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Project: FinnOne Loan Servicing Application – ICICI Bank
COEPD Capstone Project – Waterfall Model (Part 1/2)

Document 1 – Business Case Document Template

1. Why is this project initiated?
The FinnOne Loan Servicing Application project for ICICI Bank is initiated to streamline, digitize, and automate the loan servicing processes. ICICI Bank currently manages a large volume of loan accounts and faces challenges due to fragmented legacy systems and manual workflows. The primary need is to replace outdated systems with a centralized, efficient, and scalable loan servicing solution that enhances customer satisfaction, ensures compliance, reduces errors, and enables faster servicing.
2. What are the current problems?
Currently, ICICI Bank is experiencing multiple challenges such as:
- Manual loan account updates leading to human errors
- Lack of real-time data synchronization across departments
- High turnaround time for loan servicing
- Difficulty in tracking loan status and documentation
- Increased dependency on paper-based processes
- Compliance and audit difficulties due to scattered data sources
3. With this project how many problems could be solved?
The proposed FinnOne loan servicing application can solve most of the major issues faced in the current system. Specifically, it will:
- Eliminate manual data entry and reduce errors
- Enable end-to-end automation of loan servicing lifecycle
- Improve customer experience with faster resolution
- Allow real-time tracking and centralized data storage
- Support compliance and audit trails
- Reduce operational costs by automating workflows
4. What are the resources required?
The key resources required include:
- Business Analysts and Subject Matter Experts
- Software Developers (Backend and Frontend)
- Database Administrators
- QA Testers
- IT Infrastructure (servers, storage, networking)
- Project Manager
- User Training Staff
- Security and Compliance Team
5. How much organizational change is required to adopt this technology?
The adoption of the FinnOne application will require moderate organizational change. Employees will need to shift from manual systems to a digital platform. This change involves:
- Training end-users on the new system
- Change management workshops
- Updates to IT policies and workflows
- Integration with existing core banking systems
- Realignment of responsibilities and roles in some teams
6. Time frame to recover ROI?
The Return on Investment (ROI) for the FinnOne loan servicing application is expected to be recovered within 12–18 months post-deployment. This is based on cost savings from reduced manual labor, increased process efficiency, and improved customer retention.
7. How to identify Stakeholders?
Stakeholders can be identified using the following approaches:
- Conducting stakeholder analysis workshops
- Interviewing departmental heads (Loans, IT, Operations, Compliance)
- Reviewing organizational charts and process flows
- Identifying users who interact with the loan servicing system
- Engaging with external regulatory bodies (for compliance-related needs)



Document 2 – Business Analysis Strategy
1. Introduction
This Business Analysis Strategy document outlines the approach, tools, and techniques that will be used by the Business Analyst (BA) to ensure the successful delivery of the FinnOne Loan Servicing Application project for ICICI Bank using the Waterfall model. It includes stakeholder engagement methods, requirement gathering strategies, and governance mechanisms.
2. BA Objectives
- Understand and document business requirements for loan servicing workflows
- Ensure alignment of stakeholder needs with technical solutions
- Facilitate communication between business and technical teams
- Ensure traceability of requirements throughout the project lifecycle
- Support testing, validation, and change management efforts
3. Stakeholder Identification and Engagement
Stakeholders include internal (ICICI Bank's Loans Department, IT Team, Compliance, Risk) and external (vendors, regulatory bodies) participants. Stakeholders will be identified using interviews, organizational charts, and stakeholder mapping. Engagement will be done through:
- Regular stakeholder meetings
- Interviews and surveys
- Requirement workshops
- Review and feedback sessions
4. Requirement Elicitation Techniques
Various techniques will be used to gather detailed and accurate requirements:
- One-on-one interviews
- Document analysis (legacy system reports)
- Brainstorming sessions
- Observation of current loan servicing workflows
- Joint Application Development (JAD) sessions
5. Requirement Documentation
The requirements will be documented in the following formats:
- Business Requirements Document (BRD)
- Functional Specification Document (FSD)
- Use Case Diagrams and Process Flowcharts
- Requirement Traceability Matrix (RTM)
6. Change Management Strategy
Any changes to requirements or scope will be governed through a formal Change Control Board (CCB). The steps include:
- Change request submission
- Impact analysis
- Stakeholder review and approval
- Document updates and communication
7. Communication Plan
- Weekly status meetings with project team
- Bi-weekly steering committee meetings
- Email updates to stakeholders
- Centralized repository for document access (e.g., SharePoint or Confluence)
8. Governance and Sign-off
All deliverables including BRD, FSD, and RTM will go through formal reviews and sign-offs from respective stakeholders. The BA is responsible for:
- Ensuring completeness and clarity of requirements
- Coordinating stakeholder approvals
- Maintaining version control of all documents
9. Tools Used
- Microsoft Word & Excel (for documentation and RTM)
- Microsoft Visio (for diagrams)
- Jira or Azure DevOps (if needed for traceability or workflow tracking)
- Communication tools like MS Teams or Outlook
10. Conclusion
This BA Strategy ensures that the business analysis activities in the FinnOne project are structured, traceable, and aligned with business goals. It facilitates successful requirement gathering and documentation, essential for a Waterfall project delivery.





Document 3 – Functional Specifications
Project Name: FinnOne Loan Servicing Application
Customer Name: ICICI Bank
Project Version: 1.0
Project Sponsor: ICICI Digital Lending Head
Project Manager: Waterfall Delivery Manager
Project Initiation Date: 01-July-2024

Functional Requirement Specifications
	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	Login
	User should be able to login to the application to perform inventory and loan servicing operations.
	High

	FR0002
	View Loan Details
	User should be able to view loan details including status, payment history, and outstanding balance.
	High

	FR0003
	Update Loan Account
	Authorized users should be able to update loan account details such as repayment terms and contact info.
	Medium

	FR0004
	Generate Reports
	The system should allow users to generate various types of loan servicing reports (e.g., overdue, payments received).
	Medium

	FR0005
	Notifications
	The system should trigger notifications for EMI reminders, missed payments, and account changes.
	Low

	FR0006
	Role-based Access
	The application should enforce role-based access controls for different user types (admin, clerk, auditor, etc.).
	High









Traceability Matrix (RTM) content for your FinnOne Loan Servicing Application – ICICI Bank Waterfall Project 


	Req ID
	Req Name
	Req Description
	Design D1
	Test Case T1
	Design D2
	Test Case T2
	UAT

	FR0001
	Login
	User must be able to login to access the application
	Yes
	Pending
	No
	Yes
	Yes

	FR0002
	View Loan Details
	View EMI, loan balance and history
	Yes
	Yes
	Yes
	Yes
	Yes

	FR0003
	Update Loan Account
	Authorized user updates repayment terms
	Yes
	Pending
	Yes
	Pending
	No

	FR0004
	Generate Reports
	Generate loan summary and overdue reports
	Yes
	Yes
	Yes
	Pending
	Yes

	FR0005
	Notifications
	Trigger reminders and alerts
	Pending
	No
	No
	Pending
	No

	FR0006
	Role-based Access
	Access based on user roles and privileges
	Yes
	Yes
	Yes
	Yes
	Yes







5 – Business Requirements Document (BRD)

Project Name: FinnOne Loan Servicing Application
Project ID: FINN-ICICI-2024
Version ID: 1.0
Author: Business Analyst – COEPD Capstone Team

1. Document Revisions

Date: 01-July-2024
Version: 1.0
Changes: Initial Draft

	Date
	Version Number
	Author
	Change Description
	Reviewed By
	Remarks

	01-July-2024
	0.1
	Business Analyst Team
	Initial draft created with high-level business goals and scope defined
	Project Manager
	For internal review only

	05-July-2024
	0.2
	Business Analyst Team
	Incorporated stakeholder feedback, added in-scope and out-of-scope
	Product Owner & Stakeholders
	Sent for stakeholder review

	08-July-2024
	0.3
	Business Analyst Team
	Updated business rules, risks, and RASCI matrix
	QA Lead & Development Lead
	Finalized functional requirements

	10-July-2024
	1.0
	Business Analyst Team
	Final BRD version approved after validation and
 alignment with BA strategy
	Project Sponsor & PMO
	Ready for sign-off and implementation



This Document Revisions table shows the entire lifecycle of the BRD, starting from initial creation, incorporating feedback, refining the content, and finalizing it for approval. It highlights:
· Version tracking
· Changes made
· Who authored and reviewed it
· Sign-off readiness

Such detailed revision logs demonstrate professionalism and traceability in Waterfall documentation.



2. Approvals
This section records the formal approval of the Business Requirements Document (BRD) by key stakeholders. Approval signifies that the BRD is complete, accurate, and aligned with the project’s business goals and scope. Once signed, it becomes the baseline for all subsequent project activities in the Waterfall model.

· Project Sponsor: ICICI Digital Lending Head
· Business Owner: Retail Lending
· Project Manager: Waterfall Delivery Manager

	Role
	Name
	Title/Department
	Signature
	Date
	Remarks

	Project Sponsor
	Mr. Anil Mehta
	Head – Digital Lending, ICICI Bank
	[dd-mm-yyyy]
	Final authority for project direction
	

	Business Owner
	Ms. Priya Sharma
	AVP – Retail Loan Operations
	[dd-mm-yyyy]
	Ensures alignment with business goals
	

	Project Manager
	Mr. Rohit Deshpande
	Waterfall Delivery Manager
	[dd-mm-yyyy]
	Accountable for project execution
	

	System Architect
	Mr. Rajat Kumar
	IT Architecture Lead
	[dd-mm-yyyy]
	Confirms system feasibility
	

	Development Lead
	Ms. Sweta Reddy
	Lead Software Engineer
	[dd-mm-yyyy]
	Responsible for build and development
	

	QA Lead
	Mr. Kunal Bansal
	Quality Assurance Manager
	[dd-mm-yyyy]
	Verifies testability and quality scope
	

	User Experience Lead
	Ms. Rina Thomas
	UX Designer
	[dd-mm-yyyy]
	Ensures usability and user interface
	

	Content Lead
	Mr. Alok Singh
	BA Documentation Specialist
	[dd-mm-yyyy]
	Responsible for BRD documentation
	



· This table confirms that all critical stakeholders from business, technology, QA, UX, and documentation have formally reviewed and approved the BRD.
· These sign-offs ensure alignment, reduce ambiguity, and act as a contractual agreement before proceeding to design and development stages in the Waterfall lifecycle.




3. RASCI Chart
The RACI matrix is a responsibility assignment tool that clarifies roles and responsibilities of each stakeholder involved in the preparation, review, and sign-off of the BRD.

Definitions :

· R (Responsible): Person(s) who actually complete the task.
· A (Accountable): The person who is ultimately answerable for the correct and thorough completion of the task. Only one A per task.
· C (Consulted): People who provide input before the task is completed (usually SMEs or stakeholders).
· I (Informed): People who are kept updated about task progress or outcomes.

· R – Responsible: Business Analyst
· A – Accountable: Project Manager
· S – Supports: QA, Development Team
· C – Consulted: Stakeholders, SMEs
· I – Informed: End Users
· 

· RACI Matrix chart for BRD Document


	Activity / Task
	Business Analyst
	Project Manager
	Project Sponsor
	QA Lead
	Dev Lead
	SMEs / Stakeholders
	UX Lead
	Compliance Officer

	Identify Business Needs
	R
	A
	C
	I
	I
	C
	I
	C

	Elicit Requirements
	R
	A
	I
	I
	I
	C
	I
	C

	Document Business Requirements (BRD)
	R
	A
	I
	C
	C
	C
	C
	C

	Review & Validate Requirements
	R
	A
	C
	C
	C
	C
	C
	C

	Approve Final BRD
	I
	A
	R
	I
	I
	C
	I
	R

	Communicate BRD to Development & QA
	R
	A
	I
	C
	C
	I
	I
	I




· The Business Analyst (BA) is Responsible for the creation, review, and communication of the BRD.
· The Project Manager holds Accountability across all tasks to ensure alignment with scope, timelines, and stakeholders.
· The Project Sponsor is Responsible for final BRD approval, ensuring business justification.
· Subject Matter Experts (SMEs), QA, Dev, and Compliance are typically Consulted to verify feasibility, accuracy, and legal alignment.
· UX Lead and Compliance Officer are often Informed or Consulted to ensure user experience and regulatory needs are addressed.


Introduction:
4.1 Business Goals

Improve loan servicing operations through automation and digitization, enabling ICICI Bank to deliver faster and more accurate services.


The primary business goals of implementing the FinnOne Loan Servicing Application for ICICI Bank are centered around operational efficiency, regulatory compliance, customer satisfaction, and digital transformation. These goals directly align with the strategic direction of ICICI Bank to modernize its lending operations.

1. Streamline and Automate Loan Servicing Operations

To replace the fragmented, manual loan servicing processes with a centralized and automated system that reduces processing time, eliminates manual errors, and improves overall efficiency.

2. Improve Regulatory Compliance and Audit Readiness

To ensure that all loan servicing activities comply with RBI guidelines and other applicable financial regulations by maintaining complete audit trails, automated logging, and secure access control.

3. Enhance Customer Experience
To offer timely updates, accurate loan statements, and proactive alerts to customers, thereby improving transparency, reducing complaints, and boosting overall satisfaction.

4. Enable Paperless and Digitized Loan Management

To reduce dependency on physical documentation and manual updates by enabling digital storage, retrieval, and electronic approvals, supporting ICICI Bank’s sustainability and digitization initiatives.


5. Provide Scalable Architecture for Future Growth

To build a scalable servicing platform capable of handling increasing loan volumes and new lending products without compromising performance or service quality.


6. Ensure Cross-Functional Visibility and Control

To provide dashboards, reporting tools, and secure access to different departments (e.g., Credit, Risk, Collections), ensuring that every stakeholder has the information needed to make informed decisions.


4.2 Business Objectives
· Build centralized loan servicing system
· Enable paperless processing
· Improve regulatory compliance
· Enhance customer satisfaction

4.3 Business Rules
· Loan data must be updated within 24 hours
· Role-based access to all modules
· All communications must be logged
· Only authorized users can make updates

4.4 Background

Loan servicing is currently done using a semi-manual legacy system. Increasing customer base and compliance requirements demand a more scalable solution.
1. Manual interventions have increased turnaround time
2. Lack of real-time visibility and cross-team coordination
3. Difficulty in tracking compliance and audit readiness
4. Increasing loan volumes demand scalable servicing architecture
      5. Strategic alignment with the bank’s digital transformation roadmap






4.5 Project Objective

Develop and implement the FinnOne loan servicing system to replace outdated manual processes.
1. Develop a centralized loan servicing system to eliminate process fragmentation

The key objective is to replace existing manual and siloed systems with a single, integrated servicing platform. This will unify all loan servicing activities — such as loan account management, repayment tracking, statement generation, and issue resolution — into one centralized system

2. Enable automated notifications and alerts to improve customer communication

A major objective of the FinnOne system is to improve how the bank communicates with customers by introducing automated notifications for important loan events — such as EMI due dates, missed payments, interest rate changes, or account updates. This will not only ensure that customers are always informed but also reduce the workload on service representatives and improve payment discipline, which in turn helps reduce delinquencies.


4.6.   Project scope 
The scope of this project includes the design, development, and implementation of the FinnOne Loan Servicing Application to handle all post-loan-disbursement activities at ICICI Bank. The system will support:
· Loan account management
· Repayment tracking
· Customer notifications
· Report generation
· Role-based user access

4.6.1 In Scope Functionality
· Login and user access control
· View and update loan details
· Generate reports
· Role-based access
· EMI notification system
· User Authentication & Role-Based Access
Users will be able to log in securely, and access will be granted based on roles such as Admin, Loan Officer, Auditor, etc.
· Loan Account Viewing and Tracking
View detailed loan information such as outstanding amount, interest rate, EMI schedule, and payment history.
· Loan Account Update Features
Authorized users can update loan repayment terms, customer contact information, or reassign accounts internally.
· Automated Notifications & Alerts
System will send automated SMS/Email notifications for EMI reminders, due dates, overdue payments, and important account changes.
· Report Generation Module
Generate standard and customized reports such as loan defaulters list, EMI performance, account status reports, etc.
· Audit Trail and Logging
Every activity on the system will be logged to support internal audits and ensure regulatory compliance.


4.6.2 Out Scope Functionality
· Loan origination
· Credit scoring
· Collection module
· Third-party integrations

The following functionalities are explicitly excluded from this phase of the project:
1. Loan Origination and Sanctioning
The system will not handle initial loan application, approval, or sanctioning workflows.
2. Credit Scoring and Risk Analysis
Customer creditworthiness checks, scorecard generation, and risk profiling will remain in external systems.
3. Third-Party Debt Collection Integrations
Integration with third-party recovery agencies or legal tracking systems is not part of the current scope.
4. Mobile Application Development
This project only includes web-based functionality; mobile apps may be considered in future phases.
5. Integration with External Financial Institutions
No data exchange with other banks or credit bureaus is included in this project phase.



5. Assumptions
· Stakeholders will be available
· Test environment is realistic
· End-users are computer literate
· Stakeholder Availability

Key stakeholders and SMEs will be available for timely reviews, feedback, and approvals during each phase of the project.
· Stable Requirements
Business requirements once finalized will remain stable throughout the project, in line with the Waterfall model.
· Infrastructure Readiness
All necessary IT infrastructure (servers, databases, etc.) will be in place and accessible before development begins.
· User Readiness for Training
End-users will be available and open to training on the new application before the system goes live.
· Test Environment Mirrors Production
The testing environment will closely replicate the production environment for accurate validation.


6. Constraints
· 3-month timeline
· 50 lakh INR budget
· Regulatory deadlines apply
· Strict Project Timeline
The project must be completed within 3 months, as per the predefined Waterfall delivery schedule.
· Budget Limitation
The total project cost is capped at ₹50 lakhs, covering development, testing, training, and deployment.
· Compliance Deadlines
The system must be aligned with RBI compliance and audit requirements, which have fixed enforcement dates.
· No Scope Changes Midway
Due to the Waterfall approach, any scope changes after the BRD sign-off will not be accommodated without formal change approval.
· Limited Integration
Integration is only allowed with predefined internal systems. Third-party or external integrations are restricted in this phase.


7. Risks
· Tech Risks: Integration issues
· Skills Risks: Resource shortage
· Business Risks: Delays affect satisfaction
· Requirements Risks: Ambiguity or missing info

1. Technological Risks
· Legacy system integration issues could arise due to outdated data formats or lack of APIs.
· Compatibility challenges with existing infrastructure may delay deployment.


2. Skills Risks
· Shortage of skilled professionals (e.g., developers or testers with FinnOne experience) may cause delays.
· Dependency on third-party consultants for critical configurations may impact knowledge transfer.


3. Political/Organizational Risks
· Shifting priorities within the bank’s leadership may affect funding or support.
· Resistance to change from internal users may delay user acceptance and onboarding.


4. Business Risks
· If the new system fails to deliver efficiency gains, it may not justify the investment.
· Customer dissatisfaction may increase if the system rollout disrupts ongoing servicing activities.


5. Requirements Risks
· Incomplete or misunderstood requirements during the initial phases can lead to incorrect development, especially in a Waterfall model where rework is expensive.
· Stakeholders may have conflicting expectations that were not captured properly in the BRD.


6. Other Risks
· Compliance and audit risks if legal and regulatory requirements are not fully incorporated.
· Delays in UAT (User Acceptance Testing) due to limited availability of business users.


8.1 Legacy System (AS-IS)
The current loan servicing system at ICICI Bank is semi-manual and fragmented, relying heavily on paperwork, spreadsheets, and disconnected tools. Key challenges include:
· Manual data entry, which is time-consuming and error-prone
· Lack of real-time updates, leading to delays in processing
· No centralized database, making it hard to track loan status
· Limited reporting and audit capabilities, affecting compliance readiness

This outdated setup impacts efficiency, customer satisfaction, and regulatory compliance.

8.2 Proposed Recommendations (TO-BE)

Automated, centralized system with dashboards, audit logs, faster processing.
The proposed FinnOne Loan Servicing Application will replace the legacy system with a centralized, automated, and scalable solution. It will:
· Digitize loan servicing operations from end to end
· Provide real-time data access for all users and departments
· Ensure role-based access and secure authentication
· Offer automated alerts and notifications for EMI reminders and updates
· Enable dashboard-based reporting and audit-friendly logs
· Improve customer service, operational efficiency, and compliance

This system will align with ICICI Bank’s digital transformation strategy and support future scalability.


9. Business Requirements
The following high-level business requirements were gathered from stakeholders to meet the project objectives. These are aligned with the needs of ICICI Bank’s loan servicing operations:
1. FR0001 – Login
Users must be able to securely log in based on their roles.
2. FR0002 – View Loan Details
Ability to view real-time loan data including EMI schedules and payment history.
3. FR0003 – Update Loan Account
Authorized staff should be able to update account information and repayment terms.
4. FR0004 – Generate Reports
System must support report generation for loan status, defaulters, and repayments.
5. FR0005 – Notifications
Automated alerts for EMI due dates, overdue accounts, and account changes.
6. FR0006 – Role-Based Access
Different users should have permissions based on their job roles (admin, clerk, auditor, etc.).


10.1 List of Acronyms
This section defines key acronyms used throughout the Business Requirements Document to ensure clarity and consistency for all stakeholders:

	Acronym
	Full Form
	Explanation

	BRD
	Business Requirements Document
	A formal document that defines business needs, scope, and requirements.

	EMI
	Equated Monthly Installment
	A fixed monthly payment made by the borrower towards loan repayment.

	RTM
	Requirement Traceability Matrix
	A document used to track requirements through design, development, and testing.

	UAT
	User Acceptance Testing
	Final phase of testing where end users validate the solution before go-live.

	FR
	Functional Requirement
	A specific feature or function the system must perform.

	RBI
	Reserve Bank of India
	The regulatory authority governing banking operations in India.

	IT
	Information Technology
	Refers to all hardware, software, and networking infrastructure.




10.2 Glossary of Terms

This section defines key business and technical terms used in the BRD to ensure a common understanding among all stakeholders:

	Term
	Definition

	Loan Servicing
	The ongoing process of managing a loan after it is disbursed until closure, including EMI tracking, account updates, and customer support.

	Business Requirement
	A need or condition that the solution must fulfill to deliver value to the business.

	User Role
	A specific access level or responsibility assigned to users within the application (e.g., Admin, Clerk, Auditor).

	Audit Trail
	A chronological record of all system activities for compliance and traceability.

	Notification
	Automated system-generated message triggered by loan events (e.g., EMI due).

	Workflow
	A defined sequence of tasks to be performed during loan servicing operations.





10.3 Related Documents :

This section lists documents that are directly connected to or referenced in this BRD. These documents provide further clarity, support traceability, and help in the successful execution of the project.

	Document Name
	Purpose

	BA Strategy Document
	Describes the business analysis approach, tools, and stakeholder engagement methods.

	Functional Specification Document (FSD)
	Provides detailed functional requirements for developers and testers.

	Requirement Traceability Matrix (RTM)
	Maps business requirements to design, development, and testing activities.

	Change Request Log
	Captures and tracks all formal changes to scope or requirements.

	Meeting Minutes (MoM)
	Records of key decisions, discussions, and action items from project meetings.



These documents are essential for ensuring transparency, continuity, and accountability throughout the Waterfall lifecycle.


