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About

Leading Customer Experience teams is more than a role'it.s a commitment to 
excellenceW 1ith a rich history spanning o)er 5b years in the Customer Support, 
Success, and Ser)ices industry, my leadership has 6een instrumental in enhancing 
performance and colla6orationW Certiked in KCS VX Principles and as a Senior 
Customer Support Leader my aim is to ele)ate the customer experience 6y le)er-
aging inno)ati)e technologies, enhancing and automating processes, and 6uilding 
a customer-krst culture 6y dri)ing sustaina6le growth and impro)ing customer 
ser)ice excellenceW  

As a CO Leader, I wor( closely with other CO and GTM leaders on the strategic pillars 
and enterprise readiness of the organisation, with a focus on RK8s, KPIs, and the 
company.s missionW In the last j years, I ha)e led the EMEA/APAC theatres and 
6uilt talented teams that constantly exceed all mazor KPIs NCSAT, SLAs, TT8— while 
going through mazor organiqational restructure, IPR, acZuisitions, and outsourcing 
integrationsW
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Experience

Sr Manager, Customer Support
Alteryx | 2ul 045X - 2ul 040F

Passionate a6out 6uilding high performance and colla6orati)e teamsW 
Eighteen years plus experience in the Customer Support, Success and 
Ser)ices industryW 7urthermore, I am a Certiked SrW Customer Support 
Manager and KCS VX Principles Certiked NAll a6out Self-ser)ice through 
Knowledge6ase content—W 8eporting directly to the VP of Customer Sup-
port and as a mem6er of the CS Leadership team and Senior Sales 
Leadership in EMEA helping the de)elopment, hiring and coaching of 
glo6al mem6ersW Building 6ridges and liaising cross-functionally with the 
Customer Success, products, engineering and sales teamsW Supporting 
the leadership team on glo6al prozects and dri)ing departmental initia-
ti)es as well as acting as an escalations pointW In the last F years, I ha)e 
6een the only Support Leadership mem6er o)erseas Noutside the US— 
and 6uilt a uniZuely di)erse and gender-6alanced team from scratch that 
ser)es as role models in performance, CSAT, vPS and (nowledge sharingW 
Successfully em6racing )arious change management cycles, IPR, )arious 
acZuisitions and numerous company and departmental re-structuresW 
1or(ing closely with Customer success, ser)ices and Professional ser-
)ices to dri)e sales initiati)es and strategiqing to meet sales targets 6oth 
glo6ally and regionallyW 

7urthermore, in the last year, I ha)e 6een tas(ed to dri)e our outsourc-
ing/o9shoring function to scale out our Glo6al support function in order 
to enhance our current 0Fx’ and 7ollow-the-sun model as well as reduce 
costs and o)erheads and continue dri)ing high-performance teamsW

Customer Support Team Lead
BRA8D | Mar 045F - 2ul 045X

7ounded in 5::F BRA8D International is the pro)ider of the industry•s 
only programming-free tool(it for rapid and cost-e9ecti)e de)elopment 
of Corporate Performance Management and Business Intelligence soft-
ware applicationsW HeadZuartered in Lugano, Switqerland, BRA8D Inter-
national has additional o3ces in Germany, Italy, Spain, Singapore, United 
States, UK, Australia and India and a worldwide reseller•s networ(W 

8esponsi6ilities;

Y�Employed as Technical Support Consultant co)ering le)el 0&Q sup-
port
Y�Closely wor(ing with most 6usiness departments… from Sales, 
Pre-Sales, Prozect Management and Professional Ser)ices in order to 
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pro)ide Technical support on all Product aspects and 6usiness needsW  
Y�Supporting all types of end users from direct customer to partners and 
internal sta9W  �
Y�Carrying out system specikcations, installing pre-reZuisites and com-
ponents, performing en)ironment Health Chec(s and PC Audits, up-
grades, licensing, patches, maintenance, etcW
Y�Identifying support and training gaps through the use of the Support 
tic(ets created )ia the Tic(eting systemW
Y�Managing, preparing and deli)ering 6espo(e and general Technical 
training to identiked parties and new sta9W�
Y�1or(ing closely with Pre-Sales team to gather and prepare PRC en)i-
ronments, sales demos and self-dri)e sessions for prospectsW 
Y�Trac(ing all acti)ities and support related Zueries using our online 
tic(eting system NKaya(o— and produce wee(ly and Monthly reports to 
e)aluate Support usage for von-support paying customers and monitor 
SLA usage for Bronqe, Sil)er and Gold ser)icesW  Rn se)eral occasions I 
ha)e 6een tas(ed with onsite and remote installations and system health 
assessmentsW
Y�Guaranteeing ser)ice up time for Cloud Ser)ices and Hosted Solutions 
are met and fully supported 0F/’ for Glo6al customersW

EMEA BI Support Consultant
Jap Technology | vo) 0455 - Mar 045F

Jap is a Microsoft Gold Partner who has won many recognitions including 
0454 Microsoft Country Partner of the “ear in AustraliaW  Jap is a complete 
8eporting and Business Intelligence Solution mainly designed to wor( 
with Microsoft Dynamics 6ut also with any S”L data6ase and is the only 
one in the mar(et that pro)ides rapid deployment on hea)ily customiqed 
AO deployments, out of the 6ox AO analytics, deep Dynamics AO inte-
gration, accessi6ility through PC.s, ta6lets and smartphones to support 
any type of 6usinessW  Some clients are;  Microsoft, Costa Co9ee, Aston 
Martin, 1or(ing Lin(s, Bench, Mitsu6ishi Motors, Control 8is(s, Ascom, 
Blueksh etcQ   �

8esponsi6ilities;
Y�Employed as the Lead Technical Support Consultant co)ering le)el 5-Q 
for all accounts across EMEA regionW
Y�Supporting all types of end users from direct customer to partners and 
internal sta9W  �
Y�Support is pro)ided directly o)er the phone, email or through our 
on-line tic(eting system NJendes(—W  
Y�Qrd le)el and alternati)e support is arranged using 1e6Ex, Team View-
er, 8DP or 6rowser 6ased share screen sessionsW  
Y�Trac(ing all acti)ities and support related Zueries using our online 
tic(eting systemW  
Y�Processing Support Site registrations
Y�8esponsi6le for the 6uilding and management of di9erent Physical 
and )irtual en)ironments created using Amaqon EC0 Cloud Instances, 
Hyper-V and VMware for case replication, support issues, PRCs, training 
and demonstration purposesW  
Y�More detail on reZuest

Achie)ements;
Y�Top Support agent with the most Rpen and Closed tic(ets and 6est 
satisfaction rate for support tic(ets 
Y�Grew in the company as the main Support Lead for the EMEA 8egion 
as the role was initially to co)er UK Customer only
Y�Self-taught and mastered the a6ility of using and managing Amaqon 
EC0 Cloud ser)ices
Y�Mastered )irtual machine 6uilding using Hyper-V and VM1are
Y�Learned how to use Dynamics C8M for Customer 8elationship Man-
agement and Licensing purposes

Risk Systems Administrator
ICAP | 2an 0455 - Sep 0455

ICAP is the world•s premier interdealer 6ro(er and pro)ider of post trade 
ser)icesW The Group matches 6uyers and sellers in the wholesale mar-
(ets in interest rates, credit, commodities, foreign exchange, emerging 
mar(ets, eZuities and eZuity deri)ati)es through )oice and electronic 
networ(sW ICAP is also the source of glo6al mar(et information and re-
search for professionals in the international knancial mar(etsW ICAP plc 
was added to the 7TSE 544 Index on Q4 2une 044XW



8esponsi6ilities;
Y�8esponsi6le for the maintenance and de)elopment of ICAP•s 8is( Sys-
tem… RpenPagesW  
Y�Arranging and facilitating data input and integrity of data
Y�Pro)iding training and technical support to end users around the 
worldW
Y�Documenting de)elopment and maintenance and deli)ering user 
manuals and prozect documentationW
Y�Assisting with new de)elopments, enhancement of prozects and new 
upgradesW
Y�Maintenance of users in the Credit 8is( System… gathering and docu-
mentation of user reZuirementsW 
Y�Assisting and impro)ing the design, preser)ation and de)elopment of 
complex 8eport Pac(s destined for di9erent regions and executi)e le)els 
of the organisation using Cognos 8eport Studio in conzunction with the 
RpenPages 8is( SystemW

Achie)ements;
Y�Learnt how to use the Credit 8is( Rpen Pages Nnew prozect— and helped 
in the data integration process
Y�Had good exposure at using another useful Cognos 8eporting tool and 
learnt how to create complex reports, scorecards, KPIs, Charts, Dash-
6oards and 8eport Pac(s
Y�Learned in)alua6le s(ills on time management and documentation

Support Analyst
IBMcognos | 2ul 044’ - Sep 044j

IBM Cognos is the world leader in 6usiness intelligence and performance 
planning softwareW
7ounded in 5:X:, Cognos employs o)er Q,X44 people and ser)es more 
than 0Q,444 customers in o)er 5Qb countriesW  Cognos latest product 
RCognos jS, employed 6y 6ig companies such as… HSBC, British Gas, I(ea, 
Vodafone, Shell, UK Ministry Rf Defence, Barclays, etcQ

8esponsi6ilities;

Y�To pro)ide 5st and 0nd line of Technical Support to partners and clients 
around the worldW
Y�Employed as a Support Analyst for a num6er of Cognos products 
within the Enterprise Planning teamW  Products such as, Cognos Planning 
Analyst, Contri6utor, Manager, Conkguration ManagerW  �
Y�1or(ed using di9erent operating systems, ser)ice pac(s and en)iron-
ments to 6uild Planning models in order to create similar en)ironments 
to those used 6y the customers in order to replicate, trou6leshoot, test 
and kx issues encounterW  These were 6uilt and tested using des(top and 
ser)er )irtualiqation software tools such as NVMware—W  1or(ed in a 6usy 
en)ironment and small team with )ery strict deadlines in order to satisfy 
the company•s reZuirements and those set 6y high end clientsW
Y�In addition I had to wor( with )arious 1indows and Linux RS and 
applications such as… Acti)e Directory, Citrix, Trac(er, Rracle54g, IIS X/’, 
Rutloo(Q etc     

Achie)ements;
Y�As a student the industry experience gained during this year was in-
)alua6le to help me get a real taste of the IT and Business Intelligence 
Industry wor(ing for a large company
Y�My character, maturity and passion impro)ed drastically which made 
a huge di9erence during my knal year at Uni)ersityW�
Y�I was a6le to stand out from the rest of the graduates which did not ta(e 
out an Industrial placement as I had a years• experience to my ad)antage 
and made it easier to get myself 6ac( in the industryW

Education & Training

044F - 044: University of Westminster
Bachelor of Science NBS—, 


