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1.4. Introduction

1.4.1. Business Goals
The goal of Creamy Delight Dairy is to create a seamless system for managing our inventory and deliveries. This means building software that provides a live, accurate view of all products—from manufacturing plants to warehouses, enabling effective demand forecasting and minimizing waste from perishable product spoilage, while maintaining ideal inventory stock levels at all times. Delivery of products to customers as fast as possible. Deploy an intelligent delivery management system that finds the quickest delivery routes and instantly assigns the orders to the nearest warehouse with available stock, enhancing logistics efficiency. The main aim is to make our customers happy by shortening order processing and delivery times, while ensuring products are delivered fresh and customers consistently receive high-quality products on time.
1.4.2. Business Objectives

The objective is to achieve market leadership and sustainable profitability for the Creamy Delight Dairy. The company will focus on achieving the business objectives through the following strategies:
· To maximize the return on investment (ROI) by significantly reducing operational expenses and waste, specifically by minimizing spoilage of perishable goods and optimizing logistics costs. The ultimate goal is to increase sales and profitability by ensuring products are always available to meet customer demand.
· To deliver a seamless and transparent customer experience that builds trust, loyalty and repeat business with its customers. This is done by ensuring quick delivery of fresh products and providing real-time order tracking.
· To enhance the customer experience and strengthen relationships with key suppliers by providing real-time order tracking. The company will also improve its raw material procurement by sharing accurate demand forecasts with suppliers, ensuring a reliable and consistent supply chain.

1.4.3. Business Rules

a) The software platform does not filter or restrict users registering for or accessing the inventory and delivery management system.
b) The Owner may provide supporting materials (documentation, data, or guides) to assist users in utilizing the system effectively.
c) Users agree that the company retains all rights to its intellectual property (IP) and will not use it unlawfully, reproduce, or distribute it without written permission.
d) If users subscribe to premium modules or purchase services within the system, they agree to pay the specified charges.

1.4.4. Background:

The Creamy Delight Dairy, a leading producer of ice-cream and milk products, operates multiple manufacturing plants and warehouses across the country. As the business expanded, managing inventory across different locations became increasingly complex. The software development project for the ice-cream and milk products Creamy Delight Dairy was initiated in early 2025 following an internal operational review conducted in late 2024. The company was experiencing significant product spoilage, particularly with its perishable ice cream and milk products, due to a lack of real-time inventory visibility across its numerous plants and warehouses. This led to overstocking in some locations and shortages in others, resulting in lost sales and increased operational costs. Furthermore, the manual, fragmented process for order fulfilment was inefficient, causing delays in delivery and a growing number of customer complaints. Recognizing that these issues were hindering growth and damaging the brand's reputation, the management team proposed a project to build a centralized software system. The project was proposed by the Head of Supply Chain (Business Owner) during a strategic planning session in January 2025, emphasizing the need for a digital solution to modernize operations. It was formally initiated in February 2025 after approval from the Chief Operating Officer (Project Sponsor), with the goal of developing an integrated IT system to address these pain points. The expected benefits are a substantial reduction in spoilage, a decrease in operational expenses, and a significant improvement in customer satisfaction through faster, more reliable deliveries. Ultimately, the project is a strategic move to optimize the supply chain and secure a competitive advantage in the market.

1.4.5. Project Objective
The primary objective of this project is to develop a comprehensive software solution that enhances operational efficiency for the ice-cream and milk products company by integrating advanced inventory management and logistics optimization capabilities. The Integrated Supply Chain Management System will be designed with the following high-level capabilities:
· Inventory Management: The system will track stock levels of raw materials and finished goods in real-time across all manufacturing plants and warehouses. It will use a First-In, First-Out (FIFO) system to manage perishable goods, minimizing spoilage.
· Logistics Optimization: It will use advanced algorithms to calculate the most efficient delivery routes, taking into account factors like traffic and multiple drop-off points, thereby ensuring the quickest possible delivery.
· Integrated Dashboard and Reporting: A user-friendly interface for stakeholders to monitor operations, generate analytics on waste reduction, delivery performance, and customer metrics, with mobile access for field teams.
· Profitability: By automating inventory tracking and implementing the FIFO method, the system will significantly reduce product spoilage, directly cutting operational costs and increasing profitability.
· Customer Satisfaction: The real-time order tracking and optimized delivery routes will lead to faster and more reliable deliveries, which is crucial for customer satisfaction in the perishable goods industry.
· Competitive Advantage: The enhanced efficiency and superior delivery service will give the company a distinct edge over its competitors in the market.

1.4.6. Project Scope: 
The project aims to develop an integrated, cloud-based software solution for the ice cream and milk products company to manage inventory across multiple manufacturing plants and warehouses and optimize delivery operations.

1.4.6.1. In Scope Functionality: 
The following functionalities will be developed as part of the current project:
· Real-Time Inventory Tracking: A system to monitor current stock levels of all raw materials, finished products (ice cream, milk), and packaging across all manufacturing plants and warehouses.
· Centralized Database: A single, unified database to store all inventory, order, and customer data, accessible to authorized personnel from any location.
· Automated Reordering: Functionality to automatically generate purchase orders for raw materials when stock levels fall below a predefined threshold.
· Warehouse Assignment: A feature that automatically identifies and assigns an incoming order to the nearest warehouse with available inventory.
· GPS-Enabled Order Tracking: Mobile application for drivers to view routes, scan deliveries, and report issues, with customer-facing tracking and ETA notifications.

1.4.6.2. Out Scope Functionality: 
The following functionalities are not included in the current phase of the project:
· Production Planning and Scheduling: The system will not manage the manufacturing process or create production schedules. 
· Multi-country operations support: The current system limited to domestic operations no international plans for now
· Supplier Relationship Management (SRM): No integration with external vendor/supplier systems for automated procurement.
· Advanced Analytics and AI/ML : The system will not include complex Advanced AI/ML-based demand forecasting (to be considered in future phases).
· Fleet Maintenance and Management: The software will not track vehicle maintenance schedules, fuel consumption, or driver performance metrics.































1.5. Assumptions

1. All warehouses and manufacturing plants have reliable internet connectivity for real-time inventory updates.
2. The company’s delivery vehicles are equipped with GPS-enabled devices for real-time tracking and integration with mapping APIs (e.g., Google Maps )
3. Historical sales data and seasonal demand patterns are available and sufficient for demand forecasting models.
4. The project assumes that stakeholders and end-users (e.g., warehouse staff, delivery drivers, and managers) will be available and receptive to training on the new software.
5. Regulatory and compliance requirements related to food safety and cold-chain logistics are already being met by the company.









































1.6. Constrains

1. The project must be completed within a defined within 6 months’ timeline and budget of ₹500,000, as approved by the Project Sponsor, limiting the scope to core inventory and delivery functionalities.
2. Mobile app (if developed) will be limited to Android devices in the current phase.
3. The new software must be developed using technologies that are compatible with the company's existing IT infrastructure to minimize future maintenance and integration issues.
4. The system must handle high transaction volumes during peak seasons (e.g., summer) without performance degradation, requiring robust scalability.
5. Data storage and processing must comply with national data protection regulations.




















1.7. Risks

The following risks that could impact the success or failure of the software development project for inventory management and delivery optimization for the ice-cream and milk products company. Here's a breakdown of potential risks that could affect the project, along with a description, likelihood, potential cost, and a recommended handling strategy for each:
Technological Risks
Risk: The chosen technology stack for the new system is not compatible with our existing ERP and e-commerce platforms, leading to major integration challenges.
Likelihood: Low
Impact: High (costly delays, need for specialized external consultants).
Strategy: Mitigate – We will conduct a thorough proof-of-concept (POC) with our existing systems before any major development begins. This will validate compatibility and identify any potential issues early in the project.
Skills Risks
Risk: Insufficient UX Design Skills in Business Analyst
Likelihood: Low
Impact: Medium (poor UX could reduce user adoption, requiring rework costing $20K-$40K)
Strategy: Mitigate – Providing UX training to the Business Analyst and consulting external UX experts for dashboard design reviews.
Political Risks
Risk: Changes in government regulations on food safety, logistics, or data protection may affect system compliance.
Likelihood: Low
Impact: High (System redesign or additional compliance features required).
Strategy: Transfer – Engage compliance/legal team to track regulation changes and update requirements.
Business Risks
Risk : Project Cancellation Due to Budget Overruns
Likelihood: Low
Impact: High (cancellation would result in ₹100K-₹500K sunk costs and lost operational improvements)
Strategy: Avoid – implementing strict budget monitoring and phased development (MVP first) to demonstrate early value.
Requirements Risks
Risk: The requirements for the demand forecasting module were not correctly captured, resulting in a model that provides inaccurate predictions.
Likelihood: Medium
Impact: Medium (wasted development effort, need for rework, potential for overstocking or shortages).
Strategy: Mitigate – We will perform a series of usability and validation workshops with the business owners and stakeholders to ensure the forecasting logic is aligned with their expectations. We will also use agile methodologies to allow for iterative development and frequent feedback.
Other Risks
Risk: Poor internet connectivity at remote warehouses may disrupt real-time inventory updates.
Likelihood: High
Impact: Medium (Data inaccuracies and delays in decision-making).
Strategy: Mitigate – Provide offline data capture with sync capability when network is restored.


1.8. Business Process Overview

1.8.1. Legacy System (AS-IS)

· Demand forecasting is done manually by analyzing historical sales data, often leading to overstocking or stockouts, especially during peak seasons like summer.
· The system is not fully integrated with downstream systems such as CRM, collections, or compliance tools, resulting in silos and inefficiencies.
· The order is manually entered into a spreadsheet or a basic database. A warehouse manager, without real-time visibility of inventory at other locations, will check their local stock. If the product is available, they will manually print a pick list.
· Compliance with food safety regulations (e.g., HACCP) is maintained through manual audits, which are time-consuming and prone to errors.
· The delivery driver updates the status of the order via phone call or text message to a central team.

1.8.2. Proposed Recommendations (TO-BE)

· All orders, whether from the e-commerce site or a sales representative, will be automatically routed to the new system and processed instantly.
· Replaces monthly spreadsheet reports with real-time analytics, enabling proactive decisions
· The delivery vehicle's GPS will feed real-time location data back to the system. This allows the customer and the company's internal teams to track the order's progress and estimated time of arrival.
· The warehouse manager receives a digital notification on their system. The pick list is automatically generated and sent to a mobile device used by the warehouse staff, ensuring accuracy.
· Upon delivery, the driver can use their mobile device to get a digital signature or take a photo as proof of delivery. This automatically updates the order status in the system, and a confirmation is sent to the customer.













1.9. Business Requirements

	Req ID
	Requirement
	Description
	Priority
	Reference Material

	BR0001
	Real-time Stock Tracking
	The system must provide a real-time dashboard displaying current stock levels of all products in each plant and warehouse.
	High
	Project Scope (In Scope Functionality)


	BR0002
	Batch & Expiry Management

	The system must generate automated alerts for products nearing expiration or deviating from required storage conditions (e.g., temperature).
	High
	Use Case: Stock Level Alerts


	BR0003
	FIFO Inventory Rotation
	The system must implement a First-In, First-Out (FIFO) rule for perishable products to ensure older stock is shipped first.
	High
	Business Goals (Optimized Inventory Control)

	BR0004
	Demand Forecasting
	The system should provide an analytics tool to predict future demand for products based on historical sales data.
	Medium
	Use Case: Predictive Analytics

	BR0005
	Automatic Order-to-Warehouse Assignment
	The system must assign customer orders to the nearest warehouse with available stock based on proximity and inventory levels.
	High
	Use Case: Order Assignment


	BR0006
	Access Control
	Warehouse staff, managers, and admins should have role-based system access.
	High
	Use Case: User Roles


	BR0007
	Customer ETA Notifications
	The system must send delivery ETAs to customers via SMS or app notifications, with real-time tracking capabilities.
	Medium
	Project Scope (In Scope Functionality)


	BR0008
	Delivery Confirmation
	The system must record and store digital proof of delivery, such as a signature or photo, upon order completion.
	Medium
	Use Case: Delivery Management


	BR0008
	Mobile Compatibility
	The customer-facing portal and delivery driver interfaces must be fully responsive and optimized for mobile devices.

	Medium
	Non-Functional Requirement


	BR0009
	System Performance
	The system's architecture should be scalable to handle a 30% increase in daily order volume without a drop in performance.
	High
	Non-Functional Requirement


	BR0010
	24/7 Availability
	The system must be available 24 hours a day, 7 days a week, with planned downtime minimized to less than 1% annually.
	High
	Non-Functional Requirement

	BR0011
	Data Encryption
	All sensitive customer and business data must be encrypted both at rest and in transit.
	High
	Non-Functional Requirement


	BR0012
	CRM Integration
	Orders must sync with CRM to maintain customer relationship records.
	Medium
	CRM Docs


	BR0013
	Data Reporting
	The system must generate daily, weekly, and monthly reports on inventory levels, delivery performance, and spoilage rates.
	Medium
	Use Case: Reporting


	BR0014
	Multi-location Support
	. The system must be able to manage inventory and logistics for an unlimited number of plants and warehouses.
	Medium
	Use Case: Scalability


	BR0015
	Food Safety Compliance
	The system must maintain audit logs and temperature records to comply with food safety regulations (e.g., HACCP).
	High
	Assumptions (Regulatory Compliance), HACCP Guidelines

































1.10. Development and Resource Plan

Phase 1: Discovery & Design (4 weeks)
· Finalized Business Requirements Document (BRD).
· Software Requirements Specification (SRS).
· ERD and process flow diagrams.
· System architecture design.
· UI/UX wireframes for client portal and staff dashboard.
Phase 2: Core Module Development (12 weeks)
· Develop key modules: Ticket Management, User Authentication, Reporting Dashboard.
· Implement workflow automation for ticket assignment and escalation.
· Database design and API development for internal data flow.
Phase 3: Integration & Advanced Features (6 weeks)
· Integration with the KDK support system for ticket escalation.
· Implementation of the SLA monitoring and alerting system.
· Development of reporting dashboards for key metrics.
· Integration with an email service for automated notifications.
Phase 4: Testing & Quality Assurance (4 weeks)
· Unit Testing for individual modules.
· System Integration Testing to ensure seamless data flow.
· User Acceptance Testing (UAT) with stakeholders.
Phase 5: Deployment & Support (2 weeks)
· Deployment plan and successful system deployment.
· Training materials and sessions for the Datakosh maintenance team.
· Handover to the support and maintenance team.
· Initial post-launch support and bug fixes.

Resources are allocated based on full-time equivalents (FTE) to ensure efficient execution. The team composition leverages the approved roles, with a focus on expertise in supply chain software, perishable goods handling, and logistics tech. Total estimated team size: 12 FTE over the project duration, with scaling as needed per phase (e.g., more developers in Phase 2).
· Project Manager: 1 (Sandeep Khanna) – Oversees timelines, budgets, and stakeholder communication.
· Business Analyst: 1 (Avi) – Gathers requirements, analyzes business processes, and ensures alignment with company needs.
· System Architect: 1 (Priya Nair) – Designs the overall architecture and ensures scalability for multi-location operations.
· Development Lead: 1 FTE (Arjun Malhotra) – Leads coding efforts and mentors developers.
· Developers: 4 (Backend: 2, Frontend: 1, Integration Specialist: 1) – Builds core modules, APIs, and integrations using specified technologies.
· Quality Lead: 1 (Vivek Reddy) – Manages testing strategies and quality assurance processes.
· QA Engineers: 2 FTE – Executes tests, automates scripts, and verifies system reliability.





1.11. Appendices

1.11.1. List of Acronyms
SLA – Service Level Agreement
CRM – Customer Relationship Management 
SRM – Supplier Relationship Management
ERP – Enterprise Resource Planning
GPS – Global Positioning System (for tracking purpose) 
ETA – Estimated Time of Arrival
ROI – Return On Investment
FIFO – First In First Out
POC- Proof Of Concept

1.11.2. Glossary of Terms
Creamy Delight Dairy – The name of the company that manufacture ice-cream and milk products and have manufacturing plants and warehouses in various parts of the country.

1.10.3. Related Documents
Business Requirement Document (BRD)
Functional Requirement Document (FRS)

































2. Prepare process flow diagram using your imagination
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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.

Subject: Introduction as Your Business Analyst
Dear Mr. Ganesh,
I hope this letter finds you well.
My name is Avinab, and I am delighted to introduce myself as the Business Analyst assigned to work with you and your team for this project. My role is to collaborate closely with you to understand your business objectives, challenges, and requirements, and to ensure these are accurately captured and translated into actionable solutions.

With a background in business analysis and a passion for driving successful projects, I am excited to collaborate with you to identify your needs, streamline processes, and uncover opportunities for growth. My approach is centered on open communication, thorough discovery, and tailored solutions that reflect your unique business context.

To begin, I would like to schedule a brief kickoff meeting with you and your key stakeholders. During this meeting, we can discuss the project in more detail, clarify our shared goals, and outline the next steps for our collaboration. Please let me know what time works best for your team.

Please feel free to reach out to me directly at avinab.das@xyz.com or +91 8967453245 with any questions or to arrange a convenient time for our first discussion. I am eager to build a strong partnership and contribute to the success of your project.

Thank you for entrusting us with this opportunity. I look forward to working together.

Best regards,
Avinab Ashish Das
Business Analyst
+91 8967453245


















2. Prepare a brief BRD and SRS for a project- Ticketing system.
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2.4. Introduction

2.4.1.  Business Goals
Datakosh Fintech Pvt. Ltd. aims to revolutionize the loan processing system in the Indian banking sector, particularly for small co-operative banks and NBFCs, by offering an AI-powered solution that streamlines verification and risk assessment. The company’s primary business goal is to streamline the loan approval process, reducing processing time and mitigating risks associated with fraudulent documentation, such as fake IT returns, manipulated GST returns, and incorrect business proofs. By leveraging tools like KYC analysis, ITR and GST return verification, bank statement analysis, and legal dispute tracking, Datakosh provides a comprehensive system for accurate borrower evaluation.
Datakosh Solution, the company seeks to enhance the accuracy and reliability of loan applicant verification, thereby reducing NPAs, strengthening compliance with RBI regulations, and restoring public confidence in vulnerable financial institutions. By offering remote access to analytical reports in user-friendly formats like Excel and PDF, Datakosh aims to improve customer service, ease system integration, and enable banks to make informed lending decisions. Ultimately, the company’s goal is to prevent financial distress in co-operative banks and NBFCs, reduce the likelihood of forced mergers or license cancellations, and foster a more resilient and trustworthy banking ecosystem in India.

2.4.2. Business Objectives
The business objectives of Datakosh Fintech Pvt. Ltd. are:
· Streamline Loan Processing: Enhance the efficiency of the loan approval process in small co-operative banks and NBFCs by reducing processing time and eliminating unnecessary delays.
· Reduce Fraud and NPAs: Mitigate financial fraud through AI-powered verification of documents such as PAN/Aadhaar, IT Returns, GST Certificates, and Bank Statements to minimize fake documentation and reduce Non-Performing Assets (NPAs).
· Enhance Verification Accuracy: Provide comprehensive tools like KYC Analyzer, ITR Analysis, GSTR Analysis, Bank Statement Analysis, MCA Data Analysis, and Legal Case & Dispute Details to ensure accurate and reliable applicant vetting. Apart from this our new feature is authenticated retrieval of "Original ITR", "Original GSTR" directly from government-authorized sources, without requiring applicants to share their login credentials through token/OTP verification.
· Strengthen Regulatory Compliance: Support banks in adhering to RBI regulations by improving controls and checks, thereby preventing forced mergers, license cancellations, and financial vulnerabilities.
· Improve Public Confidence: Increase trust in the banking system by reducing fraud related risks and enhancing the reliability of loan processes.
· Facilitate User-Friendly Solutions: Deliver analytical reports in accessible formats (Excel and PDF) with remote access, ensuring ease of use, seamless system integration, and improved customer service for financial institutions.
2.4.3. Business Rules
a. “Access Fee” means the agreed fee payable at a predetermined interval (includes taxes and duties) by you for the limited right to use the Licensed Software on terms and conditions set out in this Agreement.
b. “Authorized Device(s)” means a device(s) owned, leased, or otherwise controlled by the Member from which it shall subscribe to or use the Licensed Software for its use as per the terms and conditions set out in this Agreement.
c. “Documentation” means explanatory materials in printed, electronic, or online form accompanying the Licensed Software in English and other languages, if available.
d. “Licensed Software” means any software which the Member subscribes to on Our Website and avails the right to use the same on payment of Access Fee to DataKosh Fintech Pvt. Ltd. solution.

2.4.4.  Background
The Datakosh Ticketing System Project was proposed and initiated on March 21, 2024, as a direct follow-up to the ITR/GSTR Original PDF Project, where a key risk was identified: potential instability, structural changes, or prolonged downtime in KDK Solutions’ API, which could disrupt document fetching and lead to delays in loan processing for banking and NBFC clients. To address this, the "Ticketing System" was proposed to provide a structured way to handle and resolve these issues. The expected benefit is to ensure business continuity, improve client satisfaction by providing a clear support channel, and enhance overall operational efficiency by streamlining communication between Datakosh's maintenance team and the KDK support team.

2.4.5. Project Objective
The primary objective of the Ticketing System project is to implement a comprehensive solution for managing client support tickets effectively. The system will streamline the process of ticket creation, tracking, resolution, and closure.
· The product will be a system designed to handle support tickets, ensuring seamless communication between clients, the Datakosh support team.
· The system will improve the overall efficiency of client support operations by providing features for monitoring service level agreement (SLA) compliance, advanced reporting capabilities, and integration with a knowledge base for faster problem resolution.
· The project directly aligns with the business objective of mitigating the risk of KDK Solutions API downtime, ensuring business continuity and improving client satisfaction. 
· The system will be designed to interact with the KDK support system for escalations when tickets cannot be resolved by the internal Datakosh maintenance team.

2.4.6. Project Scope
The project will create a system to streamline ticket creation, tracking, resolution, and closure, with priority-based handling and escalation to KDK Solutions. With a focus on improving communication, SLA compliance, reporting, and knowledge base integration, the scope includes designing, developing, testing, and deploying the system, aligning with business goals to ensure operational efficiency and client satisfaction.

2.4.6.1. In Scope Functionality
· Enable clients to create support tickets via a web portal or email with priority level selection (critical, high, medium).
· Integration with existing internal systems and escalation support with KDK Solutions.
· The system will include features to monitor and report on service level agreement (SLA) compliance.

2.4.6.2. Out Scope Functionality
· Advanced AI-driven personalization features planned for later phases.
· The project will not include the development of a native mobile application for ticket management.
· Integration with third-party CRM or ERP tools beyond agreed scope.

2.5. Assumptions

1. Client Feedback Reliability: The assumption is that feedback from banking and NBFC clients on support inefficiencies (e.g., manual ticket handling) accurately reflects their ongoing needs for a ticketing system.
2. KDK Solutions Collaboration: It is assumed that KDK Solutions will cooperate in defining escalation procedures and maintaining API stability, supporting the ticketing system’s integration.
3. Maintenance Team Availability: It is assumed that the Datakosh maintenance team has the necessary skills and bandwidth to handle the initial tier of support tickets before escalation.
4. SLA Definition: The project assumes that clear, measurable SLAs will be defined for ticket resolution times, which will be used to configure the system's monitoring and reporting features.
5. Existing System Compatibility: The Datakosh Solution’s current infrastructure is assumed to support ticketing system integration without requiring significant upgrades.


















2.6. Constraints

1. Technology Stack: The solution must align with the organization’s approved technology stack, tools, and licensing agreements.
2. Resource Availability: Limited access to tools, servers, or testing environments constrains development, especially if unexpected hardware/software issues arise.
3. Security: The system must meet all relevant security protocols to protect sensitive client information and API keys. This includes secure data transmission, storage, and access control.
4. Communication Overhead: Coordinating with multiple stakeholders constrains efficiency, especially with geographically dispersed teams.
5. Regulatory Compliance: Adherence to RBI and government data security standards constrains design, potentially increasing development time or costs.








































2.7. Risks

Risk Analysis for a Ticket System project, outlining one key risk for each specified category. Each risk includes its likelihood of occurrence, potential cost to the project if it materializes, and the strategy for it. Here’s a Risk Analysis, including likelihood, impact, and strategy for handling:
Technological Risks:
Risk: The chosen ticketing system solution may not be compatible with Datakosh's existing infrastructure, leading to integration challenges and increased development time.
Likelihood: Low
Impact: Medium (requires additional time and resources for workarounds or re-platforming)
Strategy: Mitigate – Perform a thorough technical assessment and a proof-of-concept during the initial project phases to ensure compatibility.
Skills Risks:
Risk: Lack of skilled resources in emerging technologies (e.g., cloud, data migration tools).
Likelihood: Low
Impact: Medium (Slower progress, additional training cost).
Strategy: Avoid — Secure required talent early or provide upskilling before project kickoff.
Political Risks
Risk: Regulatory Changes by RBI on Data Handling 
Likelihood: Low 
Impact: High (₹50,000+ for redesign if new compliance rules are imposed).
Strategy: Mitigate – Monitor RBI updates through Datakosh management and maintain flexibility for minor adjustments.
Business Risks
Risk: If the project is canceled or fails to deliver a functional system. This could lead to a loss of client trust, an increase in manual support effort, and a decline in overall service quality.
Likelihood: Low
Impact: Very High (Reputational damage, potential client churn)
Strategy: Mitigate – Prioritizing core functionality for a minimum viable product (MVP), ensuring continuous and proactive communication with stakeholders, and planning a phased rollout to validate the system before a full launch. 
Requirements Risks
Risk: Misunderstood reporting needs and compliance requirements not fully captured.
Likelihood: Medium
Impact: Medium (Rework, compliance issues, user dissatisfaction).
Strategy: Mitigate – Validate requirements through workshops, prototypes, and continuous stakeholder feedback.
Other Risks
Risk: Unexpected Server Downtime 
Likelihood: High
Impact: Medium (₹15,000 for recovery and 1-week delay).
Strategy: Accept – Rely on cloud backups and remote access to resume operations post-downtime.









2.8. Business Process Overview

2.8.1.  Legacy System (AS-IS)
· There is no formal process or dedicated system for managing client support for issues related to the KDK Solutions API.
· Reporting is delayed because information must be consolidated manually.
· Unresolved issues are escalated to KDK Solutions through informal communication (e.g., emails), lacking defined timeframes. 
· Approvals and workflow tracking are managed through emails or offline communication, creating bottlenecks.
· Resolution completion is communicated to clients without automated updates, leading to delays and inconsistent follow-up.
2.8.2. Proposed Recommendations (TO-BE)
· A client encounters an issue and creates a new ticket through the Datakosh website or a dedicated support portal. This is the starting point of the new, formal process.
· The system enforces SLA timeframes for resolution, with automated escalation to KDK if unmet, tackling ad-hoc escalation delays.
· Introduce automated approval workflows with audit trails to ensure accountability and faster processing.
· Incorporate risk management and exception handling within the system to proactively identify issues.
· Once the issue is resolved by either team, the ticket will be marked as closed, and the resolution will be documented for future reference and reporting.




























2.9. Business Requirements

	Req ID
	Requirement
	Description
	Priority
	Reference Material

	BR0001
	Centralized Ticketing
	Implement a centralized ticketing system to log, track, and manage all support requests
	
High
	Use Case (Ticket Creation)


	BR0002
	Priority Assignment


	System must assign tickets a priority level (critical, high, medium) based on client input.
	
High
	SLA Policy

	BR0003
	Security and data protection
	The system must securely store client data and credentials, meeting all relevant security standards.
	
High
	Constraints

	BR0004
	Ticket confirmation
	Upon successful submission, the system must send a confirmation notification to the client.
	
Medium
	
Use Case (Status Tracking)


	BR0005
	Escalation to KDK Solutions
	Tickets unresolved beyond SLA should be escalated automatically to KDK Solutions
	
High
	Use Case (Escalation Workflow)


	BR0006
	System availability
	The system must have a high level of availability and be accessible 24/7.
	High
	N/A

	BR0007
	User Authentication
	System must provide secure login with multi-factor authentication for support team and clients.
	
Medium
	Use Case (User Login)


	BR0008
	Ticket history and audit trail
	The system must maintain a full history of all actions taken on a ticket, including changes in status, assignments, and escalations.
	

Medium
	

N/A

	BR0008
	Searchable knowledge base
	The system must have a searchable knowledge base that the Datakosh support team can use to find solutions.
	
Medium
	
Project Objectives


	BR0009
	Resolution Tracking
	System must log resolution details and update ticket status upon completion.
	High
	Resolution Log Spec

	BR0010
	Role-Based Access Control
	Ensure different access levels for admin, agent, and end-users
	
High
	Use Case (RBAC Matrix)


	BR0011
	Customization Options
	System must allow basic customization of dashboard views for different user roles.
	Low
	Customization Guide

	BR0012
	Attachment Upload
	System must enable clients to upload attachments (e.g., screenshots) to tickets.
	
Medium
	Attachment Guidelines

	BR0013
	User Feedback Form
	System must include a feedback form upon ticket closure for clients to rate support.
	

Low
	
Feedback Template

	BR0014
	Search & Filtering
	Users should be able to search tickets by ID, category, status, and keywords
	
Medium
	Use Case (Search Functionality)


	BR0015
	Disaster Recovery
	Ensure backup and disaster recovery capabilities for business continuity
	High
	Backup Policy













































2.10. Appendices

2.10.1. List of Acronyms
ITR –  Income Tax Returns
GSTR – Goods and Service Tax Returns
KYC – Know Your Customer
AI – Artificial Intelligence
NBFC – Non-Banking Financial Company
MCA – Ministry of Corporate Affairs
NPA – Non Performing Assets (It refers to a loan or advance where the borrower has failed to make payments)
SLA – Service Level Agreement

2.10.2. Glossary of Terms
DataKosh Solution – The software product of DataKosh Fintech company to help banks to analyse financial document
KDK solution – The company with whom Inventam Solution will prepare the API integration to enhance DataKosh Solution
Escalation – The process of forwarding a support ticket from the Datakosh maintenance team to the KDK support team for further resolution.
SLA Compliance – The act of meeting the predefined timeframes for resolving support tickets.

2.10.3. Related Documents
Business Requirement Documents (BRD)
Functional Requirement Specifications (FRS)



























2.11. Software Requirements Specification (SRS)

2.11.1. Introduction

Purpose
The purpose of this Software Requirements Specification (SRS) is to document the functional and non-functional requirements for the "Ticketing System" project. This document serves as a guide for the development team and a reference for all stakeholders to ensure a shared understanding of the product's scope, features, and constraints.

Document Conventions
· Requirements are uniquely identified using IDs (e.g., FR001, NFR102) for easy traceability.
· Priority levels are categorized as High (H), Medium (M), and Low (L).
· Technical terms, acronyms, and abbreviations will be expanded at first use and included in the glossary section.

Intended Audience
This SRS is intended for Datakosh management, Inventam Tech Solution’s development and testing teams (led by Mr. Hemant, Anshika, and Ishani), Business Analyst Avi, security expert Vaibhav, and KDK Solutions’ API team, as well as external stakeholders like banking/NBFC clients for validation.

Reading Suggestions
Readers should start with the Introduction and Business Process Overview (Sections 2.8.1 and 2.8.2) to understand the scope, then review the Requirements and Risk Analysis (Sections 2.7) for detailed specifications. 

Product Scope
The "Ticketing System" will be a web-based application designed to manage support tickets for the Datakosh solution, specifically to address issues arising from the KDK Solutions API. The system will provide a client-facing portal for ticket submission and a dashboard for the internal Datakosh maintenance team. It will include core functionalities such as ticket tracking, communication logging, and an escalation mechanism to the KDK support team. The project's scope also covers advanced reporting and SLA monitoring, but it does not include automated ticket assignment, a mobile application, or integrations with other third-party systems.

References
· Project BRD: Business Requirements Document for the Ticketing System Project.
· KDK API Documentation: External documentation detailing the KDK Solutions API and its support system.
· User Interviews: Transcripts of interviews with Datakosh stakeholders and client representatives.
· Previous Conversations: The chat history discussing the initial Datakosh-KDK integration project and the subsequent ticketing system project.






2.11.2. Overview
The "Ticketing System" is a software solution designed to provide a centralized and structured platform for managing client support requests related to the Datakosh-KDK API integration. It will serve as a crucial component for mitigating the business risk of API instability, which could lead to service disruptions and a poor user experience.
The system will operate as a web-based application, featuring two primary interfaces: a client-facing portal and an internal dashboard for the Datakosh maintenance team. It will function as a hub for all support-related activities, from the initial submission of a ticket by a client to its final resolution and closure.
A core function of the system is to ensure that support requests are handled efficiently and transparently. It will track the status of each ticket in real-time and provide clear communication channels for all parties involved—the client, the Datakosh team, and the KDK support team.
By implementing this system, Datakosh aims to improve its service delivery by offering a reliable support mechanism, ensuring service level agreements (SLAs) are met, and ultimately enhancing client satisfaction and trust in the Datakosh solution. The system's design will prioritize security, scalability, and ease of use to support long-term operational success.

Software Interfaces
The system will interact with the following software components and services:
· Database Management System (DBMS): Integration with Oracle/MySQL for secure data storage, retrieval, and management of operational records.
· Authentication Services: Use of LDAP/Active Directory or OAuth-based SSO for secure user login and identity management.
· Operating System Compatibility: The product will run on Windows 10/11 and Linux-based systems with full web-based access through major browsers (Chrome, Edge, Firefox).
· Application Layer: Middleware to ensure seamless data transfer between the front-end UI and back-end services.

Hardware Interfaces
The system will be deployed in an environment that supports the following hardware specifications:
· Minimum 8-core processor
· 32 GB RAM
· 1 TB SSD storage
· Support for virtualized/cloud infrastructure (AWS/Azure/On-prem)
· Desktop/Laptop with at least 4 GB RAM, i3 processor or equivalent
· Display resolution of 1920x1080 for optimal dashboard viewing
· Stable internet connection (minimum 10 Mbps)
· Backup storage (external drives or network-attached storage for redundancy)










2.12. Functional Requirements

	Req ID
	Req Name
	Description
	Priority

	FR0001
	Client Ticket Submission
	The system must allow authenticated Datakosh users to submit a new support ticket through a web form.
	
10

	FR0002
	Ticket Creation
	The system shall allow users to create a new ticket with required fields (issue type, severity, description).
	10

	FR0003
	Unique Ticket ID
	The system must automatically generate a unique, sequential ID for each new ticket for tracking purposes.
	9

	FR0004
	Ticket Assignment
	The system shall allow administrators to assign tickets to specific support agents based on category or workload.
	9

	FR0005
	Status Updates
	The system must allow support staff to update the status of a ticket (e.g., In Progress, On Hold, Resolved).
	8

	FR0006
	Ticket Escalation
	The system shall escalate unresolved tickets to higher-level support (KDK solution) after SLA breach.
	10

	FR0007
	Notification System
	The system shall send email notifications to users and agents for ticket updates or escalations.
	8

	FR0008
	Knowledge Base Integration
	The system shall integrate with a knowledge base to suggest solutions while creating or resolving tickets.
	7

	FR0009
	Ticket History
	The system shall maintain a history of all actions (e.g., status changes, comments) for each ticket.
	8

	FR0010
	Report Generation
	The system must generate reports on ticket volume, resolution times, and team performance.
	7




























2.13. Non-Functional Requirements

	Req ID
	Req Name
	Description
	Priority

	NFR0101
	
Performance

	The system must be able to load pages and display information within a maximum of 3 seconds under a load of 100 concurrent users.
	
9

	NFR0102
	Scalability
	The application should scale horizontally to support future growth of up to 10,000 users.
	8

	NFR0103
	Reliability
	The system shall successfully process 98% of document fetch requests under normal conditions.
	9

	NFR0104
	Availability
	The system should be available 99.9% of the time to ensure reliable access for users.
	9

	NFR0105
	
Usability
	The user interface for both clients and staff must be intuitive and easy to navigate, minimizing the need for extensive training.
	
7

	NFR0106
	Auditable

	All user actions must be logged for audit trail and compliance.
	9

	NFR0107
	Compliance
	The system shall comply with RBI and government data protection regulations.
	10

	NFR0108
	Compatibility
	The web application must function correctly on all major modern browsers, including Chrome, Firefox, Safari, and Edge.
	7

	NFR0109
	Portability

	The solution should be deployable on Windows, Linux, and Cloud Environments.
	7

	NFR0110
	Maintainability

	The system's codebase must be well-documented and follow clean architecture principles to allow for easy maintenance and future enhancements.
	
8


























2.14. Use Case Specifications

	Client Ticket Submission

	Description
	The system must allow an authenticated Datakosh user to submit a new support ticket through a web form on the Datakosh website.

	Actor
	Datakosh Client (Authenticated User)

	Pre-Condition
	The client must be logged into their Datakosh account and have an active session.

	Post-Condition
	A new ticket is created in the system with a unique ID, and the client receives a confirmation notification.

	

Basic Flow
	· The client navigates to the "Support" or "Help" section of the Datakosh website.
· The client clicks on "Submit New Ticket."
· A form appears requesting the issue's details.
· The client fills in the required fields.
· The client clicks "Submit."
· The system validates the input.
· The system creates a new ticket and generates a unique ticket ID.
· The system displays a confirmation message to the client.
· The system sends an email confirmation to the client.

	Alternative Flow
	Client submits ticket without required fields. The system will display an error message and highlight the missing fields, preventing submission.

	Exceptional Flow
	The server is unavailable. The system will display an error message informing the user to try again later.

	Assumption
	The client has a stable internet connection.

	Constraints
	The ticket form fields are predefined and cannot be customized by the client.

	Dependencies
	Requires a functional Datakosh user authentication system.

	Input-Output
	· Input: Client details, issue description, attached files.
· Output: New ticket record in the database, unique ticket ID, and email.

	Business Rules
	All required fields must be filled out to submit a ticket.

	Misc. Info
	This is the entry point of all client support interactions.



	Users raise new tickets for issues

	Description
	The system must allow an authenticated Datakosh user to submit a new support ticket through a web form on the Datakosh website.

	Actor
	Client (Loan Officer, Underwriters)

	Pre-Condition
	User is logged in.

	Post-Condition
	Ticket is created and assigned a unique ID.

	

Basic Flow
	· User clicks "Create Ticket."
· Enters issue details.
· Submits ticket.
· System generates ticket ID.

	Alternative Flow
	User cancels before submission → No ticket created.

	Exceptional Flow
	Server timeout → Error logged, user informed.

	Assumption
	User provides valid inputs.

	Constraints
	Mandatory fields must be filled.

	Dependencies
	Ticket database.

	Input-Output
	· Input: issue details
· Output: ticket ID

	Business Rules
	Ticket ID auto-generated sequentially.

	Misc. Info
	SLA countdown starts after ticket creation.



	Unique Ticket ID

	Description
	The system must automatically generate a unique, sequential ID for each new ticket created.

	Actor
	System

	Pre-Condition
	A new ticket submission is initiated by a client.

	Post-Condition
	The new ticket record is successfully created with a unique ID.

	

Basic Flow
	· The system receives a valid ticket submission request.
· The system checks the database for the last generated ticket ID.
· The system increments the last ID by one.
· The system assigns the new, unique ID to the ticket record.
· The system saves the ticket record with the new ID.

	Alternative Flow
	N/A

	Exceptional Flow
	The system fails to access the database to retrieve or save the ID. The ticket creation fails, and an error is logged.

	Assumption
	The database has auto-increment functionality or a robust mechanism for generating unique identifiers.

	Constraints
	The ticket ID format must be consistent.

	Dependencies
	Depends on a successful ticket submission event.

	Input-Output
	· Input: Ticket data.
· Output: A unique ticket ID string.

	Business Rules
	Ticket IDs cannot be duplicated.

	Misc. Info
	The uniqueness of the ID is critical for tracking and reporting.



	Ticket Assignment

	Description
	The system must allow a support manager to assign tickets to a specific member of the Datakosh maintenance team.

	Actor
	Datakosh Support Manager

	Pre-Condition
	A ticket has been created and is visible on the dashboard, and the user is a support manager.

	Post-Condition
	The ticket is assigned to the selected staff member, and the ticket's history is updated.

	

Basic Flow
	· Administrator logs into the Datakosh Solution.
· Administrator selects the "Assign Ticket" option from the ticketing dashboard.
· System displays a list of unassigned tickets with categories (e.g., API, security).
· Administrator chooses a ticket and views available support agents filtered by category or workload.
· Administrator assigns the ticket to a support agent.
· System updates the ticket status to "Assigned" and sends a notification to the agent.
· Process ends.

	Alternative Flow
	The manager wants to reassign a ticket. The process is the same as the basic flow. The system updates the ticket's history to reflect the re-assignment.

	Exceptional Flow
	The system fails to save the assignment due to a database error. The assignment is not completed, and an error is logged.

	Assumption
	The list of support staff members is current and accurate.

	Constraints
	Only users with a "Support Manager" role can assign tickets.

	Dependencies
	Requires tickets to exist (FR-101) and a list of internal users.

	Input-Output
	· Input: Ticket ID, selected agent ID, category/workload filter.
· Output: Updated ticket with assigned agent ID, notification to agent.

	Business Rules
	A ticket can only have one assignee at a time.

	Misc. Info
	This feature is crucial for managing the support workload.



	Status Updates

	Description
	The system must allow support staff to update the status of a ticket.

	Actor
	Datakosh Maintenance Staff

	Pre-Condition
	The staff member is viewing a specific ticket on the dashboard.

	Post-Condition
	The ticket's status is updated, and the change is recorded in the ticket history.

	

Basic Flow
	· A staff member opens a ticket.
· The staff member selects a new status from a dropdown list (e.g., "In Progress," "Resolved").
· The staff member confirms the status change.
· The system updates the ticket record.
· The system updates the ticket's history log.

	Alternative Flow
	N/A

	Exceptional Flow
	The system fails to save the status change due to a database error. An error message is displayed, and the change is not applied.

	Assumption
	The statuses are predefined and static.

	Constraints
	Only authorized staff can change a ticket's status.

	Dependencies
	Requires an existing ticket and staff access to the dashboard.

	Input-Output
	· Input: Ticket ID, new status value.
· Output: Updated ticket record, updated history log.

	Business Rules
	A ticket must progress through specific statuses (e.g., from "New" to "In Progress" before it can be "Resolved").

	Misc. Info
	Status updates are a critical part of the ticket lifecycle.



	Ticket Escalation

	Description
	Escalates unresolved tickets automatically or manually.

	Actor
	KDK Support team

	Pre-Condition
	SLA breach detected.

	Post-Condition
	Ticket is escalated to KDK system.

	

Basic Flow
	· System detects delay.
· Notifies Support Manager.
· Manager escalates to senior team.

	Alternative Flow
	Auto-escalates based on priority.

	Exceptional Flow
	No KDK support team member is availableAlert logged.

	Assumption
	Escalation policy is defined.

	Constraints
	Escalation within 1 hour of breach.

	Dependencies
	KDK solution for final resolution.

	Input-Output
	· Input: Ticket ID.
· Output: escalation notice.

	Business Rules
	Escalation based on priority level.

	Misc. Info
	Logs escalation reason.



	Automatic Notifications

	Description
	The system must send automated email notifications to clients and staff for status changes, new comments, and ticket assignments.

	Actor
	System

	Pre-Condition
	A specific event has occurred on a ticket (e.g., status change, new comment).

	Post-Condition
	An automated email is successfully sent to the relevant parties.

	

Basic Flow
	· A trigger event occurs on a ticket (e.g., status changes to "Resolved").
· The system identifies the stakeholders to be notified (e.g., the client, the assigned staff member).
· The system composes an email based on a predefined template.
· The system sends the email to the designated recipients.

	Alternative Flow
	N/A

	Exceptional Flow
	The email service fails. The system logs the error and retries sending the email after a delay.

	Assumption
	All users have a valid email address associated with their account.

	Constraints
	The email content is based on templates and cannot be freely customized by the system.

	Dependencies
	Requires an email service and trigger events from other functional requirements.

	Input-Output
	· Input: Event type, ticket ID, recipient email addresses.
· Output: Automated email notification.

	Business Rules
	Notifications are only sent for predefined trigger events.

	Misc. Info
	This feature is crucial for maintaining transparency and keeping stakeholders informed.



	Knowledge Base Search

	Description
	The system must include a search bar that allows staff to query a knowledge base for solutions before escalating a ticket.

	Actor
	Datakosh Maintenance Staff

	Pre-Condition
	The staff member is logged in and viewing the dashboard or a ticket.

	Post-Condition
	Search results are displayed to the staff member.

	

Basic Flow
	· The staff member types a query into the search bar.
· The staff member clicks "Search."
· The system queries the internal knowledge base.
· The system displays a list of relevant articles or solutions.

	Alternative Flow
	The search query yields no results. The system displays a "No results found" message.

	Exceptional Flow
	The knowledge base service is offline. The search fails, and an error message is displayed.

	Assumption
	A separate, searchable knowledge base has been populated with relevant articles.

	Constraints
	The search is limited to the knowledge base's content.

	Dependencies
	Depends on the existence of a knowledge base and a search engine for it.

	Input-Output
	· Input: Search query text.
· Output: A list of knowledge base articles or a "no results" message.

	Business Rules
	N/A

	Misc. Info
	This helps improve the efficiency of the Datakosh team by providing self-service tools.



	Ticket History

	Description
	The system must have a process for archiving tickets after they have been closed for a specified period.

	Actor
	System, Datakosh Administrator

	Pre-Condition
	A ticket's status is "Closed" and has remained so for a predefined duration (e.g., 90 days).

	Post-Condition
	The ticket is moved from the active database to an archive, and its active status is updated.

	

Basic Flow
	· The system runs a nightly or weekly scheduled job.
· The job queries the database for all tickets with a "Closed" status older than the archiving period.
· The job moves the data for these tickets to a separate, archive database or marks them as archived.
· The job updates the status of these tickets in the active database to reflect they have been archived.

	Alternative Flow
	An administrator manually archives a ticket that meets the criteria.

	Exceptional Flow
	The archiving job fails to connect to the archive database. The job is rolled back, and an error is logged.

	Assumption
	There is a separate, dedicated archive database or a flagging mechanism for archived tickets.

	Constraints
	A ticket cannot be manually archived unless it has been closed for the required period.

	Dependencies
	Depends on a ticket's status and the date it was closed.

	Input-Output
	Input: Ticket records to be archived.
Output: Ticket records moved or flagged as archived in the database.

	Business Rules
	Only tickets that meet the age and status criteria can be archived.

	Misc. Info
	This is crucial for maintaining database performance and data retention policies.



	Report Generation

	Description
	Generates reports on ticket status and resolution times.

	Actor
	Support Manager

	Pre-Condition
	Tickets are logged.

	Post-Condition
	Report is available for download.

	

Basic Flow
	· Manager selects "Generate Report".
· System compiles data (e.g., open tickets, resolution rates).
· Report is downloaded as PDF.

	Alternative Flow
	Exports to Excel format.

	Exceptional Flow
	No data triggers empty report.

	Assumption
	Data is logged accurately.

	Constraints
	Report generation within 1 minute.

	Dependencies
	Reporting module.

	Input-Output
	Input: Report type, date range
Output: A report displayed on the screen or a downloadable file.

	Business Rules
	Only users with the proper permissions can generate reports. Monthly reports mandatory.

	Misc. Info
	This is a key feature for project success metrics.
















3. Make an ERD of creating a support ticket/Ticketing life cycle.
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4. User story of shopping from ecommerce.

	User Story No: 01
	Tasks: Create user account module
	Priority: High

	Statement
	As a user, I want to create an account so that I can save my details and order history

	BV: 500
	CP: 3

	Acceptance Criteria
	· User can sign up with email and password
· User receives a confirmation email. 
· User can log in with new credentials.



	User Story No: 02
	Tasks: Develop product listing page, implement search functionality, create filters.
	Priority: High

	Statement
	As a shopper, I want to browse products by category so that I can find items that interest me.

	BV: 500
	CP: 3

	Acceptance Criteria
	  Users can view products grouped by categories (e.g., clothing). 
  Categories are accessible via a navigation menu. 
  Page loads in under 2 seconds. 
  Filters (e.g., price, brand) are available and functional.



	User Story No: 03
	Tasks: View product details
	Priority: High

	Statement
	As a user, I want to see images, price, description so that I can make a decision.

	BV: 500
	CP: 5

	Acceptance Criteria
	 Product page displays images, description, price, and customer reviews. 
  Users can zoom in on product images. 
  Stock availability is shown. 
  "Add to Cart" button is prominent.



	User Story No: 04
	Tasks: Search for products
	Priority: High

	Statement
	As a shopper, I want to search for specific products so I can find what I'm looking for quickly.

	BV: 500
	CP: 8

	Acceptance Criteria
	· Search bar is prominent on all pages.
· Search results are relevant to the query.
· User can filter search results.



	User Story No: 05
	Tasks: Add to cart
	Priority: High

	Statement
	As a shopper, I want to add products to my cart so I can purchase them later.

	BV: 500
	CP: 3

	Acceptance Criteria
	· User can add a product to the cart from the product page.
· Cart icon shows the number of items.
· A confirmation message appears when an item is added.




	User Story No: 06
	Tasks: View cart
	Priority: High

	Statement
	As a shopper, I want to view my cart so I can see the items I've selected before checkout.

	BV: 300
	CP: 3

	Acceptance Criteria
	· User can see a list of all items in their cart.
· Cart shows subtotal and item quantities.
· User can remove items from the cart.



	User Story No: 07
	Tasks: Develop cart functionality, implement quantity selector, calculate totals.
	Priority: High

	Statement
	As a shopper, I want to add products to my cart so that I can purchase multiple items at once.

	BV: 300
	CP: 3

	Acceptance Criteria
	  Users can add items to the cart from the product page. 
  Cart displays item names, quantities, and subtotal. 
  Users can update quantities or remove items. 
  Cart persists across sessions for logged-in users.



	User Story No: 08
	Tasks: Update cart quantity
	Priority: High

	Statement
	As a shopper, I want to update the quantity of items in my cart so I can buy more or less of a product.

	BV: 300
	CP:2

	Acceptance Criteria
	· User can change the quantity of an item in the cart.
· Subtotal is updated automatically.



	User Story No: 09
	Tasks: Implement guest checkout, track guest orders, ensure data privacy.
	Priority: Medium

	Statement
	As a shopper, I want to check out as a guest so that I can buy without creating an account.

	BV: 300
	CP:5

	Acceptance Criteria
	  Guest checkout option is available. 
  Guest users enter shipping and payment details. 
  Guest orders are trackable via order ID. 
  Guest data is not stored post-delivery.



	User Story No: 10
	Tasks: Create wish list feature, allow adding/removing items, sync with account.
	Priority: Medium

	Statement
	As a shopper, I want to save products to a wishlist so that I can purchase them later.

	BV: 200
	CP:2

	Acceptance Criteria
	· Logged-in users can add products to a wishlist.
· Wishlist is accessible from the account dashboard.
· Users can remove items from the wishlist.
· Wishlist persists across sessions.







	User Story No: 11
	Tasks: Implement product review system, allow rating and comments, moderate reviews.
	Priority: Medium

	Statement
	As a shopper, I want to read and write product reviews so that I can share and learn from others’ experiences.

	BV: 300
	CP:5

	Acceptance Criteria
	  Users can submit 1–5 star ratings and comments. 
  Reviews are displayed on the product page. 
  Inappropriate reviews can be flagged for moderation. 
  Only verified buyers can leave reviews.



	User Story No: 12
	Tasks: Receive order confirmation.
	Priority: High

	Statement
	As a customer, I want to receive an order confirmation email so I know my purchase was successful.

	BV: 300
	CP:3

	Acceptance Criteria
	· Customer receives an email with order details.
· Email includes order number, items, and total cost.



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

	Statement
	As a customer, I want to view my past orders so I can see what I've purchased before.

	BV: 300
	CP:3

	Acceptance Criteria
	· User can access a list of their past orders from their account. 
· Each order shows date, status, and items.



	User Story No: 14
	Tasks: Select payment method
	Priority: High

	Statement
	As a shopper, I want to select a payment method so I can pay for my order.

	BV: 500
	CP:8

	Acceptance Criteria
	· User can choose from various payment options (e.g., credit card, GPay, PhonePe etc.).
· Payment form is secure.



	User Story No: 15
	Tasks: Implement discount code system, validate codes, update cart totals.
	Priority: Medium

	Statement
	As a shopper, I want to apply discount codes so that I can save money on my purchase.

	BV: 300
	CP:3

	Acceptance Criteria
	· Users can enter discount codes at checkout. 
· Valid codes reduce the total price. 
· Invalid or expired codes display an error. 
· Discounts are reflected in the order summary.



	User Story No: 16
	Tasks: Save multiple addresses
	Priority: Medium

	Statement
	As a shopper, I want to apply discount codes so that I can save money on my purchase.

	BV: 300
	CP:5

	Acceptance Criteria
	· User can add, edit, and delete multiple addresses in their account.
· User can select a saved address during checkout.



	User Story No: 17
	Tasks: Develop order tracking page, display status updates.
	Priority: Medium

	Statement
	As a shopper, I want to track my order so that I know when it will arrive.

	BV: 300
	CP:5

	Acceptance Criteria
	  Order tracking is available via order ID. 
  Real-time shipping status is displayed. 
  Estimated delivery date is shown. 
  Tracking page is accessible to guests and logged-in users.



	User Story No: 18
	Tasks: Write a product review
	Priority: Low

	Statement
	As a customer, I want to write a review for a product so I can share my experience with other shoppers.

	BV: 200
	CP:5

	Acceptance Criteria
	· User can submit a review on a product page.
· Review includes a star rating and a text box.
· Review is visible to other users after moderation.



	User Story No: 19
	Tasks: Contact customer support
	Priority: Low

	Statement
	As a customer, I want to contact customer support so I can get help with my order or ask a question.

	BV: 200
	CP:3

	Acceptance Criteria
	· User can find a "Contact Us" page. 
· User can submit a contact form or find a support email/phone number.



	User Story No: 20
	Tasks: Develop return request system.
	Priority: Medium

	Statement
	As a customer, I want to initiate a return so that I can return unwanted items.

	BV: 300
	CP:8

	Acceptance Criteria
	· Users can request returns within 30 days of delivery. 
· Return status is trackable. 
· Refund is processed within 5 business days of approval. 
· Return instructions are emailed to the user.
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