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Question1. Why is this project initiated?
Answer: 
· This project is initiated to improve customer management, enhance sales tracking, and automate manual customer data handling processes. The existing system is mostly paper-based or uses scattered Excel sheets, causing data loss and poor coordination. To develop mechanism to provide regular update to the customer and obtain customer feedback on services provided 


Question2. What are the current problems?
Answer: 
· Lack of centralized customer information
· Difficulty tracking customer interactions and purchase history
· Inefficient manual reporting
· Poor customer follow-up leading to lost sales opportunities
· Regular update/Alert to customer on the status of his availed services
· No proper mechanism to obtain customer feedback on services provided 



Question3. With this project, how many problems could be solved?
Answer: 
The project will address around 80–90% of the current issues, including
· Data management,
· Reporting accuracy
· Customer communication and feedback

Question4. What are the resources required?
Answer:
Human Resources: Project Manager, CRM Developer, Data Analyst, and Training Staff
Technical Resources: CRM software, servers/cloud infrastructure, and laptops
Financial Resources: Approx. ₹5–7 lakhs budget for implementation and training

Question5. How much organizational change is required to adopt this technology?
Answer:
Moderate change is required — employees need to shift from manual to digital processes. Training sessions will be organized to ensure smooth adoption.

Question6. Time frame to recover ROI (Return on Investment)?
Answer:
The time frame to Recover ROI is nearly 18 months because will complete projects within 18 months and after that we will get our ROI.

Question7. How to identify stakeholders?
Answer:
Stakeholders can be identified through organizational structure mapping and project impact analysis.
They include:
Senior Management (decision-makers)
Sales and Marketing Teams (primary users)
IT Department (system maintenance)
Customers (end beneficiaries)








Document 2- BA Strategy
Write a BA Approach Strategy (As a business analyst, what are the steps that you would  need to follow to complete a project- What Elicitation Technique apply,how to do stakeholder analysis RACI/ILS, What documents to write,What process to follow to sign off on the documents, How to take Approval from the client, What communication channels to establish n implement, How to handle change request, How to update the progress of the project to the stakeholders, How to take signoff on the UAT- Client project acceptance form
BA Approach Strategy
As a Business Analyst (BA) working in a Waterfall project, my approach will follow a structured and sequential process from requirement gathering to final client acceptance. The following are the detailed steps and activities involved:
1. Project Understanding and Planning
Review the Project Charter, scope, objectives, and business goals shared by the Project Manager or client.
Identify key stakeholders and define their roles and responsibilities using RACI Matrix (Responsible, Accountable, Consulted, Informed).
Prepare a BA Work Plan outlining timelines, milestones, and deliverables.

2. Elicitation Techniques
To gather detailed business and functional requirements, the following elicitation techniques are applied:
Interviews: Conduct one-on-one or group discussions with business users and SMEs.
Workshops/Brainstorming Sessions: Collaborate with stakeholders to understand processes and pain points.
Document Analysis: Study existing system documents, reports, or SOPs.
Observation/Job Shadowing: Observe users performing their tasks.
Questionnaires or Surveys: For collecting inputs from larger user groups.
Prototyping: Create wireframes or mock-ups for better visualization of requirements.



3. Stakeholder Analysis (RACI/ILS)
Identify all stakeholders and classify them as Internal, External, Leadership, or Support using ILS (Interested, Leading, Supporting).
Use the RACI Matrix to clarify accountability:
Responsible: BA, Developer, Tester
Accountable: Project Manager
Consulted: Business Users, SMEs
Informed: Senior Management, QA Team
4. Documentation to Prepare
As per the Waterfall process, documentation is key. 
The BA prepares:
Business Requirements Document (BRD)
Functional Requirements Specification (FRS)
Use Case Diagrams / Process Flowcharts
Requirements Traceability Matrix (RTM)
Change Request (CR) Forms
UAT Test Scenarios and Acceptance Form

5. Review and Sign-Off Process
Share all draft documents (BRD/FRS/RTM) with stakeholders for review.
Conduct walkthrough sessions to explain the requirements.
Collect feedback and update documents.
Obtain formal sign-off from stakeholders and the client before moving to the Design phase.

6. Client Approvals and Communication
Use email communication or project management tools (like Jira, Confluence, or MS Teams) to get approvals.
Maintain a communication plan detailing:
Meeting frequency (weekly/bi-weekly)
Communication channels (email, Teams, Zoom)
Stakeholder reporting method (status report, MOM)

7. Change Request Handling
When new requirements arise, raise a Change Request (CR).
Analyze the impact on scope, time, cost, and quality.
Update BRD, RTM, and schedule after approval from the Change Control Board (CCB).

8. Project Progress Updates
Provide weekly status reports to stakeholders.
Track requirement progress using RTM.
Conduct review meetings to discuss deliverable status, risks, and issues.

9. UAT (User Acceptance Testing) and Sign-Off
Support the client during UAT by clarifying requirements and validating test cases.
Capture results and feedback in the UAT Sign-off Form.
Ensure all defects are closed before final sign-off.

10. Project Closure
After successful UAT and delivery, prepare a Client Project Acceptance Form.
Obtain client approval and formally close the project.
Conduct a lesson learned session for process improvement.





Document 3- Functional Specifications
	Project Name
	ABS InTouch

	Customer Name
	ABC Company

	Project Version
	1.0

	Project Sponser
	XYZ

	Project Manager
	Annu Singh

	Project Initiation Date
	24/10/2025



Functional Requirement specifications:
	Req ID
	Req Name
	Req Description
	Priority

	FR0001
	User Authentication and Authorization
	The system shall provide secure login functionality for salespersons, customer service representatives, and management with password protection and multi-factor authentication.
	10

	FR0002
	Role-Based Access Control
	The system shall allow role-based access control, restricting and granting permissions based on user roles such as Salesperson, Manager, and Administrator.	
	9

	FR0003
	Lead Creation / Query Entry
	The system shall allow users to create new customer leads or business queries by entering relevant customer and policy information.
	10

	FR0004
	Lead Status Update
	The system shall allow authorized users to update lead or query status (Open, In-Progress, Closed, Escalated) in real-time.
	9

	FR0005
	Bulk Lead Upload
	The system shall support uploading multiple customer leads from Excel or CSV files to improve efficiency.	
	8

	FR0006
	Automated Lead Assignment
	The system shall automatically assign leads to salespersons based on predefined criteria such as region, product, or workload
	9

	FR0007
	Follow-Up Scheduling
	The system shall enable users to schedule follow-ups, reminders, and callbacks for open leads.	

	9

	FR0008
	Notifications
	The system shall send automatic email/SMS notifications to customers and internal users for lead updates or escalations.	
	9

	FR0009
	Data Validation
	The system shall validate all customer and lead data before saving, ensuring accuracy and completeness.	
	10

	FR0010	
	Error Handling
	The system shall display appropriate error messages and validations when incorrect or incomplete data is entered.
	9

	FR0011	
	Data Encryption
	The system shall encrypt all customer data, including contact and policy details, to ensure confidentiality and compliance with IRDA/GDPR norms.	

	10

	FR0012
	Audit Trail
	The system shall maintain an audit trail for all user activities, including login, data changes, and lead updates
	9

	FR0013
	User-Friendly Interface
	The CRM shall provide a simple, intuitive interface for managing leads, queries, and reports.
	10

	FR0014
	Multi-Device Accessibility
	The CRM shall be accessible via desktops, tablets, and mobile devices for field and remote users.	
	8

	FR0015
	Customer Feedback Capture
	The system shall allow customers to submit feedback on service experience once their query or lead is closed.	
	9

	FR0016
	Escalation Management
	The system shall automatically escalate unresolved leads or queries beyond defined timelines to managers.
	9

	FR0017
	Dashboard and Reports
	The CRM shall generate real-time dashboards and reports showing sales performance, query closures, and customer satisfaction trends.
	10

	FR0018
	API Support / Integration
	The system shall provide APIs to integrate with third-party systems such as email, SMS gateways, and policy management software.	
	9

	FR0019
	Help Section
	The CRM shall include a help section with FAQs, user guides, and troubleshooting tips.	
	7

	FR0020
	Technical Support
	The system shall offer technical support channels for users to report issues or request assistance.	
	8

	FR0021
	Compliance and Security
	The CRM shall comply with insurance data privacy and regulatory requirements (IRDA, ISO 27001).
	10

	FR0022
	Compliance Reporting
	The system shall generate compliance and audit reports for management and regulatory use.	
	9

	FR0023
	Training Material Access
	The CRM shall provide access to training materials, demo videos, and user manuals for end users.	
	7

	FR0024
	User Feedback Collection
	The system shall collect periodic user feedback to measure usability and satisfaction for continuous improvement.	
	8

	FR0025

	Auto Logout
	The system shall automatically log out inactive users after a defined period for enhanced security.	
	10



Document 4- Requirement Traceability Matrix
	Req ID
	Req
Name
	Req
Description
	Design
	D1
	T1
	D2
	T2
	UAT
	Priority

	FR0001
	User Authentication & Authorization
	The system shall provide secure login functionality for sales, customer service, and management users with password protection and multi-factor authentication.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0013
	User-Friendly Interface
	The CRM shall provide an intuitive interface for managing leads, queries, reports, and dashboards.
	Yes
	Completed
	Completed
	Yes 
	Yes
	Pending
	10

	FR0003
	Lead Creation / Query Entry
	The system shall allow users to create new customer leads and queries with all relevant details.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10

	FR0008
	Data Validation
	The system shall validate data fields to ensure accuracy, completeness, and proper formatting.	
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10


	FR0009
	Dashboard & Reports
	The CRM shall generate dashboards for lead status, conversion rates, and agent performance
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10

	FR0021
	Compliance & Security
	The CRM shall comply with IRDA and GDPR data privacy and security guidelines.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10

	FR0014
	Data Encryption
	The CRM shall encrypt sensitive data (personal, policy, and financial) for confidentiality.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10

	FR0024
	Auto Logout
	The system shall automatically log out inactive users after a set period to maintain data security.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	10

	FR0002
	Role-Based Access Control
	The system shall define and restrict permissions based on user roles such as Salesperson, Manager, and Admin.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0004
	Lead Status Update
	The system shall allow authorized users to update lead status (Open, In Progress, Closed, Escalated).
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0005
	Lead Assignment
	The CRM shall automatically assign new leads to salespersons based on defined allocation rules.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0010
	Customer Interaction Log
	The CRM shall record every customer interaction including calls, emails, and in-person meetings.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0011
	Escalation Management
	The system shall automatically escalate unresolved leads or tickets beyond SLA timelines.
	YesYes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0017
	Error Handling
	The system shall display meaningful error messages for invalid actions or missing inputs.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0007
	Notifications
	The system shall send automatic email and SMS alerts for new leads, status updates, and escalations.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0025
	Performance Analytics
	The system shall analyze CRM performance, user activity, and lead closure efficiency.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0018
	API Support / Integration
	The CRM shall integrate with external APIs (email, SMS, policy systems) for seamless data exchange.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0022
	Compliance Reporting
	The CRM shall generate audit and compliance reports for management and regulatory authorities.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	9

	FR0015
	Customer Feedback Capture
	The system shall collect customer feedback after lead or query closure for service improvement.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	8

	FR0006
	Follow-Up Scheduling
	The CRM shall allow users to set reminders and schedule follow-ups for customer engagement.
	Yes
	Cpmleted
	Completed
	Yes
	Yes
	Pending
	8

	FR0024
	User Feedback Collection
	The system shall collect periodic user feedback to enhance usability and satisfaction.
	Yes
	Completed
	Pending
	Yes
	Yes
	Pending
	8

	FR0016
	Multi-Device Accessibility
	The CRM shall be accessible from desktops, tablets, and mobile devices for remote users.
	Yes
	Completed
	Completed
	Yes
	Yes
	Pending
	8

	FR0023
	Training Material Access
	The CRM shall provide access to training videos, guides, and onboarding material for new users.
	Yes
	Pending
	Pending
	Yes
	Yes
	Pending
	7

	FR0019
	Help Section	
	The CRM shall include FAQs, troubleshooting guides, and self-help articles.
	Yes
	Pending
	Pending
	Yes
	Yes
	Pending
	7

	
	
	
	
	
	
	
	
	
	



Document 5- BRD Template

CRM Software Application
ABC InTouch_COEPD_2025
Version 1.0
Annu Singh
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1. Document Revisions
	Revision Number
	Date
	Author
	Description of Changes
	Reviewer
	Approval Date

	 0.1
	14.6.25
	Annu Singh
	Initial Draft of the project documentation
	XYZ
	15.6.25

	0.2
	20.6.25
	Annu Singh
	Added Project Objectives and success criteria
	XYZ
	21.6.25

	0.3
	25.6.25
	Annu Singh
	Include Stakeholder analysis and elicitation technique
	XYZ
	26.6.25

	0.4
	30.6.25
	Annu Singh
	Completed functional requirements and requirement traceability matrix
	XYZ
	01.7.25

	0.5
	05.7.25
	Annu Singh
	Updated Priority and status in requirement traceability matrix
	XYZ
	06.7.25

	0.6
	15.7.25
	Annu Singh
	Added details business requirements
	XYZ
	16.07.25

	0.7
	20.7.25
	Annu Singh
	Incorporated Appendices and finalized document
	XYZ
	21.7.25

	0.8
	25.7.25
	Annu singh
	Final Review and formatting adjustments
	XYZ
	26.7.25

	
	
	
	
	
	



2. Approvals
	Role
	Name
	Signature
	Date

	Project sponsor
	XYZ
	[signature]
	15.6.25

	Business Owner
	ABC
	[signature]
	15.6.25

	Project Manager
	PQR
	[signature]
	15.6.25

	Business analyst
	Annu Singh
	[signature]
	16.6.25

	Technical lead
	HIJ
	[signature]
	16.6.25

	Quality assurance Lead
	NOM
	[signature]
	17.6.25

	Stakeholder Representative
	VRS
	[signature]
	18.6.25

	IT Department Head
	MNO
	[signature]
	18.6.25



3. RASCI Chart for this Document
Codes used in RACI Chart:
· R: Responsible
· A: Accountable
· C: Consulted
· I: Informed
	Stakeholder
	Responsible (R)’
	Accountable
(A)
	Consulted (C,)
	Informed
(I)

	Stakeholder/Role
	Yes
	Yes
	Yes
	Yes

	Business Analyst
	Yes
	
	Yes
	

	CRM Devloper (Backend & Frontend)
	Yes
	
	
	

	Quality Analyst (QA)
	Yes
	
	
	

	IT Support
	
	
	Yes
	Yes

	Sales Team/ End Users
	
	
	Yes
	Yes

	Customer Service Team
	
	
	Yes
	Yes

	Stakeholder Represntative (VRS
	
	
	
	

	Department Head/IT Head
	
	Yes
	Yes
	Yes

	Training & knowledge Transfer lead
	Yes
	
	
	Yes

	Change Management lead
	Yes
	
	Yes
	Yes

	Finance/Budget officer
	
	
	Yes
	Yes



                     
In this RASCI Chart:
· Project Manager is Accountable and has the ultimate authority (Authorizer) for the CRM enhancement project. The Project Manager approves deliverables, ensures timelines and budgets are met, and authorizes all major project changes or updates.
· Business Analyst, CRM Developers (Backend & Frontend), Quality Analyst, Change Management Lead, and Training Lead are Responsible for performing their respective project tasks such as requirement gathering, system design, development, testing, change documentation, and user training.
· Stakeholder Representative and IT Department Head are Accountable for approving final implementation and ensuring that the CRM solution aligns with organizational goals and IT policies.
· Sales Team, Customer Service Team, IT Support, and Finance Officer are Consulted during different project stages for inputs related to system usability, infrastructure support, and budget allocation.
· End Users, Management Team, and all project stakeholders are Informed throughout the process with regular updates, progress reports, and final implementation outcomes.

4.1 Business Goals
The primary goals of the CRM Enhancement Project for ABC Insurance Company are to streamline customer query management, improve business process efficiency, and strengthen customer relationships. By upgrading the existing CRM tool ABC InTouch with advanced tracking, reporting, and feedback modules, the project aims to provide real-time visibility of sales and service activities, enhance customer satisfaction, and reduce response time to business queries.
The enhanced CRM system will improve collaboration between sales, customer service, and management teams, ensuring better decision-making and faster query resolution. Additionally, the CRM platform is designed to be scalable for future growth, supporting increased customer volumes and expanding business operations while maintaining system efficiency and security.
4.2 Business Objectives
Improve Query Management Efficiency: Enable faster assignment, tracking, and closure of customer queries and business leads.
Enhance Data Accuracy: Ensure all lead and customer data is validated and maintained accurately through automated system updates.
Provide Real-Time Reporting: Introduce dashboards for sales and management teams to monitor query status, lead conversion, and feedback in real time.
Increase Customer Satisfaction: Achieve at least 90% customer satisfaction by providing timely updates and transparent communication.
Ensure Timely Follow-ups: Implement escalation alerts for pending queries to ensure timely closures and accountability.
Strengthen Feedback Mechanism: Capture customer feedback post query resolution to measure service quality.
Support Scalability: Design the CRM to handle double the current number of users and transactions over five years without system performance issues.

4.3 Business Rules
Role-Based Access Control: Users can access CRM functionalities and data only as per their roles (e.g., Salesperson, Manager, Admin).
Data Validation: All lead entries and customer updates must pass validation checks before being saved in the system.
Automatic Logout: Users will be automatically logged out after a specified period of inactivity to maintain security and data protection.
4.4 Background
In the current business process, customer queries and sales leads are manually updated or tracked through limited CRM features, leading to delays, inaccurate reporting, and poor customer experience. The lack of automated status updates and feedback loops has caused inefficiency in lead conversion and customer communication.
To overcome these challenges, ABC Insurance Company aims to upgrade its existing CRM tool ABC InTouch by integrating automated reporting, feedback, and escalation mechanisms. This project will ensure data accuracy, improve inter-departmental coordination, and enhance overall operational efficiency, ultimately improving customer satisfaction and business profitability.
4.5 Project Objectives
Develop New CRM Tabs: Create new modules for Lead Status Tracking, Business Query Updates, and Customer Feedback.
Implement Dashboard Reporting: Introduce real-time dashboards for tracking business leads and performance metrics.
Integrate Escalation System: Automate reminders and alerts for unresolved customer queries.
Enhance Data Validation: Ensure all data entries follow business rules and eliminate duplicate or missing records.
Enable Customer Feedback Mechanism: Capture feedback automatically through emails or CRM notifications.
Provide System Security & Access Controls: Implement secure logins, role-based access, and automatic logout.
Conduct User Training: Provide CRM training to sales and support teams to ensure smooth adoption.
Ensure Scalability: Design the system to support higher data volume and user load for future expansion.
4.6 Project Scope
The project scope defines the functionalities and deliverables included in the CRM Enhancement Project. It clarifies which modules are part of the implementation and which aspects are out of scope for this phase.
4.6.1 In-Scope Functionality
Customer Query Tracking: Real-time updates and monitoring of raised customer queries.
Lead Management: Status tracking, assignment, and closure by sales teams.
Customer Feedback Module: Collection and analysis of customer satisfaction data.
Reporting & Dashboard: Interactive dashboard showing business leads, pending cases, and performance analytics.
Role-Based Access: Controlled access based on user roles (Admin, Salesperson, Customer Support).
Escalation Alerts: Automated escalation for delayed responses.
Security Controls: Data encryption, audit trails, and session timeouts.
Training & Support: User manuals, training sessions, and system support post go-live.
4.6.2 Out-of-Scope Functionality
Hardware Procurement: No new hardware or external devices will be provided.
Legacy System Replacement: Existing CRM core structure will remain unchanged.
Third-Party Integration: Integration with unrelated external systems is not included.
Custom Reports Outside Scope: Only standard dashboard reports will be developed in this phase.
5. Assumptions
1. All users have basic computer knowledge and will adopt the enhanced CRM system after training.
2. Stable internet connectivity and infrastructure are available for CRM deployment.
3. All departments (Sales, IT, Customer Support) will cooperate in data migration and testing.
6. Constraints
1. Budget: Project must remain within the allocated ₹8–10 lakh budget.
2. Timeline: Project must be completed within 12 weeks as per the approved schedule.

7. Risks
1. Requirement Risks
Unclear or incomplete requirements may cause missing functionalities like lead tracking, feedback updates, or business query status.
Frequent changes in business needs without proper documentation can delay the project.
2. Technical Risks
Integration issues between old CRM modules and new updates may cause system errors or data inconsistency.
Compatibility issues with database servers, APIs, or cloud systems.
System performance or downtime risk due to heavy data processing or insufficient testing.
3. Data Migration Risks
Errors during transfer of customer or lead data from the old CRM to the new system.
Data loss or corruption during migration can affect reporting and accuracy.
Incomplete migration leading to missing historical records or lead information.
4. User Adoption Risks
Sales and customer service staff may resist using new CRM features due to comfort with old systems.
Lack of proper training or communication may cause low adoption or incorrect use of the CRM.
5. Testing & Dependency Risks
Testing depends on completion of the development phase — any coding delay impacts project timeline.
Inadequate test coverage may lead to undetected defects in core CRM modules (feedback, tracking, reports).
6. Stakeholder Dependency Risks
Delay in approvals or inputs from management, sales, or IT teams may slow down progress.
Miscommunication between business and technical stakeholders can cause requirement mismatches.
7. Skill Risks
Technical Expertise: Lack of skilled CRM developers or IT staff proficient in the required technologies.
Training & Support: Inadequate user training may impact effective CRM use.
Project Management: Weak project management or lack of CRM experience can result in poor execution.

8. Political / Compliance Risks
Policy Changes: Internal organizational changes in process or hierarchy affecting CRM workflow.
Regulatory Compliance: CRM must comply with data privacy and security regulations (like GDPR or IRDA norms for insurance).

9. Business Risks
Cost Overruns: Project may exceed budget due to unforeseen issues or change requests.
Market Acceptance: Users or departments may resist change, affecting overall CRM success.
Return on Investment (ROI): The upgraded CRM may not deliver the expected benefits or efficiency improvements.

Vendor Dependence: Over-reliance on external vendors or consultants for CRM customization and maintenance.

8. Business Process Overview
8.1 Legacy System (AS-IS)
The current CRM system (ABC InTouch) used by ABC Insurance Company manages customer queries, lead entries, and sales tracking. However, the existing process is semi-manual and lacks integration between customer service, sales, and management teams. This leads to several operational challenges such as delayed updates, data inconsistencies, limited accessibility, and lack of customer feedback tracking.
The present system restricts real-time visibility into query progress and customer satisfaction, resulting in inefficient communication, incomplete lead closure, and reduced customer retention.
Existing Challenges (AS-IS):
Manual Data Updates: Sales representatives manually enter customer queries and lead information; delays often occur in updating query status.
Limited Tracking: There is no automated dashboard to track business leads or their closure progress.
Communication Gap: Customers are not receiving real-time updates on their business queries via email or SMS.
Data Segregation: Customer data and lead records are stored across multiple systems, making it difficult to generate consolidated reports.
No Feedback System: There is no functionality for capturing customer feedback on service quality or response time.
Reporting Issues: Management reports are prepared manually, leading to errors and delayed decision-making.
8.2 Proposed Recommendations (TO-BE)
To address these challenges and improve customer relationship management, the proposed TO-BE system includes the enhancement of ABC InTouch CRM with additional automation, tracking, and reporting capabilities. These enhancements aim to streamline operations, improve transparency, and increase customer satisfaction.
Proposed Enhancements:



Automated Data Entry:
Enable sales and customer service teams to record and update customer queries, lead progress, and closure status in real time through a centralized CRM interface.
Integrated Database:
Store all customer and business query data in a unified database to ensure data consistency and allow real-time access for sales, customer service, and management teams.
Automated Report Generation:
Introduce a dashboard to automatically generate sales reports, query status summaries, and customer response analytics.
Customer Feedback Module:
Implement a feedback tab for customers to rate their service experience and provide suggestions, helping to measure satisfaction levels.
Business Status Tracker:
Develop a “Query Status” tab that sends automated updates to customers via email or SMS on the progress of their raised business queries.
Escalation System:
Configure automatic escalations for unresolved customer issues beyond defined timelines to ensure timely closures.
Mobile Access:
Develop a mobile-friendly CRM version enabling salespersons to access, update, and close leads while on the move.
Cloud-Based Solution:
Host the CRM system on a secure cloud platform to improve scalability, data backup, and remote accessibility.
Security and Compliance:
Conduct regular security checks to ensure that customer data is protected and complies with insurance data privacy standards (IRDA or GDPR).
Performance Monitoring:
Track CRM usage, lead conversion efficiency, and response time to identify process bottlenecks and performance improvement areas.
Training and Support:
Provide comprehensive user training for sales, IT, and customer service teams to ensure smooth adoption of the new CRM features.

9.Business Requirements:

	Req ID
	Requirement
	Description
	Priority

	BR0001
	User Authentication
	The system must provide secure login mechanisms for all users (sales, customer service, management) with password protection and multi-factor authentication.	
	High

	BR0002
	Role Based Access Control
	The system should support different access levels for Admin, Salesperson, Customer Service, and Management, ensuring data security and controlled access.	
	High

	BR0003
	Lead/Query Entry
	The system should allow salespersons to enter new business leads and customer queries, capturing essential information such as contact details, query type, and date.
	High

	BR0004
	Data Validation
	Automated validation should ensure accurate and complete customer and lead data before submission, reducing duplication and errors.
	High

	BR0005
	Status Tracking & Reporting
	The CRM must generate real-time reports on lead progress, customer query status, and overall performance dashboards for management.
	High


	BR0006
	Integration with Existing Systems
	The CRM should integrate seamlessly with existing insurance systems such as policy management, claims, and billing systems for data exchange.
	High

	BR0007
	Responsive User Interface
	The system should provide a user-friendly interface accessible on desktops, tablets, and smartphones for field and office users.
	High

	BR0008
	Security & Data Protection
	The system must ensure data encryption, regular backups, audit trails, and automatic session timeouts to protect sensitive customer information.
	High

	BR0009
	Multi-Language Support
	The CRM should support multiple languages for customer communications and notifications where required.	
	Medium

	BR0010
	Training & Support
	The system should include training modules, user manuals, and help documentation to assist users in adopting new features.
	Medium

	BR0011
	Scalability	
	The CRM should be designed to handle increased customer data and business growth over time without performance issues.
	High

	BR0012
	API Integration
	The system should include APIs for integrating with third-party tools such as email, SMS gateways, and marketing automation software.
	Medium

	BR0013
	Notifications & Alerts
	The CRM must automatically notify customers and internal users about key events such as lead updates, follow-ups, or escalations.	
	Medium

	BR0014
	Automated Logout
	The system should automatically log out inactive users after a specific period to enhance security.
	High

	BR0015
	User Management
	Admin users should be able to create, modify, or deactivate user accounts and assign roles.
	High

	BR0016
	Performance Analytics
	The CRM should include analytics to measure sales performance, customer response time, and query closure rate.
	Medium

	BR0017
	Customization	
	The system should allow configuration of forms, fields, and reports according to department requirements without coding changes.	
	Medium

	BR0018
	Data Backup & Recovery
	Regular automatic backups and recovery procedures should be implemented to prevent data loss.
	High

	BR0019
	Mobile Accessibility
	The CRM should include a mobile app or web version for on-the-go access by sales teams.	
	High

	BR0020
	Customer Feedback Module
	The system should collect feedback from customers on service quality and resolution experience to improve future interactions.	
	High

	BR0021
	Compliance & Audit Logging
	The CRM should comply with insurance data protection standards (IRDA/GDPR) and maintain an audit trail for all transactions.
	High

	BR0022
	Performance & Scalability Testing
	The system should maintain quick response times and stability under varying workloads and high data volume.	
	High

	BR0023
	Sales Training Management
	Include a training tracker to monitor participation and completion of CRM usage training across sales and support teams.
	Medium

	BR0024
	User Activity Monitoring
	Enable monitoring and logging of all user activities for auditing, performance evaluation, and fraud detection.
	Medium

	BR00025
	Support & Maintenance
	The system should include continuous maintenance, bug fixes, and feature upgrades based on user feedback.	
	High



10. Appendices
10.1 List of Acronyms
UAT	User Acceptance Testing
BRD	Business Requirement Document
BR	Business Requirement
CRM	Customer Relationship Management
UI	User Interface
API	Application Programming Interface
SLA	Service Level Agreement
KPI	Key Performance Indicator
DB	Database
QA	Quality Assurance
CSR	Customer Service Representative
OTP	One Time Password
SMS	Short Message Service
RDBMS Relational Database Management System
SRS	Software Requirement Specification


10.2 Glossary of Terms

CRM (Customer Relationship Management)-	A software system used to manage a company’s interactions with current and potential customers, streamline processes, and improve profitability.
ABC InTouch-The CRM application developed for ABC Insurance Company to manage customer queries, leads, and service requests.
Lead-	A potential customer or business opportunity captured within the CRM system.
Query	A customer- Raised concern, request, or question related to insurance products or services.
Feedback Module-	A system feature that captures customer feedback on service quality and experience.
Escalation-	A process that transfers unresolved queries to higher management when service timelines are exceeded.
Dashboard-	A real-time display of CRM data analytics such as lead status, performance metrics, and query closure rate.
User Role-	A set of permissions that defines what actions a user can perform within the CRM (e.g., Salesperson, Manager, Admin).
Data Validation- Automated checks ensuring accuracy and completeness of customer and lead information entered the CRM.
Integration-	Connecting the CRM with other insurance systems such as claims, policy management, or billing for unified data flow.
Mobile CRM	Mobile- Friendly access that allows field agents and sales representatives to manage leads remotely.
Notification-	Automatic email/SMS updates sent to customers and users regarding query progress or lead status.
Audit Trail-	A record that tracks all user activities and system changes for compliance and security purposes.

10.3 Related Documents
· Functional Specification Document (FSD) – Details the system’s features and technical workflows.
· Technical Design Document (TDD) – Outlines architecture, integrations, and technical configurations for CRM modules.
· Test Plan & UAT Document – Specifies testing approach, user acceptance test cases, and sign-off criteria.
· Stakeholder Analysis Document – Identifies stakeholders, their roles, and communication plans.
· Project Charter – Defines objectives, project scope, and overall implementation strategy.
