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4. Introduction
Goal: -  
To develop a centralized software system that streamlines inventory management at warehouses and plants and ensures the fastest possible delivery of ice-cream and Milk Products to the Customers 


Objectives
· Manage the inventory. 
·  Quickest delivery to the customers
Business Rules 
1. Inventory must be updated in real time.
2. Products close to expiry cannot be dispatched.
3. Maintain minimum stock levels with alerts.
4. Follow First Expiry, First Out (FEFO) for dispatch.
5. Orders must be assigned from the nearest warehouses. 
6. Ensure temperature compliance during storage and delivery.
7. Orders must be delivered within 15–20 minutes to the customers. 
8. Role-based access to inventory functions.
9. Handle and log returns properly.
10. Allow cancellations within 3 minutes or before dispatch.
11. Orders must be Delivered in cold boxes. 
Background
The company, a leading manufacturer of ice cream and milk products, operates several manufacturing plants and warehouses across the country. As the customer base and distribution network expanded, the business began facing challenges in effectively managing inventory across locations and ensuring timely delivery of perishable products to customers. 
To address these challenges, the management proposed the development of an integrated software solution. This system aims to streamline inventory operations and enable intelligent, location-based order fulfillment —ensuring the quickest possible delivery while minimizing stock-outs and waste.
 Project Objective
· The goal of this project is to build a software system that helps the company:
· Manage inventory of milk and ice cream at all plants and warehouses in real time.
· Deliver the order quickly by choosing the nearest location with available stock.
· Avoid stock issues by sending alerts when items are running low.
· Improve delivery speed and accuracy, keeping customers happy.

Project Scope
In-Scope:
· Customer Registration and Login
· Product Browsing & Search
· Product Catalog 
· Shopping Cart and Wishlist
· Checkout and Payment Integration
· Order Management & Delivery Tracking
· Admin Dashboard
· Inventory Management
· Email & SMS Notifications
· Basic Analytics and Reporting
Out of Scope:
· In-store POS Integration
· In-Store Pickup
· AI Chatbot for Customer service 
· 360° view of the products 
· Subscription Modules can be added in future phase.
· International Shipping Module
7. Assumptions 
· Stable Internet Connections 
· Training will be provided. 
· The system will be user-friendly. 
· Third-party integration will be done.
· The mobile app will be developed separately
· Real Time Monitoring
· UAT Testing in Presence of Client 
· Inventory and Delivery Tracking 
8. Constraints 
API Integration Should be compatible with existing system in the company
API integration should be done without any Issue 
Within in the Budget and Timeline 
Bugs should not be detected during UAT 
Client availability During UAT
Servers and Systems should be connected to Internet 24/7 
The software must be accessible across all plants and warehouses and logistics team regardless of the geolocation.
location fails to load due to a low network area.
The application must work on any device or Browser.
9. Risk 
· Inaccurate or outdated inventory data at project start
· Lack of user involvement 
· Internet connectivity issues at remote warehouses
· Skill Risk: lack of proper skills specialized in inventory systems or ERP tools may delay the project 
· Integrating new technology with existing tech may cause failure in integration.
· Delays in third-party API integrations (e.g., logistics, ERP)
· Cold chain equipment failure (e.g., temperature sensors)
· Scope creep due to evolving business requirements
· Project team unavailability or resource change
· Data privacy or security beaches

Business Process Overview
Legacy System (AS-IS)
Current Process Overview:
The current system is mostly manual, with inventory tracked separately at each warehouse or plant using spreadsheets or basic software tools. Delivery coordination is done via phone/email, with limited visibility into real-time stock or delivery status.
Proposed Recommendations (TO-BE)
Future Process Overview:
With the new software, all inventory data will be centralized and updated in real time. The system will automatically check the nearest warehouse, ensure expiry logic (FEFO), and coordinate dispatch through integrated logistics APIs.





9. Resource Plan

	Position 
	 Name
	Duration (Weeks)

	Project Manager
	X
	Full Project

	Business Analyst
	Me
	Weeks 1–5

	UI/UX Designer
	XA
	Weeks 1–3

	Front-End Developer
	Dev A
	Weeks 3–10

	Backend Developer
	Dev B
	Weeks 3–10

	QA Tester
	Q
	Weeks 9–11




10. Development Plan/Timeline

	Phase
	Tasks
	Duration

	Phase 1: Requirement
	FRD, SRS, Wireframes
	Week 1–2

	Phase 2: Design
	UI/UX Mock-ups
	Week 2–3

	Phase 3: Development
	Frontend & Backend Setup
	Weeks 3–9

	Phase 4: Testing
	Functional & UAT Testing
	Week 9–11

	Phase 5: Deployment
	Go-live, Monitoring, Handover
	Weeks 11–12







11. Business Requirements 

	Requirement ID
	Requirement Name 
	Requirement Description
	Priority

	FR0001
	User Registration
	Users are able to register with an email ID & Password with the application
	9

	FR0002
	User Login 
	User able to login with Email ID & Password
	9

	FR0003
	Search
	User able to search the Products
	8

	FR0004
	Filter
	User able to filter products biased on category, Price, Size
	5

	FR0004
	Product Selection
	Users can select the products based on usage. 
	6

	FR0005
	Product Description
	User able to see the product description 
	5

	FR0007
	Add to cart
	Users can add their products to cart for shopping. 
	8

	FR0008
	Quantity
	User able to Modify the Quantity of products before buying 
	7

	FR0009
	Checkout Process
	User can check out in the app to initiate the purchase process.
	7

	FR0010
	Payment 
	User should have various option to make payments, i.e., UPI/ cards/COD.
	9

	FR0011
	Order Confirmation
	The user should receive the confirmation about the order and Expected delivery date
	7

	FR0012
	Order Shipping 
	User able to receive the shipping details to track the order 
	7

	FR0013
	Order Status
	User should receive the delivery confirmation through SMS, Email ID, app notification.
	7

	FR0014
	Manufacturer Registration 
	Manufacturers should register. 
	9

	FR0015
	Manufacturer Login
	Manufacturer Should login 
	9

	FR0016
	Manufacturer Upload Product Details  
	Manufacturer able to upload their Product Details with clear description
	8

	FR0017
	Manufacture Payment Details 
	Manufacturers can see the payment details 
	8

	FR0018
	Inventory
	Manufacturers are able manage the inventory
	6

	FR0019
	Delivery Boy Login registration
	Delivery boy able to login or register in the app 
	9

	FR0020
	Delivery Details
	Delivery boy able to see the farmer Details and Delivery location 
	7

	FR0021
	Transaction happens through Delivery Boy on COD Orders 
	Delivery boy must collect the payment from the farmer on COD Orders
	8

	FR0022
	Inventory Management 
	The system shall allow users to add, update, and delete inventory records for each product (milk, ice cream, etc.).
	8

	FR0023
	Stock Updating 
	The system shall automatically update stock levels after every dispatch and receipt.
	7

	FR0024
	Order Management 
	The system shall provide order history and repeat order options.
	6

	FR0025
	Delivery and Dispatch
	The system shall generate digital invoices and dispatch notes
	7



12. Appendices

List of Acronyms
	Acronym
	Full Form

	ERP
	Enterprise Resource Planning

	FEFO
	First Expiry, First Out

	API
	Application Programming   Interface

	KPI
	Key Performance Indicator

	SLA
	Service Level Agreement

	IoT
	Internet of Things

	SKU
	Stock Keeping Unit

	UI
	User Interface

	UX
	User Experience

	FR
	Functional Requirement

	AS-IS
	Current State of the Process

	TO-BE
	Proposed/Future State of the Process




 Glossary of Terms
	Term
	Description

	Inventory Management
	The process of ordering, storing, and using a company's raw materials and finished products.

	Warehouse
	A storage facility where products are kept before distribution.

	Dispatch
	The act of sending out goods from the warehouse to customers.

	Delivery Tracking
	Monitoring the movement and status of goods during transit.

	Expiry Date
	The last date a dairy product can be safely consumed.

	Cold Chain
	A temperature-controlled supply chain to preserve dairy and frozen products.

	Order Fulfillment
	Completing a customer order by picking, packing, and delivering it.

	Barcode Scanning
	Using a device to read product codes for faster data entry and tracking.

	Real-time Updates
	Instant system updates as transactions occur, without delay.

	Dashboard
	A visual interface showing key metrics like inventory levels, sales, and deliveries.

	User Role
	The set of permissions and access levels assigned to different types of users in the system.



2. Prepare a process flow diagram using your imagination.




















Assignment - 2


Introduction letter to a client

Subject: Introduction—Business Analyst for Your Project
Dear Client,
I hope you're doing well.
My name is Nallamothu Harish, and I’ll be working with you as the business analyst for your project. I’ll be your main point of contact to understand your business needs, gather requirements, and help ensure the solution we deliver meets your expectations.
To get started, I’ll soon set up a meeting with you and your team to understand your goals, current process, and any challenges you are facing. This will help us plan the project in the right direction.
Please feel free to reach out to me at any time if you have questions or need support. I’m looking forward to working with you.
Best regards,
Nallamothu Harish 
Business Analyst
630XXXXXX
nallamothu.har@pvt.ltd 
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4. Introduction
4.1 Goals
To create a centralized, scalable, and automated ticketing system for efficient customer issue handling and resolution tracking.
4.2 Objectives
· Enable users to raise and monitor issues.
· Improve ticket resolution time .
· Increase customer satisfaction 
· Provide clear visibility into support request volume, types, and agent performance.
· Establish a centralized knowledge base to empower users to self-serve.

4.3 Business Rules
· Every ticket must have a unique ID.
· Tickets can only be closed by support personnel.
· Escalations are triggered after SLA breach.
· Admins can reassign or delete tickets.
4.4 Background
Currently, customer complaints are handled via email or verbal communication, which leads to missed follow-ups and inefficient tracking. This new system aims to formalize and automate the process.
4.5 Project Objective
To replace manual tracking methods with an integrated system that improves operational efficiency, transparency, and reporting.
4.6 Project Scope
4.6.1 In Scope Functionality
· Web-based ticket management system
· Customer portal for ticket submission and tracking
· Agent dashboard with queue management
· Automated workflow and escalation rules
· Reporting and analytics module
· Knowledge base integration
· Email notifications and alerts

4.6.2 Out- of-Scope Functionality
· Live chat functionality (future enhancement)
· Mobile application (future enhancement)
· AI chatbot 
· Social media integration for ticket creation.
5. Assumptions
· All users have internet access and basic system usage knowledge
· API integration will be done without any issue
· User-Friendly Interface
· UAT will be done in the presence of client 
· Training will be given to the internal team on this application.
· Email/SMS integration will be handled using available APIs.
· Required resources will be available throughout the project.
6. Constraints
· Budget constraints may affect third-party integration.
· Limited to web-based application (mobile app not part of MVP).
· Compliance with internal IT security policies.
· Scope creep due to evolving business requirements
7. Risks
· Integration with third-party tools might fail or be delayed.
· Lack of trained resources for certain technologies or frameworks.
· Internal stakeholder conflicts may affect prioritization.
· Failure to meet user adoption rates post-deployment.
· Scope creep or unclear requirements during early phases.
· Delay in testing due to dependency on other teams or systems.
8. Business Process Overview
8.1 Legacy System (AS-IS)
· Customers report issues via email or calls.
· Agents manually track cases using Excel sheets.
· No central visibility or audit trail.
8.2 Proposed Recommendations (TO-BE)
· Centralized portal for ticket creation and tracking.
· Automated assignment rules based on ticket type, priority, and agent availability.
· SLA-driven escalation process.
· Performance dashboards and audit logs.
 

9. Business Requirements
	BR ID
	Requirement Description
	Priority

	BR001
	Users can register/login to raise tickets
	High

	BR002
	Tickets must be assigned automatically based on logic
	High

	BR003
	Status updates and comments allowed by agents
	Medium

	BR004
	Notifications on each status change
	High

	BR005
	Dashboard available to Admin for monitoring performance
	Medium



10. Appendices
	Acronym
	Description

	SLA
	Service Level Agreement

	UAT
	User Acceptance Testing

	API
	Application Programming Interface

	RASCI
	Responsibility Assignment Matrix Chart



10.2 Glossary of Terms
	Term
	Description

	Ticket
	A logged issue or query raised by a user

	Agent
	Support staff responsible for resolving tickets

	Escalation
	Process of re-routing unresolved tickets upwards

	Dashboard
	Visual display of KPIs and ticket metrics
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1. Introduction
1.1 Product Scope
The Ticketing System will allow users to log, track, and manage support tickets. It aims to streamline issue resolution by automating assignment, escalation, and tracking while offering insights through dashboards.
1.2 Product Value
· Enhances customer satisfaction by providing quick and trackable resolutions.
· Improves internal operational efficiency through automation.
· Ensures compliance with SLAs and provides historical data for performance tracking.
1.3 Intended Audience
· Business Stakeholders
· Development Team
· QA/Testers
· End Users (Employees or Customers)
· Support Team (Agents and Admins)
1.4 Intended Use
· Customers can raise support tickets via a web portal.
· Agents can view, update, and close tickets.
· Admins can manage users, generate reports, and monitor SLA breaches.
· Managers can access dashboards and analytics.
1.5 General Description
The system will have user authentication, ticket lifecycle management, SLA enforcement, and reporting capabilities. It will be web-based and accessible via any modern browser.
2. Functional Requirements
	FR ID
	Functional Requirement

	FR001
	The system shall allow users to register and log in.

	FR002
	The system shall allow users to create new tickets with issue details.

	FR003
	The system shall auto-assign tickets to agents based on category and availability.

	FR004
	The system shall allow agents to update ticket status (Open, In Progress, Closed, etc.).

	FR005
	The system shall send notifications on ticket updates via email/SMS.

	FR006
	The system shall allow admins to create/edit user roles and manage SLAs.

	FR007
	The system shall maintain a complete history log of ticket updates.

	FR008
	The system shall generate reports and dashboards (e.g., tickets by category, SLA met).



3. Interface Requirements
3.1 User Interface Requirements
· Login page
· Dashboard for agents/admins
· Ticket creation form with priority, category, description
· Ticket status view for users
· Reporting module for admins
3.2 Hardware Interface Requirements
· No dedicated hardware is required. Accessible via standard devices (laptop, desktop, mobile browser).
3.3 Software Interface Requirements
· Email/SMS API (e.g., SendGrid, Twilio)
· Database (e.g., MySQL/PostgreSQL)
· Web server (e.g., Apache or NGINX)
· Optional: CRM Integration APIs (e.g., Salesforce, Zoho)
3.4 Communication Interface Requirements
· HTTPS protocol for all communication
· RESTful APIs for frontend-backend interaction
· JSON format for data exchange

4. Non-functional Requirements
4.1 Security
· Role-based access control
· Secure login with encrypted credentials
· Data encryption at rest and in transit
· Audit trail of all updates and access logs
4.2 Capacity
· System should support at least 500 concurrent users
· Capable of handling 10,000 tickets per day
4.3 Compatibility
· Cross-browser support (Chrome, Firefox, Edge, Safari)
· Mobile-responsive design
4.4 Reliability
· 99.9% system availability
· Automatic failover and backup mechanisms
4.5 Scalability
· Horizontal scaling on cloud infrastructure
· Microservices-based architecture preferred
4.6 Maintainability
· Modular code structure
· Clear documentation for all modules
· API versioning and backward compatibility
4.7 Usability
· Intuitive UI/UX for both technical and non-technical users
· Contextual help and tooltips on major screens
· Error validation and feedback
4.8 Other Non-functional Requirements
· System logs to track performance and failures
· Multi-language support (optional in Phase 2)
· SLA violation alerts for agents/admins
5. Definitions and Acronyms
	Term
	Description

	Ticket
	A documented customer issue or request

	Agent
	A support team member who resolves tickets

	Admin
	A privileged user who manages system settings and users

	SLA
	Service Level Agreement – defines resolution time objectives

	REST API
	Representational State Transfer API for communication

	UAT
	User Acceptance Testing

	JSON
	JavaScript Object Notation – data format used in APIs



Appendices :- 





3. ERD Diagram for Support ticket/Ticketing Life cycle 
[image: ]














4.User story Shopping 
	User Story 
	User Story
	Task
	Priority
	BV
	CP
	Acceptance Criteria

	1
	As a user, I want to search for products so that I can find items I'm looking for.
	9
	High
	8
	5
	Search returns relevant results for input keywords.

	2
	As a user, I want to filter products by category, price, brand, etc., to narrow my search.
	10
	High
	8
	5
	Filters work accurately and refresh product list.

	3
	As a user, I want to view product details so that I can decide whether to buy it.
	8
	High
	9
	3
	Product details show image, description, price, reviews.

	4
	As a user, I want to add a product to my cart so that I can purchase it later.
	9
	High
	10
	4
	Item gets added and reflected in cart page.

	5
	As a user, I want to view my cart to review selected products.
	10
	High
	10
	3
	Cart displays all added items with price and quantity.

	6
	As a user, I want to update item quantity in my cart.
	7
	Medium
	7
	2
	Item quantity updates and price recalculates.

	7
	As a user, I want to remove items from cart if I change my mind.
	5
	Medium
	6
	2
	Clicking remove deletes item from cart.

	8
	As a user, I want to see price breakdown in cart to understand the cost.
	6
	Medium
	6
	2
	Cart displays subtotal, tax, total clearly.

	9
	As a user, I want to apply discount coupons at checkout.
	6
	Medium
	7
	4
	Valid coupons apply and show updated total.

	10
	As a user, I want to place an order securely.
	8
	High
	10
	5
	Orders are placed only after validation and payment.

	11
	As a user, I want to pay via multiple methods (card, UPI, COD).
	7
	High
	10
	6
	Users can choose valid payment methods.

	12
	As a user, I want to track my orders after purchase.
	5
	Medium
	8
	3
	Orders show status updates (Processing, Shipped, Delivered).

	13
	As a user, I want to receive confirmation emails after order placement.
	7
	Medium
	7
	3
	Confirmation email sent on successful order.

	14
	As a user, I want to save items in wishlist for future purchases.
	4
	Low
	6
	4
	Wishlist can be created and updated.

	15
	As a user, I want to sign up using email or mobile to create an account.
	7
	High
	9
	3
	Account is created and confirmation sent.

	16
	As a user, I want to login securely to access my profile.
	10
	High
	9
	3
	User can log in with valid credentials.

	17
	As a user, I want to reset my password if I forget it.
	6
	Medium
	8
	3
	Password reset email/link sent successfully.

	18
	As a user, I want to view my past orders for reference.
	6
	Medium
	6
	2
	Users see a list of all completed orders.

	19
	As a user, I want to rate and review products I’ve purchased.
	6
	Medium
	7
	3
	Users can leave feedback on products.

	20
	As a user, I want to edit my profile (name, address, contact info).
	5
	Medium
	6
	2
	User profile updates successfully.

	21
	As a user, I want to set delivery address during checkout.
	10
	High
	9
	3
	Address is saved and reflected in order.

	22
	As a user, I want to view product ratings before buying.
	7
	Medium
	7
	2
	Product cards show stars/rating count.

	23
	As a user, I want to contact customer support for issues.
	7
	Medium
	6
	2
	Contact form or chat is available.

	24
	As a user, I want to receive push/email notifications for order status.
	5
	Medium
	6
	3
	Users get notified about shipping, delivery.

	25
	As a user, I want to browse products by category.
	5
	Medium
	6
	2
	Products load based on selected category.

	26
	As a user, I want to sort products by price, popularity, rating.
	5
	Medium
	6
	2
	Sorting changes product order correctly.

	27
	As a user, I want to see related products on product page.
	3
	Low
	5
	3
	Similar items shown below product info.

	28
	As a user, I want to cancel an order before it is shipped.
	7
	Medium
	6
	3
	Cancellation available before dispatch.

	29
	As a user, I want to return products within a return window.
	6
	Medium
	7
	4
	Return option visible for eligible orders.

	30
	As a user, I want to download invoices of my orders.
	3
	Low
	6
	2
	Invoice downloadable from order page.

	31
	As a user, I want to subscribe for offers/newsletters.
	3
	Low
	4
	2
	Email stored and confirmation sent.

	32
	As a user, I want to receive loyalty rewards after purchases.
	3
	Low
	5
	4
	Points visible on profile after orders.

	33
	As a user, I want to share product links with friends.
	4
	Low
	3
	1
	Link copied/shared correctly.

	34
	As a user, I want to use guest checkout without account creation.
	5
	Medium
	8
	4
	Users can checkout without registering.

	35
	As a user, I want to get notified of flash sales or limited-time offers.
	3
	Low
	5
	2
	Pop-up/banner alerts display.

	36
	As a user, I want to see estimated delivery time on product page.
	3
	Low
	5
	2
	Display ETA based on pin code.

	37
	As a user, I want to filter by availability (In stock, Preorder).
	4
	Low
	5
	2
	Filter works as expected.

	38
	As a user, I want to scan barcode to search product.
	3
	Low
	4
	4
	Product details load from scanned code.

	39
	As a user, I want to see trending products on homepage.
	3
	Low
	4
	2
	Homepage displays high-performing items.

	40
	As a user, I want to change delivery address before dispatch.
	6
	Medium
	7
	3
	Address can be edited if not shipped.
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