Director of Customer Support & Services
Omer Alterescu - IL/US Citizenship
050-407-8907    |    omer.alterescu@gmail.com    |    LinkedIn.com  |    Hod Hasharon
Summary
· Customer Centric Executive with extensive experience in the establishment & management of Technical support  and Customer Success groups in both global and start-up companies - IBM, Comverse, Zerto, Reblaze
· Experience in covering the Full Customer Journey, SAAS, and On-Prem for the B2B and the B2C Markets from SMB to major industries and government accounts.
· Experience in SW, HW and Cyber Security field
· Leading and managing a team of +60 professionals, including hiring, training, coaching, and development
· Developing and executing strategies to ensure customer success, including onboarding, adoption, retention, and upsell.
· Managed cross-organizational projects in a highly matrixed, customer-centric organization.
· An enthusiastic and creative leader with the ability to inspire others, lead by example, and influential communication skills across all levels in the organization
· BSc in Business Administration, Major in International Business, Mercy College, United States
· English - full professional proficiency, lived and worked in the United States
Experience
2021 - current    Director / VP of Customer Success, Reblaze
Leading provider of cloud-native web application and API protection (WAAP) in a fully managed security platform
· Manage the entire customer life cycle from Presale through Onboarding, Support, Upgrades, and Upsales, of a high technical Saas Cyber solution, including application and infrastructure support.
· Built and managed a multinational support team of 40 employees and subcontractors in multiple regions
· Driving customer satisfaction, usage, and revenue.
· Planning business strategies and goals, aligning the teamwork to achieve goals, responding effectively to changing priorities, and maintaining the team's energy and results.
· Cross-organizational activity, working closely with Product, R&D, and Sales.
· Budget and headcount planning including Offshore vendor services.
· Part of the company management team.
· Able to increase NRR & MRR by 15%
· Increase and maintain CSAT from 80% to 98%.
· Reduce TTR from 9 days to less than 4 days
· Create the Customer Success Practice to manage better the customer lifecycle, customer loyalty
· Planned and operated activities to prevent churn and maintained high-touch/Low touch relationships with various customer base
2017 - 2021    Director of Technical support, Zerto LTD
Zerto provides uninterrupted technology is a world where organizations across all industries with over 9,500 customers globally to thrive without downtime or disruptions for their customers. powering offerings for Microsoft Azure, IBM Cloud, AWS, Google Cloud, Oracle Cloud, and more than 350 managed service providers. 
· Managed 45 employees providing support Services for the On-Prem and Saas worldwide customers.
· Leading the Support & Service activities for the EMEA & APJ regions including escalation, business engagement, and customer satisfaction
· Improve all KPIs, reduce TTR, TTH, and Reopen cases, and increase overall NPS and CSAT.
· Manage and implement multiple IT projects to improve and scale the company services, such as - Sales Force, Tableau, IVR, Knowledge base.
· Work closely with the local and global sales organization in complicated deals, creating Had-Hock private support plans for important engagements
· Budget and headcount planning including Offshore vendor services
· Created and Managed Off-Shore Support group
2013 - 2017  Support and Service Delivery Manager, IBM - IT Services and IT Consulting
· Managed the daily operation of close to 60 people
· Manage the daily support activities for all the IBM customers in Israel, B2B, and B2C from SMB to major industries and government accounts.
· Responsible for customer satisfaction and the constant improvement in this field.
· Managing the IBM/Lenovo PC/IT support activity, Lab Services, and onsite technical teams.
· Experience in building and implementing new support models, services and creating new support organizations for various projects.
· Responsible for the delivery of IBM world Class Support.
· Managing new business initiatives.
· Project management of highly focused projects and activities.
· Planning and prioritizing support, service, and projects.
· Partner in the local and Global IBM technical services management
· Manpower planning; Cost efficiency and reduction.
· Created and managed PS activities, including Onboarding, Installation activities, Software and Hardware upgrade activities.
· Work closely with the local Sales team to assist in winning new customers.
· Plan the SCM activity for HW replacement for the entire local customer base.
· Took part of increasing the revenue stream from maintenance service


2012 - 2013    Development Support Manager / Release Manager, IBM
· Leading all development support activities.
· Part of the Development Management Staff team.
· Manage cross organization project based on customer request or internal needs
· Define, prioritize, and communicate customer requirements.
· Manage customer escalation and customer complaints.
· Managed Development resources worldwide
· Serving as Release Manager for FastBack SW releases.
· Consulting on product implementation in various pre and post-sales activities.
· Responsible for work plan across company divisions: operations, R&D, QA, Support, etc
· Ensure customer satisfaction.
2008 - 2012   Tivoli Services & Support Team Lead, IBM
· Managed the enablement of the FastBack product into the IBM Sales Cycle
· Acted as a Sales Engineer for main FastBack sales activities and deployment
· Established a Support team of 15 - 20 people to provide Services and Support for the FastBack increase customer base
· Acted as an SME and Team lead for the support activity for teams based around the globe
· Managed all the Support escalation for the product.
· Acted as a liaison between the R&D organization and the Support organization.
· Act as a TAM for a major US Government account 
2007 - 2008    Sales Engineer \ Professional Service Team, FilesX, United States
2005 - 2007    Project Manager, Comverse, United States
Education
2010    BSc in Business Administration, Major in International Business, Mercy College, NY, US
Technical skills
Salesforce, Tableau, Zendesk, PMP training, Kanban, Lean Management, Monday, HubSpot, Office, Linux, Virtualization, Network, SaaS, IaaS, AWS, Google Cloud Platform, Azure, NOC, SOC, Grafana, PagerDuty
Languages
Hebrew - mother tongue    |    English - fluent    |    Italian - understanding and reading


