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Management summary:

A small business that sells handmade jewelry is struggling to attract new customers and retain
existing ones. The business has an online store and social media accounts but has not been
successful in generating enough sales. The owner believes that the lack of customer focus is
the main reason for the business’s poor performance and wants to develop a digital marketing
strategy that is more customer-centric.
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1 Business view of the case

This section presents the strategic and operational aspects of a small but ambitious handmade
jewelry business based in Bucharest, Romania. Founded in February 2020 by three young wo-
men passionate about jewelry craftsmanship, the business operates both a physical store in a
trendy city area and an online platform. Despite its unique offerings and dedicated founders,
the business faces challenges in expanding its customer base and enhancing customer reten-
tion. This segment explores the company's current market positioning, identifies customer jo-
urney pain points, and discusses potential strategic adjustments to better meet the needs of
their target demographic—women aged 25-45 with an interest in distinctive, handcrafted
jewelry.

1.1 Background
The small business that sells handmade jewelry creates unique pieces of jewelry from various

materials, such as gemstones, metals, and beads. The business is currently operating from a
physical store in a trendy area in the city, and also has an online store. The business has been
in operation for over two years but is struggling to attract new customers and retain existing
ones.

The current target audience for the business is mainly women aged 25-45 who have an in-
terest in unique and handcrafted jewelry pieces. They tend to have a higher income level and
are willing to pay a premium price for the unique and personalized jewelry pieces. The business
mainly relies on word-of-mouth marketing and social media platforms, such as Instagram and
Facebook, to reach their target audience.

However, the business has noticed a few pain points in the customer journey that might be
causing customers to drop off. One issue is that the physical store is not easily accessible for all
customers, especially those living outside the city. Another issue is the lack of product variety
and customization options, which might make the target audience look for other options. Ad-
ditionally, the pricing might be seen as too high for some potential customers, who might opt
for cheaper options.

Overall, there is a need for the business to reassess its target audience, pain points in the
customer journey, and areas where customers drop off. Through analyzing these factors, the
business can identify new market segments and develop strategies to attract and retain more
customers.

1.2 The Company

A group of three young women passionate by handmade jewellery founded in February 2020,
a small company, whose objective is to create and sell them to others that appreciate this
unique form of art.

1.2.1 Basic facts

The company is in Romania, Bucharest, and the initial basic capital was of 50000 euro, each
associate contributing with an equal amount of money. The companies headquarter is located
on an old house, specially decorated for this type of business, which makes it easy for actual
and potential clients to view the process of creating the jewellery and also to feel and touch
them.
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1.2.2 Miission
Their mission is to create and deliver beautiful, handcrafted jewellery that reflects the individ-
ual-ity and style of the customers.

1.2.3 Vision
To become the leading destination for unique and personalized handmade jewellery, delighting
customers with our exquisite designs and exceptional customer experience.

1.2.4 Start-up and organization of the company
The company is functioning since February 2020. Its initial staff is composed by:

e Founders/Owners: The visionary behind the business, responsible for overall
strategy, decision-making, and guiding the company towards its mission and vi-
sion.

e Product Development Team: Comprised of skilled artisans and designers respon-
sible for creating unique and high-quality handmade jewelry pieces. Works
closely with the Marketing Manager to align products with customer prefer-
ences.

e E-commerce Manager: Oversees the management and optimization of the
online store. Ensures a seamless user experience, handles website updates, and
manages online sales.

e Inventory Specialist: Manages inventory levels, restocking, and coordinates with
the Product Development Team to introduce new designs based on customer
demand.

e Shipping and Logistics Coordinator: Handles fulfilment and shipping operations,
ensuring orders are delivered promptly and efficiently.

e Financial Controller: Manages financial aspects of the business, including budg-
eting, accounting, and financial reporting.

e T Specialist: Manages the company's IT infrastructure, including the website,
online security, and software applications.

1.3 Business model

1.3.1 Description of the business model

Value Proposition: We offer a diverse range of handcrafted jewellery pieces made with passion
and creativity. Each piece is meticulously crafted by skilled artisans, ensuring superior quality
and attention to detail. Our commitment to customization allows customers to create one-of-
a-kind pieces that resonate with their unique personalities.

Customer Segments: Our target customers include fashion-conscious individuals who appreci-
ate the beauty of handmade jewellery and seek meaningful, personalized accessories. Addi-
tionally, we cater to gift buyers who value sentimental and thoughtful presents for their loved
ones.

Channels: Our business operates primarily through an online store, accessible to customers
worldwide. We leverage social media platforms, such as Instagram and Facebook, to showcase
our creations, engage with our audience, and drive traffic to our website.
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Customer Relationships: We prioritize building strong relationships with our customers through
excellent customer service. Our team is readily available to address inquiries, provide assis-
tance, and ensure a seamless shopping experience. We also maintain communication through
email newsletters and social media updates, keeping our customers informed about new de-
signs and promotions.

Revenue Streams: Our revenue primarily comes from the sales of our handmade jewellery. We
offer various price points and collections to cater to different customer preferences. Addition-
ally, we may explore revenue opportunities through collaborations with influencers and part-
nerships with boutique retailers.

Key Activities: Key activities include continuous product development, designing new collec-
tions, managing online sales, maintaining an attractive and user-friendly website, and engaging
in effective digital marketing strategies.

Key Resources: Our key resources include skilled artisans, an efficient e-commerce platform, an
engaged social media presence, and a passionate team dedicated to delivering exceptional
products and services.

Cost Structure: Our cost structure primarily consists of materials for crafting the jewellery, pro-
duction costs, marketing expenses, and e-commerce platform maintenance. We maintain a
cost-efficient approach while ensuring the highest quality standards.

1.3.2 Customer centricity — Journey map

Customer journey map is a visual representation of the end-to-end experience of a customer
with a brand, product, or service, providing valuable insights into their interactions and emo-
tions.

Steps to create a customer journey map:

e Define the target customer: Identify the specific customer segment you want to focus
on.

e Gather customer data: Collect data through surveys, interviews, and analytics to under-
stand customer behaviours and pain points.

e Map touchpoints: Plot each interaction point between the customer and your brand,
including pre-purchase, purchase, and post-purchase stages.

e |dentify emotions: Note customer emotions at each touchpoint, helping to gauge satis-
faction and engagement levels.

e Analyse gaps and pain points: Identify areas where customer experience falls short and
highlight pain points in the journey.

e Create customer personas: Develop detailed profiles of typical customers to better un-
derstand their needs and expectations.

e Determine improvements: Use the insights gained to design solutions and enhance-
ments that align with customer needs.

e |terate and refine: Continuously update the customer journey map based on feedback
and evolving customer experiences.

1.3.3 Business Model Canvas

The value proposition of the handmade jewelry company focuses on offering high-quality, han-
dcrafted jewelry that emphasizes individual style and personality, with customization options
that allow customers to create unique, personalized pieces. The primary customer segments
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targeted are fashion-conscious women aged 25-45 who appreciate unique jewelry, as well as
gift buyers looking for personalized and meaningful presents.

The main channel for reaching customers is an online store that is accessible globally, comple-
mented by active engagement on social media platforms like Instagram and Facebook, which
are used for marketing and customer interaction. Customer relationships are nurtured through
excellent customer service, responsive communication via social media, and email newsletters
that keep customers informed about new designs and promotions.

The revenue streams are generated predominantly from direct sales of the handmade jewelry,
with varying price points to cater to different customer preferences. Potential future revenue
could include collaborations with influencers and partnerships with boutique retailers.

The key activities involve continuous product development, designing new collections, mana-
ging online sales, maintaining an attractive and user-friendly website, and implementing effec-
tive digital marketing strategies. Essential resources for these activities include skilled artisans,
a robust e-commerce platform, and a dedicated team.

Finally, the cost structure primarily includes materials for crafting the jewelry, production costs,
marketing expenses, and maintenance of the e-commerce platform, with a focus on maintai-
ning high quality while keeping costs efficient.

Questions and Tasks:
1. Create a business model canvas using the provided information.
2. For any missing details, conduct additional research on the company and make in-
formed decisions to fill in the gaps and complete the canvas.
3. Create a journey map using Canva
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2 Process view of the case

Here, there are presented the essential business process requirements necessary for the effec-
tive operation of the handmade jewelry company. These processes are designed to streamline
operations, enhance product quality, optimize customer satisfaction, and maintain financial
health. Key areas addressed include product design, inventory management, order processing,
customer service, and more. Each process is crafted to support the company's mission of deli-
vering exceptional, handcrafted jewelry while adapting to market demands and maintaining
sustainability and regulatory compliance. This holistic approach ensures that all aspects of the
business contribute to a robust and efficient operation, poised for growth and continuous im-
provement.

2.1 Business process requirements

Product Design and Creation: Develop a streamlined process for designing and creating
handmade jewellery, including material selection, crafting techniques, and quality
checks.

Inventory Management: Implement an efficient inventory tracking system to monitor
stock levels, identify popular products, and manage supplies for timely production.
Order Processing: Establish a smooth order processing workflow, from receiving online
or in-store orders to packaging and preparing items for selling.

Customer Service: Create a customer service process to handle inquiries, provide prod-
uct information, address customer concerns, and manage returns or exchanges.
Marketing and Promotion: Develop a marketing process to plan and execute promo-
tional campaigns, social media marketing, and collaborations with influencers or part-
ners.

Sales and Distribution: Define the sales process, including managing sales channels (e-
commerce platform, retail stores, craft fairs), tracking sales performance, and optimiz-
ing distribution channels.

Quality Assurance: Implement quality control measures at each stage of the production
process to maintain consistent product quality and customer satisfaction.

Financial Management: Set up financial processes for tracking revenue, expenses, and
profitability, as well as managing payment processing and vendor relationships.
Feedback and Improvement: Create a feedback mechanism to gather customer feed-
back, evaluate performance, and identify areas for continuous improvement in prod-
ucts and services.

Sustainability Practices: Integrate sustainable practices into the business processes,
such as using eco-friendly materials, reducing waste, and promoting responsible sourc-
ing.

Employee Training and Development: Develop a process for training and developing
employees in jewellery-making techniques, customer service skills, and industry trends.
Market Research and Trend Analysis: Conduct regular market research to identify
emerging trends, customer preferences, and competitors' strategies to stay relevant in
the market.

Regulatory Compliance: Ensure compliance with relevant regulations and standards in
the jewellery industry, including safety, labelling, and ethical practices.
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e Business Performance Monitoring: Establish a process to track and analyse key perfor-
mance indicators (KPIs) to measure the success of various business processes and make
data-driven decisions for growth and optimization.

2.2 Business process model

The Business Process Model for our handmade jewelry company is designed to streamline and
enhance operational efficiency across all aspects of our business, from design to delivery. This
model integrates several key processes that work in tandem to ensure optimal performance
and customer satisfaction.

Design and production workflow: At the core of our business operations is the design and pro-
duction workflow. This begins with trend analysis and customer feedback integration, moving
into the creative design phase where concepts are transformed into detailed sketches. Materi-
als are then sourced responsibly to align with our sustainability commitments. Each piece of
jewelry is handcrafted with precision, adhering to the highest standards of quality before un-
dergoing a rigorous quality assurance check.

Inventory and supply chain management: We employ a robust inventory management system
that ensures materials are available when needed without overstocking, thus reducing waste
and costs. Our supply chain is optimized for efficiency, with relationships managed through a
centralized vendor system to ensure timely delivery of materials.

Sales and customer interaction: Our sales process is integrated across multiple channels inclu-
ding our online store, physical retail locations, and occasional craft fairs. Each channel is moni-
tored for performance metrics and customer interaction quality. We employ a CRM system to
manage customer relationships, ensuring a personalized and responsive customer service
experience.

Marketing and engagement: Our marketing strategy is built around engaging our customer
base through effective storytelling and showcasing our unique products. Social media cam-
paigns, email marketing, and collaborations with influencers form the backbone of our promo-
tional activities.

Order fulfillment and logistics: Once an order is placed, our streamlined order processing sys-
tem ensures that products are packaged and shipped with care. We monitor logistics to opti-
mize delivery times and reduce costs, ensuring that customers receive their purchases promp-
tly and in perfect condition.

Feedback loop and continuous improvement: Customer feedback is actively solicited through
multiple channels and integrated into the business process to ensure continuous improvement.
Regular reviews of business performance against key performance indicators help in refining
processes and introducing innovations.

Questions and Tasks:
e Create at least 2 business process models (BPMN) for two of the topics which you select.
Please decompose the topics in their granular parts.
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3 Service view of the case

3.1 User requirements for the platform

User-Friendly Interface: The platform should have an intuitive and user-friendly inter-
face to enhance the shopping experience for customers.

Product Catalog Management: The ability to easily upload, organize, and manage a di-
verse range of handmade jewellery products, including images, descriptions, and pric-
ing.

Secure Payment Gateway: Integration with a secure and reliable payment gateway to
ensure safe transactions for customers.

Order and Inventory Management: Efficient order processing and inventory manage-
ment features to track sales, manage stock levels, and avoid stockouts.

Mobile Responsiveness: The platform should be fully responsive and accessible on var-
ious devices, including smartphones and tablets.

Customer Reviews and Ratings: Enable customers to leave reviews and ratings for prod-
ucts, fostering trust and credibility.

Customization Options: Provide options for customers to customize their jewellery, such
as choosing materials, sizes, and personalization.

Shipping and Tracking: Seamless integration with shipping services to offer multiple de-
livery options and real-time order tracking.

Email Marketing and Promotions: Built-in tools for email marketing campaigns, dis-
counts, and promotions to engage customers and boost sales.

Analytics and Reporting: Robust analytics and reporting features to track sales, cus-
tomer behaviour, and identify growth opportunities.

Security and Privacy: Implement strong security measures to protect customer data and
ensure compliance with privacy regulations.

Social Media Integration: Integration with social media platforms to enable sharing and
increase brand visibility.

Customer Support: Provide customer support options, such as live chat or ticketing sys-
tem, to address inquiries and resolve issues promptly.

SEO-Friendly: Ensure the platform is optimized for search engines to improve organic
visibility and attract more potential customers.

Customers

Unique and Artistic Designs: Customers look for handmade jewellery that offers unique
and artistic designs, providing them with pieces that stand out and reflect their individ-
ual style.

High-Quality Materials: Customers seek high-quality materials, such as genuine gem-
stones, precious metals, and durable craftsmanship, ensuring long-lasting and beautiful
jewellery.

Customization Options: Providing customers with the ability to customize jewellery,
such as choosing specific gemstones, metals, or personalized engravings, adds a per-
sonal touch to their purchase.

Affordable Pricing: Customers value handmade jewellery that offers a balance between
quality and affordability, making it accessible to a wider range of potential buyers.
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e Secure and Convenient Online Shopping: Offering a secure and user-friendly e-com-
merce platform with various payment options ensures a smooth and hassle-free shop-
ping experience.

e Prompt and Reliable Shipping: Customers expect prompt and reliable shipping services,
with transparent tracking, to receive their orders on time and in excellent condition.

e Customer Reviews and Testimonials: Positive reviews and testimonials from satisfied
customers can help build trust and encourage potential buyers to make a purchase.

e FEthical and Sustainable Practices: An increasing number of customers prioritize busi-
nesses that follow ethical and sustainable practices in sourcing materials and produc-
tion.

e Hassle-Free Returns and Exchanges: Providing a straightforward and customer-friendly
returns and exchange policy gives customers confidence in their purchase decisions.

e Excellent Customer Service: Responsive and helpful customer service, both online and
offline, contributes to a positive overall shopping experience.

e Social Media Presence: Engaging and interactive social media presence allows custom-
ers to connect with the brand, discover new products, and share their experiences.

o Jewellery Care Information: Providing information on how to care for and maintain
handmade jewellery ensures its longevity and helps customers feel confident in their
investment.

e Exclusive Collections and Limited Editions: Offering exclusive collections and limited-
edition pieces can attract customers looking for unique and limited availability items.

e Transparent Business Practices: Transparency in pricing, materials, and business policies
fosters trust and loyalty among customers.

3.2 Design of services

The design of our services is meticulously crafted to enhance the user experience, streamline
operations, and ensure the highest standards of customer satisfaction and engagement. Our
services are built around the principles of accessibility, customization, and seamless interac-
tion, ensuring that every customer touchpoint reflects our commitment to excellence and u-
nique artistry.

1. User-Friendly online platform design: We prioritize a clean, intuitive interface for our
online store, which simplifies navigation and makes it easy for customers to browse
products, customize orders, and make purchases. The platform is designed to be fully
responsive, ensuring a consistent and engaging user experience across all devices, in-
cluding smartphones and tablets.

2. Customization services: Recognizing that each customer seeks a piece that reflects their
personal style, we offer extensive customization options. Customers can select from a
variety of materials, designs, and personalization details. This service is supported by an
interactive tool on our website that visually represents customization choices in real-
time, enhancing user engagement and satisfaction.

3. Integrated logistics and shipping solutions: We have developed an integrated approach
to order management that ensures efficient processing from placement to delivery. This
includes seamless integration with trusted shipping partners to provide multiple deli-
very options, real-time tracking, and updates via SMS and email, ensuring transparency
and reliability.
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4. Comprehensive customer support system: Our customer support system includes live
chat, email, and a ticketing system, all accessible via our online platform. This system is
designed to provide quick and effective solutions to customer inquiries, returns, and
exchanges, ensuring a positive shopping experience.

5. Marketing and engagement initiatives: We utilize built-in tools for executing targeted
email marketing campaigns and promotions. Additionally, our platform integrates social
media channels to enhance engagement and brand visibility, allowing customers to
share their experiences and connect with the brand more deeply.

6. Robust security measures: Security is paramount in our service design. We implement
advanced security protocols to protect customer data and transactions. Our platform
includes end-to-end encryption and complies with the latest privacy regulations to build
trust and ensure a safe shopping environment.

7. Feedback and continuous improvement: We actively solicit customer feedback through
surveys and direct communication channels. This feedback is crucial for continuous ser-
vice improvement and helps us align our offerings more closely with customer expecta-
tions.

8. Sustainable practices: In line with our commitment to sustainability, our service design
incorporates eco-friendly materials and practices, reducing environmental impact while
ensuring product quality and durability.

Questions and Tasks:
1. Create a service model that matches the description of the handmade Jewellery plat-
form. Expand the description as necessary (mark additions with a different colour), so
that the system has meaningful functionality.
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4 Application view of the case

4.1 Use Case Specification

4.1.1

4.1.2

Narrative description of use cases

Online Shopping: Customers can browse and purchase a variety of handmade jewellery
items through the business's online store. They can add items to their cart, view product
details, and securely complete the checkout process.

Customization: Customers have the option to request personalized or custom-made
jewellery. They can provide specific design preferences, materials, and other details to
create a unique piece of jewellery.

Order Tracking: After making a purchase, customers can track the status of their orders,
including processing, shipping, and estimated delivery dates.

Customer Reviews and Ratings: Customers can leave reviews and ratings for the pur-
chased products, helping other shoppers make informed decisions and providing valu-
able feedback to the business.

Social Media Sharing: Customers can share their favourite jewellery pieces on social me-
dia platforms, creating word-of-mouth marketing and increasing brand visibility.
Loyalty Program: The business can implement a loyalty program where customers earn
rewards or discounts based on their repeat purchases and referrals.

Virtual Try-On: To enhance the online shopping experience, the platform can provide a
virtual try-on feature that allows customers to visualize how jewellery would look when
worn.

Newsletter Subscription: Customers can subscribe to the business's newsletter to re-
ceive updates on new collections, promotions, and exclusive offers.

Jewellery Care Tips: The platform can provide tips and guidelines on how to care for and
maintain the handmade jewellery, ensuring its longevity and quality.

Collaborations with Influencers: The business can collaborate with influencers or blog-
gers to showcase and promote their jewellery to a broader audience.

Use case Diagrams.

The primary purpose of use case diagrams in the context of a handmade jewelry business is to
outline the interactions that various users (customers, administrators, inventory managers,
etc.) have with the online platform. These diagrams help visualize the system's functional requ-
irements and ensure that all scenarios are covered to meet user needs.

Key Components of Use Case Diagrams:

1.

Actors: Actors represent roles that interact with the system. In the context of a jewelry
business, typical actors could include:

o Customer
o Administrator

o Inventory Manager
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o Customer Service Representative

Use Cases: Use cases are the specific actions or behaviors that actors perform with the
system. Some common use cases for a jewelry business platform might include:

o Browse Products
o Place Order
o Process Payment
o Customize Jewelry
o Manage Inventory
o Respond to Customer Queries
o Run Marketing Campaigns
o Analyze Sales Data
Relationships:
o Associations: Lines that connect actors to use cases, indicating interaction.

o Include: A relationship where one use case includes the functionality of another,
often used for common sequences (e.g., "Verify Payment" might be included in
both "Place Order" and "Customize Jewelry").

o Extend: Indicates optional behavior or extensions of a use case under certain
conditions (e.g., "Offer Discount" might extend "Place Order" during promoti-
ons).

System Boundary: This is typically represented by a box that encloses all use cases, de-
fining what is inside the system (the software platform) and what is outside (the end-
users or other systems).

Steps to Create Use Case Diagrams:

1.

2.

Identify Actors: Determine all the different user roles that will interact with the system.

Define Use Cases: List all the functions or tasks that the system must perform for each
actor.

Establish Relationships: Connect actors to their respective use cases and identify 'inclu-
de' and 'extend' relationships between use cases.

Draw System Boundary: Enclose all use cases within a boundary that represents the
system limits.

Review and Refine: Consult with stakeholders to ensure all necessary functions are cap-
tured and accurately represented.
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Visual Representation: The diagram should be clear and organized, with use cases grouped
logically. Each actor’s line should only connect to relevant use cases, avoiding clutter and ensu-
ring readability.

Implementation: Use case diagrams are used as a part of the system design process to ensure
that developers and designers understand the functional requirements and interactions on the
platform, serving as a blueprint for building user-centered software.

By creating comprehensive use case diagrams for your jewelry business, you can ensure that
the platform is designed to effectively meet the needs of all users, resulting in a more efficient,
user-friendly, and successful online business.

Questions and Tasks:
e On the basis of the provided narrative description please realise several use case dia-
grams.
o Feel free to further expand the provided description.
Additional guidance: use draw.io or visio from Microsoft

4.2.1. Data model

Data Model for Handmade Jewelry Platform:

e User Profile: Includes user information such as name, email, password, and preferences.

e Product: Contains details about each handmade jewellery item, including name, de-
scription, price, and available quantity.

e Cart: Stores information about the items added to the user's shopping cart.

e Order: Records details of customer orders, including purchased items, payment status,
and shipping address.

e Reviews/Ratings: Manages customer reviews and ratings for each product.

e Customization Requests: Stores data related to customer requests for personalized jew-
ellery items.

e Loyalty Points: Tracks loyalty program points earned by customers.

o Newsletter Subscription: Manages user subscriptions to the business's newsletter.

e Social Media Sharing: Records instances of product sharing on social media platforms.

Data Model for Instagram:

e User Profile: Contains information about Instagram users, such as username, bio, and
profile picture.

e Post: Stores details of each individual post, including caption, image/video, date, and
number of likes.

e Followers/Following: Manages the relationship between users and their followers/fol-
lowing.

e Comments: Contains comments made by users on posts, along with timestamps.

e Hashtags: Tracks hashtags used in posts for categorization and search purposes.

e Stories: Stores temporary posts that disappear after 24 hours.

e Explore: Manages the content displayed on the Explore page based on user interests
and activity.

e |GTV: Contains longer-form videos shared on Instagram's IGTV platform.
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Questions and Tasks:
e On the basis of the provided narrative description please realise one data model.
e Feel free to further expand the provided description.
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5 Technical view of the case

This section outlines the technical intricacies of developing and maintaining the online platform
for our handmade jewelry business. Key areas of focus include the selection of appropriate
technologies, the integration of both commercial and custom-built components, and the critical
task of ensuring that all systems work together seamlessly.

The Technical View section addresses the implementation of our handmade jewelry platform,
focusing on the selection and use of advanced technologies and tools. We utilize web deve-
lopment frameworks such as HTML5, CSS3, and JavaScript, complemented by server-side
technologies like Python with Django. Our platform integrates both commercial and custom-
built components, ensuring seamless interoperability through APls that facilitate data exchange
among payment gateways, shipping trackers, and CRM systems. Security measures, including
SSL certificates and adherence to PCI DSS standards, are critical to protecting customer data.
The platform is optimized for performance with caching and CDNs, designed to be fully respon-
sive for mobile users, and scalable to accommodate business growth. Regular updates to sof-
tware and hardware ensure the platform remains efficient and secure.
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