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Customer Experience Management 
A customer committed mindset and a demonstrated ability to create shared vision, inspire 
collaboration, and drive change with momentum. Leverages consumer insights that formulate B2B 
strategies in support of SaaS business models, deliver excellence to customers, build loyalty, and 
result in a seamless, transparent experience that sustains mutual growth. 

Strategic Partner: Aligns marketing and leadership teams to stay ahead of business trends 
to grow and retain market share. Leverages marketing technologies to create personal, 
relevant and engaging customer experiences.  

Customer Experience Champion:  Provides internal feedback for developing a best-in-
class experience to the customer to enhance branding differentiation, revenue growth, and 
profitability. Represents the needs of the customer individually and collectively in strategic 
planning and advocates for improvements in the customer experience. 
 

Cross-Functional Partnering:  Champions the voice of the customer within initiatives 
through continuous communication of the client's best interests. Influences enterprise-wide 
delivery of premium customer experiences by defining key business metrics and service 
standards, identifying gaps in service, and spearheading effective improvements.  

Analytics: Understands opportunities and risks, introduces relevant and value-add 
customer engagement functionality, and leverages innovations to ensure quick market 
responses to emerging needs. Employs a data-driven approach in the decision-making 
process and is well-versed in analytics. 

 

PROFESSIONAL EXPERIENCE 
 

  

JDA Software, Inc., Scottsdale, AZ                                         2003 – 2019
   
GLOBAL OPERATIONS DIRECTOR/DIRECTOR, CUSTOMER INSIGHTS                           2010 – 2019 
Establish voice of the customer program for leading provider of supply chain management software 
and services. Partners with all lines of business to gather and synthesize customer feedback into 
actionable insights to inform investment decisions and manage customer escalations. Leads 
continuous improvement initiatives, formulates and executes action plans, and reports insights to 
the executive team. Developed annual and five-year strategic plans as a member of the Global 
Customer Services Leadership team.  
 

Developed end-to-end process to identify customer pain points and propensity to repurchase; 
provided reference content and disseminated qualified leads to the sales team. Instituted Net 
Promoter Scores (NPS) across the entire enterprise.  Developed and facilitated end-user training on 
Qualtrics and Satmetrix survey tools, utilizing Prosci® change management methodologies to 
expedite user adoption. Delivered initial customer journey mapping project that included customer 
interviews and focus groups culminating in a corporate-level map used to inform the changes to a 
customer-first initiative. 

 Improved relationships with customers; demonstrated company concern regarding 
experience and a commitment to their success. resulted in year-over-year NPS 
improvements to 25% over industry standards. 

 Created a Voice of the Customer Program to focus on NPS; realized improvement of 3-10 
points annually.  Spearheaded newly created group (Chief Customer Office) that worked 
internally to reduce customer escalations by 50% during the implementation phase and 
increased customer satisfaction  
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JDA Software (cont’d) 
 

 Led team through merger activities to bring four departments of the Services organization 
together as one business unit, slashing 50 redundant applications and processes resulting in 
cost reductions, workforce alignment, and smoother customer outcomes.  

 

 Created a "Customer Journey Map" visually representing the complexity a customer 
experiences when interacting with the portfolio of products and services improving 
revenue and renewal rates.   

 
SENIOR SUPPORT MANAGER                                                                                                            2003 – 2010 
Mentored and led a team of 11 functional application and technical support analysts and one team 
lead to provide customer service and support across three software platforms with $20 million in 
annual renewal revenue. Created and instituted processes to standardize and govern support 
operations worldwide. Ensured customer experience by presenting application features and 
specifications, as well as reassessing and enhancing team competencies. Created departmental 
metrics for incorporation into operational and strategic decision making. 
 

 Propelled customer satisfaction to 95% and expanded analyst product knowledge by 
envisioning and creating a targeted internal training initiative and framework to assess and 
promote analyst awareness of company-offered solutions. Drove onboarding and training 
for rapid ramp-up. 
 

 Improved associate engagement and retention rate to 90% (30% above the industry 
average) by designing and deploying an associate recognition program based on peer-to-
peer and customer-to-associate feedback. Integrated feedback into the corporate program 
for use in determining quarterly award winners. 

 

 Contributed to selection of new CRM application by developing feature functionality 
requirements; defining best practice processes; partnering with project team and third-
party consultant to specify requirements for RFP; and, participating in vendor reviews as 
business lead and metrics specialist. 

 
PROFESSIONAL DEVELOPMENT & CERTIFICATIONS 

 

  
Enterprise Design Thinking Practitioner and Co-Creator, IBM 

Emerging Leaders, JDA 
W.P. Carey Certificates in Customer Experiences & Service Management, Arizona State University 

System Design Thinking Certification, Cornell University 
Net Promoter 2.0 Certified Associate 

Prosci® Change Management Certification 
LEAN Six Sigma White Belt Certification 

 

CORE COMPETENCIES 
 

  

Customer Experience, Customer Sentiment Analysis, Change Management, Forecasting 
Customer Relationship Management, Escalation Management, Strategy, Budgeting 
Continuous Improvement, Knowledge Management, Enterprise Design Thinking  

Customer Journey Mapping, Service Blueprinting, Net Promoter Score (NPS)  
Value Stream Mapping – Program/Project Management – Survey Design 


