SOPHIA BROWN

Customer Retention Specialist

e PROFESSIONAL SUMMARY

With a decade of experience in customer retention, | have a proven
track record of implementing data-driven strategies that significantly
improve client loyalty and satisfaction. My expertise in analyzing
customer feedback and market trends enables me to develop
customized solutions that effectively address client needs. Passionate
about creating positive customer experiences, | excel in building
strong relationships that drive long-term retention.

@ WORK EXPERIENCE

Customer Retention Specialist/Analyst B8 Jan /2019-Ongoing

Seaside Innovations X Santa Monica, CA

1. Designed and executed customer retention strategies that resulted
in maintaining the highest QA scores in the team.

2. Educated clients on their monthly statements to enhance
understanding and satisfaction.

3. Investigated customer concerns thoroughly, identifying sales
opportunities during service interactions.

4. Promoted new products effectively to existing customers, leading
to increased sales.

5. Demonstrated customer advocacy skills by resolving issues,
achieving over 80% of production gross margin.

6. Maintained a 100% retention rate for merchant accounts during a
three-month re-rate period.

7. Managed escalations for mid to large key accounts, ensuring
resolution and satisfaction.

CUSTOMER RETENTION SPECIALIST

Crescent Moon Design

# Jan/2015-Jan /2019
K Portland, OR

1. Analyzed and maintained both new and existing customer
accounts, configuring resolutions for optimal business operations.

2. Provided comprehensive information on new products,
highlighting features and benefits to enhance customer
understanding.

3. Identified and resolved technical issues related to consumer
electronics, improving overall customer experience.

4. Handled consumer service and billing complaints effectively
through timely exchanges, refunds, and adjustments.

&) EDUCATION

Bachelor of Science in Business gy Jan/ - Jan/
. . 2012 2015

Administration

University of lllinois X Denver, CO

Focused on marketing strategies and customer relationship
management.
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Customer Engagement Strategies

Customer Feedback Analysis

Retention Strategy Development

Relationship Management

Problem Solving

@ INTERESTS

& Podcasts @ Language Learning

J3 Dancing & Cycling

O STRENGTHS

% Leadership

- LANGUAGES

‘80%) ‘80%, ‘80%’

English Hindi German

€) ACHIEVEMENTS

iy Successfully resolved over 90% of customer
escalations, leading to improved
satisfaction scores.

f‘ Developed a customer feedback program
that enhanced service offerings based on
client insights.
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