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Purpose

This document will help you the end users better quantify aspects of your application. Tools are included to help scope and consider possible program requirements.  Defining accurate, on-point requirements is critical to creating a successful solution.  Once assessed, the CardSmart Technologies team can turn these requirements into complete system design specifications. 

The specific questions will help to scope the program requirements.  Answer what you can as some of the questions may not be applicable for your application.
Platform Background - Blend of Power and Flexibility
CardSmart Technologies has developed a secure framework that can empower merchants to create and administer powerful and relevant loyalty, rewards, and membership programs.    

The CST Legato™ hosted platform can be customized to a particular business or operation with CRM communication tools and utilities that allow users to easily access and manage their data using sophisticated marketing engines to create and control wide scale e-marketing events.  Personalized and timely messages can be dispatched to targeted customers through e-mail, traditional direct mailing, automated voice calling and text messaging, as well as other emerging marketing based technologies.   
Open architecture and web based user interfaces provide a tremendous amount of flexibility.  The platform supports a broad variety of tokens (traditional magnetic stripe cards, smart cards, RFID, biometrics, key fobs, etc.) or no token at all.  The same is true for field equipment in that the program can seamlessly integrate with traditional front end point of sale technologies, including payment, debit, coupon and scanners, as well as complete stand alone implementations.  However, the technology is not limited to traditional retail use.  In fact, the technology platform itself borrows heavily from CST experience in developing a variety of high level access control security solutions in the both the public and private sectors.  
Card applications generally fall into one of these broad categories:

· Loyalty / Rewards / Payment – couponing, ticketing, gift, frequency.
· Membership – Association management, club/team, charities and service groups.
· Security – ID badging and management, access control, time and attendance.
· Specialized – Healthcare, financial transaction management.
Any of these are a fit for Legato.  Complete the remaining questions to find out how.
	Industry – Market Segment

	Explain your business and the markets that are served.
	

	Describe primary product or service.  Average sales price?
	

	Do current vendors help establish performance goals and regularly review those goals with you? 
	

	Who is your competition and are any of them doing anything in terms of loyalty/rewards programs or customer retention initiatives.
	

	Other industry trends that you find effective or would like to replicate?  
	

	How do the sales channels (online, phone, retail, catalog, etc) work together in your industry?
	

	Partners or other companies which cross sell products?  Other relevant industry relationships?  
	


	Enterprise – Current Processes

	Corporate objectives / initiatives.  What goals are there for a card program?
	

	Number of locations?  Percent of business that is online?
	

	Is a loyalty/rewards/CRM solution current in place?  Are you generally satisfied with the performance?  Are program costs commensurate with the value received?
	

	How much of current loyalty program administration is done in house?  What are the in-house staffing capabilities?  Going forward will there be more/less in-house involvement?
	

	Do current vendors help establish performance goals and regularly review those goals with the organization? 
	

	Is there an organization wide mobile solution and/or strategy?
	


	Data Considerations

	Where and how is current corporate data stored?   Is it centralized or decentralized?  
	

	Does the organization own all of its data?  Is some of the data more sensitive than the rest?  What are the preferences going forward?
	

	Who will need access and under what conditions?
	

	How best to handle data convergence (retail transactions, payment, on-line, telephone, customer service, CRM, etc.)  ?
	

	What system metrics need to be tracked?  ROI tracking, what other mgmt data.  Examples of current or desired reports?  
	

	Does the data need to be available in real time?  Or can account balances/reward tracking/redemption  and updates post nightly?
	

	Compliancy issues?  Other unique safeguarding measures required?
	

	What is the vision for data management going forward?
	


	Program Rules and Configuration

	Describe the envisioned loyalty, reward, or membership program.  
	

	Proposed rules of use?  What benefits/rewards are offered (points based, e-couponing, membership tiers, sweepstakes, etc.)?
	

	Does it include prepaid, gift, debit, mall cards or other themed card based marketing programs
	

	How about fulfillment of rewards?  Where/how are they redeemed?  How are accumulated points used?
	

	How are loyalty data and credit cardholder data currently being handled?  Together/separately?  In-house, or outside?  In the future?
	

	How they manage loyalty tracking, gift cards and other stored value solutions (different programs/vendors/cards, etc.)?  Are gift cards activated at retail?
	

	An ROI analysis of program including: redemption rate, prize pool, potential outstanding liabilities
	

	Deployment issues?  Training, other challenges?
	


	Card Issuance

	How many cards will be issued?  How will they get into the hands of the customers/members?
	

	Are cards preprinted or is it a badging process?  Encoded and personalized too?  Will cards be reissued/recycled as in a visitor control application? 
	

	How are cardholders enrolled?  Do customers fill out a form?   What data is collected that might need to be encoded on the card?
	

	What other elements are encoded on the card?  Demographics, security keys/certificate, images, biometrics, payment, other?
	

	Lost Card.  What is the process for replacement?  How about a bad card?
	

	Are there fulfillment considerations for card issuance?  Are any cards personalized?
	


	Point of Use

	How will cards be presented and used in transactions?  Traditional point of sale (POS) or web based or other?
	

	For POS are items tracked individually by SKU?  What are the customer receipts like?
	

	Is there any consistency in the type of POS systems utilized by retail stores?  The more detail regarding the POS environment, the better. 
	

	Is there a recent census of POS terminals/devices deployed?  Have they recently been upgraded?  Is an upgrade planned?  Details?
	

	Is there a connection to the internet at Point of use?  Is it constant on / high speed.
	

	What readers and/or terminals are being considered?
	

	How is payment processing currently being handled?  Does this need to be integrated with loyalty?  
	

	Any other Point of Use considerations?   
	


	Cardholder Relationship

	What CRM (Customer Relationship Management) tools or software are currently being used?  
	

	What CRM components should be added?
	

	What distribution channels are currently (future) being used.  Email only?  What about live or recorded voice calling.   Also consider direct mail and text messaging?
	

	Prioritize distribution channels that you would anticipate being most effective going forward.
	

	Surveys, research of customer experience, other feedback?
	


	Integration Issues

	How could the card based program complement other processes that are currently in place or under consideration?
	

	Integration with existing applications such as POS terminals, Time & Attendance readers, etc?
	

	Integration with payment processing?  
	

	How to merge card programs into existing systems?  Are there other legacy software or hardware considerations ?
	

	Any other front end POS or back end data management considerations?   
	





