Running head: BUSINESS REQUIREMENT DOCUMENT		1

BUSINESS REQUIREMENT DOCUMENT		4









Business Requirement Document for Neverland Telecom
Name
Institution of Affiliation

Document title: Improvement of Service Uptime and the Speed of Notifications to Customers in the Event of Downtime Incidents
Author: 
Document overview:
Neverland Telecom limited is a mobile and internet service company that is committed to efficiently and reliably providing internet services to its subscribers. In its business enhancement strategy, it has committed to alert the subscribers of downtime incidents within five minutes and to maintain a 99.9% uptime for core services. At the moment, the company finds it challenging in keeping these commitments due to the bulky number of alarms that ring everyday triggered by devices that when checked, have no impact on the service provision to the customers.  This wastes a considerable amount of time as the team of network operators manually filter through the alarms to check if the customer services have been affected or interrupted.
Project statement: 
Incidents of downtime are a common reason that subscribers use to close accounts and seek alternatives from other service providers. They thus result in a reduction in the revenues of the company. This project seeks to modify the operation design to reduce the downtime incidents by at least 50% incidents. It also seeks to ensure that a large number of the subscribers are alerted within five minutes of the occurrence of downtime. The projected results are that the customer’s lifetime will increase by 23% and reduce the churn rate by 35% while the revenues will be $5,700,000 against the project spending estimates of $1,220,000. The project will have a payback period of 12 months.
Business purpose:
The analysis seeks to improve the speed of notifications to customers in the event of downtime incidents. This will be done through the measurement and provision of action design that guarantee a mean time to customer notification (MTCN) being less than five minutes. The project also seeks to increase the speed of resolution from severe incidents with the mean time to repair (MTTR) being less than 7 minutes. 
Assumptions:
The analysis project will operate on the assumption that devices outside of the U.S will be out of scope. New device models connected to the company’s network after the first quarter of the project implementation will also be out of scope. The solution from the project will provide a competitive advantage to the existing management tools and platforms of the company.
 Constraints: 
The project shall be under a financial cap of $2 million and any extra amount shall have to be approved by the board of directors. With regard to facilities and infrastructure, the project implementation team shall utilize the existing office space and the IT devices.
Requirements:
The project will source the data from the digital footprints of the company’s customer database and process the raw data into a format that can be used for statistical analysis. This data will be mined after every one week until the three-year period of the project expires. To ensure data validity and control, data will be processed at an interval of one month and the pattern of change traced. Personal identifiable information (PII) of customers and company employees will be protected through data transformation and signing of privacy agreement pacts by the project implementation team. The results of the statistical analysis will be represented visually through the use of bar and line graphs. A correlational dashboard will also be designed to determine which customers are affected by a service outage. For effective use of the processed data from the footprints, the following requirements will be evaluated for the success of the project:
	Root cause analysis
	· This analysis will assist in differentiating the alarms that are the cause of a downtime incident and those that are just symptoms.
· The projected system will automatically detect the root cause of the multiple alarms.

	Correlation
	· The system will automatically reveal the customers that are being affected by the service outage.

	Information security
	· The new system will abide by the data protection guidelines and network security standards.

	Information technology
	· The design of the system will allow for high availability according to the corporate guidelines for reliability engineering.

	Operations
	· The operations department will be trained in how to use the new system.
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