Document 1- Business case document template
· Why is this project initiated?
This document outlines the business case for implementing a robust system to track every stage of the insurance sales journey. The primary objective is to address critical challenges such as high complaint volume, misselling risks, and limited management oversight. By implementing process automation, validation checks, a management dashboard, and an audit trail will help to resolve the issues
· What are the current problems?
The current insurance sales process faces several significant challenges, leading to negative impacts on customer trust, financial performance, and regulatory compliance.
· High Complaint Volume:
· Client complaints are increasing.
· Policy cancellations are on the rise.
· Impact: Loss of customer trust, potential for reputational damage, increased operational costs due to complaint handling.
· Misselling Risk:
· Multiple policies are being sold to the same client without proper justification.
· Unsuitable products are being sold to clients, leading to dissatisfaction and cancellations.
· Impact: Financial losses from policy cancellations, regulatory penalties, erosion of customer trust.
· Limited Oversight:
· Lack of real-time management visibility into the sales process.
· Difficulty in identifying and addressing issues proactively.
· Impact: Delayed issue resolution, inability to identify trends, increased exposure to risks.
➢ With this project how many problems could be solved?
This project is designed to solve three core problems, which then have a positive ripple effect on other related issues.
The three main problems it directly addresses are:
1. High Complaint Volume: By ensuring suitable products are sold, preventing misselling, and providing transparency, the system aims to significantly reduce the reasons for customer complaints.
2. Misselling Risk: Through automated validation checks and tracking of products sold per client, the project directly tackles the issue of unsuitable or duplicate policies being sold.
3. Limited Management Oversight: The real-time management dashboard and audit trail provide the necessary visibility and data for proactive management intervention.
Beyond these three core problems, the project is also designed to solve or significantly mitigate several related issues, including:
· Loss of Customer Trust: By addressing complaints and misselling, customer satisfaction and trust are expected to increase.
· Policy Cancellations: A direct consequence of high complaints and misselling, cancellations will be reduced as those root causes are fixed.
· Financial Losses: Reducing cancellations and avoiding regulatory penalties will lead to significant financial savings.
➢ What are the resources required?
· Project Team: Business Analysts, Software Developers, Quality Assurance/Testers, Project Managers.
· Subject Matter Experts (SMEs): From sales, compliance, and other relevant departments to provide input and validate requirements.
· Financial Resources:
· Budget for software development, licensing (if applicable), infrastructure, and ongoing maintenance.
·  Access to existing sales data, client information, and policy details for integration and analysis.
· Sufficient time for each phase of the project: requirements gathering, design, development, testing, training, and deployment
➢ How much organizational change is required to adopt this technology?
          This project will require a significant amount of organizational change to successfully adopt the new technology. 
· New Processes and Workflows: The proposed solution involves "Process Automation" and "Validation Checks," meaning that the current manual or semi-automated sales journey will be replaced by a digital workflow. Sales teams will need to adapt to recording every step from login to freelook completion within the new system.
· Shift in Oversight and Accountability: The "Management Dashboard" and "Audit Trail" will provide real-time visibility and comprehensive logs. This increased transparency and accountability will require managers and sales personnel to adjust to a new level of scrutiny and data-driven decision-making.
· Behavioral Changes: The project aims to "Ensure suitable products sold to clients" and "Detect and prevent misselling and fraud." This implies a shift in sales practices, potentially moving away from high-pressure tactics or focusing solely on sales targets, towards a more client-centric and compliant approach.
➢ Time frame to recover ROI?
     The provided document does not specify a time frame for recovering the Return on Investment (ROI) for this project.
It outlines the benefits that will contribute to ROI, such as:
· Reduced complaints
· Reduced policy cancellations
· Prevention of misselling and fraud
· Reduced regulatory risks
· Increased customer trust
· Potential financial savings from avoided penalties and operational costs.
To determine the exact ROI recovery period, a detailed financial analysis would be required, which is not included in this business case

➢ How to identify Stakeholders?
A stakeholder is anyone who has an interest in, can be impacted by, or can influence the project or its outcomes. This includes both positive and negative impacts, and direct or indirect involvement.3
Will use brainstorming technique by asking following questions:
· Who will be directly affected by this project? (e.g., end-users of the new system, sales agents, compliance officers)
· Who provides resources or funding for the project? (e.g., project sponsor, finance department)4
· Who has decision-making authority over the project? (e.g., senior management, steering committee)
· Who will use or benefit from the project's deliverables? (e.g., sales managers, risk department)
· Who has specific expertise or knowledge relevant to the project? (e.g., IT specialists, legal counsel, subject matter experts in insurance sales)
· Who could potentially object to or block the project? (e.g., sales teams resistant to change, departments whose processes might be disrupted)
· Are there any external parties interested or affected? (e.g., regulatory bodies, customers, potentially external auditors)5
· Who are the internal departments involved? (e.g., IT, Sales, Compliance, Legal, Operations, Customer Service, HR for training)
Document 2: BA Strategy
Write a BA strategy approach as BA are the steps you need to follow to complete the project
A Business Analyst (BA) strategy approach under waterfall methodology outlines the systematic steps a BA will follow throughout a project lifecycle to ensure business needs are accurately identified, documented, and delivered. 
BA approach under Waterfall methodology will cover planning, elicitation, analysis, documentation, and validation.
2. Elicit Requirements 
The following elicitation techniques can be performed.
 Interviews: One-on-one discussions with key stakeholders to gather detailed insights.
· Workshops: Collaborative sessions with multiple stakeholders to brainstorm, define, and refine requirements.
· Document Analysis: Reviewing existing documents (e.g., process manuals, system documentation, policies, complaint logs) to understand current states and identify implicit requirements.
· Observation: Observing users performing tasks to understand current processes and challenges.
· Surveys/Questionnaires: For gathering input from a large number of stakeholders.
How to do stakeholder analysis RACI/ILS
	Name
	Position
	Authorize
	R
	A
	S
	C
	I

	[Project Sponsor's Name]
	Head of Sales / COO
	X
	
	
	
	
	X

	[Business Owner's Name]
	Head of Compliance / VP, Operations
	X
	
	
	
	C
	X

	[Project Manager's Name]
	Project Manager
	
	
	X
	
	
	X

	
	
	
	
	
	
	
	

	[Your Name]
	Business Analyst
	
	X
	
	
	
	I

	[System Architect's Name]
	Lead System Architect
	
	
	
	S
	C
	I

	[Development Lead's Name]
	Lead Software Engineer
	
	
	
	S
	C
	I

	[Quality Lead's Name]
	Quality Assurance Lead
	
	
	
	S
	C
	I

	[Sales Manager's Name]
	Sales Manager
	
	
	
	
	C
	I

	[Key End User Rep's Name]
	Sales Agent / Business User
	
	
	
	
	C
	I


RACI Matrix clarifies who is Responsible (does the work), Accountable (approves and is ultimately answerable, one per task), Consulted (provides input), and Informed (receives updates) for project tasks. It assigns roles to tasks.








ILS (Influence-Interest Grid) classifies stakeholders based on their Power/Influence over the project and their Interest in its outcome.
· High Power, High Interest: Manage closely.
· High Power, Low Interest: Keep satisfied.
· Low Power, High Interest: Keep informed.
· Low Power, Low Interest: Monitor.
4. What document to write and what process to follow to sign off the documents
· Business Requirements Document (BRD): High-level business needs and project scope.
· Functional Requirements Specification (FRS): Detailed "what" the system will do.
· Non-Functional Requirements (NFRs): System quality attributes (performance, security).
· Process Models: Visuals of current and future workflows.
· UI Wireframes/Mock-ups: Visual designs for screens/dashboards.
5. Document Sign-off Process (Waterfall):
1. Draft & Internal Review: BA writes, team reviews.
2. Stakeholder Review: Formal sessions/walkthroughs with key stakeholders for feedback.
3. Revise: Incorporate feedback.
4. Final Review: Circulate revised document for last check.
5. Formal Sign-off: Obtain explicit approval (e.g., meeting, email, signature) from accountable stakeholders.
6. Archive: Store version-controlled, signed document.

6. How to take approval from client
1. Get the Document Ready 
2. Identify the Approvers 
3. Schedule a Meeting 
4. Conduct the Approval Meeting 
5. Get Formal Sign-off 
6. Store and Communicate 

7. What communication channel to establish and implement
As a BA, I will need a mix of formal and informal channels, tailored to different audiences and purposes.

1. Formal Communication Channels
These are structured, often documented, and typically used for official project information, decisions, and approvals.
· Project Meetings:
· Purpose: Status updates, decision-making, issue resolution, risk discussions.
· Channels:
· Project Steering Committee Meetings
· Core Project Team Meetings.
· Stakeholder Review Meetings/Workshops
· Email:
· Purpose: Formal notifications, requesting specific approvals (especially in Waterfall), distributing meeting minutes, official announcements, urgent communications.
2. Informal Communication Channels
These are less structured but crucial for fostering collaboration, quick clarifications, and relationship building.
· Instant Messaging/Chat Platforms:
· Purpose: Quick questions, urgent clarifications, sharing small updates, immediate problem-solving.
· Channels: Microsoft Teams, Slack, Google Chat.
· Benefit: Faster responses, reduces email clutter.
· Ad-hoc Discussions/One-on-One Catch-ups:
· Purpose: Building rapport with stakeholders, understanding unspoken concerns, quick clarifications on requirements or issues.
· Channels: Brief office visits, quick calls, virtual coffee chats.
· Benefit: Helps uncover nuances, build trust, and address potential resistance early.
· Project Whiteboards/Collaboration Spaces:
· Purpose: Brainstorming, ad-hoc process mapping, visualizing ideas.
· Channels: Physical whiteboards, virtual whiteboards (Miro, Mural).
· Benefit: Facilitates real-time, visual collaboration.

8. Implementing the COMMUNICATION Channels 
As a BA, I would:
1. Define communication purpose
2. Facilitate the meeting
3. Manage Documentation: Ensure all requirements documents are up-to-date, version-controlled, and accessible in the chosen repository.
4. Act as a Bridge
5. Promote Openness: Encourage stakeholders to use the appropriate channels for feedback, questions, and concerns.
9. How to handle the change request
Handling a change request (CR) means formally managing any requested alteration to what's been agreed upon for the project.
Here's a simple way to think about it:
·  Analyze the Impact - Will it affect the project's cost, timeline, or scope? Will it need more people or different technology? Which existing documents (like the requirements you wrote) will need updating?
· BA will write down his analysis on the Change Request Form.
· After BA analysis, the change request goes to a special group (often called a Change Control Board or senior management) for a decision.
· BA present his analysis, and they decide whether to Approve, Reject, or Defer (put on hold) the change.
· If the change is approved, BA must update all the affected project documents. This includes the requirements (BRD, FRS) and any related diagrams. 
10. How to update the progress of the project to the stakeholders
As a BA, I will work closely with the Project Manager to ensure effective communication.
· Overall Project Health (R/A/G): Red, Amber, Green status for Schedule, Budget, Scope, Risks.
· Progress Against Milestones: What was planned vs. what was achieved in the reporting period.
· Key Achievements: What was completed (e.g., requirements signed off, design phase complete, specific module developed).
· Upcoming Activities/Next Steps: What's planned for the next reporting period.
· Will communicate on weekly basis to all stakeholder via email or under project weekly meeting
11. How to take sign off on UAT – client acceptance form
My role as a BA would involve:
1. Ensuring UAT is Complete: I will make sure the client's business users have finished all their testing and any major issues found during UAT have been fixed.
2. Preparing the Acceptance Form: I'd prepare a formal UAT Client Acceptance Form. This form usually summarizes what was tested, confirms that critical issues are resolved, and has a clear statement that the client is accepting the system.
3. Reviewing Results with Client: I will meet with the key client stakeholders (like the Project Sponsor or Head of Sales who oversaw UAT) to briefly go over the UAT results and confirm everything looks good.
4. Obtaining Formal Signature: The most important part is getting their formal approval. This can be:
· A physical signature on the form.
· An electronic signature if we're using a digital platform.
· A formal email confirmation where they explicitly state their approval of the system.
5. Archiving and Communication: Once signed, I'd ensure the signed form is stored securely in our project documents. Then, I'd inform the wider project team that UAT is formally accepted, and we can proceed.
Document 3 - Functional Specifications
Project Name: Insurance Sales Journey Tracking System
Customer Name: [Insert Insurance Company Name]
Project Version: [e.g., 1.0 - for initial baseline version]
Project Sponsor: [Insert Name of Project Sponsor, e.g., Head of Sales / Chief Compliance Officer]
Project Manager: [Insert Name of Project Manager]
Project Initiation Date: [Insert Date of Project Initiation]
Functional Requirement specifications:
	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	User Login
	The system shall allow authorized users (e.g., Sales Agents, Sales Managers, Compliance Officers) to securely log in to the application using their unique credentials (username and password) to access sales journey tracking functionalities.
	10

	FR0002
	Sales Journey Step Tracking
	The system shall enable sales agents to digitally record and update the status of each stage of the insurance sales journey for a client, from initial login/lead creation through to the completion of the freelook period.
	9

	FR0003
	Duplicate Policy Detection
	The system shall automatically detect and flag instances where a new policy application is being initiated for a client who already holds multiple active policies, based on defined business rules.
	10

	FR0004
	Product Suitability Validation
	The system shall perform automated validation checks to ensure the proposed insurance product aligns with the client's recorded needs and profile information, and flag any potential mismatches.
	9

	FR0005
	Management Dashboard View
	The system shall provide a real-time, interactive dashboard for sales managers and compliance officers to view key metrics such as sales progress, policy cancellation rates, and flagged misselling cases.
	10



Document 4- Requirement Traceability Matrix
The Requirement Traceability Matrix (RTM) links specific requirements to their corresponding design elements, development artifacts, test cases, and validation activities (like UAT). This ensures that every requirement is addressed throughout the project lifecycle, and helps track the impact of any changes.
	Req ID
	Req Name
	Req Description
	Design Doc Ref
	Dev Module/Component
	Test Case ID(s)
	UAT Status
	Comments/Status

	FR0001
	User Login
	The system shall allow authorized users (e.g., Sales Agents, Sales Managers, Compliance Officers) to securely log in to the application using their unique credentials (username and password) to access sales journey tracking functionalities.
	DD001 - Auth Module Design
	Authentication Module
	TC001, TC002, TC003
	Accepted
	Passed all test cases; client confirmed login functionality during UAT.

	FR0002
	Sales Journey Step Tracking
	The system shall enable sales agents to digitally record and update the status of each stage of the insurance sales journey for a client, from initial login/lead creation through to the completion of the freelook period.
	DD002 - Workflow Engine, DD003 - UI Designs
	Workflow Service, Sales UI Component
	TC004, TC005, TC006
	Pending
	Development complete; awaiting client UAT scheduling.

	FR0003
	Duplicate Policy Detection
	The system shall automatically detect and flag instances where a new policy application is being initiated for a client who already holds multiple active policies, based on defined business rules.
	DD004 - Rules Engine, DD005 - Data Model
	Policy Validation Service, Data Access Layer
	TC007, TC008, TC009
	N/A
	In Development; testing to commence next sprint.

	FR0004
	Product Suitability Validation
	The system shall perform automated validation checks to ensure the proposed insurance product aligns with the client's recorded needs and profile information, and flag any potential mismatches.
	DD004 - Rules Engine, DD003 - UI Designs
	Suitability Service, Sales UI Component
	TC010, TC011, TC012
	N/A
	In Development; test cases defined.

	FR0005
	Management Dashboard View
	The system shall provide a real-time, interactive dashboard for sales managers and compliance officers to view key metrics such as sales progress, policy cancellation rates, and flagged misselling cases.
	DD006 - Dashboard Design, DD007 - Reporting Engine
	Reporting Service, Dashboard UI Component
	TC013, TC014, TC015
	N/A
	Design approved; development started this week.
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1. Document Revisions
	Date
	Version Number
	Document Changes

	05/02/2025
	0.1
	Initial Draft (Sections: Executive Summary, Problem Statement, Purpose, Objectives)

	15/02/2025
	0.2
	Added Proposed Solution details and initial Risk Management section.

	28/02/2025
	0.3
	Incorporated detailed Functional Requirements (FRs) and Non-Functional Requirements (NFRs).

	10/03/2025
	0.4
	Developed Requirement Traceability Matrix (RTM) and refined stakeholder analysis.

	25/03/2025
	1
	Final Draft for Internal Review and formal sign-off. Comprehensive updates across all sections.


Document Revisions are simple updates or changes made to a document after it is first created. These changes can fix mistakes, add new information, or improve clarity. Each revision is a new version of the document that shows it has been reviewed and updated to keep it accurate and current.
2. Approvals
	Role
	Name
	Title
	Signature
	Date

	Project Sponsor
	[Insert Sponsor's Name]
	Head of Sales / COO
	
	

	Business Owner
	[Insert Business Owner's Name]
	Head of Compliance / VP, Operations
	
	

	Project Manager
	[Insert PM's Name]
	Project Manager
	
	

	System Architect
	[Insert Architect's Name]
	Lead System Architect
	
	

	Development Lead
	[Insert Dev Lead's Name]
	Lead Software Engineer
	
	

	User Experience Lead
	[Insert UX Lead's Name]
	UX/UI Lead
	
	

	Quality Lead
	[Insert QA Lead's Name]
	Quality Assurance Lead
	
	

	Content Lead
	[Insert Content Lead's Name]
	(If applicable, e.g., for system messages/help)
	
	



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 are the main codes that appear in a RACI chart, used here to describe the roles played by team members and stakeholders in the production of the BRD. They are adapted from charts used to assign roles and responsibilities during a project.( RACI Can be made for IT side[Project stakeholder] as mentioned above, apart from that Can also Be made for Client side[Business Stakeholder]). The following describesthe full list of codes used in the table:
	Name
	Position
	Authorize
	R
	A
	S
	C
	I

	[Project Sponsor's Name]
	Head of Sales / COO
	X
	
	
	
	
	X

	[Business Owner's Name]
	Head of Compliance / VP, Operations
	X
	
	
	
	C
	X

	[Project Manager's Name]
	Project Manager
	
	
	X
	
	
	X

	[Your Name]
	Business Analyst
	
	X
	
	
	
	I

	[System Architect's Name]
	Lead System Architect
	
	
	
	S
	C
	I

	[Development Lead's Name]
	Lead Software Engineer
	
	
	
	S
	C
	I

	[Quality Lead's Name]
	Quality Assurance Lead
	
	
	
	S
	C
	I

	[Sales Manager's Name]
	Sales Manager
	
	
	
	
	C
	I

	[Key End User Rep's Name]
	Sales Agent / Business User
	
	
	
	
	C
	I


4. Introduction
4.1. Business Goals
The implementation of the Insurance Sales Journey Tracking System is directly aligned with the following strategic organizational goals and addresses critical business needs:
· Enhance Customer Trust & Satisfaction:
· Ensure Regulatory Compliance & Mitigate Risk:
· Goal: To maintain full compliance with all relevant insurance regulations and minimize exposure to legal and financial penalties.
· Improve Operational Efficiency & Management Oversight:
· Goal: To optimize the sales process, reduce operational costs associated with error handling and complaint resolution, and enable data-driven decision-making.
· Safeguard Financial Performance:
· Goal: To protect and enhance the company's financial stability and profitability.

4.2. Business Objectives
To provide an IT solution for:
· Ensuring suitable products are sold to clients: Implementing mechanisms to verify product suitability based on client needs and profiles.
· Detecting and preventing misselling and fraud: Developing automated rules and checks to identify and prevent instances of misselling and fraudulent activities.
· Providing real-time management dashboards: Delivering interactive dashboards offering real-time analytics on sales, cancellations, and flagged cases for proactive oversight.
· Tracking insurance products per client: Establishing a system to maintain a clear, centralized record of all insurance products sold to each client.
· Improving customer experience and reducing cancellations: Enhancing transparency and accuracy in the sales process, leading to greater customer satisfaction and a reduction in policy cancellations.
"List what the functionalities are going to develop in software," and the examples you provided:
The "Mobile application for android and for iOS" and "E LEARNING MANAGEMENT SYSTEM" are NOT functionalities described or proposed in your "Proposed Solution" for the "Insurance Sales Journey Tracking System." Your proposed solution focuses on:
· Process Automation: Digital workflow for the sales journey.
· Validation Checks: Automated checks for suitability, duplicates, compliance.
· Management Dashboard: Real-time analytics.
· Audit Trail: Comprehensive logs.
Therefore, the functionalities to be developed within this specific project are derived from these pillars.
Functionalities to be developed in this software solution (based on your Proposed Solution):
The IT solution will primarily develop functionalities centered around:
1. Digital Workflow Automation:
· Ability to record and track each step of the insurance sales journey digitally (login, lead creation, proposal, underwriting, policy issuance, freelook completion).
· Automated routing and status updates for sales stages.
2. Automated Validation & Rules Engine:
· System checks for product suitability based on client profiles.
· Automated detection of duplicate policy sales to the same client.
· Compliance adherence checks throughout the sales process.
· Flagging mechanisms for potential misselling or suspicious activities.
3. Real-time Management Dashboard:
· Interactive displays for sales performance (e.g., leads in pipeline, policies sold).
· Visibility into policy cancellation rates.
· Real-time reporting on flagged cases (misselling, duplicates).
· Filtering and drill-down capabilities for data analysis.
4. Comprehensive Audit Trail & Reporting:
· Detailed logging of every client interaction within the sales journey.
· Record of every policy issued, linked to the sales process.
· Ability to generate reports for compliance audits and dispute resolution.


4.3. Business Rules
1. Sales & Product Suitability Policies:
· Sales Code of Conduct: Guidelines for ethical selling practices.
· Product Suitability Policy: Detailed criteria and processes for matching insurance products to client needs, risk appetite, and financial situation (directly addressed by FR0004).
2. Compliance & Regulatory Frameworks (External & Internal):
· Insurance Regulatory and Development Authority of India (IRDAI) Regulations:
· IRDAI (Protection of Policyholders’ Interests) Regulations: Covering fair treatment of policyholders, grievance redressal, and preventing unfair trade practices.
· IRDAI (Insurance Advertisements and Disclosure) Regulations: Rules on how products are advertised and information disclosed.
3. Operational Procedures:
· Lead Management Procedures: How leads are generated, assigned, and processed.
· Proposal Submission Procedures: Steps for submitting client proposals, including required documentation.
· Policy Underwriting Procedures: Guidelines followed by the underwriting team.
4. Fraud Prevention Policies:
· Internal Fraud Detection Protocols: Rules and patterns used to identify suspicious activities or potential fraud attempts (relevant to FR0003, FR0004).
· Employee Code of Conduct: Rules governing ethical behavior of sales agents and staff.









4.4. Background
Provide a brief history of how the project came to be proposed and initiated,
including the business issues/problems identified, and expected benefit of
implementing the project/developing the product.
4.5. Project Objective
The overarching goal in developing the Insurance Sales Journey Tracking System is to establish a robust, transparent, and auditable process for every stage of the insurance sales journey, from initial client login to the completion of the freelook period. This system aims to significantly enhance customer trust, ensure regulatory compliance, and improve operational efficiency by mitigating key business risks.
4.6. Project Scope
In this project, we are developing an Insurance Sales Journey Tracking System to digitalize and enhance our sales process. This system will feature process automation to streamline the sales journey from client login to freelook completion, embed validation checks to automatically detect and flag issues like misselling or duplicate policies, provide a real-time management dashboard for crucial insights into sales performance and flagged cases, and maintain a comprehensive audit trail for all client interactions and policy issuances, ultimately ensuring product suitability, preventing fraud, and improving management oversight.
4.6.1. In Scope Functionality
Here are the key functionalities we're developing within the Insurance Sales Journey Tracking System project:
· Digital Workflow Automation: Record and manage each step of the insurance sales journey digitally, from lead creation to freelook completion.
· Product Suitability Validation: Automatically check if proposed insurance products align with client needs and profiles.
· Duplicate Policy Detection: Automatically identify and flag instances where a client is being sold multiple, unjustified policies.
· Compliance Adherence Checks: Embed automated rules to ensure the sales process follows all regulatory and internal compliance guidelines.
· Misselling & Fraud Flagging: Automatically flag suspicious activities or potential misselling instances for review.
· Real-time Sales Performance Dashboard: Provide an interactive view of key sales metrics, such as leads in the pipeline and policies sold.
· Policy Cancellation Rate Monitoring: Display up-to-date data on policy cancellation trends.
· Flagged Cases Overview: Show a summary of all detected misselling or other flagged compliance issues.
· Comprehensive Audit Trail: Maintain detailed, unalterable logs of every client interaction and policy issuance within the sales journey.
· Client Product Tracking: Keep a clear record of all insurance products sold to each individual client.
4.6.2. Out Scope Functionality [List of functionality what is not included in the current project]
The following functionalities and system components are not included within the scope of the current Insurance Sales Journey Tracking System project:
· Direct Policy Issuance Automation: This project will track the sales journey up to policy issuance and integrate with existing policy administration systems, but it will not directly perform the automated issuance of policies or policy contracts.
· Claims Management System: Functionalities related to the processing, tracking, or management of insurance claims are outside the scope of this project.
· Customer Self-Service Portal: The development of a customer-facing portal for policy management, payments, or other self-service functions is not included.
· Comprehensive Customer Relationship Management (CRM) System Development: While the system will integrate with existing CRM data, it will not build a new or replace the core functionalities of an existing CRM system.
· Underwriting Engine Development: The core algorithms and processes for insurance risk assessment and underwriting decisions are not part of this project's development. The system will only track the submission and status of underwriting requests.
· Billing and Collections Module: Management of premium payments, invoicing, or collection processes for policies is out of scope.
· Marketing and Lead Generation System: Tools for generating, nurturing, or managing leads prior to their entry into the sales journey tracking system are not included.
5. Assumptions
The requirements for the Insurance Sales Journey Tracking System are based on the following assumptions:
1. Availability of Existing System APIs/Integration Points: It is assumed that existing core systems (e.g., CRM, Policy Administration System, Product Catalog) provide stable and documented Application Programming Interfaces (APIs) or other integration mechanisms necessary for data exchange and system interaction.
2. Clear & Stable Business Rules: It is assumed that the underlying business rules for product suitability, duplicate policy detection, and compliance validation are clearly defined, stable, and will not undergo significant changes during the project's development lifecycle.
3. Stakeholder Engagement & Availability: Key business stakeholders (Sales, Compliance, Operations Management, specific sales agents for UAT) will be consistently available for requirements elicitation, validation, review, and User Acceptance Testing (UAT) as per the project schedule.
4. Defined Data Definitions & Quality: It is assumed that the definitions of key data elements (e.g., client profile, policy details, sales stages) are consistent across source systems and that data quality in source systems is sufficient for effective validation checks and dashboard reporting.
5. Organizational Readiness for Change: It is assumed that the organization, particularly the sales teams, is generally receptive to adopting new digital workflows and oversight mechanisms, and that planned change management activities will be effective in mitigating resistance.
6. Regulatory Stability: It is assumed that there will be no significant, unforeseen changes to relevant insurance regulatory frameworks (e.g., IRDAI guidelines, data privacy laws) that would fundamentally alter the project's core compliance requirements during its execution.
7. IT Infrastructure Capacity: It is assumed that existing or planned IT infrastructure (servers, network, security) has the necessary capacity and capabilities to host, operate, and support the new application without significant additional unplanned investment or performance issues.
8. Training Effectiveness: It is assumed that the planned training programs for sales agents and managers on using the new system will be effective in ensuring proficiency and correct adoption of the new processes.
9. Security Policies Are Defined: It is assumed that clear and documented security policies and access control guidelines exist within the organization that can be directly implemented within the system's user authentication and authorization features.
10. Data Privacy Compliance: It is assumed that the organization has existing processes and infrastructure in place to handle personal data in compliance with relevant data protection laws (e.g., DPDP Act), and the new system will adhere to these.

6. Constraints
The development and implementation of the Insurance Sales Journey Tracking System are subject to the following constraints:
1. Fixed Go-Live Date: The system must be deployed and fully operational by [Insert Specific Date, e.g., Q1 2026] to align with upcoming regulatory changes or a planned business initiative.
2. Budget Limitation: The project's total expenditure cannot exceed a predefined budget of [Insert Specific Amount, e.g., INR X,XXX,XXX].
3. Use of Existing Core Systems: The new system must integrate with, and not replace, the existing CRM, Policy Administration System (PAS), and core Product Catalog systems. Data migration from these systems to the new platform is limited to specific required data sets.
4. Compliance with Internal IT Security Policies: The system must strictly adhere to the organization's existing IT security policies, including data encryption standards, access control protocols, and network architecture rules.
5. Adherence to Existing Organizational Data Retention Policies: All audit trail data and historical sales journey information must be stored and managed according to the company's established data retention and archival policies.
6. Limited Staff Availability for UAT: Key business users and stakeholders from the Sales and Compliance departments have limited availability for User Acceptance Testing (UAT), which must be scheduled judiciously to minimize disruption to daily operations.
7. Technology Stack Compatibility: The new system must be developed using technologies that are compatible with the organization's approved technology stack and existing IT infrastructure (e.g., specific programming languages, database systems, operating environments).
8. Third-Party Vendor Dependencies: Integration with certain third-party services or data providers may be dependent on their schedules, API stability, and contractual agreements.
9. Regulatory Mandates (Non-Negotiable): The system's design for compliance, audit trails, and data handling must strictly conform to all relevant IRDAI regulations and the Digital Personal Data Protection Act (DPDP Act), which are non-negotiable requirements.
10. Impact on Existing Sales Processes: While the project aims to improve processes, the cutover to the new system must minimize disruption to ongoing sales operations and agent productivity.

7. Risks
In this section of the BRD, you describe risks. A risk is something that could affect the
success orfailure of a project. Analyze risksregularly asthe project progresses. While you
may not be able to avoid every risk, you can limit each risk’s impact on the project by
preparing for it beforehand. For each risk, you’ll note the likelihood of its occurrence,
the cost to the project if it does occur, and the strategy for handling the risk.
This section identifies potential risks that could affect the success or failure of the project. Risks will be analyzed regularly as the project progresses to limit their impact.
5.1. Technological Risks
This subsection specifies new technology issues that could affect the project.
	Risk Description
	Likelihood
	Impact
	Strategy

	Integration Challenges with Legacy Systems (CRM, PAS)
	Medium
	High
	Mitigate: Conduct detailed API analysis and proof-of-concept for critical integrations early in the design phase. Allocate dedicated integration specialists.

	Scalability Issues (Audit Trail/Dashboard performance)
	Medium
	Medium
	Mitigate: Design system architecture with scalability in mind (e.g., microservices, cloud-native). Conduct performance testing early and regularly. Utilize robust database solutions.

	Data Security Vulnerabilities
	Medium
	High
	Avoid/Mitigate: Implement security-by-design principles. Conduct regular security audits (penetration testing). Adhere strictly to internal IT security policies and data protection regulations (e.g., DPDP Act).

	Compatibility with Existing IT Stack
	Low
	Medium
	Mitigate: Thoroughly vet new technology components against existing IT infrastructure and approved technology stack during the design phase. Pilot integration components.


5.2. Skills Risks
This subsection specifies the risk of not getting staff with the required expertise for the project.
	Risk Description
	Likelihood
	Impact
	Strategy

	Lack of Specialized Developers (e.g., rules engine, complex integrations)
	Medium
	High
	Mitigate: Prioritize recruitment for niche skills. Cross-train existing developers. Consider leveraging external consultants or specialized vendors for specific components if internal talent cannot be quickly acquired.

	Insufficient Business Analyst Domain Expertise
	Low
	Medium
	Mitigate: Ensure BAs undergo intensive training on insurance sales processes and compliance. Pair less experienced BAs with domain experts. Conduct frequent reviews of requirements with business stakeholders.

	High Attrition of Key Project Personnel
	Medium
	High
	Mitigate: Implement knowledge transfer protocols (e.g., detailed documentation, pair programming). Cross-train team members on different modules. Create a strong project culture.


5.3. Political Risks
This subsection identifies political forces that could derail or affect the project.
	Risk Description
	Likelihood
	Impact
	Strategy

	Resistance to Change from Sales Teams
	High
	High
	Mitigate: Implement a robust change management plan: early stakeholder involvement (e.g., in design workshops), clear communication of benefits, comprehensive training programs, and visible leadership support. Incentivize adoption.

	Lack of Sustained Senior Leadership Support
	Medium
	High
	Mitigate: Maintain regular, clear communication with the Project Sponsor and Steering Committee. Demonstrate tangible progress and ROI. Ensure their consistent visibility and advocacy for the project.

	Inter-Departmental Conflicts/Silos (e.g., Sales vs. Compliance)
	Medium
	Medium
	Mitigate: Establish clear communication channels and decision-making frameworks. Involve representatives from all affected departments in steering committees and key design workshops. Emphasize shared business goals.


5.4. Business Risks
This subsection describes the business implications if the project is canceled.
	Risk Description
	Likelihood
	Impact
	Strategy

	Continued High Complaint Volume & Policy Cancellations
	High
	High
	Accept (if canceled): If the project is canceled, the core problems persist, leading to ongoing loss of customer trust, reputational damage, and increased operational costs associated with complaint handling.

	Increased Regulatory Penalties & Fines
	High
	High
	Accept (if canceled): Without automated compliance checks and audit trails, the company remains highly vulnerable to regulatory scrutiny, fines for misselling, and potential legal action, severely impacting financial health.

	Erosion of Customer Trust & Brand Value
	High
	High
	Accept (if canceled): The inability to address misselling and poor customer experience will continue to degrade customer loyalty, making it harder to acquire new customers and retain existing ones, directly affecting long-term revenue.

	Loss of Competitive Advantage
	Medium
	High
	Accept (if canceled): Competitors adopting more robust sales processes and compliance frameworks will gain an advantage, potentially leading to market share loss.


5.5. Requirements Risks
This subsection describes the risk that you have not correctly described the requirements.
	Risk Description
	Likelihood
	Impact
	Strategy

	Misinterpretation of Complex Business Rules (e.g., suitability, fraud detection)
	Medium
	High
	Mitigate: Use structured requirements techniques (e.g., decision tables, process flowcharts). Conduct multiple review sessions with business SMEs and compliance officers. Use prototyping for complex UI/workflow.

	Missed or Undocumented Requirements
	Medium
	Medium
	Mitigate: Employ diverse elicitation techniques (interviews, workshops, document analysis, observation). Maintain a comprehensive stakeholder list. Conduct thorough requirements validation and sign-off processes.

	Scope Creep due to Uncontrolled Changes
	High
	High
	Avoid/Mitigate: Implement a strict change control process. Ensure all changes go through formal impact analysis and CCB approval. Clearly define "out of scope" functionalities.

	Stakeholder Disagreement on Priorities
	Medium
	Medium
	Mitigate: Facilitate workshops to gain consensus. Clearly document agreed-upon priorities and trade-offs. Obtain formal sign-off from all key stakeholders on prioritized requirements.


5.6. Other Risks
In this subsection of "Risk Analysis," document any other risks not covered in the prior subsections.
	Risk Description
	Likelihood
	Impact
	Strategy

	Unforeseen Regulatory Changes
	Low
	High
	Mitigate: Monitor regulatory landscape continuously through compliance department. Design modular architecture that allows for easier adaptation to new regulations.

	Vendor Performance Issues (if external integrators/tools used)
	Medium
	Medium
	Mitigate: Establish clear Service Level Agreements (SLAs). Implement regular performance reviews. Have contingency plans (e.g., alternative vendors, in-house capabilities).

	Cybersecurity Attack/Data Breach
	Low
	High
	Avoid/Mitigate: Implement robust security measures (encryption, access controls). Conduct regular vulnerability assessments and penetration testing. Develop and test a comprehensive incident response plan.

	Insufficient Training Adoption by End-Users
	Medium
	Medium
	Mitigate: Develop user-friendly training materials. Offer varied training methods (classroom, e-learning, hands-on). Provide ongoing post-implementation support and champion networks.



12. Business Process Overview
Overall Project Process Flow
The project will adhere to a sequential Waterfall methodology, progressing through distinct phases. Each phase culminates in key deliverables that serve as inputs for the next, ensuring thorough documentation and validation at every step.
Phase 1: Requirements Gathering & Analysis
· Description: This initial phase focuses on deeply understanding the business problems, defining the project's scope, and eliciting detailed functional and non-functional requirements from all relevant stakeholders. Business Analysts play a primary role here.
· Key Activities: Stakeholder identification, elicitation (interviews, workshops, document analysis), requirements analysis and prioritization, process modeling (current & future state), data modeling, risk identification, and initial planning for testing.
· Key Deliverables: Business Requirements Document (BRD), Functional Requirements Specification (FRS), Non-Functional Requirements (NFRs), Requirements Traceability Matrix (RTM), initial Use Cases/User Stories, and a formal sign-off from business stakeholders.
· Transition: Once all requirements are formally approved and signed off, they become the locked-down baseline for the next phase, preventing significant changes without a formal change control process.
Phase 2: Design
· Description: Based on the approved requirements, this phase translates the 'what' into the 'how.' Technical teams design the system's architecture, database structure, user interfaces, and integration points.
· Key Activities: System architecture design, database design, user interface (UI/UX) design (e.g., for the Management Dashboard), technical design specifications for each module (e.g., Validation Engine, Audit Trail), integration design with existing systems (CRM, PAS), and security design.
· Key Deliverables: System Design Document (SDD), Database Design Document, UI/UX Wireframes and Mockups, API Specifications for integrations, Technical Design Specifications for each component.
· Transition: Approved design documents become the blueprint for development. All designs are reviewed and approved by relevant technical leads and business stakeholders to ensure they meet the documented requirements.
Phase 3: Implementation & Development
· Description: In this phase, the actual coding and building of the system modules take place according to the approved design specifications.
· Key Activities: Coding of modules (e.g., Process Automation workflow, Validation Engine, Dashboard components, Audit Trail logging), unit testing by developers, integration of different modules, and continuous code reviews.
· Key Deliverables: Developed software code, completed individual software modules, integrated system components, and developer-level test results.
· Transition: Upon completion of development and successful internal unit/integration testing, the built system is handed over to the Quality Assurance (QA) team for formal testing.
Phase 4: Testing
· Description: This phase focuses on rigorously testing the developed system to ensure it functions as per requirements, is stable, performs well, and is secure. This includes various levels of testing.
· Key Activities:
· System Testing (QA Team): Verifying the integrated system against the FRS and NFRs.
· Performance Testing: Checking system responsiveness and scalability (e.g., for dashboard data loading, audit trail querying).
· Security Testing: Identifying vulnerabilities.
· User Acceptance Testing (UAT - Client/Business Users): Business users validate the system meets their original needs and business processes. This is crucial for their final acceptance.
· Key Deliverables: Test Plans, Test Cases, Defect Logs, Test Reports (including UAT Results Report), and a formal UAT Client Acceptance Form signed by the client.
· Transition: Successful completion of all testing, particularly client sign-off on UAT, signifies that the system is ready for deployment. Any critical defects must be resolved and retested.
Phase 5: Deployment & Go-Live
· Description: This phase involves releasing the tested and accepted system into the production environment, making it available for end-users.
· Key Activities: Deployment planning, environment setup, data migration (if applicable), system installation, user training, cutover activities, and initial monitoring post-go-live.
· Key Deliverables: Deployed production system, user manuals, training materials, go-live checklist, and a post-implementation review plan.
· Transition: The system is now live and in active use by the organization.
Phase 6: Maintenance & Support
· Description: This ongoing phase involves providing support for the live system, addressing any post-implementation issues, and implementing future enhancements or bug fixes.
· Key Activities: Bug fixing, system monitoring, performance tuning, user support, gathering feedback for future enhancements, and planning for subsequent releases.
· Key Deliverables: Bug fix releases, minor enhancements, system performance reports.
8.1. Legacy System (AS-IS)
The current insurance sales process is largely manual and fragmented, causing significant issues. Sales agents manually collect client data and rely on individual judgment for product recommendations, with limited automated checks for suitability or duplicate policies. The sales journey tracking is inconsistent, and management lacks real-time visibility into sales quality. This results in high complaint volumes, increased policy cancellations, and heightened regulatory risks due to misselling and reactive problem-solving.
AS- IS Process Flow
[image: ]
TO- Be Process flow
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8.2. Proposed Recommendations (TO-BE)
[Describe the recommended process and how the proposed system will address the
challenges in legacy system]

Recommended Process Flow (TO-BE)
The recommended process leverages the new Insurance Sales Journey Tracking System to transform the fragmented and manual current state into a streamlined, automated, and transparent workflow.
1. Digital Lead & Client Onboarding: Leads are either automatically ingested or manually entered into the new system. Sales agents will use the integrated system to digitally collect all client information and assess needs.
2. Automated Product Suitability & Duplicate Checks: As the agent proposes products, the system will automatically run real-time validation checks against the client's profile and existing policies. If a product is unsuitable or a potential duplicate policy is detected, the system will immediately flag it, preventing further progression without review.
3. Guided Digital Application & Submission: The system will guide agents through the application process, ensuring all mandatory fields are completed and necessary documents are attached digitally. Once prepared, the application is submitted directly through the system to Underwriting and Policy Administration, with clear digital status updates.
4. Real-time Journey Tracking: Every step of the sales journey – from lead initiation, through application submission, underwriting, policy issuance, and into the freelook period – will be digitally recorded and its status updated in real-time within the system.
5. Proactive Management Oversight: Sales Managers and Compliance Officers will continuously monitor the Management Dashboard. This dashboard provides real-time insights into sales performance, quality metrics, and immediately highlights all flagged cases (e.g., misselling alerts, suitability mismatches). This allows for proactive intervention rather than reactive problem-solving.
6. Comprehensive Audit Trail: All actions, decisions, and data points within the sales journey are automatically logged in an unalterable audit trail. This provides a transparent, verifiable record for compliance, dispute resolution, and training purposes.
7. Automated Compliance Flags: The system will enforce adherence to internal policies and external regulations by automatically flagging deviations from defined compliance rules throughout the process.


9.0 Detailed Business Requirements
This section outlines the specific business requirements elicited from various stakeholders. These requirements are categorized by functional area for ease of reading and tracking, and their priority indicates their importance for the initial release of the product. All requirements are traceable to their source and will be managed throughout the project lifecycle within the Requirement Traceability Matrix (RTM).
9.1 Functional Requirements (FRs)
Functional requirements describe what the system will do, detailing its behavior and specific functionalities.
9.1.1. User Management & Authentication
	Req ID
	Req Name
	Req Description
	Priority (1-10, 10=Critical)
	Related Use Case

	FR0001
	User Login
	The system shall allow authorized users (Sales Agents, Sales Managers, Compliance Officers) to securely log in using unique credentials (username and password).
	10
	UC-LOGIN

	FR0002
	Role-Based Access
	The system shall enforce role-based access control (RBAC) to ensure users can only access functionalities and data relevant to their assigned roles.
	10
	UC-RBAC

	FR0003
	Password Management
	The system shall allow users to securely change their password and provide functionality for password reset by administrators.
	8
	UC-PASS


Export to Sheets
9.1.2. Sales Journey Management
	Req ID
	Req Name
	Req Description
	Priority (1-10)
	Related Use Case

	FR0004
	Create/Manage Lead
	The system shall allow sales agents to create new leads, update lead details, and assign leads to themselves or other agents.
	9
	UC-LEAD-MGMT

	FR0005
	Track Sales Stages
	The system shall enable sales agents to digitally record and update the status of each stage of the insurance sales journey (e.g., Lead, Needs Assessment, Proposal, Underwriting, Policy Issued, Freelook).
	10
	UC-SALES-TRACK

	FR0006
	Client Profile Capture
	The system shall capture comprehensive client profile information, including demographics, financial situation, and existing policy details (via integration).
	9
	UC-CLIENT-PROF

	FR0007
	Document Upload
	The system shall allow sales agents to upload and attach relevant client documents (e.g., KYC documents, application forms, policy acknowledgements) to the sales journey record.
	9
	UC-DOC-UPLOAD

	FR0008
	Freelook Period Tracking
	The system shall track the start and end dates of the freelook period for each issued policy and allow updates if a policy is cancelled during this period.
	8
	UC-FREELOOK
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9.1.3. Validation & Compliance
	Req ID
	Req Name
	Req Description
	Priority (1-10)
	Related Use Case

	FR0009
	Product Suitability Validation
	The system shall automatically validate proposed insurance products against the client's recorded needs, financial profile, and risk appetite, flagging potential mismatches.
	10
	UC-SUITABILITY

	FR0010
	Duplicate Policy Detection
	The system shall automatically detect and flag instances where a new policy application is initiated for a client who holds multiple active policies, based on predefined business rules.
	10
	UC-DUPE-DETECT

	FR0011
	Compliance Rule Enforcement
	The system shall enforce defined compliance rules throughout the sales journey, preventing progression to the next stage if critical compliance checks (e.g., mandatory disclosures) are not met.
	10
	UC-COMP-ENFORCE

	FR0012
	Misselling Alert Generation
	The system shall generate automated alerts to sales managers and compliance officers upon detection of potential misselling instances based on validation rule flags.
	9
	UC-MISS-ALERT


Export to Sheets
9.1.4. Reporting & Analytics (Management Dashboard)
	Req ID
	Req Name
	Req Description
	Priority (1-10)
	Related Reference

	FR0013
	Sales Progress Dashboard
	The system shall provide a real-time, interactive dashboard displaying key sales performance metrics (e.g., leads in pipeline, policies sold by agent/team, conversion rates).
	10
	UI-DASH-001

	FR0014
	Policy Cancellation Insights
	The dashboard shall display current policy cancellation rates, trends, and enable drill-down to identify reasons for cancellation (if captured).
	9
	UI-DASH-001

	FR0015
	Flagged Cases Overview
	The dashboard shall provide a clear overview of all flagged cases (misselling, duplicate policies, compliance violations), allowing managers to prioritize and investigate.
	10
	UI-DASH-002

	FR0016
	Customizable Reports
	The system shall allow authorized users (managers, compliance) to generate customizable reports on sales activities, compliance metrics, and agent performance.
	8
	UI-REPORT-001


Export to Sheets
9.1.5. Audit & History
	Req ID
	Req Name
	Req Description
	Priority (1-10)
	Related Reference

	FR0017
	Comprehensive Audit Trail
	The system shall automatically log every significant action, data change, and user interaction within the sales journey, providing an unalterable, timestamped record.
	10
	DD-AUDIT-001

	FR0018
	Historical Data Access
	The system shall provide authorized users with the ability to view historical versions of client profiles, policy details, and sales journey status changes.
	9
	DD-AUDIT-001

	FR0019
	Audit Trail Search & Filter
	The system shall allow authorized users to search and filter audit trail logs based on criteria such as date range, user ID, client ID, or specific action type.
	9
	DD-AUDIT-001
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9.2 Non-Functional Requirements (NFRs)
Non-functional requirements describe how well the system performs a function, covering aspects like performance, security, usability, and reliability.
	Req ID
	Req Name
	Req Description
	Priority (1-10)
	Category

	NFR001
	Performance
	The Management Dashboard shall load and display data within 5 seconds for up to 50 concurrent users.
	10
	Performance

	NFR002
	Response Time
	All core transactional operations (e.g., updating sales stage, saving client data) shall respond within 2 seconds under normal load.
	9
	Performance

	NFR003
	System Uptime
	The system shall have a 99.5% uptime availability during standard business hours (9 AM - 6 PM IST, Monday - Saturday).
	9
	Reliability

	NFR004
	Data Security
	All sensitive client and policy data stored within the system shall be encrypted at rest and in transit (using TLS 1.2 or higher).
	10
	Security

	NFR005
	Access Control
	The system shall implement robust authentication and authorization mechanisms, including multi-factor authentication for administrators and role-based access to sensitive data.
	10
	Security

	NFR006
	Usability
	The user interface shall be intuitive and easy to navigate for sales agents, requiring minimal training beyond core functionalities.
	8
	Usability

	NFR007
	Scalability
	The system shall be able to support an increase of up to 25% in the number of concurrent users and data volume annually for the next three years without significant performance degradation.
	9
	Scalability

	NFR008
	Maintainability
	The system code shall adhere to industry best practices and coding standards to ensure ease of maintenance, bug fixing, and future enhancements.
	8
	Maintainability

	NFR009
	Compliance
	The system shall adhere to all relevant IRDAI regulations and data privacy laws (e.g., Digital Personal Data Protection Act) regarding data collection, storage, and reporting.
	10
	Compliance

	NFR010
	Audit Retention
	Audit trail data shall be retained for a minimum of 7 years as per regulatory requirements.
	10
	Compliance






10.Appendices
10.1. List of Acronyms
10.0 List of Acronyms
This section defines the acronyms and abbreviations used throughout this document to ensure clarity and consistent understanding.
	Acronym
	Full Form

	A
	Accountable (in RACI)

	AI
	Artificial Intelligence

	AML
	Anti-Money Laundering

	API
	Application Programming Interface

	AS-IS
	Current State (as it is)

	BA
	Business Analyst

	BI
	Business Intelligence

	BRD
	Business Requirements Document

	[bookmark: _GoBack]C
	Consulted (in RACI)

	CCB
	Change Control Board

	COO
	Chief Operating Officer

	CR
	Change Request

	CRM
	Customer Relationship Management

	DD
	Design Document / Data Model

	DPDP Act
	Digital Personal Data Protection Act (India)

	FR
	Functional Requirement

	FRS
	Functional Requirements Specification

	I
	Informed (in RACI)

	ILS
	Influence-Interest Grid (or Interest-Leverage Scale)

	IRDAI
	Insurance Regulatory and Development Authority of India

	IST
	Indian Standard Time

	IT
	Information Technology

	KYC
	Know Your Customer

	LMS
	Learning Management System

	MDM
	Master Data Management

	NFR
	Non-Functional Requirement

	PAS
	Policy Administration System

	PM
	Project Manager

	QA
	Quality Assurance

	R
	Responsible (in RACI)

	RACI
	Responsible, Accountable, Consulted, Informed

	RAG
	Red, Amber, Green

	RBAC
	Role-Based Access Control

	RTM
	Requirement Traceability Matrix

	S
	Supports (in RACI)

	SDD
	System Design Document

	SLAs
	Service Level Agreements

	SME
	Subject Matter Expert

	SRS
	Software Requirements Specification

	TC
	Test Case

	TO-BE
	Future State (as it will be)

	UAT
	User Acceptance Testing

	UC
	Use Case

	UI
	User Interface

	UX
	User Experience

	VP
	Vice President




10.2. Glossary of Terms
11.0 Glossary of Terms
This section defines key terms used throughout this document to ensure a shared understanding among all stakeholders.
	Term
	Definition

	AS-IS Process
	Describes the current state of a business process or system before any changes or new implementations.

	Audit Trail
	A chronological sequence of electronic records that provides documented evidence of the sequence of activities that have affected a specific operation, procedure, or event.

	Business Objectives
	Measurable goals that a business or project aims to achieve, directly linked to organizational strategy.

	Business Rules
	Statements that define or constrain some aspect of the business. They define the criteria for making decisions and dictate how a business operates.

	Change Control Board (CCB)
	A formal group responsible for reviewing, evaluating, approving, delaying, or rejecting changes to a project.

	Compliance
	Adherence to a set of rules, standards, laws, or regulations.

	Constraint
	A limiting factor or restriction that must be considered during project planning and execution, such as budget, schedule, or technology.

	Customer Relationship Management (CRM) System
	A system designed to manage and analyze customer interactions and data throughout the customer lifecycle.

	Dashboard
	A user interface that provides a quick, visual overview of key performance indicators (KPIs), metrics, and data relevant to a specific objective or department.

	Deployment
	The process of releasing a completed software system or application into its live (production) environment, making it available to end-users.

	Feasibility Study
	An analysis that assesses the practicality of a proposed project or system, considering technical, economic, legal, operational, and scheduling aspects.

	Free-Look Period
	A specific period (e.g., 15-30 days) after an insurance policy is received by the policyholder during which they can review the terms and conditions and cancel the policy without penalty.

	Functional Requirement
	A statement describing a behavior or function of a system; it specifies what the system does.

	Integration
	The process of combining different software systems or components so that they can work together and exchange data.

	Lead Generation
	The process of identifying and cultivating potential customers for a business's products or services.

	Legacy System
	An older computer system, programming language, or application that may still be in use, but often has outdated technology and limited compatibility with newer systems.

	Misselling
	The unethical or unlawful practice of selling a product (e.g., insurance) that is unsuitable for the customer's needs or misrepresenting its features.

	Non-Functional Requirement
	A statement describing the quality attributes or characteristics of a system; it specifies how well the system performs its functions (e.g., performance, security, usability).

	Policy Administration System (PAS)
	A core insurance system used to manage the entire lifecycle of insurance policies, including underwriting, rating, issuance, and servicing.

	Process Automation
	The use of technology to automate repeatable, sequential business tasks or processes.

	Product Suitability
	The assessment process to ensure that an insurance product being sold genuinely meets the specific financial needs, objectives, and risk tolerance of the client.

	Project Sponsor
	A senior executive in the business who champions the project, provides high-level guidance, secures resources, and makes ultimate business decisions regarding the project.

	Requirement Traceability Matrix (RTM)
	A document that links requirements to test cases, design elements, and other project artifacts to ensure that all requirements are met and tested.

	Risk
	An uncertain event or condition that, if it occurs, has a positive or negative effect on a project's objectives.

	Scope Creep
	The uncontrolled expansion of project scope without adjustments to time, cost, and resources, typically occurring after a project has already started.

	Stakeholder
	Any individual, group, or organization who may affect, be affected by, or perceive itself to be affected by a decision, activity, or outcome of a project.

	System Testing
	A level of software testing where a complete and integrated software system is tested against its requirements.

	TO-BE Process
	Describes the desired future state of a business process or system after the implementation of changes or a new solution.

	Underwriting
	The process by which an insurance company assesses and evaluates the risk of insuring a particular client or asset to determine whether to accept the risk and at what premium.

	User Acceptance Testing (UAT)
	The final phase of testing where actual end-users test the software to ensure it can handle required tasks in real-world scenarios, according to specifications.

	Validation Checks
	Automated rules or algorithms embedded in a system to verify the correctness, completeness, or compliance of data inputs or processes.

	Waterfall Methodology
	A sequential project management approach in which each phase (e.g., requirements, design, development, testing) must be completed before the next phase can begin.



10.3. Related Documents
· Project Charter:
· Description: A formal document that authorizes the project and provides a high-level overview of its objectives, scope, and key stakeholders. It's often the foundational document for the project.
· Functional Requirements Specification (FRS):
· Description: A detailed document that elaborates on the functional requirements outlined in the BRD, often including detailed use cases, user stories, and acceptance criteria for each functionality.
· Non-Functional Requirements (NFRs) Document:
· Description: A dedicated document providing comprehensive details on performance, security, scalability, usability, reliability, and other quality attributes of the system. (Sometimes these are integrated into the FRS or BRD, but a separate document allows for more depth).
· System Design Document (SDD):
· Description: A technical document detailing the overall architecture of the system, including components, modules, interfaces, and data flow. It explains how the system will be built.
· Database Design Document (DDD):
· Description: Specifies the logical and physical design of the database, including entity-relationship diagrams, table structures, relationships, and data definitions.
· UI/UX Design Documents (Wireframes, Mockups, Prototypes):
· Description: Visual representations of the system's user interface and user experience, showing screen layouts, navigation, and interaction flows.
· Integration Specification Document:
· Description: Details the technical specifications for integrating the new system with existing legacy systems (e.g., CRM, PAS), including API endpoints, data formats, and communication protocols.
· Test Plan:
· Description: Outlines the scope, approach, resources, and schedule of testing activities, including unit, integration, system, and user acceptance testing.
· Test Cases:
· Description: Detailed steps and expected results for verifying specific functionalities and requirements during testing.
· User Acceptance Testing (UAT) Plan & Report:
· Description: Defines the strategy and scenarios for UAT, and the report summarizes the results and sign-off from business users.
· Requirement Traceability Matrix (RTM):
· Description: A table that maps requirements to design elements, development modules, test cases, and UAT results, ensuring that all requirements are covered and tested. This is a living document throughout the project.
· Change Management Plan:
· Description: Details the strategy for managing the human aspect of change, including communication, training, and stakeholder engagement to ensure successful adoption of the new system.
· Training Materials & User Manuals:
· Description: Documentation developed to educate end-users on how to effectively use the new system.
· Project Plan / Schedule:
· Description: A document outlining the project's tasks, timelines, resources, and milestones.
· Risk Management Plan:
· Description: A detailed plan for identifying, analyzing, and responding to project risks. (Often, a summary is included in the BRD, but the full plan is separate).
· Stakeholder Register:
· Description: A document identifying all project stakeholders, their roles, interests, influence, and communication requirements.
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