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Summary: (why is the project initiated)
The Deliverable Management System is proposed to automate and streamline the management of customer’s Welcome Kit consisting of welcome letter, debit card, checkbook, which is given at the time of new account opening within the bank. Currently, the process of tracking the stock, distribution and expiry of the kit is handled manually, leading to inefficiency, improper updation and delays.
The new digital solution aims to centralize and digitalize the process, ensuring real time tracking of stock, expiry monitoring, and confirmation of kit handed over through customer consent updates. This will enhance operational efficiency, reduce manual errors, and provide accurate real-time insights to the management. 

Current Problem: (what are the current problems)
Currently a manual register is maintained to update the receipt and issuance of the welcome kit. 
· Stock updates are dependent on periodic manual entries
· Expiry tracking is inconsistent, often leading to destruction of deliverable
· No digital confirmation exists for kit handover to the customer
This manual approach causes :
· Delay in updates on stock availability
· Inaccurate reporting and reconciliation issues
· Operational inefficiencies due to manual tallying
· Compliance risk as customers consents in not digitally recorder.






Expected Benefit: (with this project how many problems could be solved)
Tangible Benefits: 
· 80-90% reduction in manual data entry and reconciliation time
· Improved stock accuracy up to 95%
· Reduction in expired stock loss
· Improved audit compliance and audit efficiency.
Intangible Benefits:
· Enhanced customer experience with smooth handover tracking
· Improved trust and transparency with digital consent 

Resources: (what are the resources involved)
Project Manager (1) – For project execution, timeline management and client coordination
Database Admin (4) – to design and manage the database and store the data successfully
System Admin (3) – to manage and setup the server
Testing team (3) – conduct unit testing, system testing and UAT 
Business Analyst (1)- gathering requirements, documentation, conduct UAT,  supporting in deployment

Organizational Changes: (changes required to adapt this technology)
Implementing the Deliverable Management System will require moderate organizational change. The change is not transformational, but it does significantly impact existing processes, roles, and compliance flows across branches.

· The project shifts a long-standing manual process to a fully digital, real-time system.
· All staff handling welcome kits (branch ops, customer service officers, backend teams, audit teams) must adopt new workflows.
· Processes related to inventory management, kit issuance, and customer consent will change.


Time frame for recovery of ROI:
Based on estimated manual effort reduction, inventory optimization, and wastage control, the projected ROI recovery timeframe for the Deliverable Management System is between 12–18 months post-implementation.

How to identify stakeholders:
Stakeholders will be identified based on their involvement in the current manual process and those who will be involved in the digital process. With the help of RACIS matrix we will identify the key stakeholders.





















Document 2: BA Strategy:


BA follows a set of process or strategy to complete the project, which includes gathering the requirement using the elicitation techniques, stakeholder analysis, sorting of the collected requirements, prioritizing the requirements and validating the requirements. 
What Elicitation Techniques to apply 
 Below are the few elicitation techniques used, 
· Brainstorming: - It is a technique used to generate ideas, solutions and requirements for the project. In this technique the questions and challenges are introduced to the participants, and they are asked to propose ideas and solutions. This technique is basically used to get all possible solutions for a problem. It is most effective in the group of 8-12 participants. But time limit should be determined for this technique and the participants should be determined. 
· Workshops: -Workshop is a structured meeting where the stakeholders and the subject matter experts work together to get the project requirements. It is conducted to get the high level functional and non-functional requirements. 
· Questionnaires/ Surveys:- this is a method is used to gather all the information from multiple stakeholders.
How to do stakeholder analysis? 
Each stakeholders have a specific role and responsibility in the project. The RACI matrix helps to clarify the roles and responsibilities and ensure that the stakeholders needs are addressed in the project and thereby minimizes the confusion during project execution.
R- Responsible: The individuals responsible for caring out the task
A- Accountable: The individuals answerable for the task. The one who delegates the work 
C- Consulted: The individuals who needs to be consulted before the decision in       been taken. Usually a subject matter expert 1
I- Informed: The individuals who needs to be kept informed about the decision or the progress. They are nowhere involved in the execution.


What documents to write? 
· Business Requirement Document (BRD): It is a detailed documentation of all business requirements gathered from the stakeholders .It is a high level document which outlines the business needs and the goal of the project
· Functional Requirements Specification (FRS): It is a document which is prepared after BRD. It describes how the system will perform to meet the business requirements.it breaks down the business requirements into technical specifications. 
· Non-Functional Requirements: It is the document which captures the performance, scalability, user experience expectation and security 
· Use Case: it documents as to how the user interacts with the system 
· Wireframes: Visual representation of the UI 
· Test Case Document: This document includes test case strategies, test case, bugs, execution reports

What process to follow to Sign off on the Documents 
Taking a sign-off on the document is a formal process which acknowledges the completion and timely delivery of the project. Below are the steps to follow for the sign off procedure:
· Preparing the sign-off documents 
· Organizing the signoff meeting
·  Discussing the feedback 
· Taking the sign off via email 
· Communicating sign- off to all the stakeholders

How to take Approvals from the Client 
Conduct a formal meeting with the client, update them with all the documents and changes and get their continuous feedback and approval. Once it is received send a formal email for the approval and share the same with all the stakeholders and document it. 
What communication channel to establish and implement 
Regular face to face meeting, daily standup meeting, sprint planning, review meeting, E-mail communication, project management tools like JIRA, etc can be used. 
How to handle change request? 
we need to receive a change request in a standardized form which documents the requested changes, impact on the time and the budget and process of approvals. then we need to do impact analysis discuss and get approvals from the committee and the stakeholder. Communicate the final approval or rejection to the client and then implement and document the changes
How to update the progress of the project to the stakeholders 
Daily or weekly meetings can be conducted to give the update and the progress of the project. Use burndown chart can be used for visual representation of the project in order to compare the progress of the project with the actual timeline set. 
How to take sign-off on the UAT- Client project acceptance form 
UAT and client project acceptance form is important as it communicates that the project is accepted by the client , it meets the client expectation. Below are the steps involved : 
· Preparing the UAT document in which the user acceptance criteria are clearly defined and the same is agreed by the client 
· UAT execution where the user will be testing the system based on the test case. 
· Taking feedback and resolving the issues before taking the final sign-off. 
· Review the final form with the client and obtain the approvals and proceed for the closure of the project by taking the sign-off
















Document 3
Functional Specification
	Project Name
	Deliverable Management System (DLMS)

	Customer Name
	Kotak Mahindra Bank

	Project Version
	V1.0

	Project Sponsor
	BANK

	Project Manager
	Satish Reddy

	Project Initiation date
	18.10.2018




Functional Requirement Specification:

	Req id
	Req name
	Req description
	Priority

	FR001
	Login
	The staff should be able to login with their emp id and system password
	10

	FR002
	Access
	Only the operational team should have the access to login the application
	10

	FR003
	Data input 
	The operational staff of ranking M1 to M3 should have the access to input the data
	9

	FR004
	Data Authorization
	The staff ranking M4 to M8 should have the access to authorize the data inputted.
	9

	FR005
	customer consent
	All the new account opening customer consent should only be updated in the application
	8

	FR006
	Expire tracking
	Alerts must appear in dashboard for kits expiring   within next 60/30/15days
	7

	FR007
	Dashboard 
	The system must show the available stock, expire alert, kits allocated today, pending customer consent, destroyed/lost stock
	7

	FR008
	MIS report
	System must show stock register report, expire report, handover report, audit trial report, monthly consumption report
	8

	FR009
	Real time inventory 
	System must display real time stock levels at the branch
	7

	
	
	
	



















Document 4
Requirement Traceability Matrix
	Req id
	Req name
	Req description
	Design
	D1
	T1
	D2
	T2
	UAT

	FR001
	Login
	The staff should be able to login with their emp id and system password
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR002
	Access
	Only the operational team should have the access to login the application
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR003
	Data Input
	The operational staff of ranking M1 to M3 should have the access to input the data
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR004
	Data Auth
	The staff ranking M4 to M8 should have the access to authorize the data inputted.
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR005
	Customer consent
	All the new account opening customer consent should only be updated in the application
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR006
	Expiry Tracking
	Alerts must appear in dashboard for kits expiring   within next 60/30/15days
	Yes
	Yes
	Yes
	Yes
	Yes
	InProgress

	FR007
	Dashboard
	The system must show the available stock, expire alert, kits allocated today, pending customer consent, destroyed/lost stock
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	FR008
	MIS report
	System must show stock register report, expire report, handover report, audit trial report, monthly consumption report
	Yes
	Yes
	Yes
	Yes
	InProgress
	No

	FR009
	Real time inventry
	System must display real time stock levels at the branch
	Yes
	Yes
	Yes
	InProgress
	No
	no
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1 Document Revision
	Date
	Version Number
	Document Changes
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	V1.0
	Initial document

	
	
	

	
	
	



2 Approvals
	Role
	Name
	Title
	Signature
	Data

	Project sponsor
	Mr. Rishi S
	

	
	

	Project owner
	Mrs. Mohana
	
	
	

	Project manager
	Mrs. Thanuja
	
	
	

	System architect
	Mr. Ravi
	
	
	

	Development lead
	Mr. Sandeep
	
	
	

	User experience lead
	Mrs. Deepa
	
	
	

	Quality lead
	Mr. Rakesh
	
	
	

	Content lead
	Mr. Arif
	
	
	




3 RACI Matrix

R – Responsible: Does the work
A – Accountable: Final decision maker / owner
C – Consulted: Provides inputs
I – Informed: Updated about progress
S – Support: Assists in execution







	Activity
	Rishi (Sponsor)
	Mohana (Owner)
	Thanuja (PM)
	Ravi (Architect)
	Sandeep (Dev Lead)
	Deepa (UX)
	Rakesh (QA)
	Arif (Content)

	Req. Finalization
	I
	A
	R
	C
	C
	C
	I
	C

	System Design
	I
	I
	C
	A
	R
	C
	I
	I

	UI/UX Design
	I
	I
	C
	C
	S
	A/R
	I
	C

	Development
	I
	I
	C
	C
	A/R
	C
	I
	S

	Content Creation
	I
	C
	C
	I
	S
	C
	I
	A/R

	Testing
	I
	I
	S
	C
	R
	C
	A/R
	I

	UAT
	I
	A
	R
	C
	S
	C
	C
	S

	Deployment
	I
	A
	R
	C
	R
	I
	S
	I





4 Introduction
    4.1 Business Goal
To create a real-time, accurate, and compliant digital system that optimizes welcome kit inventory, enhances customer experience, and reduces operational inefficiencies across all branches.
    4.2 Business objective
To implement a digital Welcome Kit Management System that automates stock tracking, monitors kit expiry, captures customer consent electronically, and provides real-time visibility to reduce manual errors, improve operational efficiency, and ensure regulatory compliance.



   4.3 Business rules
· Customer identification and issuance proof must be preserved.
· Accurate inventory records and logs must be kept for inspections.
· Secure handling of customer data and system access.
· Customer consent and transaction logs to be retained for the mandated period (typically 7 years).
· Systems and processes must minimize manual errors and fraud risks.

4.4 Background
Below is the process followed by the bank for the Account Opening Welcome Kit:-
For every new to bank account opening customer, the Welcome Kit consisting of welcome letter, debit card, checkbook was been handed over to them immediately after the receipt of their physical documents.
The physical deliverable stock register will be maintained by the employee in the branch where the in and out of the welcome kit stock will be updated
Once the welcome kit is received in the branch from the head branch office in a bulk the employee will update the register in the received column.
If any customer comes for the purpose of account opening, after the basic documentation verification the employee will handover the welcome kit to the customer if found all ok.
The employee will update the welcome kit register by reducing count of the stock manually.By the EOD the physical stock is been tallied with the register

4.5 Project Objective 
· The objective of the project is to ensure that there is a proper and error free handling of the welcome kit.
· Reduction in manual work and dependency.
· Welcoming experience for the account opening customers.
· Easy access to all the branch operational staff.




4.6 Project Scope
In order to ensure that is a proper error free handling of the deliverable at the branch, a deliverable management system application has to be implemented. It will help to reduce the manual work and all the data will be stored digitally. 
      4..6.1 In Scope Functionality: 
       1. Welcome Kit Inventory Management
· Record kit details (Kit ID, batch no., expiry date).
· Real-time update of stock (received, issued, damaged, expired).
· Daily system-generated stock reconciliation.
       2. Kit Issuance & Customer Consent
· Customer verification using Customer ID / Account No.
· Digital consent capture before kit issuance.
· Assigning a unique kit to a single customer.
· Timestamped issuance logs.
      3. Expiry Monitoring
· Automatic detection of expiring kits.
· Alerts/notifications for kits nearing expiry.
· Blocking expired kits from issuance.
      4. Reporting & Dashboards
· Branch- and admin-level stock reports.
· Issuance reports and audit logs.
· Discrepancy/variance reports.

        4.6.2 Out Scope Functionality 

      1. Physical Operations
· Physical distribution/transport of welcome kits.
· Kit storage, logistics, or warehousing activities.
      2. Customer Onboarding Process
· KYC verification or account creation workflows.
· Any processes unrelated to kit issuance.


5 Assumptions

· All branches will have stable internet connectivity to use the online system in real time.
· Welcome kits will have unique identifiers (barcode/serial number) provided by the bank/vendor.
· Customer master data is accurate and up to date for verification during kit issuance.
· Users will receive proper training on how to use the new digital system.
· Required approvals from compliance, audit, and IT security teams will be obtained on time.
· Existing hardware (PCs/scanners) at branches is sufficient to support the new system.
· Digital consent is legally acceptable for audit and regulatory requirements.
· System access will be role-based, and all required roles will be defined before UAT.


6 Constraints

· Must use existing branch hardware and internet.
· Only web app allowed in Phase 1.
· Limited integrations permitted.
·  Must meet RBI security & audit requirements.
·  Audit logs cannot be changed.
· Limited staff availability for training/UAT.
· Project must stay within fixed budget and timeline.
7 Risk
Risk is something that could effect the success of failure of a project. There can be internal risk of external risk effecting the project
Below is the table which shows the risk register with likelihood, impact and strategy

	1.Inaccurate physical stock vs. system stock
	Medium
	High
	Mitigate
	Train staff, enforce daily reconciliation, audit logs.



	2. Branch internet downtime affecting real-time updates
	Medium
	Medium
	Mitigate
	Auto-sync on reconnect; offline entry queue.



	3. Poor user adoption / resistance to new digital process
	High
	Medium
	Mitigate
	Conduct training, provide quick guides, phased roll-out.



	4. Integration delays with customer master data
	Medium
	High
	Mitigate
	Early IT alignment, mock APIs for testing.



	5. Incorrect or missing kit expiry data
	Medium
	Medium
	Avoid
	Enforce mandatory expiry field and validation at entry.


Technological Risk
These risks are related to the technology, system performance, and technical infrastructure.
· System integration issues with the customer master or branch systems may delay development.
· Internet instability at branches may interrupt real-time updates.
· Inadequate data encryption/security controls may expose customer consent data to risk.
· System unavailability/downtime due to server failures or poor hosting infrastructure.

Skill Risk
These risks relate to lack of required skills or availability of competent professionals.
· Limited availability of skilled developers experienced in inventory management systems.
· Insufficient understanding of banking compliance among development or QA teams.
· Branch staff unfamiliar with digital tools may struggle to adapt
.
Political Risk
These are related to organizational politics 
· Resistance to change from branches comfortable with manual processes.
· Conflict between IT and Operations teams over ownership of the system.

Business Risk
These risk are related to business outcome it the project fails
· Continued manual errors and stock mismatches leading to customer dissatisfaction.
· Increased risk of audit findings due to lack of digital logs and traceability.
· Loss of welcome kits due to poor tracking, resulting in financial loss.

Requirement Risk
These risk are possible if the requirement is incomplete, missing or misunderstood
· Incorrectly captured expiry rules 
·  Unclear integration requirements with customer master systems.
·  Insufficient clarity on user roles (branch staff vs. admin vs. audit).

Other Risk
Anything not covered in the above categories.
· Vendor delays in providing barcode/unique ID standards for kits.
· Unexpected regulatory changes requiring rework in later phases.






8 Business Process Overview
   8.1 Legacy System
The current process for managing Welcome Kit stock is manual and paper-based. Branches receive kits physically and update stock through handwritten registers or Excel sheets. Issuance is manually recorded, with no real-time visibility. Expiry tracking is inconsistent, increasing the risk of expired kits being issued. Customer acknowledgment is collected on paper, making it difficult to track and audit.
Challenges in the Legacy Process
· No real-time stock visibility.
· High chance of manual errors and mismatch in records.
· No automated expiry alerts.
· Customer consent stored as physical signatures, difficult to trace.
· Time-consuming reconciliation.
· High audit findings due to missing or inconsistent data.



      8.2 Proposed Recommendation 
The proposed Digital Deliverable Management System introduces automated, real-time tracking of stock, expiry, and kit issuance. Customer consent is captured digitally, and issuance cannot proceed without proper verification. Automatic expiry alerts, audit logs, and dashboards resolve the challenges of the legacy system.

9 Business Requirement
This section lists the business requirements gathered from stakeholders. Requirements are categorized by Priority (High / Medium / Low) and Functional Area for easier tracking. These requirements should be mapped to Use Cases and system design documents for full traceability.



	Req ID
	Requirement Description
	Priority

	REQ-01
	System shall allow branches to record new welcome kits with Kit ID, batch number, and expiry date.
	High

	REQ-02
	System shall maintain real-time stock updates (received, issued, damaged, expired).
	High

	REQ-03
	System shall prevent issuance of expired or damaged kits.
	High

	REQ-04
	System shall generate alerts for kits nearing expiry (30/60 days).
	Medium

	REQ-05
	System shall verify customer identity via Customer ID / Account Number.
	High



	REQ-06
	System shall capture digital consent (signature/checkbox/OTP) before issuing a kit.
	High



	REQ-07
	System shall map one welcome kit to one unique customer only.
	High



	REQ-08
	System shall record timestamp, branch, and user ID of the issuance.
	High



	REQ-09
	System shall allow viewing historical issuance details for audit/review.
	Medium

	REQ-10
	System shall provide stock summary reports for each branch.
	High



	REQ-11
	System shall provide issuance reports with customer details.
	High



	REQ-12
	System shall generate discrepancy/variance reports for reconciliation.
	Medium










Non Functional Requirement

	NFR ID
	Non-Functional Requirement
	Priority

	NFR-01
	System shall meet bank’s security standards (encryption, authentication).
	High

	NFR-02
	System shall maintain immutable audit logs for 7+ years.
	High

	NFR-03
	System shall support peak branch traffic without performance degradation.
	Medium

	NFR-04
	System should be accessible on standard branch PCs and browsers.
	High

	NFR-05
	System uptime must be minimum 99%.
	High

	NFR-06
	Users should receive responses within 2–3 seconds for major actions.
	Medium

	NFR-07
	System must comply with RBI data retention, audit, and IT security guidelines.
	High

	NFR-08
	The user interface should be simple and intuitive for non-technical staff.
	Medium






10 Appendices
      10.1 List of Acronym
	
	

	BRS
	Business Requirement Specification

	BRD
	Business Requirements Document

	AS-IS
	Current State Process / Existing Process

	TO-BE
	Proposed Future State Process

	DLMS
	Deliverable Management System  

	ID
	Identification Number

	KIT ID
	Unique Identifier Assigned to Each Welcome Kit

	CRM
	Customer Relationship Management System



         10.2 Glossary of Terms

	Term
	Definition

	Welcome Kit
	A physical kit handed to new customers containing account-related materials such as debit card, cheque book, and account documents.

	Kit ID
	A unique system-generated identification number assigned to each Welcome Kit for tracking.

	Inventory
	The total stock of Welcome Kits available at the branch or central warehouse.

	Stock Reconciliation
	The process of matching physical stock with system-recorded stock to ensure accuracy.

	Expiry Date
	The validity end date beyond which a kit can no longer be issued.


          10.3 Related Document

The following documents provide background information, support requirement understanding, and serve as reference material for this project:
· Business Requirement Specification (BRS)   – Initial requirement outline and high-level business needs.
· Training Material / User Manuals
– Instructions and guidance for end users.
· SOPs (Standard Operating Procedures)
– Operational guidelines related to kit issuance, stock handling, and compliance.
1.   Compliance & Security Guidelines
– RBI and internal bank mandates applicable to the application.

