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1.1. Introduction to Business Analyst Principles and Concepts

1.2. Relationship between Certified Software Business Analyst and Quality

1.3. Quality Pioneers, Thinkers and Innovators . .. ................0vuutn.

1.3.1. Walter Shewhart
1.3.2. Joseph M. Juran
1.3.3. Frederick Herzberg
1.3.4. W. Edwards Deming
1.3.5. Kaoru Ishikawa
1.3.6. Genichi Taguchi
1.3.7. Philip Crosby

1.3.8. Tom DeMarco

1.4. Basic Quality Definitions .. . ... ... e e

1.4.1. Quality

1.4.2. Quality Assurance (QA
1.4.3. Quality Control (QC)
1.4.4. Quality Improvement (Ql)
1.4.5. Quality Management (QM)

1.5. Business Analysis and Management Tools for Quality .. ..............

.5.1. Affinity Diagram
.5.2. Baselining

.5.3. Benchmarking

.5.4. Cause-and-Effect Diagram

.5.5. Control Charts

.5.6. Graphical Representations

.5.6.1. Pie Charts

.5.6.2. Bar (Column) Charts

.5.7. Cost of Quality

.5.8. Earned Value

.5.9. Expected Value/Cost

1.5.10. Flow Chart

1.5.11. Force Field Analysis

1.5.12. Kaizen

1.5.13. Pareto Principle

1.5.14. Relationship Diagram, Entity Relationship Diagram
1.5.15. Scatter Diagram

1.5.16. Six Sigma

1
1
1
1
1
1
1
1
1
1
1

TS 1 1 14T

— —h
(]
— —h

Y
L
N

— — — — — — —t b ok
OUUSTh A

—t
_L_L_L(:o(_olw )
o OO

—t
]

—t

—t

1-11
1-12
1-12
1-13
1-15
1-16
1-16
1-17
1-17
1-19
1-22
1-24
1-25
1-28
1-29
1-30
1-30
1-32

| QAI



Skill Category 2

Management and Communication Skills

2.1. Leadership and ManagementConcepts . . ... ......cciiiiii i innns
2.2. New Behaviors forManagement . ...ttt rnnnens

23.QualityManagement ... ........oiiiiiiiiii it it e

2.3.1. Manage by Process
2.3.2. Manage with Facts
2.3.3. Manage Toward Results
2.3.4. Focus on the Customer
2.3.5. Continuous Improvement

2.4.Quality Champions . . ... oottt ettt et et et
2.5. Empowermentofemployees .. ...ttt it i

2.6. Environment—Environment Supportive of Quality . ... ................

2.6.1. Setting the Proper “Tone” at the Top

2.6.1.1. Code of Ethics

2.6.1.2. Open communication

2.6.1.3. Supporting and Monitoring Policies and Procedures
2.6.2. Implementing Values and a Quality Policy
2.6.3. Establishing Core Values

2.6.3.1. Who Are We?

2.6.3.2. Who Do We Want To Be?

2.6.4. Creating a Quality Policy

2.6.5. Creating the Infrastructure for Improving Quality
2.6.5.1. Plan

2.6.5.2. Do

2.6.5.3. Check

2.6.5.4. Act

2.7. Communication and Interpersonal Skills for Software Business Analysts . ...

2.7.1. Listening Skills

2.7.2. Interviewing

2.7.3. Facilitation

2.7.4. Team Building

2.7.5. Tuckman’s Forming-Storming-Norming-Performing Model
2.7.5.1. Tuckman's Forming-Storming-Norming-Performing - Original Model
2.7.5.2. Hersey's and Blanchard's Situational Leadership® Model
2.7.6. Brainstorming

2.7.7. Focus Groups

2.7.8. Negotiating

2.7.9. Johari Window

2.7.10. Prioritization

2.7.10.1. Conflict Management

2.7.10.2. Prioritization Techniques

2. 8. SUMMANY . ..t ittt ittt ettt e it a s et a et

2-1

R

... 25

.... 2-8

2-9
2-11
2-12
2-13

. 213

.. 214

... 215

2-15
2-15
2-16
2-16
2-17
2-18
2-18
2-19
2-19
2-19
2-20
2-21
2-21
2-22

2-23
2-23
2-25
2-29
2-32
2-33
2-34
2-36
2-36
2-38
2-38
2-41
2-44
2-44
2-47



Skill Category 3

Define, Build, Implement and Improve Work Processes. . .. ...c.cvviivnnnnn

3.1. Understanding and Applying Standards for Software Development
3.1.1. Background

3.2. Standards Organizationsand Models . .................. ..ot

3.2.1. International Organization for Standardization (ISO

3.2.2. Software Engineering Institute and the Capability Maturity Model -
SEI/CMM and CMMI

3.2.3. Six Sigma

3.2.3.1. DMAIC

3.2.3.2. DMADV

3.2.3.3. Six Sigma Fundamentals

3.2.4. Information Technology Infrastructure Library (ITIL)

3.2.5. National Quality Awards and Models

3.2.6. The Role of Models and Standards

3.3. Process ManagementConcepts . .. .......ciiiiiiiiniiiinnnnnnnns

3.3.1. Definition of a Process

3.3.2. Why Processes are Needed

3.3.3. Process Workbench and Components

3.3.3.1. Policy

3.3.3.2. Standard

3.3.4. Procedures

3.3.4.1. Do Procedure

3.3.4.2. Check Procedure

3.3.5. Process Categories

3.3.5.1. Management Processes

3.3.5.2. Work Processes

3.3.5.3. Check Processes

3.3.6. The Process Maturity Continuum

3.3.7. How Processes are Managed

3.3.7.1. Align the Process to the Mission

3.3.7.2. Identify the Process and Define the Policy

3.3.7.3. Evaluate Process Development Stage

3.3.7.4. Determine Current and Desired Process Capability
3.3.7.5. Establish Process Management Information Needs
3.3.7.6. Establish Process Measurement, Monitoring and Reporting
3.3.8. Process Template

3.4.Process Mapping . ... ccvvierinia it ettt

3.4.1. Unit

3.4.2. Tasks

3.4.3. Actions

3.4.4. Procedures

3.4.5. Role of Process Maps

3.5. Process Planning and EvaluationProcess . .......................

3.5.1. Process Planning

3.5.2. Do Process

3.5.3. Check Processes

3.5.4. Act Processes

3.5.4.1. Process Improvement Teams
3.5.4.2. Process Improvement Process

@ @
e

© @
NN

WWWWWWwwWwwWw

L LL0bodh
_k_ko

0 0O 0O 0O GO GO GO GO L GO GO L L L W
ONOOOOUUORAWWMNNON

3-19



36.Measuresand MetriCcsS . ... ... ittt ittt ittt s s a e n s

3.6.1. Definitions

3.6.1.1. Measure

3.6.1.2. Metrics

3.6.2. Types and Uses of Measures and Metrics

3.6.2.1. Strategic or Intent Measures and Metrics

3.6.2.2. Process Measures and Metrics

3.6.2.3. Efficiency Measures and Metrics

3.6.2.4. Effectiveness Measures and Metrics

3.6.2.5. Size Measures and Metrics

3.6.3. Developing Measures and Metrics

3.6.3.1. Responsibility for measurement

3.6.3.2. Responsibility for Development

3.6.3.3. Responsibility for Analysis and Reporting

3.6.3.4. Common Measures for Information Technology
3.6.4. Obstacles to Establishing Effective Measures and Metrics
3.6.4.1. Use in performance appraisals

3.6.4.2. Unreliable, invalid measures

3.6.4.3. Measuring individuals rather than projects or groups of people
3.6.4.4. Non-timely recording of manual measurement data
3.6.4.5. Misuse of measurement data by management
3.6.4.6. Unwillingness to accept “bad numbers”

3. OUMMANY . . ettt it i e e e

3-34
3-34
3-34
3-36
3-37
3-37
3-38
3-38
3-38
3-39
3-39
3-39
3-39
3-40
3-40
3-42
3-42
3-42
3-43
3-43
3-43
3-43

| QAL



Skill Category 4

Business Fundamentals ... ..........ciiii ittt iinenneenrnnnnns
41.ConceptOVerVieW . .. ..o i ittt i e et e et e

4.2. Understanding Vision, Mission, Goals, Objectives, Strategies
= 1 Lo I I T 4 o

4.2.1. Vision
4.2.2. Mission
4.2.3. Goals
4.2.4. Objectives
4.2.5. Strategies
4.2.6. Tactics

4.3. Developing an Organizational Vocabulary . ...................

4.4. Organizational Funding . .. . .......c ittt i e e

4.4.1. Organization Types and their Funding Sources
4.4.1.1. For Profit

4.4.1.2. Not For Profit

4.4.1.3. Government and Government Related

4.4.2. Funding Cycles

4.4.2.1. Accounting cycles

4.4.2.2. Calendar Year

4.4.2 3. Fiscal Year: Educational Institutions

4.4.2 4. Fiscal Year: Retail Operations

4.4.2.5. Fiscal Year: Government Operations

4.5.Business Environment . ...........ci i ittt e

4.5.1. Organization Strategies for Businesses
4.5.1.1. Product / Service Oriented

4.5.1.2. Geographic Organization

4.5.1.3. Customer Orientation (Market Segmentation)
4.5.2. Business Environment

4.5.2.1. Size

4.5.2.2. Product mix

4.5.2.3. Suppliers

4.5.2.4. Competition

4.5.2.5. Customers

4.6. Business AnalysisToOIS . . ...ttt e e

4.6.1. Developing Cost Information

4.6.1.1. Manpower, Staffing, and Human Resources Costs
4.6.1.2. Methods, Processes, and Procedures Costs

4.6.1.3. Machines, Equipment, and Hardware Costs

4.6.1.4. Materials and Supplies Costs

4.6.1.5. Environmental, Competitive, and Regulatory Costs
4.6.1.6. Data and Information Costs

4.6.2. Developing Benefit Information

4.6.2.1. Manpower, Staffing, and Human Resources Benefits
4.6.2.2. Methods, Processes, and Procedures Benefits
4.6.2.3. Machines, Equipment, and Hardware Benefits
4.6.2.4. Materials and Supplies Benefits

4.6.2.5. Environmental, Competitive, and Regulatory Benefits
4.6.2.6. Data and Information Benefits

4-11
4-13

4-13

4-19
4-19
4-20
4-20
4-22
4-22
4-22
4-23
4-23
4-24
4-24

4-24
4-24
4-25
4-25
4-26
4-27
4-27
4-27
4-28
4-28
4-28

4-29
4-29
4-30
4-31
4-32
4-32
4-33
4-33
4-34
4-35
4-35
4-36
4-36
4-37
4-37

QAI



4.6.3. Forecasts and Projections

4.6.4. Creating a Cash Flow Model

4.6.5. Net Present Value (NPV).
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7.3.1.4. Plan Components

7.3.2. Planning for early life cycle activities
7.3.2.1. Feasibility study and cost benefit analysis
7.3.2.2. Requirements

7.3.2.3. Design

7.3.3. Planning for mid life cycle activities
7.3.3.1. Code and Unit Testing

7.3.3.2. Integration Testing

7.3.3.3. Regression Testing

7.3.3.4. Systems Testing

7.3.4. Planning for late life cycle activities
7.3.4.1. Acceptance Testing

7.3.4.2. Implementation Support Activities
7.3.4.3. Post Implementation Support
7.3.5. Planning for process improvement activities
7.3.5.1. Post Implementation Reviews
7.3.5.2. Process Improvement Workshops

7.4. Acceptance Test Execution.............. ..o,

7.4.1. Verify the entry criteria

7.4.2. Update the acceptance plan

7.4.3. Execute the acceptance test plan
7.4.4. Sign off by sponsors and business

7.4.5. Develop an acceptance decision based on the results of acceptance testing

7.5. Use Cases for Acceptance Testing . .....................

7.5.1. Use Case Definition

7.5.2. Use Case Development
7.5.3. Use Case Format

7.5.4. Writing effective Use Cases

7.6. Data and Domain Models in Acceptance Testing

7.6.1. Using Data Models
7.6.2. Using Domain Models
7.6.3. Using Workflow Diagrams

7.7.Defect Management . ............cciiiiiiiiiiiiii e

7.7.1. Defect Definitions

7.7.1.1. Defect

7.7.1.2. Errors, Faults and Defects
7.7.1.3. Recidivism and Persistent Failure Rates
7.7.2. Defect Life Cycle

7.7.2.1. Creation

7.7.2.2. Analysis

7.7.2.3. Resolution

7.7.2.4. Closure

7.7.3. Defect Reporting and Tracking
7.7.4. Defect Prioritization

7.7.4.1. Forced Choice

7.7.4.2. Re-evaluating Priorities
7.7.5. Know Defects in Production

7.8. 7.8 8UMMArY . ... ottt iiia i in i e a e




Skill Category 8

Commercial Off-the-Shelf Software and Performance Based Contracting .. ..

8. DefinitioNS . . ... i i i i i i i i e e e e s

8.1.1. Commercial Off-the-Shelf Software (COTS)
8.1.2. Custom Software

8.1.3. Modified Off-the-Shelf Software (MOTS)
8.1.4. Performance Based Contracting (PBC)

8.2. Establish Requirements ............c.c it enns

8.3. Vendor Selection Process . .. ... ii ittt it i e et ennnssannnnnnns

8.3.1. Vendor Identification

8.3.2. Custom Product Vendor Selection Criteria
8.3.3. Vendor Selection Matrix

8.3.4. Request for Proposal (RFP).

8.4.Performance  Criteria. .. ......cciiii ittt ittt ittt e

8.4.1. Establish criteria

8.4.2. Identify Performance Standards
8.4.3. Monitor Performance

8.4.4. Incentives

8.4.5. Functional Requirements

8.4.6. Evaluate Results

8.4.7. In-flight Metrics

8.5. Commercial Off-The-Shelf Software (COTS) Considerations............

8.5.1. Determine compatibility with your computer environment
8.5.1.1. Hardware Compatibility

8.5.1.2. Operating System Compatibility

8.5.1.3. Software Compatibility

8.5.1.4. Security

8.5.1.5. Virtualization

8.5.2. Ensure the software can be integrated into your business system work flow
8.5.2.1. Current system based on certain assumptions

8.5.2.2. Existing forms, existing data, and existing procedures
8.5.2.3. COTS based on certain assumptions

8.5.3. Assuring product usability

8.5.3.1. Telephone interviews with current and previous customers
8.5.3.2. Demonstrate the software in operation

8.6.SoftwareContracts . . ...t i e
8.7. Issues in custom software development ................. ... iatt.
8.8. Contract Managementand Reporting . .. ...,

8.9. Roles and Responsibilities . .. ......... ..o

8.9.1. Project Manager

8.9.2. Project Liaison

8.9.3. Attorneys and Legal Counsel

8.9.4. Test Manager and the Test Team

8.9.5. Designer/Developer

8.9.6. Business Partner and Subject Matter Expert

. 8-3
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8.9.7. Business Analyst
8.9.8. Other Participants
8.10.Summary.............iiinnnn

Skill Category 9

Business Partner and Customer Support . .........ciiiiieiiiiiinnnnaaeans

9.1. Pre-Implementation Planning .. ...
9.1.1. Implementation scope and strategy
9.1.1.1. Big Bang

.1.2. Pilots

.3. Incremental Rollouts

.4. Individual Installations

. Budget and Schedule

. Training people

.1. Pre-implementation assessment
.2. Train the Trainers

.3. Pilot or Power Users

.3.4. Help Desk

9.1.3.5. Operations

9.1.4. Hardware and software deployment
9.1.4.1. Pre-implementation inventory
9.1.4.2. Hardware ordering and installation
9.1.4.3. Software deployment

9.1.5. Implementation Decision

9.1.5.1. Critical Success Factors

9.1.5.2. Approvals

9.1

9.1.1
9.1.1
9.1.2
9.1.3
9.1.3
9.1.3
9.1.3
9.1

9.2. Implementation Support . ... i e e

9.2.1. Production Readiness Assessment
9.2.2. Help Desk

9.2.2.1. FAQs

9.2.2.2. Known Defects

9.2.2.3. Defect Logs

9.2.2.4. 9.2.2.4 Expedited Resolution
9.2.3. User Documentation

9.2.3.1. Standards

9.2.3.2. Hard copy

9.2.3.3. Soft copy

9.2.4. Help screens and prompting
9.2.4.1. Standards

9.2.4.2. Workflow analysis

9.2.5. Answering questions

9.2.5.1. On-site

9.2.5.2. Telephone and On-line
9.2.5.3. Establishing final transitions

9.3. Post-Implementation Assessments
9.3.1. Project Plan

9.3.2. Project Execution

9.3.3. Process Capability

9.4. Defect Analysis.................
9.4.1. Defect Database
9.4.2. Root Cause Analysis




9.4.3. Process Improvement 9-26
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Vocabulary . ... .ooui i i e e i e e e e A-1
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Accenture Tata Consultancy Services
CGl Bank of Montreal

Satyam Computer Services Polaris Software Lab

ADP Wipro Technologies
Cognizant Technology MIMOS Bhd

Saudi American Bank

| About QAI Global Institute

Set up in 1980, in Orlando, USA, QAl is a leading global workforce
development and consulting organization addressing "Operational

Excellence" in knowledge intensive service organizations.

QAIl Global Institute undertakes research, houses the Bodies of
Knowledge and administers certifications leading to workforce
development. It focuses on creating international education and training
products and services to address Competence Development,
Assessments and Certifications to cater to the large pool of manpower
requiring skills for increased employability.

QAI has trained over 140,000 individuals and certified over 40,000
professionals in over 15 countries.

QA is currently servicing over 300 clients in 30 countries and our
regional bases are located in US, India, China, Singapore and Malaysia.

Contact Details
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| About Software Certifications

Since its inception, Software Certifications, administered by QAIl Global
Institute has certified more than 40,000 IT professionals worldwide. An
increasing number of organizations worldwide have recognized
Software Certifications as necessary confirmation and assurance of the
individual's possesses the capability to competently perform the role in
anorganization.

Software Certifications covers five major domains and provides eleven
Professional Certifications. These internationally recognized,
examination-based and vendor independent programs provide full
career paths for people atentry level to experienced professionals.
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