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Address: San Francisco, CA
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EXPERTISE SKILLS

* E-Commerce Management
» Customer Journey Mapping
» Data Analytics

* Team Leadership

 Digital Strategy

» Service Excellence

LANGUAGES

* English
* Spanish

e French

CERTIFICATION

» Bachelor of Arts in Business
Administration, University of
Michigan, 2013

REFERENCES

John Smith
Senior Manager, Tech Corp
john.smith@email.com

Sarah Johnson

Director, Innovation Labs
sarah.j@email.com

Michael Brown
VP Engineering, Solutions Inc
mbrown@email.com

MICHAEL ANDERSON

E-COMMERCE OPERATIONS MANAGER

Visionary Online Travel Operations Manager with a robust background in e-
commerce and online customer service. Expertise in leveraging digital tools
and analytics to drive operational success and enhance customer experience.
Proven ability to lead projects that align with business strategies and generate
significant revenue growth. Strong interpersonal skills facilitate effective
communication with diverse teams and stakeholders.

PROFESSIONAL EXPERIENCE

TravelWeb Inc.
E-Commerce Operations Manager

Mar 2018 - Present

¢ Managed e-commerce operations, focusing on enhancing the online booking
experience.

¢ Implemented customer journey mapping to identify and resolve pain points.
e Collaborated with IT to enhance website functionality and user experience.
o Utilized A/B testing to optimize promotional strategies and conversion rates.
o Oversaw the use of analytics tools to drive data-informed decision making.

o Developed training programs for staff on digital engagement strategies.

TravelEase Dec 2015 - Jan 2018
Customer Service Manager

o Directed customer service operations, ensuring high levels of satisfaction.
o Established service protocols that improved response times by 50%.

¢ Conducted training sessions that enhanced staff performance and customer
interactions.

¢ Analyzed customer feedback to inform service improvements and operational
changes.

¢ Implemented a ticketing system for streamlined issue resolution.

e Managed a team of 20, fostering a culture of service excellence.

ACHIEVEMENTS

 Increased online sales by 30% within the first year of management.
» Awarded Best Customer Experience Initiative, 2022.

» Developed a customer loyalty program that boosted repeat bookings by 25%.



