
EXPERIENCE

SUMMARY

EDUCATION

Operations and customer experience leader with
more than 22 years of experience building
teams, improving processes, and delivering
exceptional client outcomes. Proven track record
leading customer-facing teams, developing
employees, implementing scalable operating
procedures, and partnering across departments
to improve service delivery. Known for balancing
accountability with coaching, using data to drive
decisions, and creating efficient processes that
improve both team performance and customer
satisfaction.

STRENGTHS

CERTIFICATIONS

Team Leadership & Employee Development

Client Success & Customer Experience

Onboarding & Process Improvement

Performance Metrics & KPI Management

Cross Functional Collaboration

Change Management

Training & Development

Escalation Resolution

Workflow Optimization

Documentation & SOP Development

2 0 2 4  –  2 0 2 5Senior Project Manager, Sales Effectiveness

Regional Operations Manager

Senior Manager, Customer Service

RB Global | Westchester, IL - Sacramento, CA 

Ritchie Bros | Sacramento, CA

Ritchie Bros l Kansas City, MO

Led cross-functional initiatives focused on improving customer
experience, operational efficiency, and service delivery across North
America.
Partnered with operations, sales, customer support and technology
teams to streamline onboarding and customer-facing processes.
Developed and implemented stardardized procedures, training material
and communication plans that improved consistency and reduced
operational friction.
Facilitated stakeholder alighnment across multiple departments,
ensuring successful implementation of new processes and organizational
initiatives. 
Coached leaders and frontline teams through change initiatives while
maintaining focus on customer experience and business results.

Led multi-site operations with responsibility for customer satisfaction,
employee performance, and operational results.
Managed and developed site leadership teams through regular
coaching, performance discussions, and development planning.
Monitored operational metrics and customer feedback to identify
imrovement opportunities and drive accountability.
Resolved complex customer issues and escalations while maintaining
strong relationships and positive business outcomes.
Collaborated with sales, customer support, and operational leaders to
improve communication, service delivery, and overall customer
experience.

Led customer service teams supporting high-volume client interations
across multiple locations.
Improved service processes, reduced response times, and enhanced
customer satisfaction through process imporvements and employee
development. 
Developed and delivered training programs, onboarding support, and
performance coaching for new and existing employees.
Established clear service expectations, accountability measures, and
operational standards. 

2 0 1 9  –  2 0 2 4

2 0 1 3  –  2 0 1 9

Masters of Science, Organizational Development
Avila University 2022

Avila University 2018
Bachelors of Science, Business Management

Quality Matters Professional Development
Applying the QM Rubric
Connecting Learning Theories to
Teaching Strategies

Certified Scrum Master (CSM)
California Substiture Teaching Permit
OSHA 10 Certification

O p e r a t i o n s  |  C u s t o m e r  E x p e r i e n c e  L e a d e r
H E A T H E R  R I C K E Y

816.565.1544 www.hrickey.com

Additional Experience

Manage daily business operations, customer experience, event
coordination, and community engagement.
Develop service processes, training procedures, and operational
workflows to support business growth and customer satisfaction. 
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Co-Owner | Cork & Co.
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