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The following is intended for information purposes only, and may not be 

incorporated into any contract. It is not a commitment to deliver any 

services, material, code, or functionality, and should not be relied upon 

in making purchasing decisions.

The development, release, and timing of any features or functionality 

described for Oracle’s products remains at the sole discretion of 

Oracle.



Agenda

1. Introductions

2. Service Delivery – Process Overview

3. Challenges

4. End to End Solution

5. Case Study – Riverbed Technology
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Introductions

Subrata Guhamajumdar

IT Manager, Riverbed Technology

Subrata.Guhamajumdar@riverbed.com

Raja Sekhar

Consulting Director, Jade Global

Raja.Sekhar@jadeglobal.com
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RIVERBED TECHNOLOGY

Case Study
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Customer Overview
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Riverbed Technology is the IT performance company for networks, 
applications, and storage. They provide the only comprehensive WAN 
optimization solutions to a host of problems that prevent enterprises 
from sharing applications and data across wide-area networks 
anywhere in the world.

Founded 2002

Industry High Technology / Networking

World Headquarters San Francisco, California

Revenue $147 Million (Q3-2010)

Customers >8,700 (76% of Forbes Global 100)

Key Recognition - Infoworld “Technology of the Year-WAN 

Accelerators” for 6 years running (2005 to 2010)

- SSPA STAR Award for Customer Support



Scope
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� Discovery phase to review entire Global Service Delivery Business Process
� Develop business process based on industry leading best practices:

� Customer Support Fulfillment and Returns

� Bulk Defective Movement

� Repairs

� Eval Returns

� Procurement

� Replenishment

� Develop and Build RMA Portal
� Complete integration with 3PL (UPS) using RosettaNet Standards

� Complete integration with Baxter Planning Application

� Develop Configurable solutions:
� B2B Exception Management

� Escalation Management 

� Develop Automations:
� Warranty Entitlement 

� Alternate Parts Routing and Maintenance

� Field Transformation

� Onhand Reconciliation



Timeline
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Phase 1: 4 Months
� Develop RMA Portal to reduce the order entry time and effort
� Email RMA to Logistics partner for fulfillment
� Integrate Oracle to Baxter to feed planning data for Field and DC planning
� Develop Alternate and FRU definitions in Oracle to make it available in RMA portal to 
reduce manual processing

Phase 2: 8 Months
� Develop B2B Integration with 3rd Party logistics partner
� Implement 9 Integration points using RosettaNet Standards
� Develop B2B Console to facilitate exception management
� Develop Escalation Management to track complete tracking of all open orders
� Develop Field Transformation Automation to update the part # back after 
replacement part is sent
� Develop Onhand reconciliation process to match inventory b/w 3-PL and Riverbed
� Develop Alternate Parts Routing Engine to identify the possible replacement parts
� Develop Baxter to UPS Integration for Repair, Replenishment and New Buy process



Solution Architecture
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New Buy – ISO Purchase Process
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Replenishment Process
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RMA Portal
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Customer Service Fulfillment
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Bulk Defective Movements
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Shipment To Repair Vendor
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Receipt from Repair Vendor
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Benefits Summary
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Lessons Learned

– Plan to go-live in phases

– Perform complete integration testing before going to end to end testing

– Give plenty of time to resolve connectivity issues

– Plan testing strategy, leave ample amount of time to coordinate testing 

with multiple parties

– Identify products, warehouses, quantities for testing

– Confirm the readiness of the trading partner before starting the project

– Make sure every data element from EBS and RosettaNet is discussed 

and approved by partners prior to start of development 

– Make sure the volume and the max size of the transactions are tested 

before go live
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Your Long Term IT Services Partner for Growth
• Enterprise System Integrator

• Served more than 50 customers for over 10 years

• Oracle Platinum Partner 

• Oracle Certified Accelerate Solution Provider

• Strategic Partnerships

• Experience with Global Implementations

• Global Delivery Capability – US, India, China, Israel

• Right Shore Delivery Model 

• Right Size

• SAS 70 Certified





Global Headquarters

1731 Technology Drive, Suite 350

San Jose, CA 95110

877-JADE-4IT (523-3448)

http://www.jadeglobal.com

Boston Area Office

1900 West Park Drive, Suite# 280

Westborough, MA 01581 

(508) 983-1457

Jade Global - India

E-Space IT Park, A-3, 2nd Floor,

102 D/E, Wadgaon Sheri, 

Pune-Nagar Road, Pune 411-014

Phone: 91-2066081500 

VOIP:  (408) 907-2730 

(408) 834-8606

For More Information
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Raja Sekhar
Consulting Director

Raja.Sekhar@jadeglobal.com


