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SUMMARY


· Experience with analyzing business needs, business requirements gathering, planning and organizing business workout sessions, requirement analysis, Gap analysis and translating business requirements into technical requirements.
· Strong experience in business process documentation, AS-IS & TO-BE process diagrams, high and low level specifications like FRS and TRS, UML diagrams, Use cases, Sequence diagrams and state diagrams.

· Deep Domain knowledge in financial services (Commercial Lending & Leases) and private securities in the areas of system conversion, process re-engineering and automation
· Strong experience in Salesforce and Force.com Platforms in all aspects of Analysis, design, customization, implementation and testing
· Worked in agile (Scrum) software development, waterfall methodology and six sigma standards.
· Deep knowledge of Salesforce.com CRM and extensive experience in enterprise-wide complex implementations, with exposure to Salesforce Automation, Service and Marketing initiatives, and Force.com Customization.
· Experience with Salesforce Architecture, System Design, Configuration, Customization, Integration, Administration, Deployment, Monitoring and Testing, Production Cutover and Support.
· Deep knowledge of CRM business processes – Sales, Marketing and Services Cloud, Social CRM, Chatter, Content, Salesforce to Salesforce, Mobile and Desktop integrations. Expertise in security settings such as role hierarchy, security profiles and access rights; complex formulas, workflow rules, data validation; Execute out of the box/point & click customization on the Force.com platform
· Worked extensively with data migration, data loading using Apex data loader.
· Experience in integration testing, system testing, user acceptance testing (UAT), functional testing, regression testing, GUI testing, performance testing. 

· Experience in writing test plans, test cases, generate test scripts and maintain reports for defect tracking.

· Maintaining Salesforce DEV 401 Certification.

· Team player with the ability to work independently and managed/directed projects, Identified SLAs and defined escalation rules with other stakeholders, managed team of 10+ developers for multiple projects

· Expertise in providing End User Training 

· Dynamic, research savvy with good analytical, good presentation & communication skills
TECHNICAL SKILLS

	Languages
	SOQL (Salesforce Object Query Language), 

	Tools
	Force.com IDE, Apex Data Loader, Eclipse, SOAP UI, Apache ANT, Jenkins, Data Extract Tool, C-Force/Config AID, Apex Explorer, AppExchange, SVN (versioning control), Microsoft Visio, Jira Ticket System, Packages, Service Now, Clarify, HP Quality Center, MS Office, MS Visio

	Infrastructure
	Windows XP 

	Databases
	Force.com, MS-Access

	Project Management 
	Microsoft Project, Microsoft Visio, Microsoft Office


CERTIFICATIONS


· Salesforce.com Certified Force.com Developer 
· Preparing for Salesforce.com Administrator, Sales Cloud Certification, 
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EXPERIENCE

MetLife, Morristown, NJ





Nov’13 – till date

Role: Sr. Business Analyst

MetLife is implementing salesforce.com in Investments Businesses unit to gradually replace in house CRM system based on JAVA and SharePoint. The project consists of Discovery of the overall CRM system, feasibility study and gap analysis, implementation and support of Marketing Cloud, and Sales Cloud on Force.com Platform. 

Responsibilities:

· Working as Sr. Business Analyst performed business requirements gathering, analysis, requirements mapping, conducted business workshops to gather requirements. Acting as a liaison between business, technical team and subject matter experts.
· Study of existing system and discovered the business need and gaps. Built proof of concept and demonstrated to customer and convinced to replace the system with Salesforce.com.
· Project Manager involved in Salesforce.com Customization, Configuration, Administration, Data Migration, Deployment, Monitoring and Production support. Solutions delivery for the Salesforce.com platform managing a global team of business & technical resources.
· Leading migration efforts for 4 business segments to Salesforce.com in a key project release over a 10-month period including re-design & consolidation from legacy systems

· Created Business Requirements documents (BRD), AS-IS and TO-BE Process model, Gap analysis, system context diagram, feasibility study , Use case model, UML diagrams , High level and low level documents like FRS and TRS, Use case details, solution design, Test Plan and project plan.

· Working on multiple Salesforce discovery projects and building prototypes/proof of concepts and demonstrate depending upon the business needs.

· Worked on Solution and technical designing and implementation of salesforce solution. 
· Configuration and customization of salesforce.com application, worked on objects, fields, page layouts, validation rules, workflows, permissions and security settings, roles and profiles. 
· Architected data migration design for volumes in excess of thousands of records, covering 20+ key objects from legacy data sources such as database & flat files, to support redesigned and consolidated business processes using Informatica, and Salesforce Apex Data loader

· DATA Conversion - Analysis, Validation and remediation of Source data for Data Conversion and migrated the transformed data into salesforce using Apex Data loader

· Introduced reports and dashboards and enabled analytical reports automation to reduce manual efforts.

· Assessed and installed multiple AppExchange products like CRM fusion, DupeBlocker, Exact target, etc.

· Worked extensively on functional and technical testing. Created test plans and test cases, conducting UAT and supporting users in testing. 
Technology and Tools – Salesforce.com Enterprise and Unlimited Edition, Force.com, custom objects, Workflow and validation rules, profiles, security, single sign on, Layouts, user and roles, mobile and desktop integration. 

Force.com IDE, Apex Data Loader, Eclipse, SOAP UI, Apache ANT, Apex Explorer, AppExchange packages, Service Now, MS Office, MS Visio, MS Project Plan.

GE Capital Americas, Danbury, CT




Oct’09 – Nov’13 
Role: Salesforce.com Business Analyst/Product Configurator

GE Capital Americas has implemented salesforce.com and force.com in Financial services businesses to gradually substitute Siebel Sales Platform and integrated it with other systems. The project included implementation of Marketing Cloud, Sales Cloud and Services cloud on Force.com Platform, App-exchange packages, Chatter, Mobile and Desktop integrations, Business Rules, Web to Lead, Marketing Automation and various other features. Implemented salesforce.com for 12+ business platforms and involved in Project scoping and team management, project deliveries, monitoring and production support. Created system Test Plan, Test Cases, Test Data, Unit testing, System Testing, Integration Testing, detection of defects, Bugs reporting.

Responsibilities:

· Working as a Salesforce.com Business/System Analyst involved majorly in business and functional Requirements gathering and analysis, translating the requirements into specifications, solution designing, documentation, acting as a link between developers, subject matter experts  and end users, performing gap analysis.

· End to End Implementation: Enterprise-wide complex implementations, of Salesforce Automation, Service and Marketing initiatives, Force.com Customization, Project Management and Delivery.
· Config Lead involved in Salesforce.com Customization, Configuration, Administration, Data Migration, Deployment, Monitoring and Production support. Configured and customized Salesforce.com Marketing, Sales & Service cloud and Force.com Platform using workflow rules, approval processes, validation rules, custom objects, fields, profiles, permissions sets, assignment rules, Analytics such as Reports & Dashboards, Analytic snapshots, layouts, tabs, apps, mobile configuration, desktop integration, Chatter, content management, Salesforce to Salesforce, sites, web-to-lead, mass email, sharing settings. 

· DATA Conversion - Analysis, Validation and remediation of Source data for Data Conversion, Knowledge of SFDC systems DATA model 

· Worked with a variety of tools Excel, import wizard, data loader and Bug reporting tool like QC and SFDC Cases

· Identified SLAs and defined escalation rules with other stakeholders

· Code Deployment: Force.com IDE, Apache ANT, Change Sets, Jenkins and Dream Factory (App-exchange Tool). Involved in packaging components, creating repositories, Validation against production, validating test classes, Deployment preparation, and script based deployments and manual deployments in production, Sandbox management, and code migration between sandboxes/production. 

· Assessed App-exchange plug-ins and applications, implemented app-exchange products

· Supporting more than 12 business platforms on Salesforce.com CRM, monitoring integration logs, debugging code, responsible for receiving and distributing tickets among the team and responding with solution or escalating the tickets to proper team.  

· Performing Data Migration activities using Apex Data Loader and Excel Connector also created reusable mappings. 

· Salesforce.com Administrator learned current process and worked closely with all users as updates continue to be developed and rolled out.

· Acted as the primary point of contact for Salesforce users

· Testing: Worked extensively on Functional Testing, Database Testing, GUI Testing and Manual Testing and also developing QA Test Plan, defining Test cases, reviewing and maintaining Test scripts, analyzing bugs, automated testing and User Acceptance Testing (UAT)

· Involved in and managing monthly releases. Change requests and enhancements are captured as cases in Salesforce, and undergo full SDLC.

· User Training - provided End User Training, Administration Training, and IT Training. 
Technology and Tools – Salesforce.com Enterprise and Unlimited Edition, Force.com, custom objects, Workflow and validation rules, profiles, security, single sign on, Layouts, user and roles, mobile and desktop integration. 
Force.com IDE, Apex Data Loader, Eclipse, SOAP UI, Apache ANT, Jenkins, Data Extract Tool, C-Force/Config AID, Apex Explorer, AppExchange packages, Service Now, Clarify, HP Quality Center, MS Office, MS Visio, AstroGrep

SATS, Mumbai






Apr’09 – Sep’09

Role: Salesforce.com Administrator/Analyst
SATS implemented Salesforce.com Sales cloud and Analytics by replacing an in-house CRM application. The project involves studying and analyzing the Organizations process and designing a business model on the Base CRM Strategy. The projects aimed at maintaining centralized and easily accessible customer related information for SATS and to better coordinate, share information across different customer fronting departments of SATS. To Implement Campaign, Leads, Account, Contact, Opportunity, Contract, Case, Product and Reports and dashboard Management for the Airline services business.

Responsibilities

· Requirement analysis, Application Configuration, Testing, UAT Support, End User training                         

· Developed and maintained documentation on processes, policies, application configuration, and help related materials; Managed operational requests and troubleshoot issues, working with diverse user groups

· Salesforce.com Configuration, Administration, Testing, Data Migration, Deployment,  Configured and customized Salesforce.com Sales Cloud on Force.com Platform using workflow rules, approval processes, validation rules, custom objects, fields, profiles, Analytics such as Reports & Dashboards, Analytic snapshots, layouts, tabs, apps, mobile configuration and sharing settings. 

· Customize Salesforce.com fields, page layouts, record types, searching, list views, queues, reports, and dashboards, Maintained security such as user accounts, mobile user accounts, sharing rules, user roles, user profiles, field level security, content folder rights, groups, list view rights; Maintained overall system configuration, change control, and enhancements

· Acted as the primary point of contact for Salesforce users; Managed instance to ensure data integrity

· Testing: Creation of System Test Plan, Test Cases, Test Data, Unit testing, System Testing, End to End testing, Regression Testing, Mobile to SFDC data flow testing, detection of defects, Bugs reporting.

· Data Migration using Apex Data Loader and excel connector. Managed mass imports and exports of data

· Deployments using Force.com IDE and Change Sets, involved in packaging components, Deployment preparation, code migration between sandboxes/production. 

· Conducted training of SalesForce.com to users

· Presented changes/system enhancements and overall training to diverse audiences; Supported the tracking and reporting of all Salesforce.com feature request(s) and development initiatives

Technologies and Tools – Salesforce.com Enterprise Edition, Force.com, custom objects, Workflow and validation rules, profiles, security, Layouts, user, roles and mobile configuration.
Force.com IDE, Apex Data Loader, Eclipse, MS Office, MS Visio

Salesforce.com (Professional Services)


Jun’08 – Mar’09

Role – Salesforce.com Administrator

The major objective of the project was to perform Testing of solution build by salesforce.com professional services. Testing involved system testing, functional testing, Integration testing, Support during UAT, and tracking defects.

· Salesforce.com Configuration, Administration, Testing, Data Migration, Deployment,  Configured and customized Salesforce.com Sales Cloud on Force.com Platform using workflow rules, approval processes, validation rules, custom objects, fields, profiles, Analytics such as Reports & Dashboards, Analytic snapshots, layouts, tabs, apps, mobile configuration and sharing settings. 

· Customize Salesforce.com fields, page layouts, record types, searching, list views, queues, reports, and dashboards, Maintained security such as user accounts, mobile user accounts, sharing rules, user roles, user profiles, field level security, content folder rights, groups, list view rights; Maintained overall system configuration, change control, and enhancements

· Involved in creation of System Test Plan, Test Cases, Test Data, Unit testing, System Testing, Integration Testing, End to End testing, Regression Testing, detection of defects, Bugs reporting.

· Devise test objectives, organizational test policies, test strategies and test plans

· Worked closely with clients and business team to understand requirements and created test steps template to carry out Functional testing, system and Integration testing, UI Testing. 

· Planning, monitoring, and control of the testing activities and tasks.

· Bug reporting, tracking defects worked closely with the development team, other stakeholders and reported defects/bugs.   

Technologies and Tools – Salesforce.com, Force.com IDE, Apex Data Loader, MS Office
Tata Consultancy Services 



        
Jun’07 – May’08
Role: CRM Functional SME







CRM SME, worked with SaaS and Sales Centre of Excellence (CoE) Group, a part of CRM practice in TCS

· Subject Matter Expert on Sales CRM and Sales Cloud

· Training associates on CRM functions especially Sales CRM
· Designing Solutions with technical team for specific business functions related to Sales CRM.

· Developed assets, collaterals, case studies, summary reports, proposals, capabilities profiles, Competitive analysis, and Product analysis reports and papers. 

· Involved in Presales activities like writing Proposals and developing POCs, responding to RFPs, RFQs and RFIs. 

· Knowmax: worked on a SharePoint application to configure a knowledge portal and repository for Sales and SaaS CoE. The repository is used internally among employees. Involved in creating pages and each page has link to respective repository. 

· Training and Education: Developed training and education plans. Took training sessions on CRM process which includes on Sales, Services and marketing processes, 

Technologies and Tools – Salesforce.com CRM, MS Sharepoint configuration, MS Office

Better Marketing, Inc.





Dec’06 – May’07

Role: Salesforce.com Data Analyst

ReadyContacts is a marketing database company.

· Configuring Salesforce.com based on the columns of contacts lists, Custom fields, page layouts, test users

· Responsible for Data Consistency & Standardization, Validation of the Contacts load in Salesforce
· Data Migration using apex data loader and Import contacts and Used Social CRM to generate and verify contact lists
· Validation against LinkedIn public profiles and email validation to weed out anything but good contacts before its delivered to customers

· To test and assure quality of contacts lists and company information by performing market research, it required referring to available online databases. 

· To verify and assure quality of Contacts’ addresses, role and title of the contact using internet research and by visiting multiple trusted sites. Verifying email addresses using email verification sites 

Technologies and Tools – Salesforce.com, Apex Dataloader, intrenetfrog.com, verify-email.org, MS Office
Ivitesse Technologies





Jun’05 – Dec’06

Role: Business Development Executive
Ivitesse technologies offers enterprise packaged solutions such as SAP, JD Edwards, and oracle e-apps. 

Was working closely with the marketing and sales department to generate leads and converting into deals and closing orders
· Responsible for generating leads using phone calls and emails, maintained marketing and contacts database to generate leads. 

· Also, gathered requirements and information and performed requirement analysis to filter out potential leads and deals. 

· Used to focus and quality leads, Lead Scoring -rated the leads as hot, warm and cold leads, while focusing on hot leads and Lead nurturing.

· Worked on Customer relationship management and was involved in one to one relationships with leads and maintained engagement till lead maturity. 

Tools Used – MS Office, research database
EDUCATION BACKGROUND

· Master in Business Administration in IT + Marketing from ISMS -  Pune, India 2007

· Bachelors in Electronics and Telecommunication Engineering from GEC - CG, India 2005 

TRAINING:


Force.com Application Training from TATA Consultancy Services in 2008
A Salesforce.com Consultant with 8+ years of in-depth experience in Salesforce.com business consulting, product & delivery management, sales and support experience; performing the roles of Sr. Business Analyst, Project Manager, Lead Administrator and Business Development.








