WISSAM BALAA

SUMMARY
· Wissam has been working with ADDA (formerly known as ADSIC) since August 2017 as a Project Manager and CRM Solution Architect for several initiatives within the Ongoing CRM practice; as well as, lead the Conversational AI project from the technical perspective.
· Wissam has completed the TOGAF certification in 2017 and started to apply the Enterprise Architecture Knowledge concepts in the CRM Service Centralization initiative endeavoured at ADDA (formerly known as ADSIC)
· Wissam has worked with DOT (Department of Transport) from July 2012 as a Project Manager and solution architect for several initiatives within the Ongoing CRM Project; including DOT’s call center integration with CRM project, ADDA Case Integration with DOT CRM and evaluation of the Oracle CX feasibility in DOT and Municipalities. 

· He has worked as a CRM Solution Advisor with Oracle ECEMEA. His main role is look after turn key projects in the region in Public and Financial Sectors. His main engagement is to be part of Project Management, Solution Design and lay out of the Application architecture to meet the customer enterprise needs. 

· Oracle Siebel CRM Endeavours of 2010, he has worked on a Major Telco Project in Saudi Arabia, where part of the Oracle Siebel 7.7 upgrade to 8.1.1 project, he added functionalities not present in the Siebel offering that entails interfacing with various backend system to customer and corporate servicing.

· Oracle Siebel CRM Endeavours of 2009, he has worked on 2 Analysis and Design tasks with 2 different clients. One of which was a Telco provider in Bahrain, where he led the Sales, Field Service and Marketing streams as a functional consultant role. 

· He has worked as a Senior Oracle Functional and technical Consultant in a turnkey project in Qatar, Doha for a Financial Government Entity, where he conducted the Gap analysis and prepared the Design specs. Later on conducting the Configuration and Administration of the Application

· He has worked as a Presales/Solutions Consultant based in Abu Dhabi working closely with the CRM Presales team of Oracle Corporation MEA (London and Paris) for several opportunities.

· He has been involved in the first Siebel implementation in Saudi Arabia and the Middle East and has been part of the implementation for Siebel Financial Services for a very well reputed Bank in Saudi Arabia; tasks involve Call Center, Service, Rules Scripting, Workflow and Assignments.

· He led the Siebel Technical Support Team (for the above-mentioned Account) and initiated Change Requests when needed. Moreover, he sat with the different teams in the bank (Middleware and Backend) to consolidate the requirement gathering for the new changes to take place.
· He has got extensive training in Oracle CRM. He has worked extensively on 8.0, 7.7 and earlier 7.5 version of Siebel CRM. Apart from CRM modules he has also been customer certified Siebel Consultant as well as certified Siebel Consultant (which is a prerequisite).
ADDA BUSINESS EXPERIENCE

CRM Solution Subject Matter Expert (SME) & Project Manager August 2017 – present

Abu Dhabi Digital Authority has endeavoured into an enterprise customer service management tool, and an Emirate Wide Contact Centre for Abu Dhabi since 2009. The CRM practice entitles 52 Government Entities to receive and reply to customer cases through ADDA as the main Hub connecting both parties through several channels.

In parallel, as CX advisor, I am looking to expand the CRM practice by replacing the current Oracle CRM with Microsoft Dynamics to include Social Media and Social Listening (Sprinklr) and better channel integration with CRM (Chatbot & Speech Recognition IVR integration with CRM).
Finally, as a Project Manager and Solution Architect, I have technically lead the Conversational AI practice, the latter is positioned to incite our customers in voicing their call intent, which in turn helps us in incubating more local government entities as part of AD wide initiative to unify the Government contact centers.  
Responsibilities included:

· Telephony Advisor:

· I have managed to build the business case to replace the obsolete Avaya Telephony system and replace it with Genesys Pure Engage, in order to brinbg about innovation and mostly to helps us grow and incubate more local government entities 
· I have technically lead the Conversational AI practice, as the project was positioned to incite our customers in voicing their intent and hence steer them to the appropriate IVR menu or queue.
· Currently, as part of the unification of the Government contact centers, I was building the strategy of how to route calls based on customer’s intent.  

· CRM Project Manager/Solution Architect:
· As a Contact Centre stream lead, I am working on replacing Oracle Siebel CRM with MS Dynamics 365 specifically for contact centre agent’s user experience.
· Advised Contact Centre Management on how the CX set of solutions can help new organization meet their customers’ needs.

· Have managed the Data Clean-up project of CRM contacts through deduplication techniques, while maintaining data integrity.

· Have managed and jointly architected the Process Reengineering of Case Management already in place, by improving efficiency and SLA calculation through automation.

· Align with all identified stakeholders on the CRM initiative, communication plan, potential risks with their mitigation plans, procurement needs and finally deployment means.

· Align the scope of work (SOW) understanding between System Integrator and Stakeholders by translating business needs into technical artefacts. 

· Mapping existing and potential business needs into Siebel CRM Modules. 
· Looked after the Assignment Manager Implementation in the Contact Centre for efficiency provisioning, taking care of the operations SLA.
· Managed the 3rd party vendors and Main System Integrator in the development work process and instigate them on timely delivery despite the identified risks.

· Act as a project quality advisor, in terms of validating the Siebel solution provisioning, and advice on the implementation best practices in configuration and deployment.
· Actively engaged with Oracle Expert Services by coordinating the upcoming needed tasks for project implementation quality control.

DOT BUSINESS EXPERIENCE

CRM Solution Subject Matter Expert & Project Manager (SME) July 2012 – January 2017
DOT has endeavoured into an enterprise customer service management tool, encompassing several ends within the organisation. The project entitles several departments to work together through the CRM solution to provide high level of customer servicing touching different channels.
As a Project Manager, I have worked on several initiatives within the Ongoing CRM Project, including migrating current Siebel platform to a virtualized one (VMWare), call centre integration with CRM project, New Call Center provisioning, ADDA Case Integration with DOT CRM. In parallel, I have assumed the role of a CX advisor, since my experience as a CRM solution advisor exceeds 10 years which made the changeover logical and progressive. 
Responsibilities included:

· Align with all identified stakeholders on the CRM initiative, communication plan, potential risks with their mitigation plans, procurement needs and finally deployment means.

· Coordinated the Phased approach of moving the CRM Servers to the virtualized environment (by using VMware)

· Align the scope of work (SOW) understanding between System Integrator and Customer by translating business needs into technical artefacts. 

· Mapping existing and potential business needs into Siebel CRM Modules. 
· Provided the Solution Architecture to Mawaqif in order to replace their current in-house developed solution (CPMS). Drove the project with the involvement of Oracle for Solutioning and Proof of Concept building.

· Managed thoroughly the call center project by working closely with Genesys, System Integrator & Customer Care Division to provision the ongoing Call Center integration with CRM project.

· Managed the 3rd Party vendors and Main System Integrator in the development work process and instigate them on timely delivery despite the identified risks.

· Managed the security Authorization and Authentication mechanisms enforced by ADDA Compliance and used the TOGAF security framework while applying security architecture.
· Act as a project quality advisor, in terms of validating the Siebel solution provisioning, and advice on the implementation best practices in configuration and deployment.
· Actively engaged with Oracle Expert Services by coordinating the upcoming needed task for project implementation quality control.
ORACLE BUSINESS EXPERIENCE

CRM Solution & Project Manager – Oracle Collaboration Engagement Program (CEP)
 September 2010 – June 2012
Given the need to aid our partners in performing quality driven implementations, both roles: CEP Project Management & Solution advisory have led me to carry out Project facilitation & Solution Advisory tasks towards key projects in the region in Public, Financial and Telco Sectors (15 accounts in total). Mainly, my project engagement was to devise a project understanding of the scope among all stakeholders and facilitate oracle services to achieve the success of the former. Also, as a Siebel Solution Architect I participated in the design and layout of the Application structure along with our partners so to meet the customer enterprise needs. 
Responsibilities included:
· Proactively engage with Oracle partners on selected Siebel projects, and identify project scope, functionality mapping with Siebel footprint, and identify risks to be mitigated.
· Align the scope understanding between Partners and Customers by translating business needs into technical artefacts. 
· Act as a project quality advisor, in terms of validating the Siebel solution set up at customer site, and advice of the changes to be performed in order to comply with Siebel best practices in configuration and deployment.
· Reactively engage on critical accounts that need special attention and advisory role is required to alleviate the issues the customers are facing. The role ranges from back tracking to troubleshooting as to come up with resolution action plan. 
Siebel Business Analyst & Configuration – Oracle Consulting Services

 March 2008 – September 2010

As a Siebel functional consultant and Solution architect, I have worked on two (2) key projects, the first being Qatar Financial Center (QFC) where project entailed the provision of sales and services functionalities for QFC in order to serve the potentially regulated financial institutions in Qatar. The second project was in Mobily (2nd Saudi GSM Operator) entailing the extension of current Siebel functionalities by adding Interfaces to integrate with their Credit and Billing systems.
Responsibilities included in both projects:

· Conducted CRP (Conference Room Pilots) sessions with the client, by showcasing the OOTB (out of the box) functionality and slightly modified application features in order to depict the customer requirements in an iterative approach.
· Designed the solution and documented it based on the CRP sessions conducted.

· Created Siebel Object Types in addition to Workflows and Assignment Rules to capture respectively the Look and Feel of the User Interface, the desired Business Logic and the Flow of Acceptance.

· Created different types of Siebel Reports (List, Master Detail…etc)

· Led the integration sessions with the different backend systems team, in order to find the best integration mechanism based on the alleged constraints.
· Conceived Test Scripts with regression testing scenarios.
· Provided Training to the end User Testing Team in the User Acceptance Testing sessions.
Siebel Application Sales Consultant (Siebel CRM Presales Consultant)

March 2007 – Feb 2008 

In a previous team of three, coordinated and led technically the Siebel practice for the MEA to bring us up to speed on customers’ (public sector) demands. As the newly formed Siebel CRM team had no in-depth technical knowledge of the Siebel platform, my task was to bring my knowledge to the team and them initiating me to the Presales Consultancy

Responsibilities included:

· Analysis and Scoping functions to depict customer’s pain areas and derive the key performance indicators.
· Built POC to meet the Client’s (government entities) CRM requirements.
· Demonstrated the built solution and POC and followed up on the customer’s specific inquiries about our proposed solution if need be.
· Researched integration methods to couple existing customer backend with our proposed CRM, and integration modes depending on the criticality of the data.

· Provided functional and technical training to the initiated Siebel Team in Oracle, and especially in the Public Sector team.
· Studied Business Flows within the Judiciary and Municipality departments in order to show Government sector customers the best approach of handling citizen request, coupled with portraying Internal Users’ performance using our Business Intelligence integrated application.
· Responded to technical and functional CRM requirements for issued RFP.
PREVIOUS BUSINESS EXPERIENCE


SBM / IBM 
April 2003 – Feb 2007

Professional Services - Siebel Technical Support and Configuration – Team Lead / Consultant

Saudi Business Machines (SBM) is IBM exclusive Marketing Partner in Saudi Arabia and operates as IBM in the mentioned region. SBM, Professional Services, led the Siebel implementations in the region, as they took exclusive rights in the past to do so. In fact, in the Riyad Bank Project and as a team of four, coordinated and led the Technical and End User Support for a leading Saudi bank.
Responsibilities Included

· Conveyed Consultancy Advise to the Call Centre Manager regarding Application enhancements and addition of new features; effort was coordinated with CTI team leader.

· Administered the Siebel Application (components monitoring and configuration along with other application administration tasks without modifying the Repository File)

· Monitored and Resolved Daily EIM Batch Processing issues on AIX Environment

· Monitored the related MQ Environment and managed the troubleshooting of transactional errors

· Migrated new Application Releases to Production (Repository, Configuration Files and Browser Scripts) and Performed Basic Server Administration/Monitoring.

· Provided On Call Support to ensure Siebel Call Centre Application Availability, as well as End User Support (Internet Settings and so forth) and Training on Application Navigation

· Documented and updated Siebel Support Admin Tasks, in order to deliver practical training to new support team members
As a Siebel Configurator/Consultant, in a team of eight, my task is to participate in configuring Siebel 7.7 for the CSR (Customer Service Representative) venture, extending the Need of CRM in the same Bank to its main Branches. First, my task was to create design documents in line with customer’s specification, and then perform the configuration process

Responsibilities Included

· Created Design Documents (incl. Data Flow Diagrams, Field Mappings, Business Rules) while sitting closely with the Client, understanding their needs and translating it into Siebel Functionalities. The latter also comprised middleware services Integration.

· Created Siebel Object Types in addition to Workflows and Assignment Rules to capture respectively the Look and Feel of the User Interface, the desired Business Logic and the Flow of Acceptance.

· Designed and created the Bank Organisational Structure, access control (for reporting purposes) and responsibilities were assigned to employees

· Supplied Problem Analysis and Resolution for Logged Application problems in the QC and Production Environments

· Created different types of Siebel Actuate Reports (List, Master Detail…etc)

· Developed the First Arabic Implementation of Siebel Application, based on the English Version.

Project Coordinator / DB2 Database Associate 

For a project undertaken namely for the Saudi Stock Exchange website, the project scope was to develop a new “Portal” using IBM technology and leveraging from the existing SQL DB to perform Migration and Replication Tasks to our DB2 Server.
Responsibilities Included

· Communicated design specifications and Business Functionalities of the portal pages to the development team and updating the designs due to request changes from the customer side 

· Database Design of the new system, Migration and Replication of data among different tables and databases.

· Generated the Portal’s New Site Map Design and Architecture with MS Visio.

· Communicated design specifications and Business Functionalities of the portal pages to the development team and updating the designs due to request changes from the customer side.

· Performed Functional testing on the Portal as a whole.
SPECIFIC DELIVERABLES

· Admin Knowledge of the Oracle CX RightNow product

· Extensive knowledge of Siebel CRM Product
· Admin on Microsoft Dynamics 365 UX and USD (Unified Service Desk)
· Extended functional knowledge of Siebel Case Management, Contacts, Accounts, Opportunities, Quote and Order Capture, Agreements, Assets, Products/Pricing, Quotes, Assignment Manager

· Skilled Knowledge of Siebel Tools and Siebel Reports/BI Publisher/CTI Integration
QUALIFICATIONS

· Bachelor of Commerce/ Management Information Systems – Concordia University – Montreal, Canada

· Minor Studies in E-Commerce - Concordia University – Montreal, Canada
· Siebel 7.7 Certified Consultant

· Siebel 7.7 Customer Certified Consultant

THIRD PARTY PRODUCTS, TOOLS
· Power BI

· BI Publisher

· Actuate e-Reporting Designer

· DB2 Certified Database Associate

· Microsoft Projects

· Microsoft Visio
· SQL
INDUSTRY EXPERIENCE

· Public Sector / Transportation, Social Security, Justice and Police Departments
· Financial Services

· Consumer Goods
· Telecommunications 

METHODS

· Oracle Unified Methodology (OUM)
· Siebel eRoadmap

· AIM & ABF
· TOGAF 9.1
TRAININGS & CERTIFICATES
· June 2017: Certified TOGAF 
· July 2020: Self-Learning on MS CRM Dynamics 365
· Jan 2020: Self-Learning on ITIL foundation

· March 2012: CRM Fusion 11g

· June 2010: OUM Internal Training 

· July 2009: Siebel Loyalty 8.1

· April 2007: New Features of Siebel 8.0 (SIA)

· June 2006: Integrating Siebel Applications

· February 2006: Creating Siebel Reports 7

· September 2005: Certified Siebel 7.7 Core Consultant


· June 2004: PMP Project Management Course
· October 2004: DB2 Certified Database Associate
LANGUAGE PROFICIENCY
· Arabic, native language

· English, fluently spoken and written

· French, fluently spoken and written

PERSONAL INFORMATION

· Mobile:  +97150-6500452 / +96181-999679
· Email: wisbalaa@yahoo.com 

· Home address: Abu Dhabi, U.A.E

· Date of Birth: 28/11/1977

· Nationality: Canadian, Lebanese

· Marital Status: Married

· Profile: Dynamic, Flexible, Persistent, Hard Worker and Team Player
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