Professional Summary:
Customer Support Specialist & Sales Optimizer with 3+ years of experience in SaaS environments. Expert in resolving complex technical issues while identifying upselling opportunities to increase MRR (Monthly Recurring Revenue). Proficient in helpdesk tools (Zendesk, Jira) and CRM systems. Skilled in training AI models through RLHF and data labeling.


Core Competencies:
• Technical Support: Troubleshooting, SaaS Infrastructure, API basics, Helpdesk Management.
• Sales Growth: Upselling/Cross-selling, Conversion Rate Optimization (CRO), Customer Retention.
• Soft Skills: Conflict Resolution, Persuasive Communication, Analytical Thinking.


Work Experience:
• SaaS Support & Sales Specialist: Managed 50+ tickets daily with a 98% CSAT score. Identified customer pain points to pitch premium features, resulting in a 15% increase in seat expansion.
• AI Training Contributor: Evaluated LLM responses for technical accuracy and tone, ensuring high-quality data for model fine-tuning.
