Document 3- Functional Specifications
Answer:

	Project name
	Core Customer Support Application

	Customer name
	Itunes and app store

	Project Version
	1.0

	Project Sponsor
	Raj (Marketing head of itunes and app store)

	Project Manager
	Mahesh

	Project Initiation date
	07-06-2025



Functional Requirement specifications:
	Req ID
	Req Name
	Req Description
	Priority
	Module

	FR0001
	Login
	User should be able to login to the application securely with username & password.

	10

	Authentication


	FR0002

	View Dashboard

	User should be able to view a dashboard showing assigned tickets and KPIs.

	8
	Dashboard


	FR0003

	Start Chat

	Agent should be able to initiate and handle live chat with customers.

	9
	Chat Module


	FR0004

	Receive Email

	Agent should receive and respond to customer emails within the app.

	9
	Email Module


	FR0005

	Make Calls

	Agent should initiate or receive VoIP calls with call logs maintained.

	8
	Call Integration


	FR0006

	Search Customer Profile

	Agent should search customer records using ID, phone, or email.

	10
	Customer Account Access


	FR0007

	Update Customer Info

	Agent should update address, phone, or preferences in customer profile.

	7
	Customer Account Access


	FR0008

	View Knowledge Articles

	Agent should access and share relevant KB articles.

	6
	Knowledge Base


	FR0009

	Submit Feedback Survey

	Customers should be able to submit post-interaction feedback.

	6
	Survey Module


	FR0010

	Role-based Access

	Users should have access only to permitted modules based on their role.

	10
	Access Management


	FR0011

	Ticket Assignment

	Supervisor should assign/reassign tickets to agents.

	7
	Ticket Management


	FR0012

	Export Reports
	Supervisor should export performance and feedback reports.

	5
	Reporting





Document 4- Requirement Traceability Matrix
Answer:

	Req ID
	Req Name
	Req Description
	Design
	D1
	T1
	D2
	T2
	UAT

	FR0001
	Login
	User must be able to login to access the application
	D1
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0002

	View Dashboard

	Show dashboard with assigned tickets and metrics
	D1
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0003

	Chat Feature

	Agent can initiate and respond to chat messages
	D2
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0004

	Email Handling
	System supports sending and receiving customer emails
	D2
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0005

	Call Integration
	Agents can make/receive calls through VoIP integration
	D3
	Yes

	Yes

	Yes

	Yes

	Pending

	FR0006

	Customer Access

	Agent can view customer accounts and history
	D2
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0007

	Knowledge Articles
	Provide relevant support articles to customers
	D3
	Yes

	Yes

	Yes

	Yes

	Yes


	FR0008

	Survey Collection
	Customer can submit surveys after interaction
	D4
	Yes

	Yes

	Yes

	Yes

	Yes





Document 5- BRD Template
Answer:
Project Information
· Project Name: “Core” Customer Support Application 
· Project ID: CSCAPP-001
· Version ID: 1.0
· Author: Renuka
· Date: 07/06/2025

1. Executive Summary
To improve customer service efficiency by consolidating chat, email, and call interactions into a single application, enabling faster response times, better data access, and higher customer satisfaction.

2. Business Objectives
Enhance customer interaction through multiple channels: chat, email, and calls.
Enable customer support agents to quickly access customer account details.
Provide integrated knowledge base/articles for quick resolution.
Collect and analyze customer feedback through surveys for continuous improvement.
Improve overall customer satisfaction and reduce response times.

3. Current Situation (As-Is)
Existing customer support process description.
Current challenges and pain points (e.g., slow response times, lack of unified communication).
Systems/tools currently in use (if any).
Gaps and limitations identified.

4. Future State (To-Be)
Description of the proposed core application and its capabilities.
Streamlined multi-channel communication (chat, email, calls) through a single platform.
Centralized customer account access for support agents.
Integration with knowledge base for faster resolution.
Automated feedback collection via surveys.
Expected improvements over the current state.

5. Project Scope
In Scope:
Development of chat, email, and call support modules.
Customer account access and management.
Knowledge base/article management and access.
Survey creation, deployment, and analytics.
User authentication and role-based access control.
Out of Scope:
Social media integration.
Mobile applications.
Advanced AI/chatbot features (for future phases).

6. Stakeholders
Project Sponsor: Provides funding and strategic direction.
Project Manager: Oversees project execution and delivery.
Business Analyst: Gathers requirements, facilitates communication.
Development Team: Designs and develops the application.
QA Team: Responsible for testing and quality assurance.
Customer Support Agents: End users who will use the application daily.
Customers: End recipients of support services.

7. Functional Requirements
Login: Secure authentication and authorization of users.
Chat Module: Real-time chat with customers, chat history, and escalation options.
Email Module: Ticket management for email inquiries.
Call Module: Log and track customer calls with recording if possible.
Customer Account Access: View customer profile, history, and interactions.
Knowledge Base: Search and access articles relevant to customer queries.
Survey Module: Create surveys, distribute post-interaction, collect responses.
Reporting: Basic dashboards and reports on support metrics and survey results.

8. Non-Functional Requirements
Performance: Application must support many concurrent users with minimal latency.
Security: Data encryption, secure login, role-based access control.
Usability: Intuitive UI for agents and customers.
Availability: 99.9% uptime expected.
Compliance: Follow applicable data privacy laws (e.g., GDPR, if relevant).

9. Assumptions
APIs for customer data access will be provided.
Support agents have basic computer literacy.
Internet connectivity will be stable at support centers.
Surveys will be voluntary and optional for customers.

10. Constraints
Budget capped at ₹39,010.
Project timeline of 3 months.
Limited availability of client resources during development.

11. Risks and Mitigation
Risk: Delay in API delivery.
Mitigation: Include buffer time in project schedule.
Risk: User resistance to new system.
Mitigation: Plan training and change management activities.
Risk: Scope creep due to additional feature requests.
Mitigation: Strict change control process.
12. Approval
	Name
	Role
	Signature
	Date

	Raj
	Project Sponsor
	Raj
	07/06/2025

	Mahesh
	Project Manager
	Mahesh
	07/06/2025

	Renuka
	Business Analyst
	Renuka
	07/06/2025



