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SUMMARY

Dynamic and results-driven E Commerce Customer Experience Executive with over 8 years of extensive experience in
enhancing customer satisfaction and loyalty through innovative strategies. Proven track record in utilizing data analytics to
inform decision-making and optimize user journeys across digital platforms. Expertise in leading cross-functional teams to
deliver exceptional service quality while aligning with organizational goals.

WORK EXPERIENCE

Senior Customer Experience Manager Innovative Retail Solutions Jan 2023 - Present

* Developed and executed comprehensive customer experience strategies that increased customer satisfaction scores by
25%.

¢ Led ateam of 15 in implementing a new CRM system, resulting in a 30% improvement in response times.

o Utilized customer feedback to redesign the online shopping interface, enhancing usability and engagement.

e Conducted regular training sessions for staff on customer service excellence and conflict resolution.

* Analyzed customer data to identify trends and recommend enhancements to service offerings.

¢ Collaborated with marketing to create personalized communication strategies that improved customer retention rates by
20%.

E Commerce Operations Coordinator Global Market Enterprises Jan 2020 - Dec 2022

 Managed end-to-end operations of the e-commerce platform, ensuring seamless order fulfillment and customer
satisfaction.

* Implemented data-driven strategies that reduced cart abandonment rates by 15%.

¢ Optimized product listings and descriptions to improve search visibility and conversion rates.
« Facilitated cross-departmental collaboration to enhance customer service protocols.

* Monitored and reported on key performance indicators to senior management.

e Engaged in competitive analysis to identify market trends and opportunities for growth.

EDUCATION

Master of Business Administration, Marketing, University of Commerce Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

¢ Technical Skills: Customer Journey Mapping, Data Analytics, Team Leadership, CRM Systems, E Commerce Strategy,
User Experience Design

« Awards/Activities: Recognized as Employee of the Year for outstanding contributions to customer experience
improvement.

« Awards/Activities: Successfully launched a loyalty program that increased repeat purchases by 40% within the first
year.

« Awards/Activities: Received the Excellence in Service Award for achieving a 95% customer satisfaction rating.

e Languages: English, Spanish, French



