

Definition of Done- Checklist
· Feature Code Developed & Functional
Complete backend and frontend code implemented for each enhancement.
· User Story Assumptions Met
All criteria and expected outcomes in user stories are satisfied (e.g., chatbot answering predefined queries, escalation module integrated, feedback prompts triggered, smart follow-up reminders set).
· Builds Successfully without Errors
 CRM application compiles, integrates, and deploys in the development and staging environments without failures.
· Unit Testing Completed
Relevant unit test cases created and passed for chatbot response flows, escalation triggers, feedback collection, and notification alerts.
· Deployed in QA/Test Environment
Features successfully deployed in a QA environment that mirrors the live CRM system of the bank.
· Cross-Platform and Role-Based Testing Done
Validated on different user roles (RM, Manager, Admin), devices (desktop, tablet), and supported browsers used in the bank.
· Validated by UX/UI Team
New UI elements (chat icon, feedback prompt, notification popups, dashboard tabs) reviewed and approved by design team.
· QA Testing Performed and Bugs Resolved
QA team tested all edge cases and regression; reported bugs resolved and retested.
· Tested against Acceptance Criteria.
Every user story passes the acceptance criteria defined earlier in the backlog.
· Feature Accepted by Product Owner
 Final feature walkthrough done with Product Owner (you), and all outcomes verified.
· Code Refactored and Optimized
 Redundant code eliminated, functions modularized, comments added.
· Release Notes & Configuration Updated.
All changes and feature-specific configurations documented for DevOps and IT support team.
· Internal Documentation Updated.
Updated knowledge base articles for RMs, user manuals, onboarding flow, and help section.
· Peer Code Review Conducted
Code reviewed by at least one developer and changes approved/merged.
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Document 2- Product Vision

	Vision: The vision of this CRM Enhancement Project is to improve the efficiency, responsiveness, and usability of the existing CRM used by Relationship Managers (RMs) at HDFC Bank.
The overall goal is to reduce operational delays, minimize dependency on peers for help, boost service quality, and ultimately increase customer satisfaction and trust.

This will be achieved by enhancing four key features within the CRM system:
Internal chat bot– to guide RMs in real-time while navigating the system
Escalation Tracker Dashboard – to bring visibility of the real-time progress of an escalation.
Feedback Loop Integration – to collect and display customer feedback post-resolution
Smart Notification & Follow-Up Engine – to automate alerts for pending tasks and SLA tracking


	Target Group-
The product target the Banking and service industry- retail Banking

The primary users- RMs of HDFC bank,
End customers of HDFC bank.
	Needs
· RMs often face difficulty navigating the CRM efficiently, especially with new interfaces or operational tasks
·   Delays in escalation handling, lack of timely reminders, and no structured feedback mechanism
·  The product solves this by:
· Providing real-time help within CRM (Internal Help Overlay)
· Ensuring better issue resolution (Escalation Dashboard)
· Capturing client sentiment (Feedback Loop)
· Automating RM tasks (Smart Notifications)

	Product
· Product Type: CRM Feature Enhancement (not built from scratch)
· Special Features:
· Context-aware help overlay within CRM
· Transparent escalation dashboard with SLA alerts
· Integrated feedback prompts after query resolution
· Rule-based follow-up engine for reminders
· Feasibility: Technically feasible using existing CRM tech stack, chatbot framework, and minor UI/UX customizations

	Value
For the Company:
· Faster onboarding and task handling by RMs
· Higher RM productivity and reduced operational delays
· Measurable improvement in customer satisfaction (e.g., +3 NPS)
  Business Goals:
· Streamline CRM experience
· Improve TAT and SLA compliance
· Build customer trust and retention
 Business Model: Internal process enhancement project aimed at increasing service efficiency and long-term customer value (no direct monetization, but indirect cost savings and revenue growth)




Document 3: User stories
 User stories- 
	User Story: 01
	Task:02
	Priority: Highest

	AS a RM
I want to get step-by-step chatbot guidance on how to create and assign a lead,
So that I can reduce errors and save time in the lead creation process.

	BV: 500
	CP 02

	Acceptance criteria
· Chatbot provides a walkthrough when "Create New Lead" is selected
· It explains each field and mandatory input
· Highlights how to assign the lead to a branch or team member
· Prompts show inline next to UI buttons or fields





	User Story: 02
	Task:02
	Priority: Highest

	AS a RM
I want to help on how to upload KYC documents correctly,
So that I don’t miss required documents or format guidelines.

	BV: 500
	CP 02

	Acceptance criteria
· Chatbot opens guidance when KYC Upload screen is accessed
· Explains acceptable formats (PDF, JPEG, etc.)
· Tells what docs are mandatory (e.g., PAN, Passport for NRI)
· Notifies about max file size and scan clarity rules






	User Story: 03
	Task:02
	Priority: Highest

	AS a RM
I want to chatbot instructions for raising and tracking service requests or escalations,
So that I can assist clients quickly and ensure timely resolution.

	BV: 500
	CP 02

	Acceptance criteria
· Chatbot explains how to initiate a service request from CRM
· Displays when and how to escalate (SLA-based trigger)
· Instructs on tracking status and viewing resolution timelines




	User Story: 04
	Task:02
	Priority: Highest

	AS a RM
I want to help to understand where and how to track account opening status in CRM,
So that I I can provide real-time updates to clients.

	BV: 500
	CP 02

	Acceptance criteria
· Bot triggers when “Account Opening” tab is accessed
· Informs about different status stages (e.g., Docs Pending, Processing, Active)
· Guides on checking timestamps and pending action items




	User Story: 05
	Task:01
	Priority: Highest

	AS a RM
I want to understand the meaning of client statuses in CRM,
So that I can act appropriately based on where the client is in the lifecycle.

	BV: 500
	CP 02

	Acceptance criteria
· Chatbot shows status types like Prospect, On boarded, Active, Dormant
· Explains what action is needed under each stage
· Gives tip: “Dormant clients need re-engagement call”




	User Story: 06
	Task:01
	Priority: Highest

	AS a RM
I want to help on how to log a follow-up or schedule a client call in CRM,
So that I don’t miss critical engagement tasks.

	BV: 500
	CP 02

	Acceptance criteria
· Chatbot highlights where to click to log follow-up
· Shows how to add a call time/date and reason
· Reminds of any pending scheduled calls already logged






	User Story: 07
	Task:03
	Priority: Highest

	AS a RM
I want to view real-time status and owner of escalated service request
So that I get an update easily without communicating via email, calls.

	BV: 500
	CP 02

	Acceptance criteria:
I have raised an escalation
When I open the escalation tracker
Then I should see a list of all escalations raised by me with status owner and time stamp






	User Story: 08
	Task:03
	Priority: Highest

	AS a RM
I want to view and filter all service escalations with SLA indicators
So that I can ensure timely resolution and take proactive action on delayed cases.

	BV: 500
	CP 02

	Acceptance criteria
· I can view a dashboard with all open, in-progress, and resolved escalations.
· I can filter escalations based on RM, region, issue type, or escalation level.
· I can see SLA countdown timers or badges (e.g., red for SLA breached).
· I receive automated alerts for any escalation pending beyond 24 hours.
· I can export escalation data as a report.














	User Story: 09
	Task:02
	Priority: Highest

	 AS a Relationship Manager 
I want an automated feedback prompt to be sent to the client after resolving any assigned escalation or service query
So that the client’s satisfaction rating and comments can be captured and reflected in the CRM for service quality tracking.

	BV: 500
	CP 02

	Acceptance criteria

Given RM marks an assigned query or given escalation as Resolved in CRM
When the status is updated
Then a feedback prompt should automatically be sent to the client via email, SMS.

Given a client receives the prompt,
When they submit a ratting or comment
Then the response should be recorded again that specific service ticket

GIVEN the feedback is submitted,
WHEN the RM logs in to CRM,
THEN they should see the feedback details (rating, comment) for that case under the interaction history.




	User Story: 10
	[bookmark: _GoBack]Task:02
	Priority: Highest

	AS A Relationship Manager,

I want to receive intelligent reminders and alerts for pending tasks, follow-ups, and SLA breaches within the CRM.

So that I can take timely action, reduce delays, and maintain service excellence.

	BV: 500
	CP 02

	Acceptance criteria:
GIVEN a lead follow-up date or client callback is scheduled,
WHEN the due time approaches,
THEN the system should trigger a notification to the RM via CRM pop-up, email, or mobile alert.
Given there is an escalation or service request nearing SLA breach,
WHEN the SLA threshold is 80–90% reached,
THEN the RM and their team lead should receive a priority alert.





DOCUMENT 4
Market Analysis- As a product owner, I conducted a detailed analysis of the current CRM landscape in the BFSI sector, focusing on
· CRM system used by the banks like ICICI, SBI and AXIS.
· The workflows, escalation mechanism, support features, and feedback channels in these platforms.
· HDFC CRM’s gaps in inline user assistance, escalation visibility, feedback loop, and proactive reminders.
This study revealed the need for internal CRM enhancements to improve Relationship Manager (RM) efficiency and client engagement.
Enterprise Analysis - Assessed the market opportunity and operational value in modernizing HDFC’s CRM features. Collaborated with the internal RMs arranged discussions to understand how delays, manual work, and lack of real- time support were hurting productivity and client experience. These form the basis for defining a feasible and high-impact internal enhancement roadmap.
Product vision and Roadmap
· Formulated a vision – identifying  real challenges faced by the RMs using the existing CRM to enhance four core CRM features:
1. Internal Help Overlay
2. Escalation Tracker Dashboard
3. Feedback Loop Integration
4. Smart Notification & Follow-Up Engine
· Designed a Product Roadmap spread over 3–4 sprints, where each enhancement was taken up as a Sprint Epic, starting with MVP. 
Managing product Features
· Used elicitation technique to understand stakeholder’s pain point.
· Prioritize features using MOSCOW and MVP, business value and complexity points metrics.
· Mapped stories to direct business outcomes like faster issue resolution and improved NPS
Managing product Backlog
· Created the Product Backlog using Jira-style format.
· Maintained and continuously groomed the product backlog
· Included all enhancements, change requests, and feedback from demo reviews
· Accepted and reprioritized new ideas during backlog grooming sessions
· Used Jira-style structure to organize: Feature > Epic > Story > Task
· Logged and tracked impediments (e.g., delays in UI mapping, bot responses, etc.)
Managing overall iteration progress
· Facilitated Sprint Planning Meetings:
· Selected user stories aligned with sprint goals
· Defined DoD (Definition of Done) for each
· Held Daily Scrum Meetings, ensuring every team member answered:
· What did you do yesterday?
· What will you do today?
· Any impediments?
· Conducted:
· Sprint Reviews to demo working features to stakeholders
· Retrospectives with the Scrum team to identify improvements
· Reprioritization of backlog and epics based on review feedback
The Sprint ceremonies I handled.
Sprint planning meeting- 
· I initiated and led Sprint Planning sessions at the start of each sprint.
· I presented prioritized user stories from the product backlog, aligned with our enhancement roadmap.
· Stories included features like:
· Internal Help Overlay MVP in Sprint 1
· Escalation Tracker UI & SLA logic in Sprint 2
· I ensured:
· Team understood user stories and acceptance criteria
· We mapped stories to the Product Goal and business outcomes
· Facilitated estimation using story points
· Defined the Definition of Done (DoD) clearly before story commitment.

Daily Scrum (Stand-up meeting)
· I made sure 15-minute daily standups happened consistently.
· Followed the Agile format:
· What did you do yesterday?
· What will you do today?
· Are there any blockers?
· If the team faced issues (e.g., tagging help bubbles in CRM UI or delayed bot response integration), I immediately logged it as an impediment and worked with stakeholders to resolve it.
· Also used this time to motivate the team, check sprint velocity, and maintain progress toward the Sprint Goal.

Sprint Review Meeting
· At the end of each sprint, I facilitated the review session.
· Demoed the newly built functionality with:
· Stakeholders (e.g., Operations head, RM leads)
· Technical team and Scrum Master
· Captured feedback directly from business users:
· “The feedback rating popup is helpful, but it should show only for closure calls.”
· Based on feedback, I refined the backlog and updated acceptance criteria.

Sprint Retrospective Meeting
· Conducted retrospectives with the development team and Scrum Master after each sprint.
· Discussed:
· What went well (e.g., early delivery of chatbot UI)
· What didn’t go well (e.g., escalation API delay)
· Improvements needed (e.g., plan pre-sprint test case finalization)
 Action items from retrospective were tracked and applied in upcoming sprints.

Document 5: Product and sprint backlog and product and sprint burn down charts Product backlog:


	User Story ID
	User Story
	Tasks
	Priority
	BV
	CP
	Sprint

	US-01
	AS a RM
I want to get step-by-step chatbot guidance on how to create and assign a lead.
	Understand and documenting the existing lead creation and assign
Design chatbot UI.
assisting in sprint and testing.
	Medium

	9
	5
	Sprint 1

	US-02
	AS a RMI want to help on how to upload KYC documents correctly,
	 Gather common RM queries , process of KYC update
• Design chatbot UI
• Integrate help overlay
• Test flows
	Medium
	9
	5
	Sprint 1

	US-03
	AS a RM
I want the chatbot instructions for raising and tracking service requests or escalations,
So that I can assist clients quickly and ensure timely resolution.
	Identify and list common service request & escalation types raised by RMs.
Define triggers in CRM (when bot should appear — e.g., escalation button clicked)
 
	Medium

	9
	5
	Sprint 1

	US-04
	AS a RM
I want to help to understand where and how to track account opening status in CRM,
So that I can provide real-time updates to clients.
	Analyze the existing CRM flow for account opening stages/status.
Identify which CRM fields/sections show current account progress.
Design chatbot content to explain each stage (e.g., Docs Received, Processing, Approved)

	Medium
	9
	5
	Sprint 1

	US-05
	AS a RM
I want to understand the meaning of client statuses in CRM, So that I can act appropriately based on where the client is in the lifecycle.
	Collect all CRM-defined client status labels (e.g., Prospect, Active, and Dormant).
Consult stakeholders to define what each status means in business context.
Write short, clear bot explanations for each status and required RM actions

	Medium
	9
	5
	Sprint1

	Us-06
	AS a RM
I want to help on how to log a follow-up or schedule a client call in CRM,
So that I don’t miss critical engagement tasks.
	Identify the follow-up and call scheduling module in the existing CRM system (where and how RMs currently logs these actions).
Coordinate with developers
	Medium

	9
	5
	Sprint 1 

	US-07
	As a RM, I want to track escalations in real-time to reduce delays and improve SLA compliance.
	Design dashboard layout. Integrate escalation status.
Add filters & SLA alerts
	High
	8
	8
	Sprint 2

	US-08
	As a RM, I want my client receive a feedback prompt after issue resolution so I can monitor performance and customer satisfaction.
	Create feedback UI
Trigger feedback on closure
Store data in DB
Display in CRM
	Medium
	7
	6
	Sprint 3

	US-09
	As an RM, I want smart reminders for leads & follow-ups so I don’t miss timely client interactions.
	Define rules
Setup notification engine
Connect to lead data
Customize reminders
	Medium
	6
	7
	Sprint 4



Sprint Backlog


	User Story ID
	User Story
	Tasks
	Owner
	Status
	Estimated Effort
	Sprint

	US-01
	AS a RM
I want to get step-by-step chatbot guidance on how to create and assign a lead.
	Understand and documenting the existing lead creation and assign
Design chatbot UI.
assisting in sprint and testing.
	Scrum master
	Completed

	5 points
	Sprint 1

	US-02
	AS a RMI want to help on how to upload KYC documents correctly,
	 Gather common RM queries , process of KYC update
• Design chatbot UI
• Integrate help overlay
• Test flows
	Scrum master
	Completed

	
	

	US-03
	AS a RM
I want the chatbot instructions for raising and tracking service requests or escalations,
So that I can assist clients quickly and ensure timely resolution.
	Identify and list common service request & escalation types raised by RMs.
Define triggers in CRM (when bot should appear — e.g., escalation button clicked)
 
	Scrum master
	Completed

	
	

	US-04
	AS a RM
I want to help to understand where and how to track account opening status in CRM,
So that I can provide real-time updates to clients.
	Analyze the existing CRM flow for account opening stages/status.
Identify which CRM fields/sections show current account progress.
Design chatbot content to explain each stage (e.g., Docs Received, Processing, Approved)

	Scrum master
	Completed

	
	

	US-05
	AS a RM
I want to understand the meaning of client statuses in CRM, So that I can act appropriately based on where the client is in the lifecycle.
	Collect all CRM-defined client status labels (e.g., Prospect, Active, and Dormant).
Consult stakeholders to define what each status means in business context.
Write short, clear bot explanations for each status and required RM actions

	Scrum master
	Completed

	
	

	Us-06
	AS a RM
I want to help on how to log a follow-up or schedule a client call in CRM,
So that I don’t miss critical engagement tasks.
	Identify the follow-up and call scheduling module in the existing CRM system (where and how RMs currently logs these actions).
Coordinate with developers
	Scrum master
	Completed

	
	

	US-07
	As a RM, I want to track escalations in real-time to reduce delays and improve SLA compliance..
	• Design dashboard layout
• Integrate escalation module
• Add filters and SLA alerts
	Scrum master
	In progress 
	8 points
	Sprint 2

	US-08
	.
	• Create feedback UI
• Trigger feedback on closure
• Store & display feedback
	Scrum master
	In progress
	6 points
	Sprint 3

	US-09
	As an RM, I want smart reminders for leads & follow-ups so I don’t miss timely client interactions.
	• Define rules
• Setup notification engine
• Customize reminders
	Scrum master
	In progress
	7 points
	Sprint 4
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Document 6: Sprint Meetings
Meeting type 1: Sprint planning meeting
	Date
	12-07-2025

	Time
	10:00 AM

	Location
	Bangalore

	Attendees
	Scrum Devops, Scrum Master, Product owner, UI/UX design team

	Prepared By
	Susmita Devi


Agenda
	Topic
	Presenter
	Time allotted

	Product Backlog
	Product Owner
	30 MINS

	Discussions on User stories, Acceptance criteria
	Scrum Master and Product owner
	60 MINS

	Definition of Done
	Scrum Master
	15 MINS

	Project Vision
	Product owner
	20 MINS

	Stakeholders expectation
	Product Owner
	10 MINS

	Product Goal
	Product Owner
	


Other Information
	Observers
	Interns, QA team, stakeholders, DB team

	Resources
	Sprint backlog tool, projector, notepad, printed backlog copy

	Special Notes
	


Meeting type 2: Sprint Review Meeting
	Date 
	21-07-2025

	Time 
	4:00 PM

	Location 
	Bangalore

	Attendees 
	Product Owner, Scrum Master, Scrum devops, Stakeholders

	Prepared by
	Product Owner

	
	



	Spring Status
	Things to Do
	Quick Updates
	What’s next

	Completed 
	Internal Chat bot feature demo to stakeholders- step by step.

	Received feedback on usefulness and limitations
	Prioritized refinement of unresolved Chabot queries

	In progress
	Incorporate stakeholder suggestions into the next sprint backlog
	Some questions were not mapped to UI screens
	Plan UI tagging and finalize second-level query follow.



	Date 
	30-07-2025

	Time 
	4:00 PM

	Location 
	Bangalore

	Attendees 
	Product Owner, Scrum Master, Scrum devops, Stakeholders

	Prepared by
	Product Owner

	
	

	Spring Status
	Things to Do
	Quick Updates
	What’s next

	Completed 
	Escalation Tracker Dashboard – MVP demo
	Dashboard allows viewing by ticket status and SLA
	Include color-coded SLA breach alerts and filter by RM name

	In progress
	SLA logic auto-flag and reminder
	UX team suggested better alignment for action buttons
	Finalize user flows for escalation close + feedback prompt



	Date 
	08-08-2025

	Time 
	4:00 PM

	Location 
	Bangalore

	Attendees 
	Product Owner, Scrum Master, Scrum devops, Stakeholders

	Prepared by
	Product Owner

	
	

	Spring Status
	Things to Do
	Quick Updates
	What’s next

	Completed 
	Feedback  prompt after resolution.
	Triggered successfully for closed queries and escalations
	Enable feedback prompt on service request closure too

	
	
	
	



	Date 
	08-08-2025

	Time 
	4:00 PM

	Location 
	Bangalore

	Attendees 
	Product Owner, Scrum Master, Scrum Devops, Stakeholders

	Prepared by
	Product Owner

	
	

	Spring Status
	Things to Do
	Quick Updates
	What’s next

	Completed 
	Notification engine for lead follow-up reminders.
	Rules set for follow-up on leads after 24h & 3 days
	Extend rules to service requests and KYC form completion

	
	
	
	


Meeting Type 3: Sprint retrospective meeting
	Date
	11-08-2025

	Time 
	10:15 AM

	Location 
	Bangalore

	Prepared By 
	Product Owner

	Attendees
	Development team, scrum master, product owner



	Agenda
	What went well
	What didn’t go well
	Questions
	Reference

	To review what was successful and what can be improved.
	Internal Help Chatbot MVP was completed and well received.

Escalation Tracker Dashboard gave clear visibility on open cases and SLA breaches.
Feedback Loop successfully triggered post-resolution

Smart Notification engine improved RM follow-up discipline
	Some queries didn’t trigger correct help responses

SLA breach alerts sometimes missed or delayed


Feedback response rate is low


Reminder logic conflicted with existing CRM reminders in some cases
	How do we expand help coverage without cluttering UI?

Can we integrate alerts with mobile push notifications?

Should feedback prompt be made mandatory or optional with incentive?

	Sprint 1 Review Notes



Sprint 2 Review Notes



Sprint 3 Review Notes


Sprint 4 Review Notes


	
	
	
	
	



Meeting Type 4: Daily Stand-up meeting.

	Question
	Name/Role
	week

	
	
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	What did you do yesterday?
	Developer 1
	Finalized common RM queries for chatbot
	Developed logic for 5 query responses
	Integrated 3 chatbot flows to UI
	Fixed UI tagging issues in help overlay
	Completed MVP demo setup for chatbot


	
	

	
	Developer 2
	Built escalation tracking wireframe
	Integrated SLA logic into backend
	Added visual dashboard filters
	Conducted internal review with PO
	Refined dashboard with color codes
	
	

	
	Developer 3
	Created notification logic for follow-ups
	Built notification rules for 2 lead scenarios
	Feedback prompt added for escalation closure
	Connected feedback form to backend database
	Implemented auto-reporting of low scores
	
	

	What will you do today?
	Developer 1
	Start linking chatbot queries to buttons
	Continue help flows for account-related issues
	Sync chatbot trigger across 5 key CRM screens
	Final testing with PO before demo
	Present chatbot to stakeholders
	Prepare next sprint report


Plan next backlog grooming

Test on dummy data
	

	
	Developer 2
	UI testing for escalation filters
	Configure SLA breach alerts via notifications
	Link escalation assignment module
	Improve mobile view of dashboard
	Stakeholder feedback implementation
	
	

	
	Developer 3
	Finalize design of follow-up UI popup
	Add feedback prompt for service tickets
	Test NPS calculation logic
		Review all logic with QA



	



	Prepare email/SMS template for alerts
	
	

	
What (if any ) is blocking your progress? 
	Developer 1
	Delay in screen-level access to CRM modules
	None
	Some help text not finalized by content team
	UI latency while loading chatbot
	None
	
	

	
	Developer 2
	Escalation assignment logic not clear
	Delay in getting stakeholder review
	None
	API response slow for older escalations
	None
	
	

	
	Developer 3
	Email server for test notification is down
	Feedback rating format needs business approval
	Backend sync delays in test environment
	Waiting for final UX feedback
	None
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