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SUMMARY

Distinguished retail executive with over a decade of experience in enhancing customer journey and operational efficiency
within high-volume retail environments. Demonstrated expertise in leveraging data analytics to inform strategic decisions
that elevate customer satisfaction and loyalty. Proficient in developing comprehensive training programs aimed at
empowering staff to deliver exceptional customer service.

WORK EXPERIENCE

Senior Customer Experience Manager Global Retail Solutions Jan 2023 - Present

« Developed and executed customer experience strategies that increased NPS by 25%.

* Managed a team of 20 customer service representatives, providing ongoing training and performance evaluations.
e Utilized CRM systems to analyze customer feedback and identify areas for improvement.

¢ Implemented customer loyalty programs that resulted in a 15% increase in repeat purchases.

¢ Collaborated with marketing to launch targeted campaigns that boosted foot traffic by 30%.

e Qversaw the integration of Al-driven chatbots to streamline customer inquiries and enhance satisfaction.

Customer Experience Specialist Retail Innovations Inc. Jan 2020 - Dec 2022
e Conducted in-depth analysis of customer service metrics to drive performance improvements.

« Facilitated workshops focused on enhancing the customer service skill set of front-line staff.

* Developed feedback loops with customers to ensure continuous improvement in service delivery.

¢ Coordinated with IT to enhance the online customer service portal.

¢ Participated in the redesign of the in-store experience, leading to a 20% increase in customer engagement.

e Established partnerships with local businesses to create community-focused events that attracted new customers.

EDUCATION

Master of Business Administration, Retail Management, University of Business Excellence  Sep 2079 - Oct 2020

ADDITIONAL INFORMATION

¢ Technical Skills: Customer Experience Management, Data Analysis, Team Leadership, Strategic Planning, CRM
Software, Training Development

¢ Awards/Activities: Led a project that resulted in a 40% reduction in customer complaints.
* Awards/Activities: Awarded 'Employee of the Year' for outstanding contributions to customer satisfaction.

e Awards/Activities: Developed a training manual adopted company-wide for customer service excellence.

¢ Languages: English, Spanish, French



