determine Project
	2.d
	9/13/2005 15:00
	9/15/2005 15:00

	7
	Define Project
	7.d
	9/15/2005 8:00
	9/25/2005 0:00

	8
	Define Problem
	1.d
	9/13/2005 8:00
	9/13/2005 17:00

	9
	Define Objectives/ Goals
	1.d
	9/13/2005 8:00
	9/13/2005 17:00

	10
	Initial Research
	5.d
	9/13/2005 8:00
	9/19/2005 17:00

	11
	Determine Initial Solution
	2.d
	9/20/2005 8:00
	9/22/2005 0:00

	12
	Determine Solution Characteristics
	1.d
	9/23/2005 8:00
	9/23/2005 17:00

	13
	Planning
	28.d
	9/19/2005 8:00
	10/27/2005 0:00

	14
	Design
	5.d
	9/20/2005 8:00
	9/27/2005 0:00

	15
	Determine Project Manager
	2.d
	9/13/2005 8:00
	9/15/2005 0:00

	16
	Determine Initial Features of Terminal
	3.d
	9/26/2005 8:00
	9/29/2005 0:00

	17
	Marketing
	1.d
	9/26/2005 8:00
	9/27/2005 0:00

	18
	Determine Marketing Director
	1.d
	9/23/2005 8:00
	9/24/2005 15:00

	19
	Determine Poll Questions
	50.d
	9/26/2005 8:00
	12/2/2005 17:00

	20
	Determine Initial Target Market
	1.d
	9/23/2005 8:00
	9/25/2005 15:00

	21
	Financial
	1.d
	9/23/2005 8:00
	9/25/2005 0:00

	22
	Determine Financial Director
	1.d
	9/23/2005 8:00
	9/24/2005 15:00

	23
	Determine Target Price Point
	1.d
	9/28/2005 8:00
	9/28/2005 17:00

	24
	Technical
	16.d
	9/23/2005 8:00
	10/15/2005 0:00

	25
	Determine Technical Director
	1.d
	9/23/2005 8:00
	9/26/2005 0:00

	26
	Determine Experts Needed
	2.d
	9/23/2005 8:00
	9/27/2005 0:00

	27
	Obtain Experts
	2.d
	9/5/2005 8:00
	9/7/2005 0:00

	28
	Risks
	3.d
	9/23/2005 8:00
	9/28/2005 0:00

	29
	Determine Risk Director
	1.d
	9/26/2005 8:00
	9/26/2005 17:00

	30
	Communication
	13.d
	8/30/2005 8:00
	9/16/2005 0:00

	31
	Get Initial Website Requirements
	2.d
	9/2/2005 8:00
	9/6/2005 0:00

	32
	Create Team Website
	11.d
	9/2/2005 8:00
	9/18/2005 0:00

	33
	Create Forum
	2.d
	9/15/2005 8:00
	9/16/2005 18:00

	34
	Initial Research
	48.d
	9/14/2005 8:00
	11/20/2005 0:00

	35
	Design
	5.d
	9/12/2005 8:00
	9/18/2005 0:00

	36
	Determine Features of A.S.K.Terminal
	2.d
	9/22/2005 8:00
	9/24/2005 0:00

	37
	Determine What Features Competitors are Offering
	3.d
	9/22/2005 8:00
	9/27/2005 0:00

	38
	Marketing
	6.d
	9/23/2005 8:00
	10/3/2005 0:00

	39
	Determine Potential Market
	2.d
	9/14/2005 8:00
	9/16/2005 0:00

	40
	Competition
	3.d
	9/14/2005 8:00
	9/18/2005 0:00

	41
	Determine if Project Already Exists
	2.d
	9/14/2005 8:00
	9/16/2005 0:00

	42
	Determine Competitors
	1.d
	9/30/2005 8:00
	10/2/2005 0:00

	43
	Create Competition Matrix
	1.d
	9/30/2005 8:00
	10/2/2005 0:00

	44
	Run Forum
	2.d
	9/15/2005 8:00
	9/18/2005 18:00

	45
	Analyze Forum Results
	3.d
	9/21/2005 8:00
	9/23/2005 17:00

	46
	Technical
	9.d
	9/19/2005 8:00
	9/30/2005 0:00

	47
	Determine Potential Solutions
	15.d
	9/23/2005 8:00
	10/14/2005 0:00

	48
	Financial
	3.d
	9/30/2005 8:00
	10/5/2005 0:00

	49
	Determine Initial Product Costs
	2.d
	9/30/2005 8:00
	10/4/2005 0:00

	50
	Determine Protential Profit
	2.d
	11/3/2005 8:00
	11/6/2005 0:00

	51
	Risks
	6.d
	10/14/2005 8:00
	10/23/2005 0:00

	52
	Determine Risks
	4.d
	10/14/2005 8:00
	10/20/2005 0:00

	53
	Determine Risk Mitigation Plan
	4.d
	10/31/2005 8:00
	11/4/2005 0:00

	54
	Communication
	22.d
	10/28/2005 8:00
	11/29/2005 0:00

	55
	Create Team Website
	23.d
	9/19/2005 8:00
	10/20/2005 0:00

	56
	Create Look and Feel
	9.d
	9/19/2005 8:00
	9/30/2005 0:00

	57
	Add Links
	5.d
	9/23/2005 8:00
	9/30/2005 0:00

	58
	Add Content
	11.d
	9/23/2005 8:00
	10/10/2005 0:00

	59
	Feasibility Presentation
	7.d
	10/24/2005 8:00
	11/2/2005 0:00

	60
	Create Slides for Presentation
	5.d
	10/25/2005 8:00
	10/31/2005 17:00

	61
	Feasibility Presentation
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	62
	Plan Phases
	37.d
	9/12/2005 8:00
	11/2/2005 0:00

	63
	Planning
	6.d
	11/1/2005 8:00
	11/8/2005 17:00

	64
	Create WBS
	4.d
	11/8/2005 8:00
	11/13/2005 17:00

	65
	Determine Tasks
	2.d
	11/8/2005 8:00
	11/10/2005 0:00

	66
	Determine Resources
	2.d
	11/8/2005 8:00
	11/10/2005 0:00

	67
	Determine Task Dependencies
	2.d
	11/9/2005 8:00
	11/11/2005 0:00

	68
	Assign Resources to Tasks
	2.d
	11/9/2005 8:00
	11/11/2005 0:00

	69
	Level Resources
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	70
	Determine Overhead Equipment
	2.d
	10/13/2005 8:00
	10/16/2005 0:00

	71
	Determine Non-Development Human Resources
	1.d
	10/14/2005 8:00
	10/17/2005 0:00

	72
	Design
	1.d
	9/30/2005 8:00
	10/3/2005 0:00

	73
	Determine A.S.K. Initial Features
	2.d
	10/31/2005 8:00
	11/2/2005 0:00

	74
	Create Requirements Document
	2.d
	10/31/2005 8:00
	11/2/2005 0:00

	75
	Technical
	12.d
	10/27/2005 8:00
	11/12/2005 0:00

	76
	Determine A.S.K. Hardware
	3.d
	10/27/2005 8:00
	11/1/2005 0:00

	77
	Determine A.S.K. Software
	2.d
	10/31/2005 8:00
	11/2/2005 0:00

	78
	Determine Prototype Software Platform
	2.d
	11/2/2005 8:00
	11/4/2005 0:00

	79
	Determine Terminal Software Platform
	2.d
	11/2/2005 8:00
	11/4/2005 0:00

	80
	Determine Server/Database Hardware Platform
	2.d
	11/3/2005 8:00
	11/5/2005 0:00

	81
	Determine Prototype Hardware Platform
	2.d
	11/4/2005 8:00
	11/7/2005 17:00

	82
	Determine Production Hardware Platform
	2.d
	11/3/2005 8:00
	11/5/2005 15:00

	83
	Determine Server/Database Hardware
	2.d
	11/7/2005 8:00
	11/8/2005 17:00

	84
	Determine Prototype Software Platform
	2.d
	11/3/2005 8:00
	11/6/2005 0:00

	85
	Determine Production Software Platform
	1.d
	11/4/2005 8:00
	11/6/2005 0:00

	86
	Determine Server Load
	1.d
	11/4/2005 8:00
	11/7/2005 0:00

	87
	Determine Thin Client Software
	2.d
	11/3/2005 8:00
	11/7/2005 0:00

	88
	Financial Plan
	5.d
	10/31/2005 8:00
	11/6/2005 0:00

	89
	Funding Agency
	2.d
	10/31/2005 8:00
	11/2/2005 0:00

	90
	Determine Funding Agency
	1.d
	11/1/2005 8:00
	11/1/2005 17:00

	91
	Get Required Docs for SBIR from Funding Agency
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	92
	Determine Product Costs
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	93
	Determine Human Resource Costs
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	94
	Determine A.S.K. Server Costs
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	95
	Determine Overhead Equipment Costs
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	96
	Determine Non-Development Human Resources Costs 
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	97
	Perform Cash Flow Analysis
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	98
	Determine Break Even 
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	99
	Assess Financial Feasibility
	1.d
	11/2/2005 8:00
	11/2/2005 17:00

	100
	Marketing
	5.d
	10/31/2005 8:00
	11/5/2005 0:00

	101
	Determine Target Markets
	1.d
	10/21/2005 8:00
	10/23/2005 17:00

	102
	Determine Marketing Plan
	4.d
	10/24/2005 8:00
	10/27/2005 17:00

	103
	Communication
	4.d
	10/21/2005 8:00
	10/27/2005 0:00

	104
	Team Website
	4.d
	11/1/2005 8:00
	11/7/2005 0:00

	105
	Document Postion/ Management/ Versioning Functionality
	3.d
	11/1/2005 8:00
	11/4/2005 0:00

	106
	Risk Mitigation Database
	3.d
	11/2/2005 8:00
	11/5/2005 0:00

	107
	SBIR 
	11.d
	11/15/2005 8:00
	11/29/2005 17:00

	108
	Determine Requirements
	2.d
	10/28/2005 8:00
	11/1/2005 0:00

	109
	Assign SBIR Team Responsibilities
	2.d
	10/4/2005 8:00
	10/6/2005 0:00

	110
	MileStone Presentation
	5.d
	11/16/2005 8:00
	11/22/2005 17:00

	111
	Presentation 
	4.d
	11/14/2005 8:00
	11/17/2005 17:00

	112
	Create Slides
	3.d
	11/10/2005 8:00
	11/14/2005 17:00

	113
	Features
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	114
	Marketing
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	115
	Financial
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	116
	Technical
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	117
	Risks
	2.d
	11/10/2005 8:00
	11/11/2005 17:00

	118
	Create Powerpoint Presentation
	2.d
	11/14/2005 8:00
	11/16/2005 0:00

	119
	Ensure Website is Up to Par
	2.d
	11/10/2005 8:00
	11/14/2005 0:00

	120
	Create Handouts
	2.d
	11/14/2005 8:00
	11/16/2005 8:00

	121
	Documentation
	7.d
	11/10/2005 8:00
	11/20/2005 0:00

	122
	Create Overview and Abstract
	2.d
	11/10/2005 8:00
	11/13/2005 0:00

	123
	Create Funding Plan
	2.d
	11/10/2005 8:00
	11/13/2005 0:00

	124
	Create Marketing Plan
	3.d
	11/9/2005 8:00
	11/12/2005 0:00

	125
	Create Risk Mitigation Plan
	2.d
	11/10/2005 8:00
	11/13/2005 0:00

	126
	Create Technical Plan
	3.d
	11/9/2005 8:00
	11/12/2005 0:00

	127
	Milestone Presentation
	1.d
	11/15/2005 15:00
	11/16/2005 15:00

	128
	Approval Presentation
	71.d
	9/23/2005 8:00
	12/31/2005 17:00

	129
	Improve Milestone Presentation
	4.d
	11/16/2005 8:00
	11/22/2005 0:00

	130
	Improve WBS
	3.d
	11/16/2005 8:00
	11/19/2005 0:00

	131
	Improve Financial Plan
	3.d
	11/16/2005 8:00
	11/19/2005 0:00

	132
	Improve Marketing Plan
	3.d
	11/16/2005 8:00
	11/21/2005 0:00

	133
	Improve Risk Mitigation Plan
	2.d
	11/17/2005 8:00
	11/19/2005 0:00

	134
	Improve Technical Plan
	3.d
	11/16/2005 8:00
	11/19/2005 0:00

	135
	Create SBIR
	11.d
	11/18/2005 8:00
	12/3/2005 0:00

	136
	Overview
	1.d
	11/18/2005 8:00
	11/21/2005 0:00

	137
	Abstract
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	138
	Objectives and Goals
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	139
	Approach
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	140
	Resources
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	141
	Human Resources
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	142
	Schedule
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	143
	Financial Plan
	2.d
	11/18/2005 8:00
	11/22/2005 0:00

	144
	Marketing
	3.d
	11/22/2005 8:00
	11/25/2005 0:00

	145
	Risk Mitigation Plan
	3.d
	11/22/2005 8:00
	11/25/2005 0:00

	146
	Evaluation Methods
	1.d
	11/18/2005 8:00
	11/20/2005 0:00

	147
	Create Project Website
	11.d
	11/24/2005 8:00
	12/9/2005 0:00

	148
	Determine Website Structure
	2.d
	11/24/2005 8:00
	11/27/2005 0:00

	149
	Determine Website Hardware
	2.d
	11/25/2005 8:00
	11/29/2005 0:00

	150
	Create Look and Feel
	4.d
	11/24/2005 8:00
	11/30/2005 0:00

	151
	Move Documents to Website
	3.d
	11/28/2005 8:00
	12/1/2005 0:00

	152
	Create Flash Intro
	3.d
	11/30/2005 8:00
	12/4/2005 0:00

	153
	Final Presentation
	17.d
	11/25/2005 8:00
	12/19/2005 17:00

	154
	Create Slides
	4.d
	11/29/2005 8:00
	12/5/2005 0:00

	155
	Features
	1.d
	12/2/2005 8:00
	12/5/2005 0:00

	156
	Marketing
	4.d
	12/2/2005 8:00
	12/8/2005 0:00

	157
	Financial
	3.d
	12/7/2005 8:00
	12/11/2005 0:00

	158
	Technical
	3.d
	12/7/2005 8:00
	12/11/2005 0:00

	159
	Risks
	4.d
	12/6/2005 8:00
	12/10/2005 0:00

	160
	Create Powerpoint Presentation
	2.d
	12/9/2005 8:00
	12/13/2005 0:00

	161
	Improve Website
	2.d
	12/9/2005 8:00
	12/13/2005 0:00

	162
	Create Handouts
	2.d
	12/14/2005 8:00
	12/16/2005 0:00

	163
	Final Presentation
	1.d
	12/12/2005 8:00
	12/12/2005 17:00

	164
	Postmortem
	3.d
	12/12/2005 8:00
	12/15/2005 0:00

	165
	Fillout Postmortem Questionaire
	3.d
	12/12/2005 13:00
	12/15/2005 12:00

	166
	Hold Postmortem Meeting
	1.d
	12/12/2005 8:00
	12/12/2005 17:00

	167
	Project Report / Lessons Learned
	2.d
	12/13/2005 8:00
	12/14/2005 17:00

	168
	SBIR Submission
	1.d
	12/12/2005 8:00
	12/12/2005 17:00

	169
	SBIR Phase 1 Approval
	1.d
	12/12/2005 8:00
	12/12/2005 17:00


17.7.2 Phase 1

	ID
	Name
	Duration
	Start
	Finish

	1
	Start Phase 1
	1.d
	12/13/2005 8:00
	12/13/2005 17:00

	2
	Phase1
	110.d
	12/12/2005 8:00
	5/13/2006 17:00

	3
	Develop Project Team
	1.d
	12/16/2005 13:00
	12/19/2005 12:00

	4
	Identify New Team Members
	1.d
	12/16/2005 13:00
	12/19/2005 12:00

	5
	Reassign Responsibilties as Needed
	3.d
	12/19/2005 8:00
	12/21/2005 17:00

	6
	Get New Member to Sign Project Charter
	9.d
	12/20/2005 8:00
	12/30/2005 17:00

	7
	Planning
	1.d
	12/29/2005 13:00
	12/30/2005 12:00

	8
	Define Approach
	1.d
	12/29/2005 13:00
	12/30/2005 12:00

	9
	Define Group Meeting Times
	1.d
	12/29/2005 13:00
	12/30/2005 12:00

	10
	Determine Communication Methods
	2.d
	12/29/2005 8:00
	12/31/2005 17:00

	11
	Define Functional Level Requirements
	1.d
	12/29/2005 13:00
	12/30/2005 12:00

	12
	Define Functional Level Requirements
	28.d
	12/29/2005 8:00
	2/6/2006 17:00

	13
	Functional Requirements Document
	6.d
	12/30/2005 8:00
	1/8/2006 17:00

	14
	Determine Development Platform
	3.d
	12/30/2005 8:00
	1/3/2006 17:00

	15
	Client
	4.d
	1/3/2006 8:00
	1/8/2006 17:00

	16
	Server
	4.d
	1/6/2006 8:00
	1/11/2006 17:00

	17
	ASK
	1.d
	1/10/2006 13:00
	1/11/2006 12:00

	18
	Requirements
	3.d
	1/10/2006 8:00
	1/12/2006 17:00

	19
	Hardware
	2.d
	1/12/2006 8:00
	1/14/2006 12:00

	20
	Client
	2.d
	1/13/2006 8:00
	1/16/2006 17:00

	21
	Define Client Hardware Requirements
	1.d
	1/13/2006 13:00
	1/16/2006 12:00

	22
	Create Client Hardware Requirements Doc
	1.d
	1/13/2006 13:00
	1/16/2006 12:00

	23
	Server
	9.d
	1/17/2006 8:00
	1/27/2006 17:00

	24
	Define Server Hardware Requirements
	2.d
	1/25/2006 8:00
	1/26/2006 17:00

	25
	Create Server Hardware Requirements Doc
	2.d
	1/26/2006 8:00
	1/28/2006 17:00

	26
	ASK
	6.d
	12/20/2005 8:00
	12/27/2005 17:00

	27
	Define ASK Terminal Hardware Requirements
	3.d
	1/27/2006 8:00
	1/31/2006 17:00

	28
	Create ASK Terminal Hardware Requirements Doc
	2.d
	1/31/2006 8:00
	2/1/2006 17:00

	29
	Software
	13.d
	1/31/2006 8:00
	2/16/2006 17:00

	30
	Client
	2.d
	2/2/2006 8:00
	2/5/2006 17:00

	31
	Define Client Software Requirements
	11.d
	2/3/2006 8:00
	2/19/2006 17:00

	32
	Create Client Software Requirements Doc
	2.d
	2/8/2006 8:00
	2/9/2006 17:00

	33
	Server
	49.d
	12/20/2005 8:00
	2/25/2006 17:00

	34
	Define Server Software Requirements
	4.d
	2/8/2006 8:00
	2/13/2006 17:00

	35
	Create Server Software Requirements Doc
	2.d
	2/13/2006 8:00
	2/14/2006 17:00

	36
	ASK
	4.d
	12/20/2005 8:00
	12/24/2005 17:00

	37
	Define ASK Software Requirements
	9.d
	2/14/2006 8:00
	2/25/2006 17:00

	38
	Create ASK Software Requirements Doc
	4.d
	2/21/2006 8:00
	2/24/2006 17:00

	39
	Create Requirements Doc
	2.d
	2/27/2006 8:00
	2/28/2006 17:00

	40
	Setup
	2.d
	3/1/2006 8:00
	3/2/2006 17:00

	41
	Hardware
	2.d
	3/1/2006 8:00
	3/2/2006 17:00

	42
	Client
	2.d
	3/2/2006 8:00
	3/5/2006 17:00

	43
	Setup PCs
	2.d
	3/2/2006 8:00
	3/4/2006 17:00

	44
	Install OS
	7.d
	3/3/2006 8:00
	3/13/2006 17:00

	45
	Install Oracle Software
	7.d
	3/3/2006 8:00
	3/13/2006 17:00

	46
	Install Development Software
	5.d
	3/6/2006 8:00
	3/10/2006 17:00

	47
	Install Oracle Queue Client
	3.d
	3/6/2006 8:00
	3/8/2006 17:00

	48
	Server
	3.d
	3/7/2006 8:00
	3/9/2006 17:00

	49
	Setup PC
	7.d
	3/8/2006 8:00
	3/16/2006 17:00

	50
	Install OS
	4.d
	3/9/2006 8:00
	3/14/2006 17:00

	51
	Install Oracle Software
	2.d
	3/9/2006 8:00
	3/12/2006 17:00

	52
	ASK
	23.d
	12/20/2005 8:00
	1/19/2006 17:00

	53
	Setup PC
	21.d
	3/10/2006 8:00
	4/9/2006 17:00

	54
	Install OS
	9.d
	3/21/2006 8:00
	3/31/2006 17:00

	55
	Install Development Software
	5.d
	3/20/2006 8:00
	3/25/2006 17:00

	56
	Install Oracle Client
	12.d
	3/20/2006 8:00
	4/4/2006 17:00

	57
	Design
	6.d
	3/21/2006 8:00
	3/28/2006 17:00

	58
	Client
	5.d
	3/21/2006 13:00
	3/28/2006 12:00

	59
	Batch Process
	1.d
	3/22/2006 13:00
	3/23/2006 12:00

	60
	Module to Pull Oracle Records
	12.d
	2/28/2006 8:00
	3/15/2006 17:00

	61
	Module to Send Oracle Records to Queue 
	5.d
	3/21/2006 13:00
	3/28/2006 12:00

	62
	Server
	3.d
	3/23/2006 13:00
	3/28/2006 12:00

	63
	Module to Retrieve Product Record from Oracle Database
	2.d
	3/24/2006 8:00
	3/27/2006 17:00

	64
	Module to Format Product Record from Oracle Database
	2.d
	3/24/2006 8:00
	3/27/2006 17:00

	65
	Module to Populate Product Record from Oracle Database
	2.d
	3/24/2006 8:00
	3/27/2006 17:00

	66
	ASK
	2.d
	12/21/2005 8:00
	12/22/2005 17:00

	67
	Batch Process
	2.d
	3/23/2006 8:00
	3/25/2006 12:00

	68
	Module to Retrieve Product Information from Queue
	2.d
	3/27/2006 8:00
	3/28/2006 17:00

	69
	Module to Write Product Information to File
	2.d
	3/27/2006 8:00
	3/28/2006 17:00

	70
	Module to Retrieve Product Information from Queue
	3.d
	3/27/2006 8:00
	3/29/2006 17:00

	71
	Module to Write Product Information to File
	2.d
	3/28/2006 8:00
	3/29/2006 17:00

	72
	Real Time ASK
	2.d
	3/28/2006 8:00
	3/29/2006 17:00

	73
	GUI Screen
	11.d
	3/28/2006 8:00
	4/11/2006 17:00

	74
	Module for Menu Control
	4.d
	3/28/2006 8:00
	3/31/2006 17:00

	75
	Module to Read Product Information from File
	4.d
	3/28/2006 8:00
	4/1/2006 17:00

	76
	Module to Compare Product Information
	4.d
	3/28/2006 8:00
	3/31/2006 17:00

	77
	Module for ASK Search
	3.d
	3/29/2006 8:00
	3/31/2006 17:00

	78
	Module for Displaying Advertisement
	2.d
	3/31/2006 8:00
	4/3/2006 17:00

	79
	Module to Display Product Information
	2.d
	3/30/2006 8:00
	4/1/2006 12:00

	80
	Create Design Documents
	2.d
	3/30/2006 8:00
	4/1/2006 12:00

	81
	Development
	2.d
	4/3/2006 8:00
	4/4/2006 17:00

	82
	Client
	2.d
	4/3/2006 8:00
	4/4/2006 17:00

	83
	Batch Process
	2.d
	4/4/2006 8:00
	4/5/2006 17:00

	84
	Module to Pull Oracle Database Records 
	2.d
	4/5/2006 8:00
	4/6/2006 17:00

	85
	Module to Send Product Information to Queue 
	3.d
	4/5/2006 8:00
	4/8/2006 17:00

	86
	Unit Test Batch Process
	4.d
	4/6/2006 8:00
	4/11/2006 17:00

	87
	Server
	2.d
	4/11/2006 8:00
	4/12/2006 17:00

	88
	Module to Retrieve Product Information from Oracle Database
	1.d
	4/11/2006 13:00
	4/12/2006 12:00

	89
	Module to Format Product Information for Queue
	1.d
	4/11/2006 13:00
	4/12/2006 12:00

	90
	Module to Populate Queues With Product Information
	1.d
	4/11/2006 13:00
	4/12/2006 12:00

	91
	Unit Test Server Process
	1.d
	4/12/2006 13:00
	4/13/2006 12:00

	92
	ASK
	1.d
	4/12/2006 13:00
	4/13/2006 12:00

	93
	Batch Process
	1.d
	4/12/2006 13:00
	4/13/2006 12:00

	94
	Module to Retrieve Product Information from Queue
	1.d
	4/13/2006 13:00
	4/14/2006 12:00

	95
	Module to Write Product Information to File
	1.d
	4/13/2006 13:00
	4/14/2006 12:00

	96
	Module to Retrieve Product Information from Queue
	1.d
	4/13/2006 13:00
	4/14/2006 12:00

	97
	Module to Write Product Information to File
	1.d
	4/13/2006 13:00
	4/14/2006 12:00

	98
	Unit Test Client Batch Process
	3.d
	4/14/2006 8:00
	4/18/2006 17:00

	99
	Real Time ASK
	2.d
	4/13/2006 8:00
	4/15/2006 12:00

	100
	GUI Screen
	4.d
	4/14/2006 13:00
	4/20/2006 12:00

	101
	Module for Menu Control
	6.d
	4/14/2006 8:00
	4/21/2006 17:00

	102
	Module to Read Product Information from File
	4.d
	4/18/2006 8:00
	4/23/2006 17:00

	103
	Module to Compare Product Information
	3.d
	3/31/2006 8:00
	4/4/2006 17:00

	104
	Module for ASK Search
	3.d
	4/4/2006 8:00
	4/6/2006 17:00

	105
	Module for Displaying Advertisement
	11.d
	4/19/2006 8:00
	5/3/2006 17:00

	106
	Module to Display Product Information
	2.d
	4/20/2006 8:00
	4/22/2006 17:00

	107
	Unit Test ASK Software
	2.d
	4/20/2006 8:00
	4/22/2006 17:00

	108
	Testing
	6.d
	4/21/2006 8:00
	4/29/2006 12:00

	109
	Integration Test
	3.d
	4/24/2006 13:00
	4/27/2006 12:00

	110
	System Test
	2.d
	4/25/2006 13:00
	4/27/2006 12:00

	111
	Implementation
	1.d
	4/28/2006 13:00
	5/1/2006 12:00

	112
	Setup Prototype for Demo
	1.d
	4/28/2006 13:00
	5/1/2006 12:00

	113
	Production Readiness Test
	1.d
	5/2/2006 13:00
	5/3/2006 12:00

	114
	SBIR Phase 2
	1.d
	5/5/2006 13:00
	5/8/2006 12:00

	115
	Create SBIR Grant Proposal
	2.d
	5/10/2006 8:00
	5/11/2006 17:00

	116
	SBIR Phase 2 Approval
	2.d
	5/12/2006 8:00
	5/15/2006 17:00


17.7.3 Phase 2

	ID
	Name
	Duration
	Start
	Finish

	1
	ASK Phase 2
	520.d
	5/8/2006 8:00
	5/4/2008 12:00

	2
	Develop Project Team
	14.d
	5/4/2006 13:00
	5/24/2006 12:00

	3
	Identify New Team Members
	1.d
	5/5/2006 8:00
	5/6/2006 12:00

	4
	Reassign Responsibilities as Needed
	1.d
	5/5/2006 8:00
	5/6/2006 12:00

	5
	Personnel
	12.d
	5/5/2006 8:00
	5/22/2006 17:00

	6
	Hire New Management Resources 
	11.d
	5/5/2006 8:00
	5/20/2006 17:00

	7
	Get New Team Members to Sign Project Charter
	3.d
	5/19/2006 8:00
	5/23/2006 17:00

	8
	Planning
	15.d
	5/22/2006 8:00
	6/11/2006 12:00

	9
	Define Approach
	4.d
	5/22/2006 8:00
	5/25/2006 17:00

	10
	Determine Communication Methods
	3.d
	5/22/2006 8:00
	5/24/2006 17:00

	11
	Determine Development Approach
	3.d
	5/23/2006 8:00
	5/25/2006 17:00

	12
	Define Functional Level Requirements
	14.d
	5/30/2006 8:00
	6/17/2006 9:00

	13
	Define Functional Level Requirements
	9.d
	5/31/2006 9:00
	6/13/2006 9:00

	14
	Define Client Software Functional Level Requirements
	4.d
	5/31/2006 9:00
	6/6/2006 9:00

	15
	Define Server Software Functional Level Requirements
	2.d
	6/7/2006 9:00
	6/9/2006 9:00

	16
	Define A.S.K. Hardware Functional Level Requirements
	2.d
	6/8/2006 8:00
	6/11/2006 9:00

	17
	Define A.S.K. Software Functional Level Requirements
	2.d
	6/8/2006 8:00
	6/11/2006 9:00

	18
	Functional Requirements Document
	5.d
	6/12/2006 8:00
	6/17/2006 9:00

	19
	Requirements
	25.d
	6/16/2006 9:00
	7/21/2006 9:00

	20
	Hardware
	11.d
	6/16/2006 9:00
	7/3/2006 9:00

	21
	Client
	5.d
	6/16/2006 9:00
	6/23/2006 9:00

	22
	Define Client Hardware Requirements
	1.d
	6/23/2006 8:00
	6/25/2006 9:00

	23
	Create Client Hardware Requirements Doc
	3.d
	6/23/2006 9:00
	6/28/2006 9:00

	24
	Server
	5.d
	6/23/2006 9:00
	6/30/2006 9:00

	25
	Define Server Hardware Requirements
	2.d
	6/23/2006 9:00
	6/27/2006 9:00

	26
	Create Server Hardware Requirements Doc
	4.d
	6/26/2006 9:00
	6/30/2006 9:00

	27
	A.S.K.
	4.d
	6/29/2006 9:00
	7/5/2006 9:00

	28
	Define A.S.K. Hardware Requirements
	2.d
	6/30/2006 9:00
	7/4/2006 9:00

	29
	Create A.S.K. Hardware Requirements Doc
	3.d
	6/30/2006 9:00
	7/5/2006 9:00

	30
	Software
	11.d
	6/30/2006 8:00
	7/16/2006 9:00

	31
	Client
	4.d
	6/30/2006 9:00
	7/6/2006 9:00

	32
	Define Client Software Requirements
	2.d
	7/6/2006 8:00
	7/8/2006 9:00

	33
	Create Client Software Requirements Doc
	2.d
	7/7/2006 9:00
	7/11/2006 9:00

	34
	Server
	5.d
	7/10/2006 8:00
	7/15/2006 9:00

	35
	Define Server Software Requirements
	1.d
	7/14/2006 9:00
	7/17/2006 9:00

	36
	Create Server Software Requirements Doc
	4.d
	7/14/2006 9:00
	7/20/2006 9:00

	37
	A.S.K.
	4.d
	7/19/2006 9:00
	7/25/2006 9:00

	38
	Define A.S.K. Software Requirements
	3.d
	7/25/2006 9:00
	7/28/2006 9:00

	39
	Create A.S.K. Software Requirements Doc
	2.d
	7/28/2006 9:00
	8/1/2006 9:00

	40
	Create Requirements Doc
	4.d
	7/31/2006 9:00
	8/4/2006 9:00

	41
	Setup
	45.d
	8/3/2006 9:00
	10/5/2006 9:00

	42
	Hardware
	45.d
	8/3/2006 9:00
	10/5/2006 9:00

	43
	Client
	9.d
	8/31/2006 9:00
	9/13/2006 9:00

	44
	Purchase Development PCs
	8.d
	9/13/2006 8:00
	9/23/2006 9:00

	45
	Receive Development PCs
	2.d
	9/21/2006 8:00
	9/24/2006 9:00

	46
	Setup PC
	1.d
	9/22/2006 9:00
	9/25/2006 9:00

	47
	Server
	17.d
	9/22/2006 9:00
	10/17/2006 9:00

	48
	Define Server Requirements
	3.d
	10/17/2006 9:00
	10/20/2006 9:00

	49
	Choose Vendor
	2.d
	10/18/2006 9:00
	10/20/2006 9:00

	50
	Sign Contract
	2.d
	10/19/2006 9:00
	10/23/2006 9:00

	51
	Server Hardware
	14.d
	10/19/2006 9:00
	11/8/2006 9:00

	52
	Purchase Network Equipment
	12.d
	11/7/2006 9:00
	11/23/2006 9:00

	53
	Receive Network Equipment
	2.d
	11/23/2006 9:00
	11/27/2006 9:00

	54
	Install Network Equipment
	1.d
	11/24/2006 8:00
	11/25/2006 9:00

	55
	Test Network Equipment
	2.d
	11/23/2006 8:00
	11/26/2006 9:00

	56
	Test Internet Connectivity
	1.d
	11/24/2006 9:00
	11/27/2006 9:00

	57
	A.S.K.
	21.d
	11/27/2006 9:00
	12/26/2006 9:00

	58
	Components
	20.d
	12/25/2006 9:00
	1/22/2007 9:00

	59
	Procurement Planning
	3.d
	1/19/2007 9:00
	1/24/2007 9:00

	60
	Determine Requirements
	2.d
	1/24/2007 9:00
	1/26/2007 9:00

	61
	Create Statement of Work
	2.d
	1/25/2007 9:00
	1/29/2007 9:00

	62
	Solicitation Planning
	7.d
	1/25/2007 9:00
	2/5/2007 9:00

	63
	Identify Potential Resources
	5.d
	2/5/2007 8:00
	2/10/2007 9:00

	64
	Develop Evaluation Criteria
	3.d
	2/12/2007 8:00
	2/14/2007 17:00

	65
	Create RFP (Request for Proposal)
	3.d
	2/14/2007 8:00
	2/17/2007 17:00

	66
	Solicitation
	2.d
	2/15/2007 8:00
	2/18/2007 17:00

	67
	Send RFP to Vendors
	2.d
	2/19/2007 8:00
	2/20/2007 17:00

	68
	Proposals Received
	2.d
	2/16/2007 8:00
	2/19/2007 17:00

	69
	Solicitation Selection
	2.d
	2/20/2007 8:00
	2/21/2007 17:00

	70
	Select Vendor based on Criteria
	2.d
	2/21/2007 8:00
	2/22/2007 17:00

	71
	Contract Admin 
	3.d
	2/21/2007 8:00
	2/25/2007 17:00

	72
	Create Formal Contract
	4.d
	2/23/2007 8:00
	2/28/2007 17:00

	73
	Send Contract to Vendor
	2.d
	3/1/2007 8:00
	3/2/2007 17:00

	74
	Prototype
	2.d
	3/2/2007 8:00
	3/5/2007 17:00

	75
	Receive Initial Prototype from Vendor
	2.d
	3/2/2007 8:00
	3/5/2007 17:00

	76
	Evaluate Prototype Received
	5.d
	3/5/2007 8:00
	3/10/2007 17:00

	77
	Contract Closeout
	3.d
	3/9/2007 8:00
	3/13/2007 17:00

	78
	Evaluate Contract Terms Being Met
	3.d
	3/13/2007 8:00
	3/15/2007 17:00

	79
	Formal Acceptance
	2.d
	3/16/2007 8:00
	3/19/2007 17:00

	80
	Install Development Software
	2.d
	3/15/2007 8:00
	3/17/2007 17:00

	81
	Design
	72.d
	3/16/2007 8:00
	6/25/2007 17:00

	82
	Client
	36.d
	3/16/2007 8:00
	5/6/2007 9:00

	83
	Server
	37.d
	5/4/2007 8:00
	6/25/2007 17:00

	84
	Development
	67.d
	6/25/2007 8:00
	9/25/2007 17:00

	85
	Client
	26.d
	9/25/2007 8:00
	10/30/2007 17:00

	86
	Server
	42.d
	10/30/2007 8:00
	12/26/2007 17:00

	87
	Testing
	20.d
	12/26/2007 8:00
	1/22/2008 17:00

	88
	Integration Test
	8.d
	1/22/2008 9:00
	2/1/2008 9:00

	89
	System Test
	12.d
	1/31/2008 9:00
	2/18/2008 9:00

	90
	User Documentation
	38.d
	2/15/2008 9:00
	4/9/2008 9:00

	91
	Installation Guide
	15.d
	4/8/2008 9:00
	4/29/2008 9:00

	92
	User Manual
	23.d
	4/8/2008 9:00
	5/9/2008 9:00

	93
	Implementation
	3.d
	4/9/2008 8:00
	4/13/2008 9:00

	94
	Setup Prototype for Demo
	3.d
	4/8/2008 9:00
	4/11/2008 9:00

	95
	Production Readiness Test
	1.d
	5/2/2008 8:00
	5/4/2008 9:00

	96
	Prototype Developed
	2.d
	5/6/2008 9:00
	5/8/2008 9:00


17.7.4 Phase 3

	ID
	Name
	Duration
	Start
	Finish

	1
	Phase 3
	437.d
	5/2/2008 9:00
	1/5/2010 9:00

	2
	Develop Project Team
	3.d
	5/5/2008 13:00
	5/8/2008 13:00

	3
	Identify New Team Members
	2.d
	5/5/2008 13:00
	5/7/2008 13:00

	4
	Reassign Responsibilities as Needed
	2.d
	5/6/2008 13:00
	5/8/2008 13:00

	5
	Prepare Production
	424.d
	5/7/2008 13:00
	12/22/2009 13:00

	6
	Manufacture
	182.d
	5/7/2008 13:00
	1/16/2009 13:00

	7
	Procurement Planning
	2.d
	5/8/2008 8:00
	5/10/2008 13:00

	8
	Determine Requirements
	2.d
	5/7/2008 13:00
	5/9/2008 13:00

	9
	Create Statement of Work
	1.d
	5/9/2008 8:00
	5/10/2008 13:00

	10
	Solicitation Planning
	2.d
	5/9/2008 13:00
	5/13/2008 13:00

	11
	Identify Potential Resources
	2.d
	5/12/2008 13:00
	5/14/2008 13:00

	12
	Develop Evaluation Criteria
	2.d
	5/13/2008 13:00
	5/15/2008 13:00

	13
	Create RFP (Request for Proposal)
	2.d
	5/14/2008 13:00
	5/16/2008 13:00

	14
	Solicitation
	6.d
	5/15/2008 13:00
	5/23/2008 13:00

	15
	Send RFP to Vendors
	1.d
	5/23/2008 13:00
	5/26/2008 13:00

	16
	Proposals Received
	5.d
	5/26/2008 8:00
	5/31/2008 13:00

	17
	Solicitation Selection
	1.d
	5/30/2008 13:00
	6/2/2008 13:00

	18
	Select Vendor based on Criteria
	3.d
	5/30/2008 13:00
	6/4/2008 13:00

	19
	Contract Admin 
	4.d
	6/4/2008 13:00
	6/10/2008 13:00

	20
	Create Formal Contract
	4.d
	6/9/2008 8:00
	6/13/2008 0:00

	21
	Send Contract to Vendor
	1.d
	6/13/2008 13:00
	6/16/2008 13:00

	22
	Prototype
	73.d
	6/16/2008 8:00
	9/25/2008 1:00

	23
	Receive Initial Prototype from Vendor
	65.d
	9/24/2008 8:00
	12/24/2008 1:00

	24
	Evaluate Prototype Received
	7.d
	9/25/2008 8:00
	10/5/2008 13:00

	25
	Production
	73.d
	10/3/2008 8:00
	1/13/2009 22:00

	26
	Monitor Production
	65.d
	1/12/2009 8:00
	4/13/2009 0:00

	27
	Receive Ordered Products
	9.d
	4/10/2009 8:00
	4/23/2009 0:00

	28
	Contract Closeout
	8.d
	4/22/2009 13:00
	5/4/2009 13:00

	29
	Evaluate Products Received
	7.d
	5/1/2009 13:00
	5/12/2009 13:00

	30
	Evaluate Contract Terms Being Met
	2.d
	5/8/2009 13:00
	5/12/2009 13:00

	31
	Formal Acceptance
	1.d
	5/12/2009 13:00
	5/13/2009 13:00

	32
	Warehouse
	63.d
	5/13/2009 16:00
	8/10/2009 16:00

	33
	Procurement Planning
	7.d
	5/15/2009 16:00
	5/26/2009 16:00

	34
	Determine Requirements
	4.d
	5/26/2009 8:00
	5/31/2009 13:00

	35
	Create Statement of Work
	5.d
	6/1/2009 8:00
	6/6/2009 13:00

	36
	Solicitation Planning
	39.d
	6/5/2009 8:00
	7/30/2009 1:00

	37
	Identify Potential Resources
	4.d
	7/29/2009 8:00
	8/4/2009 1:00

	38
	Develop Evaluation Criteria
	4.d
	8/4/2009 8:00
	8/8/2009 0:00

	39
	Create RFP (Request for Proposal)
	2.d
	8/7/2009 13:00
	8/11/2009 12:30

	40
	Solicitation
	5.d
	8/11/2009 14:00
	8/18/2009 14:00

	41
	Send RFP to Vendors
	2.d
	8/17/2009 8:00
	8/19/2009 3:00

	42
	Proposals Received
	4.d
	8/18/2009 15:00
	8/24/2009 15:00

	43
	Solicitation Selection
	4.d
	8/25/2009 8:00
	8/30/2009 14:00

	44
	Select Vendor based on Criteria
	5.d
	8/28/2009 13:00
	9/4/2009 12:00

	45
	Contract Admin 
	5.d
	9/4/2009 8:00
	9/11/2009 0:00

	46
	Create Formal Contract
	4.d
	9/10/2009 13:00
	9/16/2009 13:00

	47
	Send Contract to Vendor
	2.d
	9/16/2009 8:00
	9/18/2009 1:00

	48
	Contract Closeout
	2.d
	9/18/2009 13:00
	9/22/2009 12:00

	49
	Evaluate Warehouse Space
	4.d
	9/22/2009 8:00
	9/26/2009 0:00

	50
	Evaluate Contract Terms Being Met
	2.d
	9/24/2009 8:00
	9/27/2009 12:00

	51
	Formal Acceptance
	2.d
	9/24/2009 8:00
	9/27/2009 0:00

	52
	Coordinate Warehouse Vendor and Manufacturer
	5.d
	9/25/2009 8:00
	10/2/2009 0:00

	53
	Marketing
	134.d
	6/9/2009 8:00
	12/12/2009 0:00

	54
	Initial Rollout
	70.d
	7/31/2009 8:00
	11/6/2009 0:00

	55
	Distributors
	37.d
	8/7/2009 8:00
	9/29/2009 0:00

	56
	Determine Distributors/ Stores for Product
	12.d
	8/10/2009 8:00
	8/26/2009 0:00

	57
	Setup Distributor Agreements
	12.d
	8/11/2009 8:00
	8/27/2009 0:00

	58
	Setup Distributor and Warehouse Interface
	12.d
	8/11/2009 8:00
	8/27/2009 0:00

	59
	Advertising
	26.d
	9/9/2009 8:00
	10/15/2009 0:00

	60
	Determine Advertising Agency
	4.d
	9/9/2009 8:00
	9/15/2009 0:00

	61
	Prepare Advertising Materials
	23.d
	9/1/2009 8:00
	10/2/2009 0:00

	62
	Launch Marketing Campaign
	2.d
	9/1/2009 8:00
	9/3/2009 0:00

	63
	Nationwide Rollout
	65.d
	8/27/2009 8:00
	11/26/2009 0:00

	64
	Distributors
	44.d
	8/4/2009 8:00
	10/4/2009 0:00

	65
	Determine Distributors/ Stores for Product
	22.d
	8/28/2009 8:00
	9/29/2009 0:00

	66
	Setup Distributor Agreements
	12.d
	9/1/2009 8:00
	9/17/2009 0:00

	67
	Setup Distributor and Warehouse Interface
	12.d
	9/3/2009 8:00
	9/19/2009 0:00

	68
	Advertising
	23.d
	9/14/2009 8:00
	10/15/2009 0:00

	69
	Prepare Advertising Materials
	21.d
	10/9/2009 8:00
	11/9/2009 0:00

	70
	Launch Marketing Campaign
	2.d
	10/21/2009 8:00
	10/23/2009 0:00

	71
	Website
	72.d
	9/3/2009 8:00
	12/13/2009 0:00

	72
	Create Website Front-end
	65.d
	10/1/2009 8:00
	12/31/2009 0:00

	73
	Enable Online Purchasing
	9.d
	12/21/2009 8:00
	1/1/2010 0:00


17.8 Program Planning

The Automated Service Kiosk Program Team office will maintain the program master schedule.  The master schedule contains a line item for each WBS element and will be used to track the progress of each element.  All deviations from the master schedule must be coordinated with the program office.  It is the responsibility of each team member to call attention to possible schedule deviations at the earliest opportunity.  The program office will coordinate the program schedule with Computer Productivity Initiative.  The program will be developed in phases. Within each phase, formal reviews will be announced in advance of the starting date

Automated Service Kiosk will take a “top-down approach” to the Program Schedule, meaning that we will pace our workload to fit the overall Program requirements.  Particular attention will be given to timely milestone completions.  It is recognized that the schedule is particularly tight; containing critical program milestones throughout all four phases, and adequate personnel will be available in order to keep the program moving forward.

17.9 Progress Performance Assessment
All Automated Service Kiosk Team members will participate in progress reporting and team management.  Automated Service Kiosk will track technical and financial progress of the program.  Reviews will be held as mutually agreeable by the Automated Service Kiosk Team and Computer Productivity Initiative.  

· Report on progress to date

· Present work to be performed during the next period before review

· Present status of all deliverables and review planned delivery dates

· Plan and coordinate activities, including date of next review

· Discuss technical or programmatic issues as necessary

In preparation for the meetings the Automated Service Kiosk Program Manager will collect the status data on all relevant ongoing activities, progress against schedule and budget, and planned activity for the next reporting period.  Quality reviews of all program documentation and procedures will be held periodically.  Continual quality reviews will be held by peer editing groups set by the PM.  In particular, the quality program will be involved with program deliveries and milestones and will work off of the master program schedule to plan program audits.  Technical, financial and quality progress and status reporting will be conducted according to the following general guidelines.

17.10 Technical Progress and Reporting

The schedule for the program is established during the planning phase and monitored throughout the performance period.  The schedule contains an entry for each WBS element.  The percentage of completion for each WBS element is determine as necessary to manage program progress and is reviewed before and after each milestone is completed.

17.11 Financial Management and Reporting

The financial profile for the Program is established during the planning phase and monitored throughout the performance period.  This profile is generated by assigning a specific budget to accompany each WBS element.  A master budget is prepared in accordance with the proposed funds and the WBS.

The PM is provided with an information package that identifies the spending budgets in relation to the WBS, in addition to the overall budget for the program, and a synopsis of all major deliverables and milestones.  The PM uses this information to track the overall financial progress of the program on a weekly basis.  An updated budget is automatically provided by the Financial Planner on a monthly basis, or upon the request from the PM.  The PM uses the financial summary in conjunction with his assessments of technical progress to track the overall status of the efforts.

17.12 Profits and Cost

Profit will be viewed as all those monies incurred above and beyond the overall cost of the program.  Profit will be reviewed upon later phases to monitor the financial success of the program.

Cost is calculated by the following formula:

Cost = Labor Costs * Time + Direct Costs + Indirect Costs
17.13 Monthly Progress Report
The Automated Service Kiosk team will submit a monthly progress reports. The report shall cover, at a minimum, the following:

· Progress Summary

· Milestone Deliverables, planned actual and forecast

· Cost and Profit report

· Dependencies: a ‘critical items list’ of all items which could jeopardize timely completion of the work or any significant parts of the program

· Risk Status

· Look Ahead (Future action and Forecast)

· Work Package/Activities planned, actual & forecast status

· Milestone/Deliverables planned, actual & forecast status

· Quality Actions (Reviews, audits)

17.14 Reviews

Reviews will play an integral part in the management and monitoring of all phases of the Automated Service Kiosk Program. Informal reviews with the Program team members will be held at all levels on a weekly basis to ensure that the program stays on track. Formal technical reviews will be held to ensure that the program is proceeding as planned.  The PM will meet with each team section and ensure that they are up to speed with the course of the project.  In turn, the team members will timely report all successes and difficulties they have encountered that have had any effect on the course of the project.  Formal reviews will be completed at least every three months.  The formal reviews will deal with those issues that can be fixed in the future, and will also use the evaluation plan as a way of gauging the success of the program through the current time.

18.0 Management Structure 
The personnel needed for ASK will change as the project progresses.  The personnel needed for each phase are shown below.

The personnel needed for ASK will change as the project progresses.  The personnel needed for each phase are shown below.

18.1 Phase 0

During this phase, the ASK team will consist of five seniors in the Computer Science department at Old Dominion University.  They will be responsible for developing the idea for this project and proving that it is a feasible project.  Additional members of the team include Janet Brunelle, a professor in the CS department of ODU.  The students will also seek outside sources to assist in the research and idea development. The outside sources include Dr. Larry Filer, a business professor at ODU and Dennis Ray, a professor in the CS department of ODU.  

18.2 Phase I

Once the project has been approved and funded, the team for Phase I will consist of one junior project manager, one junior database specialist, two junior software engineers, one junior GUI programmer, and one senior software engineer. The term junior is used to indicate that these team members are actually still college students filling intern positions.  Marketing and legal fees for this phase will be provided by Old Dominion University.   Job descriptions and requirements of each position are outlined below.

Junior Project Manager (JPM): 

Responsibilities include assembling the team, contracting with vendors for necessary supplies (Dell, MySQL, etc.), assign tasks to team members, oversee project to ensure it is on time and under budget, assist in the development of the product when needed, ensure all necessary deliverables and milestones are met, act as liaison between project team and upper management.

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred. Previous experience in project management, personnel management, and scheduling preferred.  

Junior Database Specialist (JDS): 

Responsibilities include developing and building a database with linked tables for a PC, testing individual components of the database, testing entire database, and system testing.

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred; previous experience in designing and implementing databases courses taken in database development such as CS450 at Old Dominion University.

Junior Software Engineer (JSE):

Responsibilities include developing interfaces between input and output devices, developing interface software between for a kiosk and for a database, testing of individual components of system, and complete prototype testing.

Required skills and experience: Undergraduate student majoring Computer Science. Senior level status preferred, experience in C++, Java, and other programming languages, hardware integration knowledge, and databases.

Junior GUI Programmer (JGP):

Responsibilities include designing and developing a number of GUI screens to be used in final product, integration of GUI screens with other components of the system, and testing each screen individually and each GUI as a whole.

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred previous experience in graphical design and GUI development. 

18.3 Phase II

By Phase II the members of the ASK team will have received bachelor’s degrees in Computer Science.  For this reason, the term “junior” has been dropped from the title of each team member.  To meet the development timeline, additional programmers will also be hired to assist in the development of the system.  The team will consist of four software engineers, two technical writers, a project manager, a senior software engineer, a database specialist, two GUI programmers, one marketing manager, and a quality assurance manager.  During this phase, the legal assistance will be provided by Old Dominion University.  Job descriptions and requirements of each position are outlined below.  

Software Engineer (SE):

Responsibilities include developing interfaces between input and output devices, developing interface software between for a kiosk and for a database, testing of individual components of system, and complete prototype testing.

Required skills and experience: Bachelors degree in Computer Science: experience in C++, Java, and other programming languages, hardware integration knowledge, and databases.

Technical Writer (TW):

Responsibilities include creating formal documentation for the ASK product, both for source code as well as design plans and such.

Required skills and experience: Knowledge of the product and general knowledge of the programming practices being used as well as a bachelor’s degree, preferably in English or writing.

Project Manager (PM): 

Responsibilities include assembling the team, contracting with vendors for necessary supplies (Dell, MySQL, etc.), assign tasks to team members, oversee project to ensure it is on time and under budget, assist in the development of the product when needed, ensure all necessary deliverables and milestones are met, act as liaison between project team and upper management.

Required skills and experience: Bachelors degree in Computer Science. Previous experience in project management, personnel management, and scheduling preferred.  

Senior Software Engineer (SSE):

Responsibilities include providing expertise and help to the software developers.

Required skills and experience: Bachelors degree in Computer Science and five years of work experience: experience in C++, Java, and other programming languages, hardware integration knowledge, and databases.

Database Specialist (DS): 

Responsibilities include developing and building a database with linked tables for a PC, testing individual components of the database, testing entire database, and system testing.

Required skills and experience: Bachelors degree in Computer Science. Oracle certification preferred; previous experience in designing and implementing databases courses taken in database development such as CS450 at Old Dominion University.

GUI Programmer (GP):

Responsibilities include designing and developing a number of GUI screens to be used in final product, integration of GUI screens with other components of the system, and testing each screen individually and each GUI as a whole.

Required skills and experience: Bachelors degree in Computer Science, previous experience in graphical design and GUI development. 

Marketing Manager (MM):


Responsibilities include coordinating the marketing activities of the ASK including: advertising, direct mailing, printing, customer events, and trade shows. 

Required skills and experience: A bachelor's degree with 2 years of experience in the field or in a related area.

Quality Assurance Manager (QAM):


Responsibilities include providing advice on how the system is performing.  This includes the publication of statistics regarding company performance against set parameters

Required skills and experience: A bachelor's degree with 2 years of experience in the field or in a related area.

18.4 Phase III

Phase III is the actual production of our product.  During this phase, the necessary personnel become more customer oriented rather than technology oriented.  The phase requires Customer Service personnel, Technical Support personnel, Production personnel, and managers for each of these areas.  This phase also includes a Marketing Specialist and Legal Specialist. Also, instead of having a Project Manager, the staff will now be hired and maintained by a Human Resource Manager.  Descriptions of each title are listed below.

Customer Service Representative:


Responsibilities include answering telephone call inquiries, and promoting ASK products and services, researching and resolving complaints to ensure customer retention and satisfaction. 

Required skills and experience: A minimum of a high school diploma or its equivalent and 0-2 years of experience in the field or in a related area.

Technical Support:


Responsibilities include providing support to end users on a variety of issues, identifying, researching, and resolving technical problems, responding to telephone calls, email and personnel requests for technical support, documenting, tracking and monitoring the problem to ensure a timely resolution


Required skills and experience: An associate's degree in a related area and 0-2 years of experience in the field or in a related area.

Production Worker: 


Responsibilities include preparing product for shipping, and packaging orders.


Required skills and experience: Requires a high school diploma or its equivalent.

Customer Service Manager:


Responsibilities include managing a staff of customer service representatives, ensuring that customers are retained, satisfied, and that their needs are fulfilled, designing and implementing improved process or operational policies. 

Required skills and experience: A bachelor's degree in business, marketing, or related area, and at least 7 years of experience in the field.

Technical Support Manager:


Responsibilities include managing a team of support personnel who troubleshoot ASK issues, implementing policies and procedures regarding how problems are identified, received, documented, distributed, and corrected, 


Required skills and experience: A bachelor's degree with at least 7 years of experience in the field.

Production Manager (PM):


Responsibilities include managing production workers, maintaining inventory of available products, overseeing packaging and shipping, ordering supplies for packaging.


Required skills and experience: A bachelor’s degree with at least 7 years of experience in the field.

Marketing Specialist (MS):


Responsibilities include coordinating the marketing activities of the ASK including: advertising, direct mailing, printing, customer events, and trade shows. 

Required skills and experience: A bachelor's degree with 2 years of experience in the field or in a related area.

Legal Specialist (LS):


Responsible include providing legal advice to the organization, preparing resolutions and forms, and participating in major legal actions, and foreseeing and protecting the company against legal risks. 

Required skills and experience: Must be a graduate of an accredited law school with 5-8 years of experience and admitted into the state bar.

HR Manager:


Responsible include recruitment and employment, maintaining personnel records, performing job evaluation, compensation management, benefits administration, 


Required skills and experience: a bachelor’s degree with 2 years of experience in the field or related area.

19.0 Project Plan – Milestones and Deliverables
Following is a Gantt chart showing each task of the ASK and the time necessary to complete each task.  

19.1 Phase 0

[image: image7.emf]ID Task Name Start Finish Duration

Aug 2005

7/31 8/7 8/148/21 8/28 9/4 9/11 9/18 9/25 10/2 10/910/1610/2310/30

1 78d

12/12/2005

8/25/2005

ASK Automated Service Kiosk

2 74d

12/8/2005 8/29/2005 ASK.0 Conception

3 4d

9/1/2005 8/29/2005 ASK.0.1 Develop Project Team

4 17d

9/23/2005 9/1/2005 ASK.0.2 Define Project

5 28d

11/1/2005 9/23/2005 ASK.0.3 Planning

6 48d

11/21/2005 9/15/2005 ASK.0.4 Initial Research

7 8d

11/2/2005 10/24/2005 ASK.0.5 Feasibility Presentation

8 30d

12/12/2005 11/1/2005 ASK.0.6 Plan Phases

9 7d

11/21/2005 11/11/2005 ASK.0.7 Documentation

10 2d

11/16/2005 11/15/2005 ASK.0.8 Milestone Presentation

Sep 2005 Oct 2005 Nov 2005 Dec 2005

11/611/1311/2011/2712/412/1112/1812/25


This Gantt chart represents the scheduling and milestones for Phase 0.  The dates range from 8/25/2005 until 12/12/2005.  The major milestones are denoted as tasks 3 – 10.  
19.2 Phase 1

[image: image8.emf]ID Task Name Start Finish Duration

Dec 2005 Jan 2006 Feb 2006 Mar 2006 Apr 2006

12/1812/25 1/1 1/8 1/15 1/22 1/29 2/5 2/12 2/19 2/26 3/5 3/12 3/19 3/26 4/2 4/9 4/16 4/23

1 1d

12/13/2005 12/13/2005 ASK.1.0 Start Phase 1

2 103d

5/4/2006 12/13/2005 ASK.1.2 Phase1

3 2d

12/19/2005 12/16/2005 ASK.1.2.1 Develop Project Team

4 32d

2/7/2006 12/26/2005 ASK.1.2.2 Planning

5 43d

3/1/2006 1/2/2006 ASK.1.2.3 Requirements

6 25d

4/4/2006 3/1/2006 ASK.1.2.4 Setup

7 16d

4/11/2006 3/21/2006 ASK.1.2.5 Design

8 15d

4/21/2006 4/3/2006 ASK.1.2.6 Development

9 6d

5/1/2006 4/24/2006 ASK.1.2.7 Testing

10 7d

5/9/2006 5/1/2006 ASK.1.2.8 Implementation

11 1d

5/4/2006 5/4/2006 ASK.1.2.9 SBIR Phase 2


This Gantt chart represents the scheduling and milestones for Phase 1.  The dates range from 12/13/2005 until 5/4/2006.  The major milestones are denoted as tasks 3 – 11.  

19.3 Phase 2


[image: image9.emf]ID Task Name Start Finish Duration

Q1 08

Jul Oct Jun Feb May Nov Sep

1 522d

5/8/2008 5/10/2006 ASK.2 ASK Phase 2

2 15d

5/30/2006 5/10/2006 ASK.2.1 Develop Project Team

3 15d

6/12/2006 5/23/2006 ASK.2.2 Planning

4 68d

9/13/2006 6/12/2006 ASK.2.3 Requirements

5 154d

3/19/2007 8/16/2006 ASK.2.4 Setup

6 75d

6/25/2007 3/13/2007 ASK.2.5 Design

7 130d

12/24/2007 6/26/2007 ASK.2.6 Development

8 38d

2/18/2008 12/27/2007 ASK.2.7 Testing

9 39d

4/9/2008 2/15/2008 ASK.2.8 User Documentation

10 4d

4/14/2008 4/9/2008 ASK.2.9 Implementation

11 3d

5/8/2008 5/6/2008 ASK.2.10 Prototype Developed

Q4 06 Q1 07 Q2 08 Q3 07 Q2 06 Q3 06 Q2 07 Q4 07

Sep Apr Jun Dec Mar Jul Oct Mar Jan Aug Jan Aug Nov Feb Dec Apr


This Gantt chart represents the scheduling and milestones for Phase 2.  The dates range from 5/10/2006 until 5/8/2008.  The major milestones are denoted as tasks 3 – 10.  

19.4 Phase 3


[image: image10.emf]ID Task Name Start Finish Duration

Q4 08

Sep Jul May Oct Sep

1 438d 1/5/2010 5/2/2008

ASK.3 Phase 3

2 4d 5/7/2008 5/2/2008

ASK.3.1 Develop Project Team

3 435d 1/5/2010 5/7/2008

ASK.3.2 Prepare Production

4 183d 1/16/2009 5/7/2008

ASK.3.2.1 Manufacture

5 158d 8/25/2009 1/16/2009

ASK.3.2.2 Warehouse

6 79d 12/14/2009 8/26/2009

ASK.3.2.3 Marketing

7 90d 1/5/2010 9/2/2009

ASK.3.2.4 Website

Q2 08 Q4 09 Q1 09 Q3 08 Q3 09 Q2 09

Mar Dec Jun Jun Jul Nov Oct Dec Jan Aug May Feb Aug Nov Apr


This Gantt chart represents the scheduling and milestones for Phase 3.  The dates range from 5/2/2008 until 1/5/2010.  The major milestones are denoted as tasks 3 – 7.  For the scope of this course, the duration of the phase has been kept short.  However, we would hope that the final phase of the project would continue on if the product were to be a real success.  

20.0 Communication Plan

1. The general manager and the project manager will meet with the legal analyst, marketing manager, finance manager and the technical director monthly or weekly as necessary. The project manager would prepare the agenda and it should include updating the project plan if necessary among other things.

2. The legal analyst will meet the legal firm at least weekly to evaluate the progress of contractual issues. 

3. The legal analyst will meet the lobbying firm at least monthly to evaluate the progress towards a favorable mandate.

4. The marketing manager would meet the project manager at least monthly to evaluate the progress towards getting a contract. 

5. The technical director and his team will meet every fortnight to evaluate quality, progress as per the project plan and conduct resource evaluation amongst other things. 

6. The financial manager will present a detailed budget report in a quarterly meeting with the project manager and the general manager. 
Effective communication is achieved via meetings, emails, phone calls, messaging and mails amongst other means. 

21.0 Evaluation Plan
The ASK project life cycle will be evaluated based on the individual and overall results of the four project phases. In order for this project to be deemed successful every phase of the project must be evaluated based on the WBS. The evaluation plan will adapt to accommodate changes during the life of the project. The evaluation plan focuses on the technical, marketing, financial, personnel, and administrative aspects of the project. To ensure quality standards are met, any deviation from the evaluation plan will be brought to the attention of the project manager for approval. A phase is successful when all the items for that phase are completed. Evaluation will occur whenever necessary, but no less often than every three months. The evaluation plan chart (figure 2) will be used as a template in evaluating all the phases of this project.
21.1 Evaluation Plan for Phase 1

Each phase will be evaluated based on the evaluation checklist for that phase. Evaluation will occur every 3 months or as deemed necessary by the PM.  The evaluation checklist consists of five subcategories.  They are as follows:

· Personnel Factor:  each member of the team will be evaluated based on technical, communication, management (if applicable), and overall impact to the group.

· Administrative Factor: scheduling and task breakdown analysis is included in this evaluation factor.

· Financial Factor: the scheduled budget for the current phase will be evaluated for cost efficiency, and funding allocation.

· Marketing Factor: the current target market and an updated list of competitors will be validated.

· Technical Factor:  the components of the software, hardware and overall system will be evaluated for completion, testing, and integration.


[image: image11]
21.2 Phase I

21.2.1 Personnel Factor

Although a team is evaluated by its overall results rather than individual team member’s results, the team’s success is limited by the least contributing team member. In order to meet the set quality standards, each member of the team will be evaluated based on technical, communication, management (if applicable), and overall impact to the group.

Success is when the following are obtained:

Cooperation between members

Communication between members
Each members’ contributions are satisfactory

21.2.2 Administrative Factor

Project development can cause some legal, environmental and safety concerns. This guideline will focus on satisfying those concerns as well as patent and trade secret protection.

This is also where scheduling and task breakdown analysis are performed.

Success is when the following are obtained:

Schedule for meetings

Every meeting is documented

21.2.3 Financial Factor

One of the most important resources in project development is money. Without it, a project will most likely not survive the next phase. The evaluation guideline will include the net present value of the investment, impact on cash flow, and time until break-even. Delays in project delivery date can strain the project funds; the availability of financial resources will be measured. Forecasting of the overall funding needed for the project delay will be determined for smooth project continuance.

Success is when the following are obtained:

Budget that meets the SBIR funding allocated (if budget is over, another funding agency is needed to help cover the cost)

Budget broken down by phase

Breakeven point

21.2.4 Marketing Factor

Although the marketing aspect is not of significant concern for Phase I, it should still be evaluated based on the approaches in market penetration.

Success is when the following are obtained:

Target Market is still valid

Competition still exists

21.2.5 Technical Factor

There are three components in determining the technical success of the project: hardware, software, and system (integration).

Software:

Software will manage and evaluated under the Capability Maturity Model Integration (CMMI: http://www.sei.cmu.edu/cmmi/cmmi.html).

Testing will be performed whenever new features are added to ensure functionality.  Integration testing will be performed at every level of development.

Hardware:

The hardware used will undergo stress testing (to ensure that everything remains in working order under a heavy load).  The network infrastructure will be tested to determine if bandwidth is sufficient. 

System:

The system will be tested to ensure that the software and hardware components work together seamlessly to provide a quality product.  Rigorous in-house testing will be performed on a regular basis and in fact may encapsulate both the hardware and software testing once both facets of the project are sufficiently complete.

In addition to in-house testing, we plan on incorporating a beta testing program in the field itself.  These tests will be in the form of in-store trials and polls.  We hope to be able to set up our product in selected Best Buy locations.  This would allow us to see what does and does not work and would allow us to demonstrate the effectiveness of our product to Best Buy.  Coupons could be offered to those customers willing to participate in a usability survey, but we will be able to glean useful information just from analyzing the actions customers take with our product.

From these tests and polls, we will evaluate the usability and effectiveness of our product.  The testing will also evince aspects of our product that can be improved.  Best Buy will gain an appreciation for the benefits our product will provide.

Beta testing plan

The following will be tested:

· Product’s functionality

· Product’s user-friendliness 

· User documentation 

Each beta tester will receive the following: 

· Basic instructions

· User Manual (in the form of the terminal’s online help system)

· Sample walk-through of the product’s  

· Will include troubleshooting instructions

· Designed in a user-friendly format

· Feedback and Comment Form (in return for coupons, for example)

21.3 Acceptance Criteria

CMMI will dictate the acceptance of our software components.  Our integrated system will have to pass rigorous in-house testing as well as in-store beta testing.  In regards to the beta tests, 75% of those polled must react positively for the product to be considered a success.

Success is when the following are obtained:

· Functional prototype software

· Functional prototype hardware

· Functional integration of hardware and software

· Technical documentation for software and hardware

· Secured SBIR grant for Phase II

22.0 Marketing Plan  

22.1 Initial Research: 

Our initial research showed that many stores do not deliver a good or acceptable customer service. It also showed that if we could make the customer’s experience more enjoyable in the store and provide locations for desired items, then shoppers would be more likely to come back to that store. Research also showed that customer service among the top 5 reasons because businesses fail.

22.2 Initial Target Market

We decided on Best Buy Inc. as our Primary Target Market based on the follow information: Best Buy Inc. is large corporation that is interested in new innovative ways of providing the shopper with what it wants and needs. Best Buy currently does have a convenient database storing most of the information that we need. 

22.3 Secondary Target Market: Office Max.

22.4 Preliminary Marketing Strategy: 

A single Best Buy store in the Hampton Roads Area will be our first step in reaching our goal of having A.S.K. in every Best Buy store. We will use this Best Buy as our beta-testing ground. We will supply the Best Buy with the kiosks at a reduced or no lease fee for the first year, or until preliminary testing is complete, whichever comes first. After several rounds of testing we will determine the status of A.S.K. If acceptable, we will expand to multiple Best Buy stores in the Hampton Roads area. Once A.S.K. is well established in the Hampton Roads area, we will expand to selected areas, from further market research, where we feel A.S.K. will have the largest impact. We will continue to add A.S.K. to Best Buy stores until there is an A.S.K. presence in almost all areas of the United States.

22.5 Headquarters: 

We are planning to place our headquarters in TBA. We will have Marketing Reps that will travel to individual stores to assist in A.S.K. marketing. We will have Tech Training Reps that will travel to individual stores to train Best Buy employees on most aspects of A.S.K. Kiosk operation. We will have Kiosk Repair Techs that will travel to individual stores for major repair problems with A.S.K. Kiosk unexpected errors. We will also provide 24-hour A.S.K. Tech support by phone and web chat. 

22.6 Kiosk Placement: 

We recommend that at least one Kiosk be placed at the main entrance area to the store. Additional Kiosk placement will vary depending on the store’s layout. 

22.7 Promotion: 

Due to the type of service we are offering we must make direct contact with Best Buy by means of a Marketing Representative. We will need well trained Marketing Reps to approach, persuade, and educate the Best Buy managers that our service will increase sales, by increasing shopper loyalty and increasing the amount of items that the shopper purchases. We may also provide a low cost or free, trial period to entice early stores to place A.S.K. in their stores. 

22.8 Product/Service: 

Our service and products that we are providing are as follows: 

• A.S.K. Database of Items 

• A.S.K. Kiosks 

• A.S.K. in-store Servers 

• A.S.K. Web Site connection 

• A.S.K. Tech Support 

• Regular In store Maintenance of Kiosk and Server 

• A.S.K. Integrated Associate Caller Queue

23.0 Funding Plan   

The PRS team will submit a Small Business Innovative Research (SBIR) grant proposal for phase I and phase II to the National Science Foundation. We will apply for government loans to help fund phase III.

The NSF (National Science Foundation) helps the small business prepare for product commercialization by providing grants to help for product conceptualization, feasibility and prototyping.  The goals of the SBIR are to increase private sector commercialization of innovations derived from federal research and development (R&D), to use small business to meet federal R&D needs, to stimulate small business innovation in technology, and to foster and encourage participation by minority and disadvantaged persons in technological innovation.  Under the NSF’s Division of Design, Manufacture and Industrial Innovation is the topic Information-Based Technologies (IT). This topic solicits information technology proposals that can enhance the quality of business and commerce, industrial processes, scientific and engineering analysis, education, work life, healthcare, and personal endeavors. This topic is comprised of Organization and Processes, Human Computer Interaction, Applications, Platforms, Infrastructure, and Education Applications subtopics. 

Our product can help stores provide a better shopping experience for their customers. The nature of our product fits the goal of the Human Computer Interaction subtopic, which is to make people more productive by the use of information devices.  This subtopic covers the design, evaluation and implementation of interactive computing systems for human use. 

Funding Agency:  
National Science Foundation SBIR

Division:               
Division of Design, Manufacture, and Industrial Innovation
Topic: 
      
Information-Based Technologies (IT)
Subtopic:

Human Computer Interaction

Area:


Commercial Customer Assistance Tools
Deadline: 
      December 12, 2005

Mission Statement:  “To promote the progress of science; to advance the national health, prosperity, and welfare; and to secure the national defense.”
Awards (maximum):

Phase I  $100,000

Phase II $750,000

23.1 Financial Summary

Funding is an obvious hurdle to the success of any large project.  Because of this the ASK group has spent much time developing a budget that will allow the completion of all major goals and that will be flexible enough to account for any unforeseen problems.  The funding that the group is basing its budget on will all be allocated from the SBIR grant. 

In order to raise any extra funding, a small business loan will be secured for the amount needed.  Another potential source for additional funding would be a contract with our initial customer (most likely Best Buy).  Each department's monetary need has been over-estimated by a reasonable amount and so there will likely be some small amount of surplus at the conclusion of each phase.  This surplus could be used to help meet any unforeseen needs in the event that no loan is obtained.

23.2 Detailed Budget

23.2.1 Phase 0

Phase 0 has no budget
23.2.2 Phase 1

For Phase I, our team will consist of the same team members, each with their own additional roles.  This phase's budget reflects this as Mylene will take both the role of Junior Project Manager and Junior Software Engineer, Keegan will be the Senior Software Engineer, Jared will become the Junior GUI Programmer, Enrique will be another Junior Software Engineer and Scott will take on the Junior Database Specialist.
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23.2.3 Phase 2

In this phase, our team will be augmented with additional employees.  We will add the following to the team: A Senior Software Engineer, two Software Engineers, two Technical Writers, a Quality Assurance Manager, a Marketing Manager, and a GUI Programmer.  The original team members' Junior status has been abandoned, and both Keegan and Enrique will now act as Software Engineers.  This Phase's budget reflects these changes.
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23.2.4 Phase 3

The work force for this phase is vastly different from the other phases, and these differences will be reflected in the budget.  Mylene will become the Human Resources Manager, Jared the Customer Service Manager, Keegan the Technical Support Manager, Scott the Production Manager, and Enrique the Marketing Specialist.  In addition, the following positions will be added: ten Customer Service Representatives, ten Technical Support Personnel, five Production Staff, and a Legal Specialist.
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24.0 Resource Plan
24.1 Abstract:

The purpose of this document is to, in detail; describe hard resource requirements per phase. This document is broken down into 6 sections, Abstract, Phases 0 – 3, and production out-years. Each phase will have descriptions of requirements along with relative cost.

24.2 Phase 0

The initial phase, Phase 0, requires no hard resources, only human resources. 

24.3 Phase 1

In Phase 1 we will develop a basic lab prototype.

Hard Resources Required for Phase 1:

	Phase 1
	
	
	

	Resource
	Product
	Units
	Cost

	Terminal Operating System
	*nix
	1
	Free

	Compiler
	GCC
	1
	Free

	Mock Records Server
	Dell PowerEdge 2850
	1
	$5,000

	Mock Database
	MySQL
	1
	Free

	Mock Inventory Database Server
	Dell PowerEdge 2850
	1
	$5,000

	Mock Database
	MySQL
	1
	Free

	Employee Workstations
	Dell Precision 380
	5
	$7,423

	Prototype Terminal Thin Client
	Dell Dimension B110
	1
	$1,200

	Prototype Terminal Monitor
	Planar PT1500MU 
	1
	$499

	Prototype Housing
	
	1
	$200

	Installation & Extras
	
	- 
	$1,000

	Total
	
	
	$20,322


1. Terminal Operating System (*nix) – This is the operating system that will be installed on the thin client terminals, which users will interact with. The OS will be a *nix based distro, and will have no cost

2.  gcc compiler – The compiler used for compiling code will be gcc based, and will have no cost
3. Mock mysql database – an emulation of a store inventory database. Since we’re using mysql, there will be no cost of the database itself.
4. Mock records server – The records server we’ll use to store tracking information
5. Mock inventory database server – A mock mysql driven database server we’ll design our interface around.
6. Employee Workstations – For employees to use, one for each team member.
Since phase 1 is proof of concept, and only one basic lab prototype is created, the main cost will be staffing resources, which are outlines in another document. To save cost and reduce conflict, the ASK project team has decided to use a *nix based distro operating system. In addition to that, the team has decided to use a mock mysql server, even though most likely we will interface with Oracle databases. The hierarchy of both databases is quite similar, and only minor modifications will be required to move to Oracle. However, since hardware issues should be considered early on, production servers will be used.
24.4 Phase 2

In phase 2, we will develop an actual working prototype

Hard resources required for Phase 2:

	Phase 2
	 
	 
	 
	 

	Resource
	Product
	Units
	
	Cost

	Terminal Operating System 
	*nix
	5
	
	free

	Compiler
	GCC
	1
	
	free

	Database
	MySQL
	5
	
	free

	Network Switch
	Cisco Catalyst 2950-24
	1
	
	$550 

	Network Integration Materials
	Cables, etc
	1
	
	$1,000 

	ASK Terminal Thin Client
	Dell Dimension B110
	5
	$1,200 
	$6,000 

	ASK Terminal Monitor
	Planar PT1500MU
	5
	$499 
	$2,495 

	ASK Records Server 
	Dell PowerEdge 2850
	2
	$5,000 
	$10,000 

	Employee Workstations
	Dell Precision 380
	5
	$1,484 
	$7,423 

	ASK Terminal Housing
	
	5
	$200 
	$1,000 

	Beta Testing Costs
	
	
	
	$100,000

	 Total
	
	
	
	$128,468

	Store inventory database server (only if needed)
	Dell PowerEdge 2850
	1
	
	$5,000 

	Store inventory database (only if needed)
	Oracle Enterprise License
	1
	
	$40,000

	Total with optional database server
	 
	 
	$173,468 


1. Network Switch – Used to integrate thin clients and servers in store.

2. Network Integration Materials – Cables, miscellaneous connectors, etc
3. ASK Terminals – Including the thin clients and touch screen terminals, this is the device customers will interface with in store.
4. Store inventory database server – on the assumption that not all stores have a database server, we can provide one. 
5. Store inventory database – on the assumption that not all stores have an oracle database, we can provide one
6. Beta Testing Costs – Incentives for testers and other costs associated with beta testing.
As in phase 1, a mock mysql database server will be used. If server load or integration is a larger issue than expected, an Oracle database license can be purchased. We will be developing 5 terminals to create one full store replica (the suggested amount of terminals initially per store is 5). This will help us prepare ourselves for store integration. We will also be requiring two records servers, one for interfacing with the store database, and one for predictive analysis / customer query tracking.

24.5 Phase 3

Phase three will involve production out years, in which we will produce, test, and ship final versions of the ASK software and hardware.

	Phase 3
	 
	 
	 
	 

	Resource
	Product
	Units
	
	Cost

	Terminal Operating System 
	*nix
	10
	
	free

	Compiler
	GCC
	1
	
	free

	Network Switch
	Cisco Catalyst 2950-24
	1
	
	$550 

	Network Integration Materials
	Cables, etc
	1
	
	$1,000 

	ASK Terminal Thin Client
	Dell Dimension B110
	5
	$1,200 
	$6,000 

	ASK Terminal Monitor
	Planar PT1500MU
	5
	$499 
	$2,495 

	ASK Records Server 
	Dell PowerEdge 2850
	2
	$5,000 
	$10,000 

	ASK Terminal Housing
	
	5
	$200 
	$1,000 

	Employee Workstations
	Dell Precision 380
	5
	$1,484 
	$7,423 

	
	
	
	
	

	Total
	
	
	
	$28,468 


1. Network Switch – Used to integrate thin clients and servers in store.

2. Network Integration Materials – Cables, miscellaneous connectors, etc
3. ASK Terminals – Including the thin clients and touch screen terminals, this is the device customers will interface with in store.
Since this is the phase in which the ASK product will go live in stores, in addition to the previous phases, we have allocated overhead to cover beta testing costs. We also provide an additional 5 terminals as required, and the Oracle database software and server are available is a store needs them.
25.0 Staffing/Organizational Plan

The personnel needed for A.S.K. will change as the project progresses. The personnel needed fore each phase are shown below. 

25.1 Phase 0 

During this phase, the A.S.K. team will consist of five students in the Computer Science department at Old Dominion University. They will be responsible for developing the idea for this project and proving its feasibility. Additional members of the team include our General Manager, Janet Brunelle, a professor in the CS department of ODU. 

25.2 Phase I 

Once the project has been approved and funded, the team for Phase I will consist of one project manager, one database and network lead, one webmaster and GUI development lead, one quality assurance manager and research lead, one finance and accounting manager and one marketing and sales manager. The students in the Computer Science department at Old Dominion University will fill these positions. We will also need one database expert, one web application expert, one network expert, and a Best Buy representative. Marketing and legal fees for this phase will be provided by Old Dominion University. Job descriptions and requirements of each position are outlined below. 

Project Manager: 
Responsibilities include assembling the team, contracting with vendors for necessary supplies (Kiosk supplier, Dell, Microsoft), assign tasks to team members, oversee project to ensure it is on time and budget, assist in the development of the product when needed, ensure all necessary deliverables and milestones are met, act as liaison between project team and upper management. 

Require skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred. Previous experience in project management, personnel management, and scheduling preferred. 

Database and Network Lead: 
Researches the latest database development technologies and network technologies. Develops and implements policies and procedures for ensuring the security and integrity of the database. Implements data models and database designs. Communicates with the database and network experts when problems or questions arise in the project. Act as a liaison between the experts and the team leads. 

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred. Previous experience in database and network development a plus. 
Webmaster and GUI Development Lead: 
Develops and maintains the A.S.K.'s web portal. Performs backups and ensures user accessibility to the site. Monitors site traffic and helps scale site capacity to meet traffic demands and performance. Designs the look and feel for the site. Leads development effort for all web and kiosk screen design. Works with the Program Manager, Database and Network Lead to ensure requirements are being met. Designs and develops a number of GUI screens to be used in test product. 

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred, working knowledge of HTML, JavaScript, SQL, graphical design and GUI development a plus. 

Quality Assurance Manager and Research Lead: 
Leads research efforts in phase 0 and 1. Develops, publishes, and implements test plans. Writes and maintains test automation. Develops quality assurance standards. Defines and tracks quality assurance metrics such as defect densities and open defect counts. Directs efforts of network, database, interface and system integration testing. 

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred; experience coding in C, C++ and Java a plus. Academic knowledge of quality assurance methodologies such as CS350 is a must. Relies on experience and judgment to plan and accomplish goals. 

Finance and Accounting Manager: 
Manages the general accounting function. Designs and analyzes budget, accounting and purchasing. Purchases and negotiates materials, equipments and supplies from vendors. Evaluates vendor quotes and services to determine most desirable suppliers. Maintains budget and provides Program Manager and General Manager with monthly financial reports. Tracks cost and labor on a weekly basis. 

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred, working experience in Microsoft Excel a must; previous experience in general accounting a plus. 

Marketing and Sales Manager: 
Manages and executes new sales/service initiatives for a particular market; implements marketing strategies for the target demographics. Manages and executes new sales/service initiatives for a particular market. 

Required skills and experience: Undergraduate student majoring in Computer Science. Senior level status preferred, experience in marketing and sales a plus. Good verbal and communication skills a must.
Database Expert: 
Assists Database and Network Lead in development of database and security measures for database, assists in creation of data flow diagrams and decomposition diagrams, reviews final database plan for possible flaws in design or implementation. 

Required skills and experience: A bachelor’s degree in computer science with at least two years experience in developing and maintaining databases. Has experience in writing SQL, RDBMS, packages and functions. 

Network Expert: 
Assists Database and Network Lead in developing a robust network plan, assists in developing a security protocol, review final network plan for inconsistencies and possible problems. 

Required skills and experience: A bachelor’s degree in computer science with at least two years experience in setting up and testing internal networks. Working experience in network protocols a plus. 

25.3 Phase II 

By Phase II the members of the A.S.K. team will have received a bachelor’s degree in Computer Science. In addition to Webmaster and GUI Development Lead, Quality Assurance Manager and Research Lead, Finance and Accounting Manager, Marketing and Sales Manager, whose job descriptions are mentioned in Phase I, we have to hire additional staff to meet the development timeline and to assist in the development of the system. The new staff will consist of one network engineer, one software engineer, one junior programmer, two web programmers, one touch screen programmer, one SQL/DB programmer and one software engineer who specialize in testing. During this phase, the legal and marketing assistance will be provided by Old Dominion University. Job descriptions and requirements of each new position are outlined below. 

Software Engineer: 
Designs, modifies, develops, writes and implements software programming applications. Supports and/or installs software applications/operating systems. Participates in the testing process through test review and analysis, test witnessing and certification of software. Participate in Alpha & Beta coordination/support. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline. C, C++, C# and other programming languages a must. 

Network Engineer: 
Plans and evaluates network systems and makes recommendations for resources required to maintain and/or expand service levels. Provide highly skilled technical assistance in network planning, engineering and architecture. Develops technical standards and interface application; identify and evaluate new products; provide solutions for network problems; interfaces with customers to determine system needs. Build A.S.K. network tiers and set up development network. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline, or equivalent work experience desired. 4+ years of data communications experience required. Advanced network skills, experience with firewall setup and maintenance and networking concepts required. 

Junior Programmer: 
Responsibilities include developing interfaces between input and output devices, developing sensor scanning and recognition software, testing of individual components of system, and complete prototype testing. 

Required skills and experience: Undergraduate student majoring Computer Science. Senior level status preferred, experience in C++, C#, SQL, and other programming languages a must. 

Web Programmers: 
Designs, develops, and implements software packages for web sites. Troubleshoots debugs and implements software code. Reviews and analyzes programming systems including encoding, testing, debugging and documenting for A.S.K. Supports and/or installs software applications. Participates in the testing process through test review and analysis, test witnessing and certification of software. Configures the software and website. Develops, implements, and maintains firewall technologies that secure A.S.K.’s website. Defines network security issues, develops plans and procedures, and ensures safety and privacy of the newly developed Internet and Intranet sites. Creates, modifies and deletes user profiles and other access controls. Reviews security logs and violation reports. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline. Minimum of 3 years of experience in Web application development a must. Has knowledge of standard concepts, practices, and procedures within web development field (i.e., SQL, C++, C#, HTML, CGI and JavaScript). 
Touch Screen Programmer: 
Designs, develops and test kiosk applications using a number of visual components. Designs and develops several interface touch screens for A.S.K. kiosks. Integrates GUI screens with existing database. May participate in the testing and enhancing of components. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline; 1-3 years of experience in GUI development; C, C++, C# language programming, XMotif programming interfaces and GUI API packages a plus. 
SQL/DB programmer: 
Reviews, evaluates, designs, implements and maintains A.S.K.’s database[s]. Identifies data sources, constructs data decomposition diagrams, provides data flow diagrams and documents the process. Writes codes for database access, modifications, and constructions including stored procedures. Reviews and analyzes programming systems including encoding, testing, debugging and documenting for A.S.K. data process and database. Supports and installs database applications. Participates in the testing process through test review and analysis. Develops technical specifications. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline; minimum of 3 years of experience in database development required. Experience with MS SQL DTW/Stored Procedures, MS SQL Server, and MS2000 SQL Suite a plus. 

Test Engineer: 
Review codes, test results and produces test result documentation. Evaluates, recommends, and implements automated test tools and strategies. Develops, maintains, and upgrades automated test scripts and architectures for application products. Also writes, implements, and reports status for system test cases for testing. Analyzes test cases and provides regular progress reports. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline. A minimum of 2 years of experience in either software testing or development; C, C++, C# code is required. Must have experience in system level testing including test planning, test cases design, test execution and test automation. Familiar with test case tracking tools and test management systems, like TIMS. Excellent interpersonal and sound written communication skills are essential. 

25.4 Phase III 

Phase III is the actual production of our product. During this phase, the necessary personnel become more customer oriented rather than technology oriented. In addition to Webmaster and GUI Development Lead, Quality Assurance Manager and Research Lead, Finance and Accounting Manager, Marketing and Sales Manager, whose job descriptions are mentioned in Phase I, and Software Engineer and Network Engineer, whose job descriptions are mentioned in Phase II, Phase III requires one Technical Support representative, Customer Service Representative, Customer Field Representative, Field technician and Sales representative. We will also need a Network Engineer, Database Administrator, Software Engineer, Web Master, Document Specialist and a Lawyer. Descriptions of each new title are listed below. 
Technical Support Representative: 
Provides support to end users on a variety of issues, identifies, researches, and resolves technical problems, responds to telephone calls, emails and personnel requests for technical support, documents, tracks and monitors the problem to ensure a timely resolution 

Required skills and experience: An associate's degree in a related area and 0-2 years of experience in the field or in a related area. 

Customer Service Representative: 
Manages telephone call inquiries, and promotes A.S.K. products and services, researches and resolves complaints to ensure customer retention and satisfaction. 

Required skills and experience: A minimum of a high school diploma or its equivalent and 0-2 years of experience in the field or in a related area. 

Customer Field Representative: 
Handles customer relations and Promotes A.S.K. products and services off-site, researches and resolves complaints to ensure customer retention and satisfaction. 

Required skills and experience: A minimum of a high school diploma or its equivalent and 0-2 years of experience in the field or in a related area 

Field Technician: 
Installs and performs maintenance on kiosks and servers. Travel from site to site to resolve problems. On-call shifts including weekends and holidays are possible. 

Required skills and experience: Requires a minimum of high school degree with 1-3 years of experience in related field. Kiosk troubleshooting and maintenance experience a plus. 

Sales Representative: 
Develops new prospects and interacts with existing and potential customers to increase sales of A.S.K.’s products and/or services. 

Required skills and experience: A minimum of an associate's degree or its equivalent with 0-2 years of experience in the field or in a related area. 

Network Engineer: 
Provide rapid recovery of A.S.K. network. Works to ensure that the site network and network management environment is reliable and that performance exceeds expected service level. Uses established commercial best practices to develop templates and documentation to improve operational procedures. Responsible for the implementation of engineering process that provide for a timely and appropriate integration of all engineering disciplines to ensure a network system meets all requirements including Service Level Agreements. Identifies and evaluates problems. Determines the risk areas and mitigates their impact. Implement and maintain management systems to support fault detection, correlation, performance metrics, and reporting to support service level agreements. Reviews and maintains configuration standards for network equipment. Serves as an escalation point for network issues, including backbone routing, customer router configuration, and Internet related services. Provides mentorship and guidance to technicians with implementation and maintenance of the network. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science or equivalent experience in related field. 3-5 years experience that includes operational support, hands-on implementing and configuration of network devices such as servers, routers, hubs, switches, UPS, desktop computers, and cabling in LANBAN/MAN/WAN environment. Strong knowledge of trouble ticketing software and network monitoring solutions. Strong communication, writing and editing skills needed to transfer information to individuals involved, in the networking process. Strong problem solving and troubleshooting skills required. Ability to lift up to 50 lbs a must. 

Database Administrator: 
Manages development of database projects. Administers, maintains, develops and implements policies and procedures for ensuring the security and integrity of the company database. Supports application developers in planning preparations, load analysis, and backup and recovery of data. Implements data models and database designs, data access and table maintenance codes; resolves database performance issues, database capacity issues, replication, and other distributed data issues. Develops, implements, and maintains database back-up and recovery procedures for processing environments; and ensures data integrity, security, and recoverability are built into the database applications. 

Required skills and experience: A Bachelor’s Degree from an accredited college or university with a major in Computer Science, Information Systems, Engineering, Business, or other related scientific or technical discipline. Must have at least five years of experience with database management systems, system design and analysis, operating systems software; and internal and data manipulation languages. 

Software Engineer: 
Contribute to project planning prior to Execution Commit (e.g. schedules, equipment needs/costs, strategy, understand scale, performance, inter-operability and RAS objectives). Develop solution level test strategies and test plans, based on Product requirements, System Functional Specification documents and customers deployment scenarios. Design & write test cases reflecting the documented test plan. Execute test cases per test plan, collecting data on faults and reporting. Regularly assess progress and prepare test status report for management. Support the design team in debugging issues; isolate root cause of issues and partner with design team on resolution. Plan regression strategy. Complete automated regression scripts per test plan. Interface with Customer Eng., Marketing and Sales to understand customer problems and requirements and provide raw material for training and documentation. Review documentation material and provide input to solution design guides etc. Work with development teams across the organization and identify gaps in overall testing for the solution. 

Required skills and experience: A bachelor's degree in Computer Science or equivalent programming experience is desired, 3-4 years of experience in programming languages such as C, C++, C# and development tools a must. Strong verbal and written communication required. 
Webmaster: 
Develops and maintains the A.S.K.'s portal. Performs backups and ensures user accessibility to the site. Monitors site traffic and helps scale site capacity to meet traffic demands performance. Improves the application's efficiency and designs the look and feel for the site. 
Required skills and experience: A bachelor's degree in Computer Science or in a related area of specialty and 2-4 years of experience in Web application development. Has knowledge of standard concepts, practices, and procedures within a particular field (i.e., SQL, C++, HTML, CGI and JavaScript). . 

Lawyer 
Creates, writes, negotiates and reviews hardware and/or software licensing contracts, purchasing contracts for required materials, and production and development contracts for A.S.K. Works with the A.S.K. team in establishing agreements that reflect the interests of the company. Also works on copyright and patent documentation. 

Required skills and experience: Must be a graduate of an accredited law school with 5-8 years of experience and admitted into the state bar. Experiences in Information Technology field a plus.

26.0 Risk Management Plan 
26.1 Our Risks:
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Every project has risks, and ours is no exception.  Our risks are rated based on two factors: likelihood and consequence.  Every risk gets a value from one to five (five being the most significant) for both factors.  Using these two aspects as our axes, we have mapped the risks onto the matrix in figure #.  To determine the severity of each risk, we multiply the two numbers together.

26.2 Risks and their Mitigation

Here are our most significant risks, in order of severity, each listed with its own plan of mitigation:

Our most significant risk is that of database availability and integration.  Basically, our product cannot operate without access to an inventory database.  Therefore we will create an effective database interface, as well as provide our own alternative inventory database if the customer in question does not have their own.  With a likelihood of 4 and a consequence value of 5, this risk’s total severity is marked as 20.  
Our second risk is real-time lookup speed, or rather the lack thereof.  Customers will not use our product if they become frustrated with its slowness in responding to queries.  Our database will be large and complex and network traffic may be high, so slow lookup speed is a real possibility.  In order to mitigate this we will increase the bandwidth for our product’s network and develop a tuned/optimized database.  This risk has a likelihood of 4 and a consequence value of 4, leaving it with a total score of 16.
Server load is another issue.  If our server becomes overworked, it will not be able to keep up with user demand satisfactorily.  If our product becomes popular and many terminals are utilized, there will be a great deal of load put on the server.  Therefore, we will provide a backup server to share the load with the principal server when necessary.  This risk gets a 3 for likelihood and a 5 for consequence, achieving a 15 for overall severity.
Complexity of maintenance is yet another risk.  The more complex a system is, the more complex the maintenance of such a system tends to be. We will therefore focus on creating a system based on simplicity.  This should keep the complexity of the system down, as well as the complexity of its maintenance.  We will also provide the personnel necessary to complete maintenance when necessary.  This risk gets a 3 for likelihood and a 4 for consequence, achieving a 12 for overall severity.
The competition meeting the needs our defined problem presents is another important risk.  If there exists a product that provides the same functionality as our own, we will have a serious problem with competition, especially if there are price differences between the competing products.  We will therefore be providing features that are not supported by other products, as well as keeping our prices modest.  This risk gets a 2 for likelihood and a 5 for consequence, achieving a 10 for overall severity.
Unforeseen testing expenses are another issue.  No one can predict the future. Some events will occur that will not have been expected.  These events may very well incur some necessary spending.  Consequently, we will have money reserves set aside for unexpected situations.  We will have alternate sources of funding lined up.  This risk gets a 4 for likelihood and a 2 for consequence, achieving an 8 for overall severity.
Customer acceptance is the next risk to address.  Some people are afraid, skeptical, or untrusting of new technology.  These people may not be keen on the idea of using our product.  Therefore, we will strive to provide a product that is not intimidating and that is user friendly in every respect.  We will provide a virtual guided tour for users to take advantage of, as well as staff training manuals.  This risk gets a 2 for likelihood and a 3 for consequence, achieving a 6 for overall severity.
Our product relies on information provided by an external database.  If the information we receive from said database is incorrect, we run the risk of propagating the misinformation to the customer.  However, there is little we can do to avoid this other than providing our own inventory database at an extra cost.  This risk gets a 1 for likelihood and a 4 for consequence, achieving a 4 for overall severity.
Network downtime is yet another issue. If the store’s network goes down, our product will not be able to function.  Therefore, our product will be designed in such a way that it will not make the chance of network problems more likely.  This risk gets a 2 for likelihood and a 1 for consequence, achieving a 2 for overall severity.
Power outages are our last identified risk.  If the store’s electricity goes out, our product will not be able to function. There really is nothing we can do about this risk, though.  However, should this event occur, there will be very little functioning at the store at all, so our product’s lack of functionality will not be significant.  This risk gets a 1 for likelihood and a 1 for consequence, achieving a 1 for overall severity.
27.0  Glossary

ASK-Automated Service Kiosk

Database-“a collection of records stored in a computer in a systematic way, such that a computer program can 
consult it to answer questions.”[http://en.wikipedia.org/wiki/Database]
GCC- Open-Source (and free) compiler

GUI (Graphical User Interface)

“a method of interfacing with a computer through a metaphor of direct manipulation of graphical images and widgets in addition to text.” [http://en.wikipedia.org/wiki/Graphical_user_interface]
Kiosk
Electronic information center


MySQL-Open-Source (and free) Database software

Thin Client-A terminal that relies on a server for its processing power
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