

Document 1: Definition of Done As Per Agile Extension to the BABOK® Guide v2, Definition of Done is a technique where the team agrees on, and prominently displays, a list of criteria which must be met before a backlog item is considered done. That is the team has to create a well-defined, unambiguous, measurable, agreed-upon, and shared Definition of Done between all team members. Nurturing Process – Agile Deliverables –V2D2 August 2024 www.coepd.com nurtureba@coepd.com CONFIDENTIAL Page 2 of 9 The best form of Definition of Done representation is a checklist of activities that has to demonstrate the agreed value and quality of a user story. So, this checklist should include: § acceptance criteria (to satisfy customer requirements for a product) § quality criteria (to satisfy quality requirements for a product) Definition of Done may be defined for different levels of project work. For example, in Agile / Scrum framework these levels of work could be user story, sprint, and release. Checklist for DOD: · Produced code for presumed functionalities · Assumptions of User Story met · Project builds without errors · Unit tests written and passing · Project deployed on the test environment identical to production platform · Tests on devices/browsers listed in the project assumptions passed · Feature ok-ed by UX designer · QA performed & issues resolved · Feature is tested against acceptance criteria · Feature ok-ed by Product Owner · Refactoring completed · Any configuration or build changes documented · Documentation updated · Peer Code Review performed
Answer: The Definition of Done (DoD) is the agreed set of criteria that must be met before a backlog item is considered complete. It ensures transparency, quality, and shared understanding across the Scrum team.
1. Produced code for presumed functionalities
· Features like automated ticket assignment, escalation rules, and dashboards are coded and working.
2. Assumptions of User Story met
· Each user story (e.g., “As a user, I want real-time ticket tracking…”) is fully satisfied.
3. Project builds without errors
· Code compiles and deploys
4. Unit tests written and passing
· Automation scripts ensure ticket routing, SLA timer, and reporting modules pass unit tests.
5. Project deployed on test environment identical to production
· Ticket system tested on cloud-hosted environment matching production setup.
6. Tests on devices/browsers listed in project assumptions passed
· Dashboards verified on Chrome, Edge, and mobile view (per stakeholder requirements).
7. Feature ok-ed by UX designer
· New ticket dashboard and interfaces validated by UX team for user-friendliness.
8. QA performed & issues resolved
· QA team verifies workflows: ticket creation, escalation, closure, and reporting.
9. Feature is tested against acceptance criteria
· Example: “Resolution time reduced by 30%” and “SLA ≥ 95% compliance” are validated.
10. Feature ok-ed by Product Owner
· Product Owner confirms functionality matches backlog priorities and sprint goals.
11. Refactoring completed
· Code optimized for maintainability (especially automation logic and integration APIs).
12. Any configuration or build changes documented
· LDAP/email integration steps, dashboard configuration, and deployment procedures documented.
13. Documentation updated
· User manuals, training guides, and support documents updated for adoption support.
14. Peer Code Review performed
· Developers review each other’s code for automation scripts, dashboard modules, and API integration.

Document 2- Product Vision
Answer: [image: ]
Target group: Internal IT Teams (Support & Ops) 
- Business users who raise tickets
 - Customers needing timely resolutions

Needs: Current system is slow, manual, and lacks automation
 - Poor visibility of ticket progress - High downtime
 - Users dissatisfied with delays

Product: - Optimized Ticket Management System
 - Features: automation, dashboards, SLA monitoring
- Desirable because it reduces downtime & improves transparency
 - Feasible with Agile sprints, CI/CD, and stakeholder feedback

Value: - 30% faster ticket resolution
 - SLA compliance ≥ 95% - Downtime reduced by 40% 
- Scalable and cost-effective system
 - Business model: improved productivity, higher customer satisfaction, and reduced operational costs

Document 3: User stories
User Stories
	User story No: 1
	Tasks: Implement auto-assignment rules for tickets
Priority: High

	Value statement:
As a support manager, I want tickets to be automatically assigned to available agents so that I can reduce delays in response.

	BV: 500
	CP: 8

	Acceptance criteria:
System assigns tickets automatically based on agent availability and skillset.
Manual reassignment by manager is possible.
Assignment logic tested with at least 3 scenarios (new, reassigned, bulk).

	
	




	User story No: 2
	Tasks: Enable ticket escalation workflow
Priority: High

	Value statement:
As a user, I want tickets to escalate automatically if unresolved within SLA so that I can ensure timely resolution.

	BV: 400
	CP: 5

	Acceptance criteria:
Tickets escalate automatically when SLA breach occurs.
Escalation triggers notifications to next level support and manager.
Escalation time is configurable by admin.

	
	




	User story No: 3
	Tasks: Create SLA compliance dashboard
Priority: High

	Value statement:
As a manager, I want a dashboard showing SLA compliance so that I can track performance in real time.

	BV: 500
	CP: 8

	Acceptance criteria:
Dashboard shows SLA compliance percentage with drill-down by category.
Data refreshes at least every 5 minutes.
Filters available by agent, team, and time period.

	
	




	User story No: 4
	Tasks: Build intuitive ticket submission form
Priority: Medium

	Value statement:
As a user, I want a simple form to submit tickets so that I can quickly log issues.

	BV: 200
	CP: 3

	Acceptance criteria:
Form captures essential fields: title, description, category, and priority.
Validation ensures mandatory fields cannot be skipped.
Confirmation email sent to user after submission.

	
	




	User story No: 5
	Tasks: Enable LDAP login integration
Priority: High

	Value statement:
As an employee, I want to log in with my company credentials so that I don’t need to remember multiple passwords.

	BV: 400
	CP: 8

	Acceptance criteria:
Users can log in using LDAP credentials.
Fallback login available for non-LDAP users.
LDAP integration tested with multiple user roles.

	
	




	User story No: 6
	Tasks: Provide ticket search and filters
Priority: Medium

	Value statement:
As a user, I want to search and filter tickets so that I can find past issues easily.

	BV: 200
	CP: 5

	Acceptance criteria:
Users can search tickets by ID, status, or keywords.
Filters include category, priority, and date range.
Search results displayed within 2 seconds.

	
	




	User story No: 7
	Tasks: Implement ticket history tracking
Priority: Medium

	Value statement:
As an agent, I want to see full history of a ticket so that I can resolve it effectively.

	BV: 200
	CP: 5

	Acceptance criteria:
All ticket updates are recorded with timestamp and user details.
History is visible as a timeline view.
Changes are not editable after being logged.

	
	




	User story No: 8
	Tasks: Develop email-to-ticket conversion
Priority: High

	Value statement:
As a user, I want my emails to auto-convert into tickets so that I can save time.

	BV: 400
	CP: 8

	Acceptance criteria:
Incoming emails create tickets automatically with subject as title.
Duplicate prevention ensures no multiple tickets for the same email.
Attachments are preserved in the ticket.

	
	




	User story No: 9
	Tasks: Build mobile-responsive UI
Priority: Medium

	Value statement:
As a user, I want to access the system from mobile so that I can track tickets on the go.

	BV: 100
	CP: 8

	Acceptance criteria:
System adapts to mobile, tablet, and desktop screen sizes.
All critical functions (submit, update, close) are mobile accessible.
UI tested across iOS and Android browsers.

	
	




	User story No: 10
	Tasks: Add ticket categorization & priority levels
Priority: High

	Value statement:
As a manager, I want tickets categorized and prioritized so that I can allocate resources better.

	BV: 400
	CP: 5

	Acceptance criteria:
Tickets can be categorized into predefined categories.
Priority levels (Low, Medium, High, Critical) are selectable.
Categorization and priority shown in ticket list and reports.

	
	




	User story No: 11
	Tasks: Build agent workload dashboard
Priority: Medium

	Value statement:
As a manager, I want to see each agent’s workload so that I can balance assignments.

	BV: 200
	CP: 5

	Acceptance criteria:
Dashboard displays open, in-progress, and closed tickets per agent.
Workload data refreshes in real-time.
Export option available in CSV/Excel.

	
	




	User story No: 12
	Tasks: Integrate reporting module (Excel export)
Priority: Medium

	Value statement:
As a stakeholder, I want to export ticket reports so that I can analyze them offline.

	BV: 100
	CP: 3

	Acceptance criteria:
Reports can be exported in Excel and CSV formats.
Exports respect applied filters (date, category, SLA).
Generated reports are downloadable within 10 seconds.

	
	




	User story No: 13
	Tasks: Enable role-based access control
Priority: High

	Value statement:
As an admin, I want to define roles so that I can control access securely.

	BV: 400
	CP: 8

	Acceptance criteria:
Roles include Admin, Manager, Agent, and User.
Permissions are enforced based on roles.
Unauthorized access attempts are logged.

	
	




	User story No: 14
	Tasks: Provide notification system (email/SMS)
Priority: Medium

	Value statement:
As a user, I want notifications on ticket updates so that I stay informed.

	BV: 100
	CP: 3

	Acceptance criteria:
Email/SMS notifications triggered on ticket creation, update, and closure.
Users can configure notification preferences.
Notifications tested for different user roles.

	
	




	User story No: 15
	Tasks: Add feedback & rating system
Priority: Low

	Value statement:
As a user, I want to rate ticket resolution so that I can give feedback.

	BV: 50
	CP: 2

	Acceptance criteria:
Feedback form appears automatically after ticket closure.
Ratings are stored and linked to ticket records.
Reports can show average ratings per agent/team.

	
	



Document 4: Agile PO Experience
Agile Product Owner (PO) Experience
The Product Owner (PO) plays a central role in Agile projects by bridging business needs and development teams. Their experience is built on domain/industry knowledge, understanding of market demand, and ability to translate vision into actionable backlog items.
Key Responsibilities of a Product Owner
1. Market Analysis
· Analyzes market demand and user needs.
· Benchmarks against existing/similar products in the market.
2. Enterprise Analysis
· Performs due diligence on market opportunities.
· Ensures product investment is viable and strategically aligned.
3. Product Vision & Roadmap
· Defines the product vision based on need and market analysis.
· Creates a roadmap with high-level features and timelines.
4. Managing Product Features
· Balances stakeholder expectations.
· Prioritizes epics, stories, and features based on criticality and ROI.
5. Managing Product Backlog
· Prioritizes user stories in the backlog.
· Re-prioritizes based on evolving stakeholder needs.
· Plans and maintains epics for long-term visibility.
6. Managing Iteration Progress
· Reviews sprint progress.
· Re-prioritizes sprints/epics as needed.
· Conducts retrospectives with the Business Analyst.

Agile Ceremonies Learned (PO Participation)
· Sprint Planning → Defining sprint goals and selecting backlog items.
· Daily Scrum → Staying aligned on sprint progress.
· Sprint Review → Demonstrating increment and gathering stakeholder feedback.
· Sprint Retrospective → Reflecting on improvement opportunities.
· Backlog Refinement → Reviewing and updating backlog items with details.

User Story Creation (PO Practice)
Each user story includes:
· Story No.
· Tasks.
· Priority.
· Acceptance Criteria.
· BV (Business Value) & CP (Complexity Points).
Summary of PO Role
The Product Owner:
· Acts as a liaison between business stakeholders and Scrum teams.
· Develops the product vision and breaks it into backlog items.
· Ensures the Scrum team builds maximum value features aligned to business goals.
· Continuously manages and refines the backlog, roadmap, and priorities to deliver ROI.
Document 5: Product and sprint backlog and product and sprint burndown charts
	User story ID
	User story (Value statement)
	Tasks
	Priority
	BV
	CP
	Sprint

	1
	As a support manager, I want tickets to be automatically assigned to available agents so that I can reduce delays in response.
	Implement assignment rules, testing reassignment
	High
	500
	8
	Sprint 1

	2
	As a user, I want tickets to escalate automatically if unresolved within SLA so that I can ensure timely resolution.
	Configure SLA rules, escalation triggers
	High
	400
	5
	Sprint 1

	3
	As a manager, I want a dashboard showing SLA compliance so that I can track performance in real time.
	Build dashboard UI, integrate metrics
	High
	500
	8
	Sprint 2

	4
	As a user, I want a simple form to submit tickets so that I can quickly log issues.
	Design UI, add validations, send confirmation email
	Medium
	200
	3
	Sprint 1

	5
	As an employee, I want to log in with my company credentials so that I don’t need to remember multiple passwords.
	Connect with LDAP, test fallback login
	High
	400
	13
	Sprint 2

	6
	As a user, I want to search and filter tickets so that I can find past issues easily.
	Implement search API, add filters in UI
	Medium
	200
	5
	Sprint 2

	7
	As an agent, I want to see full history of a ticket so that I can resolve it effectively.
	Add log feature, display timeline
	Medium
	200
	5
	Sprint 2

	8
	As a user, I want my emails to auto-convert into tickets so that I can save time.
	Configure email listener, create tickets from emails
	High
	400
	8
	Sprint 3

	9
	As a user, I want to access the system from mobile so that I can track tickets on the go.
	Apply responsive design, test on devices
	Medium
	100
	8
	Sprint 3

	10
	As a manager, I want tickets categorized and prioritized so that I can allocate resources better.
	Implement categories, add priority tags
	High
	400
	5
	Sprint 1

	11
	As a manager, I want to see each agent’s workload so that I can balance assignments.
	Build workload dashboard
	Medium
	200
	5
	Sprint 2

	12
	As a stakeholder, I want to export ticket reports so that I can analyze them offline.
	Implement export to Excel/CSV
	Medium
	100
	3
	Sprint 3

	13
	As an admin, I want to define roles so that I can control access securely.
	Implement role-based access control
	High
	400
	8
	Sprint 3

	14
	As a user, I want notifications on ticket updates so that I stay informed.
	Build email/SMS notification system
	Medium
	100
	3
	Sprint 2

	15
	As a user, I want to rate ticket resolution so that I can give feedback.
	Add feedback form and rating system
	Low
	50
	2
	Sprint 3


Sprint Backlog (example for Sprint 1)
	User story ID
	User story
	Tasks
	Owner
	Status
	Estimated effort

	1
	Auto-assign tickets
	Build assignment rules
	Dev A
	In progress
	5 days

	1
	Auto-assign tickets
	Testing & validation
	QA 1
	Pending
	2 days

	2
	Ticket escalation workflow
	Configure SLA triggers
	Dev B
	In progress
	4 days

	2
	Ticket escalation workflow
	Notifications setup
	Dev C
	Pending
	2 days

	4
	Ticket submission form
	Build form UI
	Dev D
	Done
	3 days

	4
	Ticket submission form
	Add validation rules
	Dev D
	In progress
	2 days

	4
	Ticket submission form
	Send confirmation email
	Dev A
	Pending
	2 days

	10
	Ticket categorization & priority
	Implement categories
	Dev B
	In progress
	3 days

	10
	Ticket categorization & priority
	Add priority tagging
	Dev C
	Pending
	2 days



Document 6: Sprint meetings Meeting
 Type 1: Sprint Planning meeting
	Date
	01-Oct-2025

	Time
	10:00 AM – 11:30 AM

	Location
	COEPD Project Room / MS Teams

	Prepared By
	Scrum Master

	Attendees
	Product Owner, Scrum Master, Developers (5), QA (2), Business Analyst



Agenda Topics
	Topic
	Presenter
	Time allotted

	Review prioritized product backlog
	Product Owner
	20 mins

	Define Sprint Goal
	Scrum Master
	15 mins

	Select user stories for Sprint 1
	Development Team
	30 mins

	Break down stories into tasks & estimation
	Developers/QA
	25 mins



Other Information
	Observers
	Stakeholders (optional)

	Resources
	Product backlog, Jira board, Sprint planning tool

	Special Notes
	Sprint duration: 2 weeks; Definition of Ready applied



Meeting Type 2: Sprint Review Meeting
	Date
	14-Oct-2025

	Time
	4:00 PM – 5:00 PM

	Location
	MS Teams

	Prepared By
	Scrum Master

	Attendees
	Product Owner, Scrum Team, Key Stakeholders

	Sprint status
	Things to demo
	Quick updates
	What’s next

	Sprint Goal achieved (auto-assignment + escalation working)
	Ticket auto-assignment, SLA-based escalation
	Stakeholder feedback captured
	Prepare backlog items for Sprint 2 (SLA dashboard, LDAP login)



Meeting Type 3: Sprint retrospective meeting
	Date
	15-Oct-2025

	Time
	11:00 AM – 12:00 PM

	Location
	COEPD Room / MS Teams

	Prepared By
	Scrum Master

	Attendees
	Scrum Team


	Agenda
	What went well
	What didn’t go well
	Questions
	Reference

	Team collaboration
	Active participation, stories completed on time
	Some dependencies delayed
	How to improve cross-team dependency handling?
	Sprint board

	Tools & process
	Jira boards effective, CI/CD pipeline stable
	Few build failures
	Need training on automation testing?
	Confluence, Jira


4. Daily Stand-up Meeting
	Question
	Name/Role
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	What did you do yesterday?
	Developer 1
Developer 2
Developer 3
	
	
	
	
	
	
	

	What will you do today?
	Developer 1
Developer 2
Developer 3
	
	
	
	
	
	
	

	What (if any) is blocking your progress?
	Developer 1
Developer 2
Developer 3
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