Target Enterprises (Pty) Ltd

Business Report

Description of the business processes

Target Enterprises (Pty) Limited isamail order company which markets a variety of consumer
items. They are expanding rapidly, and urgently need some assistance to managethe
administration of the order processing processes.

Ivor Merck, the managing director of the company, has already contacted you, and briefly
described some of the problems his organizationis facing. In a subsquent meeting with him,
you discover tha the organizationis divided into several departments:

¥ Marketing, who are responsble for sending out catalogues to previouscusomers, and for
advertising

¥ Accouning, who are responsble for banking incoming money and preparing reports about
thefinanda position of thecompany

¥ Ordeas processing, who are responsble for receiving and coordinaing in-coming orders.
¥ Digpach, who areresponsble for sending out completed orders to the cusomers.
¥ Purchasing, who are responsble for purchasing new stock

There are 27 people in the organization, spread amongg the variousdepatments. Each N
department reports to a manager who manages the pasonné in the department. See Ivor Merck@
letter for more information.

Thenature of thebusness of Target seemsto befairly straightforward. Essentialy, they receive
orders for items by mail, phoneor fax. Payment may be made by credit card, check or pogal
order. Orders received in the pog may be pad by any of these methods Ordersreceived by
phoneor fax may only pay by credit card. No other payment methodsare acceptable.

Cugomers may choo® between severa ddivery methods Themog basic ddivery is by pog,
and abasic fee for pogage, packingand insurance (PPI) is charged (see orde form for ddtails).
Express doar-to-doar ddivery isavailable in all states at an additiond charge Foreign orde's pay
an additiond surcharge Heavy orders (available in US only) mug beddivered by UPS or
FedEx, at an additiond cod.

Order Processing

There are severa orde processing clerks who handle theincoming orders. All orders MUST be
on an official order form before they can be processed, and the clerk whoinitially receives them
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mug check all orders. Once theclerk has finished checking the order, he or shewill initial the
top righthand corne and stamp theorder form with a date stamp.

Ordersreceived by pog are opened, and checked. Apart from ensuring tha theform has been
completed propely, the prices are checked againg a pricelist, and thetotals are checked to see
they are correctly added. If payment is by check or podal order, thisisverified too. Correct
ordes are placed intheValid Orders Tray. Any orders tha are incorrect in any way are placed in
the Queries basket.

Ordesreceived by fax are scrutinized in much thesame way, and end upin either the Valid
Orders Tray or the Queries Tray. If atelephont order isreceived, theclerk fillsin theorder form
on behdf of the cugomer, and placesit in theValid Orders tray (there should be no errors on
telephont orders!)

Thereisaclerk whos sole responsbility isto follow up on queies with incorrect ordes. The
cugomer is phoneal, and when the problem is sorted out, the orde can be processed in the
nomal way agan.

There aretwo clerks who take the valid orders out of the Valid Orders tray and process the
payment details. Essentialy, they produc bachestha go throughto the Accounts Department
for banking. Each clerk keepstwo lists. Thefirst is of checks and podal orders. Theclient@
name and telephonenumbe and the check (or podal order) deails are entered on alist, andthe
check or pogal order putin apile. Theorder isthen initialed and passed throughto the Dispatch
in tray. Credit card order details are entered on theother list for credit card payments, and these
orders too are passed throughto dispatch after being initialed. At theend of the day, a phobcopy
of thelistsis madefor filing, andthe origind listsand all the payments are sent throughto the
Account Department for banking.

Order dispatch

When thevalid and pad order is received by the dispatch department, a picker (picksOtheitems
tha make up theorder (i.e. collects them from the storeroomand putsthem all onapdlet).
When all items have been picked, the pdlet with the order clipped to it, is placed in aqueue
ready for packing.

A packer workingin tandam with a dispach clerk services the queue of pdlets. Thedispach
clerk scrutinizesthat al items are indeed onthe pdlet, and then proceedsto write outthe pogal
dip by hand, while the packer packages and wrapstheitems. When both have finished, the
podal dip isglued to the package Target has its own podage-franking machine Theparcel is
weighed, and therequired amountis franked and glued (in lieu of stamps) onto theparcel. The
whole lot is placed ready for taking to the pog office thenext day.

Express ddivery items are packaged in asimilar fashion. Express ddivery itemsrequire a
courier form to be completed ingead of apogagedip, and no franking is done For this method,
duplicate copies of theforms are kept, baiched daly and sent throughto the Accounts
Depatment, who will receive the monthly statement from the courier services, and will need to
recondle the statements with these forms before paying.
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Fromlongexpeience the clerks have learned that they should keep arecord of every parcel sent
out, so each clerk keepsadispatch book,in which he or sherecordsthe cusomer, the dae sent,
themethod used, and the pre-printed dodket number, andtheinsured valuewhich isonal the
forms. In thisway, queies can befollowed up.

Once an order has been completed, theorde formis ssamped and initialed, and placed in the
completed ordesfile.

Occasiondly there will beinsufficient stock of an item ontheorder form. If so, therest of the
order is packaged and sent outas nomal, and the dispatch clerk fillsin a Qending stock sipO
which lists al theitems which were ordered but nat yet sent out Theddivered items are crossed
outontheorder form itself, and thedip is attached to the order form. These partial orders are
then placed back in the Queries basket.

Theclerk handling these queies will phonethe customer, or send thefollowing pre-printed
podcard.

Target Enterprises (Pty) Ltd

PO Box 55555, Roggebaai 8765. Tel (021) 219999 Fax (021) 219998

dd/mml/yyyy
Dear Sir/Madam

Unfortunately, owing to unprecedented demand, we are temporarily out of
the following item (s).

We expect to be able to deliver your order no later than / /

We thank you for your patronage.

Theordes are then placed in the pending ordersfile, sorted by item code Every time anew
shipment of an item isreceived, the purchasing manage notifies the clerk who handles queries.
Shepulls out any pending orders and processes them as a priority.

Purchasng

Every week, the purchasing department examines the stock postion, and reorders itemsthat are
low or outof stock. Part of thepurchasing fundionisto identify new types of items, which are
identified from overseas catalogues and visits to tradefairs etc.

A separate import company, Trinkets Ltd, which isowned by the CEO, imports any items from
oveaseas. This company handles all theforeign exchange import duties and cusoms clearance.
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When ordering new stock, the purchasing department will create abuying order, which is sent to
the supplier (about20% of orders) or to Trinkets Ltd (about80% of theorders). Thestok is
subsequently received, and recorded into stock by the store man.

Invoices and statements are sent directly to the Accounts Department for settlement.
Marketing information

The marketing department produces the catalogsand maintainsthe mailing list. All cusomers
who have purchased anything previoudy are automatically placed onthemailing list. Additiond
mailing lists are purchased from avariety of sources like credit card companies, stores etc., and
these names are added to themailing list as well.

Once aquater, the catalogsare printed, and mailed to cusomers. Catalogsare also inserted into
sel ected magazines and newspapers.

Themarketing department isreally startingto batle with its information overload. They are
unable to accurately segment their database between likely buyes, first-time possibles and
regular buye's because they don®keep any purchase history on-line They have duplicate
recordsfor cugomers, which wastes pogage and printing, and they batle to keep up with
changes of address and defuna addresses. After each mailing, a hugeamountof mail isreceived
marked Qeturn to sendaOor (o longe at this address,Oand the dBase 3 database isjust not
updaed propely.

Thedepatment really needsa variety of reports that will hdp them managethisinformation
more effectively.

Specific pointsthat Ivor Merck hasraised

¥ Theexistingorder formisto beretained largdy in the same format if possible, althoughhe
will counenance changes if you can jugify them.

¥ Thesystemisto providethe capability to enquire at any stage wha the progress on theorder
is, for example whether it has been received or whether it has been dispached. The status of
an order can be INewO(if it has just been received), GCompleted (X(if it has been dispatched
in its entirety), OncompleteQ(if some items have not yet been sent) and Pending(if there
has been some problem with the order form or payment and the order cannotyet be
dispached). Also, full details aboutthe order mug be shown.

¥ Theordering of new stock and the payment for incoming shipments will fall outsidethe
scopeof the system. However, once a shipment has been received, this mug berecorded on
the system, alongwith an updde of stock levels and stock items. Thiswill hdp thevalidation
of new orders. The managing director would like you to advise onthe best way of handling
orders for which thereisinaufficient stock of oneof theitems, even when therest of the
items ordered mightbe okay.
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¥ Themailinglist and market andysis fundionsof the Marketing department will fall within
the scopeof the system. In addition to the printing of mailing labdsin avariety of ways, they
will require areport tha shows the best-selling items by value, or by number of units sold.

¥ TheMarketing Department would be overjoyed if you could putsome fundiondity in the
system that would assist them in finding duplicate mailing list entries.



Target Enterprises (Pty) Ltd

PO Box 55555, McMinnville OR 97128, Tel (999) 999-9999 Fax (111) 111-1111

Last week, 20xx
Y our Conaulting Firm
PO Box 1234
Y our City, Your State

Dear Sir/Madam:
New Computerized Order Management System
A friend has recommended your organization to me and | hopeyou can assist us

We are asmall direct-mail order company based in McMinnville, Oregon We market a variety of
luxury, consumer and novdty items to al states in the county by catalogues to cusomers onour
mailing list, and also by inserting our catalogues (for a fee) in newspapers and sel ected magazines.
When orders come in from cugomers, we dispach them by parcel pod. We also have a showroom
in McMinnville and another in Portland where cusomers can view items and place ther orders.
Because of ourlarge stock range we do not carry stocks for sale at these showrooms though

| started the company with my sister and undein 1993.We now employ 27 people, indudng a
marketing manager and an opeationsmanager who report to me. My unde has since passed away,
and my sister has taken over asfinanda manager, aso reporting to me. Apart fromthis, we have a
number of clerical staff some of whom are responsble for ordering and receiving new goodsfrom
our suppliersin the Far East, while others process incoming orders and dispatch goodsto
cugomers. There are afew packersin thedispach area as well, who pack items ready for poging.

We are partialy computerized, with a payroll system, and an accouning package on my sister@3
standdone computer. With the assistance of a part-time bookkeeper, shedoes al thefinances on
this computer. | use a spreadsheet package for budyets and some management reporting, and our
secretary uses aword processing packagefor correspondence. The opsmanager, who isresponsble
both for ordering new stock, as well as handling incoming cusomer orders and dispaching them,
has no computer. The marketing manager has an old PC with asmall dBase 3 system to maintain
the cugomer list, and to print labds for our bi-monthly poging of catalogues.

Our problem isthat we are reaching a point where we are getting boggel down in pgoerwork onthe
incoming orders side, and it is becoming difficult to maintain our cusgomer list, because of the
volume of new cugomers. Thedaabase has lots of duplicate cugomer informationtha cogsusa
lot in unnecessary podage If we areto survive as amail-order busness, we need to ensure tha we
manage and use the cusomer database more effectively. In fact, wereally need to maintain more
information aboutcugomer tastes and purchase history, which we jug do not have in the current
manud system. Also, we have been approached by alarge organization in Singgpore tha is
prepared to back usif we expand our opeationsaggressively into therest of North America. Our
current manud way of opeating will not beable to copg given our expanson plans

| would bevery pleased if you would come and see me to discuss whether your organization would
beableto hdp.

Yourssincerely

Fomr Mot

Ivor Merck, Managing Director

DELIVERTC:



OFFICE USE ONLY
Target Enterprises (Pty) Ltd OFFICIAL Checked
PO Box 55555, Roggebaai 8765. Tel (021) 219999 Fax (021) 219998 ORDER Banked
Dispatched
FORM
HOWTO ORDER
: By Post: Send your order form with your check, postal order or credit
ORDERED BY. card details to Target Enterprises, Box 55555, Roggebaai
MisS/MrS/Mr PLEASE CIRCLE) By phone: Phone our order HotLine (021) 21-9999. (Credit card orders
Surname: only)
Initials: . By fax: Fax your completed order to (021) 219998 (credit card
. payments only)
Postal Address:
Please despatch me the following items (see example in
italics):
Code:
Home Tel: Code
Work Tel: Code:
Code Color | Size | Description Personalization | Qty | Price | Total
AXCB0029 | Red Personalized kitchen clock | (teve@KitchenO |2 | 59,99 | 119,98

DELIVERY DELIVERY DELIVERY DELIVERY Standard charge on all orders | 18,50

Postal delivery All States, including Hawaii and Alaska. | Postage, Packing and insurance

Orders will be dispatched to you by insured parcel post at a cost
of $18.50. Normally we dispatch within 5 working days, but
please allow up to 28 days.

Door to door expressdelivery. For fast efficient delivery direct Express Delivery add $22.00 +
to your door within 5 working days, use UPS and FedEx. The (available on telephonic and
additional chargefor thisis $22.00. Faxed or phone orders only. faxed orders only

Foreign delivery. Posta delivery is available to countries Foreign Deliveries add $30.00 +
throughout the world. Additional charge is $30.00. Please allow Door to door heavy items, and
35 days delivery. Ddlivery for heavy items door to door is also ’

$30.00. Please allow up to 21 days delivery and supply physical countries oiside the US.
address
SIGNATURE TOTAL

METHOD OF PAYMENT (no deposits or part payments accepted)

CHECK/POSTAL ORDER | Check no: | Payment enclosed

CREDIT CARD | Visa/Master | Card No: | Expiry date




