Sreeja Boorla
Contact: +91 9133131833
Email: sijju11@gmail.com


Objective:


Lead Specialist for the CX Sales & Service suite of products (Oracle Sales & Service Cloud, Oracle PRM, Oracle CX Unity, Field Service Cloud, Oracle Intelligent Advisor, Knowledge Advanced). I am a result oriented professional with a proven track record of successfully leading and delivering more than 5 project implementations for B2B Sales & Service cloud. Seeking a challenging position as an Oracle Sales & Service Cloud Lead, where I can leverage my expertise and leadership skills to drive innovation, optimize business processes, and maximize client satisfaction
Education
· Bachelor's Degree in Computer Science, Mahatma Gandhi Institute of Technology, 2016

Skills
· Oracle Sales & Service Cloud

· Oracle PRM

· Oracle Field Service Cloud

· Oracle CX Unity

· Oracle Intelligent Advisor

· Knowledge Management

· Sales Life Cycle Concepts (Account Management, Contact Management, Lead assignment, Opportunity management, Campaign Management)
· Service Management Concepts
· Master data management concepts

· Visual Builder Cloud Services

· B2B Integration Concepts

· Oracle Integration Cloud (OIC), Web Services (SOAP, REST) 

· Data Migration (data mapping, transformations)
· Oracle Cloud Infrastructure (OCI) and Platform as a Service (PaaS)

· Requirement Gathering and Analysis

· Technical Architecture and Design

· Customization and Configuration

· Project Management

· Team Leadership and Collaboration

· Problem-solving and Troubleshooting

· Excellent Communication and Presentation Skills

· Client Relationship Management

· Change Management

· Stakeholder Management

Work Experience:



Innovacx Tech Labs (June 2020 to Current) – Lead Specialist, Enterprise Innovations
· Responsible for understanding the customer requirements and showcasing Oracle CX Unity, Oracle Sales & Service Cloud, Oracle PRM, Oracle Field Service Cloud  and Oracle Intelligent Advisor capabilities during the sales cycle. Was involved in presales cycle for 10+ prospects. 

· Led the Oracle Sales & Service Cloud, Oracle PRM, Oracle Field Service Cloud delivery for 5+ projects completely (Starting from Product demo, Kickoff meet, requirements gathering workshops, technical design, development plan, code reviews and team management, Status reports and status calls with customer and dependent stakeholders, project management, CRP, training, UAT, PROD deployment, Hypercare support post deployment, CR management)
Client

: Avery Dennison
Designation

: Lead Specialist

Technology Used
: Oracle Sales & Service Cloud, Oracle Field Service Cloud, Oracle Intelligent Advisor, VBCS, Live Chat, Oracle Integration Cloud
Description: Avery Dennison is a global materials science and manufacturing company that specializes in the production of adhesive materials, labels, and packaging solutions. Customer was already using EBS to track sales operations, wanted CX digitalization and standardization of Customer Service business processes

Responsibility: 

· Collaborating with stakeholders to understand their email integration requirements, including email routing, ticket creation, SLA, auto-response, and email notification processes

· Designed and architected Oracle Service Cloud and Oracle Integration cloud solution

· Conducted regular progress reviews and communicated project status updates to stakeholders, addressing any concerns and managing expectations 

· Provided technical leadership and guidance to the team, mentoring and coaching team members to enhance their skills and knowledge in Oracle Service Cloud 

· Documented the integration plan, including design specifications, technical solution, and implementation guidelines 

· Involved in all the stages of the project starting from Project kick off to go-live
Client

: DPW ( Dubai Ports World) - One CRM
Designation

: Lead Specialist

Technology Used
: Oracle Sales & Service Cloud, Integration with legacy systems leveraging Oracle Integration Cloud
Description: The Client has multiple business units which are using different applications for tracking sales in their business units. Client wanted to bring all the Business units to use a single Application so that all the Sales of a customer across business units can be monitored in a single application

Responsibility: 

· Led technical requirement gathering sessions, analyzing business processes and translating them into technical solutions using Oracle Sales and Service Cloud
· Designed and architected Oracle Sales and Service Cloud solution - data model, customizations, integration approaches, ensuring alignment with customer needs and industry best practices
· Managed project milestones and resources 

· Provided technical leadership and guidance to the team, mentoring and coaching team members to enhance their skills and knowledge in Oracle Sales and Service Cloud 

· Involved in all the stages of the project starting from Project kick off to go-live and extended support for CRs
· Acted as the primary point of contact for customers, managing stakeholders, resolving issues throughout the project lifecycle

· Conducted user training sessions and created documentation to facilitate user adoption of Oracle Sales and Service Cloud

Client

: Emirates Digital Wallet
Designation

: Lead Specialist
Technology Used
: Oracle Sales & Service Cloud, Oracle PRM, Integrations with Responsys/Wallet Mobile App/SFTP and 3rd party applications
Description: Emirates Digital Wallet LLC (EDW) is a leading digital payment provider based in the United Arab Emirates (UAE). To ensure effective customer relationship management and communication, EDW wanted a CRM solution which caters to customer relationship, marketing, customer communication and customer service use cases
Responsibility: 

· Collaborated closely with customers to understand their business requirements

· Designed and architected scalable Oracle Service Cloud, Oracle PRM and Oracle Cloud Infrastructure solution
· Co-ordinated with cross-functional project teams including marketing cloud dev team, QA team and functional consultants to ensure successful project delivery within scope and timeline 

· Conducted regular progress reviews and communicated project status updates to stakeholders, addressing any concerns and managing expectations 

· Maintained documentation of the integration plan, including design specifications, technical diagrams, and implementation guidelines 

· Involved in all the stages of the project starting from Project kick off to go-live
Client

: Inspira
Designation

: Lead Specialist
Technology Used
: Oracle Sales & Service Cloud, Integrations with Eloqua and 3rd party applications
Description: Inspira Enterprise is a leading digital transformation enterprise that combines bold thinking, path breaking technologies and years of expertise to transform businesses and organizations around the world. Inspira was looking for Sales automation - Territory management, Quota, Forecast, CX Sales mobile App, SSO, outlook integration, Account management, Lead to Opportunity flow, Opportunity to Project/budget integration, role-based Sales dashboards, Workspace, landing page infolets, etc.
Responsibility: 

· Led technical requirement gathering sessions

· Designed and architected Sales automation flow analysing business processes and translating them into technical solutions
· Provided technical leadership and guidance to the team, mentoring and coaching team members to enhance their skills and knowledge in Oracle Sales and Service Cloud 

· Acted as the primary point of contact for customers, managing stakeholders, resolving issues throughout the project lifecycle

· Conducted user training sessions and created documentation to facilitate user adoption of Oracle Sales and Service Cloud

· Implemented change management strategies to minimize resistance and ensure smooth transition to new processes and systems

· Involved in all the stages of the project starting from Project kick off to go-live and extended support for CRs

Innovacx Tech Labs (June 2018- June 2020) – Senior CX Specialist, Enterprise Innovations
Client

: A1 Office
Designation

: CX Specialist

Technology Used
: Oracle Sales Cloud
Description: A1 Office is considered one of Australia's premier and preferred commercials fit out company, the customer was looking for Sales automation
Responsibility:  

· Involved in requirement gathering sessions with customer
· Worked on creating objects, fields, page layouts

· Built interactive dashboards and reports with drilldowns, guided navigation, filters and prompts using Oracle BI reporting tool

· Created workflows and Email templates

· Created the object functions, triggers, validations for Lead conversion and opportunity management using groovy

· Configured the mobile pages

· Configured Territory Management, Quota and forecast

· Worked on Code Optimization

· Involved in various stages of the project including CRP, training and UAT

· Involved in Post go-live support
Client

: Bausch and Lomb India Pvt Ltd.
Designation

: CX Specialist

Technology Used
: Oracle Sales Cloud Application Composer, User role setup, Classic mobile app, Territory Management, Quota and Sales Forecasting, Sales Dashboard, Account Management, Lead Management, Opportunity Management, Office 365 Integration, Data Migration leveraging file-based loader(Import Management)

Description :  Bausch and Lomb India Pvt Ltd. is a leading healthcare company that specializes in eye health products and solutions. B&L were handing their customer queries and complaints in excel files, they wanted Service request management module for customer complaint handling processes

Responsibility:  

· Worked as specialist to setup entire Service request management processes

· Customizing Adaptive and Global search for workspace

· Created custom OBIEE Reports using multiple objects, custom SQL query reports, data model reports, RTF template reports, reports scheduling
· Optimizing the server scripts and fixing all the scripts to best practice method to improve the performance

· Implementing Service Assignment rules for queue assignment

· Implementing Service Milestone feature for Service Request object and reports

· Building scripts, pages, workflows, setup task, email templates

· Performing CSM, pre and post CSM/P2T activities

· Data Migration

· Go live support
Innovacx Tech Labs (May 2016- June 2018) – CX Specialist, Enterprise Innovations
Client

: Karam Industries
Designation

: CX Specialist

Technology Used
: Oracle Sales Cloud Application Composer, CPQ (Configure, Price , Quote) , BI reporting tool, SQL Procedure, Java (Integration services with EBS Application)
Description: The client is the India's largest manufacturer of safety equipment based in India. The client was already using Oracle EBS Application to track sales operations. But as Oracle sales cloud provides mobility and user friendly than EBS Application, customer was interested to use Oracle sales as a front-end application and use EBS Application for financial transactions.

Responsibility:  

· Involved in Production support and Implementing New CRs

· Created Custom Objects as per requirement and Created relationships.

· Worked on Configuration of Account and Contact object pages

· Worked on Customizing the menu in structure and on springboard

· Created Lookups and Custom fields in App Composer as per requirement

· Imported data through File based load for standard and custom objects

· Developed most of the dashboard reports using BI analytics for sales users and Sales Heads.

· Configuring and customizing Sales Cloud as per support tickets and CR requirements

Client

: Tech Mahindra


Designation

: CX Specialist

Technology Used
: Oracle Sales Cloud  Application composer, BI reporting tool

Description: Tech Mahindra is a leading multinational information technology (IT) services and consulting company headquartered in Pune, India. Customer was already using CRMOD and had to migrate all code and data from CRMOD to Oracle sales cloud.
Responsibility: 

· Involved in Opportunity module development.

· Involved in resolving Application Composer issues reported by Customer testing team.
· Data migration and Validation
· Involved in Go-live
Sales & Service Management Processes Experience



· Lead management and qualification

· Opportunity management

· Account and contact management

· Customer 360 unified view and Integrations
· Sales forecasting and pipeline management

· Quoting and proposal generation leveraging RTF template reports

· Territory management

· Sales performance tracking and reporting

· Sales analytics and insights

· Partner relationship management

· Channel sales management

· Customer service request management

· Enable Queue and assignment management processes within Service Cloud

· Setup of Action plans to assign tasks during the SR resolution

· Inbound email integration for case process setup

· Leverage standard Capabilities to enable Chat, Co-browse and CTI 

· Customer Portal configuration leveraging Oracle Digital Customer Service (DCS)/Visual Builder Cloud Service (VBCS)

· Integration with Marketing systems, CRM systems, ERP systems, and other enterprise applications

· Escalation management

· Service level agreement (SLA) management

· Knowledge management

· Customer data management

· Customer feedback and satisfaction tracking

· Field service management and scheduling

· Service analytics and insights


