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Case Study: 
A company is having manufacturing plants and warehouses in various parts of the country. They manufacture ice-cream and milk products. They want to build software to achieve two goals. 
· Manage the inventory  
· Quickest delivery to the customers  
Assignment 1:  
1. Please make a BRD which can be presented to the client along with complete development and resource plan.  
2. Prepare process flow diagram using your imagination. 
Assignment 2: 
1. Write an introduction letter to a client introducing yourself as a business analyst in charge of working with the client and his team to start the business understanding process. 
2. Prepare a brief BRD and SRS for a project- Horoscope or Ticketing system or online store. 
3. Make an ERD of creating a support ticket/Ticketing life cycle. 
4. User story of shopping from ecommerce. 

Assignment 1
1. Please make a BRD which can be presented to the client along with complete development and resource plan 
Answer:

BRD Template

Project Name: Dairy Inventory and Delivery Management System (DIDMS)
Project ID: DIDMS001
Target Date: 10/01/2026
 
 
Approved By: Mr. Rohit Kumar                                 25/05/2025
_________________________                          ________________________
 
Name of user, department                                    Date
 
    
        Mrs. Soniya Mehta                                              25/05/2025
_________________________                          ________________________
 
Name of user, department                                    Date
 
 
Author: Mr. Ravi Patil                                                25/05/2025
_________________________                          ________________________
 
Name of user, department                                    Date
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4. 
Introduction

4.1. Business Goals
· Efficiently manage inventory across multiple manufacturing plants and warehouses: The system should efficiently track and manage inventory across various manufacturing plants and warehouses to avoid overstocking or stockouts.
· Enable quickest possible delivery of ice-cream and milk products to customers: It must facilitate the fastest possible delivery of ice cream and milk products by choosing optimal routes and nearby storage locations.
· Ensure minimal wastage and maximum freshness of dairy products: To maintain the quality of dairy products, the system should minimize spoilage by ensuring timely dispatch and storage under proper conditions.

4.2.  Business Objectives
· Implement centralized inventory monitoring: Develop a unified platform that provides centralized, real-time visibility into inventory levels across all facilities.
· Optimize route and delivery scheduling: Integrate intelligent route planning and delivery scheduling algorithms to reduce delivery time and fuel costs.
· Improve stock visibility and forecasting: Enhance demand forecasting using historical data and trends to ensure adequate stock levels and prevent shortages or surpluses.

4.3. Business Rules 
· Inventory updates must be real-time across all locations: The system must synchronize inventory data instantly between manufacturing plants and warehouses to maintain accurate stock levels and avoid overstocking or stockouts.
· Deliveries should prioritize proximity and available stock: Customer orders must be fulfilled from the nearest warehouse or plant with sufficient inventory to reduce delivery time and logistics costs.
· Expiry-sensitive products must be rotated using FEFO (First Expiry First Out): To minimize waste and ensure product freshness, the system should enforce FEFO rules by dispatching items with the earliest expiry dates first before using newer stock.

4.4. Background
The company operates multiple manufacturing and storage facilities nationwide. They face challenges in keeping real-time track of inventories and ensuring timely delivery of perishable products, impacting customer satisfaction and increasing operational cost

4.5. Project Objective
The objective of this project is to develop a centralized software solution to efficiently manage inventory across all manufacturing plants and warehouses located nationwide. The system will ensure real-time tracking of stock levels for ice cream and milk products, automate replenishment, and streamline distribution processes. By optimizing logistics, the software aims to facilitate the quickest possible delivery to customers, reduce delays, and improve overall operational efficiency.



4.6. Project Scope
· In Scope Functionality
· Inventory management module (plant/warehouse level)
· Real-time stock tracking and updates
· Order management and fulfilment
· Delivery scheduling and route optimization
· Notification system for restocking and low inventory

· Out Scope Functionality
· HR management
· Customer relationship management (CRM)
· Financial accounting module
· Third-party logistics integrations (future scope)




5. Assumptions 
· Reliable Internet Connectivity:
All manufacturing plants and warehouses have stable internet access to support the cloud-based inventory and logistics system.
· Consistent Data Entry:
Warehouse and plant staff will update inventory data regularly and accurately to ensure real-time monitoring is effective.
· Integration with Existing Systems:
The new software can be integrated smoothly with any existing ERP or financial systems used by the company without major disruptions
· Availability of Real-Time Traffic and Weather Data:
The route optimization module will have access to up-to-date traffic and weather information through third-party APIs.
· Standardized Product Codes and Barcodes:
All products are tagged with standardized codes or barcodes to enable automated scanning and tracking.
· Training Provided to Staff:
Warehouse and delivery personnel will be adequately trained on using the new system for inventory updates and delivery scheduling.
· Sufficient Hardware Resources:
Plants and warehouses have the necessary hardware (scanners, computers, mobile devices) to operate the new system efficiently.
· Customer Addresses Are Accurate and Up-to-Date:
Delivery addresses entered in the system are valid to prevent failed delivery attempts.
· Scalability Considered:
The software will be scalable to handle future expansion of the company’s manufacturing and distribution network.


6. Constraints

· Limited budget: The project must be delivered within the allocated financial resources, which may limit the scope of certain advanced features or hardware upgrades.
· System must comply with dairy handling standards and food safety norms: The system must strictly adhere to all relevant regulations and standards governing the handling, storage, and transportation of dairy products to ensure product quality and safety.
· Data synchronization delays in remote areas: Warehouses and plants located in remote or rural regions may experience intermittent internet connectivity, causing potential delays in real-time data synchronization.
· Handling Seasonal Demand Fluctuations: The software must be capable of efficiently managing inventory and logistics during peak seasons, when demand for ice cream and milk products can vary significantly.
· Dependency on third-party logistics API integration: The route optimization and delivery scheduling features depend on reliable integration with external APIs for real-time traffic, weather, and logistics data, which may be subject to availability and service changes.


7. Risks

7.1. Technological Risks

· Risk: Integration failure with existing GPS/Tracking systems.
Likelihood: Medium
Impact: High – Could disrupt real-time tracking and delay deliveries.
Strategy:
· Mitigate: Conduct early integration testing and engage GPS system experts.
· Transfer: Use third-party consultants specialized in GPS integration if needed.
· Risk: Compatibility issues with legacy systems.
Likelihood: Medium
Impact: Medium – May cause delays in data exchange or require additional development effort.
Strategy:
· Mitigate: Perform thorough system audits and design middleware solutions.
· Accept: Plan buffer time in project timeline for unforeseen legacy issues.
· Risk: Integration with outdated warehouse systems.
Likelihood: High
Impact: High – Could cause data inconsistencies or operational disruptions.
Strategy:
· Mitigate: Develop custom APIs and schedule phased upgrades for warehouse systems.
· Transfer: Outsource complex legacy integration tasks to specialized vendors.



7.2. Skills Risks

· Risk: Lack of skilled developers for new technologies.
Likelihood: Medium
Impact: High – Could delay development and reduce software quality.
Strategy:
· Mitigate: Invest in training and hire consultants with required skills.
· Transfer: Outsource critical development components to experienced third parties.
· Risk: Training needs for warehouse and delivery personnel.
Likelihood: High
Impact: Medium – May cause slow adoption or operational errors post-deployment.
Strategy:
· Mitigate: Prepare detailed training programs and user manuals.
· Accept: Allocate sufficient time for training in the rollout plan.

7.3. Political Risks

· Risk: Changes in transportation regulations affecting dairy product transport.
Likelihood: Low to Medium
Impact: High – Could disrupt logistics and require costly process changes.
Strategy:
· Monitor: Keep abreast of regulatory developments.
· Mitigate: Build flexibility into delivery schedules and compliance procedures.

7.4. Business Risks

· Risk: Inaccurate demand forecasting leading to product wastage.
Likelihood: Medium
Impact: High – Could increase costs and reduce profitability.
Strategy:
· Mitigate: Implement advanced forecasting tools with historical and real-time data.
· Accept: Maintain buffer stock for critical products during peak seasons.
· Risk: Resistance to change by warehouse staff.
Likelihood: High
Impact: Medium – Could reduce efficiency and delay adoption of the new system.
Strategy:
· Mitigate: Conduct change management workshops and involve staff early in the process.
· Accept: Provide incentives and continuous support post-implementation.


7.5. Requirements Risks

· Risk: Poorly defined stakeholder requirements or scope creep.
Likelihood: Medium
Impact: High – Could cause delays and increased project costs.
Strategy:
· Mitigate: Hold regular requirement review meetings and formalize
· Accept: Prioritize requirements and manage expectations clearly.
· Risk: Mid-project change requests from departments affecting delivery timelines.
Likelihood: Medium
Impact: Medium – May cause schedule slippage or require resource reallocation.
Strategy:
· Mitigate: Establish a strict change management protocol with impact assessment.
· Accept: Allocate contingency time for potential change requests.


7.6. Other Risks

· Risk: Resistance to change from traditional manual methods.
Likelihood: High
Impact: Medium – Could slow down system adoption and reduce project benefits.
Strategy:
· Mitigate: Run awareness campaigns and highlight benefits clearly.
· Accept: Provide ongoing support and feedback mechanisms.
· Risk: Power outages in remote locations affecting system availability.
Likelihood: Medium
Impact: High – Could cause data loss and disrupt operations.
Strategy:
· Mitigate: Implement backup power solutions and offline functionality.
· Accept: Schedule regular data backups and recovery drills.
· Risk: Natural calamities impacting warehouses or transportation routes.
Likelihood: Low
Impact: High – Could halt operations and cause major losses.
Strategy:
· Mitigate: Develop disaster recovery plans and maintain insurance coverage.
· Accept: Establish alternative delivery routes and emergency protocols. 








8. Business Process Overview

8.1. Legacy System (AS-IS): 
The company currently relies on spreadsheets and basic desktop tools to manage inventory at its manufacturing plants and warehouses. This fragmented system lacks real-time data visibility and often results in inconsistencies in stock information. Delivery scheduling is done manually, which is time-consuming and prone to human error. These inefficiencies contribute to delayed deliveries and reduced customer satisfaction.

8.2. Proposed Recommendations (TO-BE)
· Implement a Cloud-Based Inventory Management System:
Deploy a centralized cloud-based platform that can be accessed by all manufacturing plants and warehouses across the country. This ensures seamless data sharing, real-time updates, and eliminates the limitations of locally stored spreadsheets.
· Enable Real-Time Stock Monitoring with Auto-Replenishment:
Integrate IoT or smart tracking systems to monitor stock levels continuously. The system will trigger automated alerts or replenishment orders when inventory reaches predefined thresholds, reducing stockouts and overstock situations.
· Automate Route Optimization for Fastest Delivery:
Use AI-based logistics tools to plan delivery routes dynamically. The system will consider real-time factors such as traffic congestion, road conditions, and weather forecasts to suggest the most efficient delivery routes, ensuring timely deliveries to customers.
· Improve Operational Visibility and Reporting:
Provide dashboards and analytics tools for plant managers and logistics teams to track inventory movements, delivery performance, and supply chain KPIs in real time.
· Enhance Customer Satisfaction through Delivery Tracking:
Offer real-time delivery tracking to customers along with accurate Estimated Time of Arrival (ETA) notifications, improving transparency and customer trust.





9. 
Business Requirements

· Inventory Management
· BR-01: Real-Time Stock Tracking
Description: The system must allow real-time monitoring of inventory levels across all manufacturing plants and warehouses.
Priority: High
Reference: Inventory Management Use Case Document

· BR-02: Auto-Replenishment Notification
Description: The system should automatically trigger replenishment notifications when stock reaches threshold levels.
Priority: High
Reference: Auto-Replenishment Use Case Document

· Order Management
· BR-03: Order Placement by Distributors/Retailers
Description: Distributors and retailers must be able to place orders through a centralized system specifying product type, quantity, and delivery location.
Priority: High
Reference: Order Placement Use Case Document

· BR-04: Order Fulfilment Status Tracking
Description: The system must allow users to track the status of their orders (e.g., confirmed, packed, dispatched, delivered).
Priority: Medium
Reference: Order Tracking Use Case Document

· Delivery Optimization
· BR-05: Automated Route Optimization
Description: The system must suggest the most efficient delivery routes based on traffic, distance, and weather conditions.
Priority: High
Reference: Route Optimization Use Case Document

· BR-06: Real-Time Delivery Tracking
Description: Customers and staff should be able to track delivery vehicles in real time via GPS integration.
Priority: Medium
Reference: Delivery Tracking Use Case Document

· User Access and Authentication
· BR-07: Role-Based Access Control (RBAC)
Description: The system must allow role-based access for different users such as admin, plant manager, warehouse staff, and delivery personnel.
Priority: High
Reference: User Access Control Use Case Document
· BR-08: Secure User Login and Authentication
Description: All users must log in securely using credentials or authorized devices, with multi-factor authentication for admins.
Priority: High
Reference: User Authentication Use Case Document

· Reporting and Analytics
· BR-09: Inventory and Delivery Reports
Description: The system should generate detailed reports on inventory status, delivery performance, and order trends.
Priority: Medium
Reference: Reporting Module Use Case Document

· BR-10: Demand Forecasting Dashboard
Description: A dashboard must be available to project demand based on historical data and seasonal trends to prevent overproduction or shortages.
Priority: Medium
Reference: Forecasting Dashboard Use Case Document






























	Req. ID
	Req. Name
	Req. Description
	Design
	Code
	UT (Unit Testing)
	CT (Component Testing)
	ST (System Testing)
	SIT
	UAT (User Acceptance Testing)

	FR001
	Real-Time Stock Tracking
	System enables real-time tracking of inventory across plants and warehouses.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR002
	Auto-Replenishment Alerts
	Triggers automatic replenishment requests when stock levels hit a predefined threshold.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR003
	Order Placement
	Distributors/retailers place product orders via the system.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR004
	Order Status Tracking
	Track order progress: confirmed, packed, dispatched, delivered.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR005
	Route Optimization
	Suggests best delivery routes based on traffic and weather conditions.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR006
	Real-Time Delivery Tracking
	Customers and staff can track deliveries through GPS integration.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR007
	Role-Based Access Control
	Different user roles (admin, warehouse staff, delivery, etc.) access specific functionalities.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR008
	Secure Login & Authentication
	Users log in securely; sensitive actions may require multi-factor authentication.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR009
	Reporting & Dashboards
	Generate reports on inventory, deliveries, and orders for insights and analytics.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR010
	Forecasting Dashboard
	Projects demand using historical data and seasonal patterns.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete


9.1. Functional Requirements
9.2. 
Non-Functional Requirements

	Req. ID
	Req. Name
	Req. Description
	Design
	Code
	UT (Unit Testing)
	CT (Component Testing)
	ST (System Testing)
	SIT
	UAT (User Acceptance Testing)

	NFR001
	System Performance
	Inventory updates and order placements processed within 2 seconds under load.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR002
	Security Compliance
	All data encrypted and stored per industry security standards.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR003
	System Availability
	Application must maintain 99.9% uptime.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR004
	Scalability
	System should support up to 15,000 concurrent users (especially during summer).
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR005
	Usability
	Interface must be user-friendly for warehouse staff and drivers with minimal training.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR006
	Data Consistency
	Inventory and order data must be consistent across all system modules.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete 






10. 
Appendices

10.1. List of Acronyms

	Sr. No.
	Acronym
	Full Form

	1
	BRD
	Business Requirements Document

	2
	UAT
	User Acceptance Testing

	3
	SIT
	System Integration Testing

	4
	UT
	Unit Testing

	5
	CT
	Component Testing

	6
	ST
	System Testing

	7
	GPS
	Global Positioning System

	8
	ERP
	Enterprise Resource Planning

	9
	FEFO
	First Expiry First Out

	10
	RBAC
	Role-Based Access Control

	11
	ETA
	Estimated Time of Arrival

	12
	API
	Application Programming Interface

	13
	UI
	User Interface

	14
	UX
	User Experience

	15
	KPI
	Key Performance Indicator

	16
	IoT
	Internet of Things

	17
	NFR
	Non-Functional Requirement

	18
	FR
	Functional Requirement





10.2. Glossary of Terms

· Inventory Management: A system for monitoring and controlling stock levels, movement, and availability across locations.
· Real-Time Tracking: A system’s capability to provide immediate updates without delay, ensuring current data is always available.
· Auto-Replenishment: Automated system function that triggers restocking orders when product quantities fall below a defined threshold.
· Route Optimization: The process of calculating the most efficient delivery routes based on variables like distance, traffic, and weather.
· Order Fulfilment: The complete process from order receipt to delivery of goods to the end customer.
· Delivery Tracking: Real-time monitoring of product shipment to provide visibility of status and location to both staff and customers.
· RBAC (Role-Based Access Control): A security approach where system access is granted based on user roles and responsibilities.
· User Acceptance Testing (UAT): The final testing phase where end users verify if the system meets their business requirements.
· Forecasting Dashboard: A visual tool using data analytics to predict future inventory needs based on trends and historical patterns.
· Cloud-Based System: A web-hosted platform that provides on-demand access to software and data without on-premise infrastructure.
· Scalability: The system's ability to handle growth in users, transactions, or data volume without performance loss.
· System Integration Testing (SIT): A test phase that validates the complete and integrated system to ensure all modules work together correctly.
· IoT (Internet of Things: Network of physical devices connected to the internet to collect and exchange data automatically.
· FEFO (First Expiry First Out): A stock rotation method that ensures products closest to expiry are used or sold first.
· Middleware: Software that connects different systems or applications, facilitating communication and data exchange

10.3. Related Documents

· Feasibility Study Report
· Market Analysis for Inventory and Delivery Optimization Software
· Stakeholder Requirements Document


2. 
Prepare process flow diagram using your imagination. 





Assignment 2
1. Write an introduction letter to a client introducing yourself as a business analyst in charge of working with the client and his team to start the business understanding process. 
Answer:

       Subject: Introduction as Your Business Analyst for the Upcoming Project

Dear Mr. Vikram Rathi,
I hope this message finds you well.
My name is Bhavana Padol, and I’m pleased to introduce myself as the Business Analyst assigned to work alongside you and your team on this exciting initiative. I’m genuinely looking forward to collaborating with you as we embark on the journey of transforming your business goals into an effective and efficient software solution.

With a keen interest in the manufacturing and logistics domain, I understand the vital importance of streamlining operations and enhancing customer satisfaction, especially in industries like yours, where managing inventory and ensuring rapid delivery are key to success. Your vision to optimize these areas will guide our work as we build a robust system tailored specifically to your organizational needs.

Our first steps will focus on gaining a deep understanding of your current processes, challenges, and long-term aspirations. Together, we will identify the critical requirements, evaluate existing workflows, and co-develop a strategic solution roadmap that aligns with your business objectives. Your experience and input will be invaluable in shaping a system that is practical, scalable, and fully aligned with your operational goals.

I’m eager to begin the business understanding phase and look forward to our initial discussions. Please feel free to share any documentation or insights in advance that would help us get started more effectively. Also, let me know a convenient time for our first meeting.

Thank you once again for the opportunity to be part of this project. I’m confident that our collaboration will lead to a solution that delivers measurable value to your organization.
Looking forward to working with you.
Warm regards,
Bhavana Padol
Business Analyst
9834043540
bhavanapadol11@gmail.com
2. 
Prepare a brief BRD and SRS for a project- Horoscope or Ticketing system or online store. 

BRD for Ticketing system:

BRD Template

Project Name: Ticketing system    
Project ID: TS001
Target Date: 10/07/2026
 
 
Approved By: Mr. Vikram Rathi                                05/07/2025
_________________________                          ________________________
 
Name of user, department                                    Date
 
    
        Mr. Sankalp Thorat                                              05/07/2025
_________________________                          ________________________
 
Name of user, department                                    Date
 
 
Author: Mrs. Ravina Tripathi                                      05/07/2025
_________________________                          ________________________
 
Name of user, department                                    Date
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4. Introduction 

4.1. Business Goals

· Streamline issue resolution through faster ticket handling: Streamline the issue resolution process by ensuring tickets are handled promptly, reducing response and resolution time.
· Increase transparency with real-time ticket status tracking: Improve user confidence by offering real-time visibility into the status and progress of support tickets.
· Enhance operational efficiency by automating workflows: Reduce manual intervention and accelerate ticket resolution through predefined automated processes.
· Enable data-driven decisions using analytical reporting: Utilize analytical dashboards and reporting tools to identify trends, bottlenecks, and areas for improvement.

4.2. Business Objective

· Improve customer satisfaction: Deliver faster and more reliable service to enhance the overall customer experience and satisfaction.
· Optimize support team performance via intelligent ticket routing: Ensure tickets are assigned to the most appropriate agent based on skills and workload, improving resolution time and reducing bottlenecks.
· Enable better decision-making through analytics: Empower management with actionable insights derived from support data, enabling more strategic decisions.
· Reduce support costs by automating repetitive tasks: Lower operational costs by automating repetitive support tasks like confirmations, ticket categorization, and follow-ups.

4.3. Business Rules   
· Ticket must be assigned within 15 minutes of creation
· Ticket cannot be closed until all required data is provided
· SLA deadlines must be enforced strictly
· Reopen ticket if the same issue resurfaces within 30 days

4.4. Background: 
The current support system relies on manual inputs, leading to inefficiencies and SLA (Service Level Agreement) breaches. The new Ticketing System aims to automate processes, reduce human error, and enhance service quality and customer experience.




4.5. Project Objective: The objective of this project is to design and implement a web-based ticketing system that streamlines the handling of internal and customer service requests. The system will ensure timely resolution through automated workflows, enforce SLA compliance, and provide real-time visibility into support operations. It will also enable data-driven decision-making through integrated reporting and analytics dashboards.

4.6. Project Scope

4.6.1. In Scope Functionality
The following functionalities are within the scope

· Ticket creation and tracking
· Role-based user management
· SLA and priority management
· Workflow automation
· Integration with email and chat platforms
· Analytics and reporting dashboards

4.6.2. Out Scope Functionality
The following functionalities are not included in the current scope

· Financial management
· HR services and employee performance tracking
· CRM capabilities beyond support ticketing














5. Assumptions 

· Users will internet access: It is assumed that end-users and support agents will have stable internet connectivity, which is essential for accessing the ticketing system and its real-time features.
· Existing infrastructure (servers, storage, and network) will support the new system: The current IT infrastructure is expected to have sufficient capacity and performance to host and maintain the ticketing application without requiring major upgrades.
· The organization will provide necessary training for all users: It is presumed that the organization will conduct onboarding sessions and offer adequate training to ensure that staff and users can effectively operate the new system.
· Integration with third-party systems (e.g., email, chat, CRM) will be feasible: The system will be able to connect with external platforms like email services, chatbots, and CRM tools using available APIs or standard integration methods.
· Customer support will be available via chatbot and email: Automated support through a chatbot and manual assistance via email will be available to handle user queries and assist in ticket resolution.
· Data privacy and security compliance will be ensured according to applicable laws: The system will adhere to data protection regulations (such as GDPR or local laws) to ensure user information is handled securely and confidentially.

6. Constraints 

· Development must be completed within a 12-month timeline: The project must be fully developed, tested, and deployed within a strict one-year schedule, leaving limited room for delays or extended iterations
· Budget limitation restricts premium features such as AI-based recommendations: Due to financial constraints, advanced functionalities like AI-driven ticket suggestions or automated insights may not be implemented in the initial version.
· System must comply with data privacy regulations: The solution must align with relevant legal frameworks (e.g., GDPR, local data protection laws) to ensure the safe handling and processing of personal user data.
· Limited initial data on user behaviour for analytics: As the system is new, there will be a lack of historical usage data, which may limit the effectiveness of early analytics and decision-making features.
· Support for only English in the first phase: In the initial rollout, the platform will only support English, with plans to add multilingual support in future phases based on demand and resource availability.







7. Risks

7.1. Technological Risks:

· Risk: New technology issues or integration challenges with existing systems.
Likelihood: Medium
Impact: High – Could cause delays in project timelines or result in increased costs.
Strategy:
· Mitigate: Allocate additional resources for technology testing and quality assurance.
· Transfer: Engage third-party vendors with expertise in the required technology for critical integration work.

7.2. Skills Risks

· Risk: Lack of skilled personnel for developing or maintaining the system.
Likelihood: Medium
Impact: High – Could hinder development progress and ongoing maintenance.
Strategy:
· Mitigate: Ensure adequate training and recruitment for specific roles, including developers, testers, and support staff.
· Transfer: Consider outsourcing or consulting for specialized skills as needed.


7.3. Political Risks:

· Risk: Changes in government policies or regulations that affect online booking or data security.
Likelihood: Low
Impact: Medium – Could require system redesign to comply with new regulations.
Strategy:
· Accept: Monitor changes in government policy and prepare to make necessary adjustments.
· Mitigate: Maintain flexibility in system design to adapt to potential regulatory changes.

7.4. Business Risks:

· Risk: Sudden shifts in market demand or customer preferences may impact project goals or priorities.
Likelihood: Medium
Impact: High – Could affect project success or require scope changes.
Strategy:
· Mitigate: Conduct regular market analysis and stakeholder reviews to adapt plans.
· Accept: Monitor ongoing changes and adjust project scope as needed.



· Risk: Budget overruns or funding cuts delaying or reducing deliverables.
Likelihood: Medium
Impact: High – Could result in incomplete functionality or extended timelines.
Strategy:
· Mitigate: Regular financial reviews and phased deliverables to control spending.
· Transfer: Engage sponsors for contingency funding options.

· Risk: Lack of stakeholder engagement or support affecting project momentum.
Likelihood: Medium
Impact: High – Could delay approvals or reduce project alignment with business needs.
Strategy:
· Mitigate: Maintain continuous communication and involvement with stakeholders.
· Accept: Plan for additional stakeholder sessions to realign expectations.

7.5. Requirements Risks:

· Risk: Incomplete requirements causing misunderstandings and rework.
Likelihood: Medium
Impact: High – Could delay development and increase costs.
Strategy:
· Mitigate: Conduct thorough requirements workshops and reviews with stakeholders.
· Accept: Allow buffer time for clarifications during development.

· Risk: Frequent changes or scope creep affecting schedule and budget.
Likelihood: Medium
Impact: High – May disrupt project timelines and resource planning.
Strategy:
· Mitigate: Implement strict change control processes.
· Accept: Prioritize changes and adjust timelines accordingly.

7.6. Other Risks.

· Risk: Adoption of new or unproven technologies causing instability or delays.
Likelihood: Medium
Impact: High – Could impact system reliability and delivery schedules.
Strategy:
· Mitigate: Pilot testing and phased rollouts of new technologies.
· Transfer: Partner with technology experts or vendors.

· Risk: Unavailability of key personnel or skills when needed.
Likelihood: Medium
Impact: High – Could slow development and testing efforts.
Strategy:
· Mitigate: Cross-train team members and maintain resource flexibility.
· Transfer: Use consultants or temporary contractors.



· Risk: Dependence on third-party vendors or infrastructure affecting project delivery.
Likelihood: Medium
Impact: Medium – Could cause delays or impact system stability.
Strategy:
· Mitigate: Establish SLAs with vendors and monitor performance regularly.
· Accept: Develop contingency plans for vendor-related issues.


8. Business Process Overview
8.1. Legacy System (AS-IS)
· Manual ticket entry and categorization
· SLA tracking is done manually, often missed.
· Resolution timelines are unclear and unmonitored.
· Manual, error-prone reporting
8.2. Proposed Recommendations (TO-BE)
· Multi-channel automated ticket creation
· AI-based ticket categorization and prioritization
· Real-time SLA monitoring and escalations
· Integrated knowledge base and ticket resolution workflow
· Reports and dashboards provide real-time visibility


9. Business Requirement

· Ticket Creation and Submission
· BR-01: Multi-Channel Ticket Submission
· Description: Customers must be able to submit support tickets through email, web portal, and chat interfaces.
· Priority: High
· Reference: Ticket Submission Use Case Document

· Automated Ticket Categorization and Prioritization
· BR-02: Auto-Categorization of Tickets
· Description: The system should automatically categorize tickets based on predefined issue types (e.g., technical, billing, product query).
· Priority: High
· Reference: Ticket Categorization Use Case Document
· BR-03: Ticket Prioritization
· Description: Tickets should be prioritized based on urgency and customer profile (e.g., premium customers get higher priority).
· Priority: High
· Reference: Ticket Prioritization Rules Document




· SLA Management and Alerts
· BR-04: SLA Tracking
· Description: The system must monitor SLA deadlines in real time for each ticket.
· Priority: High
· Reference: SLA Management Use Case Document
· BR-05: SLA Escalation Alerts
· Description: Alerts must be sent to managers/agents when a ticket is nearing or breaching its SLA deadline.
· Priority: High
· Reference: Escalation Workflow Document

· Ticket Assignment and Routing
· BR-06: Auto Ticket Assignment
· Description: The system must assign tickets to agents automatically based on skills, workload, and availability.
· Priority: High
· Reference: Ticket Assignment Use Case Document

· Knowledge Base Integration
· BR-07: Agent Knowledge Base Access
· Description: Support agents must have access to a centralized knowledge base to help resolve common issues.
· Priority: High
· Reference: Knowledge Base Integration Document

· Reporting and Dashboards
· BR-08: Real-Time Dashboards
· Description: Managers should be able to view real-time KPIs including ticket volume, resolution time, and agent performance.
· Priority: High
· Reference: Reporting and Dashboards Document
· BR-09: Customizable Reports
· Description: The system must allow users to generate and export custom reports for selected metrics.
· Priority: Medium
· Reference: Report Builder Use Case Document

· Multi-Language Support
· BR-10: Customer Language Preference
· Description: Customers should be able to submit and receive ticket updates in their preferred language.
· Priority: Medium
· Reference: Multi-Language Use Case Document




· Customer Feedback and Satisfaction Tracking
· BR-11: Post-Ticket Feedback Collection
· Description: Customers must be prompted to rate their support experience and leave feedback after ticket closure.
· Priority: Medium
· Reference: Feedback Collection Use Case Document

· Security and Data Privacy Compliance
· BR-12: Data Privacy Compliance (GDPR)
· Description: The system must comply with data privacy regulations, including GDPR, for handling user data.
· Priority: High
· Reference: Data Privacy Compliance Document

· Mobile Access for Support Agents
· BR-13: Mobile Ticket Management
· Description: Agents should be able to access and manage tickets via a mobile-optimized interface or app.
· Priority: Medium
· Reference: Mobile Agent Access Specification Document

· User Roles and Permissions
· BR-14: Role-Based Access Control (RBAC)
· Description: System should restrict data and function access based on user roles (e.g., agent, manager, admin).
· Priority: High
· Reference: User Roles and Permissions Document

9.1. 
Functional Requirement 

	Req. ID
	Req. Name
	Req. Description
	Design
	Code
	UT (Unit Testing)
	CT (Component Testing)
	ST (System Testing)
	SIT
	UAT

	FR001
	Multi-Channel Ticket Submission
	Customers can submit support tickets via email, web portal, and chat.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR002
	Auto-Categorization of Tickets
	System auto-categorizes tickets based on predefined issue types (e.g., billing, technical).
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR003
	Ticket Prioritization
	Tickets are prioritized based on urgency and customer profile.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR004
	SLA Tracking
	System monitors SLA timelines in real-time for each ticket.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR005
	SLA Escalation Alerts
	Sends alerts when a ticket is close to or breaches its SLA deadline.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR006
	Auto Ticket Assignment
	Tickets are auto-assigned to agents based on skills and workload.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR007
	Agent Knowledge Base Access
	Agents access a centralized knowledge base for faster resolution.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR008
	Real-Time Dashboards
	Managers view real-time KPIs such as ticket volume and resolution times.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR009
	Customizable Reports
	Users can generate and export custom reports.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR010
	Customer Language Preference
	Ticket communication supports customer-preferred languages.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR011
	Post-Ticket Feedback Collection
	Customers rate support experience and submit feedback after ticket closure.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR012
	Mobile Ticket Management
	Agents manage tickets via mobile app or responsive interface.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR013
	Role-Based Access Control (RBAC)
	System restricts access to functionalities and data based on user roles (e.g., agent, manager).
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete


9.2. Non-Functional Requirement
	Req. ID
	Req. Name
	Req. Description
	Design
	Code
	UT (Unit Testing)
	CT (Component Testing)
	ST (System Testing)
	SIT
	UAT

	NFR001
	Secure Login & Authentication
	Secure user login, with optional multi-factor authentication for sensitive operations.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR002
	Data Privacy Compliance (GDPR)
	System complies with GDPR and similar regulations for handling and storing user data.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR003
	System Performance
	The system must respond to user actions within 3 seconds under normal load.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR004
	Availability
	System should ensure 99.9% uptime excluding scheduled maintenance.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR005
	Scalability
	System must handle increased user traffic without performance degradation.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	NFR006
	Multi-Language Architecture
	Language support should be implemented using a scalable internationalization framework.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete




10. 
Appendices 
10.1. List of Acronyms

	Sr. NO.
	Acronym
	Full Form

	1
	BRD
	Business Requirement Document

	2
	SLA
	Service Level Agreement

	3
	RACI
	Responsible, Accountable, Consulted, Informed

	4
	RBAC
	Role-Based Access Control

	5
	GDPR
	General Data Protection Regulation

	6
	KPI
	Key Performance Indicator

	7
	UAT
	User Acceptance Testing

	8
	SIT
	System Integration Testing

	9
	ST
	System Testing

	10
	CT
	Component Testing

	11
	UT
	Unit Testing

	12
	UI
	User Interface

	13
	UX
	User Experience




10.2. Glossary of Terms

· Ticket: A support request submitted by a user regarding an issue or service.
· Agent: A support staff member assigned to resolve user tickets.
· Escalation: The process of reassigning a ticket to a higher-level support tier due to unresolved issues or SLA breach.
· Knowledge Base: A centralized repository of information articles and FAQs to assist in resolving issues.
· Dashboard: A visual interface displaying key metrics and status indicators in real time.
· Categorization: The process of classifying a ticket into predefined issue types.
· Prioritization: Assigning urgency levels to tickets based on business rules or customer type.
· Web Portal: A website interface where users can interact with the ticketing system.

10.3. Related Documents

· Business Case Document
· RTM Document
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1. 
Introduction 
1.1. Overview
The purpose of the Ticketing System is to streamline the process of issue reporting, tracking, and resolution within an organization. The system facilitates real-time communication between end-users and support agents, ensuring prompt resolution of issues while enhancing operational efficiency.

1.2. Acronyms and definitions
· SRS: Software Requirements Specification
· SLA: Service Level Agreement
· UI: User Interface
· API: Application Programming Interface
· DBMS: Database Management System
1.3. Operational Requirements 
The Ticketing Life Cycle System must meet the following operational requirements to function efficiently in real-world environments:
· 24/7 Availability: The system must be available 24 hours a day, 7 days a week, to support continuous ticket management and access.
· Cross-Platform Compatibility: The system should be accessible through modern web browsers (Chrome, Firefox, Safari, Edge) and responsive on desktops, tablets, and smartphones.
· Multi-User Support: The system must support concurrent sessions for different roles including users, agents, and administrators without performance degradation.
· Backup & Recovery: Automated daily backups must be implemented. Recovery of the system and data should be possible within 2 hours in case of failure.
· Security & Access Control: Role-based access control must ensure data privacy and restrict users from accessing unauthorized modules.
· Performance Monitoring: The system should log key events and offer real-time monitoring of performance and usage metrics.
1.4. References
The following documents and standards have been referenced in the preparation of this SRS:
· Proposal 
· User Requirements Document	







1.5. Design and Implementation Constraints
The system must be developed within the boundaries of the following constraints:
· Timeline Constraint: The complete solution must be delivered, tested, and deployed within a 12-month timeline
· Budget Constraint: Features such as AI-based recommendation engines or sentiment analysis are excluded in the initial release due to cost limitations.
· Language Support: The first release will support only English; multilingual functionality may be considered in future phases.
· Infrastructure Limitation: It is assumed that the existing infrastructure (servers, network, storage) will suffice without requiring major upgrades.
· Third-party Licensing: Integration with third-party services (CRM, email, or messaging platforms) must comply with their licensing and cost models.

1.6. Assumed Factors That Could Affect the Requirements Stated In the SRS	
The following assumptions, if invalidated, could affect the accuracy or feasibility of the stated requirements:
· Stable Internet Access: It is assumed that all users will have consistent internet access, which is essential for system performance and reliability.
· Stakeholder Availability: Timely input and approval from stakeholders are assumed to be available throughout development phases.
· User Training: It is assumed that the organization will provide adequate user training and documentation.
· Third-Party Integration Feasibility: It is assumed that required APIs from third-party tools (like CRM, email, or messaging platforms) are available and functional.
· Compliance Commitment: It is assumed that the organization is committed to compliance with data protection laws such as GDPR or local equivalents.

2. 
System Overview	
2.1. Current System
The current system relies on manual methods such as emails, phone calls, and spreadsheets to manage user issues. It lacks centralized tracking, standard workflows, and automated notifications. This often results in delays, missed follow-ups, and poor visibility into issue status. Without structured ticket management, accountability and reporting are weak. Users experience frustration due to inconsistent responses and unclear resolution timelines.

2.2. Proposed System
The proposed Ticketing System introduces a centralized, web-based solution for managing support tickets. It allows users to create, track, and manage issues with real-time updates and automated workflows. Tickets are assigned to agents based on availability and category, ensuring quick handling. The system supports role-based dashboards, notifications, and analytics. It enhances transparency, communication, and efficiency across all support operations.

2.3. Benefits of the Proposed System	
· Enhances response and resolution time through automated ticket handling.
· Improves transparency with real-time ticket status tracking for users and agents.
· Reduces manual workload and human errors via workflow automation.
· Provides role-based dashboards and performance reports for better management oversight.
· Increases customer satisfaction by ensuring timely updates and consistent communication.
· Supports scalability and integration with third-party tools for future expansion.
3. 
UI Requirements
· Role-Based Interface
The UI will present tailored views based on user roles—customers, agents, and administrators—ensuring that each user accesses only the features relevant to them. For example, customers will see ticket status and feedback options, while admins can manage users and generate reports.
· Intuitive Navigation
The design will emphasize ease of use with a clean layout, clearly labelled menus, and minimal clicks required to perform tasks. A collapsible sidebar and quick-access buttons will streamline common actions like creating or viewing tickets.
· Visual Indicators and Status Tags
Ticket statuses such as "Open", "In Progress", or "Closed" will be visually represented using color-coded tags. Priority levels will also have distinct icons or colours to help agents identify urgent tasks at a glance.
· Responsive and Mobile-Friendly Design
The UI will adapt seamlessly to different screen sizes, allowing users to operate the system efficiently on desktops, tablets, and smartphones. This ensures accessibility and continuity of service regardless of device.
· Real-Time Notifications and Alerts
Users will receive instant updates via pop-ups or alert banners when ticket statuses change, comments are added, or escalations occur. This keeps all stakeholders informed without needing to refresh the page.
· Accessibility Compliance
The UI will follow WCAG 2.1 Level AA standards to ensure accessibility for users with disabilities. Features like screen reader compatibility, high-contrast mode, and keyboard navigation will be supported.
3.1. Project contents
· User Registration and Login Module
Includes forms for user sign-up, login, and password recovery, along with email verification and role-based access after authentication.
· Ticket Dashboard
Displays all tickets created, assigned, or resolved, with filters for date, status, priority, and category. It supports search, export (CSV/Excel), and sorting options.
· Ticket Creation and Detail View
Provides a form for users to submit tickets with fields for title, description, attachments, priority, and category. Once submitted, users and agents can view and comment on the ticket.
· Agent and Admin Panels
Agents view assigned tickets, update statuses, and leave comments. Admins have extended features like SLA management, agent performance tracking, role management, and category configuration.
· Notification Section
A section dedicated to displaying real-time notifications for ticket updates, escalations, and messages, integrated with email and optional chat tools.
· Reporting and Analytics Module
Allows administrators to generate visual and tabular reports showing ticket trends, agent performance, SLA compliance, and customer feedback insights.
4. Other Parameters	
4.1. Acceptance	
· Successful Completion of User Acceptance Testing (UAT):
The system must pass UAT conducted by key stakeholders and end users. This phase validates that all features work as expected in a real-world environment and that the system meets the business requirements.
· Fulfilment of Functional and Non-Functional Requirements:
All functional (e.g., ticket creation, status updates) and non-functional (e.g., performance, security) requirements outlined in the SRS must be implemented correctly and operate without critical defects.
· Error-Free Operation Under Load Conditions:
The system should perform reliably under expected user loads maintaining responsiveness and functionality without crashing or slowing down.
· Compliance with Legal and Regulatory Standards:
The system must comply with relevant data protection and industry regulations ensuring that it meets legal obligations for user data handling and accessibility.
· Approval from Stakeholders:
Final sign-off from clients, project managers, and product owners is required. This indicates that all expectations have been met and the system is ready for production.
· Availability of Documentation and Training Materials:
User manuals, training guides, and technical documentation must be provided to ensure smooth onboarding, system understanding, and operational support for end users and administrators.
1. 
2. 
3. 
Make an ERD of creating a support ticket/Ticketing life cycle.




4. 
User story of shopping from ecommerce

User Story No: 1
	User story No: 1
	Tasks: 2
	Priority: High

	Value statement: 
As a new user,
I want to register on the platform
So that I can place orders and track my purchases

	BV: 500
	CP: 8

	Acceptance criteria:
1. The system should allow users to enter their name, phone number, and address.
2. Users should receive a confirmation email/SMS upon successful registration.



User Story No: 2
	User story No: 2
	Tasks: 2
	Priority: High

	Value statement: 
As a registered user,
I want to log in securely
So that I can access my profile and previous orders

	BV: 500
	CP: 5

	Acceptance criteria:
1. Users must enter valid credentials to log in.
2. Invalid login attempts must return error messages.



User Story No: 3
	User story No: 3
	Tasks: 2
	Priority: Medium

	Value statement: 
As a user,
I want to reset my password via email
So that I can recover access if I forget it

	BV: 100
	CP: 3

	Acceptance criteria:
1. A "Forgot Password" option must be available.
2. A reset link should be sent to the registered email.










User Story No: 4
	User story No: 4
	Tasks: 2
	Priority: Medium

	Value statement: 
As a user,
I want to log in using my Google/Facebook account
So that I can save time during registration

	BV: 100
	CP: 5

	Acceptance criteria:
1. Google/Facebook login buttons must be present.
2. Successful authentication should log in the user




User Story No: 5
	User story No: 5
	Tasks: 3
	Priority: High

	Value statement: 
As a shopper,
I want to search for products using keywords
So that I can find what I need quickly

	BV: 500
	CP: 8

	Acceptance criteria:
1. A search bar must be available.
2. Real-time suggestions should appear.
3. Results must match the search term.




User Story No: 6
	User story No: 6
	Tasks: 3
	Priority: High

	Value statement: 
As a shopper,
I want to filter products by price, brand, and rating
So that I can narrow down my options

	BV: 500
	CP: 8 

	Acceptance criteria:
1. Filters should update results dynamically.
2. Multiple filters must be usable simultaneously.
3. Clear filters option must be available.








User Story No: 7
	User story No: 7
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to browse products by category
So that I can explore items easily

	BV: 100
	CP: 5

	Acceptance criteria:
1. Categories must be clearly listed on the homepage.
2. Clicking a category should load related products




User Story No: 8
	User story No: 8
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to view detailed product information
So that I can make informed decisions

	BV: 500
	CP: 5

	Acceptance criteria:
1. Product pages should show price, description, image, and availability.
2. Size and colour options (if any) must be selectable.




User Story No: 9
	User story No: 9
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to read customer reviews
So that I can understand product quality

	BV: 100
	CP: 3

	Acceptance criteria:
1. Reviews must include text, star rating, and reviewer name.
2. Most recent and most helpful reviews should be visible.










User Story No: 10
	User story No: 10
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to see product ratings
So that I can gauge overall satisfaction

	BV: 100
	CP: 2

	Acceptance criteria:
1. Star ratings must be shown on product listings and details.
2. The rating must be the average of all reviews.



User Story No: 11
	User story No: 11
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to add products to a shopping cart
So that I can purchase multiple items at once

	BV:500
	CP: 8

	Acceptance criteria:
1. Users can add/remove items from cart.
2. Cart displays correct quantities and prices.




User Story No: 12
	User story No: 12
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to view the shopping cart contents anytime
So that I can review my selections

	BV: 500
	CP: 5 

	Acceptance criteria:
1. Cart icon must be visible on all pages.
2. Clicking cart shows all items with prices and totals.











User Story No: 13
	User story No: 13
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to update quantities in my cart
So that I can adjust my order before checkout

	BV: 500
	CP: 5 

	Acceptance criteria:
1. Users can increase/decrease quantity per item.
2. Total price updates accordingly.




User Story No: 14
	User story No: 14
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to save my cart for later
So that I can continue shopping another time

	BV: 100
	CP: 3

	Acceptance criteria:
1. Cart contents are saved to user account.
2. Users can load saved carts on return visits.




User Story No: 15
	User story No: 15
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to proceed to check-out quickly
So that I can complete my purchase efficiently

	BV: 500
	CP: 5 

	Acceptance criteria:
1. Checkout button must be accessible from the cart.
2. All necessary steps must be included (address, payment).










User Story No: 16
	User story No: 16
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to choose from multiple payment options
So that I can pay using my preferred method

	BV: 500
	CP: 8 

	Acceptance criteria:
1. Payment options include Credit/Debit Card, UPI, Net Banking, COD.
2. Payment confirmation received after successful transaction.




User Story No: 17
	User story No: 17
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to apply discount codes at checkout
So that I can save money

	BV: 100
	CP: 3

	Acceptance criteria:
1. System validates coupon codes.
2. Discount applied to total amount





User Story No: 18
	User story No: 18
	Tasks: 1
	Priority: High

	Value statement: 
As a shopper,
I want to review my order before finalizing payment
So that I can ensure its correct

	BV:500
	CP: 5

	Acceptance criteria:
1. Summary page shows items, quantities, address, and payment details.










User Story No: 19
	User story No: 19
	Tasks: 1
	Priority: High

	Value statement: 
As a shopper,
I want to receive confirmation of my order
So that I know it was successful

	BV:500
	CP: 3 

	Acceptance criteria:
1. Confirmation page and email/SMS sent after placing order.




User Story No: 20
	User story No: 20
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to choose a delivery address
So that my order goes to the correct place

	BV:500
	CP: 5

	Acceptance criteria:
1. Users can add/select saved addresses.
2. Address editable before order submission





User Story No: 21
	User story No: 21
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to select a delivery option
So that I can receive the product as needed

	BV: 100
	CP: 3 

	Acceptance criteria:
1. Standard and express delivery options listed with ETA.











User Story No: 22
	User story No: 22
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to track my order status
So that I know when it will arrive


	BV: 500
	CP: 8 

	Acceptance criteria:
1. Real-time status updates on tracking page.
2. Status includes dispatched, in-transit, delivered.



User Story No: 23
	User story No: 23
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to get delivery updates via SMS or email
So that I stay informed

	BV: 100
	CP: 3

	Acceptance criteria: 
1. Notifications for packed, shipped, delivered.
2. User can opt-in/out.




User Story No: 24
	User story No: 24
	Tasks: 2
	Priority: Medium

	Value statement: 
As a customer,
I want to view my order history
So that I can track and repeat purchases

	BV: 100
	CP: 3

	Acceptance criteria:
1. List of past orders with details.
2. Option to reorder available.










User Story No: 25
	User story No: 25
	Tasks: 2
	Priority: High

	Value statement: 
As a customer,
I want to request a return or replacement
So that I can resolve issues with faulty product

	BV: 500
	CP: 5

	Acceptance criteria:
1. Return request feature in order details.
2. Track status of requests.




User Story No: 26
	User story No: 26
	Tasks: 2
	Priority: Medium

	Value statement: 
As a customer,
I want to leave a review for a product
So that I can help others with their decision

	BV: 50
	CP: 3

	Acceptance criteria:
1. Review form with rating and comments.
2. Only verified buyers can review.




User Story No: 27
	User story No: 27
	Tasks: 1
	Priority: Medium

	Value statement: 
As a customer,
I want to download my invoice
So that I have proof of purchase

	BV: 50
	CP: 2

	Acceptance criteria:
1. Downloadable PDF invoice in order history.











User Story No: 28
	User story No: 28
	Tasks: 2
	Priority: Medium

	Value statement: 
As a user,
I want to edit my profile
So that my account stays up to date

	BV: 100
	CP: 3

	Acceptance criteria:
1. Editable name, email, phone fields.
2. Changes saved immediately.




User Story No: 29
	User story No: 29
	Tasks: 2
	Priority: Medium 

	Value statement: 
As a user,
I want to manage my saved addresses
So that checkout is faster

	BV: 100
	CP: 3

	Acceptance criteria:
1. Add, edit, delete address functionality




User Story No: 30
	User story No: 30
	Tasks: 1
	Priority: Medium

	Value statement: 
As a user,
I want to save my favourite products
So that I can buy them later

	BV: 100
	CP: 3

	Acceptance criteria:
1. Wishlist accessible from profile.












User Story No: 31
	User story No: 31
	Tasks: 1
	Priority: Low

	Value statement: 
As a user,
I want to set my communication preferences
So that I get only relevant updates

	BV:20
	CP: 2

	Acceptance criteria:
1. Opt in/out for promotional emails and SMS.




User Story No: 32
	User story No: 32
	Tasks: 1
	Priority: Medium

	Value statement: 
As a shopper,
I want to get notified when an item is back in stock
So that I can purchase it

	BV: 50
	CP: 3

	Acceptance criteria:
1. “Notify Me” button on out-of-stock products.
2. Notification sent when available




User Story No: 33
	User story No: 33
	Tasks: 2
	Priority: Medium

	Value statement: 
As a shopper,
I want to receive alerts for flash sales
So that I don’t miss good deals

	BV: 50
	CP: 3

	Acceptance criteria:
1. Alerts via push/email/SMS.
2. Flash sale banners visible.











User Story No: 34
	User story No: 34
	Tasks: 2
	Priority: High

	Value statement: 
As a shopper,
I want to get delivery notifications
So that I’m prepared for arrival

	BV: 100
	CP: 3

	Acceptance criteria:
1. Notification before delivery attempt.
2. Reschedule option for failed delivery.




User Story No: 35
	User story No: 35
	Tasks: 2
	Priority: High

	Value statement: 
As a user,
I want to enable two-factor authentication
So that my account is more secure

	BV: 500
	CP: 8

	Acceptance criteria:
1. 2FA setup option in settings.
2. OTP or authenticator app verification.




User Story No: 36
	User story No: 36
	Tasks: 2
	Priority: High

	Value statement: 
As a user,
I want to contact customer support via chat
So that I can resolve issues quickly

	BV: 500
	CP: 8

	Acceptance criteria:
1. Chat button on help pages.
2. Ticket number or chat transcript generated










User Story No: 37
	User story No: 37
	Tasks: 1
	Priority: Low

	Value statement: 
As a user,
I want to view FAQs
So that I can resolve issues on my own

	BV: 20
	CP: 1

	Acceptance criteria:
1. Categorized, searchable FAQ page.





User Story No: 38
	User story No: 38
	Tasks: 2
	Priority: High

	Value statement: 
As a user,
I want to report a problem with my order
So that it can be addressed quickly

	BV: 100
	CP: 3

	Acceptance criteria:
1. “Report Issue” in order details.
2. Confirmation after submission.





User Story No: 39
	User story No: 39
	Tasks: 3
	Priority: Medium

	Value statement: 
As a shopper,
I want to view recommended products
So that I can discover new items

	BV: 100
	CP: 5 

	Acceptance criteria:
1. Personalized suggestions based on browsing and purchase history.










User Story No: 40
	User story No: 40
	Tasks: 3
	Priority: Medium

	Value statement: 
As a shopper,
I want to share products on social media
So that I can recommend them to friends

	BV:50
	CP: 3 

	Acceptance criteria:
1. Share buttons for major social platforms on product pages
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