DANAI N. MALIANGA-TORRENCE
(443) 248-3327 | dmalianga@gmail.com | linkedin.com/in/dmaliangatorrence | Bowie, MD

GLOBAL CUSTOMER SUCCESS EXECUTIVE
Customer Success executive with 15+ years architecting and scaling enterprise CS operations that drive retention, accelerate product adoption, and maximize net revenue retention across global SaaS and technology environments. Proven leader building high-performing teams, defining customer lifecycle strategies, and achieving measurable business impact: 15-25% improvements in retention metrics, 35% reduction in time-to-value, and $500M+ in strategic account wins.
Expert at translating C-suite vision into scalable customer experience frameworks across multi-region accounts. Combines operational rigor with strategic account leadership—partnering with Product, Sales, and Engineering to influence roadmap priorities while championing customer advocacy programs that drive references, expansion, and long-term partnerships.
Core Competencies:
Global CS Strategy & Execution | Team Building & Leadership Development | Customer Lifecycle Management | Enterprise Onboarding & Adoption | Churn Prevention & Net Revenue Retention | Strategic Account Management | Executive Stakeholder Alignment | Customer Health & Analytics | Cross-Functional Collaboration | SaaS Metrics & KPIs | Customer Advocacy Programs | Process Automation & Operational Excellence| Training Curriculum Design & |

KEY ACHIEVEMENTS SNAPSHOT
✓ 15% retention uplift & measurable NRR expansion through global CX strategy and AI-driven automation
✓ $500M+ in strategic account wins leveraging competitive intelligence and customer-centric value propositions
✓ 35% reduction in time-to-value via streamlined onboarding workflows and governance frameworks
✓ 25% compression in service delivery timelines enabling scalable growth and larger portfolio management
✓ 20% improvement in Customer Health Scores through tailored success plans and engagement frameworks
✓ Global team leadership across North America, Europe, and remote teams with proven track record of team development
✓ Cross-functional influence partnering with Product, Sales, and Engineering to drive customer-centric roadmap priorities


PROFESSIONAL EXPERIENCE
VICE PRESIDENT, CUSTOMER EXPERIENCE | EcoMap Technologies — Baltimore, MD
2024 – 2025
Led national Customer Success operations for investor-backed SaaS platform serving enterprise clients worldwide. Drove customer lifecycle excellence from onboarding through expansion, partnering with C-Suite to deploy AI-driven automation and ROI frameworks that accelerated adoption and positioned accounts for long-term growth.
Strategic Leadership & Team Development:
· Achieved 15% retention uplift and measurable NRR expansion by engineering global CX strategy calibrated to investor-backed growth milestones and customer acquisition targets
· Built scalable customer success frameworks including Joint Success Plans, Impact Reviews, and executive-level ROI dashboards that quantified value realization and strengthened C-suite relationships
· Compressed service delivery timelines by 25% and enabled team to manage larger portfolios by collaborating with executive leadership to launch AI-driven automation across customer touchpoints
Operational Excellence & Governance:
· Guaranteed compliance and optimized investor confidence by instituting rigorous governance protocols, change-control frameworks, and reporting transparency that elevated operational discipline
· Established customer health scoring methodology and success metrics tracking adoption, engagement, and expansion opportunities across global portfolio
· Developed strategic partnerships with technology vendors to enhance service delivery capabilities and expand market access

ASSOCIATE VICE PRESIDENT, CUSTOMER SUCCESS | League — Toronto, ON
2021 – 2022
Drove Customer Success strategy for fast-growing healthcare SaaS platform serving enterprise and strategic accounts across North America. Delivered executive-level reporting and ROI narratives to boards, C-suite leaders, and investors while collaborating cross-functionally to align customer outcomes with expansion opportunities.
Strategic Account Management & Revenue Growth:
· Augmented Customer Fitness Scores by 20% by implementing governance frameworks and tailored success plans for global accounts, creating visibility into adoption dynamics and expansion revenue streams
· Partnered with Product, Sales, and Operations teams to deliver solutions aligned with client objectives, driving increased recurring revenue and positioning accounts for contract renewals
· Built customer advocacy motion through strategic relationship cultivation, resulting in references, case studies, and referral opportunities that supported pipeline generation
Customer Lifecycle Optimization:
· Developed executive engagement model ensuring C-suite alignment, regular business reviews, and proactive risk mitigation across strategic account portfolio
· Nurtured long-term partnerships through impact planning that enhanced client outcomes, increased product adoption, and strengthened competitive positioning for renewals

VICE PRESIDENT OF PROFESSIONAL SERVICES | VisibleThread — Dublin, Ireland
2018 – 2021
Directed global professional services organization supporting complex SaaS implementations across enterprise and commercial sectors. Built scalable onboarding frameworks and customer success programs that maximized satisfaction, accelerated time-to-value, and positioned organization for account expansion.
Service Delivery & Customer Retention:
· Led 20% reduction in time-to-value and 15% increase in client retention by managing global onboarding, renewals, and escalation resolution that positioned accounts for organic expansion
· Engineered customer health dashboards and forecasting models that enhanced reporting accuracy by 30%, reduced unanticipated churn, and provided early visibility into at-risk accounts requiring intervention
· Strengthened enterprise client relationships through strategic account planning, engagement frameworks, and value expansion initiatives that resulted in multiple contract renewals and scope expansions
Team Leadership & Cross-Functional Collaboration:
· Built and mentored professional services team across multiple geographies, establishing enablement programs and career pathing that drove team performance and retention
· Collaborated with Product and Engineering to translate customer insights into roadmap priorities, resulting in feature enhancements addressing top adoption barriers
· Developed customer success playbooks, implementation methodologies, and best practices that scaled across global customer base



CUSTOMER SUCCESS EXECUTIVE CONSULTANT | Independent Consultant — Remote
2022 – 2024 | 2025 – Present
Provide fractional VP-level Customer Success consulting to SaaS and technology companies focused on operational transformation, team development, and retention optimization. Architect scalable customer success frameworks that maximize adoption and drive measurable business impact.
Customer Success & Lifecycle Management:
· Slashed time-to-value by 35%, strengthened portfolio NRR, and accelerated client activation through development of streamlined onboarding workflows, governance protocols, and Joint Success Plans
· Developed Impact Review frameworks and ROI narratives that quantified value realization, strengthened executive relationships, and created pathways for service expansion
· Engineered scalable client engagement models that reduced time-to-value, improved customer health scores, and positioned clients for organic growth
Strategic Partnership & Business Development:
· Generated $500M+ in strategic wins by leading account planning efforts, developing compelling value propositions, and conducting comprehensive competitive analyses aligned with customer requirements
· Established strategic partnerships with prime contractors and technology vendors to expand market access and enhance service delivery capabilities
· Accelerated pipeline velocity through competitive intelligence and strategic positioning that ensured customer expansion and win probability

DIRECTOR OF PROFESSIONAL SERVICES | Privia — Herndon, VA
2010 – 2016
Led service delivery operations for enterprise cloud migration projects spanning commercial healthcare organizations. Architected customer lifecycle strategies and managed complex technical implementations that drove adoption, ensured SLA adherence, and positioned organization for contract renewals and expansion.
Implementation & Client Success:
· Drove adoption and contract renewals by architecting customer lifecycle strategies for enterprise cloud migrations that integrated change management, user adoption best practices, and continuous value demonstration
· Enabled sustainable growth trajectories by steering multi-year digital transformations, positioning organization for follow-on opportunities and expanded service scope
· Achieved measurable improvements in customer satisfaction and operational efficiency through data-driven service enhancements and continuous feedback loops

EARLIER CAREER: CUSTOMER SUCCESS & STRATEGIC ACCOUNT LEADERSHIP
Senior Project and Proposal Manager | Magellan Health — Columbia, MD (2016 – 2018)
Directed strategic account planning and competitive positioning for multi-million-dollar healthcare contracts. Led cross-functional teams through complete customer lifecycle in alignment with client requirements and business objectives.
· Amplified win rates by 25% over two years by conducting comprehensive competitive analyses, risk mitigation strategies, and strategic account planning to enhance customer value delivery
· Translated complex stakeholder requirements into compelling solutions by fostering collaboration across clinical, technical, and business development teams
Principal Contract Specialist | Arinc Managed Services — Annapolis, MD
Led strategic renewals and account expansion for enterprise contracts, conducting comprehensive risk analyses and competitive positioning to maximize retention and customer success.
· Accelerated renewal rates from 70% to 90% by conducting thorough risk analyses, leading strategic customer engagement efforts, and ensuring comprehensive account health monitoring

EDUCATION & EXECUTIVE DEVELOPMENT

Executive Master of Business Administration (E-MBA) — In Progress
University of Maryland, Robert H. Smith School of Business | College Park, MD
Bachelor of Science in Microbiology
Colorado State University | Fort Collins, CO
Proposal Management & Customer Success Leadership
Association of Proposal Management Professionals (APMP)


TECHNICAL PROFICIENCIES
Customer Success Platforms: Salesforce | Gainsight | ChurnZero | Zendesk | Clari
Analytics & Business Intelligence: Tableau | Power BI | Mixpanel | Heap
Collaboration & Project Management: Jira | Confluence | Asana | Miro | Smartsheet | Airtable | Slack | Microsoft Teams
Additional Platforms: AWS | Learn Upon | Tango | Microsoft 365 | MacOS

Willing to relocate | Available for immediate hire

