	Daniel Okafor
CUSTOMER SUCCESS MANAGER
Boston, MA · (617) 555-0188 · daniel.okafor@email.com · in/danielokafor

Customer success manager with 10 years owning relationships from onboarding through renewal and expansion. I turn adoption into retention — running QBRs, building health-score playbooks, and partnering cross-functionally to grow net revenue and lift NPS.
Experience
	Senior Customer Success Manager
	2020 – Present


HubSpot — Boston, MA
1. Own a $4.2M book of 60 mid-market accounts, driving 118% net revenue retention through proactive QBRs and expansion plays.
1. Lifted segment NPS from 54 to 72 in 12 months via structured onboarding and a customer feedback loop.
1. Cut churn 22% by building health-score playbooks in Gainsight, later adopted across the CS org.

	Customer Success Manager
	2017 – 2020


Asana — Boston, MA
1. Managed 80 SMB accounts to a 96% gross renewal rate; sourced $600K in upsell pipeline.
1. Ran a voice-of-customer program that informed 12 product roadmap items.

	Account Manager
	2014 – 2017


Wayfair — Boston, MA
1. Grew a portfolio of B2B accounts 30% YoY through relationship management and cross-sell.

	Client Results
118%
NET REVENUE RETENTION
72
NPS (FROM 54)
$4.2M
BOOK OF BUSINESS
96%
RENEWAL RATE

COMPETENCIES
Onboarding & Adoption
Renewals & Expansion
Quarterly Business Reviews
Churn Mitigation
Voice of Customer
Stakeholder Alignment
PLATFORMS
Gainsight · Salesforce
HubSpot · Catalyst · Looker
CERTIFICATIONS
Certified CSM — SuccessCOACHING
Gainsight Associate Admin
EDUCATION
B.A. Business Administration
Boston University · 2014



