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EXPERTISE SKILLS

* E-commerce operations
» Customer analytics

» Team leadership

* Process improvement
» Technology integration

« Strategic planning

LANGUAGES

* English
* Spanish

e French

CERTIFICATION

* Master of Business Administration,
Harvard Business School, 2017
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Michael Brown
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MICHAEL ANDERSON

E-COMMERCE OPERATIONS MANAGER

Strategic E-Commerce Support Executive with a profound understanding of
the digital marketplace and customer engagement strategies. Possesses a
solid track record of enhancing customer support operations through
innovative solutions and technology integration. Expertise in analyzing
customer data to identify trends and inform decision-making processes.
Proven ability to lead diverse teams in delivering high-quality service under
pressure, while maintaining a focus on continuous improvement.

PROFESSIONAL EXPERIENCE

Retail Innovations Group Mar 2018 - Present
E-Commerce Operations Manager

o Oversaw daily operations of the e-commerce support team, ensuring
adherence to best practices.

¢ Implemented process improvements that enhanced operational efficiency by
40%.

¢ Developed and executed strategic plans to improve customer engagement.
e Managed the integration of new support technologies to streamline workflows.
¢ Analyzed customer feedback to refine service offerings and support strategies.

¢ Coordinated with marketing to align customer support with promotional
activities.

Digital Commerce Solutions Dec 2015 - Jan 2018
E-Commerce Customer Support Lead

e Supervised a team of customer support representatives, ensuring high-quality
service delivery.

e Conducted performance evaluations and provided coaching to team members.

¢ Developed training protocols to enhance customer interaction skills.

e Managed escalated customer complaints, resolving issues effectively.

o Tracked key metrics to assess team performance and customer satisfaction.

o Collaborated with product teams to provide customer insights for product
development.

ACHIEVEMENTS

* Increased team productivity by 35% through effective management and training.
+ Achieved a 98% customer satisfaction rating in annual surveys.

» Received the 'Excellence in Leadership' award for outstanding team performance.



