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I'm a Customer Experience & Operations professional with
10+ years of international experience across SaaS, FinTech
and customer operations.

My journey has taken me from leading multicultural teams
to managing strategic clients, supporting market launches
and building processes that make work more effective.

What drives me? Connecting people, solving problems and
turning complex challenges into practical solutions.

Beyond 
the Job Title.

ITALY · PORTUGAL

PEOPLE · PROCESSES · IMPACT



What I Bring 
to the Table.
I bring together customer experience,
operational strategy and people leadership.

From launching products in new markets to
designing scalable workflows, I focus on
making complex operations simpler and more
effective.

My strengths? Connecting teams, improving
processes and turning ideas into action.
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Adapting an international payment platform to the
Italian automotive market.

I helped bring an automotive FinTech platform to
the Italian market, adapting the product and
customer experience to local needs.

Beyond the market launch, I developed
operational tools and processes designed to
support international teams.

THE CHALLENGE

Case Study 01: 
Launching a FinTech Platform in Italy

PEOPLE · PROCESSES · IMPACT

Product localization, customer implementation,
international workflows and tracking tools.

MY CONTRIBUTION

Documentation, workflows and trackers still used by
international teams today.

THE IMPACT



Building Processes That Scale

Developed customer-facing training materials
and step-by-step resources to support platform
adoption and day-to-day operations.

Created training documentation and supported
the onboarding of a new Italian Customer
Success colleague through practical guidance
and knowledge transfer.

CUSTOMER ENABLEMENT

NEW-HIRE ONBOARDING

Designed operational workflows and practical
tools to structure post-sales activities, improve
coordination and support consistent execution.

Created technical guides, troubleshooting
resources, templates and operational
documentation to make complex procedures
easier to follow.

PROCESS DEVELOPMENT

KNOWLEDGE MANAGEMENT

PEOPLE · PROCESSES · IMPACT



Career
Experience

TELEPERFORMANCE & EVA GLOBAL | PORTUGAL
Led multicultural teams of up to 25 advisors, focusing
on coaching, service quality, KPIs and operational
performance.

CUSTOMER OPERATIONS & TEAM LEADERSHIP

BNP Paribas & Aufinity | Portugal · Italy
Experience in credit assessment, banking onboarding
and payment transaction troubleshooting,
collaborating with payment partners including Adyen,
PayPal, Klarna and Swan.

FINANCIAL SERVICES & PAYMENT OPERATIONS

PEOPLE · PROCESSES · IMPACT

NielsenIQ | Portugal
Supported international B2B clients, investigated
technical issues and collaborated with global teams
to improve customer experience and platform
usability.

SAAS OPERATIONS & PRODUCT ENABLEMENT

Aufinity Group | Italy
Supported the Italian FinTech market launch and
developed post-sales workflows, documentation
and tracking tools adopted by international teams.

MARKET LAUNCH & PROCESS DEVELOPMENT



Selected Projects
From complexity to clarity 

PEOPLE · PROCESSES · IMPACT

THE SOLUTION
Centralized customer onboarding, technical
integrations, payment setup and go-live
tracking in one scalable workflow.

THE IMPACT
Improved visibility, coordination and
consistency across international
Customer Success teams.

CSM Workflow Tracker



Selected Projects
From complexity to clarity 

PEOPLE · PROCESSES · IMPACT

THE SOLUTION
Independently designed a centralized ticket
tracking system, including standardized
templates for submitting technical requests
across international Customer Success teams.

THE IMPACT
Adopted by international teams to improve
issue tracking, request consistency and
coordination between Customer Success and
Technical Support.

International Ticket Tracking System



Selected Projects
Turning knowledge into scalable processes.

PEOPLE · PROCESSES · IMPACT
THE SOLUTION
Independently developed
post-sales documentation,
operational playbooks and
training resources
covering customer
onboarding, technical
implementation,
troubleshooting and
Customer Success
processes.

THE IMPACT
Created reusable
knowledge resources to
standardize workflows,
support international
teams and facilitate
onboarding,
collaboration and
knowledge transfer.

International Knowledge Base & Team Enablement
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ALWAYS OPEN TO MEANINGFUL CONVERSATIONS, 
NEW PERSPECTIVES AND OPPORTUNITIES TO CREATE IMPACT.

LET'S CONNECT AND EXPLORE WHAT WE CAN BUILD TOGETHER.

Anna Maria Onorati
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