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SUMMARY

Dynamic CRM Operations Executive with over 10 years of experience in managing customer relationship management
systems, enhancing customer engagement, and driving operational excellence. Recognized for a strategic mindset and a
robust analytical approach to problem-solving, leveraging data insights to inform decisions and optimize processes. Adept
at collaborating with cross-functional teams to align CRM initiatives with organizational goals, ensuring seamless integration
and user adoption.

WORK EXPERIENCE

Senior CRM Manager Tech Innovations Ltd. Jan 2023 - Present

¢ Oversaw the implementation of a new CRM platform, resulting in a 30% increase in user engagement.

¢ Developed comprehensive training programs for end-users, enhancing system adoption rates by 25%.

« Analyzed customer data to identify trends, informing targeted marketing campaigns that improved conversion rates.
¢ Collaborated with IT to ensure seamless integration of CRM with existing systems, reducing operational downtime.
 Managed a team of 5 CRM specialists, driving performance improvements through regular coaching and feedback.

e Created monthly reports for senior management, showcasing CRM performance metrics and strategic recommendations.

CRM Analyst Global Solutions Inc. Jan 2020 - Dec 2022
« Conducted in-depth analyses of customer feedback, leading to actionable insights that enhanced service quality.

o Executed data cleansing initiatives, improving data accuracy and integrity by 40%.

¢ Developed dashboards using CRM analytics tools, providing real-time insights for stakeholders.

« Participated in cross-departmental projects to align CRM strategies with marketing and sales objectives.

* Monitored CRM system performance and user satisfaction, implementing improvements based on feedback.

* Facilitated workshops to educate staff on CRM best practices, fostering a culture of continuous improvement.

EDUCATION

Master of Business Administration, University of Business Excellence Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

¢ Technical Skills: CRM Strategy, Data Analysis, Project Management, Cross-Functional Collaboration, User Training,
Process Optimization

« Awards/Activities: Increased customer retention by 15% through targeted CRM initiatives.
* Awards/Activities: Awarded 'Employee of the Year' for outstanding performance in CRM project execution.

* Awards/Activities: Successfully led a team that achieved a 20% improvement in customer satisfaction scores.

¢ Languages: English, Spanish, French



