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Title: Vice President of Customer Success 

Location: Metro New York City
Reports to: CEO

International e-Commerce SaaS enablement

This is the first executive leadership role for Customer Success at this fast-moving SaaS solutions provider.  Our client provides the premier SaaS solution for global brands and retailers to offer customers localized experiences when visiting an online store from anywhere in the globe.  Client manages pricing, taxation, compliance, currency conversion, fulfillment and returns seamlessly.  They have the distinction of being the only pure SaaS provider of these capabilities, which results in reduced cost, complexity of sales, and higher efficiency for the client as well as faster shipping, better experience and lower cost for the customer.

Founded in 2015.  
Client has just completed a $16mm series A funding round lead by Benchmark Capital Ventures and Forerunner Ventures, and private parties. Client is experiencing over 500% YoY growth in 2018. 

Tremendous opportunity to join a privately-held, 50 person ultra-high-growth, e-Commerce solutions disruptor.  This SaaS application provides the linchpin to international e-Commerce enablement for Digital Merchants

Role: 
· Develop a trusted partnership with key stakeholders and executive sponsors within customer organizations

· Serve as primary customer advocate internally in interfacing with product, engineering, services and sales

· Co-create a personalized adoption plan to drive the customer towards meeting/exceeding their success measures with Client

· Lead internal projects and initiatives and serve as Project Portfolio Manager helping to ensure resource allocation that is balanced and aligned with Client and customer objectives alike

· Drive development of A/B testing regimen for shipping, duty, tax, and pricing to improve conversion rates

· Help curate a knowledge base for customers and Internal Sales to help answer common questions

· Develop and report on Key Performance Indicators at both the project and team levels to ensure Service Levels are being maintained

· Develop and maintain project profiles to help during estimating and scoping of new on-boarding and feature enablement efforts

· Develop and execute a Communication Plan that deliver consistent, proactive, and timely communications to Client customers

Skills Required:

· 5+ years of Customer Success Project Management experience working at a Managed Service Provider in e-Commerce

· 5+ years of experience in account management or consulting roles

· 3+ years of experience working with Enterprise customers in the Retail, Fashion, Apparel, Luxury, Beauty, Specialty or CPG markets

· Exemplary communication skills and strong technical aptitude

· Demonstrated ability to communicate, present and influence credibly and effectively at all levels of the organization, including executive and C-level

· Excellent situational awareness – must be comfortable in dynamic customer environments

· Experience with leading Project Management and CRM tools

· Self-motivated team player who has fresh ideas when it comes to user adoption and churn mitigation

· Previous experience working as a field-based CSM (or related role) is a plus

· Industry expertise (E-commerce, Retail, Digital Advertising, etc) is a strong plus

Apply to Darrell Rosenstein ddr@intrinsic-search.com        
Darrell Rosenstein, Director – Intrinsic Executive Search.  Telephone: +253-249-7762   
Email: ddr@intrinsic-search.com        http://www.intrinsic-search.com
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