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Customer-focused professional with over 3½ years of experience in SaaS environments and customer support roles. I excel at guiding customers through onboarding and implementation processes, building strong relationships, and ensuring high satisfaction. Whether it’s through proactive training sessions, technical troubleshooting, or optimizing order management, I’m dedicated to helping customers succeed while streamlining internal processes for maximum efficiency.
Education
University of Guelph, Guelph, ON
Master of Science in Management (August 2024)
· Specialization in Innovation, Commercialization, and Entrepreneurship.

Bahria University, Islamabad
Bachelor of Social Sciences with a major in Anthropology (July 2020)
· Thesis: "Socio-Cultural Influence on Consumer Culture in Traditional and Online Markets."
Experience
Mixtiles USA, Inc. (Parent company of Easyplant.com) – Customer Service Representative (03/2024 – Present) 

· Handle 60–80 daily chat and email tickets using Intercom—well above the daily target—and maintain a 98% customer satisfaction rate.
· Respond quickly to customer inquiries and process orders using Retool and Shopify, ensuring a smooth customer experience.
· Track customer requirements and build lasting relationships that boost account loyalty and engagement.
· Resolve issues by identifying root causes and following up until full resolution.
· Keep customer databases current and coordinate internally using Slack to support cross-department efforts.
· 
S&P Global – Associate Tech, Media, Telecom (TMT), News & 451 Research (06/2022 – 09/2023)

· Delivered targeted product training and live demos for Fortune 500 clients using Salesforce, which helped clients navigate our data platforms confidently.
· Led proactive outreach initiatives—such as webinars and updating our knowledge base—to improve client engagement and satisfaction.
· Conducted detailed data testing in Excel (using pivot tables, H/V lookups) to ensure data quality before launching new datasets.
· Completed cross-training for multiple teams within a year, accelerating the process that normally takes 16 months.
· Maintained and organized internal “team knowledge” documents and quarterly presentations to keep everyone updated on new data launches.
· Worked closely with product and account management teams and supported on-site activities and vendor arrangements.

WellnessLiving – Customer Success Specialist (03/2021 – 04/2022)

· Provided comprehensive onboarding and technical support for a SaaS platform serving wellness businesses—resolving 40–50 support tickets daily, compared to an expected 8.
· Used Zoho CRM and MS Teams to conduct product demos, ensuring a smooth implementation process and high retention rates.
· Diagnosed technical issues and reported software bugs through Jira, contributing directly to product improvements.
· Mentored new Customer Success Trainees, improving team performance in email and phone support.
· Consistently achieved a 96% customer satisfaction score while streamlining support processes.

Skills


· Customer Onboarding & Implementation: I excel at helping customers get started and making sure they stick around.
· High-Volume Support & Issue Resolution: I’m used to handling a heavy ticket load while keeping my customers happy.
· Advanced Excel & Data Reporting: I’m comfortable with pivot tables and other advanced features to create clear, actionable reports.
· CRM & Tech Tools: Proficient with Salesforce, Zoho, Intercom, Retool, and Shopify—ready to learn any new system.
· Team Training & Cross-Functional Collaboration: I love working with my teammates and have a knack for training and mentoring.
· Project Coordination: I can manage projects from start to finish, ensuring deadlines are met and processes run smoothly.
