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Details of Project

	Project Aim and Purpose

	To implement a functioning IT Support Ticketing System that will help the business to  monitor tickets and the corresponding solutions, and as well improve its customer satisfaction rate

	Project exclusions

	1. Customers may not be able to read email notifications on time.

2. Sending of email notification is dependent on the internet, if encountered problems about internet connection then email notification may be delayed.
3. There is no capability for video call interaction with client.
4. The  IT Support Ticketing System is not optimised for mobile applications.
5. There will be no User training sessions as Team members are knowledgeable and have experience with the ticketing system.

	Benefits Identification

	1. The ticketing system of our IT Consulting company will cater both external clients and employees. 

2. For external clients, we have a BPM project where our BA’s design and automate trade-related process workflows of our clients. If there’s an issue with regards to the automated process or if there are requests for process enhancements, our clients shall raise a ticket in the ticketing system.
3. Less manpower and attention will be committed in resolving a client problem.
4. For our company employees, if they encounter hardware (PC/ Laptop) issues or requests for software installations, they too shall raise a ticket in the ticketing system.

5. The delivered IT Ticketing System using AI and algorithms will be able to grade which ticket gets handled first due to the level priority/urgency and according to agreed SLA’s.

6. The delivered IT Support Ticketing system will be built with the capability that enables customer self-service. This will empower customers to be able to resolve complaints, thus reducing the overall burden on the ticketing system.

7. In addition to lodging complaints on the IT Support Ticketing system, tickets will also be able to be raised through other social media platforms like Twitter, Facebook, Instagram through integration.
8. Team members have no dependencies on other projects, hence the project can be finished on time.

	Project deliverables

	1. Ticket system prototype
2. Design presentation for client

3. Gantt chart for project milestones
4. Risk management sheet

5. Business case

6. Cost Benefit Analysis document

7. Stakeholder analysis sheet

8. User interface

9. RAID logs

10. Status report

11. Project plans

12. Decision log
13. System designs

14. Final system

	Acceptance criteria

	1. The support ticketing system user interface will be easy to understand, navigate, and access for its users.

2.  The IT Supporting Ticketing System must support both windows and iOS software operating system.

3. Aside English, it must support other major languages such as French, Spanish, Italy, Welsh, Chinese, and Hindu. And these languages can be changed by the user.

4. The support Ticketing system will notify customers through emails after they have registered a ticket for complaint.

5. The support Ticketing system can only notify customers about the progress of their concern or request by sending an email but will not be able to call the customer.

6. There will be a section for frequently asked questions on the IT Support Ticketing System interface for External clients/ users.
7. As tickets move through the service desk and through escalations for both the external clients and employees, these touch points will be documented, thus aiding the historical view and review of ticket handling process.

8. As tickets move through the service desk and through escalations for both the external clients and employees, these touch points will be documented, thus aiding the historical view and review of ticket handling process.

	High-level Requirements

	1. The system should enable for the addition of feedback satisfaction and incident resolution. The stars are assigned in a scale of one to three.
2. The ticketing system must be web based.

3. The IT ticketing system shall possess a live chat feature.

4. The ticketing system must possess a repository for status tracking of raised issues by the client, users and technical team.
5. The system must automatically send notification email to customer and technical team  when a ticket is created.
6. Incident details must be able to be searched on the system using ticket number

7. The system should be able to produce the following type of statistical information based on time interval:
· Number of created incidents

· Number of resolved cases and its %

· Average time to respond. / resolve

· Agents who solved the incidents
· Number of case reopened and its %

· Number of cases deleted

	Assumptions

	1. There will be difficulties in adopting the new system of raising and resolving complaint from the external and internal users. Thus calling for the need of encouragement by the IT company for its users to adjust their behaviour to the new IT ticketing system.
2. Some service downtime is to be expected intermittently pending when the new system is properly mastered and integrated into the IT company business operations. Thereby leading to the need for service support.
3. With the new ticketing system well automated to efficiently classify complaints accordingly, thus leading to an increased workload for the existing technical staff. It is pertinent that more IT staff are hired.

	Constraints/Limitations

	1. Time: the assigned 3 months for project completion and deployment might not be enough as unforeseen circumstances might arise.
2. Resource constraints.: With the IT support ticketing support system  being a green field to the IT company, there might exist the issues of how much the project will cost, there might be a need for the employment of more skilled staff or even purchase of new IT equipment/software in the office.
3. Scope constraints

	Risk

	1. Project purpose and need may not well-defined.

2. Project schedule may not clearly defined or understood.

3. Lack of communication, causing lack of clarity and confusion.
4. Inadequate customer testing leads to large post go live defect list.

5. Theft of materials, intellectual property or equipment.

6. Acts of God for example, extreme weather, leads to loss of resources, materials, premises etc.

7. Scope creep

8. Estimation and scheduling errors
9. Stakeholder action delays project

10. Project conflict not resolved in timely manner


