Acme Widgets Financial Package Implementation Project

Case Study Exercise #11

Initial Quality Requirements

· The users must be well trained to utilize the FinWise system as soon as it goes live. 

· The online portion of this system must be up at all times during the 8:00 – 5:00 shift. This is interpreted to mean at least 98% uptime per month.
· The nightly reports (printed and online) must be available by no later than 8:00 am each morning.

· The accounts receivable system must automatically match at least 90% of the customer payments to billing invoices. This is vastly higher than the current 65% match. The client wants to be at the 90% level within three months of implementation. 
· Customer (external) inquiries and problems must be resolved by the customer service staff within 48 business hours.

· The customer service representatives must be helpful, courteous, knowledgeable and professional, as judged by the external customers.
Case Study Exercise #11

Instructor’s Notes

Depending on how the class is progressing, you could ask each team to only focus on a couple quality requirements. 

Again, there is not necessarily any right or wrong answers. Many of the answers depend on the assumptions each team is making and how they are looking at the overall project. From an instructor perspective you want to make sure that the answers are reasonable and they, in fact, will lead to meeting the quality requirements. 

Some examples are listed below. At this point, do not worry about what types of metrics might be needed. That is the focus of the next case study. You may need to give the group a few examples so that they get an idea of what you are looking for.

The users must be well trained to utilize the FinWise system as soon as it goes live. 

· Establish agreed upon and approved Training Plan

· Create approved Acme User Manual to supplement the vendor information

· Ask users to begin playing with the new application as soon as it is ready

· Provide vendor training and customized Acme training to all users

· Ask all users to participate in User Acceptance Testing

· Assign “super-user” who have more knowledge and can answer most questions. 

· Have vendor support available for questions during the first two weeks.

The online portion of this system must be up at all times during the 8:00 – 5:00 shift. This is interpreted to mean at least 98% uptime per month.

· Have the system online by 6:00 each morning, so that you will have advanced notice if any problems

· Have a person on the night shift responsible each morning for validating the system is up.

· Run diagnostics on the computer hardware every night that look for potential failure points

· Train the users on who to notify immediately if the system ever goes down

· Make sure the help desk understands this type of problem is always highest priority if it is reported by a user

The nightly reports (printed and online) must be available by no later than 8:00 am each morning.

· Schedule all reports to be completed and available by 6:00 each morning

· Have a person on the night shift responsible each morning for validating that the reports are completed.

· Have a primary and backup person on-call each night in case of trouble with the nightly processing. 

· Train the users on who to notify immediately if reports are not available when they arrive

· Make sure the help desk understands this type of problem is always highest priority if it is reported by a user

The accounts receivable system must automatically match at least 90% of the customer payments to billing invoices. This is vastly higher than the current 65% match. The client wants to be at the 90% level within three months of implementation. 

· Make this criteria part of the initial contract to give the vendor incentives to meet this requirement as well.

· Run system tests and user acceptance tests with as much live data as practical to see what percentage of the invoices are matched.

· During testing, determine the cause for each invoice that does not get matched.

· Work with the vendor for all invoices that do not get matched to see if package modifications can be made.

Customer (external) inquiries and problems must be resolved by the customer service staff within 48 business hours.

· Make sure the users of the system know the importance of this requirement.

· Create custom reports that show the resolution time between the problem being reported and resolved. 

· Have this requirement be a part of the performance review criteria for each user.

· Ask vendor to modify their package to flash a reminder to the user if the deadline is approaching.

· Make sure someone is assigned to follow-up on open tickets if a user is sick or out for any reason.

The customer service representatives must be helpful, courteous, knowledgeable and professional, as judged by the external customers.

· We probably need some type of automated survey.

· Have a supervisor listen in on some portion of the customer calls and provide feedback

· Record and evaluate a subset of all calls. Provide this feedback back to the rep. 
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