



Document 1- Business case document 
Project Title: Loan Management System (LMS) Enhancement
Prepared By: Apeksha Nilak – Business Analyst
Date: 22/08/2025
A business case document is a detailed report that explains why a project or investment is necessary. It describes the problem, suggested solution, benefits, costs, risks, and expected results to help decision-makers decide whether to proceed with the project.
1. Executive Summary
The proposed project aims to enhance the existing Loan Management System (LMS), originally deployed in 2018, to align with evolving RBI regulations, improve turnaround time (TAT), and deliver a digital-first customer experience.
This initiative will reduce manual intervention by 80%, cut loan processing TAT by 40%, ensure 100% RBI compliance, and improve customer satisfaction to above 95%. Implementation is expected to be completed in 6–8 months, with ROI recovery in 12–18 months.

2. Project Aim / Why the Project is Initiated
The banking industry is undergoing rapid digital transformation with:
· Increasing RBI compliance requirements.
· Customer demand for transparent, digital and branch-free servicing.
· Competition leveraging automation to gain speed.

The current LMS cannot scale or adapt to these needs. Hence, this project is initiated to modernize the LMS for compliance, efficiency, and customer-centricity.

3. Current Problems (AS IS PROCESS)
· Manual KYC entry leads to frequent delays and errors in processing customer details.
· The turnaround time for loan approvals and disbursements is high due to slow workflows.
· The systems are fragmented with limited integration to credit bureaus and payment gateways.
· Customers do not receive real-time communication regarding their loan status and updates.
· Delayed system updates create a compliance risk with regulatory requirements.
· Loan processing still relies heavily on manual approval workflows, slowing efficiency.

4. Proposed Solution (TO BE)/how many problems could be solved
· A centralized KYC module will enable single-time capture of customer details that can be reused across all loan products, hence Manual KYC causing delay issue will be resolved.
· Automated loan workflows with straight-through processing will help significantly reduce the turnaround time.
· An omnichannel communication system will keep customers updated through email, SMS giving visibility of loan status.
· RBI compliance automation will ensure audit trails are maintained, and periodic credit bureau checks are carried out seamlessly.
· Digital disbursement request through internet banking portal will eliminate branch dependency and speed up the process.

6. Resources and Budgeting
	Category
	Estimated Cost (INR)
	Resources Required

	Project Management 
	Rs. 5 Lakhs
	Project Sponsor, Project Manager, Business Analyst

	Software Development & Vendor Services

	Rs. 20 Lakhs
	Developers, Testers, Integration Specialists, Internal IT Team

	Hardware & IT Infrastructure

	Rs. 15 Lakhs
	Servers, DR Site, Storage Upgrades, Test Environment Setup

	Software Licences
	Rs. 20 lakhs
	LMS Licenses, Database Middleware, Integrated software licenses

	Training and Change
Management
	Rs. 5 Lakhs
	Training Modules, User Workshops, Change Management Team

	Compliance & Benchmarking
	Rs. 1 Lakh
	RBI Guidelines and Reporting

	Other Resources
	Rs. 3.5 Lakhs
	Third-Party Software Evaluation, Site Visits, Workshops

	Total Cost
	Rs. 69.5 lakhs



7. Organizational Change Required
· The organization will need a medium level of process change, as existing manual workflows must be replaced with automated and streamlined processes.
· Employees will require comprehensive training to familiarize themselves with the new Loan Management System (LMS) features and digital tools.
· A dedicated support structure must be established, including helpdesk services, escalation procedures, and change management protocols to address operational challenges.
· A cultural shift towards a digital-first mindset is essential to ensure adoption of automation and customer-centric servicing.
· Policy and compliance alignment will be necessary to embed updated RBI guidelines, audit requirements, and reporting standards into daily operations.
· The IT and operations teams must strengthen their collaboration and governance practices to ensure smooth system integration and minimize disruptions.
· A framework for continuous monitoring and feedback should be implemented to refine processes and drive long-term adoption.

8. Time frame to recover ROI



· Implementation Timeline: 6–8 months.
· ROI Recovery: Within 12–18 months.
· Cost Savings:
· 80.00% less manual effort.
· Lower compliance penalties.
· Higher loan volumes due to faster disbursement.

· Value Addition: Improved market reputation and customer retention.


9.. Stakeholder Identification
Stakeholder identification is the process of finding out who will be affected by a project and who can influence it. In a software project, this includes people who use the system, approve the budget, build and test it, support and maintain it, and those who regulate or monitor compliance. All of them are considered stakeholders.
	Stakeholder
	Role
	Expectation
	R
	A
	C
	I

	Project Head
	Overall accountable, oversees project direction
	Expects ROI
	
	√
	√
	√

	Senior Management
	Approves budget, ensures alignment with business goals
	Faster TAT, cost savings
	
	√
(for
Approval)
	√
	√

	Retail Loan team
	End users of LMS
	Faster loan processing
	
	
	√
	√

	RBI (Regulator)
	Ensures compliance with guidelines
	Accurately timely reporting
	
	
	√
	√

	Project Manager
	Manages entire project and ensures timely delivery
	Timely delivery
	√
	√
	√
	√

	Business Analyst
	Requirement Gathering
	Clear Scope
	√
	
	√
	√

	Developers & Tester
	Build and validate LMS
	Stable requirements
	√
	
	√
	√

	IT Support Team
	Maintains system post go-live
	Post go-live support
	√
(after golive)
	
	√
	√

	Vendor (Tech)
	Provide software services
	Smooth deployment
	
	
	√
	√

	Compliance officer
	Ensure regulatory compliance
	Automated checks
	√
	
	√
	√



10. Expected Benefits
· Operational Efficiency: 80% less manual effort.
· Faster Processing: Loan disbursement TAT reduced by 70%.
· Regulatory Compliance: Minimized compliance penalties.
· Financial ROI: Payback within 12–15 months.
· Strategic Impact: Improved market reputation and customer satisfaction.
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Document 2: BA Strategy

Write BA Approach strategy (As a business analyst, what are the steps that you would need to follow to complete a project – What Elicitation Techniques to apply, how to do Stakeholder Analysis RACI/ILS, What Documents to Write, What process to follow to Sign off on the Documents, How to take Approvals from the Client, What Communication Channels to establish n implement, How to Handle Change Requests, How to update the progress of the project to the Stakeholders, How to take signoff on the UAT – Client Project Acceptance Form)

The Business Analysis (BA) Approach Strategy is a systematic plan that details how a Business Analyst will perform tasks to collect, assess, and manage requirements throughout the project's lifecycle. It acts as a guiding framework to guarantee that the project aligns with stakeholder expectations and achieves business goals.
1. Elicitation techniques

· Elicitation techniques are methods and strategies used by Business Analysts to collect information, requirements, and insights from stakeholders, users, and other key parties throughout a project. The primary objective is to comprehend their needs, expectations, and constraints to achieve the successful delivery of a product or service. Elicitation techniques serve the foundation in documenting the requirements.

· The various elicitation techniques used by Business Analyst are Brainstorming, Document Analysis, Reverse Engineering, Observation, Interviews, JAD sessions, Focus Group, Prototyping, Workshop, Survey. These appropriate elicitation techniques are chosen based on project requirements.	

· Elicitation techniques to be applied for LMS Enhancement Project: 

· Workshops/JAD sessions will be conducted to gather requirements collaboratively from both business stakeholders and the IT team, ensuring alignment and clarity.
· Interviews will be scheduled with loan officers, compliance teams, and IT support staff to capture detailed insights about their specific needs and challenges.
· Observation will involve shadowing staff members during KYC verification and data entry activities to understand the practical workflow and identify pain points.
· Document Analysis will be carried out by reviewing existing SOPs, past audit reports, and RBI circulars to ensure compliance and regulatory alignment.
· Prototyping and wireframes will be used to design and validate the new KYC and reporting modules with stakeholders before development begins.
· Surveys and questionnaires will be distributed across multiple branches to collect structured feedback from a wider group of users.

2. Perform Stakeholder holder analysis

· Identify all stakeholders that are impacted by or have an interest in the project, such as clients, end-users, sponsors, and project teams.
· List all stakeholders, define their roles and responsibilities, and summarize it.
· Categorize stakeholders and prioritize based on their influence, interest and impact on the project using tools like the RACI Matrix (Responsible, Accountable, Consulted, Informed).
3. Documents to write.
· BRD (Business Requirement Document) at requirement gathering stage to understand business needs like unified KYC and faster processing.
· FRS (Functional Requirement Specification) / SRS for detailed system functionality.
· Use case documentation while drawing UML diagrams for loan process initiation, approval, disbursement and repayment scenarios.
· Test case documents to test various scenarios.
· Requirement Traceability matrix to map requirements to design, development and testing.
· Change Request Form for managing any changes.

4. Process to follow to sign off on documents.
·  Signoff can be obtained on SRS, which is legal document binding between client and technical team.
·  Signoff can be obtained by email confirmation from the client. This document to be stored for future reference.

5. Take approvals from client.
· Establish a formal meeting with the client keep informed about the updates, keep informed and get continuous feedback.
· Maintain the record of all communications for future use.


6. Communication channels to establish and implement.
· Conduct regular stakeholder meetings and Workshops to gather requirements, provide updates, and address concerns.
· Daily standup for BA and IT development team.
· Conduct weekly sprint reviews meetings for regular feedback and update on projects with business stakeholders.
· Collaboration through tools and platforms Microsoft Teams, or Jira for real-time communication, document sharing, and tracking progress.




7.  Handle change requests.
· Collect fully completed Change Request Form from client including details about the change purpose, scope, and expected outcomes, using a standardized form.
· Conduct Impact Analysis by assess the impact on project scope, timeline, budget, and resources, and identify potential risks and dependencies.
· Present the impact analysis to key stakeholders or the change control board for review and formal approval or rejection.
· Record the change request approval decisions and implementation steps while updating relevant project documentation for future reference.

8. Update the progress of the Project.
· Conduct weekly status update meeting with stakeholders to discuss progress and gather feedback.
· Conduct review meetings to provide status reports on milestones, deliverables, and risks while maintaining updated project documentation
· Maintain and share Requirement Traceability Matrix to show coverage of requirements to test cases.


9. Take signoff on the UAT Client project acceptance form.
· Prepare the UAT Acceptance Form that outline the project scope, test cases, and acceptance criteria to ensure alignment with client expectations.
· Conduct UAT Testing by collaborating with the client to execute test cases, validate functionality and document any defects or feedback.
· Address and Resolve Issues by fixing identified bugs or discrepancies and perform retesting to confirm successful resolution.
· Review and Verify results to ensure all acceptance criteria are met and obtain client confirmation on satisfactory performance.
· Obtain formal approval to secure the client's signature or written approval on the UAT Client Project Acceptance Form.
· Maintain signed form and related documentation for future reference and audit purpose.
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Document 3- Functional Specifications
Functional requirements are the specific behaviours and functions a system must perform to meet user needs or business goals. Functional requirements describe what a system should do, including tasks, functions, and features it must perform. They are based on user needs and specify how the system responds to inputs, handles data, and delivers outputs.
Project Details
	Project Name
	LMS Enhancement

	Customer Name
	ABC Bank Ltd.

	Project Version
	LMS 2.0

	Project Sponsor
	Mr. Smith

	Project Manager
	Mr. John	

	Project Initiation Date
	25/08/2025



Functional Requirement specifications:
	Req ID
	Req Name
	Requirement Description
	Priority

	FR001
	Centralized KYC Module
	Provide a single KYC capture module reusable across all loan products to reduce duplicate entries and errors.
	10

	FR002
	Automated KYC verification
	Integrate with UIDAI/NSDL/CKYC for real-time e-KYC validation and auto-flag discrepancies.
	10

	FR003
	Document upload & OCR
	Allow digital upload of KYC documents with OCR-based data extraction to reduce manual entry errors.
	7

	FR004
	Straight through loan workflow
	Implement automated workflows for loan origination, approval, and disbursement to reduce turnaround time.
	10

	FR005
	Digital Loan sanctioning
	Enable digital approval hierarchy with maker-checker functionality for faster sanctioning.
	9

	FR006
	Credit Bureau Integration
	Connect with multiple credit bureaus (CIBIL, Experian, Equifax) for real-time credit score fetch and history checks.
	10

	FR007
	Risk & Eligibility Engine
	Auto-calculate loan eligibility based on predefined parameters (income, collateral, credit score).
	9

	FR008
	Omnichannel Customer Communication
	Send loan status updates and reminders through SMS, Email, and WhatsApp in real-time.
	7

	FR009
	Customer Self-Service Loan Portal (via Internet/Mobile Banking)
	Enhance existing internet and mobile banking platforms to let customers securely track loan status, view repayment schedules, check outstanding balances, and request disbursements using their current login credentials.
	6

	FR010
	Digital Disbursement
	Enable customers to submit online disbursement requests for sanctioned loans via internet/mobile banking. The system will capture the request, validate eligibility (loan status, KYC, dues), and notify the loan operations team for processing, reducing branch dependency
	9

	FR011
	Automated EMI Schedule
	Auto-generate EMI schedules with configurable frequency and auto-update repayment history.
	9

	FR012
	Flexible Repayment Options
	Allow early repayment, foreclosure, and rescheduling of EMIs with automatic recalculation of outstanding balance.
	7

	FR013
	Integration with Payment Gateways
	Integrate with UPI, NEFT, NACH, and Net Banking for automated loan repayments.

	9

	FR014
	Penalty & Charges Automation
	Auto-apply penalties, late fees, and taxes (GST) based on predefined rules.
	8

	FR015
	Compliance Automation
	Generate RBI-compliant reports (CRILC, XBRL) and maintain automated periodic regulatory submissions.
	10

	FR016
	Audit Trail & Monitoring
	Maintain detailed audit logs for all loan activities (application, sanction, repayment, closure).
	10

	FR017
	Loan Portfolio Dashboard
	Provide dashboards for Retail Loan team to view active, overdue, and closed loans with drill-down capability.
	6

	FR018
	User Role Management
	Provide role-based access control for Loan Officers, Approvers, Compliance, and Admins.
	9

	FR019
	Security & Authentication
	Implement MFA, session management, and encryption to secure customer and transaction data.
	10

	FR020
	Post-Go live Helpdesk
	Provide helpdesk ticketing system and knowledge base for handling post-go-live issues.
	5
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Document 4- Requirement Traceability Matrix
[bookmark: _Hlk207401878]RTM (Requirement Traceability Matrix) is a document that links each requirement with its corresponding test cases to ensure complete coverage and validation. It helps track whether all requirements are implemented and tested, making it easy to identify gaps or impacts of changes. 
	ReqID 
	Req Name 
	Req description 
	Design
	Development


	Unit Testing (UT)
	Component Testing (CT)
	System Testing (ST)
	SIT
	UAT

	FR001
	Centralized KYC Module
	Provide a single KYC capture module reusable across all loan products to reduce duplicate entries and errors.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR002
	Automated KYC verification
	Integrate with UIDAI/NSDL/CKYC for real-time e-KYC validation and auto-flag discrepancies.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete

	FR003
	Document upload & OCR
	Allow digital upload of KYC documents with OCR-based data extraction to reduce manual entry errors.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR004
	Straight through loan workflow
	Implement automated workflows for loan origination, approval, and disbursement to reduce turnaround time.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete

	FR005
	Digital Loan sanctioning
	Enable digital approval hierarchy with maker-checker functionality for faster sanctioning.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR006
	Credit Bureau Integration
	Connect with multiple credit bureaus (CIBIL, Experian, Equifax) for real-time credit score fetch and history checks.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR007
	Risk & Eligibility Engine
	Auto-calculate loan eligibility based on predefined parameters (income, collateral, credit score).
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR008
	Omnichannel Customer Communication
	Send loan status updates and reminders through SMS, Email, and WhatsApp in real-time.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR009
	Customer Self-Service Loan Portal (via Internet/Mobile Banking)
	Enhance existing internet and mobile banking platforms to let customers securely track loan status, view repayment schedules, check outstanding balances, and request disbursements using their current login credentials.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR010
	Digital Disbursement
	Enable customers to submit online disbursement requests for sanctioned loans via internet/mobile banking. The system will capture the request, validate eligibility (loan status, KYC, dues), and notify the loan operations team for processing, reducing branch dependency
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR011
	Automated EMI Schedule
	Auto-generate EMI schedules with configurable frequency and auto-update repayment history.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR012
	Flexible Repayment Options
	Allow early repayment, foreclosure, and rescheduling of EM
Is with automatic recalculation of outstanding balance.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR013
	Integration with Payment Gateways
	Integrate with UPI, NEFT, NACH, and Net Banking for automated loan repayments.

	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete

	FR014
	Penalty & Charges Automation
	Auto-apply penalties, late fees, and taxes (GST) based on predefined rules.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR015
	Compliance Automation
	Generate RBI-compliant reports (CRILC, XBRL) and maintain automated periodic regulatory submissions.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete

	FR016
	Audit Trail & Monitoring
	Maintain detailed audit logs for all loan activities (application, sanction, repayment, closure).
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR017
	Loan Portfolio Dashboard
	Provide dashboards for Retail Loan team to view active, overdue, and closed loans with drill-down capability.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR018
	User Role Management
	Provide role-based access control for Loan Officers, Approvers, Compliance, and Admins.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR019
	Security & Authentication
	Implement MFA, session management, and encryption to secure customer and transaction data.
	Complete
	Complete
	Complete
	Complete
	Complete
	Incomplete
	Incomplete

	FR020
	Post-Go live Helpdesk
	Provide helpdesk ticketing system and knowledge base for handling post-go-live issues.
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
	Complete
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Document 5 - BRD 
A Business Requirements Document (BRD) is a formal document that defines the business needs and objectives of a project. It captures what the business wants to achieve, the problems to be solved, and the expected outcomes, without going into the technical details of how the solution will be built. A BRD serves as a foundation for aligning stakeholders, ensuring that everyone has a shared understanding of the project’s scope, goals, and success criteria.
The BRD typically includes sections such as business goals, objectives, current challenges, proposed solutions, project scope, functional and non-functional requirements, and stakeholder roles. By clearly documenting requirements, it reduces ambiguity, helps manage expectations, and provides a baseline for approvals, design, and development. Ultimately, the BRD acts as a bridge between business stakeholders and the IT team to deliver a solution that meets organizational needs.

[bookmark: _Toc208099802]1. Document Revisions
	Date
	Version Number
	Document Changes

	05/06/2025
	0.1
	Initial Draft

	12/07/2025
	0.2
	Updated Functional Requirements

	20/08/2025
	1.0
	Final Approved Version



[bookmark: _Toc208099803]2. Approvals
	Role
	Name
	Title
	Signature
	Date

	Project Sponsor
	Mr. Smith
	 General Manager
	
	

	Business Owner
	Mr. Sunil
	Head of Business
	
	

	Project Manager
	Mr. John
	 Project Manager
	
	

	System Architect
	Ms. Alekya
	 System Architect
	
	

	Development Lead
	Mr. Ashish
	Technical Lead
	
	

	User Experience Lead
	Ms. Sharon
	UX lead
	
	

	Quality Lead
	Ms. Mary
	 Test Manager
	
	

	Content Lead
	Mr. Ashok
	Content Manager
	
	




[bookmark: _Toc208099804]3. RACI Chart for this document
The RACI chart identifies the persons who need to be contacted whenever changes are made to this document. RACI stands for Responsible, Accountable, Consulted, and Informed. These roles help define who owns the BRD, who contributes, and who approves.

Codes Used in RACI Chart
· Authorize (A*) – Has ultimate signing authority for any changes to the document.
· R (Responsible) – Responsible for creating this document.
· A (Accountable) – Accountable for the accuracy and completeness of this document.
· S (Supports) – Provides supporting services in the production of this document.
· C (Consulted) – Provides input (such as SME interviews, feedback).
· I (Informed) – Must be informed of any changes.

RACI Chart – LMS Enhancement BRD
	Name/Role
	Position
	Authorize*
	R
	A
	S
	C
	I

	Project Sponsor
	CIO / Head of IT
	A*
	
	
	
	
	I

	Business Owner
	Compliance Head
	A*
	
	
	
	
	I

	Project Manager
	PM – LMS Enhancement
	
	
	A
	
	
	I

	Business Analyst
	BA – LMS Project
	
	R
	
	S
	
	

	System Architect
	IT Architect
	
	
	
	
	C
	I

	Development Lead
	Tech Lead
	
	
	
	
	C
	I

	QA Lead
	Test Manager
	
	
	
	
	C
	I

	UX Lead
	UX Designer
	
	
	
	S
	C
	I

	Operations Manager
	Loans Ops Head
	
	
	
	
	C
	I

	Compliance Team
	Regulatory Analysts
	
	
	
	
	C
	I

	Loan Officers
	End Users (Branches)
	
	
	
	
	C
	I

	Customer Service Lead
	CX Manager
	
	
	
	
	C
	I






[bookmark: _Toc208099805]4. Introduction
4.1 Business Goals
The organization aims to:
· Transform the Loan Management System (LMS) into a robust, digitized, and compliance-ready platform.
· Reduce turnaround time (TAT) in loan origination, sanctioning, and disbursement.
· Enhance regulatory compliance by embedding RBI reporting standards, audit trails, and automated checks.
· Strengthen customer trust and satisfaction by offering digital-first services, real-time updates, and a self-service portal.
· Enable scalability and integration with external systems (payment gateways, credit bureaus, digital mandate systems).
· Build a future-ready platform that supports new loan products and changing regulatory frameworks.

Organization Need
The organization currently faces significant operational and compliance challenges:

· Manual KYC entry leads to frequent errors and duplication of data.
· High turnaround time (TAT) for loan approvals due to fragmented workflows and manual interventions.
· Limited system integration with credit bureaus and payment gateways, slowing down risk assessment and repayments.
· Compliance risks from delayed reporting and lack of automated audit trails.
· Customer dissatisfaction due to lack of transparency, delayed updates, and dependency on branch visits.
· Competitive pressure from digital-first fintech lenders offering faster and seamless loan services.




[bookmark: _Toc208099806]4.2 Business Objectives
To provide an IT solution for enhancing the Loan Management System (LMS) with the following objectives:

· Centralized KYC & Verification
· Develop a single KYC capture and verification module integrated with UIDAI/NSDL/CKYC, enabling real-time validation and reducing duplicate/manual entries.
· Automated Loan Origination & Sanctioning
· Implement straight-through loan workflows with digital approval hierarchies, digital loan disbursement requests support to speed up sanctioning and reduce branch dependency.
· Credit Assessment & Risk Evaluation
· Integrate with credit bureaus and build a risk & eligibility engine to auto-calculate loan eligibility and improve decision-making accuracy.
· Customer Engagement & Self-Service
· Provide omnichannel communication via SMS, Email, and WhatsApp.
· Develop a self-service customer portal and mobile app to track loan status, repayments, and raise queries independently.
· Digital Disbursement & Repayment
· Enable digital disbursements within Internet Banking portal.
· Support automated EMI scheduling, flexible repayment options, and seamless integration with payment gateways like UPI, NEFT, and Net Banking.

· Regulatory Compliance & Audit
· Automate regulatory reporting in RBI-compliant formats (CRILC, XBRL).
· Maintain a comprehensive audit trail for all loan lifecycle activities to ensure transparency and accountability.
· Operational Efficiency & Monitoring
· Provide a loan portfolio dashboard for real-time monitoring of active, overdue, and closed loans.
· Implement role-based access control to ensure secure handling of transactions across business roles.
· Enforce security measures such as MFA, encryption, and session management to safeguard customer data.
· Post-Implementation Support
· Set up a helpdesk ticketing system with knowledge base support to handle customer and operational queries post go-live.

[bookmark: _Toc208099807]4.3 Business Rules
The following business rules will govern the Loan Management System (LMS) enhancement. These rules are derived from RBI Master Circulars, organizational policies and standard lending practices.

· Customer Identification & KYC
· All customer KYC must strictly follow RBI Master KYC guidelines and organizational credit policies.
· Mandatory validation against UIDAI/NSDL/CKYC databases must be completed before loan sanction.
· Customers must not be onboarded if KYC discrepancies are flagged by the system.
· Duplicate customer records must be auto detected and flagged using Aadhaar/PAN/CKYC identifiers.
· Video KYC, where applicable, must be conducted in line with RBI guidelines.

·  Loan Approval & Authorization
· Loan approval must follow the maker-checker principle, with different authorization levels (e.g., Loan Officer Branch level → Credit Manager Processing Cell  Chief Credit Approval Authority.
· System must enforce loan sanctioning limits based on user role (e.g., Credit Approval Authority up to ₹5 cr., Regional Manager up to ₹ 10cr. etc.).
· Any deviation from credit policy (e.g., lower credit score approval) must be system-flagged and require explicit approval from authorized personnel.

·  Credit Bureau & Risk Assessment
· Credit bureau checks (CIBIL, Experian, Equifax) are mandatory before any loan approval.
· Risk scoring and eligibility assessment must be automatically calculated using predefined parameters (income, collateral, credit score, repayment capacity).
· Loans with high-risk profiles must trigger additional approval levels or be auto-rejected as per policy.


· Repayment & EMI Management
· EMI schedules must be auto generated at the time of disbursement and configurable monthly.
· Interest rate application (fixed/floating) must align with product policy.
· Prepayment, part-payment, and foreclosure requests must auto-recalculate outstanding balances and interest.
· Penal interest must be auto applied for late payments based on organizational rules.

·  Fees, Penalties & Charges
· Processing fees, documentation charges, and insurance premiums (if any) must be auto-applied as per product configuration.
· Late payment penalties, cheque bounce charges, and GST must be system-calculated and non-editable by end-users.
· Manual waiver of charges must require regional manager level authorization and be recorded in the audit trail.

·  Compliance & Regulatory Reporting
· All mandatory regulatory submissions (CRILC, XBRL, etc.) must be auto generated and submitted within RBI timelines.
· Audit trails must be maintained for all activities including loan origination, KYC, approval, disbursement, repayment, and closure.
· Customer data must be encrypted at rest and in transit as per ISO 27001 / RBI Cybersecurity guidelines.
· Reports must be retained for a minimum of 10 years or as per regulatory policy.

· User Access & Security
· All users must be authenticated using multi-factor authentication (MFA).
· Role-based access control (RBAC) must ensure that users only access data relevant to their function.
· All failed login attempts beyond 3 must result in account lock.
· Privileged user activity (Admins, Compliance Officers) must be logged and monitored separately.

· Customer Communication
· Customers must be notified in real-time for major events (loan sanction, disbursement, EMI due, overdue, foreclosure).
· All communication must be recorded and retrievable for compliance purposes.
· Opt-in/opt-out preferences for marketing communication must be system-controlled.



· Post-Disbursement Monitoring
· The system must generate automatic reminders for overdue EMIs.
· Loans at risk (30+ DPD, 60+ DPD, 90+ DPD) must be flagged for collections.
· Restructured or rescheduled loans must be reported as per RBI circulars.

[bookmark: _Toc208099808]4.4 Background
· Brief History of the Project Proposal
The organization’s existing Loan Management System (LMS) has been in operation since 2018. However, with the rise of digital-first fintech competitors, stricter RBI compliance requirements, and increasing loan volumes, the limitations of the current system became evident.
· Senior management, in consultation with the Compliance and Retail Lending teams, identified the need for a digitized, automated, and compliance-ready platform to replace manual and fragmented processes.
· Multiple internal audits and customer feedback reports highlighted recurring issues in onboarding, turnaround time, and compliance, prompting the initiation of this LMS Enhancement Project.
· The project was formally proposed as a strategic initiative to support long-term scalability, risk management, and customer satisfaction.
·  Benchmarking against industry peers revealed that leading financial institutions had already adopted advanced credit risk engines, automated KYC, and straight-through loan processing, creating competitive pressure for modernization.
·  Rapidly evolving customer expectations for faster, paperless, and transparent loan servicing further reinforced the need to enhance the LMS and align with the digital-first banking ecosystem.
·  Business Issues / Problems Identified
 The following key operational challenges were observed:
· Manual KYC: Customer data capture and validation is highly manual, resulting in errors, duplication, and delays.
· Delayed Loan Approvals: Approvals and disbursements depend on manual workflows, extending turnaround times.
· Fragmented Integrations: Lack of direct connectivity with credit bureaus, UIDAI/CKYC, and payment gateways causes inefficiency and slow decision-making.
· Ineffective Customer Communication: Applicants do not receive real-time updates, leading to customer dissatisfaction and high dependency on branch interactions.
· Compliance Risks: Regulatory reporting and audits rely on manual compilation, increasing risk of errors and potential penalties.


·  Expected Benefits of Implementing the LMS Enhancement
By addressing the above issues, the LMS Enhancement Project is expected to deliver the following benefits:
· Operational Efficiency: Automation of KYC, loan workflows, and repayments will reduce manual errors and speed up processes.
· Regulatory Assurance: Automated compliance reporting, audit trails, and adherence to RBI guidelines will strengthen governance and minimize regulatory risk.
· Customer Experience: Digital-first features such as omnichannel communication and self-service portals will improve transparency, reduce branch dependency, and increase satisfaction.
· Risk Management: Integration with credit bureaus and deployment of risk eligibility tools will improve loan quality and reduce NPAs.
· Scalability & Future Readiness: A robust and modular LMS will support higher loan volumes, multiple product lines, and evolving compliance requirements.

[bookmark: _Toc208099809]4.5 Project Objective
The overall goal of the LMS Enhancement Project is to build a next-generation Loan Management System that is fully digitized, automated, and compliant with RBI regulations. The system is intended to resolve existing challenges of manual processes, fragmented integrations, and compliance risks while supporting the organization’s long-term growth strategy. By doing so, it will enable faster loan disbursements, reduce operational costs, and elevate customer satisfaction.
At a high level, the enhanced system will:
· Provide a centralized KYC framework that ensures one-time capture and reuse of customer details across loan products, integrated with UIDAI/NSDL/CKYC for automated verification.
· Implement straight-through loan workflows covering origination, approval, sanctioning, disbursement, and closure with minimum manual intervention.
· Strengthen risk management and credit assessment through integrations with credit bureaus and the deployment of an eligibility engine.
· Deliver real-time customer experience with omnichannel communication, self-service portals, and transparent loan status updates.
· Enable regulatory compliance automation through periodic RBI-compliant reporting, comprehensive audit trails, and maker-checker controls.
· Support secure, role-based access and authentication to protect customer and financial data.
· Provide flexibility and scalability to support future loan products, higher transaction volumes, and regulatory changes.
· Establish post-go-live support mechanisms via a ticketing and knowledge base system to ensure smooth adoption and issue resolution.
The alignment with business objectives is direct and multi-fold: the system reduces turnaround time, eliminates manual errors, ensures full compliance, improves customer experience, and creates scalability for future expansion. These objectives are fully consistent with the organization’s goals of operational efficiency, risk management, regulatory readiness, and customer-centric service delivery.
In terms of interaction with other systems, the LMS will be designed to integrate seamlessly with:
· Government & Regulatory Platforms: UIDAI, NSDL, CKYC for e-KYC; RBI reporting systems (CRILC, XBRL).
· Credit Bureaus: CIBIL, Experian, and Equifax for real-time credit score and history checks.
· Banking & Payment Systems: UPI, NEFT, NACH, and Net Banking gateways for loan repayment processing.
· Enterprise Systems: Internal ERP, Core Banking Systems, and Helpdesk/CRM modules for cross-departmental collaboration and post-loan support.
This ensures that the LMS does not function in isolation but as a central hub within the organization’s digital lending ecosystem, connecting seamlessly with both internal and external stakeholders to deliver a unified, efficient, and compliance-ready platform.
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The LMS Enhancement Project will focus on delivering a digitized, automated, and compliance-ready loan management platform. The scope outlines the functionalities to be delivered in the current phase and clarifies functionalities excluded from this release to ensure alignment of stakeholder expectations.
[bookmark: _Toc208099811]4.6.1 In-Scope Functionality
The following functionalities will be developed and implemented as part of this project:
· Centralized KYC Management: A single KYC capture and storage system with support for document upload, OCR-based data extraction, and integration with UIDAI/NSDL/CKYC for real-time e-KYC validation.
· Automated Loan Workflows: Straight-through processing for loan origination, approval, sanctioning, disbursement, and closure with minimal manual intervention to reduce turnaround times.
· Digital Loan Sanctioning: Maker-checker authorization workflows with defined approval hierarchies, ensuring adherence to internal credit policies and audit requirements.
· Credit Bureau Integration: Real-time integration with credit bureaus (CIBIL, Experian, Equifax) for credit scoring and eligibility checks.
· Risk & Eligibility Engine: Automated calculation of loan eligibility using predefined parameters such as income, collateral, and credit score.
· Repayment Management: Automated EMI schedule generation with configurable frequency, flexible repayment options (foreclosure, rescheduling), and system-based recalculation of outstanding balances.
· Customer Communication: Real-time omnichannel communication through SMS, Email, and WhatsApp to provide updates on loan applications, approvals, disbursements, and repayments
· Self-Service Loan Portal via Internet/Mobile Banking: Extend self-service capabilities by allowing customers to view and track loan account details directly through internet banking interfaces. Features will include loan status, repayment view, outstanding balance check, and request disbursement.
· Digital Disbursement: Integration loan disbursements request digitally eliminating branch dependency.
·  Compliance & Audit Automation: Automated generation of RBI-compliant reports (CRILC, XBRL), along with detailed audit logs for all loan lifecycle events.
· User Management & Security: Role-based access control for Loan Officers, Approvers, Compliance, and Admin users, supported by Multi-Factor Authentication (MFA) and encryption.
· Loan Portfolio Dashboards: Analytics dashboards for Retail Lending teams to monitor active, overdue, and closed loans, with drill-down and summary views.
· Post-Go Live Support: Helpdesk ticketing system and knowledge base for handling customer and staff issues, ensuring smooth adoption after rollout.
[bookmark: _Toc208099812]4.6.2 Out Scope Functionality
The following functionalities are excluded from the current project phase and may be considered in future releases:
· Complete Core LMS Redesign: The project will enhance the existing LMS but will not involve a ground-up redevelopment of the core platform architecture.
· Advanced Fraud Detection (AI/ML): AI/ML-based predictive analytics and fraud prevention mechanisms are outside the scope of this release and will be evaluated for future phases.
· International Regulatory Compliance: Only RBI-compliant reporting and processes will be implemented; international compliance standards (e.g., Basel III, IFRS 9) are excluded.
· Third-Party Marketplace Integrations: Integration with digital lending marketplaces or aggregator platforms is not part of the current scope.
· Extended Customer Self-Service Features: Beyond basic loan tracking and repayment schedule access, full-fledged self-service features such as loan applications or product switching are excluded and deferred to Phase 2.

[bookmark: _Toc208099813]5. Assumptions 
The following assumptions have been made while defining the requirements and scope of the LMS Enhancement Project:
· Regulatory Environment: RBI guidelines, Master KYC Directions, and reporting formats (CRILC, XBRL) will remain stable during the project timeline. Any regulatory changes mid-project may require change requests.
· System Integrations: External systems such as UIDAI/NSDL/CKYC, credit bureaus (CIBIL, Experian, Equifax), and payment gateways (UPI, NEFT, NACH, Net Banking) will provide stable APIs/web services for integration.
· Infrastructure Readiness: The organization’s existing IT infrastructure (servers, storage, cloud environment, and network) will support the deployment of the enhanced LMS without requiring a complete re-architecture.
· Data Availability & Quality: Customer and loan-related data from existing systems will be available in a clean, structured, and migration-ready format to ensure smooth transition to the enhanced LMS.
· Stakeholder Availability: Business users, compliance officers, and IT stakeholders will be available during requirement workshops, UAT, and approval phases for timely decision-making.
· Vendor Support: Technology vendors, API providers, and integration partners will provide timely support, documentation, and sandbox environments as required.
· Security & Compliance Tools: Existing enterprise security solutions (firewalls, encryption, MFA tools) will be leveraged for compliance and will not require procurement of new tools in the current phase.
· Change Management: Business users and staff will undergo necessary training for adoption of the new LMS features, and resistance to change will be minimal.
· Scope Limitation: Only functionalities listed in the in-scope section will be delivered. Any additional requirements will follow the formal change request process.
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The following constraints have been identified for the LMS Enhancement Project:
· Regulatory Compliance Constraint: The system must strictly adhere to RBI guidelines, Master KYC Directions, and reporting standards (CRILC, XBRL). No deviation or delay in compliance features is acceptable.
· Budget Constraint: The project must be executed within the approved financial budget, limiting the scope of advanced features (e.g., AI-based fraud detection) to future phases.
· Timeline Constraint: The enhancement must be completed within the agreed project timeline to meet audit and regulatory deadlines. Delays may lead to compliance risks and penalties.
· Technology Constraint: The project must leverage the existing LMS architecture and IT infrastructure. A complete system replacement or core architecture redesign is not allowed in this phase.
· Integration Dependency Constraint: Successful implementation depends on third-party integrations (UIDAI, CKYC, credit bureaus, payment gateways). Any downtime, unavailability, or API changes from these providers may impact delivery schedules.
· Data Migration Constraint: Only clean, validated, and migration-ready customer data will be accepted for transfer. Data cleansing is outside the scope of this project and must be completed by business teams.
· Resource Availability Constraint: Project execution depends on availability of internal stakeholders (Business, Compliance, IT) for workshops, testing, and approvals. Limited availability may slow progress.
· Security Constraint: The system must comply with organizational security policies, data privacy laws, and industry best practices. No exceptions are allowed for features such as MFA, encryption, or audit logs.
· Change Request Constraint: Any new functionality not listed in the in-scope section will require formal approval via the organization’s change management process and may be deferred to future phases.

[bookmark: _Toc208099815]7. Risks

Risk analysis is critical for anticipating potential challenges that could affect the success of the LMS Enhancement Project. Each risk is analysed in terms of its likelihood, potential impact, and the strategy to address it. The following subsections outline risks across technology, skills, political, business, requirements, and other dimensions.

· Avoid: Do something to eliminate the risk. 
· Mitigate: Do something to reduce damage if risk materializes. 
· Transfer: Pass the risk up or out to another entity. 
· Accept: Do nothing about the risk. Accept the consequences. 

Technological Risks
	Risk Description

	Likelihood
	Impact
	Strategy

	Integration failures or delays with UIDAI, CKYC, Credit Bureaus, and payment gateways
	High
	High
	Mitigate – conduct POCs and phased integration testing

	System performance degradation under high loan volumes or concurrent usage
	Medium
	High
	Mitigate – stress/load testing and scalable architecture

	Cybersecurity threats (data breaches, fraud, non-compliance with RBI IT guidelines)
	Medium
	Very High
	Avoid/Mitigate – implement encryption, MFA, and audits





Skills Risks
	Risk Description
	Likelihood
	Impact
	Strategy

	Lack of skilled developers in OCR, API, and compliance automation
	Medium
	High
	Mitigate – training, vendor partnerships, phased hiring

	Knowledge transfer and staff adaptability issues
	Medium
	Medium
	Mitigate – documentation, workshops, and mentoring



Political Risks
	Risk Description
	Likelihood
	Impact
	Strategy

	Sudden RBI regulation changes requiring rework
	Medium
	High
	Accept/Mitigate – monitor updates, apply agile change control

	New data localization laws impacting hosting
	Low
	Medium
	Mitigate – RBI-compliant cloud and fallback design



Business Risks
	Risk Description
	Likelihood
	Impact
	Strategy

	Project cancellation due to budget shifts
	Low
	High
	Transfer – escalate to steering committee for phased funding

	Resistance from loan officers and staff in adopting new workflows
	Medium
	High
	Mitigate – training, change management, feedback loops

	Customer dissatisfaction if delays/bugs affect disbursements
	Medium
	Very High
	Mitigate – robust UAT, phased rollout, fallback manual support




Requirements Risks
	Risk Description
	Likelihood
	Impact
	Strategy

	Incomplete requirements capture (missed compliance or process needs)
	Medium
	High
	Mitigate – stakeholder workshops, iterative validation

	Changing business priorities mid-project leading to scope creep
	Medium
	Medium
	Mitigate – strong change request management





Other Risks
	Risk Description
	Likelihood
	Impact
	Strategy

	Vendor dependency delays (OCR, API, bureau services)
	High
	High
	Transfer/Mitigate – strong SLAs, multiple vendors

	Post-go-live issues (support tickets, downtime)
	Medium
	High
	Mitigate – dedicated helpdesk, extended hypercare




[bookmark: _Toc208099816]8. Business Process Overview

The Loan Management System (LMS) currently follows a semi-digital process with heavy reliance on manual interventions across different phases such as customer onboarding, KYC verification, loan sanctioning, disbursement, repayment, and compliance reporting. Manual KYC entry, fragmented workflows and lack of real-time integrations with credit bureaus and payment gateways create delays, errors, and compliance risks. The "As-Is" system struggles to provide seamless customer experiences or meet growing regulatory demands.

With the proposed LMS enhancements, the process will transit into a fully digitized and automated workflow. Each phase onboarding, KYC validation, loan approval, disbursement, repayment, and compliance will be streamlined through integrated modules and straight-through processing. Customers will receive real-time updates, while internal teams will benefit from dashboards, automated credit risk tools, and compliance reporting capabilities. This end-to-end digital transformation ensures reduced turnaround times, higher accuracy, scalability, and full alignment with RBI regulatory requirements.

[bookmark: _Toc208099817]8.1 Legacy System (AS-IS)
The existing Loan Management System (LMS), implemented in 2018, operates with a mix of digital modules and manual interventions. Customer onboarding and KYC verification are still dependent on branch staff entering details manually, which often leads to duplication, delays, and errors. Loan approvals rely on a traditional maker-checker process but without automation, resulting in longer turnaround times. Disbursement of loans is largely manual and branch-dependent, with limited use of digital request.

The system has fragmented integration with credit bureaus and payment gateways, requiring separate manual checks for eligibility and repayment tracking. Compliance reporting is also semi-manual, where audit logs and RBI reports are generated through spreadsheets and back-office coordination. This lack of real-time automation creates inefficiencies, compliance risks, and poor customer experience, as applicants do not receive timely updates on loan status.







The current Loan Management System (LMS), though partially digitized, still relies heavily on manual interventions and has fragmented integrations, leading to inefficiencies.

Customer Onboarding & KYC
· KYC is entered separately for each loan product, causing duplication.
· Limited e-KYC integration; most validations are manual.
· No OCR support, leading to errors in document-based data entry.

Loan Origination & Approval
· System supports workflow, but approvals involve manual steps.
· Maker-checker exists but is not fully digitized; delays occur.
· Processing turnaround time remains high.

Credit & Risk Assessment
· Credit bureau checks are integrated, but not in real-time.
· Risk assessment depends on static rule configurations, lacking flexibility.

Disbursement
· Digital disbursement options are limited.
· Physical document signing and branch-level dependency still exist.

Repayment & EMI Tracking
· EMI schedules are generated, but repayment flexibility (rescheduling/foreclosure) is limited.
· Real-time updates to repayment history are delayed.

Compliance & Reporting
· Basic reports are generated but lack automation.
· Audit trails are not comprehensive, leading to compliance risks.

















[bookmark: _Toc208099818]8.2 Proposed Recommendations (TO-BE – Enhanced LMS)

The enhanced LMS will build on the existing platform by introducing automation, deeper integration, and compliance readiness.

Customer Onboarding & KYC
· Single centralized KYC profile across all products.
· Full e-KYC integration with UIDAI/NSDL/CKYC.
· OCR-based document upload to reduce errors and manual effort.

Loan Origination & Approval
· Straight-through processing with automated workflows.
· Fully digital maker-checker hierarchy with SLA-based approvals.
· Reduced turnaround time through system-driven validations.

Credit & Risk Assessment
· Real-time multi-bureau integration (CIBIL, Experian, Equifax).
· Enhanced risk & eligibility engine with configurable parameters.

Disbursement
· Digital request for disbursements, eliminating branch dependency.

Repayment & EMI Tracking
· Automated EMI schedules with configurable repayment frequency.
· Flexible repayment options like early closure and rescheduling.
· Real-time repayment status update integrated with payment gateways.

Compliance & Reporting
· Automated generation of RBI-compliant reports (CRILC, XBRL).
· End-to-end audit trail with monitoring dashboards.
· Reduced compliance risks through system-driven reporting.















[bookmark: _Toc208099819]9. Business Requirements

The business requirements for the LMS Enhancement project have been derived through stakeholder workshops, compliance reviews, audit findings, and customer feedback analysis. These requirements are designed to address current inefficiencies, ensure compliance with regulatory standards, and enhance the overall customer and staff experience.

The requirements are categorized into Functional Requirements (core system features), Non-Functional Requirements (performance, security, usability, etc.), and are prioritized based on business impact.

[bookmark: _Toc208099820]9.1 Functional Business Requirements
	Business
Requirement
	Business Requirement ID
	Functional Requirement ID
	Functional Requirement Name
	Functional Requirement Description
	Priority (1–10)

	Customer Onboarding & KYC
	BR-001
	FR001
	Centralized KYC Module
	Provide a single KYC capture module reusable across all loan products to reduce duplicate entries.
	10

	
	
	FR002
	Automated KYC Verification
	Integrate with UIDAI/NSDL/CKYC for real-time e-KYC validation and auto-flag discrepancies.
	10

	
	
	FR003
	Document Upload & OCR
	Allow digital upload of KYC documents with OCR-based data extraction to reduce manual entry errors.
	7

	Loan Origination & Approval
	BR-002
	FR004
	Straight-through Loan Workflow
	Implement automated workflows for loan origination, approval, and disbursement to reduce turnaround time.
	10

	
	
	FR005
	Digital Loan Sanctioning
	Enable digital approval hierarchy with maker-checker functionality for faster sanctioning.
	9

	
	
	FR008
	Omnichannel Customer Communication
	Send loan status updates and reminders through SMS, Email, and WhatsApp in real-time.
	7

	Credit & Risk Assessment
	BR-003
	FR006
	Credit Bureau Integration
	Connect with multiple credit bureaus (CIBIL, Experian, Equifax) for real-time credit score fetch.
	10

	
	
	FR007
	Risk & Eligibility Engine
	Auto-calculate loan eligibility based on predefined parameters (income, collateral, credit score).
	9

	Disbursement
	BR-004
	FR010
	Digital Disbursement
	Enable customers to submit online disbursement requests via internet/mobile banking with validation.
	9

	Repayment & EMI Tracking
	BR-005
	FR011
	Automated EMI Schedule
	Auto-generate EMI schedules with configurable frequency and auto-update repayment history.
	9

	
	
	FR012
	Flexible Repayment Options
	Allow early repayment, foreclosure, and rescheduling of EMIs with automatic recalculation.
	7

	
	
	FR013
	Integration with Payment Gateways
	Integrate with UPI, NEFT, NACH, and Net Banking for automated loan repayments.
	9

	
	
	FR014
	Penalty & Charges Automation
	Auto-apply penalties, late fees, and taxes (GST) based on predefined rules.
	8

	Compliance & Reporting
	BR-006
	FR015
	Compliance Automation
	Generate RBI-compliant reports (CRILC, XBRL) and maintain automated regulatory submissions.
	10

	
	
	FR016
	Audit Trail & Monitoring
	Maintain detailed audit logs for all loan activities (application, sanction, repayment, closure).
	10

	
	
	FR017
	Loan Portfolio Dashboard
	Provide dashboards to view active, overdue, and closed loans with drill-down capability.
	6

	
	
	FR018
	User Role Management
	Provide role-based access control for Loan Officers, Approvers, Compliance, and Admins.
	9

	
	
	FR019
	Security & Authentication
	Implement MFA, session management, and encryption to secure customer and transaction data.
	10

	Post-Implementation Support
	BR-007
	FR020
	Post-Go Live Helpdesk
	Provide helpdesk ticketing system and knowledge base for handling post-go-live issues.
	5
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	Category
	Requirement
ID
	Requirement Description
	Business Need/Justification
	Priority

	Performance
	BR008
	System should process at least 10,000 concurrent loan applications without performance degradation
	Ensure scalability with growing loan volumes
	10

	Security
	BR009
	End-to-end encryption of sensitive customer data
	Protect customer data and comply with RBI/IT Act
	10

	
	
	Multi-factor authentication for all system users
	Prevent unauthorized access
	10

	Usability
	BR010
	Simple, intuitive UI for loan officers and compliance staff
	Reduce training time and errors
	8


	Availability
	BR011
	99.5% system uptime SLA
	Ensure business continuity
	9

	Compliance
	BR012
	Must comply with RBI Master Directions and IT Security Guidelines
	Avoid penalties and regulatory risks
	10

	Auditability
	BR013
	Complete and immutable audit trail
	Ensure transparency in loan lifecycle
	9




[bookmark: _Toc208099822]9.3 Use Case References

The following table maps high-level business requirements to the corresponding use case documents/flows prepared as part of the LMS Enhancement Project. Each use case provides detailed actor interactions, preconditions, triggers, and system responses.

	Use Case ID
	Use Case Name
	Linked Business Requirement(s)
	Brief Description

	UC-001
	Customer Onboarding & KYC
	BR-001
	Describes how customers are onboarded digitally, including centralized KYC capture, e-KYC validation, OCR-based upload, and duplicate checks.

	UC-002
	Loan Origination Workflow
	BR-002
	Details the process from loan application initiation to automated workflows, eligibility checks, omnichannel updates, and routing to approvers.

	UC-003
	Loan Sanction & Approval
	BR-002
	Explains how loans are sanctioned digitally with multi-level maker-checker hierarchy, SLA-based approvals, and reduced turnaround time.

	UC-004
	Loan Disbursement Request
	BR-004
	Covers the digital loan disbursement request through internet/mobile banking channels, eliminating branch dependency.

	UC-005
	Credit Bureau Check
	BR-003
	Defines interactions with external credit bureaus (CIBIL, Experian, Equifax) and integration with the Risk & Eligibility Engine for real-time creditworthiness checks.

	UC-006
	Repayment Management
	BR-005
	Captures EMI schedule creation, repayment collection via UPI/NEFT/NACH, penalty application, and flexible repayment/rescheduling options.

	UC-007
	Compliance & Reporting
	BR-006
	Specifies how the system generates automated RBI-compliant reports (CRILC/XBRL), maintains audit logs, ensures role-based compliance, and data security.

	UC-008
	User Management & Security
	BR-006
	Covers role-based access, authentication (MFA), encryption, and secure session management for users across functions.

	UC-009
	Loan Portfolio Dashboard
	BR-006
	Describes how managers and retail lending teams can access dashboards to monitor loan portfolio, risks, overdue accounts, and trends.

	UC-010
	Helpdesk & Support
	BR-007
	Defines the customer/staff support process through a post-go-live helpdesk, ticketing system, and knowledge base/FAQs.



[bookmark: _Toc208099823]10. Appendices
[bookmark: _Toc208099824]10.1 List of Acronyms
	Acronym
	Full Form
	Description

	LMS
	Loan Management System
	Core software for managing loan origination, sanctioning, disbursement, and repayment.

	KYC
	Know Your Customer
	Regulatory process to verify customer identity.

	CKYC
	Central KYC Registry
	A centralized repository for KYC data managed by CERSAI.

	UIDAI
	Unique Identification Authority of India
	Government body issuing Aadhaar numbers for identity verification.

	RBI
	Reserve Bank of India
	Regulatory authority overseeing financial and lending institutions.

	CIBIL
	Credit Information Bureau (India) Limited
	Credit bureau for credit score and history verification.

	OCR
	Optical Character Recognition
	Technology to extract text/data from scanned or uploaded documents.

	MFA
	Multi-Factor Authentication
	Additional security layer requiring multiple verifications.

	UPI
	Unified Payments Interface
	Real-time payment system regulated by NPCI.

	NACH
	National Automated Clearing House
	RBI-regulated system for bulk payments and mandates.

	API
	Application Programming Interface
	Interface for system-to-system integration.

	EMI
	Equated Monthly Instalment
	Fixed monthly loan repayment amount.

	CRILC
	Central Repository of Information on Large Credits
	RBI-mandated reporting system for large loans.

	XBRL
	extensible Business Reporting Language
	Standard format for financial and compliance reporting.
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	Term
	Definition

	Maker-Checker Principle
	Dual-authorization workflow where one person initiates a transaction and another verifies/approves it.

	Loan Origination
	Initial phase of processing a loan application including KYC, eligibility checks, and documentation.

	Straight-Through Processing (STP)
	End-to-end digital processing without manual intervention.

	Credit Risk
	The possibility of borrower default, assessed using credit history and financial data.

	Disbursement
	Transfer of approved loan funds to the borrower’s account.

	Compliance Automation
	System-driven generation of regulatory reports and audit data to meet RBI requirements.

	Dashboard
	Visual interface displaying real-time loan data and performance metrics.

	Role-Based Access Control (RBAC)
	Security mechanism that assigns permissions based on user roles.

	Audit Trail
	Chronological record of all system activities for monitoring and compliance.

	Self-Service Portal
	Digital platform for customers to independently track loans, repayments, and requests.



[bookmark: _Toc208099826]10.3 Related Documents
· Business Requirement Document (BRD) – LMS Enhancement (this document)
· Software Requirement Specification (SRS) – detailing functional and non-functional requirements.
· Requirement Traceability Matrix (RTM) – mapping requirements to design, development, and testing.
· System Design Document (SDD) – describing architecture and integration plans.
· Test Strategy & Test Cases – defining QA processes for system validation.
· Change Request (CR) Logs – tracking any scope or requirement changes during the project.






1️⃣ Month 0 – Project Kickoff
Requirement gathering and system design.


2️⃣ Month 4 – Pilot Phase
Core LMS live (limited products) and staff training.


3️⃣ Month 6–8 – Full Implementation
Deployment across branches with automated workflows and compliance checks.


4️⃣ Month 9–12 – Early Benefits
60–70% manual effort cut, faster disbursements, and reduced compliance risks.


5️⃣ Month 12–18 
ROI Achieved
Investment recovered, net positive returns, and long-term scalability with stronger customer satisfaction.


image1.emf
Customer applies

For loan

Customer submits loan 

application

Branch staff manually enter 

KYC and loan details

Branch Staff Validate KYC 

Documents and loan details

Credit Bureau Check ( Non 

Real time)

Risk Assessment (Static 

Rules)

Maker forward application 

to  Retail 

Credit Cell

Credit Officer verifies KYC 

and loan details

Credit Processing Cell

Chief Approval Authority

Grants Final Sanction/Reject 

application

Decision: Loan 

Approved?

YES/NO Approved Rejected

Loan Status: Approved

Manual intimation to branch

Loan status: Rejected

No intimation to 

branch/customer

End: 

Application 

Closed

Loan operations executes 

documentation 

Disbursement of Funds

Customer requests Loan 

Disbursement (Manual 

Branch Visit)

Loans Operations Generate 

EMI Schedule

Customer signs a mandate 

physically and submit to 

branch

Compliance Team 

Generate Reports (Excel)

End: Loan Cycle completed

Credit officer conducts 

Credit Checks, Risk checks, 

policy checks and 

recommend to Approval 

Authority


oleObject1.bin
 


�

Customer applies
For loan



Customer submits loan application


Branch staff manually enter KYC and loan details


Branch Staff Validate KYC Documents and loan details


Credit Bureau Check ( Non Real time)


Risk Assessment (Static Rules)


Maker forward application to  Retail 
Credit Cell


Credit Officer verifies KYC and loan details


Credit Processing Cell


Chief Approval Authority Grants Final Sanction/Reject application


Decision: Loan Approved?


YES/NO


Loan Status: Approved
Manual intimation to branch


Approved


Loan status: Rejected No intimation to branch/customer


Rejected


End: Application Closed


Loan operations executes documentation 


Customer requests Loan Disbursement (Manual Branch Visit)


Disbursement of Funds


Loans Operations Generate EMI Schedule


Customer signs a mandate physically and submit to branch


Compliance Team Generate Reports (Excel)


End: Loan Cycle completed


Credit officer conducts Credit Checks, Risk checks, policy checks and recommend to Approval Authority



image2.emf
Customer applies

For loan

Customer submits loan 

application 

Branch staff process the 

application

Centralized KYC Profile

(Single Profile across 

products

OCR based KYC and loan 

documents upload & 

Validation

E-KYC Auto verification

(UIDAI/NSDL/CKYC)

Digital Loan Application 

Captured

Automated Validation & 

Policy Checks

Automated Risk & Eligibility 

Engine

(Configurable Parameters)

Decision: Loan 

Approved?

Rejected

Loan Status: Approved

(Customer Notified 

Digitally)

Loan status: Rejected

(Customer Notified 

Digitally)

End: 

Application 

Closed

Loan operations executes 

documentation 

Funds Disbursed 

Electronically

Customer submits Digital 

Disbursement request

System auto-generates EMI 

Schedule

Customer submits 

Repayment mandate 

electronicaly

Option for Early closure or 

Rescheduling

End: Loan Cycle 

completed

Real time Multibureau 

Check

(CIBIL, Experian, Equifax)

Credit officer ensures all 

checks and recommend to 

approving authority

Chief Approval Authority 

Decision for Grant of 

Loan

Forwarded to 

Processing Cell

Automated RBI Complaint 

Reports (CRILC, XBRL)

Real time Complaince 

Dashboards & Audit Trails


oleObject2.bin
Customer applies
For loan



Customer submits loan application 


Branch staff process the application


Centralized KYC Profile (Single Profile across products


OCR based KYC and loan documents upload & Validation


E-KYC Auto verification (UIDAI/NSDL/CKYC)


Digital Loan Application Captured


Automated Validation & Policy Checks


Automated Risk & Eligibility Engine
(Configurable Parameters)


Decision: Loan Approved?


Chief Approval Authority Decision for Grant of Loan


Rejected


Loan Status: Approved
(Customer Notified Digitally)


Loan status: Rejected (Customer Notified Digitally)


End: Application Closed


Loan operations executes documentation 


Funds Disbursed Electronically


Customer submits Digital Disbursement request


System auto-generates EMI Schedule


Customer submits Repayment mandate electronicaly


Option for Early closure or Rescheduling


End: Loan Cycle completed


Real time Multibureau Check (CIBIL, Experian, Equifax)


Credit officer ensures all checks and recommend to approving authority


Forwarded to Processing Cell


Automated RBI Complaint Reports (CRILC, XBRL)


Real time Complaince Dashboards & Audit Trails



