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Problem Definition:
Problem Setting
The Sportscenter Triad is a 75,000 square foot athletic club located in High Point, NC.  This club is very successful, but faces many challenges due to problems caused by the current website.  This athletic club needs a website that both current and prospective members will be able to use to get the information they need about the club.  The current website is extremely amateur, simplistic, and not up-to-date.  The website was created when the club opened six years ago and the original creator is no longer with the company. The Sportscenter Triad has about 4,000 members and 35 employees that will be affected by this project.  
Problem Objectives
The current website causes numerous problems within the Sportscenter Triad.  One problem is that the employees are not able to use the website to update or change information.  This causes a great deal of frustration because when employees receive complaints from the members they are unable to solve these problems. Current members would like to be able to turn to the website for information and to perform certain tasks.  These include viewing aerobic schedules, signing up for swimming lessons, or joining the basketball and volleyball leagues.  Prospective members who are interested in the club might think that the website is representative of the atmosphere and service at the club.  This is not the case, as the facility has all the latest equipment, highly trained professionals, and the newest classes and events.  The website is a turn-off and might cause people to go elsewhere for their fitness needs. 
For this project, we would like to propose a study of the different users of this website to determine the kinds of information that they require.  This would include an investigation of who the users are, how much they use the website, and what changes they would like to see implemented.  This could include surveying, observing, and interviewing current and prospective members, as well as employees to determine what changes need to be made to the structure of the current website.  After the information is gathered and organized, a new website could then be created that incorporates the information needs of the users.
Project Scope
Although this is a large project, we think it is definitely feasible.  The manager of this particular athletic club is extremely excited about this project and is willing to help a great deal.  He has agreed to allow some of the employees at this facility to help with the project in terms of gathering and creating information.  He is also willing to completely fund the project.  The project team members will need to help certain employees determine the information that is necessary for their particular area of responsibility.  This project would also require the cooperation of current and prospective members. We feel that many of them would be willing to help because they have been constantly complaining about the state of the current website.  The Sportscenter Triad can support a new website by providing the necessary funds, training, and information needed to make it an effective communication tool.  A new employee will not be needed if the current employees learn how to use the new website to disseminate and communicate information to the members.  
Preliminary Ideas or Observations
One constraint of this project is that the Sportscenter Triad is in High Point, but we are willing to travel there often to complete the project.  We also realize that it would be beneficial for some of the current employees to have a training session on how to update and change information after the new website is in place.  The manager completely supports this and is willing to facilitate the necessary training.   

Contact Person
The contact person for this project is Sammy Johnson, the owner and manager of the Sportscenter Triad.  

Information Needs
There is a great deal of information that needs to be gathered prior to creating the new website.  The specific problems with the current website should be identified.  This will help us to determine the structure and content of the information that is most useful to the users.  We need to study how members and employees access and use the current website and what they want the website to do.  The current method of communication and information exchange within the organization should be observed and evaluated to best determine what changes need to be made to the current structure. We also need to determine how the members will view these changes.  The technical skills of both members and employees should also be studied so that they will be able to use the new website without difficulty.   
Seeking Information
The contact person, Sammy Johnson, is an important source of information because he understands every aspect of the athletic club and communicates with the employees and members on a regular basis. He is also the final decision-maker for the organization, and his opinions greatly influence what goes on in the club.  
Within the organization, there is a front desk manager, a business manager, a fitness manager, a program director, and an aerobics coordinator.  All of these people are in management positions and can therefore provide valuable information about their specific areas.  They are familiar with the structure of their areas within the club, and their knowledge will give us insight into the kinds of information that is important.  These managers will have ideas about the information they would like to be able to convey to members and the changes to the current website they would like to see implemented.  
Data will be sought from current and prospective club members about their information needs and uses.  We will use this data to determine specifically what information they want to find on the website and how much they would use the redesigned system.  Opinions on the effectiveness of the website and the influence that it has on users’ perceptions of the club will also be helpful in designing the new website.  Other athletic club websites are also a potential source of information.  Viewing these websites could help us identify strategies used by other athletic clubs. Current research about usability and interface design will also help us plan the new website with the user in mind.  

Gathering Information

We plan to gather information on Sportscenter Triad’s current communication system by using four different methods: face to face interviews with employees and members, paper surveys (see attached), direct observations, and user interactivity studies. Employee interviews will be loosely guided by a set of predetermined questions, focusing on how employees currently communicate with members and how this communication process could be improved. Member interviews will focus more on system usability, interactivity preferences, and information availability issues. 
In addition to the interviews, paper surveys will allow us to better understand what members and employees want in an information communication system. This supplemental method will provide access to opinions from a larger group of people than direct interviewing would alone. The surveys are set up to gather quantitative data, which will facilitate the compilation and analysis of participants’ responses. 
The third method of information gathering will be direct observation: the fundamental element of contextual system design. This will be done during several scheduled visits and will help us to better understand the current communication paths between club employees and club members. Information gathered during this process will assist us in determining a new communication system’s necessary features, accessibility scope, and interface design. 
The final method that will be used to gather information will be interactivity studies. These will be observed studies of club members, potential members, and employees interacting with mock-ups of the new system. Information gathered here will assist us in improving the system’s interface and in identifying potential user needs or problems before the late stages of the system’s development. In addition to the research methods listed above, other supplementary methods will be utilized. These will include the compilation and analyzation of comment cards, non-member surveys or interviews, and data gathered from other health club web sites.
Organizing Information
The information obtained by the surveys, interviews, observational visits, and comment cards will be used to determine the needs of the organization, its employees, and its members. The data will be organized according to common themes. The most common needs identified will be used to plan the problem solution. 
The initial idea for solving the problem at Sportscenter Triad is to redesign the organization’s website. At this point, we plan to develop mock-ups for redesigning the website based on the information obtained from the surveys, interviews, observational visits, and comment cards. The mock-ups will be presented to the client, and the model that is most likely to solve the problems at Sportscenter Triad will be implemented.

Schedule 

September 14, 2004: Client notified that the project was picked by the group (Kelly) 

September 16, 2004: Group meeting scheduled to determine initial strategies and begin 

planning the project (Katy, Kelly and Tom)

September 19, 2004: Each group member to have their part of the information gathering 

plan to Kelly. Kelly will combine the parts and edit the paper. (Katy, Kelly and Tom)

September 21, 2004: Information gathering plan due

September 23, 2004: Surveys will be taken to the client. Sportscenter Triad members and

employees will be informed of the survey. (Kelly)

October 8, 2004: Client meeting scheduled.  During the visit completed 

surveys will be collected, interviews of employees and members will be conducted, completed comment cards will be collected and record observations made will visit. We will also get an employee and member to evaluate the website with a group member. (Katy, Kelly and Tom)

October, 12, 2004:  The group will meet at 9:30 to begin analysis to data from interviews, 
surveys, comment cards and observations. The group will also begin work on 

work models. During this meeting we will also determine to direction of the 
project. (Katy, Kelly and Tom)

From this point forward, we plan to meet as a group every Thursday at 6:30 pm until the completion of the project. These meeting will be used to plan the project and complete assignments. The dates of the group meeting are:




October 21




October 28




November 4




November 11




November 18




December 2




December 9

October 19, 2004: Draft integrated work models due.

November 2, 2004: Draft Entity-relationship model and data dictionary due. 

November 4, 2004: By this date, an appointment to present the project to client and determine the implementation of suggested solutions will be scheduled 

November 23, 2004: The group will be prepared to present project results to class.

After presentation of project results to class the group will implement the problem solution and educate employees and members as needed. 

December 14, 2004: Final specifications due


         Team evaluations due


SPORTSCENTER TRIAD INFORMATION COMMUNICATION SURVEY (EMPLOYEES)

Name: _________________________________________________________________________

Position: _______________________________________________________________________

Please describe any complaints you have received from members relating to the club’s communication methods (members unaware of workout group cancellations or league sports, members unable to contact instructors, etc.).

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

Please describe any problems you have had getting club information.

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

What information do you feel is most important to communicate to club members?

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

What complaints do you have about the current methods of communication between club employees?

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

What complaints do you have about the current methods of communication to club members?

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

If you would be interested in participating in a brief interview about Sportscenter Triad’s current methods of information communication, please leave your telephone number or email address below.

_______________________________________________________________________________

Thank you for participating in this survey. If you have any questions or comments, please contact:

Kelly Wilkie: johnso34@email.unc.edu
Katy Cabe: kcabe@email.unc.edu
Tom Jackson: tjackson@email.unc.edu
SPORTSCENTER TRIAD INFORMATION COMMUNICATION SURVEY (MEMBERS)

Name (optional): ________________________________________________________________
Please rank the following sources of information based on frequency of use:

(1 = very often, 2 = fairly often, 3 = occasionally, 4 = not very often, 5 = never)

_____ Sportscenter Triad web page

_____ telephone

_____ direct contact with employees

_____ newsletter

_____ other (please specify) _______________________________________________________
Please rank the following sources of information based on which source you would prefer to use (assuming all sources have the same information):
(1 = prefer very much to use, 2 = prefer to use, 3 = indifferent, 4 = prefer not to use, 5 = wouldn’t use)
_____ Sportscenter Triad web page

_____ telephone

_____ direct contact with employees

_____ newsletter

_____ other (please specify) _______________________________________________________
Please rank the following information topics based on their importance to you:

(1 = very important, 2 = somewhat important, 3 = indifferent, 4 = not very important, 5 = not important)

_____ group workout schedules and instructors

_____ league sports information

_____ miscellaneous program information (swim lessons, youth clinics, pacesetters, etc.)

_____ membership information

_____ fitness challenges and other event information

_____ other (please specify) _______________________________________________________
How interested would you be in the following communication systems?

(1 = very interested, 2 = somewhat interested, 3 = indifferent, 4 = not very interested, 5 = not interested)
_____ email notification of club information that you request

_____ email notification of general club news

_____ centralized location for news, schedules, and other information at the club

_____ a more informative and interactive club web site

_____ other (please specify) _______________________________________________________

Do you have internet access:   yes _____   no _____ 

Please describe any other club information that you might find useful to access.

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

Please describe any problems you have getting club information.

_______________________________________________________________________________

_______________________________________________________________________________
_______________________________________________________________________________

If you would be interested in participating in a brief interview about Sportscenter Triad’s current methods of information communication, please leave your telephone number or email address below.

_______________________________________________________________________________

Thank you for participating in this survey. If you have any questions or comments, please contact:

Kelly Wilkie: johnso34@email.unc.edu
Katy Cabe: kcabe@email.unc.edu
Tom Jackson: tjackson@email.unc.edu
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