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EXECUTIVE SUMMARY

Results-driven COO and B2B operations leader focused on transforming customer-facing organizations into outcomes-driven, revenue-aligned systems. Experienced in redesigning delivery and customer success functions, building Client Outcomes teams, and implementing scalable workflows and automation that align day-to-day operations with strategic business goals. Proven track record of connecting execution to pipeline, retention, and measurable business impact, while driving cross-functional alignment and operational clarity in high-growth environments

AREAS OF EXPERTISE


	· Operating Model Transformation
· Customer Lifecycle & Outcomes Management
· Revenue Operations & Pipeline Alignment
· Workflow Automation & Systems Design
· Strategic Planning & Execution

	· Quote-to-Cash Optimization & Monetization
· Risk Management & Customer Health Frameworks
· Profit & Revenue Optimization
· Cross-functional Leadership (Sales, Marketing, CS)
· Servant Leadership
	· Data-Driven Decision Making & Performance Management
· Strategic Planning & Execution
· M&A Integration Strategy & Execution
· Deal Structuring & Negotiation
· Process Optimization & Operational Scalability



PROFESSIONAL EXPERIENCE

Pipeline360, Phoenix, AZ – Chief Operating Officer	July 2025 – April 2026
Led operations for a B2B demand generation company, with a mandate to transform the customer-facing organization from campaign execution to an outcomes-driven, revenue-aligned operating model. Optimized product delivery to improve on-time execution and maximize in-quarter delivery, driving greater predictability in performance and revenue realization.

· Led transformation of customer-facing organization from tactical campaign management to a strategic Client Outcomes model, aligning delivery with pipeline performance, customer ROI, and retention
· Redesigned revenue delivery and forecasting operations, achieving 99% in-period forecast accuracy while ensuring consistent, on-time campaign execution
· Reduced time-to-value by 60% for both initial lead delivery and full campaign completion, significantly accelerating customer impact and revenue realization
· Built and implemented a workflow management foundation, improving process consistency, operational visibility, and enabling data-driven decision-making and future automation
· Established KPI framework and reporting across time-to-value, campaign pacing, and customer retention to drive accountability and continuous optimization
· Implemented a risk management framework to proactively identify and address CSAT issues, improving customer experience and reducing churn risk
· Partnered with executive leadership to define and execute company-wide strategy, aligning operational priorities with growth objectives
· Reported performance, operational progress, and strategic initiatives to private equity board on a quarterly basis
Pragmatic Operations (LLC) – Founder & Principal	May 2025 – July 2025
Founded an operations consulting firm focused on assessing organizational maturity and designing scalable operating models to improve performance, efficiency, and customer outcomes. Partnered with B2B organizations to identify operational gaps and develop actionable roadmaps aligned to revenue and growth objectives.

· Led operational maturity assessments across customer lifecycle, delivery, and revenue operations, identifying gaps in processes, systems, and organizational alignment
· Developed prioritized solution roadmaps focused on improving efficiency, scalability, and measurable business outcomes
· Evaluated end-to-end workflows to identify manual processes, bottlenecks, and opportunities for automation and standardization
· Assessed data and reporting capabilities to improve visibility into performance, customer health, and operational effectiveness
· Advised on operating model design, including alignment of customer-facing teams to outcomes-based performance metrics
· Delivered strategic recommendations that directly informed organizational restructuring and operational transformation initiatives
· Secured Pipeline360 as initial client engagement, with assessment and recommendations leading to appointment as Chief Operating Officer
Informa TechTarget, Newton, MA - Sr. Vice President, Business Operations	Dec 2022 - Present

Led enterprise-wide business transformation of the Quote-to-Cash (Q2C) ecosystem, implementing CPQ, CLM, OMS, and workflow management systems to improve scalability, efficiency, and revenue operations. Partnered cross-functionally to identify operational gaps and align systems, processes, and teams to support growth and M&A integration. Developed and executed a strategic technology roadmap to enable data-driven decision-making and more connected, scalable business operations.

· Established and built the Business Operations function to address scaling challenges, drive efficiency, and support integration of acquired businesses
· Improved revenue funnel efficiency and operational readiness for scale, supporting growth toward $1B in annual revenue
· Led and developed a cross-functional team of business analysts, project managers, and solution engineers to deliver complex systems and process initiatives
· Managed operational budgets and vendor relationships, driving strategic planning, contract negotiation, and ongoing cost optimization 
TechTarget, Newton, MA - Sr. Vice President, Customer Success Operations	Jan 2019 – Nov 2022

Led global Customer Success Operations, overseeing client services, onboarding, technical account management, customer support, and CS operations to improve lifecycle performance, scalability, and customer outcomes. Built the people, processes, and systems required to drive retention, expansion, and operational efficiency across the customer lifecycle
· Implemented customer journey management platforms and optimized supporting systems to improve visibility, coordination, and continuous enhancement of the customer experience across new SaaS offerings
· Increased MRR, ARR, and customer lifetime value by designing and deploying scalable workflows that improved onboarding, engagement, and overall customer lifecycle performance
· Improved Customer Success Manager effectiveness by standardizing lifecycle processes, identifying high-impact success activities, and aligning execution to measurable customer and business outcomes
TechTarget, Needham, MA - Vice President, Operations		June 2004 – Jan 20
Led global operations for a multi-channel B2B marketing business, building the systems, processes, and teams required to scale delivery, improve reliability, and support significant revenue growth. Strengthened Quote-to-Cash (Q2C) operations and implemented centralized systems to improve execution efficiency, contract management, and visibility across online, print, and event-based offerings.
· Built and scaled global operations and customer success functions from the ground up, supporting revenue growth from $35M to over $200M annually
· Led a 75-person global team across client services, trafficking, and inventory management, improving execution efficiency and consistency across complex campaign delivery
· Designed and implemented a centralized contract and deliverables management system, improving governance, visibility, and operational control
· Developed a revenue forecasting methodology that improved financial planning and consistently delivered forecasts within 1% accuracy
· Spearheaded the design and deployment of a custom Order Management System (OMS) to support complex, multi-channel product delivery and operational scalability 
TechTarget, Needham, MA - Director of Product Management, E-Newsletters	June 2003 – June 2004
· Responsible for annual e-newsletter revenue of over $6M and banner revenue of over $5M
· Developed controlled circulation model for e-newsletters, established pricing model and go-to market plan

Additional Experience - Lycos, Waltham MA	June 1999 – June 2003

· Manager of Advertising and Media Products, Inventory Analyst, Campaign Manager

EDUCATION & CERTIFICATIONS

· University of Massachusetts, Amherst MA - Bachelor of Science in Business Management from Isenberg School of Management
· Lean Six Sigma: Yellow Belt, Green Belt, Black Belt
· Project Management: Project Management Certified

TECHNICAL KNOWLEDGE

CRM (Salesforce) | CPQ (Dealhub) | CLM (Ironclad) | CSP (Gainsight) | Workflow and Ticketing (Zendesk, ServiceNow, Smartsheet, Airtable) | Project Mgmt. (Monday.com, Clickup, Workfront) | BPM (Nintex) | RPA (UIPath)
