George Stathopoulos

Customer Experience & Quality Lead

Athens, Greece  mindanticipation@gmail.com linkedin.com/in/georgstathopoulos

george-stathopoulos.github.io

PROFILE

Customer experience and support operations leader with 13+ years in SaaS and the WordPress ecosystem.
Proven track record of improving customer experience, scaling support operations and driving measurable
business outcomes. Specialised in support transformation: Zendesk migrations, Al-driven support
optimisation, workflow automation and cross-functional service design, using Al to give teams more time for
the conversations that need a person.

13+ years 90% - 94% ~24h - hours ~30%
in SaaS and support CSAT at WP Media first response time fewer Imagify tickets
leadership through Al automation
EXPERIENCE
WP Media WP Rocket - Imagify - RocketCDN Mar 2023 - present
Customer Experience & Quality Lead CURRENT Jan 2026 - present

Promoted as the customer experience function evolved, expanding from support operations into end-to-end
customer experience and quality strategy across WP Media products. Responsible for support operations, CX
strategy, quality systems, workflow design, Al-driven support optimisation, reporting, and alignment with
Product, Engineering and Marketing.

Head of Support Mar 2023 - Jan 2026
e Led the migration from Help Scout (8 mailboxes) to Zendesk, building a scalable support operations system
across multiple products and teams.

e Reduced first response time from ~24 hours to a few hours through workflow redesign, prioritisation logic
and operational improvements.

e Increased CSAT from 90% to 94% through structured quality programmes and support process
improvements.

« Reduced Imagify ticket volume by ~30% through Al-powered automation and improved self-service flows.

e Designed and implemented 100+ standardised support workflows, improving consistency and efficiency
across teams.

e Established structured escalation processes across Support, Product and Engineering, improving resolution
speed and alignment.

e Introduced support tiering frameworks that reduced unnecessary escalations and improved operational
clarity.

e Built RocketCare, a premium installation and onboarding service, improving onboarding and support
monetisation.

e Led and developed a team of ~18 support professionals through operational leadership, coaching
frameworks and quality systems.


mailto:mindanticipation@gmail.com
https://www.linkedin.com/in/georgstathopoulos/
https://george-stathopoulos.github.io/

WPMU DEV Jun 2013 - Mar 2023

Head of Sales & Accounts Jul 2017 = Mar 2023

e Led global accounts and customer operations across a distributed SaaS organisation.

= Owned onboarding, retention, account management and customer success workflows across key
segments.

= Improved operational scalability by designing reporting systems and customer lifecycle processes.

Support Team Lead May 2015 - Jul 2017

e Led a support team responsible for customer issue resolution, onboarding and product guidance.

e Implemented coaching, training and performance frameworks to improve team consistency and output
quality.

Accounts Support Specialist Jun 2013 - May 2015

e Managed customer accounts, billing issues and retention-related enquiries.
e Supported customer onboarding and account lifecycle processes.

CORE COMPETENCIES SELECTED PROJECT

Customer experience strategy Support operations leadership
Gatehouse - 2026

Free, open-source WordPress plugin

Knowledge management Service design that shows what each plugin spends on
Al, stops spending with budgets and

Al-powered support automation Process & workflow design

Customer journey optimisation Escalation management hourly limits before calls are sent, and
Cross-functional leadership Documentation strategy shows which plugins send personal data

to Al providers, with redaction per
Quality governance plugin.

george-stathopoulos.github.io/gatehouse
TOOLS & PLATFORMS

Zendesk Help Scout Metabase Looker Studio APPROACH TO Al

Ji A Trell Mi | Stri Hubstaff .
e sana retio xpane fipe ubsta People stay in charge. | use Al to automate

Google Workspace Al support tools the repetitive, never the relationship, with
privacy by default and results measured before

LANGUAGES they're trusted.

Greek (native) - English (professional)

George Stathopoulos - CV george-stathopoulos.github.io
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