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PROFILE

Accomplished Passenger Services Executive with extensive expertise in high-

volume rail operations and a strong focus on passenger experience

enhancement. Renowned for developing strategic initiatives that harmonize

service delivery with customer expectations, resulting in increased loyalty

and ridership. Proficient in utilizing data-driven insights to inform decision-

making and optimize service routes. Possesses a robust understanding of

industry regulations and safety standards, ensuring compliance while

promoting an exceptional travel experience.

EXPERIENCE

OPERATIONS DIRECTOR

Express Rail Networks

2016 - Present

Directed operations across a network of 200+ train services daily, enhancing

efficiency and reliability.

Implemented a comprehensive training program, improving staff performance

metrics by 25%.

Developed partnerships with local businesses to enhance passenger services

and amenities.

Utilized analytics to streamline operations, achieving a 15% reduction in

delays.

Conducted regular audits to ensure compliance with safety and operational

standards.

Facilitated cross-departmental collaboration to enhance service integration.

PASSENGER EXPERIENCE SPECIALIST

Urban Rail Transit

2014 - 2016

Analyzed customer feedback to develop targeted service improvements.

Enhanced onboard services, resulting in a 20% increase in passenger

satisfaction scores.

Managed customer service teams to ensure effective communication and

issue resolution.

Coordinated special events and promotions to boost passenger engagement.

Implemented technology solutions to streamline ticketing and boarding

processes.

Prepared detailed reports on service performance for executive review.

MA

Service Optimization•

Compliance Management•

Data-Driven Decision Making•

Stakeholder Engagement•

Team Development•

Performance Metrics•

English•

Spanish•

French•

Received the Excellence in Service

Award for innovative passenger service

initiatives.

•

Increased customer retention rates by

30% through targeted engagement

strategies.

•

Successfully led a team to achieve

record-high customer satisfaction

ratings.

•


