CS 410 Red Group

Meeting Minutes

Date:  October 6, 2005

Time:  2:30 p.m.

Members Present: 
1. Mylène 

2. Scott

3. Keegan

4. Enrique

Items Discussed:

· Problem: Poor customer service in stores

· Problem Statement Options:  

· Low retention rates are due to poor customer service.

· Due to inept training, customers are unsatisfied with the level of attention.

· Customers will not return to stores because they don’t feel like they are being served well. 

· Poor customer service is a cause for low customer retention.  

· Problem Characteristics:

· Training:

· Inability to follow company procedures in any situation

· Rudeness

· Lack of domain expertise

· In-store knowledge base:

· Associates are not domain experts

· Associates are hard to find in a timely fashion

· Customers do not always know all of their options

· Customers do not always know where displaced (sale) items are

· Associates in large stores do not always know where items are located

· Associates have “bad hair days”

· Solution: An automated terminal that customers can query when in need of help.

· Solution Characteristics:

· Informative knowledge base of products

· Strategically placed terminals

· Comparison of products available

· Dynamic built-in mapping of store inventory

· Notification of product sales

· User-friendly interface

· Company name: Customer Service Terminal (CST)

· Project Goal: Increase customer retention by reducing poor customer service with an in-store automated knowledge base center.  

· Objectives: 

· Research available technology and competitors

· Design user-friendly interface 

· Maintain a database of products with comparative capabilities

· Integrate a map of the store tied to an inventory database

Work Distribution/Tasks Assigned:

Keegan: Logo

Jared, Keegan: Website updates, technology available, what’s in the box, cost of hardware/software

Enrique: Competition Matrix

Mylene: Finish research, compose powerpoint presentation

Scott: Find at least 3 solid experts willing to give interviews/data/expertise to our project.  Powerpoint templates.  

Minutes Prepared by: Mylène

