RAJIV ZUTSHI     |   (408) 205-2768  |  rajiv.zutshi@greyeyelashsystems.com
EXECUTIVE SUMMARY

Experienced leader with track record of business innovation and catalyzing profitable growth through product strategy and management of technology • Demonstrated expertise in steering organizational change through strategy, management and leadership of multi-national teams across diverse cultures • Passion for people management, understanding human behavior, and driving consensus • Expertise rooted in process optimization and best practices, for automation and digital transformation

~20 years’ experience with:

· Team Management: Excellent communication skills / presentations / people skills
· High Tech Industry - Software, Hardware

· Go-to-Market (GTM): Sales & Service Operations / Finance 
· Business Transformation / Strategy & Roadmaps (People, Processes, Data, Technology, & Governance)

· Cross functional / Off-shore models
CLIENTS
Applied Materials, Cisco, Intel, Juniper Networks, Varian Medical Systems, Sybase, Network Appliance (NetApp), GES Inc, Pretty Good Privacy (PGP now Symantec), Pacific Gas & Electric (PG&E), Autodesk, Altera, Adobe, SAP Labs (Industry Solution for Software and Semiconductors)
SALESFORCE SKILLS

· Sales & Service Clouds: Leads / Oppty Mgmt / Cases Mgmt / Contracts / Products / Accounts / Contacts

· Adept with Force.com platform configuration

· Objects, Tabs, Apex Triggers, 

· Validation Rules, Visual Force Page Layouts

· User Profiles / Security

· Workflow, Process Builder Scheduled Jobs, Governor Limits,
· Apex Data Loader, Informatica Cloud Loader

· Partner Portal, Currency Management

· Dashboards, Reports

· Lightning

· Built an enterprise class PRM product Manufactured enterprise class Partner Relationship Management product in 2011 (PIMS – Partner Incentive Management System) for the Salesforce Appexchange (click link): PIMS for Salesforce


EDUCATION

Master of Science in Information Science, 1997-1999
University of North Carolina at Chapel Hill (UNC-CH)

Bachelor of Science in Physics, 1991-1995.  (University Scholar)
Washington and Lee University, Lexington, Virginia
EXPERIENCE
Applied Materials, Santa Clara, CA

Position: Senior Salesforce Business Systems Analyst
System Sales: SFDC->SAP Architecture & Integration




     (2019 – 2021)
· Led architectural design for the integration between SFDC Service Cloud and SAP CRM for the APG (Automated Products Group) business unit.

· Project focused on 
· Opportunity replication though WebMethods middleware.

· Migration of Remedy Legacy system to SFDC Service Cloud for incident management.

· Managed team of 6 system & functional analysts, and set the direction for the project

· Partnered with key business stakeholders to ensure solution design addressed the business requirements.

· Conducted fit-gap analysis and incorporated critical data into solution design.
· Coordinated and resolved escalations during UAT cycle and post go-live hyper-care period.

· Designed and monitored the status of the implementation and also provided transparent reporting to management.
Cisco, San Jose, CA

Position: Program Manager

Service Sales & Renewals: Partner Relationship Management (PRM)


     (2018 – 2019)
· Managed global rollout of Single End Customer Enforcement (SECE) program on Cisco's ecommerce Renewal Platform.
· Led co-design sessions with global partners, to enable compliance with Cisco's new Service Contract Management and Subscription Policy.
· Drove cross functional collaboration between multiple internal groups including Service Contract Management, Service Quoting & Ordering, Regional Operations, IT Development, IT Data Analytics, and Customer Registry.
· Defined internal support model structure for managing post go-live partner escalations as they pertained to service contract renewals

· Rolled out training to a) external distributors and resellers, b) internal Partner Operations Management, Service Sales
 

Intel, San Jose, CA

Position: Senior Salesforce Business Systems Analyst 




(2016 – 2018)
     
· Led components of the M&A activities during Intel’s acquisition of Altera.
· Employed Agile methodology to migrate critical Altera processes to Intel in areas of SFDC Sales Opportunities and Forecasting (Sales Cloud, Marketing Cloud)
· Performed SFDC Solution design and processes including,

· Development of user stories in Rally to define to-be solution.  

· Directed off-shore development during weekly sprints for SFDC custom development in the following areas:

1. Market Segmentation of Revenue and Allocations by Business Unit for both Internal Management reporting.

2. Profit Center definition, consolidation, and migration, for FPGA (Field Programmable Gate Array) Chips as required by Customer Marketing and Business Management teams.

3. Custom sales commission solution for PSG (Programmable Solutions Group) on SFDC with integration to the Sales Annual Plan.
· Drove process harmonization through gap analysis.  Defined necessary enhancements for Intel as part of end-to-end solution definition.
· Rolled out training to global participants in Finance and Sales in the Americas, Asia-Pacific, EMEA, and Japan GEOs
Juniper Networks, Sunnyvale, CA




          
     
Position: Senior Salesforce Business Analyst





      (2013 – 2016)
· Facilitated business transformation to streamline sales and finance operations, and subsequently lower operating costs for Juniper as part of Juniper's Ignition Project. 
· Project focused upon legacy systems migration off Oracle, into SFDC (Sales Cloud, Service Cloud)  & SAP.
· Led cross functional discussions between key stakeholders across business functions including Sales Ops, Sales Finance, Channel Management ensure end-to-end process integration.
· Re-engineered processes / Process Flow Diagrams / User Stories / Functional Specifications, to define to-be process in areas of:
· Quoting: Configurable products and variant pricing using Steelbrick CPQ. Enabled quoting of bundles which included combinations of hardware and service.
· Designed and configured workflow approvals in SFDC based upon Juniper margin calculations. 
· Sales Achievement (SA): Sales Compensation and Territory Management for POS Distributor Resale Transactions.  Integrated with Appexchange Xactly solution for quota calculations against Annual Plan.
· Led project team to re-level / re-tier top 3000 Value Added Resellers.  Wrote RFQ, SOW, and on-boarded 3rd-party telemarketing company to align reseller Tier values on SFDC Account Object for effective quoting discounts.. 
Varian Medial Systems, Milpitas, CA



          

   
Position: Senior Salesforce Business Systems Analyst
Sales & Service Operations, Finance Costing



  
 
                      (2012)
· Engaged in the blueprint phase for Varian Medical Systems to improve service sales operations in SAP CRM.
· Conducted several interviews with various business stakeholders to provide an all encompassing SAP IBase view for all Oncology (Radiation Therapy) equipment installed globally.
· Gathered requirements from departments including: Service Marketing, Call Center, Field Service Engineers, Installation Engineers, Licensing, Corporate Marketing, Sales, Manufacturing (US & Germany), and FDA / Recall team.
· Developed a proposal to improve service and field operations for maintenance of customer production equipment.  Specific areas included:
· Automatic equipment record generation / equipment hierarchy creation.
· Field Replaceable Unit (FRU) definition.
· Automation of FRU linkage to SAP equipment hierarchy for service maintenance
· Consolidation of software license IBase (serialized customer product) structure into service IBase.
· Presented a proof-of-concept in Salesforce Service Cloud to Varian executive management and the CIO.

Sybase (an SAP Company), Dublin, CA



          

    
SFA & Service Operations
 
 




  
          (2011 – 2012)
· Project revolved around replacement of Salesforce.com SFA with SAP CRM with focus on CRM reporting for Leads, Opportunities, Service Contracts and Service Tickets.
· Critically involved with change in landscape from 3-tier to 5-tier landscape with SAP Basis and Project Management.
· Enabled accurate reporting in the area of Service Contracts, and Sales and Marketing.
· Managed team of analysts and developers to enable new sales pipeline reports.

NetApp, Sunnyvale, CA





          


 
Senior Business Analyst: Renewal Quotes & Contracts  


  

         (2010 – 2011)
· Improved contract renewal process for inside sales and external resellers and distributors as part of NetApp’s EODB (Ease of doing Business) initiative.
· Renewal quotes for assets not covered by NetApp warranty / service entitlements provided an increase in service revenue by $5 million a quarter.
· Renewal quotes provided a foundation to NetApp sales teams when negotiating pricing for existing assets (Filers: Disks / Shelves / Non-Volatile RAM) for top 50 customers.
· Instrumental in establishing visibility and authorization to renewal process and application as part of over-arching governance policy.
GES, Inc, / Salesforce.com, San Mateo, CA





      
CRM/PRM Channel Sales Operations
 




  
         (2009 – 2010)
· Instrumental in developing value proposition for new channel management application – PIMS (Partner Incentive Management System) as an extension to existing the Salesforce.com PRM (Partner Relationship Management) solution.
· Developed in-depth knowledge of the Force.com platform for ISV ecosystem partners 
· Researched go-to-market strategy using SFDC ISV channels (Appexchange, TrialForce).  
· Developed partnership with SFDC for co-selling PIMS into new & existing SFDC accounts.
· Created functional specification for PIMS, including reporting requirements and solution integration with SAP Finance / SAP Order Management.
Pacific Gas & Electric (PG&E), San Francisco, CA




        
Project Manager 








          (2008 - 2009)
· Managed a Fujitsu development team to upgrade the PG&E SAP Financials and Logistics system.
· Enforced new documentation standards for development changes performed during upgrade.
· Defined knowledge ramp-up roadmap for highlighting new features and processes available.
Autodesk, San Rafael, CA





     

  
Sales Finance: Pricing and Sales Ops





 
          (2007 - 2008)
· Provided future state definition to control and centralize pricing processes across all GEOs.
· Captured current state of pricing usage and non-conformance across all Autodesk sales organizations.
· Analyzed mis-usage of pricing conditions types on global pricing procedure for all sales and service order transactions over a 2 year time period.
· Implemented plan with SAP Pricing Department and Business (Pricing Committee) to modify pricing procedure during development release cycle and close loopholes for ad-hoc manual discounts by sales personnel.. 
· Established foundation to gain insight into margin leakage through pricing analytics for Sales Finance team.
· Modeled Marketing Development Funds (MDF), Sales Development Funds (SDF), Channel Partner earnbacks as clear components of pricing waterfall.  Ensured accurate average selling price (ASP) reporting for single SKUs and Bundled offerings (BoMs – Bills of Materials).
· Analyzed partner incentive programs (Solution Incentive Program, Loyalty Incentive Program, Key Incentive Program) and their impact to average selling price (ASP) reports developed by Sales Finance.
· Served as liaison between IT and  SP&O New Product Introduction (NPI) department.
· Performed business workflow analysis of current SKU generation process and setting of price-points for “Packaging & Pricing” project.  
· Managed the development of a proof-of-concept for a new custom “product offering” solution – designed to reflect future state of License SKU creation and price setting for various Geos and Channel Partner Tiers.  
· SAP CRM (Net Price Lists), CRM Order Simulation
· Price List Publication for single SKUs and SKU Bundles (BoMs – Bills of Materials).
· Evaluated SAP MDM & Tibco as it pertained to SKU Management (PIM - Product Information Management) with IT Senior Management and VENDAVO for price setting and optimization.
· Promoted the design to incorporate price list publication as a web-service for business users within SAP’s enterprise service oriented architecture (eSOA).  
· Created impact assessment documents (IADs) for project prioritization and risk mitigation for price list publication, price setting, & pricing analytics.  
Altera, San Jose, CA


             


              

       
Channel Mgmt Consultant







      (2006 - 2007)
· Lead the integration and conversion of legacy systems to SAP CRM for the Campaign-to-Demand SAP Channel Management project.
· Worked closely with PMO, SAP America, Altera Finance and Operations to outline conversion process & project schedule.
· Performed business process modeling and business workflow development with Altera business users for leads and opportunity management (Design Registration).
· Managed team to consultants, analysts and developers to migrate open and historical Baan Distributor Price Agreements (DPAs) to SAP sales contracts. 
· Developed new process between channel operations and channel finance to integrate Distributor Point of Sale (POS) data & Claims data into SAP CRM Resale Tracking and Claims Management RTCM.

· Rolled out training to on-shore (San Jose, CA) and off-shore (Penang, Malaysia) teams.
Adobe, San Jose, CA








       
SAP Consultant for M&A Activities





                     (2005 – 2006)
· Project 1: Responsible for Macromedia product registration into SAP CRM (Adobe Macromedia Acquisition) thru adobe.com and CRM call center.
· Focused on integrating Macromedia products into SAP CRM service landscape (Individual Objects / Installed Base Management). Managed iObject creation and subsequent service for registered products (service contracts) and marketing. 

· Engaged teams from Adobe development and Macromedia's CRM development to architect a solution for serial number decoding and subsequent Macromedia product registration in Adobe’s SAP CRM 5.0 system.

· Delivered functional specification for serializing Macromedia products and bundles sold through existing CRM-ISA (Internet Sales) on-line stores via ESD (Electronic Software Download) and Hard Goods.
· Architected a new solution to accelerate Macromedia product registration data migration through custom SAP CRM interface.

· Project 2: Member of core team responsible for merging macromedia.com & adobe.com customer accounts to reduce redundancy and duplicates in central customer database after completion of Macromedia acquisition.
SAP Labs LLC: Palo Alto, CA







 (Jun 99 – July 05)
SAP Solution Manager (Industry Solution Aerospace & Defense)



(Feb 04 – Jul 05)
· Focused on SAP Service Management in the airline industry - Maintenance, Repair, and Overhaul (MRO) 
· Managed support for all new and existing MRO accounts for the Americas.  Provided guidance to sales executives for developing value engineering (VE) proposals.

· Rolled in requirements from MRO Organizations and aircraft manufacturers (OEMs) into SAP development.  

· Worked with management to support development of business plans.  Conducted training workshops to roll-out new functionality to customers, partners, and consultants.

· Worked with development to roll-in requirements for SCM APO MSP (Maintenance and Service Planning) for long term aircraft planning in the Supply Chain Management System.

· Developed knowledge on preventive based maintenance for aircraft service industry - based upon Plant Maintenance (PM) module.  Focused on service contracts, equipment installation/removal, counter based measuring points for life-limited components, task lists and work orders.

· Explored the development of Inspection Workbench (IWB) as a composite application (xApp) or possible Enterprise Service Architecture (ESA) enabled service.

SAP CRM Lead Consultant @ Adobe (Industry Solution for Software)


   (Mar 03 – Feb 04)
· Lead the design & implementation for the custom Product Registration PC-UI BSP (ABAP development) based project for the first CRM 4.0 customer (ramp-up project with SAP Labs, SAP America, Adobe Business & IT).
· Rolled-in customer requirements through end-user interviews, performed gap-analysis to create a global CRM Call Center to register new products (entitlement registration) and manage services based upon registered products.
· Registration and installed base performed through new service management Individual Object technology with integration into CRM Product Master.

· Formalized project scope and developed functional and technical specifications for Adobe entitlement registration with integration into the CRM call center & Genesys – CTI (call telephony interface).  

· Re-engineered & streamlined duplicate and redundant processes during legacy system migration.

· Established foundation for campaign management through iObject implementation for execution thru multiple business scenarios including:

· promotion of new product lines and service for the existing installed base thru CRM Marketing Segment Builder.

· revenue generation through establishment of service contracts for product technical support.

SAP Senior Application Developer / Data Architect (Industry Solution for Software)

   (Jun 99 -Feb 03)
· SAP CRM 4.0 Development   


            
· Participated in joint global development project between IBU High Tech, IBU Automotive, and IBU Utilities for CRM 4.0 Individual Objects (Service Management).

· Created both functional and technical specifications for Individual Object integration with core CRM marketing application. 

· Architected data model and developed functionality in ABAP to enhance Segment Builder.  Design enabled Segment Builder to perform targeted business partner groupings based upon products customer iObject / IBase (Installed Base).

· Developed BW -> CRM integration for data retracted from SAP BW to provide a higher level of personalization during campaign execution.  

· Developed Integration with SAP forms provided campaign execution through email channel.

· Created thorough test cases and CATTs for integration testing and quality assurance. 

· BW Content Development 



· Developed a data model prototype for Individual Object content during initial phase of Software Development Life Cycle for execution in the Analysis Process Designer (APD) tool.

· Prototype enables data extraction from CRM to BW and focuses on the subsequent retraction of data into CRM – for integration and use in CRM Marketing Analytics.

· BW content developed and prototyped Operational Data Store (ODS) for use in IS-High Tech, IS-Automotive, and IS-Utilities’ industry solutions. 

· IS-Software Development (Sales & Distribution / Plant Maintenance)

         
· Performed numerous upgrades from 4.5B -> 46B -> 46C -> 4.7 DIMP (Discrete Industries Mill Products) - SPAU Process. Involved with creation of Hot Packs / Support Packages for global client base.

· Analyzed and worked to streamline business processes for large software corporations around entitlements.

· Developed technical and business process knowledge around Plant Maintenance (PM) & Sales & Distribution (SD) modules. 

· Supported multiple Order-to-Cash implementations and provided post production support.

· Worked extensively with PM IBase, equipments, functional locations, and its integration into SD.  

· Dynamic Pricing Project – Used Application Link Enabling (ALE) in conjunction with Web Method’s Business Connector to create a business-to-business trading scenario within the mySAP.com marketplace. 

· US and European patents filed for “Dynamic Trading Opportunities System.”
