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Business Consultation

INITIAL ANALYSIS AND IMPLEMENTATION PLANNING 
FRAMEWORK FOR YOUR STRATEGIC PROJECTS 

8 STEPS
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KONICA MINOLTA IT SOLUTIONS CZECH

Automotive CRM
Fleetman
Quick Sums
By Konica Minolta IT 
Solutions Czech and 
Dynamics 365

Gold Enterprise Resource Planning
Gold Windows and Devices
Gold Data Analytics
Gold Data Platform
Gold Datacenter
Silver Small and Midmarket Cloud Solutions
Silver Cloud Business Applications
Silver Collaboration and Content
Silver Cloud Platform
Silver Messaging

Co-Sell ready Gold Partner
Co-Marketing Ready Gold Partner >200 EXPERTS

PROJECTS IN 5 COUNTRIES

360 mil CZK
YEARLY NET SALES

TEAM
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YOUR OUTLOOK FOR STRATEGIC IT PROJECT IS NOT GREAT

>55%
OF IT PROJECTS FAIL
ACCORDING TO VARIOUS ESTIMATES 
FROM GARTNER, IDC, IBM ETC.

THE LARGER THE PROJECT 
THE HIGHER THE PROBABILITY OF FAILURE

UNCLEAR OBJECTIVES

UNREALISTIC SCHEDULE

UNALIGNED TEAM, LACKING COMPETENCE

SHIFTING PRIORITIES
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INITIAL ANALYSIS AND IMPLEMENTATION PLANNING FRAMEWORK FOR YOUR 
STRATEGIC PROJECTS THAT:

ELIMINATES RISKS

CREATES PRECISE PLAN 

DISCOVERS GAPS BETWEEN STRATEGIC GOALS AND CURRENT CAPABILITIES

INCREASES PROBABILITY OF SUCCESSFUL AND PROFITABLE IMPLEMENTATION

WHAT IS  8 STEPS 



© KONICA MINOLTA

WHY AND WHEN DO YOU NEED  8 STEPS 

STRATEGIC GOAL

TOP MANAGEMENT MID-MANAGEMENT 

BUSINESS 

REQUIREMENTS,

TASKS, ACTIVITIES

CURRENT ORGANIZATIONAL AND TECHNOLOGICAL STATUS 
OF THE COMPANY 

8 STEPS

REQUIREMENTS AND 
VALUE ANALYSIS (IVA)

STATUS QUO: 

FIT/GAP ANALYSIS 

IMPLEMENTATION 
STRATEGY AND PLAN

1

2

3

SUCCESSFUL
LOW-RISK

PROJECT 
IMPLEMENTATION

20-DAY
PROGRAM*

* Typical duration of the program. Actual length varies, depending on complexity of the project and level of customer cooperation
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AN ORGANISATIONAL SNAPSHOT
In addition to the technical aspects, we pay attention to all sorts of relevant planning and success 
factors
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RISK MITIGATION WITH

Thanks to meticulous, complex analysis of status quo compared against strategic goals and 
business requirements we identify the usual project risks and move them out of your way

8 STEPS
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THE FOUNDATION FOR SUCCESS
Project success depends on a solid foundation - clarity and preparation before the project 
starts. That is the focus of 8 STEPS initial analysis
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A holistic method that has proven itself over years and ensures the success of your project
8 STEPS ITINERARY
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Step-by step description

8STEPS
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KNOW-HOW TRANSFER (STEP 1)
Before we start with the actual project work, we carry out specialized training to ensure a 
consistent level of knowledge across the implementation team

Training 1 Training 2
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IMPACT VALUE ANALYSYS (STEP 2: IVA)
A workshop with the management to identify the business requirements and strategic goals
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IMPACT VALUE SHEETS
These documents serve as a summary of the IVA for the management team

Check E-Mail ad-
dress

1

Portal user  

CRM  

Business 
Stakeholder  

Project Man‐
ager  

Supplier  

e-mail address

e-mail 
check-value

e-mail address

e-mail 
check result

Check VAT / DUNS 
No.

2

VAT / DUNS

VAT / DUNS
VAT/DUNS re‐

turn value

VAT/DUNS re‐
turn value

send mail+transfer 
Questionnaire 1+2

6

e-mail, Link 
to Q1, Q2

Portal DB

e-mai, link to Q1

Account ID, Q1 
content

Account ID, Q1 
content

Create user account 
and send credentials

5

Account_ID,C
ontact_ID.cre‐

dentials

Account_ID,
Contact_ID.‐
credentials

Account con‐
firmation

Account con‐
firmation

Create Supplier in 
SRM

9

MDM  

TSV  

Account_ID, 
Master data

Account_ID, 
Master data

Account_ID, Load 
confirmation

Account_ID, Load 
confirmation

Retrieve and store 
Question. 1+2 data

7

Supplier ID, 
Contact_ID, 

Content

Supplier ID, 
Contact_ID, 

Content

Create performance 
review

3

Modify Supplier in 
SRM

10

Supplier_ID,
Change Values

Supplier_ID,
Change Values

Supplier_ID,
Change confirmation

Supplier_ID,
Change confirma‐

tion

Master data and 
transactional data

0

Activity_type
Result

Activity_type
Result

Check Authorisation 
of requester

4

Supplier_ID, 
Name_Requester

Request

Request eval‐
uation code

Vendor Classifica-
tion

11

Supplier_ID,
Classification level 

1+2

Supplier_ID,
Classification level 

1+2

Supplier_ID,
Status change

Supplier_ID,
Status change

XPress 2  

Create Purchase 
order

13

Requester_ID,
Item_IDs

Requester_ID,
Item_IDs

Requester_ID,
Confirmation

Requester_ID,
Confirmation

Submit Business 
Case

14

Business_Case_ID, 
content

Business_Case_ID, 
content

Business_Case_ID, 
Business_Case_Status

Business_Case_ID, 
Business_Case_Status

SharePoint  

Store Document

8

Supplier ID, 
Doc_ID

Supplier ID, 
Doc_ID

Supplier ID, 
Doc_ID, 

Link

Supplier ID, 
Doc_ID, 

Link

Create new Project

15

Project_Type, Pro‐
ject_Details

Project_Type

Supplier_ID, 
Name_Requester

Request

Request eval‐
uation code

Online
 Syn

ch
ro

nis
at

io
n

Online Synchroni sation

Online Synchroniza

tio
n

Online Synchronization
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360-DEGREE ASSESSMENT (STEP 3)
This assessment creates clarity and transparency for our customers
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BUSINESS PROCESS MODELLING (STEP 4)
In this phase, we analyse and document all project-relevant processes and workflows
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OUTPUT BASED ON THE BPMN
Another relevant result of the process documentation are service blueprints

1

Create new Customer #1
Creating a new Customer based on all 
existing business rules and procedures 

Customer Management (Accounts and Contacts )
Description of the process

Idea / proposal for future?

Ideas for new features

Idea

Based on the assigned role(s) the Ac‐
count form  will be slightly different. 
Some sections can be invisible or 
some fields are added or removed

Observation to improve service 

Observation

At any point in the process the user 
has to be able to save a “draft” ver‐
sion of the customer record. This 
record must be visible AND editable 
as “draft” to any user of the System

Critical impacts if service is down

Critical

At least one “main” address must be 
filled

Service related Business Rule

Business Rule

Before Customer can be finally creat‐
ed, there must be 1 document (scan) 
attached to the record

Service related Business Rule

Business Rule

In case of “remote identification” Ac‐
count Manager sends approval task 
to comp. Dpt.. (queue)

Service related Business Rule

Business Rule

If the Customer is a PEP, the Account 
Manager sends approval task to 
compliance department (queue)

Service related Business Rule

Business Rule

AML = Green: Account Manager con‐
tinues 

Service related Business Rule

Business Rule

AML = Orange: Account manager 
sends Approval task to line manager 
and waits for feedback

Service related Business Rule

Business Rule

Account, Contact, Document

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365, SharePoint

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Successful AML check

Which activity starts the service

Trigger

2

Create new Customer #2
Filling extended Customer data after 
successful AML check and validation

Based on  a set of predefined rules, a 
customer card has to be created by 
the system automatically

Service related Business Rule

Business Rule

After keying and task for Validation 
Officer is queued, Record has to be 
“read-only” until approved

Service related Business Rule

Business Rule

The  creation can be just closed suc‐
cessfully if the Customer Card was 
printed and signed by the customer

Service related Business Rule

Business Rule

It is not possible to create 2 records 
with the same Rodne Cislo for phys. 
persons

Service related Business Rule

Business Rule

It is not possible to create two 
records with the same state+national 
identifier for a legal entity and en‐
trepreneur

Service related Business Rule

Business Rule

Create Storage Location
Creating a space on DMS to store all 
relevant documents for an Account

Create Customer Card
Generating a print-out form to be 
signed after data is keyed

Check active Connections
System checks for customers with‐
out active connections 

Address Change (exist.) 
Changing the address of an existing 
Customer in CRM

Change  Connections
Changing connections from or to a 
other existing Customer

Change  Customer Data
Any other data change beside the 
address data and connections

Assign new Roles
While creating a new account, the 
user has to assign a role to a new 
account based on assigned category

Create new ESS group
An ESS group (economical group) 
can be created to assign customers 
and manage risks of the group con‐
tacts

Create MIDAS ID
For every Customer there is usually 
at least 1 MIDAS ID created as basis 
for relations to other systems

Disable/Enable  MIDAS ID
MIDAS IDs can be activated and de‐
activated. 

Specimen signature
A signature sample to manage a cus‐
tomer reference signature

Periodical AML status check
A daily running system job to check if 
the AML has changed.If yes the sys‐
tem has to trigger different WFs

Final QA Customer creation
This workflow has to manage differ‐
ent statuses based on QA results

Managing Special Customers
3 special connection types

Event indicator Customer
Critical Event indicator for Contacts 
based on special/critical events

Restriction Indicator on Cus‐
tomer
police request, executer request

Tax rate management
automatically and manually different 
tax rates for specific Accounts

Idea / proposal for future?

Ideas for new features

Idea

An AML check can be delayed due to 
a needed decision. In this case the 
creation can continue but the record 
cannot be activated until the needed 
decision is done. The result of the 
decision will be delivered through the 
AML interface to CRM 

Observation to improve service 

Observation

Creation has to wait for result of AML 
check. If interface not functional, the 
account cannot be created

Critical impacts if service is down

Critical

Account can not be created with RED 
AML result

Critical impacts if service is down

Critical

AML = Red: Account Manager is un‐
able to continue to fill data (Form is 
deleted)

Service related Business Rule

Business Rule

Every new created Customer has to 
have at least 1 role assigned

Service related Business Rule

Business Rule

Mandatory fields to be keyed: Name/
surname (phys. pers.), name in case 
of other categories, Country of identi‐
fication address

Service related Business Rule

Business Rule

Every new created account has to be 
AML checked

Service related Business Rule

Business Rule

Account deduplication has to be 
done and merge is possible

Service related Business Rule

Business Rule

Category must be assigned (1 of 
many)

Service related Business Rule

Business Rule

Account Entity

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365, AML interface

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Business request to create a new 
customer record in CRM 

Which activity starts the service

Trigger

3

Idea / proposal for future?

Ideas for new features

Idea

Observation to improve the service

Observation to improve service 

Observation

There must be a possibility to see if 
the storage location failed (error)

Critical impacts if service is down

Critical

After the storage location creation the 
user has to receive a “success” mes‐
sage or “error” message

Service related Business Rule

Business Rule

Leading system for creation, activa‐
tion, deactivation, reactivation of 
storage locations will be always CRM

Service related Business Rule

Business Rule

After the Customer creation the stor‐
age location has to be created auto‐
matically in Sharepoint via DMS-X

Service related Business Rule

Business Rule

The only way of creating a storage 
location is during the Customer cre‐
ation. No other way is possible

Service related Business Rule

Business Rule

Document, URL

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365, DMS-X, SharePoint

Which Systems are connected

System

CRM System

Who is mainly using the service

Actor

Way of interaction

Touchpoint

WORKFLOW: New Account was suc‐
cessfully created and validated by the 
Validation Officer

Which activity starts the service

Trigger

Repairing the error is part of Share‐
Point and PPFB-IT and/or BoldBrick

Critical impacts if service is down

Critical

4

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

If the access to the SharePoint tem‐
plates is not possible, the Customer 
Card cannot be created

Critical impacts if service is down

Critical

The Customer Card will be created 
automatically during Customer Cre‐
ation (Step 2 - after AML check)

Service related Business Rule

Business Rule

Account, Contact

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365, SharePoint for Tem‐
plates

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Successful Account creation by man‐
ual activity (button?)

Which activity starts the service

Trigger

It must be possible at any point in 
time to print a Customer Card

Service related Business Rule

Business Rule

No mandatory content is required. 
Only Name and County is required 
(fields from step 1)

Service related Business Rule

Business Rule

5

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

A set of comprehensive plausibility 
checks and validations should avoid 
this issue if possible

Critical impacts if service is down

Critical

System generates a list for the Ac‐
count Manager with Customer 
Records without mandatory relation‐
ships 

Service related Business Rule

Business Rule

Relationships between accounts and 
roles, connections and products

Which main Entities are related

Data

IT Department PPFB

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

System Timer

Who is mainly using the service

Actor

Way of interaction

Touchpoint

System Time Intervals 

Which activity starts the service

Trigger

System generates a task for each 
customer without mandatory relation‐
ships and assigns it to Account Man‐
ager

Service related Business Rule

Business Rule

6

Graphical representation of all ad‐
dresses and where they are used for 
which purpose

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

The print format of the address is 
transferred to other systems (MIDAS 
(always “main” address), WAS)

Critical impacts if service is down

Critical

Address cannot be changed, it must 
be deactivated and a new address 
has to be created and set to active

Service related Business Rule

Business Rule

Account, Contact

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

There must be exactly 1 address 
marked as “main” address

Service related Business Rule

Business Rule

If the “main” address is deactivated, 
another address has to be marked as 
“main” address

Service related Business Rule

Business Rule

The address format can be adjusted 
for print-outs (based on templates of 
use)

Service related Business Rule

Business Rule

Address cannot be deactivated if 
there is any active relationship to En‐
tities outside of Accounts

Service related Business Rule

Business Rule

7

In case a “child” turns into an 
“adult” (18 year) the “child connec‐
tion” should be deactivated (+history)

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

An connection cannot  be changed, 
just deactivated and a new one has 
to be created. History must be kept

Service related Business Rule

Business Rule

Account

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

A connection can only be created if 
assigned customer role is corre‐
sponding to the connection type

Service related Business Rule

Business Rule

Connections between Companies 
and PEP have to be visible directly on 
the Account Form

Service related Business Rule

Business Rule

If a connection between a company 
and the “highes manager” is created, 
the system should trigger a workflow 
for approval and create a task for the 
Compliance Officer

Service related Business Rule

Business Rule

8

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Changes could eventually influence 
roles, connections

Critical impacts if service is down

Critical

Any customer data can be changed 
directly on the customer record form

Service related Business Rule

Business Rule

Account, Contact, Documents

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

For any change on active customer 
records, a case has to be created

Service related Business Rule

Business Rule

Changes can be done “just” on a 
change form so other users can still 
see the actual data until the changes 
have been validated and finally ap‐
plied

Service related Business Rule

Business Rule

Changes on the Customer Record 
might trigger document changes on 
SharePoint 

Critical impacts if service is down

Critical

9

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Impacts to or from the multi-channel 
project have to be incorporated

Critical impacts if service is down

Critical

To assign new roles a Case has to be 
created and assigned to the initiator 
of the change

Service related Business Rule

Business Rule

Account, Contact, Roles, Category

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

After the change is done, a task has 
to be created automatically and  the 
task has to be assigned to the valida‐
tion officer. Between the change and 
the approval, the customer record 
has to be set on “read only” 

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Unique ESS-Group Name has to be 
given

Service related Business Rule

Business Rule

Account, ESS-Group, Primary Ac‐
count Manager

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Risk Manager, Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Risk Manager request, Account Man‐
ager request

Which activity starts the service

Trigger

Any Customer can be assigned an 
ESS-Group

Service related Business Rule

Business Rule

Active and deactivated customer 
records can be assigned to the group

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

System/Interface failure has to be 
immediately reported to the user and 
to IT

Critical impacts if service is down

Critical

Can be only triggered through a WFA 
from Opportunities or Accounts 

Service related Business Rule

Business Rule

Account, MIDAS_ID

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365, MIDAS

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Opportunity Workflow or during Cus‐
tomer creation

Which activity starts the service

Trigger

Strictly maintained unique throughout 
all systems (UID)

Service related Business Rule

Business Rule

Generated only by Dynamics 365

Service related Business Rule

Business Rule

One customer can have multiple MI‐
DAS IDs

Service related Business Rule

Business Rule

If there are any manipulation/change 
in MIDAS of a related record the CRM 
user has to be informed and a Task 
has to be created to solve the muta‐
tion between CRM and MIDAS

Critical impacts if service is down

Critical

15

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Disabling and enabling MIDAS IDs 
triggers a synchronisation between 
CRM and MIDAS

Service related Business Rule

Business Rule

Account, MIDAS_ID, Identification 
address

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365, MIDAS

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Account Manager request

Which activity starts the service

Trigger

Disabling and enabling will be always 
done in CRM and CRM transfers the 
information to MIDAS

Service related Business Rule

Business Rule

MIDAS ID cannot be disabled if the 
Customer has an active account/ser‐
vice/product assigned

Service related Business Rule

Business Rule

A MIDAS ID will stay with a customer 
for ever. Even if disabled for a longer 
period it must be possible to reacti‐
vate the old ID again to the Customer

Service related Business Rule

Business Rule

The  MIDAS ID can be inherited from 
one Customer to another Customer 
or within a Customer structure

Service related Business Rule

Business Rule

A MIDAS ID can be transferred in 
case of a Merger & Acquisition (M&A)

Service related Business Rule

Business Rule

The transfer of MIDAS IDs has to be 
strictly restricted to a specific user 
role in CRM

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Currently the Branches have to move 
the scans into another application 
and relate it to a specific Bank Ac‐
count. Probably it can be improved 
by excluding the separate application

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Specimen are only created for the 
type “physical Person”

Service related Business Rule

Business Rule

Account, Document

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365, DMS

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

Signature will have statuses “active” 
and “inactive”. Just exactly 1 Speci‐
men can be active

Service related Business Rule

Business Rule

“Old” specimens cannot be deleted 
just switched to “inactive”

Service related Business Rule

Business Rule

The Specimen will be based on a 
DMS template filled by Dynamics 365

Service related Business Rule

Business Rule

Changes of the Specimen will always 
require a Case in CRM

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Collaboration Process between Dy‐
namic CRM (account managers) and 
Compliance Departement (Compli‐
ance uses a different and isolated 
process to handle AML change to 
“red”)

Critical impacts if service is down

Critical

If there is no change identified during 
the system job, no change

Service related Business Rule

Business Rule

Account

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

System, AML

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Timer

Which activity starts the service

Trigger

If there is no change of a “green” sta‐
tus, the system has to generate a 
case to meet the customer based on 
the actual KYC date (max. 48 
months)

Service related Business Rule

Business Rule

If there is no change of a “orange” 
status, the system has to generate a 
case to meet the customer based on 
the actual KYC date (max. 12 
months)

Service related Business Rule

Business Rule

If AML status change from “green” to 
“orange” within the first year from the 
last KYC date, The system has to re‐
calculate the next KYC date based 
on “last KYC date + 12 months”

Service related Business Rule

Business Rule

If AML status change from “green” to 
“orange” after 12 month of the last 
KYC date, the system will recalculate 
the next KYC date based on “todays 
date” and a Case has to be created 
to meet this customer. 

Service related Business Rule

Business Rule

After the Account manager met the 
Customer, and the case is closed, the 
next KYC date (either +48 or +12). 
During the Case processing and be‐
fore the Account Manger can close 
the Case, the LAST KYC date has to 
be changed.

Service related Business Rule

Business Rule

Dynamics will NOT deal with any pe‐
riodically received “red” AML checks. 
This will be done in a different appli‐
cation by Compliance Department

Service related Business Rule

Business Rule

If AML status change from “orange” 
to “green”, the system will recalculate 
the next KYC date based on “last 
KYC date +48 months”

Service related Business Rule

Business Rule

In Case the service is down or an er‐
ror occurs  the Periodical AML check 
has to send information to PPF banka 
IT-Department immediately 

Service related Business Rule

Business Rule
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There could be a possibility to com‐
bine the QA execution and the trans‐
fer for validation to the validation offi‐
cer without manual interaction.

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

All applied QA rules will be executed 
automatically after switching the sta‐
tus to “In Validation”

Service related Business Rule

Business Rule

Account (change copy), Contact, 
Documents, AML results, 

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

WORKFLOW: Before a new customer 
can be “in validation” a QA process is 
starting

Which activity starts the service

Trigger

Customer Card gets “just” created for 
specific roles. 1 “active” Customer 
Card has to be assigned before the 
Customer can be “activated”

Service related Business Rule

Business Rule

Customer Card can be just created 
for Account Type “physical person” 
and “legal entity”

Service related Business Rule

Business Rule

There must be a workflow which gets 
started when the Customer Card is 
created and it has to wait until the 
signed Customer Card gets scanned 
and stored with the Customer date.

Service related Business Rule

Business Rule

There can be just 1 Customer card 
“active”. After generating and assign‐
ing a new Customer Card, the old 
one has to be “deactivated” and the 
new one has to be switched to “ac‐
tive”. No deletion possible

Service related Business Rule

Business Rule

A Customer Card can only be created 
and assigned based on a valid Cus‐
tomer Card template from DMS

Service related Business Rule

Business Rule

For every new run the Validation Offi‐
cer has to receive automatically a 
task to the the QA

Service related Business Rule

Business Rule

If the process runs 1st time for a new 
account, all data have to be checked 
by the Validation Officer, in Case it is 
executed more than 1 time for the 
same creation process, just the 
changed section have to be indicated

Service related Business Rule

Business Rule

After a Customer status was changed 
to “in validation”, no further changes 
on the Account forma are possible 
(read only). If there are additional 
changes necessary, a “change copy” 
of the Customer has to be created.

Service related Business Rule

Business Rule

There must be a “special” form for 
sending it to the Validation Officer. 
Not just direct Account and Contact 
data has to be visible but also all re‐
lated relevant entities

Service related Business Rule

Business Rule

There must be a possibility for the 
Validation Officer to mark all fields 
which have to be checked with either 
approved or disapproved. In case of 
disapproval, there must be a related 
notes field (500 characters) for a 
short description of the error. 

Service related Business Rule

Business Rule

If a QA task is not closed within 24 
hours after queue assignment date 
the system has to generate an esca‐
lation e-mail to the department Man‐
ager

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Compared to “standard” customers, 
in this 3 cases the approval will not 
be started automatically by a status 
change. In this cases here, the ap‐
proval, validation has to be started 
manually by the account manager by 
clicking a dedicated button.

Service related Business Rule

Business Rule

Account, Contacts, Connections

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

WORKFLOW: Request by Account 
Manager (button)

Which activity starts the service

Trigger

When an Account Manager is choos‐
ing the “connection type” highest 
Manager, it has to be possible to start 
a dedicated approval process, assign 
it to the queue and create a task for 
the Compliance Officer which shows 
that the QA check is for “Highest 
Manager” customer type

Service related Business Rule

Business Rule

If the Customer is marked as “PEP”, 
it must be possible to start a dedicat‐
ed workflow manually and a task has 
to be created for the Compliance Of‐
ficer, which shows that the QA check 
is for a PEP. Otherwise no different to 
“highest Manager”

Service related Business Rule

Business Rule

If the Customer AML check result is 
“orange” , it must be possible to start 
a dedicated approval workflow and 
create a task for the Line Manager to 
approve or disapprove the Customer 
creation

Service related Business Rule

Business Rule

After the Customer approval task the 
Account Manager has to be notified 
about the approval result (in any 
case).

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

There must be a list of values on the 
Account Form to set this specific per‐
son related event information (cus‐
tomer died, is in jail, is in coma…)

Service related Business Rule

Business Rule

Account, Contact

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

WORKFLOW: Manual change of a 
specific filed

Which activity starts the service

Trigger

Every Account marked with this spe‐
cial indicator has to have a visual sign 
so the user can see it at the first 
glance when the account is displayed 
“prominent position and color”

Service related Business Rule

Business Rule

After this indicator is set, the system 
has to notify the assigned Account 
Manager

Service related Business Rule

Business Rule

For each end every indicator there 
has to be a “valid until” data filed 
showing predefined periods of 
validity. After the validity date is 
reached, the system has to generate 
automatically a task and assign it to 
the Account Manager to solve the 
situation or to prolong the period

Service related Business Rule

Business Rule

There must be a dedicated field to 
store the reason for the indicator (free 
text of 200 characters)

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Backoffice Specialist is able to create 
a new record (entity) for the request 
with a list of predefined attributes. 
The Backoffice specialist is able to 
create/scan related documents and 
store them in DMS

Service related Business Rule

Business Rule

Account, Contact, Document

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Backoffice specialist with a special 
user role/permission 

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Request to set the restriction

Which activity starts the service

Trigger

Only users with a special role can see 
the details/data regarding the restric‐
tions and reasons for the indicator.

Service related Business Rule

Business Rule

If there is at least 1 restriction active, 
the account must be marked visually 
with an indicator

Service related Business Rule

Business Rule

There can be different statuses on the 
record like “active”, “closed”. This 
record cannot be deleted, just deacti‐
vated

Service related Business Rule

Business Rule

If a new Indicator is created or the 
status of the indicator changed, the 
Account Manager has to be automat‐
ically notified

Service related Business Rule

Business Rule

Even if there is such an indicator, the 
Customer data can be still be pro‐
cessed as usual without any restric‐
tions

Service related Business Rule

Business Rule
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

The system provide a matrix of tax 
rates structured by country, tax domi‐
cile and Account type (predefined DB 
table). There can be max. 2 tax rate 
values where 1 has to be marked as 
default

Service related Business Rule

Business Rule

Account, Tax_rates, Documents, 

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Fulfilled conditions on accounts

Which activity starts the service

Trigger

The country will be auto-populated 
based on the main contact data field 
country to the Account entity and 
there will be a possibility to manually 
overwrite the country “only” on the 
Account

Service related Business Rule

Business Rule

In case there is a different tax domi‐
cile, the meta data gets keyed into 
the Document meta data fields and 
after scanning the tax document and 
storing it in DMS the keyed meta data 
from the document gets transferred 
to the account (main fields are Coun‐
try, Valid from, Valid to)

Service related Business Rule

Business Rule

Based on country of tax and validity 
of tax domicile document, the system 
has to auto-populate the value of the 
Tax rate. If there is more than 1 value, 
the system will auto-populate the de‐
fault rate but this can be changed 
manually to the 2nd value

Service related Business Rule

Business Rule

The system has to create automati‐
cally a Case about the expiration of 
the Tax document (Ex.-date -x day) 
and assign the case to the account 
manager.

Service related Business Rule

Business Rule

If the expiration date is reached and 
there is no new tax domicile record 
with a new expiration date, the tax 
rate has to change to the standard 
rate

Service related Business Rule

Business Rule

Change the Role of a Client
Changing the role on a temp. dupli‐
cate until it is validated and approved 
by the Validation Officer

11

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

There must be the possibility to 
change an existing connection be‐
tween two or more Accounts

Service related Business Rule

Business Rule

Way of interaction

Touchpoint

Trigger of the Service

Which activity starts the service

Trigger

Account, Contact, Roles, Category

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

There must be a feature to create a 
new connection to an existing or 
newly created Account and set the 
connection (type) between the cur‐
rent and new Account

Service related Business Rule

Business Rule

Account is blocked from creation 
based on a specific role if the needed 
connection is not set correctly

Service related Business Rule

Business Rule

Switching the role of an account 
record by creating a temporary copy 
of the record and keeping the 
“actual” account record active and 
apply changes to the duplicate to 
send it for Validation to the Validation 
officer

Service related Business Rule

Business Rule

Remove a Role of a Client
Remove a role from an active Ac‐
count unless it is the only role as‐
signed

12

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

If there is an active connection be‐
tween the Account role to another 
Account role, this connection has to 
be deactivated also

Service related Business Rule

Business Rule

Way of interaction

Touchpoint

Trigger of the Service

Which activity starts the service

Trigger

Account, Contact, Roles, Category

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

User can remove roles unless it is the 
last role 

Service related Business Rule

Business Rule

If there is a connection related to the 
role, the connection has to be re‐
moved before the role can be re‐
moved

Service related Business Rule

Business Rule

Switching the role of an account 
record by creating a temporary copy 
of the record and keeping the 
“actual” account record active and 
apply changes to the duplicate to 
send it for Validation to the Validation 
officer

Service related Business Rule

Business Rule

If the role to be removed is the last 
role - the system gives a warning 

Service related Business Rule

Business Rule

Roles are removed manually through 
Change of Business Relationship

Service related Business Rule

Business Rule

Only active roles are displayed on a 
business relationship.

Service related Business Rule

Business Rule

Respect specific Roles
Based on the connection type the systems 
assigns a specific role to a second (other 
existing) account (master and slave) 

10

Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

If the service is not available, no legal 
entity can be created in the system

Critical impacts if service is down

Critical

For certain types of accounts there 
are certain roles to be applied. The 
details are defined in the file “Matrix 
of roles”

Service related Business Rule

Business Rule

Account, Contact, Connection type, 
Role

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Customer request

Which activity starts the service

Trigger

Each connection has to be validated 
by the validation officer. 

Service related Business Rule

Business Rule

As long as the assigned connections 
and roles are not validated, the ac‐
count stays in “draft”

Service related Business Rule

Business Rule

Each Connection change has to be 
done based on the “Account change 
form”

Service related Business Rule

Business Rule

An existing connection and assigned 
role cannot be removed just deacti‐
vated (with date for history)

Service related Business Rule

Business Rule

If a new role is added, the system has 
to automatically update the list of 
mandatory fields on the “Account 
Change form”

Service related Business Rule

Business Rule

The connection can only be created 
from a primary Account (Top down)

Service related Business Rule

Business Rule

Create print structure for Ad‐
dresses
Adjusting the print format of an address
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Each address has to have a printing 
form

Service related Business Rule

Business Rule

Contact, Account change form

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

CRM user

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Adding a new address

Which activity starts the service

Trigger

The print form has to be pre-generat‐
ed based on defined pattern

Service related Business Rule

Business Rule

User can modify all 5 lines freely

Service related Business Rule

Business Rule

Each line has to have 35 characters

Service related Business Rule

Business Rule

Line 1 has to be pre-generated but 
empty

Service related Business Rule

Business Rule

Line 2 Title + name + surname + title 

Service related Business Rule

Business Rule

Line 3 Street + number

Service related Business Rule

Business Rule

Line 4 Zip Code + City

Service related Business Rule

Business Rule

Line 5 Country

Service related Business Rule

Business Rule

Definitions to maintain additional 
Document information
Linking any kind of document and docu‐
ment format to an existing account 
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Availability of the DMS-X/Sharepoint 
service  

Critical impacts if service is down

Critical

Scans or any other external docu‐
ment (file format) can be stored on 
DMS and linked back to an Account 
in CRM

Service related Business Rule

Business Rule

Document, Account Change form

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365, DMS-X

Which Systems are connected

System

CRM user

Who is mainly using the service

Actor

Way of interaction

Touchpoint

Manual request by the account man‐
ager 

Which activity starts the service

Trigger

Versions of specific documents can 
be stored

Service related Business Rule

Business Rule

For specific Documents a history 
must be available

Service related Business Rule

Business Rule

Deactivate expired documents
Automatic deactivation of expired docu‐
ments in DMS and changing the docu‐
ment status in CRM
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Idea / proposal for future?

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

If the expiration date of Any docu‐
ment is today + 30 days, the system 
has to create a new case for the as‐
signed account manager to take care 
of possible actions

Service related Business Rule

Business Rule

Document, Case, DMS

Which main Entities are related

Data

Ales Tikal

Who is the owner of the service

Stakeholder

Dynamics 365, DMS-X/Sharepoint

Which Systems are connected

System

CRM user

Who is mainly using the service

Actor

Systemdate = expiration date - 30 
calendar days

Which activity starts the service

Trigger

An open case can be closed without 
any action of the account manager - 
the field reason has to be mandatory 
to be filled

Service related Business Rule

Business Rule

All replacement documents (after the 
last document expired) has to be 
checked by the validation officer and 
approved

Service related Business Rule

Business Rule

Way of interaction

Touchpoint

After the case was created and 
closed in any way, the system has to 
deactivate the expired document. 

Service related Business Rule

Business Rule

Risk data change
Set of attributes directly on the account 
form describing risks in relation to the 
account
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Probably an interface to the existing 
EWS

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

Risk indicators can be changed di‐
rectly on the account form without 
any validation

Service related Business Rule

Business Rule

Account, Bonita

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Risk Manager, Risk Analyst, certain 
specialists with the monitoring rights

Who is mainly using the service

Actor

Risk assessment (loan, credit, invest‐
ments)

Which activity starts the service

Trigger

Way of interaction

Touchpoint

Phone communication Password
Password to identify the Caller
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Idea

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

When the PWD exists, then is neces‐
sary to  fill field "Způsob doručení 
hesla" 

Service related Business Rule

Business Rule

Account, Case, Password

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

Account Manager

Who is mainly using the service

Actor

Case for changing/creating a phone 
password was created

Which activity starts the service

Trigger

Way of interaction

Touchpoint

When AM change the PWD is neces‐
sary to choose "Důvod změny hesla"   
- číselník (in case selection "jiné" then 
user has to have possibility to write 
text)

Service related Business Rule

Business Rule

The PWD has to have 4 to 10 alpha-
numeric digits without diacritics

Service related Business Rule

Business Rule

The PWD visibility is related to the 
user-rights defined in CRM (not every 
user can see the password field on 
the account form)

Service related Business Rule

Business Rule

There must be a history of WWDs

Service related Business Rule

Business Rule

It must be possible to fill the PWD 
field when a new password is set. 
Changes of passwords can be “just” 
be based on a Case in CRM

Service related Business Rule

Business Rule

Every Account can have just 1 valid 
password. 

Service related Business Rule

Business Rule

Update LEI validity on WEB
Automatic update of the LEI validity via 
web-interface
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Idea

Ideas for new features

Idea

Observation

Observation to improve service 

Observation

Critical

Critical impacts if service is down

Critical

The interface call happens based on 
filling in the LWI-Code into the data 
field on the Account form

Service related Business Rule

Business Rule

Account

Which main Entities are related

Data

Zdenek Kulhanek

Who is the owner of the service

Stakeholder

Dynamics 365

Which Systems are connected

System

System

Who is mainly using the service

Actor

Systematic background check

Which activity starts the service

Trigger

Way of interaction

Touchpoint

The system has to create a new case 
if the expiration data is today +30 
days (Just for account with active 
Investment contracts)

Service related Business Rule

Business Rule

When the Case for LEI is active, 
every day the system has to check 
via interface if there is a change

Service related Business Rule

Business Rule

All accounts with filled LEI-Field and 
a running expiration count-down the 
interface has to check all 14 days the 
LEI automatically

Service related Business Rule

Business Rule

If an Account Manager is keying a 
wrong LEI number, the system has to 
inform about the invalidity

Service related Business Rule

Business Rule
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RESOURCE NEEDS ASSESSMENT (STEP 5)
The Needs Assessment provides a detailed overview of the expected efforts

Needs Assessments Page 1 from 5
PPF Bank CRM Implementation

Customer Name:

Document status: Project name:
Created by: Project Manager:
Approved by: Function:
Last modified by:
Date printed:

Project area:

Abstract:

Story:

Created by: Source:
Creation date: Story-ID:

Type of need: Priority:
Needs:

1

2

3
4
5
6
7
8
9
10

Needs Assessment

XYZ Bank
Proposed XYZ Bank CRM 
Stefan Fillibeck Stefan Fillibeck

Distribution list:

Other related documentations

5

New Business Prozess design for the new CRM envirionment (BPDs, NSDs)
Collecting existing and creating all business rules, validations to be applied to 
the CRM solution including system interactions

5
10

In this section of the document are all needed tasks and activities described and rated by the 
estimated effort. The business analysis focuses on all activities to be done to describe the 
current business model and the acitivies needed to transform the processes and workflows 
to the new CRM system. 

Customizing / development
Training and rollout

Project Management and organization

Sales process modelling (BPD, NSD)

Need descriptions

8-Steps Project
13.12.2017 PPFB_BA

Customer Service Process modelling (BPD, NSD)

20

PM, Solution Architect, CRM 
Consultant

Stefan Fillibeck

Overview
Business Analysis

Project areas and estimated points

Technical infrastructure
Process and Workflow design

Business rule collection and definition for all processes and workflows

215

CRM GDPR process design (BPD, NSD)

Points

540

200
50

1305

70

Other needs and efforts

140
90

Business Analysis

Many of the Business Analysis work has been done during the initial 8-Steps project during 
October till November 2017. Additional BA tasks and activities are described in the table 
below

Data Flow Diagrams for new solutionHigh level activities:

Escalation and exeption handling for all processes and workflows

Service Blueprint creation

20

20
20
20
10
10

140Points: 1=4h, 2=1d, 5=1d to 2d, 10=3d to 5d, 20=1w to 2w, 40=2w to 4w, 60=1m to 2m, 80=2m to 3m    
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STRATEGY AN ROADMAP CREATION (STEP 6)
Based on the data and information collected, we define a strategy together with our customers
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PROJECT METHODOLOGY TRAINING (STEP 7)
Detailed training of the future project team in Project Management and SCRUM
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PROJECT PLAN CREATION (STEP 8)
Based on the knowledge gathered and analysed in previous steps, we provide a detailed project 
activities and resources (costs) plan
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LIST OF DELIVERABLES
Customized documents handed over at the end of the 8STEPS process constitute detailed blueprint for the 
success of your strategic project

Training materials
IVA and conclusive outline based on the IVA
Data flow-Diagrams
Business Process Models based on BPMNs
Service Blueprints (based on the given foundation)
Nassi-Shneiderman diagrams (based on the given foundation)
360-degree assessment results
Needs-Assessment documentation (effort estimate)
Strategy map
Product development roadmap (depending on the future project type)
Project and Resource plan
Weekly project reports
Final Result-Presentation
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