Document 1- Business case document template:-

➢ Why is this project initiated?
· Project is initiated to improve the Quality scores for the agents. 
· This will not only help to improve Quality scores but also help identify what is the process gap within the team. With this it will help us to conduct training session for the team. 
· Improving the Quality scores will help to meet client targets frequently
· Reduce errors and agents can be less dependent on mentors for support and be more Productive and improve efficiency
➢ What are the current problems?
· Members fail to acknowledge or make a note of the feedbacks shared via email by the auditor
· Missing out to read the feedbacks shared and keep on repeating the same mistake
· Unaware of their Quality scores
· Chances of getting escalations from customers if rework for the feedback shared is not closed on time
· There is knowledge gap if agents do not read the feedback email sent by the auditor
· Impacts Team performance and agents individual Quality score
· Business at times fails to achieve the agreed Quality scores which is defined and agreed with the client and the stakeholders

· With this project how many problems could be solved?

· Agent Quality score and Team Quality scores will improve
· Business will be able to meet Quality scores frequently basis the contractual agreements with the clients and stakeholders
· None of the feedbacks shared by the auditor will be missed as the portal will have an option showing the agent how many feedbacks are closed and pending
· Team Manager/Supervisor will have the access to check completion status for the feedback shared. Anything which is not closed, the Team Manager can chase the agent to get the feedback activity closed
· Reports can be generated to do the analysis and understand where there is a knowledge gap and work on those pain areas with the team members

· What are the resources required?

· Project Manager
· Business Analyst
· Developers
· UI/UX Designers
· Testers
· IT Support
· Trainers

· How much organizational change is required to adopt this technology?
Process Change:-
Operations Team, Quality Team, Internal stakeholders and clients will access the portal (IQAT tool) for Quality scores rather than using Emails for sending and receiving data
Training and Support:-
Training Team needs to train the Users on how to use the new portal (IQAT tool)
Communication and Collaboration:-
Communication and Collaboration will improve between Agents, Quality Team, Internal stake holders and the clients
Technology Integration:-
New protocols for Quality data storage, data entry and security

· Time frame to recover ROI?
The expected ROI timeframe for IQAT tool  is approximately 3-5 months, with tangible benefits like avoiding to pay penalty to the clients for not meeting the Quality scores. Also chances of getting more business from the clients if doing well in meeting Quality standards on frequent basis

· How to identify Stakeholders?	
Project Stakeholder:-
· Project Manager
· Business Analyst
· Developers
· UI/UX Designers
· Testers
· IT Support


Business Stakeholder:-
· Quality Team
· Trainers
· Operations Team
· Trainers

Document 2 
BA Strategy:-
Project Initiation:
· Understand the project objectives, scope, and constraints. 
· Identify key stakeholders and establish communication channels. 
· Conduct a preliminary assessment of business needs and requirements.
Elicitation Techniques: 
Interviews:- 
Conduct one-on-one interviews with Quality Team, Operations Team, Higher Management and IT staff to gather detailed requirements and insights.

Surveys and Questionnaires:
Distribute surveys to a larger group of stakeholders, including Quality Team, Operations Team and Higher Management, to collect quantitative data on needs and expectations.

Focus Groups:-
Organize focus group sessions with Quality Team, Operations Team, Higher Management and IT staff to discuss challenges and potential solutions collaboratively.

Workshops:-
Facilitate workshops with key stakeholders to brainstorm ideas, define requirements, and prioritize features.
Observation:-
Observe Quality team when preparing Quality Reports to understand their workflows, pain points, and areas for improvement.

Document Analysis:-

Review Quality reports to understand what kind of data is captured in the file. Understand the current state and identify gaps.

Prototyping:-
Develop and present prototypes of the IQAT portal to stakeholders for feedback and refinement of requirements.
Brainstorming:-
Conduct brainstorming sessions with the project team and stakeholders to generate ideas and identify innovative solutions.

RACI:-
	Stakeholder
	Responsible
	Accountable
	Consulted
	Informed

	Project Manager
	 
	A
	 
	 

	Business Analyst
	R
	 
	 
	 

	Developers
	R
	 
	 
	 

	UI/UX Designers
	R
	 
	 
	 

	Testers
	R
	 
	 
	 

	IT Support
	R
	 
	C
	I

	Trainers
	R
	 
	C
	I

	Quality Team
	R
	 
	C
	I

	Operations
	R
	 
	C
	I



Documents to Write:-
· Business Requirements Document (BRD) 
· Functional Requirements Specification (FRS) 
· Use Case Documents 
· User Stories 
· Test Plan 
· User Acceptance Testing (UAT) Plan 
· Training Materials 
· Project Management Plan

Document Sign-off Process:
· Share draft documents with stakeholders for review and feedback. 
· Incorporate feedback and revisions as necessary. 
· Obtain formal sign-off from stakeholders indicating their acceptance of the documents. 
· Maintain version control to track changes and updates.

Client Approvals:
· Present finalized documents to the client for approval. 
· Provide explanations and clarifications as needed to ensure understanding. Obtain formal approval from the client through signed agreements or email confirmation.

Communication Channels:
· Establish regular meetings with stakeholders to discuss project progress, issues, and updates. 
· Utilize email, project management software, and collaboration tools for asynchronous communication. 
· Maintain an open-door policy for stakeholders to raise concerns or provide feedback.

Change Request Handling: 
· Establish a formal change management process to capture, assess, and prioritize change requests. 
· Evaluate the impact of proposed changes on scope, timeline, and budget. Obtain approval for the change request before implementing them.

Progress Reporting to Stakeholders:
· Provide regular updates on project milestones, deliverables, and risks. 
· Use status reports, dashboards, and presentations to communicate progress effectively. 
· Highlight achievements, challenges, and upcoming tasks to keep stakeholders informed.

UAT - Client Project Acceptance:

· Coordinate User Acceptance Testing (UAT) with the client to validate that the software meets requirements. 
· Provide clear instructions and test cases for the client to execute during UAT. 
· Obtain sign-off on the UAT - Client Project Acceptance Form once the client confirms satisfaction with the software functionality.
Document 3- Functional Specifications

	Project Name
	IQAT Tool

	Customer Name
	Capita India Pvt Ltd

	Project Version
	1.0

	Project Sponsor
	Capita India Pvt Ltd

	Project Manager
	Srinivas SK

	Project Initiation Date
	10-01-2024



Functional Specifications:
	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	Login
	User should be able to login to the application to view the Quality scores
	1

	FR0002
	Role-Based Access Control
	The system shall allow role-based access control, restricting functionalities based on user roles.
	12

	FR0003
	Upload Quality data
	The system shall allow Quality Team to upload monthly/weekly Quality data
	2

	FR0004
	Update Quality data
	The system shall allow Quality Team to make any corrections to the Quality data
	11

	FR0005
	Select Queue
	User should be able to select the queue name once logged into IQAT portal
	3

	FR0006
	View Quality data
	User should be able to see Individual Quality scores after selecting the queue name
	4

	FR0007
	View Quality data (Team Manager/Supervisor)
	User should be able to see Team Quality scores after selecting the queue name
	9

	FR0008
	Markings done on the Quality form
	User should be able to do the markings on the Quality form basis the Quality metrics
	8

	FR0009
	Acknowledge feedback
	User should be able to accept the feedback after going through the feedback audit and getting the necessary rework completed
	5

	FR0010
	Raise Dispute
	User should be able to raise dispute if not accepting the feedback shared
	13

	FR0011
	Close dispute discussion
	Once the dispute discussion is closed between the agent and Auditor (Quality Team), it should allow to update notes and submit the discussed the points discussed
	6

	FR0012
	Auto Logout
	The system shall automatically log out users if the portal is open for a long time and is not active.
	25

	FR0013
	Audit Trail
	The system shall maintain an audit trail or a section for history for all the changes made to the Quality scores
	18

	FR0014
	User-Friendly Interface
	The system shall provide a user- friendly interface for entering, viewing, and managing Quality data
	23

	FR0015
	Multi-Device Accessibility
	The portal shall be accessible via multiple devices, including desktops, tablets, and smartphones.
	24

	FR0016
	Notifications
	The system should send notofications to the Users and Team Manager/Supervisor once the feedback is uploaded on IQAT tool. Notifications to be sent incase agent fails to acknowledge the feedback within 24 hrs. Also, notifications to be sent to Team Manager and Auditor when agents raises the dispute
	14

	FR0017
	Export Reports
	The system shall allow exporting reports in multiple formats (PDF, Excel).
	15

	FR0018
	Error Handling
	The system shall provide error messages and prompts if the data is not uploaded in correct format
	20

	FR0019
	File Password protected
	System should not allow data to be uploaded with putting a password to it
	7

	FR0020
	API Support
	The system shall support API integration for future scalability.
	21

	FR0021
	Help Section
	The system shall include a help section with user guides and FAQs.
	22

	FR0022
	Technical Support
	The system should allow to raise a ticket using the portal for any technical issues
	16

	FR0023
	Performance Dashboard
	The portal should show weekly/monthly scores (scores in percentage) on the dashboards
	17

	FR0024
	Historical data
	The portal should historical data for last 12 months
	19

	FR0025
	Date Range
	The portal should have an option to select date range to pull any weekly/monthly data
	10



Document 4- Requirement Traceability Matrix

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

	FR0001
	Login
	User should be able to login to the application to view the Quality scores
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	1

	FR0002
	Role-Based Access Control
	The system shall allow role-based access control, restricting functionalities based on user roles.
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	12

	FR0003
	Upload Quality data
	The system shall allow Quality Team to upload monthly/weekly Quality data
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	2

	FR0004
	Update Quality data
	The system shall allow Quality Team to make any corrections to the Quality data
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	11

	FR0005
	Select Queue
	User should be able to select the queue name once logged into IQAT portal
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	3

	FR0006
	View Quality data
	User should be able to see Individual Quality scores after selecting the queue name
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	4

	FR0007
	View Quality data (Team Manager/Supervisor)
	User should be able to see Team Quality scores after selecting the queue name
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	9

	FR0008
	Markings done on the Quality form
	User should be able to do the markings on the Quality form basis the Quality metrics
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	8

	FR0009
	Acknowledge feedback
	User should be able to accept the feedback after going through the feedback audit and getting the necessary rework completed
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	5

	FR0010
	Raise Dispute
	User should be able to raise dispute if not accepting the feedback shared
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	13

	FR0011
	Close dispute discussion
	Once the dispute discussion is closed between the agent and Auditor (Quality Team), it should allow to update notes and submit the discussed the points discussed
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	6

	FR0012
	Auto Logout
	The system shall automatically log out users if the portal is open for a long time and is not active.
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	25

	FR0013
	Audit Trail
	The system shall maintain an audit trail or a section for history for all the changes made to the Quality scores
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	18

	FR0014
	User-Friendly Interface
	The system shall provide a user- friendly interface for entering, viewing, and managing Quality data
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	23

	FR0015
	Multi-Device Accessibility
	The portal shall be accessible via multiple devices, including desktops, tablets, and smartphones.
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	24

	FR0016
	Notifications
	The system should send notofications to the Users and Team Manager/Supervisor once the feedback is uploaded on IQAT tool
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	14

	FR0017
	Export Reports
	The system shall allow exporting reports in multiple formats (PDF, Excel).
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	15

	FR0018
	Error Handling
	The system shall provide error messages and prompts if the data is not uploaded in correct format
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	20

	FR0019
	File Password protected
	System should not allow data to be uploaded with putting a password to it
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	7

	FR0020
	API Support
	The system shall support API integration for future scalability.
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	21

	FR0021
	Help Section
	The system shall include a help section with user guides and FAQs.
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	22

	FR0022
	Technical Support
	The system should allow to raise a ticket using the portal for any technical issues
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	16

	FR0023
	Performance Dashboard
	The portal should show weekly/monthly scores (scores in percentage) on the dashboards
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	17

	FR0024
	Historical data
	The portal should historical data for last 12 months
	Yes
	Completed
	Completed
	Pending
	Pending
	Pending
	19

	FR0025
	Date Range
	The portal should have an option to select date range to pull any weekly/monthly data
	Yes
	Completed
	Completed
	Completed
	Completed
	Pending
	10
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4. Introduction

4.1 Business Goals:- 

· Creating a web portal known as IQAT tool which will help us to understand how many feedbacks have been shared with the agents
· Team Managers/Supervisors will have a view of how many feedbacks have been shared by the auditor and how many have of them have been acknowledged by the agents
· Team Managers/Supervisors will know how many feedbacks have been reworked by the agents
· Feedbacks going to the agents on time will help to bridge the process gap
· Members will be aware of their individual scores and work towards achieving their Quality scores
· Will help business to create hygiene and meet Quality standards as agreed and defined by the clients
· Improve Customer satisfaction and give quick resolution
· Will help in preparing dashboards for Quality review calls with the clients
  

       4.2. Business Objectives

Streamline Quality Feedbacks:- Auditors can upload Quality feedbacks on IQAT tool rather than sharing feedbacks on email
Feedbacks Acknowledged:- Will help agents to have a view of all the feedbacks and acknowledge them as and when feedbacks shared by the auditor
Analysis:- Team Managers/Supervisors can view Quality scores for each of the queue and do analysis basis for the errors/markdown received.


Improve Quality score:- Identify the gaps and involve Training Team for refresher sessions for the 
agents
Support Scalability:- Handle Quality data for the last 12 months with no impact on the existing data
More Business:- Meeting Quality standards on consistent basis can help to get more business


       4.3. Business Rules
 
Format:- Feedbacks and reports to be updated basis the format/template that is in place to be used
Quality Disputes:- Quality disputes to be raised if any within 24 business hrs post which the dispute option will not be available
Quality Feedbacks:- Agent to acknowledge and rework on the feedback if any within 48 business hrs. Feedbacks not closed on time will generate a report and will be sent to Team Managers/Supervisors via email
 Password Protect:- All reports carrying customer data should be password protected before uploading the file on IQAT tool
Automatic Logout:- Users will be automatically logged out after a specified period of inactivity to maintain security

4.4. Background

Quality standards were not getting met as per the requirement from the clients. When did Brainstorming, Focus Group session with the team members it came to notice that feedbacks sent via email by the auditors was not been checked and acknowledged by few of the agents from the team. This created process gap. Agents never had an option to raise dispute for audits done and there was no proper channel for these discussions with the agent. Team Managers/Supervisors had  loads of manual work to be done when it came to doing Quality analysis and identifying the pain areas. This also had an impact on Customer Satisfaction.
With implementation of IQAT tool, it will help things to be on autopilot rather than Team Managers doing micro management. It will help to bridge the gap when it comes to process knowledge. Improve proper channel of communication between the auditors and agents. Quality targets/standards will be achieved on consistent basis and this can help to get more business to Capita




4.5. Project Objective

Meeting Quality scores:- Consistently meeting Quality scores of 95% which is defined and agreed with the clients
Improve CSAT scores:- Reach 90% CSAT scores by working on the pain areas with the process
Knowledge Gap:- Feedbacks will be picked up on time by the agents and get the rework done as and when needed. This will help to bridge the knowledge gap
Monitoring:- Team Managers do not have to connect with agents individually to check on whether feedbacks have been acknowledged/rework done. In IQAT tool, it will show the report the report of how many feedbacks were closed by the agents and only chase the defaulters
Dispute:- Agents will have the option to raise dispute via IQAT tool which will trigger an email to Team Manager and the auditor for a discussion to be set up with the agents
Dashboards:- After uploading the weekly/monthly Quality data, IQAT will prepare dashboards which can be used for client calls/review calls


4.6. Project Scope

IQAT portal to be developed to keep track of Quality scores for all the queues. This tool should have an option to select date range to show the Quality scores for the required time period. It should have an option to upload the Quality scores by the auditors. Post uploading the Quality report the tool should also generate the dashboards with Quality scores for every week and should also show the overall percentile for each of the markdowns. Agents need to be given the access to acknowledge the feedback and if not fine with the feedback, then an option to raise a dispute which should trigger an email to the auditor and Team Manager for a discussion for the Quality dispute.


4.6.1. In Scope Functionality

User Authentication and Authorization:-  Registration,  secure login and role-based access control.
Uploading report:- Should have the functionality to upload the Quality report basis the agreed format
Format of the Quality report:- It should upload the report only in excel format. The format should have the below columns:-

· Audit Date
· Auditor name
· Name of the agent
· Quality form (metrics which is discussed and agreed with the clients)
· Quality score
· Quality feedbacks comments

Acknowledging feedback:-  Agents need to have an option to accept the feedback on IQAT tool after going through the feedback. 
Extracting report:- Team Managers should have an access to extract the below data/report in IQAT tool 

· Data showing how many agents have acknowledged the feedback
· Need to have access to extract Quality data upto 12 months in excel format

Queue-wise scores:- It should display Quality scores queue wise
Dashboards:- Access to pull the dashboard in PPT format
User Interface (UI):- Responsive design for desktops, tablets, and smartphones
Security Measures:- Automatic logout after  mins
Scalability:- Need to have a storage to keep historical data for upto 12 months
API Development:- APIs for future integrations with other Quality tools


4.6.2. Out Scope Functionality

Hardware Procurement:-  No hardware for end-users
Quality Integrations:-  No integration with unrelated third-party systems
Extended Customization:-  No customizations outside predefined features
5. Assumptions

User Readiness:- All users have basic computer literacy and are willing to adopt the new system.
Training:- Users are trained on how to use IQAT portal
Internet Connectivity:- Users would have internet connection for accessing the portal
Credentials:- Capita employees are registered and have credentials to login to IQAT portal


6. Constraints

Budget:- Project must stay within the allocated budget. 
Timeline:- Project must be completed within six months.

	
7. Risks

Technological Risks
Integration Challenges:- Difficulty in integrating IQAT portal with Southern Water Quality portal
Scalability:- Ensuring that the portal can handle large volumes of data and users simultaneously
Data Security:- Protecting sensitive customer information from breaches and unauthorized access
Reliability and Uptime:- Ensuring the system is robust and consistently available
Technology Obsolescence:- The chosen technology stack becoming outdated quickly

Skills Risks

Technical Expertise:- Availability of skilled developers and IT staff proficient in the required technologies
Training and Support:- Ensuring team members can learn Quality application and can effectively use IQAT portal
Project Management:- Ensuring the Project Managers have the necessary experience in managing large-scale IT projects

Business Risks

Cost Overruns:- The project exceeding budget due to unforeseen issues or scope changes. 
Acceptance:- Quality and Operations might be resistant to change and adapt to the new way of working as the old procedure has been followed for last 6 years.
Return on Investment (ROI):- The project may not deliver the expected financial benefits or improvements in efficiency.

Requirements Risk

Changing Requirements:- Evolving needs from stakeholders leading to scope creep and potential delays.
Incomplete Requirements:- Initial requirements may not fully capture the needs of all users, leading to rework.
Requirement Conflicts:- Different stakeholders might have conflicting requirements, complicating the development process.

Other Risks

Project Timeline: - Unanticipated delays extending the project timeline.
Maintenance and Support:-  Ensuring ongoing support and maintenance post-launch to address bugs, updates, and user issues.


8. Business Process Overview

8.1. Legacy System (AS-IS)


· The auditor does an audit for a case and shares the feedback via email to the agent
· The agent views the feedbacks and acknowledges it by responding to the email. If any rework needed to be done, it has to be done within 24 hrs from the time the feedback was shared
· If agent has any Quality dispute then they raise with their respective Team Manager for a call to be arranged with the auditor
· If feedbacks are not acknowledged by the agents, then auditor escalates it to the Team Manager. Team Manager then has to chase the defaulters to get the feedbacks closed at the earliest.
· Team Manager/Supervisor shares consolidated scores via email at the end of the month with all agents for them to understand their Quality scores.
· Quality Team/Auditors prepares dashboards manually using the data from the excel file.
· Any analysis for the markdowns/errors are done manually using the excel file.


8.2. Proposed Recommendations (TO-BE)

To create a portal (IQAT tool) which will help to have a proper communication between the auditor and team members.  This will help to bridge the gap in terms of process knowledge and improve Quality scores and meet client expectations

Registration:- Members should have access to IQAT tool

Access level:-
· Agents:- Should have access to view Quality scores, acknowledge the feedback and raise any dispute
· Team Manager:- Should have access to view Quality scores, acknowledge the feedback on behalf of the agent, view Quality scores for all the queues (monthly/weekly),extract the feedback status report for team members, extract Quality scores, view and extract Quality dashboards
· Auditor/Quality team:- Should have access to upload Quality feedbacks, check disputes raised by the agents, view Quality scores for all the queues (monthly/weekly),extract the feedback status report for team members, extract Quality scores, view and extract Quality dashboards

Sharing Quality Feedbacks:- Auditor will upload the feedback on IQAT tool. Implement digital entry forms for Auditors to give markings for the audits done

Accepting Feedback:- Agents should view the Quality feedbacks on IQAT tool and acknowledge the same. Rework to be done if any.

Raising Dispute:- Agent should have an access to raise dispute if not okay with what feedback the auditor has shared.


Extraction of reports:- 
· Team Managers/Auditors should have access to extract data for the agents which shows the acknowledgement status for the feedbacks shared by auditors
· Team Managers/Auditors should have access to extract Quality scores for the audits done
· Team Managers/Auditors should have access to dashboards which could help to do analysis for the markdowns received, view Quality scores for all queues, show historical data for last 12 months

Automated trigger of notifications:-  

· If agents do not acknowledge the feedback within 24 hrs, then it should trigger an email to the Team Manager/Supervisor
· Should trigger an email to the Team Manager and auditor once the agent raises any dispute on IQAT portal

Performance Monitoring:- Implement performance monitoring tools to track system performance and address bottlenecks proactively.

Load Testing:- Conduct regular load testing to ensure the system can handle peak usage times without degradation in performance.

Training and Support:- Provide comprehensive training and support resources to ensure smooth adoption of the new system and maximize its benefits across the organization.

Scalability:- IQAT portal should be able to store Quality data for upto 12 months

Security:-  IQAT portal should sign out the User if the portal is not in use for more than 5 mins.


9. Business Requirements

	Req ID
	Requirement
	Description
	Priority

	BR0001
	Login
	User should be able to login to the application to view the Quality scores
	High

	BR0002
	Role-Based Access Control
	The system shall allow role-based access control, restricting functionalities based on user roles.
	Medium

	BR0003
	Upload Quality data
	The system shall allow Quality Team to upload monthly/weekly Quality data
	High

	BR0004
	Update Quality data
	The system shall allow Quality Team to make any corrections to the Quality data
	Medium

	BR0005
	Select Queue
	User should be able to select the queue name once logged into IQAT portal
	High

	BR0006
	View Quality data
	User should be able to see Individual Quality scores after selecting the queue name
	High

	BR0007
	View Quality data (Team Manager/Supervisor)
	User should be able to see Team Quality scores after selecting the queue name
	High

	BR0008
	Markings done on the Quality form
	User should be able to do the markings on the Quality form basis the Quality metrics
	High

	BR0009
	Acknowledge feedback
	User should be able to accept the feedback after going through the feedback audit and getting the necessary rework completed
	High

	BR0010
	Raise Dispute
	User should be able to raise dispute if not accepting the feedback shared
	High

	BR0011
	Close dispute discussion
	Once the dispute discussion is closed between the agent and Auditor (Quality Team), it should allow to update notes and submit the discussed the points discussed
	High

	BR0012
	Auto Logout
	The system shall automatically log out users if the portal is open for a long time and is not active.
	Medium

	BR0013
	Audit Trail
	The system shall maintain an audit trail or a section for history for all the changes made to the Quality scores
	Medium

	BR0014
	User-Friendly Interface
	The system shall provide a user- friendly interface for entering, viewing, and managing Quality data
	Medium

	BR0015
	Multi-Device Accessibility
	The portal shall be accessible via multiple devices, including desktops, tablets, and smartphones.
	Medium

	BR0016
	Notifications
	The system should send notofications to the Users and Team Manager/Supervisor once the feedback is uploaded on IQAT tool. Notifications to be sent incase agent fails to acknowledge the feedback within 24 hrs. Also, notifications to be sent to Team Manager and Auditor when agents raises the dispute
	High

	BR0017
	Export Reports
	The system shall allow exporting reports in multiple formats (PDF, Excel).
	High

	BR0018
	Error Handling
	The system shall provide error messages and prompts if the data is not uploaded in correct format
	High

	BR0019
	File Password protected
	System should not allow data to be uploaded with putting a password to it
	High

	BR0020
	API Support
	The system shall support API integration for future scalability.
	Medium

	BR0021
	Help Section
	The system shall include a help section with user guides and FAQs.
	Medium

	BR0022
	Technical Support
	The system should allow to raise a ticket using the portal for any technical issues
	High

	BR0023
	Performance Dashboard
	The portal should show weekly/monthly scores (scores in percentage) on the dashboards
	High

	BR0024
	Historical data
	The portal should historical data for last 12 months
	High

	BR0025
	Date Range
	The portal should have an option to select date range to pull any weekly/monthly data
	High
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10.Appendices

10.1. List of Acronyms

UAT- User Acceptance Testing 
BRD- Business Requirement Document 
BR- Business Requirement
IQAT- Internal Quality Application Tool
UI- User interference

10.2. Glossary of Terms

IQAT tool:- A portal which has all the data stored for Quality audits, queue-wise scores and historical data for upto 12 months
Access Level:- Access given to members depending upon their profile and what worktype they carry within IQAT tool




[bookmark: _GoBack]10.3. Related Documents

●Stakeholder Analysis 
●Document Sign-off Process
●Functional Specifications 
●Requirement Traceability Matrix
●RACI Chart 
●This Business Requirements Document (BRD) provides a comprehensive overview of the objectives, scope, requirements, and other relevant aspects of the IQAT project
●Use Case Documents
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