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Overview
1.   Background and Description
	The client is a specialty retailer of jewellery in North America and Oceania. As of 30 June 2018, it operates 312 stores in Australia, Canada, New Zealand, and the Group employs approximately 2,600 permanent employees. The company's headquarters are in Brisbane, Australia.

After recently acquiring the partner business Jewellery Services Australia, the client is operationally running the jewellery company. As part of taking over its operation, the client has acquired a lease for the use of Microsoft Business Central.
To reduce business risk, potential repairs sales losses and unplanned operational expenditure, the client has identified that the Jewellery Repairs Service Centre processes and applications are to be migrated from the current Microsoft Business Central application to the Microsoft D365 Finance & Operations platform within the Project Account Management and Service Management modules.  


2. Service Objectives

	The objectives of the service are outlined as below:

· Discovery and elicitation of requirements for the Service Centre processes currently operating within a leased instance of Microsoft Business Central. 

· Develop and maintain User Story backlog, including all relevant acceptance criteria.

· Coordination of the development and testing efforts including collaboration with internal and external stakeholders.

· Work with internal and external stakeholders to prepare user documentation identified. 

· Provide Business Analysis assistance with Go-Live activities where required.


3. Service Outcomes
	Through the delivery of the service objectives, the following outcomes are expected:

· Risk mitigation of the Service Centre being unable to process Repair Service orders resulting in redirecting repair jobs to another third-party repair provider. 

· Monthly Estimate = 2,800 repairs received and Total Month Repair Value = AUD $120,000 (as of June 2024, with an expectation to increase with the onboarding of further retail Stores). 

· Monthly savings = AUD $1,500 by eliminating the expense of the MS Business Centre lease


4. Service Activities and Deliverables 

	Activities & Deliverables
	Est. Effort

	Stage 0: Service Scoping and Planning, and Requirements Management Approach
	Approx. 3 days

	Activities:

· Meet senior stakeholders to elaborate scope, confirm objectives, validate required outcomes, determine approach, and understand time, effort, and quality expectations. 

· Identify stakeholders for each business process/activity.
· Design stakeholder engagement approach.

Deliverables:

· Updated Service Delivery Specification (if required)

· Work plan (including stakeholder engagement plan)

· Requirements management approach
	

	Stage 1: To be Design and Requirements Elicitation
	Approx. 10 days

	Activities:

· Work with SME’s and both internal and external stakeholders to elicit further requirements for the To-Be Process within the Service Centre. 

· Convert requirements into deliverable Features / User Stories in DevOps, including an estimate of effort required to develop and priority.

· Perform Feature / User Story (requirements) backlog management

· Capture appropriate requirements management data (utilising the ‘tag’ system) to ensure compliance with the development and test teams.

· Provide feedback to stakeholder on gathered requirements and obtain approval
Deliverables:

· Clearly documented, estimated and prioritised User Stories recorded in DevOps 
· Acceptance Criteria 
	

	Stage 2: Development Support, Implementation and Testing
	Approx. 30 days

	Activities:

· Collaborate with the nominated D365 solution architect partner for them to develop an FDD (Functional Design Document)

· Review Functional Design Document for business sign-off.

· Assist with capture, validation and application of system configuration including security roles.   

· Assist with transitioning testing suite to BAU regression suite.

· Undertake functional testing to validate configuration and development has achieved the objective of each requirement 

· Undertake / assist in end-to-end testing of the solution before transitioning the test responsibility to the outsourced test service provider.
Deliverables:

· Formal Testing Scenarios

· User Acceptance Testing analysis
	

	Stage 3: Production Go-Live and Hyper-Care Support 
	Approx. 15 days

	Activities:

· Manage Bug (Defect) backlog management – including triage & documenting resolutions

· Assist with coordination of UAT. It is noted that a nominated business manager will be responsible for final sign off that a change being implemented as correct and complete.

· Identify future regression suite and communication with the Test Lead/Manager.

· Liaise with and coordinate efforts with the external test service provider for functional and End-to-End testing, and to assist in identifying a regression suite that will apply for future. 

Deliverables:

· Clearly documented bugs recorded in DevOps

· Bug lifecycle management 
· Regular reporting and monitoring
	

	Stage 4: User Documentation
	Approx. 5 days

	Activities:

· Access and analyse all available existing documentation / artefacts that describe the current state processes and SOPs.

· Preparing and publishing configuration, setup and business process wikis where required. 

· Prepare documentation for initiative go-live support.
· Assist users with user documentation (if required).
Deliverables:

· Clearly documented configuration and process wiki’s communicating final design delivered

· User documentation as required
	

	Stage 5: Service Close-out
	Approx. 2 days

	Activities:

· Conclude the service and ensure that all relevant documentation has been finalised, housed in correct folders, drives, Jira/Confluence repositories. 

· The relevant handovers have been completed. 

· Provide a Service Review

· Seek BAPL feedback

Deliverables:

· Completed Service Delivery Specification

· Completed Work Plan (including stakeholder engagement and requirements management plan)

· Recorded client review meeting

· Written client feedback
	


5. Stakeholders
	The table identifies the key stakeholders with who BAPL will work. Specific business SMEs will be identified as part of Stage 0:
Head of Insurance and Repairs and Engagement Manager
Jane Doe  
Group Product Services Manager

Joe Soap
IT Program Manager
John Smith
Data and Reporting Squad Lead
Alex Alexandra-King
External Service Provider (Testing) – Test Lead/Manager
David O’Neil, ABC Testing Experts



6. Processes and Systems
	The process impacted is 5.0 Deliver Products which breaks down into
· 5.1 Operate Service Centre:

· 5.1.6 Manage Customer Returns/Repairs > 5.1.6.4 Manage repairs and return to Customer
This process is currently supported by Microsoft Business Central and will need to be migrated to Microsoft D365.


7. Exclusions
	1) Project Management or PMO services. 

2) Vendor negotiations and contract management.


8. Critical Success Factors
	1) Engagement from key decision makers and stakeholders to confirm service objectives and scope of work.

2) A clear set of unambiguous objectives and approved approach.
3) Stakeholder availability to support project urgency and time-constraints.

4) Access to systems and program/project documentation.
5) Early agreement upon fit for purpose template(s) and level of detail for deliverables including DevOps configuration.
6) Regular, structured feedback on the quality (including structure and depth) of deliverables.
7) Ability to validate and leverage existing processes and other project collateral to speed up requirements elicitation.


9. Client Responsibilities
	The client will provide Business Analysis (BAPL) Consultants with:

· Access to all systems and networks (including WIFI/internet) required to undertake work in an efficient manner towards delivery of agreed outcomes.

· Facilities to support the analysis work when onsite (e.g. desk, chair, meeting rooms with a projector etc) 

· Access to relevant initiative/project artefacts at the commencement of the service
· Access stakeholders who can articulate the drivers for the engagement and who are available to contribute to the project.

· Access to SMEs for each business function. SMEs must be able articulate current state processes, issues, opportunities for improvement and requirements in relation to the existing systems and the processes they support.

· Access to technical resources who can support the identification of non-functional requirements, if needed (e.g., security, availability, capacity, usability, integration etc) including a technical analyst and developer to contribute to and confirm functional design within Microsoft Dynamics Finance & Operations (D365) and undertake development towards the same.
· Access to a nominated test resource from the client’s outsource testing partner for coordination of test script development, regression and formal testing during the duration of this project.


10. Quality
	Business Analysis (BAPL) will provide quality assurance over the deliverables provided:
· Service delivery specification (SDS) is the basis for agreeing and monitoring that BAPL meet the agreed service outcomes.
· Creation of a detailed workplan/s, to break down the service delivery specification into smaller milestones, with due dates for tasks and deliverables.

· Regular e.g. weekly status reporting to inform the Client and BAPL of progress against deliverables, and regular updates to outline service progress, risks, and issues.

· [image: image1.png]The BAPL service delivery process is used by all BAPL consultants to ensure activities and deliverables are fit for purpose (i.e. the work undertaken, and the products delivered, are of an appropriate depth and quality standard to achieve the required outcomes). 

· BAPL will appoint a Lead BAPL Consultant to the service. The Lead will play an active role in the direction and management of the consultant/s - ensuring the deliverable/s support client needs and our high-quality standards. BAPL may also choose to appoint an additional consultant/s if required and if agreed to by the client.


11. Client Comments
	1) The external testing resources will be managed by the nominated Test Manager.


12. Estimate Duration

	Estimated Effort: 13 weeks
Estimate Start Date: 26 August 2024
Cost Estimates (if required): (commercial in confidence)
· BAPL will commit 1x Strategic Lead BA (SLBA) Consultant to lead and coordinate this initiative from Scoping & Planning through delivery and into production hyper-care for an average of 1.25 days / week for the duration. Cost estimate is rounded up to the nearest whole day. 

· BAPL will commit 1x Consultant BA for 65 days on a 5 days/week (Full Time) arrangement for the duration. 


13. General Comments
	Assumptions:

· Delivery of the service will be undertaken by a consultant working both within the client’s office space and remotely. 

· The days of effort indicated is an estimate, BAPL will keep the client updated in terms of tracking activities and deliverables against estimated days. If at any point this needs to change it will be immediately identified and raised with the client, providing sufficient details to substantiate the change.

· The effort estimate does not factor in any reuse of pre-existing work/documentation that may currently exist. BAPL will assess the level/value of work require during stage 0 and will advise if effort estimates need to be reviewed.

Constraints:

· The level of detail in artefacts will be dependent upon the level of engagement and level of information provided by identified stakeholders.

Risks:
· Any stakeholder access/availability issues, delay in access to information or provision of approvals will prejudice the ability to deliver the full scope of work.

· A variation to scope as outlined within the specification may impact the delivery timeline and/or resourcing needs.

Dependencies:

· Stakeholders buy-in and support on the service outcomes, objectives and approach is crucial to drive quality and the success of service.


Note: During the term of the agreement and for 6 months after the expiry of the agreement the parties agree that neither party will directly or indirectly solicit, engage, employ or otherwise have dealings with any employee of the other party (or an associated entity) without the other party’s consent.

14. Version Control
	Version #
	Date
	Description
	Author

	0.1
	20 June 2024
	Initial draft
	Justin Temple

	0.2
	25 June 2024
	Updated service outcomes and objectives after review with client
	Justin Temple

	1.0
	01 July 2024
	Approved version
	Justin Temple
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