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About

fccomplished senior executive with extensive experience in customer experience
management, Anown .or leading global teams and implementing strategic service 
delivery across
diverse sectors- Specialises in driving customer satis.action, operational eRciency, 
and revenue
growth through innovative solutions and a customerPcentric approach- Becognised 
.or
trans.ormative leadership, .ostering continuous improvement, and mentoring .uP
ture leaders to excel
in service delivery- Nroven tracA record o. exceeding per.ormance targets and 
aligning scalable
practices with organisational goals-
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Experience

Global Head Of Service Delivery
Nirum | fug 4£44 P (un 4£43

� Led per.ormance initiatives, achieving signikcant service delivery imP
provements within six
months-
� Established and led the Client Success division, boosting product adopP
tion and customer
satis.action-
� Designed a scalable service tier structure, enhancing Client Success 
engagement .or a 166)
fBB-
� Directed Sales.orce cloud solutions integration, modernising customer 
interaction and sel.P
service capabilities-
� )entored and promoted individuals into new managerial roles, exP
panding international
leadership teams-

Global Head, Customer Experience
(BJI | Oct 4£4£ P )ar 4£44

� Contributed to a net retention rate o. %6j9, tripling previous metrics-
� Overhauled US departments, enhancing eRciency and customer enP
gagement-
� Led initiatives to redekne product standards and develop scalable 
business strategies-
� Ensured legacy customer upgrades, establishing a consistent upgrade 
cycle-
� Innovated pro5ect tracAing and cost management, reducing expenses 
and improving delivery
timelines-

Head Of Customer Experience
(BJI | )ay 4£%7 P Oct 4£4£

� Secured a /£9 gross margin across Nro.essional Services pro5ects-
� Collaborated with UK Sales .or optimal resource allocation-
� Beduced product launch time.rame to 6P/ days during the COVIDP%7 
pandemic-
� Decreased average product launch time .rom six months to 6% days-
� Introduced OKBs across departments, boosting per.ormance and enP
gagement-
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Head Of Customer Support
(BJI | (ul 4£%8 P )ay 4£%7

Established a 43B8 global support model, ensuring continuous service 
delivery-
� Integrated IMIL best practices to optimise service management-
� Beduced average krst response time .rom 4-C to £-3 hours and resoP
lution time .rom 78-C to
%-/ hours-
� fchieved a 7C9 customer retention rate through eDective collaboration 
with the Head o.
Customer Success-
� Developed a team o. product experts, enhancing training and onP
boarding processes-

Head Of Information Technology
Betail )arAeting Group 2B)G0 | )ar 4£%3 P fpr 4£%8

Senior Technical Support Analyst
Charityshare Ltd | Dec 4£%4 P )ar 4£%3

Technical Support Analyst
Charityshare Ltd | Dec 4£%£ P Dec 4£%4

Technical Support Help Desk
Tritish Mransport Nolice | Dec 4££7 P Oct 4£%£

European Helpdesk Analyst
Hudson | )ar 4££8 P Dec 4££C

Second Line Technical Analyst
Hyundai )otor Company | (ul 4££3 P Sep 4££/

Education & Training

4££j University of Plymouth
Tachelor o. Science P TS, 


