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Reuben David
SAP CX/C4C Functional Consultant

	
Profile
SAP CX/C4C Functional Consultant

Contact
PHONE: +1 (614) 238 8685

EMAIL:
kishore@deemsysinc.com
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	EDUCATION
Karunya Institute of Technology, Coimbatore, India [Electronics and Instrumentation Engineering]
Certifications & Trainings

· SAP Certified Application Associate -SAP_Sales_Cloud_1911 (2020)
· SAP Certified Business Associate - SAP C/4 HANA Business Processes - Lead to Cash (2020)
· SAP Certified Business Associate - SAP Commerce Cloud (Hybris Commerce Business Analyst 6.3.1) (2020)
· Developing Software Using Design Thinking (Edition Q1/2017), Open SAP Online (2017)
· Touch IoT with SAP Leonardo, Open SAP Online (2017)
· SAP Hybris Solutions, Open SAP Online (2016)
· ITIL (Information Technology Infrastructure Library) Foundation Certified (2006)
· Progress Database and 4GL, Webspeed ver 3.x from JK Technosoft, New Delhi, India (2000)
SKILLS

Key Roles Performed
· Business Analyst (3 Years)
· Functional Consultant (12 Years)
· Software Developer (4)
· Project Manager (1 Year)
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Applied Materials. Inc 
SAP CX Functional consultant
20 June 2022 – Till Date






DXC Technology, SAP CRM/CX Consultant (Associate Manager Solutions)
2004–31 Mar 2022
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	Industry experience
· End to end Order to Cash (OTC) process
· FMCG/CPG
· Banking/Finance
· Manufacturing
· High Tech
· Automotive
· Leisure & Entertainment
Trainings
· SAP Trade Promotion Management (SAP TPM), Dexler, Bangalore (2015)
· Agile Process and Scrum in Practice, DXC University
· SAP Customer Relationship Management (CR100 – Base Customization) (2006)
· Trained in Customer Relations Management (Simple RM) (2004)
WORK EXPERIENCE 


Projects

Applied Materials Inc, Santa Clara, US – Applied Global Services – Service Contract/Case Management 
20 June 2022 – Till Date 
Functional Consultant

· Production support and enhancements
· Contract creation & maintenance, Billing request, Credit./Debit Memo, Invoicing
· Service case management, Entitlements (Contracts, Warranty, Paid Services), Fixed and Variable billing
· Parts ordering and returns, labor confirmation and timesheets, escalation and approval workflows
· Service team, tools, Service Parts and Install Base maintenance
· Invoice, fulfillment and billing in ECC
· Support transitions, KT, stakeholder meetings, reporting

Majid-Al-Futtaim, Dubai – OneView SAP Service Cloud Implementation (SAP Service Cloud/SAP C4C)
01 Nov 2020 – 31 Mar 2022
Business Analyst/Functional Consultant

· Conduct Business requirements gathering workshops with client teams
·  Prepare GAP-Fit analysis and map existing functionalities in SAP Services Cloud to business process
· Identify features that require custom development and analyze feasibility
· Propose/Recommend business best practices based on SAP and personal experience
· Create Functional Specification documents for the agreed features and functionalities
· Break down each feature into Epics & User stories in Jira Tool using Agile methodology
· Work on Product backlog, Sprint Planning and Story Grooming activities with the client
· Perform business configurations and setups including scoping questionnaire
· Business Roles and User access setup
· Setup service organization, teams and approvers in the Organizational management
· Create new Page Layouts for configure the UI elements and work centers for business units and users
· Create Ticket Types, Service Catalogues and Service Levels
· Create ticket routing rules for various scenarios as per MAF team requirements
· Setup Email/SMS channel for automatic service ticket creation
· Configure Live Activity center to integration with Genesys Contact Center Solution (External)
· Setup various workflow for Email, SMS notifications and approval processes
· Integration of Mindtouch Knowledge Database solution using Mashup Authoring
· Code List Restrictions and UI Rules and Validations based on requirements
· Create E-Mail templates for manual selection and Branding. 
· Language adaptation for Arabic language


	



















































































































































































ITTI Private limited, bangalore
Jan 2002–Feb 2004










jk technosoft, new delhi
Sep 2000–Dec 2001




	
	Owens-Illinois, UK - C/4 HANA Service Implementation (SAP Service Cloud/C4C)
Feb 2020 – Oct 2020
Functional Consultant
· Participate in business requirement workshops to understand current business process and systems involved 
· Understand the business cases and processes for the business requirements
· Perform Fit-GAP analysis to understand what features can be used as Standard OOB and what features require customer development
· Propose/Recommend business best practices based on SAP and personal experience
· Converting business requirements into functional specification
· Perform business configurations in SAP C/4 HANA Service Cloud as per the business requirements
· Handled creation and setup of Tickets, Workflows and Notifications
· Migrated legacy data (Customers & Projects) from Clarity system into SAP Service using SAP Data Workbench Tool 
· Co-ordinate between client and technical team regarding the customization requirement. Custom recipient determination for workflow notification

Toyo Tire Corporation / Toyo Single Sign-On / Dealer 2.1 CA, USA (SAP Commerce & SAP Customer Data Cloud)                                                             Jan 2018 – Jan 2020
Lead Functional Consultant
· Execution of the project as per the Statement of Work
· Focused teams on business objectives and tracked progress to ensure project milestones were completed on time, on budget and with the desired results.
· Establishing milestones, anticipating issues, and monitoring adherence to project scope, schedules and requirements.
· Identifying risks and roadblocks that may hinder a project and escalating issues when necessary and on time
· Tracking and reporting on the status of projects to stakeholders (Development, testing, defect fixes deployment and support)
· Ensure processes are followed in the development and testing cycles per agile (Kanban) and waterfall approaches depending on project specifics and client goals
· Project estimation, requirement gathering, gap analysis, solutioning, delivery

SIAM Cements, Thailand / Digital Commerce Platform	                               Jan 2018 – Aug 2019 (SAP CRM/C4C)
Functional Consultant
· Involved in estimation, requirement gathering, gap analysis, solutioning, delivery
· Design of SAP integration points for Inquiry to Order process with DCP (Azure Cloud)
· Creation of functional specification based on detailed business requirement for Inquiry, Bid, Letter of Credit, Shipping Instructions and Order creation from DCP using ABAP Proxy and SAP PI interface
· Working with technical resources to convert the requirement to technical objects (Remote Function Calls, ABAP proxies, BADI, SAP PI Service Interfaces, Reports)
· Master Data and Configuration data design and migration to DCP from SAP CRM/ECC.
· Creating Real-Time master data interfaces to sync Business Partner & relationships, Material, Exchange rate from SAP to DCP

Mondelez, USA / Harmony Trade Promotion Management 	(SAP TPM)	
Feb 2014 – Nov 2017
SAP Lead Functional Consultant
· Worked as Transition Lead and transitioned the application development and support to offshore 
· Trained the offshore team on business functionalities and processes
· Create Headquarter top-down planning and funds management 
· Create Fund Plans
· Define different fund plan types and fund types
· Linking Expense types to fund types
· Creation and release of Funds
· Creation of budget update and budget transfers to funds
· Fund usages and Fund postings and Carryovers
· Creation of Trade Promotion and assignment of funds plan
· Maintain spend types for the promotions
· Claims management (Pre-Payments, Deductions, Dispute handling and Write-Offs)
· Territory maintenance and determination setup
· Organizational management
· Year End cutover activities for the new product hierarchy changes

Molson Coors Brewing Company, UK / SAP CRM MCBC		
Jun 2012 – Jan 2014
Functional Consultant
· Requirements gathering change requests/enhancements from the client and translating them to functional specifications
· Configurations in SAP CRM and working with development team 
· Working with development team and testing team to ensure delivery for the enhancements on time
· Status Reporting and review with the client on the deliverables
· Managing a team of 4 members as Team Lead / Lead Consultant

Hewlett Packard Global Ltd / SAP CRM Rapid Deployment Solution (Sapphire 2012)			       
Apr 2012 – May 2012
Functional Consultant
· Lead a 2-member team from HP India to prototype, design and develop a Rapid Deployment Solution in SAP CRM for the Global SAP User Conference, SAPPHIRE 2012 in Orlando, US
· Setup the trial box on the HP enterprise cloud computing server with necessary SAP CRM RDS software with the help of SAP Basis team
· Base configurations setup and showcased out-of-the-box functionality 
· Prototyped and designed demo scenarios the showcase the RDS capability 
· Worked with the HP Internal Presentation team to create presentation material for the Global SAPPHIRE conference which we demonstrated live

The Coca-Cola Company, North America / CCNA Consumer Call Center                      
Aug 2011 – May 2012	
SAP Lead Consultant
· Configurations in SAP CRM and working with development team 	
· Gathering change requests/enhancements from the client and translating them to functional specifications
· Configurations in SAP CRM 
· Working with development team and testing team to ensure delivery for the enhancements on time
· Status Reporting and review with the client on the deliverables
· Managing a team of 6 members as Team Lead / Lead Consultant

MLP Finanzdienstleistungen AG, Germany / MLP Financial Services	
Nov 2009 – Jun 2011
SAP Lead Consultant
· Worked as Transition Lead and transitioned the application development and support to offshore
· Trained in the EU / German Data Privacy Laws and practices
· Interviewed and setup the offshore team
· Trained the offshore team on business functionalities and processes
· Gathering change requests/enhancements from the client and translating them to functional specifications
· Configurations in SAP CRM and working with development team 	
· Application maintenance and support (Sales, Service and Marketing, Middleware, Interfaces etc.)
· Status Reporting and review with the client on the deliverables
· Managing a team of 8 members as Team Lead / Lead Consultant

Hewlett-Packard Inc, USA / Astro2 (Integrated Consumer Support CRM, Global)	
Jul 2006 – Oct 2009
Software Developer
· Application maintenance and support (Sales, Service and Marketing, Middleware, Interfaces etc.)
· Incident management & Reporting, Problem Management & Change Requests
· Client Reporting and SLA adherence
· Onsite support for multi-country rollouts in client locations / customer support centers 
· Status Reporting and review with the client on the deliverables
· Managing a team of 12 members as Team Lead / Lead Consultant

Hewlett Packard Inc, France / Platform Upgrade for Manufacturing and Administration    				
Mar 2004 – Jun 2006 
Software Developer
· Requirements gathering for new enhancements
· Development using Progress 4GL and MFGPro ERP. (Configuration and customizations)
· Application maintenance and support (Incident Management, Problem Management, Change Requests)
· Testing
· Status Reporting and review with the client on the deliverables
· Managing a team of 8 members as Team Lead / Lead Consultant

Hindustan Unilever Ltd, Aviance Distribution Module 
Jan 2002 Feb 2004
Software Developer
· Programming in Progress 4GL for specific customizations on the genealogy report and loyalty management (Monthly commissions, rules etc.)
· Configuration of Sales and Distribution module in MFGPro ERP system according to the client specifications
· Roll-Out of the application in various client distribution centers
· User trainings on the application functionalities and features
· Unit Testing

StarNet Systems, Norway - Ticket Master System	
[bookmark: _Hlk75175740]May 2001 – Dec 2001 
Software Engineer
· Programming Using 9.1B AppServer Technology & GUI Features like, Smart Data Object, Smart Data Browser, Smart Data Viewer, Smart Tool Bar and Smart Folder with Basic Objects
· Unit Testing, Peer Review

JK Technosoft, Delhi - Timesheet Maintenance System		
Dec 2000 – Apr 2001
Software Engineer
· Programming using HTML Input Elements, Frames, Java Script for front end Web page design
· 4GL Speed Script for server-side Programming having Progress 9.1B database as the Back End
· Unit Testing, Peer Review





Skills	90%

SAP Customer Experience – SAP CX 	SAP C4C (Cloud4Customer)	SAP Service Cloud	SAP Sales Cloud	SAP TPM	SAP Marketing Cloud	Sap Commerce Cloud	SAP Customer Data Cloud	0.9	0.9	0.9	0.9	0.9	0.75	0.75	0.75	
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