Assignment 1:
1. Please make a BRD which can be presented to the client along with complete development and resource plan.
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3. RACI Chart for This Document
R - Responsible- Responsible for creating this document.
A - Accountable - Accountable for accuracy (for example, the project manager)
S- Supports- Provides supporting services in the production of this document
C - Consulted- Provides input (such as an interviewee).
I - Information- Must be informed of any changes.
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4. Introduction
4.1. Business Goals
· To improve operational efficiency across plants and warehouses.

· To reduce product wastage caused by poor inventory visibility and expiry.

· To ensure faster delivery to customers by optimizing warehouse allocation and logistics.

· To enable real-time decision-making through reporting and analytics dashboards.

Business Objectives

· Implement a centralized inventory system for real-time stock tracking.

· Automate order fulfilment and delivery scheduling.

· Provide batch-level tracking with expiry date alerts.

· Optimize deliveries using route planning and nearest warehouse allocation.

· Deliver a scalable and secure system that integrates with existing IT infrastructure.

4. Business Rules
· Organization Policies, Procedures & Regulations

· All stock must be recorded at batch level with expiry date.

· Deliveries must be assigned from the nearest warehouse with available stock.

· Expired or near-expiry products must be flagged for clearance.

· All inventory and order updates must be logged with audit trails.

· Delivery operations must comply with FSSAI food safety regulations.

5. Background

Currently, the client relies on manual processes or fragmented systems to track inventory and manage deliveries. These practices have resulted in:

· Limited visibility into real-time stock levels.

· Increased product wastage due to expired items.

· Inefficient delivery scheduling, leading to delays.

· Lack of data-driven decision making for inventory and logistics.

This project was proposed to digitize and centralize operations, bringing efficiency, cost savings, and enhanced customer satisfaction.

6. Project Objective

· To design and implement a software solution that integrates manufacturing plants and warehouses.

· To ensure real-time visibility of inventory across all locations.

· To provide quickest possible delivery by automating order allocation and route optimization.

· To align IT systems with business strategy for scalability and long-term sustainability.

· To support integration with third-party logistics providers and existing ERP systems (if any).

7. Project Scope
In Scope Functionality

· Centralized inventory management across all plants and warehouses.

· Batch-level tracking of products with expiry alerts.

· Automated order allocation from nearest stock location.

· Route optimization and delivery scheduling.

· Mobile app for delivery personnel with real-time updates.

· Role-based access control (Admin, Warehouse Manager, Delivery Manager).

· Reports & dashboards (inventory, wastage, sales, delivery performance).

Out of Scope Functionality

· HR & Payroll modules.

· Financial accounting system.

· E-commerce customer ordering platform.

· Marketing and promotional management.

8. Assumptions

· Internet connectivity will be available at all plants and warehouses.

· End users will be trained before system implementation.

· Client will provide access to legacy data for migration.

· Logistics partners will allow API-based integration.

9. Constraints

· Timeline: The system must be delivered within 6 months.

· Budget: Maximum budget allocation of $160,000.

· Technology: System must run on existing IT infrastructure.

· Compliance: Must adhere to food industry safety regulations (FSSAI).

10. Risks

1. Technological Risks

There is a risk that the new inventory and delivery management software may face performance bottlenecks, downtime, or compatibility issues with existing infrastructure. This could lead to delays in delivery or inaccurate inventory tracking.

Avoid: Select proven, scalable technologies and thoroughly evaluate infrastructure requirements in advance.
Mitigate: Conduct rigorous testing (unit, integration, load testing) before deployment and plan regular maintenance.
Transfer: Host the system on a cloud provider with SLA guarantees for uptime and performance.
Accept: Accept minor post-launch issues such as bugs or system slowdowns during peak loads, and resolve them gradually.

2. Skills Risks

There is a risk of not having staff with the required expertise in mobile app development, cloud integration, or data migration, which may delay delivery.

Avoid: Hire resources with proven expertise at the start of the project.
Mitigate: Provide training to existing staff and allocate sufficient time for a learning curve.
Transfer: Outsource specific development tasks to specialized vendors if internal expertise is lacking.
Accept: Accept slower progress in less critical areas while internal teams upskill.

3. Political Risks

The project could be affected by changes in government policies, such as new regulations for food safety, digital transactions, or data privacy. Sudden legal changes may require modifications to the system, increasing costs and delays.

Avoid: Stay updated on upcoming regulatory or political changes during the project lifecycle.
Mitigate: Build flexible system features that can be easily adapted to new policies.
Transfer: Assign compliance monitoring responsibilities to the legal and regulatory team.
Accept: Accept that occasional updates may be required due to unavoidable political or legal changes.

4. Business Risks

If the project fails or is canceled midway, the company risks financial losses, wasted resources, and missed opportunities for faster deliveries and improved inventory control.

Avoid: Ensure strong alignment between business goals and project scope from the start.
Mitigate: Develop a phased implementation plan to achieve partial business value even if full deployment is delayed.
Transfer: Secure external investors or partnerships to share financial risks.
Accept: Accept that sunk costs may occur if project cancellation becomes inevitable.

5. Requirements Risks

There is a risk that requirements may not be fully captured or may be misinterpreted, leading to rework, scope creep, or customer dissatisfaction.

Avoid: Involve all stakeholders early in requirement gathering and validation.
Mitigate: Use requirement traceability, workshops, and prototypes to validate user expectations.
Transfer: Assign requirement sign-off responsibility to business stakeholders before development begins.
Accept: Accept that minor requirement changes may arise during development and address them through change management.

6. Other Risks

- Data Security Risk – Sensitive customer and business data could be exposed to cyber threats, leading to reputational damage.

Avoid: Implement encryption, role-based access, and multi-factor authentication.
Mitigate: Regularly update patches, conduct audits, and perform penetration testing.
Transfer: Use cyber insurance or third-party security monitoring services.
Accept: Accept minor risks such as phishing attempts, while maintaining strong monitoring.

- Infrastructure Risk – Warehouses in remote areas may face connectivity issues, affecting real-time updates.

Avoid: Deploy offline-first features that sync automatically when internet access is restored.
Mitigate: Provide backup servers and redundant systems.
Transfer: Depend on third-party IT providers for guaranteed uptime.
Accept: Accept minor delays in data synchronization in extremely remote regions.

- Seasonal Demand Risk – Demand spikes during summer and festivals may overload the system or delay deliveries.

Avoid: Anticipate seasonal demand and plan capacity upgrades in advance.
Mitigate: Use cloud auto-scaling and stock buffers in warehouses.
Transfer: Outsource additional deliveries to third-party logistics providers during peak demand.
Accept: Accept that in extreme cases, some orders may face delays, compensated with discounts.

11. Development & Resource Plan

Project Timeline (Waterfall Approach)
· Requirement Gathering & Analysis: 2 weeks
· System & Database Design: 3 weeks
· Development: 8 weeks
· Testing (Unit, System, UAT): 4 weeks
· Deployment & Training: 2 weeks
· Total Duration: ~19 weeks (~5 months)

Resource Plan

· 1 Business Analyst (Requirements, BRD, client coordination)
· 1 Project Manager (Planning, execution, monitoring)
· 1 System Architect (System design & integrations)
· 2 Backend Developers (Core logic, database, APIs)
· 1 Frontend Developer (UI for dashboards, web app)
· 1 Mobile App Developer (Delivery app)
· 2 QA Testers (Functional, performance, UAT)
· 1 DevOps Engineer (Deployment, CI/CD, monitoring)

8. Business Process Overview

1) Requirement gathering- Where the elicitation technique has been applied, like brainstorming, focus grouping, observations, JAD Session for requirement gathering, Use case Specification, stakeholder analysis (RASCI Matrix), sort requirements, and prioritize requirements

2) Requirement Analysis- Made use case diagrams, prepared function Requirements from Business requirements, took sign-off on SRS, and prepared RTM from SRS

3) Design- Once the requirement analysis is done, move forward on the Design stage. In this stage, make a Prototype, create Activity diagrams, create an architecture, and a database schema. In this stage, DB architecture uses persistence classes and comes up with ER Diagram and a DB Schema. The GUI Designer will look into the transient class and design all possible Screens.

4) Development- In this Phase, organize JAD sessions and clarify queries of the technical team during coding, Update end-user manuals, and developers refer diagram for development.
Testing- In this stage, Test cases are prepared from use cases, high-level testing is performed, prepare UAT and RTM. Take signoff from client.

5) Deployment and Implementation- Forward RTM to the client or the which should be attached to the Project closure documents. Coordinate to complete and share end-user Manuals, Plan training sessions for end users, and prepare lessons learned from the project.

Requirement Gathering and Planning: 2 months
Design and Development: 7 months
Testing and Training: 2 months
Deployment and Go-Live: 1 month


This section explains the overall process flow for inventory management and delivery in both the existing (AS-IS) system and the recommended (TO-BE) system.

8.1 Legacy System (AS-IS)

Currently, the company is using manual and semi-automated methods to manage inventory and deliveries. Inventory updates from manufacturing plants and warehouses are tracked using spreadsheets or disconnected systems, leading to inconsistencies and delays. Customer orders are often handled by phone or email, with limited visibility into real-time stock availability. Delivery scheduling is done manually, which often results in delayed shipments, higher logistics costs, and customer dissatisfaction.

Challenges in Legacy System:
- Lack of real-time visibility of stock across warehouses.
- Frequent stock-outs or overstock situations.
- High dependency on manual processes, leading to errors.
- No route optimization for delivery trucks, causing delays.
- Limited data analytics for demand forecasting.

AS-IS Process Flow:



8.2 Proposed Recommendations (TO-BE)

The proposed system will be an integrated Inventory and Delivery Management Software that automates stock management, order processing, and delivery optimization.

Key Features of TO-BE System:
- Centralized system for real-time inventory tracking across all plants and warehouses.
- Online order management portal and mobile app for distributors/customers.
- Automated order validation against available stock.
- Delivery route optimization to ensure quickest delivery.
- Demand forecasting using sales and seasonal trends.
- Real-time notifications and tracking for customers.
- Analytics dashboard for management decision-making.

TO-BE Process Flow:



9. Business Requirements

The following business requirements have been elicited from stakeholders. They are categorized by priority and functional area.

9.1 Functional Requirements

High Priority:

· FR1: The system must provide real-time inventory visibility across all warehouses.
· FR2: The system must allow customers/distributors to place orders via web and mobile.
· FR3: The system must automate order allocation to nearest warehouse.
· FR4: The system must provide route optimization for delivery vehicles.
· FR5: The system must support real-time tracking of deliveries.

Medium Priority:

· FR6: The system should provide demand forecasting and stock replenishment suggestions.
· FR7: The system should generate automated alerts for low stock.
· FR8: The system should integrate with financial systems for invoicing.

Low Priority:

· FR9: The system should allow promotional discounts and schemes management.
· FR10: The system should provide multilingual support.

9.2 Non-Functional Requirements

· NFR1: The system must be highly available (99.9% uptime).
· NFR2: The system must support scalability to handle seasonal demand spikes.
· NFR3: The system must ensure secure transactions with encryption and role-based access.
· NFR4: The system must provide a fast response time (less than 2 seconds per transaction).
· NFR5: The mobile app must work offline and sync automatically when the internet is available.

10. Appendices

10.1 List of Acronyms

BRD – Business Requirement Document
FR – Functional Requirement
NFR – Non-Functional Requirement
RTM – Requirement Traceability Matrix
SLA – Service Level Agreement

10.2 Glossary of Terms

Inventory Management: The process of tracking goods from production to storage to sale.
Route Optimization: The process of determining the most efficient path for deliveries.
Demand Forecasting: Predicting customer demand using historical data and trends.
Stock-out: A situation where inventory is completely depleted.

10.3 Related Documents

Stakeholder Analysis Document
Use Case Specification Document
Requirement Traceability Matrix (RTM)
Project Plan & Resource Allocation Document



2) Prepare process flow diagram using your imagination.






Assignment 2:
1) Write an introduction letter to a client introducing yourself as a business analyst in charge of working with the client and his team to start the business understanding process.

Answer:-

Subject: Introduction – Business Analyst for Your Project

Dear ABC, 

I hope this message finds you well.

My name is Shital Kadam, and I will be working as the Business Analyst on your project. I will be the primary point of contact between your team and our development team. My role is to collaborate with you and your stakeholders to gather and analyze business requirements, ensure that your goals are clearly understood, and translate them into functional specifications for our technical team.

Over the coming weeks, I will work closely with you to understand your business processes, goals, challenges, requirements, and expectations. This will help us design a solution that not only meets your needs but also delivers long-term value.

I look forward to starting the business understanding process with you and your team. Please feel free to share any initial thoughts, documents, or concerns you may have, as they will help us build a strong foundation for the project.

Thank you for the opportunity to collaborate. I am excited to work together and contribute to the success of this project.

Warm Regards,
Shital Kadam
Business Analyst
9595652789






2. Prepare a brief BRD and SRS for a project- Horoscope or Ticketing system or online store.

1. Document Revisions

	Date
	Version Number
	Document Changes

	05/02/2025
	0.1
	Initial Draft

	10/02/2025
	0.1
	Added stakeholder list and RACI chart

	15/02/2025
	0.1
	Revised requirements based on feedback

	20/02/2025
	0.1
	Final version approved by client



2. Approvals
	Role
	Name
	Title
	Signature
	Date

	Project Sponsor           
	Mr. Amit Ananpara
	CEO, Innoplexus Consulting Service
	A. Ananpara
	27-01-2025

	Business Owner     
	Mr. Gaurav Tripathi
	Co-founder, Innoplexus Consulting Service
	G. Tripathi
	27-01-2025

	Project Manager
	Mrs. Pooja Palkar
	Project Manager, Innoplexus Consulting Service
	P. Palkar
	28-01-2025

	System Architect
	Mr. Vishal Suryawanshi 
	Lead System Architect
	V. Suryawanshi 
	30-01-2025

	Development Lead
	Mr. Karan Kale
	Senior Software Engineer
	K. Kale
	02-02-2025

	User Experience 
	Mr. Rahul Jadhav
	UX Lead
	R. Jadhav
	06-03-2025

	Lead
	Mr. Kamlesh Patil
	QA Manager
	A. Kadam
	10-02-2025

	Quality Lead
	Mrs. Rupa Patil
	Content Strategist
	R. Patil
	14-02-2025




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 describes the full list of codes used in the table:
Codes Used in RACI Chart
 *-Authorize - Has ultimate signing authority for any changes to the document.
R - Responsible- Responsible for creating this document.
A - Accountable - Accountable for accuracy (for example, the project manager)
S- Supports- Provides supporting services in the production of this document
C - Consulted- Provides input (such as an interviewee).
I - Information- Must be informed of any changes.
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4. Introduction
4.1. Business Goals
· Streamline the customer support process by providing a centralized platform for tracking and managing support tickets.

· Enhance communication between customers and support teams.

· Improve customer satisfaction by ensuring timely ticket resolution.

2. Business Objectives

· Automate the creation and tracking of customer tickets.

· Ensure proper categorization and prioritization of issues.

· Enable workload balancing through automated ticket assignment.

· Provide dashboards and reports for monitoring agent performance.

· Ensure transparency in customer query resolution with real-time status updates.

4.3. Business Rules 

· Each customer issue/request must generate a unique ticket ID.
· Tickets must be categorized (Incident, Service Request, Complaint, Query).
· Ticket priority must be defined based on urgency and impact (High, Medium, Low).
· Tickets should be escalated automatically if SLA timelines are breached.
· Only authorized agents and managers can modify or close tickets.

4.4. Background

Currently, customer service teams rely on manual tracking of requests through emails and spreadsheets, leading to delays, mismanagement, and lack of accountability. A ticketing system is required to improve efficiency, response time, and customer satisfaction.

4.5. Project Objective

To develop a centralized, automated ticketing system that allows customers to raise issues, track progress, and receive timely resolutions, while support agents manage and resolve issues efficiently.


4.6. Project Scope
4.6.1. In Scope Functionality

In-Scope:
· User registration and login
· Ticket creation and tracking
· Support agent and admin dashboards
· Ticket categorization and prioritization
· Notifications via email and in-app
· SLA management

Out-of-Scope:
· Integration with third-party CRM tools (Phase 2)
· Mobile application version
· AI-based ticket classification

5. Assumptions

· Customers will have access to the internet to raise and track tickets.

· Customer support staff will be trained on using the system.

· The organization will provide necessary infrastructure (devices, connectivity).

· Ticket volume will not exceed initially estimated 50,000 per month.

· SLAs and priority rules will be defined by the business team.

· Third-party integrations (CRM, ERP) may be considered in later phases.

6. Constraints

· Budget Constraint – The project must be delivered within the approved budget allocated by the client.
· The project must be completed within 12 months, including all phases (requirement gathering to go-live).
· The system must support 24/7 uptime with high availability and failover support.
· The system must comply with data privacy regulations (e.g., GDPR, local IT laws).
· The UI/UX must be responsive and user-friendly, accessible across devices (desktop, tablet, mobile).
· Must support SLA tracking, escalation matrix, and reporting dashboards.
· The system should be scalable to handle increased ticket volume and user base in the future.
· Audit trails and logs must be maintained for all actions within the system.
· Must include role-based access control to ensure data security and authorization.
· Performance benchmarks should ensure ticket creation, update, and response happen within acceptable latency.

7. Risks
7.1. Technological Risks

- Integration issues with existing customer support tools (email, CRM, chat).
Mitigate – Perform early compatibility testing, allocate buffer time for integration.

- System downtime or poor performance under heavy load.
Avoid/Mitigate – Deploy on scalable cloud infrastructure with 99.9% uptime SLA.

7.2. Skills Risks

- Lack of trained agents to use the new ticketing system effectively.
Mitigate – Conduct training workshops and provide user manuals.

- Limited IT support staff for system customization or troubleshooting.
Transfer/Mitigate – Engage vendor support team under AMC (Annual Maintenance Contract).

7.3. Political Risks

- Resistance from internal teams used to manual processes.
Mitigate – Engage stakeholders early, conduct change management sessions.

- Management priority shifts to other projects.
Accept/Mitigate – Ensure executive sponsorship and regular updates to leadership.

7.4. Business Risks

- Low adoption rate among customers (customers continue emailing instead of using portal).
Mitigate – Create awareness campaigns, incentivize portal usage.

- Project cancellation due to budget constraints.
Avoid – Secure budget approval upfront, phased implementation to control costs.

7.5. Requirements Risks

- Incorrectly captured or prioritized SLA requirements.
Mitigate – Validate requirements with stakeholders, use RTM (Requirement Traceability Matrix).

- Scope creep (adding unplanned features).
Avoid/Mitigate – Formal change request process, approval by steering committee.

7.6. Other Risks

- Network outages impacting customer access.
Transfer/Mitigate – Ensure reliable ISP, cloud vendor SLA, and backup connectivity.

-  Regulatory compliance issues (GDPR, data privacy violations).
Avoid/Mitigate – Conduct compliance audits, encrypt data, follow regulatory standards.

8. Business Process Overview

1) Requirement gathering- Where the elicitation technique has been applied, like brainstorming, focus grouping, observations, JAD Session for requirement gathering, Use case Specification, stakeholder analysis (RASCI Matrix), sort requirements, and prioritize requirements

2) Requirement Analysis- Made use case diagrams, prepared function Requirements from Business requirements, took sign-off on SRS, and prepared RTM from SRS

3) Design- Once the requirement analysis is done, move forward on the Design stage. In this stage, make a Prototype, create Activity diagrams, create an architecture, and a database schema. In this stage, DB architecture uses persistence classes and comes up with ER Diagram and a DB Schema. The GUI Designer will look into the transient class and design all possible Screens.

4) Development- In this Phase, organize JAD sessions and clarify queries of the technical team during coding, Update end-user manuals, and developers refer diagram for development.
Testing- In this stage, Test cases are prepared from use cases, high-level testing is performed, prepare UAT and RTM. Take signoff from client.

5) Deployment and Implementation- Forward RTM to the client or the which should be attached to the Project closure documents. Coordinate to complete and share end-user Manuals, Plan training sessions for end users, and prepare lessons learned from the project.

Requirement Gathering and Planning: 2 months
Design and Development: 7 months
Testing and Training: 2 months
Deployment and Go-Live: 1 month

8.1. Legacy System (AS-IS)

Customer issues are logged via email/phone and tracked manually using spreadsheets. This leads to missed follow-ups, delays, and lack of SLA compliance.
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8.2. Proposed Recommendations (TO-BE)

· Automated ticket creation and assignment.

· SLA-based tracking with escalations.

· Dashboards for monitoring and reporting.

· Knowledge base integration for customer self-service.
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9. Business Requirements- 

Functional Requirements (FRs)

FR1: The system shall allow customers to raise tickets via web, email, and chatbot.
FR2: The system shall generate a unique ticket ID for each request.
FR3: The system shall allow ticket categorization (Incident, Request, Complaint).
FR4: The system shall assign priority levels (High/Medium/Low) based on SLA rules.
FR5: The system shall enable auto-assignment of tickets to agents.
FR6: The system shall send notifications (acknowledgment, updates, resolution).
FR7: The system shall allow ticket reassignment and escalation.
FR8: The system shall integrate with a knowledge base for FAQs/self-service.
FR9: The system shall provide manager dashboards and reports.
FR10: The system shall allow customers to track ticket status in real-time.

Non-Functional Requirements (NFRs)

NFR1: System uptime must be 99.9%.
NFR2: Response time must be <2 seconds for ticket operations.
NFR3: Support at least 5,000 concurrent users.
NFR4: Ensure data security with encryption.
NFR5: Comply with data protection regulations (GDPR, local laws).
NFR6: Provide multilingual support (English + local languages).
NFR7: Provide scalability for growing ticket volumes.

10. Appendices
10.1. Acronyms

SLA – Service Level Agreement
CRM – Customer Relationship Management
GDPR – General Data Protection Regulation

10.2. Glossary of Terms

Ticket: A digital record representing a customer issue/request.
Escalation: Process of raising ticket priority due to SLA breach.
Knowledge Base: A repository of FAQs and solutions for self-service.

10.3. Related Documents

Business Case Document
Requirement Traceability Matrix (RTM)
Use Case Specifications
System Requirements Specification (SRS)
Compliance and Security Documents





Software Requirements Specification (SRS) - Ticket Tracking System

1. Introduction- 
1.1 Purpose

The purpose of this document is to define the functional and non-functional requirements for the Ticket Tracking System. This system enables users to raise tickets, support agents to resolve them, and administrators to monitor and manage the overall ticket lifecycle.

1.2 Scope

This system will be used by three types of users: End Users (to raise tickets), Support Agents (to manage tickets), and Admins (to configure settings and view reports). The application will be accessible via web browser and designed to handle different departments and issue type.

1.3 Resources- 

People- Project Team Members: Business Analysts, Neurologists, UX/UI Designers, Software Developers, QA Engineers, Project Managers, IT Support. Product Owner.

Time - 
Estimated project timeline: 12 months.
Requirement Gathering & Planning: 2 months
Design & Development: 7 months
Testing & Training: 2 months
Deployment & Go-Live: 1 month
Budget - Total Estimated Budget: Rs. 9,500,000
Development Costs: Rs. 50,00,000
Hardware & Infrastructure: Rs. 1,000,000
Software & Licensing: Rs. 1,000,000
Training & Support: Rs. 15,00,000
Marketing & Launch: Rs. 1,000,000

2. Functional Requirements

	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	User Registration
	System shall allow users to register with email and role selection (user/admin).
	High

	FR0002
	Ticket Creation
	System shall allow users to create tickets with category, description, and priority.
	High

	FR0003
	Multi-Channel Support
	System shall support ticket creation via web, mobile app, and email.
	High

	FR0004
	Ticket Assignment
	System shall automatically assign tickets to agents based on workload and category.
	High

	FR0005
	SLA Management
	System shall provide SLA timers and highlight overdue tickets.
	High

	FR0006
	Ticket Escalation
	System shall escalate tickets automatically based on priority and resolution time.
	Medium

	FR0007
	Notifications
	System shall notify users and agents of status changes in real-time.
	High

	FR0008
	File Attachments
	System shall allow users to attach files (images, PDFs, documents) to tickets.
	Medium

	FR0009
	Ticket Search & Filters
	System shall provide tagging, filtering, and keyword search of tickets.
	Medium

	FR0010
	Dashboard & Reporting
	System shall provide dashboards and analytics for admins and agents.
	High




Non-Functional Requirements

	Req ID
	Req Name
	Req Description
	Priopity

	NFR0001
	Security & Privacy
	System shall ensure data privacy, encryption, and role-based access control.
	High

	NFR0002
	Performance
	System shall handle at least 1000 concurrent users without performance issues.
	High

	NFR0003
	Availability
	System shall ensure 99.9% uptime to support continuous operations.
	High

	NFR0004
	Scalability
	System shall scale horizontally to support growth in ticket volume.
	Medium

	NFR0005
	Usability
	System shall provide a user-friendly and intuitive interface for all users.
	Medium

	NFR0006
	Reliability
	System shall ensure no data loss during failures with backup and recovery.
	High

	NFR0007
	Compliance
	System shall comply with GDPR and relevant data protection regulations.
	High

	NFR0008
	Maintainability
	System shall allow easy updates, bug fixes, and enhancements with minimal downtime.
	Medium

	NFR0009
	Response Time
	System shall respond to user actions within 2 seconds under normal load.
	High

	NFR0010
	Audit Logging
	System shall maintain detailed logs of all system and user activities.
	Medium



3. Assumptions

· Customers will have access to the internet to raise and track tickets.

· Customer support staff will be trained on using the system.

· The organization will provide necessary infrastructure (devices, connectivity).

· Ticket volume will not exceed initially estimated 50,000 per month.

· SLAs and priority rules will be defined by the business team.

· Third-party integrations (CRM, ERP) may be considered in later phases.

4. Constraints

· Budget Constraint – The project must be delivered within the approved budget allocated by the client.
· The project must be completed within 12 months, including all phases (requirement gathering to go-live).
· The system must support 24/7 uptime with high availability and failover support.
· The system must comply with data privacy regulations (e.g., GDPR, local IT laws).
· The UI/UX must be responsive and user-friendly, accessible across devices (desktop, tablet, mobile).
· Must support SLA tracking, escalation matrix, and reporting dashboards.
· The system should be scalable to handle increased ticket volume and user base in the future.
· Audit trails and logs must be maintained for all actions within the system.
· Must include role-based access control to ensure data security and authorization.
· Performance benchmarks should ensure ticket creation, update, and response happen within acceptable latency.

5. User Classes and Characteristics

End User - raises and tracks tickets.
Support Agent - handles and updates assigned tickets.
Admin - manages categories, users, and ticket settings.

6. Dependency 

User Authentication System
Database Server
Browser Compatibility
Network Connectivity


3) Make an ERD of creating a support ticket/Ticketing life cycle.
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4) User story of shopping from e-commerce.

	User Story No: 01                                              
	Tasks: User Registration
	Priority: High

	As a User
I want to Register an account
So that I Can find my desired product

	BV: 500
	CP: 03

	Acceptance Criteria:
1) User can click on register option
2) User can enter personal information 
3) User can create an account with email/phone





	User Story No: 02                                      
	Tasks: Authentication
	Priority: High

	As a User
I want to Log in with credentials
So that I can Access my account

	BV: 500
	CP: 03

	Acceptance Criteria:
1) Click on Login
2) Enter user name and password
3) Login works with correct credentials





	User Story No: 03                                              
	Tasks: Product Browsing and Search
	Priority: High

	As a User
I want to browse and search for products
So that I can Find the items I want to purchases

	BV: 500
	CP: 05

	Acceptance Criteria:
1) User can view product categories 
2) User can search by keyword 
3) Filters (price, brand, rating) are functional





	User Story No: 04                                        
	Tasks: Add items to shopping cart
	Priority: High

	As a User
I want to add products to my cart
So that I Can purchase them later

	BV: 100
	CP: 05

	Acceptance Criteria:
1) Item is added to cart successfully
2) Cart icon updates with count
3) Cart persists during session





	User Story No: 05                                             
	Tasks: Perform checkout and payment
	Priority: High

	As a User
I want to check out and make payment
So that I can complete my order and get confirmation

	BV: 500
	CP: 08

	Acceptance Criteria:
1) User can enter shipping and billing info
2) User selects payment method
3) Order summary is displayed
4) Confirmation message shown after successful payment





	User Story No: 06                                      
	Tasks: Track order status
	Priority: Medium

	As a User
I want to track the status of my order
So that I can know when it will be delivered

	BV: 100
	CP: 03

	Acceptance Criteria:
1) Order status updates available
2) Delivery date is visible
3) Tracking link or number is shown





	User Story No: 07                                  
	Tasks: Add products to Wishlist
	Priority: Medium

	As a User
I want to add products to my Wishlist
So that I can save them for future consideration

	BV: 500
	CP: 02

	Acceptance Criteria:
1) Products can be added/removed from Wishlist
2) Wishlist persists in user account
3) Option to move item from Wishlist to cart





	User Story No: 08                            
	Tasks: Submit product review
	Priority: Medium

	As a User
I want to rate and review a product
So that I can share my experience with other customers

	BV: 100
	CP: 03

	Acceptance Criteria:
1) User can leave text and star rating
2) Only verified buyers can review
3) Reviews are displayed on product pages





	User Story No: 09                           
	Tasks: Receive orders and offer notifications
	Priority: Medium

	As a User
I want to get notifications about my order and promotions
So that I can stay informed about order progress and deals

	BV: 500
	CP: 04

	Acceptance Criteria:
1) User receives order updates via email/SMS
2) Promotional offers sent if opted in
3) Notifications can be managed in account settings





	User Story No: 10                           
	Tasks: Ensure secure and reliable payment
	Priority: High

	As a User
I want to make payments through a secure gateway
So that I can protect my personal and financial information

	BV: 500
	CP: 05

	Acceptance Criteria:
1) Payment is encrypted and secure
2) Supports multiple payment options
3) User receives a payment confirmation instantly




	User Story No: 11                  
	Tasks: Manage user profile
	Priority: Medium

	As a User
I want to update my personal information
So that I can keep my profile current.

	BV: 100
	CP: 03

	Acceptance Criteria:
1) User can edit name, address, and contact
2) Changes are saved after confirmation
3) Update reflects in future orders



	User Story No: 12       
	Tasks: Cancel or modify order
	Priority: High

	As a User
I want to cancel or modify my order
So that I can make changes before it ships

	BV: 500
	CP: 05

	Acceptance Criteria:
1) Cancel option available before shipping
2) Modify quantity or address within timeframe
3) Refund initiated upon cancellation



	User Story No: 13               
	Tasks: View order history
	Priority: Medium

	As a User
I want to view my previous orders
So that I can track my shopping history

	BV: 500
	CP: 03

	Acceptance Criteria:
1) List of all past orders
2) Order details viewable (items, date, amount)
3) Reorder option available



	User Story No: 14       
	Tasks: Apply coupon codes
	Priority: High

	As a User
I want to use discount codes during checkout
So that I can save money on purchases

	BV: 100
	CP: 03

	Acceptance Criteria:
1) Coupon field available at checkout
2) Code is validated in real-time
3) Discount reflected in order summary



	User Story No: 15                  
	Tasks: Multi-language support
	Priority: High

	As a User
I want to the platform in my preferred language
So that I can navigate it comfortably

	BV: 100
	CP: 05

	Acceptance Criteria:
1) Language selector available
2) Text changes dynamically
3) Default language saved in user profile



	User Story No: 16         
	Tasks: Guest checkout
	Priority: Medium

	As a User
I want to place an order without registration
So that I can quickly complete my purchase

	BV: 100
	CP: 05

	Acceptance Criteria:
1) Guest checkout option visible
2) Guest provides minimal necessary details
3) Confirmation email sent post-order



	User Story No: 17            
	Tasks: Compare products
	Priority: Medium

	As a User
I want to compare multiple products
So that I can make an informed decision

	BV: 500
	CP: 03

	Acceptance Criteria:
1) Comparison option available on product listings
2) Products compared by features, price, and rating
3) Easy navigation between compared items



	User Story No: 18      
	Tasks: Responsive design
	Priority: High

	As a User
I want to site to work on all devices
So that I can shop from any screen size

	BV: 500
	CP: 05

	Acceptance Criteria:
1) Pages adjust to mobile, tablet, desktop
2) Navigation and buttons are touch-friendly
3) No content overlaps or UI breaks




	User Story No: 19                 
	Tasks: Loyalty rewards system
	Priority: Low

	As a User
I want to earn rewards for my purchases
So that I can I can redeem them later

	BV: 100
	CP: 03

	Acceptance Criteria:
1) Points are added after order confirmation
2) Points viewable in user profile
3) Redeemable during checkout



	User Story No: 20         
	Tasks: Manage shipping addresses
	Priority: Medium

	As a User
I want to add and manage multiple shipping addresses
So that I can choose where to send my orders

	BV: 100
	CP: 03

	Acceptance Criteria:
1) Option to add/edit/delete addresses
2) Address book available at checkout
3) Default address can be set
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