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Ajay Pratap Yadav
Address 

:
50D pocket C, Sidharth Extension, New Delhi 14
Phone    

:
91-9910016842
E-mail

:
yadavajai7@gmail.com
LinkedIn Profile
:
https://www.linkedin.com/in/ajay-pratap-yadav-102a2443/
Profile Summary
· I am Oracle RightNow Cloud Service 2016 Certified Implementation Specialist (1Z0-325), with 12+ years’ experience in Technical, Functional in leading computing technologies, 7+ years of experience in Oracle Service Cloud as Techno-Functional consultant.

· Good Experience on Functional Requirement Analysis, Functional Design, Test Plan Preparation, UAT, Issue Management, Change Management and Documentation.

· Good experience on Implementation, Upgrade and Production Support areas.

· Strong knowledge of Configuration and customization of Oracle Service Cloud and involved in process improvements.

· Technically expertise in Agent Desktop customization and implementation of Customer Portal, Agent Automation using Workflows, Agent Scripts, Workspaces and JavaScript API, Analytics, Chat, ROQL, Process Designer and Data Structure for various domains such as Automobile, Property Management, Health Care, Telecom.
Employment Details

Technical Architect: working with VServe Business Solution from 6th July 2018 to till date. 
· As an Oracle Customer Experience Cloud consultant, help and advice customers how to achieve great customer and employee experiences and obtain measurable results by implementing Oracle CX Cloud applications.

· Be the conduit into CX applications development to ensure that the CX teams is always clear of the product capability and future strategy.
· Creating striking presentations/demonstrations, Fixed Scope Offerings.

· Ensure all components of the technical architecture are properly integrated and implemented.
· Responsible for end-to-end technical assurance, technical governance, technical best practices, the reuse of technical assets, and the assignment of technical work. Responsible for technical direction of the project.
· Expertise in Implementing Workspaces, Account Profiles, Business Rules, Custom Reports, Navigation Sets, SLAs, Incident Queues, Knowledgebase Management, etc.

· Expertise in configuring the agent desktop and automating business processes using contextual workspaces, workflows, agent scripting and business rules

· Expertise in Customized reporting and objects within RightNow to ensure tool met and exceeded business needs for tracking metrics.
· Expertise in Customer portal development Using PHP, HTML, CSS and JavaScript.

· Creating and managing surveys, addition of questions to surveys, Market Testing Surveys and Mailings etc.

· Expert in Custom Processes by using Connect PHP API.
· Expert In engagement Engine, CoBrowse.
· Integrated OSvC with multiple Apllication like quiq for Chat, Khoros for Social Monitoring, PopFlow for InBound Call

· Good knowledge of ROQL.

· Leading team of 4.

CRM Administrator: (October 2013 to 4th Jul 2018.)
· Expertise in Implementing Workspaces, Account Profiles, Business Rules, Custom Reports, Navigation Sets, SLAs, Incident Queues, Knowledgebase Management, etc.

· Expertise in configuring the agent desktop and automating business processes using contextual workspaces, workflows, agent scripting and business rules

· Expertise in Customized reporting and objects within RightNow to ensure tool met and exceeded business needs for tracking metrics.
· Expertise in Customer portal development Using PHP, HTML, CSS and JavaScript.

· Creating and managing surveys, addition of questions to surveys, Market Testing Surveys and Mailings etc.

· Expert in Custom Processes by using Connect PHP API.

Programmer Analyst: worked with Teleperformance USA (India Offshore Team) from April 2011 to Sep 2013.  

Job Description: 

· Enterprise IVR /speech, IP-telephony application development.

· Extensively worked in full development life cycle process including requirement gathering, design, coding, testing, debugging and maintenance. 

· Worked with different IVR platform including Avaya, Nuance, MS speech server, 

· Wrote documentation to describe program development, logic, coding, and corrections. 

· Responsible for troubleshooting, and testing the IVR Application, add-ins, JSP.

IT Service Desk Analyst: worked with Teleperformance USA (India Offshore Team) from April 2010 to March 2011

Job Description: 

· Provide initial troubleshooting and investigation of any issues causing downtime to centers. Including areas of applications, circuits, desktops, proxies, networking, and system and telephony equipment.

· Work with operations and clients to determine the issue being reported and prioritize appropriately based on company guidelines.

· Coordinated with technicians and operations to document and resolve production effecting issues.

· Communicating outages affecting operations to operations and executive levels.

· Worked with Operations and Clients to prioritize, gather and document information in ticket so tickets could be worked by technicians.

· Checked tickets in system to ensure they were assigned to the appropriate team.

· Escalated tickets to management based on tickets going over set Service Level Agreement guidelines.

· Coordinate outages in order to resolve them under company guidelines.
Tech Support Advisor: Worked with Teleperformance India from September 2009 to March 2010.

Job Description: 

Customer Support over the Phone or By Connect Session.

Customer Support Representative:  Worked with IBM Daksh from September 2008 to August 2009 Customer Support Executive.
Associate Faculty:  Worked with UPTEC Computer Consultancy from July 2007 to August 2008.

Job Description: 

· Conduct training for engineering students on Programming Languages like C, C++, C#, T-SQL, JAVA.

· Develop customized course content as per company requirements time to time.

Technical Skill:

CRM Tool             
:      
Oracle Service Cloud (RightNow)
Languages                 
:     
Core Java, T-SQL.
Web development
: 
PHP, Java Script, CSS, HTML.

DB Tool


: 
MS-SQL Server.

Education
· Bachelor of Computer Applications (BCA) from SMU 2015.
· ‘O’ level Computer Diploma from DOEACC Society.

· ‘A’ level Computer Diploma from DOEACC Society.
Certification
· Oracle RightNow Cloud Service 2016 Certified Implementation Specialist (1Z0-325)
· Oracle Cloud Customer Connect - Gold Trophy Member.
· Circle of Excellence Award 2018 awarded by Vserv Solution.

Projects:

CRM: Oracle Service Cloud (RightNow)

Language: PHP, HTML, CSS, JavaScript.
KRA: Customer Portal Development, Agent Desktop Configuration, Analytics, Support
The Boston Globe (http://bostonglobe.custhelp.com/)
Anntaylor (https://anntaylor.custhelp.com/app/chat/chat_launch)
LOFT (https://loft.custhelp.com/app/chat/chat_launch)
Lou & grey (https://lou-and-grey.custhelp.com/app/chat/chat_launch)
Hawaiian Airline (http://hawaiianair.custhelp.com/) 
Wesfarmers (http://www.wesfarmers.com.au/)
Singpost (https://singpost.custhelp.com)
Florida Blue (https://floridablue.custhelp.com/app/chat/chat_launch) : 

BCBS (https://bcbshorizon.custhelp.com) : 
ExpressScript (https://express-scripts.custhelp.com )
Energizer (https://energizer.custhelp.com/)
American Eagle (https://www.ae.com/)

Canada Goose (https://canadagoose.custhelp.com/)

Bed bath & Beyond (http://bedbathandbeyond.custhelp.com/)

Buy Buy Baby (http://buybuybabycom.custhelp.com/)

http://christmastreeshops.custhelp.com/
Place: Delhi








Ajay Yadav
[image: image1.png]