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Name:
	

Nikhil Kumar

	Location:
	Noida 

	Current Position:
	Salesforce Business Analyst 

	Experience:
	· 4X Salesforce certified professional with 3.6 years of experience in healthcare IT industry with expertise in Salesforce administration, business analysis and implementation to enhance user experience.
· Analysing request from end user and work with the development team to present the most effective solution.
· Engage with Client to gather requirements, business rules and ensure alignment with development teams.
· Proficient in Salesforce UAT: Successfully validated system functionality, ensuring alignment with business requirements and seamless performance in real-world scenarios.
· Collaborated with business stakeholders: Conducted end-user testing in a sandbox environment, verifying that Salesforce solutions met user expectations and regulatory standards before deployment.
· Proficient in creating comprehensive Business Requirements Documentation (BRD) by collaborating with stakeholders to gather and analyse business needs.
· Skilled in translating business requirements into clear, detailed functional specifications, ensuring alignment with organizational goals and Salesforce best practices.
· Experienced in documenting current state processes, defining future state processes, and identifying gaps to be addressed through Salesforce solutions.


	Certifications:
	· Salesforce Certified Administration
· Salesforce Certified Business Analyst
· Salesforce Certified Service Cloud Consultant
· Salesforce Certified Sales Cloud Consultant



	TECHNICAL SKILLS 
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	Business Requirements Documentation, User Story Writing, Agile Methodology, Salesforce Configuration, Process Builder, Workflow Rules, Validation Rules, Salesforce Customization, Salesforce Objects, Fields, Page Layouts, Reports and Dashboards, Data Migration, Data Modeling, Salesforce Integration, Apex Triggers, Salesforce Lightning Experience, Salesforce Community Cloud, Salesforce Service Cloud.

	Tools & Technologies
	Salesforce/ Lucid Chart Etc

	Methodologies
	Agile/Scrum.



	PROFESSIONAL EXPERIENCE



· Girikon Solutions Pvt Ltd, Noida                                                                                            June ’24 – till date

· athenahealth Technology Pvt Ltd 						      July 2023 – June 2024

· Key Responsibilities:

· Create Business Requirement Documents (BRD), Lucid charts, and other essential documentation tools. 
· Create and manage user stories, effectively communicating requirements to development teams. 
· Provide L2 level support to address customer concerns and troubleshoot technical issues. 
· Collaborate with stakeholders to identify areas for process improvement and system enhancements. 
· Lead role in Service Cloud Case Management, ensuring efficient handling of customer inquiries and issues. 
· Manage all administrative activities within the Salesforce platform, ensuring data integrity and system stability. 
· Perform regular system maintenance, including user management, security configurations, and data backups. 
· Implement automation processes to streamline workflows and improve efficiency. 
· Conduct training sessions for end-users to promote system adoption and proficiency. 

	PROJECTS


Project Name    : Salesforce Service Cloud Case Intake for Athena Customers 	
Role                     : Salesforce Business Analyst 

Summary 
I led a strategic industry project centered on Salesforce Service Cloud, aimed at optimizing case management and enhancing customer support efficiency. Our primary focus was on continuous improvements to streamline the case flow process, ensuring swift resolution and superior user experience. Key responsibilities included gathering and analysing business requirements, translating them into actionable insights, and driving Salesforce configurations and enhancements.
Through proactive stakeholder engagement, meticulous requirement gathering, and effective Salesforce configuration, we successfully delivered a solution that streamlined case management processes and improved operational efficiency. The project not only enhanced our ability to resolve customer cases promptly but also contributed to overall customer satisfaction and operational excellence within the organization.

Key Activities handled 
Collaborated closely with stakeholders to understand and document business requirements, ensuring alignment with organizational goals and customer service objectives.
Implemented continuous enhancements in Service Cloud to simplify case management workflows, leveraging Salesforce tools such as Process Builder, Workflow Rules, and Validation Rules.
Spearheaded the integration of Coveo search functionality within Service Cloud, enabling rapid identification of case reasons and enhancing search capabilities for agents.
Designed and implemented case routing mechanisms to automate assignment rules, ensuring cases are directed to the appropriate teams or agents based on predefined criteria.
Conducted user acceptance testing (UAT) and facilitated training sessions to ensure seamless adoption of new features and enhancements among support teams.
Monitored project progress, analysed metrics, and provided regular updates to stakeholders, highlighting improvements in case resolution times and customer satisfaction metrics.

Achievements
· Got appreciation from Manager for great work.
· Received appreciation for the timely delivery of quality solutions. 

CitiusTech Healthcare Technology Private Limited: Mumbai 				Nov 2020 – Jul 2023 
	PROJECTS


Project Name    : Remote Patient Monitoring using Salesforce IOT / Care Gap Closure and device preventive maintenance	
Role                     : Salesforce Business Analyst 


Summary 
As a Salesforce Business Analyst, I played a pivotal role in a cutting-edge project centered around Remote Patient Monitoring (RPM) utilizing Salesforce IoT capabilities. The project aimed to enhance healthcare delivery by leveraging IoT technology to monitor patients remotely, close care gaps, and ensure proactive maintenance of medical devices.

Through innovative use of Salesforce IoT and meticulous Salesforce configuration, we successfully implemented a solution that enhanced patient care through proactive monitoring, streamlined care gap closure processes, and optimized device maintenance. The project not only improved patient outcomes and satisfaction but also contributed to operational efficiency and regulatory compliance within the healthcare organization.

Key Activities handled 

· Collaborated closely with healthcare stakeholders to understand and document requirements for Remote Patient Monitoring and device management.
· Translated healthcare requirements into detailed Salesforce configurations and workflows, leveraging Salesforce IoT Cloud to capture and analyze real-time data from medical devices.
· Designed and implemented processes for Care Gap Closure within Salesforce, ensuring timely interventions and follow-ups based on patient health data and care protocols.
· Spearheaded the integration of preventive maintenance workflows for medical devices within Salesforce, optimizing device uptime and reliability through proactive servicing and alerts.
· Conducted rigorous testing and validation of Salesforce configurations, including user acceptance testing (UAT), to ensure compliance with healthcare regulations and seamless functionality.
· Provided training and support to healthcare providers and administrators, enabling them to effectively utilize Salesforce for Remote Patient Monitoring and device management.
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