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Profile Summary

Dynamic and results-driven Customer Success Manager with over 8 years of experience in enhancing
client satisfaction and fostering long-term relationships across diverse industries. Proven track record
in achieving growth, exceeding targets through strategic account management, and launching
successful customer engagement initiatives. Adept at managing cross-functional teams to streamline
operations, fostering proactive communication, and ensuring customer retention.

Work Experience

Senior Customer Success Manager
Salesforce
1st Jan, 2018 - Present

Increased customer retention by 25% through proactive engagement and strategic account
management.
Led a team to develop a customer feedback system, raising customer satisfaction scores by 30%.
Implemented automation of customer communication, reducing response times by 40%.

Customer Success Manager
Zendesk
1st Jun, 2015 - 31st Dec, 2017

Boosted client renewal rates by 15% year-over-year through focused relationship management.
Collaborated with sales teams to identify upsell opportunities, increasing revenue by $500K
annually.
Coordinated quarterly business reviews, resulting in improved client engagement and strategic
alignment.

Customer Success Associate
HubSpot
1st Mar, 2012 - 31st May, 2015

Streamlined onboarding processes, resulting in 20% faster ramp-up time for new clients.
Assisted in the development of training materials that improved platform adoption by 35%.
Served as a liaison between customers and product teams, advised on feature enhancements
leading to increased product usability.

Education

Harvard University
Master of Business Administration
1st Sep, 2010  31st May, 2012

University of Illinois at Urbana-Champaign
Bachelor of Science in Marketing
1st Sep, 2006  31st May, 2010
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Skills

Customer Relationship Management, Team Leadership, Data Analysis, Strategic Planning,

Account Management

Notable Projects

Customer Advocacy Program
Designed and implemented a scalable customer advocacy program resulting in a 15% increase in
referral business and positive word-of-mouth.

Certifications

Certified Customer Success Manager (CCSM
Issued by SuccessHACKER, 1st Apr, 2020

Awards

Customer Success Leader of the Year
Awarded by Salesforce, 1st Dec, 2019


