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PROFESSIONAL SUMMARY 
Operations and digital systems professional with 5+ years of experience across customer operations, workflow management, CRM 
administration, process improvement, property operations, service delivery and technology-enabled business operations. Experienced in 
owning operational workflows, coordinating customer journeys, identifying bottlenecks, improving turnaround processes, maintaining accurate 
operational data, and implementing CRM and automation systems. Strong hands-on capability with GoHighLevel, HoneyBook, Salesforce, 
Zendesk, Zapier, Make, Google Workspace, forms, calendars, payments and connected business systems. Experienced supporting 
international clients and distributed work environments across Kenya, the United States and Australia. Brings a structured, analytical and 
execution-focused approach to customer onboarding, SOPs, operational visibility, continuous improvement and cross-functional coordination. 

CORE OPERATIONS, MANAGEMENT & SYSTEMS CAPABILITIES 
Operations Management & Execution Customer Onboarding & Journey Management 
Process Improvement & SOP Development Turnaround Time & Bottleneck Tracking 
CRM Administration & Pipeline Management Workflow Automation & Task Routing 
Customer Experience & Issue Resolution Cross-Functional Coordination 
Operational Data & Reporting Team Onboarding, Coaching & Mentoring 
Partner & Stakeholder Coordination Continuous Improvement & Root-Cause Analysis 
GoHighLevel HoneyBook 
Salesforce Zendesk 
Zapier Make 
Google Workspace Stripe / PayPal 
Calendly Mailchimp 

LEADERSHIP & OPERATIONAL MANAGEMENT 
• Cross-functional coordination across CRM, customer operations, digital systems and service-delivery workflows. 
• International stakeholder communication across Kenya, U.S. and Australian client environments. 
• Team onboarding, coaching and mentoring experience, including frontline team support. 
• Operational ownership: requirements → process design → implementation → monitoring → troubleshooting → improvement. 
• SOP and workflow documentation mindset focused on repeatability, accountability and execution. 
• KPI-oriented approach to turnaround time, workflow completion, customer experience and operational visibility. 
• Technology-enabled management using CRM, automation, dashboards/data and connected business systems. 

PROFESSIONAL EXPERIENCE 

SENIOR OPERATIONS & WORKFLOW AUTOMATION LEAD | CRM & DIGITAL OPERATIONS 
The Marisel Group | Remote | Jan 2026 – Present 
• Own day-to-day CRM and workflow operations supporting client acquisition, onboarding, follow-up and service delivery processes. 
• Translate business requirements into structured operational workflows, CRM pipelines, task routing and automation systems. 
• Coordinate operational handoffs across customer-facing processes, websites, forms, calendars, chatbots and booking systems. 
• Monitor workflow execution, identify manual bottlenecks and implement practical improvements to increase operational visibility. 
• Configure and maintain GoHighLevel and Zapier workflows for lead capture, follow-up, reminders, notifications and task management. 
• Support customer journey design from initial inquiry through scheduling, follow-up and completion of service workflows. 
• Maintain accurate CRM records, pipeline stages, tags, statuses and operational information for reliable reporting and follow-through. 
• Develop repeatable processes and documented workflows that improve consistency and reduce dependency on manual intervention. 
• Coordinate requirements and deliverables with international clients and stakeholders, translating operational needs into system changes. 
• Support continuous improvement by reviewing process gaps, troubleshooting issues and implementing measurable workflow 

enhancements. 

SENIOR OPERATIONS & WORKFLOW AUTOMATION SPECIALIST | CRM SYSTEMS 
Real Tasking | Texas, USA | Contract / Remote | Aug 2025 – Aug 2026 
• Managed operational workflows connecting websites, forms, CRM systems, calendars, communications and business tools. 
• Owned execution of CRM and workflow tasks from requirements gathering through implementation, testing and handover. 
• Built automated lead responses, follow-ups, reminders and task workflows using GoHighLevel and Zapier. 
• Coordinated operational requirements across international client environments and translated business needs into actionable system 

workflows. 
• Monitored workflow issues, investigated root causes and resolved process or system problems affecting customer-facing operations. 
• Implemented forms, booking experiences and connected workflows to improve customer movement through operational processes. 
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• Supported integrations with Google Workspace, Calendly, Mailchimp, Stripe, PayPal and Eventbrite. 
• Maintained structured CRM pipelines, records and workflow logic to improve visibility and accountability. 
• Documented repeatable processes and supported consistent execution across recurring operational activities. 
• Worked across operations, CRM and digital systems to reduce repetitive work and improve reliability of customer and internal workflows. 

PROPERTY OPERATIONS & CRM LEAD | CUSTOMER WORKFLOWS 
Venus Property AU | Sydney, Australia | Remote | May 2025 – Jan 2026 
• Managed property operations covering bookings, calendars, listings, maintenance coordination and client communication. 
• Owned operational workflows for leads, bookings, maintenance requests and customer follow-up. 
• Configured and maintained CRM systems and workflows using GoHighLevel, HoneyBook and Zapier. 
• Built and maintained pipelines that gave visibility across customer requests, bookings and operational cases. 
• Created automated onboarding, follow-up, reminder and status-update workflows to improve consistency and response times. 
• Coordinated customer and property information across multiple operational systems and communication channels. 
• Monitored operational tasks and follow-ups to ensure requests progressed to completion. 
• Maintained accurate property, client and CRM information to support reliable service delivery. 
• Supported WordPress, Wix and GoDaddy environments used for property marketing and lead generation. 
• Worked with international stakeholders in a remote operating environment and supported day-to-day service execution. 

DIGITAL OPERATIONS & CRM LEAD | CUSTOMER EXPERIENCE 
The 5 Star Host | Miami, USA | Freelance / Remote | Jun 2025 – Oct 2025 
• Supported end-to-end digital operations for property marketing, lead capture, customer communication and CRM workflows. 
• Coordinated website, forms, booking systems and lead-capture processes to support customer acquisition. 
• Connected websites, forms, calendars and funnels with CRM and business systems. 
• Built CRM workflows and automated email and SMS follow-up sequences. 
• Managed and maintained operational data associated with IDX/MLS listings and customer inquiries. 
• Performed quality checks on property information, descriptions, images and location details before publishing. 
• Coordinated listing updates, publishing and synchronization across connected platforms. 
• Supported ongoing updates to pricing, availability and property information. 
• Maintained structured lead information, tagging, segmentation and follow-up activities. 
• Supported international client delivery through organized workflows, clear communication and consistent execution. 

OPERATIONS & CRM SPECIALIST | DIGITAL SYSTEMS 
ZARIQ | New South Wales, Australia | Remote | Apr 2023 – Oct 2025 
• Supported digital and business operations for international real estate and service-based clients. 
• Maintained CRM records, lead information, client interactions and follow-up activities. 
• Supported lead generation, research, appointment scheduling and customer communication. 
• Created and managed property listings and supported digital content operations. 
• Maintained structured information across operational systems to improve visibility and follow-through. 
• Supported recurring operational tasks and coordinated activities required to move customer and business requests forward. 
• Used CRM and digital tools to organize client information, interactions and next actions. 
• Supported remote collaboration with international stakeholders and client-facing requirements. 
• Identified missing information and operational follow-up needs to reduce delays in task completion. 
• Contributed to organized, repeatable operating processes across real estate and service workflows. 

OPERATIONS & CUSTOMER EXPERIENCE SPECIALIST | LIVE OPERATIONS 
CCI Global | Kenya | Full-time | Oct 2021 – Mar 2025 
• Supported high-volume daily operations including order processing, scheduling and inventory updates. 
• Monitored operational workflows and identified delays, exceptions and cases requiring escalation. 
• Maintained accurate customer records, operational databases and administrative information. 
• Handled customer inquiries through email, chat and phone across service workflows. 
• Resolved customer issues and recorded case details accurately within CRM systems. 
• Worked with Zendesk and Salesforce to manage customer cases, records and operational follow-up. 
• Followed established procedures while maintaining service quality, accuracy and timely execution. 
• Escalated operational exceptions to the appropriate teams and supported resolution through completion. 
• Tracked outstanding operational items and maintained accurate status information. 
• Built a strong foundation in high-volume customer operations, workflow discipline, issue resolution and service execution. 

CUSTOMER OPERATIONS & TEAM SUPPORT ASSOCIATE 
KFC | Kenya | Part-time / On-site | Jan 2021 – Sep 2021 
• Supported customer service and daily restaurant operations in a fast-paced environment. 
• Helped onboard and mentor team members on company standards and customer service procedures. 
• Supported communication between management and frontline staff to resolve operational concerns. 
• Assisted with day-to-day execution of customer-facing operational activities. 
• Handled customer interactions while maintaining service standards and accurate communication. 
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• Supported teamwork and coordination during high-volume operating periods. 
• Helped reinforce standard operating procedures and customer service expectations. 
• Contributed to service improvements related to customer satisfaction and team coordination. 
• Escalated operational concerns to management and supported follow-through. 
• Built an early foundation in frontline operations, team support, customer experience and execution discipline. 

EDUCATION 
• Data Analysis | Coursera | Mar 2025 – Jul 2025 
• Diploma in Architecture | Nairobi Institute of Technology | Sep 2018 – Nov 2021 

SELECTED OPERATIONS & SYSTEMS PROJECTS 
• AI Workflow Automation — CRM, automation and integrations designed to reduce repetitive work and improve operational handoffs. 
• Real Estate Operations — CRM, workflow design and operational systems supporting property management, lead management, listings 
and follow-up. 
• Contento Workflow Optimization — Workflow optimization project documented in portfolio as reducing content production costs by 25%. 
• IsraelOS — TypeScript application concept for organizing projects, learning, finances, goals and business activities. 
• ZariQ — Property technology concept focused on property discovery and connected digital workflows. 

TOOLS & TECHNOLOGY 
CRM: GoHighLevel, HoneyBook, HubSpot, Salesforce, Zendesk | Automation: Zapier, Make | Operations: Google Workspace, Calendars, 
Forms, Booking Systems, Reporting | Payments: Stripe, PayPal | Web & Systems: WordPress, Wix, GoDaddy, APIs | Development: 
TypeScript, JavaScript, React, Next.js, Git, GitHub 
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