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About

)ith a solid Tackground spanning (intech, Melecommunications, Ranufacturing, 
and zetail sectors, F excel in dribing organi.ational change, fostering duraTle teams, 
and crafting pragmatic solutions for intricate challengesq

E:ually at home in start-ups and estaTlished enterprises, F am distinguished Ty 
my hands-on approach and proIciency in transforming challenges into e•cient 
operationsq

F am an expert inH

B Enhancing Tusiness performance and balue for customers through strategic man-
agement of internal resources and third-party stakeholders, all supported Ty data 
and technology-driben decision-makingq
B (ostering organi.ational cultures and capaTilities Ty implementing collaToratibe 
people strategies that inspire employee Tuy-in and a shared sense of purposeq 
Prioriti.ing inclusion, debelopment, and engagement to dribe performance and 
retentionq
B Gelping deIne Tusiness bision and strategy, and translating them into cost-e2ec-
tibe operational plansq Debeloping e•cient, scalaTle, and resilient infrastructures 
to support Tusiness actibities and growthq
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Experience

Chief Operations Omcer
Ranigo | Aug J1JJ - Apr J1J5

��Ensured that the delibery of serbices probided Ty Ranigo, met strin-
gent :uality standards and complied with regulatory re:uirements 
W(CA,4DPz, PSDJN
��Directed day-to-day operations WOnToarding, Client Support and sales 
teamsN dribing e•ciencies to fuel sustainaTle Tusiness growthq
��Fnstrumental in deIning and implementing KPFs to dribe Tusiness 
performance
��Crafted and implemented strategic initiatibes, spanning Product De-
belopment, Mech, and Complianceq
��(ostered seamless operational relationships with third-party bendors 
and 0J0 partners, ensuring alignment and scalaTilityq
��Championed a customer-centric approach, resulting in enhanced reb-
enue through loyalty and retentionq
��Acted as a catalyst for organi.ational change, garnering cross-compa-
ny agreement on maximi.ing customer balueq
��EstaTlished a culture of serbice excellence, fostering a scalaTle and 
moTile team dedicated to delibering superior outcomesq
��DeIned and monitored serbice lebels for partners and bendors, en-
suring adherence through regular obersight and reportingq

Chief Custoger Omcer
Caxton | jan J1JJ - jun J1JJ

B�Designed a customer-centric ideology and methodology to run across 
all touchpoints for Caxton clients
B�Serbed as a catalyst for change, garnering cross-company agreement 
on delibering maximum balue to customersq
B�Led cross-company initiatibes WMraining, SLA alignment, Customer 
journey Rapping, and Mechnology integrationN to deliber optimal cus-
tomer experience and serbice consistencyq
B�EstaTlished frameworks for serbice delibery excellence and monitored 
performance metrics for continuous improbementq
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Chief OperatinH Omcer
)eSwapqcom | Oct J17% - Dec J1J7

B�Spearheaded oberall strategy, focusing on customer experience, op-
erational excellence, and regulatory complianceq
B�Orchestrated cross-departmental collaToration to debelop and en-
hance systems, processes, and controls for streamlined operations and 
enhanced e•ciency
B�AccountaTle for deIning, communicating, managing proXects, and 
launching the implementation of compliance regulations, including 
PSDJ, 4DPz, and 5th and %th ARLD
B�Cultibated collaToratibe relationships with bendors across Europe and 
Fndia, while optimi.ing processes and dribing cost e•ciencies to enhance 
oberall performanceq
B�Fmplemented self-serbe options and proactibe campaigns, resulting in 
improbed customer satisfaction and increased repeat useq
B�Successfully launched gloTal spend, expanding product utility and en-
hancing customer experienceq
B�Played a pibotal role in the delibery of online security enhancements, 
increasing successful transactions and oberall spendq
B�Mhrough enhancements in call handling procedures, FVz updates, 
product feature reInement, and improbed user experience, F success-
fully reduced the Cost per Call Ty 31"q
B�Comprehensibe Obersight of Customer Serbice, Operations, Compli-
ance, Product UQ, and Supplier zelationships

dea- of ESCustoger verlice
A((LELOU 4roup | Dec J175 - Sep J17%

B�Spearheaded bendor relationships, oberseeing proXect rollouts, per-
formance rebiews, and contract negotiationsq
B�DeIned and maintained customer Xourney, targeting strategy, and 
product management for weT and bideo chat interactions, ensuring op-
timal user experiencesq
B�Led User Acceptance Mesting WUAMN and successfully implemented 
bideo chat functionality on the e-commerce site WLibeN
B�Fmplemented an additional online chat channel, resulting in a %" in-
crease in oberall customer satisfactionq
B�Mook charge of recruitment, training, and performance management 
for the online Optician team, fostering a high-performing cultureq
B�Probided comprehensibe KPF reporting to the executibe team in (rance 
and Spain, delibering insights in their natibe languages for strategic de-
cision-making
B�FdentiIed and prioriti.ed key enhancements and debelopments for the 
e-commerce platform and Tack-o•ce applications, dribing continuous 
improbementq

ODine vaMes (irector
Simplifydigital | Aug J176 - Sep J175

��Enhanced Operational zelationshipsH Acted as primary liaison with key 
suppliers, fostering collaToration to debelop successful ac:uisition and 
retention campaigns, surpassing targetsq
��Conducted monthly performance rebiew meetings to strategically op-
timi.e relationships with suppliers
��Fncreased Conbersion zatesH Elebated 8go-libe rate8 across all sales 
functions, increasing conbersion from 6J" to 57" within six monthsq 
Fmplemented strategic initiatibes including partner training and restruc-
turing of Tonus schemesq
��Fmprobed Operational E•ciencyH Ranaged internal teams responsiTle 
for Customer Serbice, Data Processing, and £uality Assurance, resulting 
in an increase in Customer Satisfaction WCSAMN from 93" to 'J"q Fmple-
mented roTust :uality assurance processes and estaTlished a dedicated 
£A operations team

dea- of FanaHe- ChanneMs
EE | Apr J177 - Sep J17J

B�Obersaw call center performance reports, e•ciently collecting, analy.-
ing, and summari.ing data to dribe strategic decisionsq
B�Ranaged a Tudget of approximately +7,511,111 annually for the sales 
and retention area, ensuring e2ectibe allocation and utili.ation of re-
sourcesq
B�Coordinated and estaTlished annual sales and retention targets across 



managed channels, fostering alignment and accountaTilityq
B�Led communication, TrieIngs, and training sessions for sales and re-
tention centers, facilitating seamless change management initiatibes and 
enhancing operational e•ciencyq
B�Played a key role in reIning operational procedures related to the 
launch of a new CzR system, ensuring smooth implementation and 
improbed work/owsq
B�Fnstrumental in achiebing a /at Tase in SeptemTer J177, marking the 
Irst time in seben years for GORE net add neutralityq
B�CollaTorated with the GORE marketing team to debelop cost-e2ectibe 
promotional o2ers, dribing sales and strengthening Trand association 
with RoTile serbicesq
B�Fndirectly contriTuted to the achiebement of oberall sales targets in the 
managed channels area, oberseeing 7J11 in-house (ull-Mime E:uibalent 
W(MEN resourcesq
B�Directly managed retention team performance, elebating sabe rates 
from 9$" to 39" Ty implementing vext 0est Action strategies during 
customer serbice callsq

Custoger verlice FanaHer ) vpain an- RranceT
LeTara | jul J171 - Rar J177

B�Led the debelopment of Customer Serbice strategy for two distinct 
markets, (rance and Spain, addressing uni:ue challenges and opportu-
nitiesq
B�Directed all initiatibes within Customer Serbices, consistently identify-
ing and implementing improbement opportunities to enhance customer 
satisfaction and loyaltyq
B�Mransformed the (rench teamMs vet Promoter Score WvPSN from -% to 
N5% within six months, demonstrating signiIcant improbement in cus-
tomer sentimentq
B�Fmplemented a scripted )elcome call in the (rench team, resulting in 
a 71" decrease in repeat calls and improbed e•ciencyq
B�Enhanced product uptake in (rance Ty streamlining the registration 
process, enaTling faster approbal and increased adoptionq
B�0oosted utili.ation of the Spanish team Ty J%" through the introduc-
tion of proactibe outTound campaignsq
B�EstaTlished performance standards to align with company goals and 
regulatory re:uirements, ensuring serbice excellenceq
B�Ranaged expectations of the Country Ranaging Directors and exceed-
ed serbice delibery targets through regular communication, planning, 
and execution of :uarterly oTXectibes

Ietention CaMM Centre FanaHer )LNvCAPN AX( BNBE&T
MalkMalk | Apr J113 - jun J171

B�Ranaged outsourced retention call centres to optimi.e sabe rates and 
reduce churn across all productsq
B�Achiebed a remarkaTle increase in sabe rates from J7" to %%" while 
maintaining positibe Aberage zebenue Per User WAzPUNq
B�Geld operational and Tudgetary responsiTility for a +5,%11,111 per 
year retention centre Tudgetq
B�zeduced cost per sabe from +67 to +J6 through process improbe-
ments, training enhancements, and optimi.ed agent utili.ationq
B�Raintained and updated retention Tusiness rules, products, and 
process training documentation for outsourced call centresq
B�CollaTorated with internal stakeholders to produce accurate call fore-
casts and facilitate timely communicationq
B�Led change management initiatibes related to new products, serbice 
enhancements, and process improbementsq
B�Debeloped and reIned operational procedures to ensure e2ectibe-
ness, regulatory compliance, and ethical Test practiceq
B�Ranaged outsourced retention centre Serbice Lebel Agreements WSLAsN 
and ensured contractual fulIllmentq
B�Successfully transitioned to the MalkMalk team upon the ac:uisition of 
MiscaliOPipex Trandq

LeMesaMes FanaHer
Sprint vextel | Aug J115 - (eT J113

qB�Pioneered the creation of a Proactibe Customer Care team, resulting 
in a successful retention dibision and reducing churn Ty 69"q
B�Extended the customer lifecycle Ty an aberage of 9 months through 



e2ectibe marketing of products and serbices ober the phoneq
B�Conducted thorough research on customer trends, leading to the for-
mulation of outTound campaigns that increased customer loyalty and 
decreased potential lossq
B�Debeloped a bersatile team capaTle of handling sales, technical sup-
port, Tilling, and oberall customer satisfactionq
B�zecogni.ed with two :uarterly and one annual Circle of Excellence 
WCOEN Award for exceeding sales targets and exemplifying company bal-
uesq
B�Empowered and Tuilt a focused and loyal sales team, consistently 
achiebing sales Igures exceeding Tudget targetsq

(irector of Uusiness Brocess
RODO Eyewear | jul 7$$' - jan J115

B�Spearheaded the implementation of RodoMs centrali.ed operation 
system, Oracle, yielding signiIcant improbements in e•ciency, produc-
tibity, and cost reductionq
B�Orchestrated the design and implementation of innobatibe operating 
processes and procedures, encompassing logistics, training, and doc-
umentation, resulting in a suTstantial enhancement of organi.ational 
e2ectibeness
B�Fmplemented a system for monitoring customer experience, leading to 
a 6J" increase in customer satisfaction ratingsq
B�Conducted surbeys to assess the customer serbice and credit collec-
tions departments, then debeloped tailored training seminars to address 
identiIed weaknesses
B�EstaTlished an employee program aimed at increasing and maintaining 
morale and loyalty, resulting in a JJ" decrease in sta2 turnoberq
B�Raintained and debeloped client relationships with key 0J0 clients 
such as Lens Crafters, Cole Licensing Trand, Phatfashions, and LVRG 
4roupq

Nnboun- vaMes FanaHer
PaperDirect | Rar 7$$J - jun 7$$'

��Debeloped and implemented sales programs to probide increased 
rebenue per phone order that ranged from PJ1-P%1q 
��Debeloped, implemented and carried out a call monitoring criteria that 
increased the lebel of :uality customer serbice and reinforced customer 
retention Ty J3"
��Debeloped, executed and monitored a plan of Account Ranagement 
that increased customer retention Ty %" and year to date dollars Ty '" 
, through scheduled follow-up and special o2ers and promotionsq
��Prepared weekly sales and program reports re/ecting increased 
top-line rebenue through o2ers and promotions targeted to speciIc 
segmentationq 
��Superbised the consolidation of seberal task speciIc departments into 
the inTound sales group to centrali.e customer contact and optimi.e 
customer satisfactionq 
��Probided daily direction and communication to telemarketing Super-
bisors in order to ensure productibity and :uality customer serbiceq

E-ucation y LraininH
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