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PROFESSIONAL SUMMARY

Customer Success Manager with nearly five years of account management and relationship-management experience at OptumRx, 
now owning end-to-end governance, technical triage, and escalation for a Fortune 50 enterprise account on a cloud-based SaaS 
platform at Scriptly. Builds the operating systems that make an account run — reconciling trackers, writing onboarding and 
escalation documentation, and keeping customer communication accurate under deadline pressure — while developing hands-on 
technical fluency across REST/external APIs, webhooks, and release-to-deployment workflows. B.S. in Software Engineering and 
daily fluency with CRM and ticketing systems (Jira/JSM, Salesforce, Zendesk, ServiceNow) speed collaboration with Sales, 
Engineering, and Support.

CORE COMPETENCIES

Account Governance & Tracker Management: Jira/JSM, shared account trackers, SharePoint documentation, ticket-to-
development traceability audits, release/deployment reconciliation
Technical Fluency: REST/external APIs, webhooks, OpenAPI specifications, release branches and environment-specific deployment 
behavior, configuration-driven troubleshooting
Documentation & Onboarding: Support/escalation onboarding guides, root-cause documentation, customer-facing status 
reporting, structured meeting and account notes
Customer Communication & SLA Management: Expectation management under SLA, evidence-based escalation, holding-response 
discipline, translating technical status into accurate customer language
Cross-Functional Collaboration: Agile/Scrum sprint planning, partnership with Engineering/Support/Product, researched technical 
questioning rather than unfiltered request-forwarding

PROFESSIONAL EXPERIENCE

Customer Success Manager — Scriptly Aug 2026 – Present
● Serve as dedicated Customer Success owner and primary escalation point for a Fortune 50 enterprise pharmaceutical account 

on a cloud-based SaaS platform, operationalizing account governance across Jira, shared trackers, SharePoint, and 
release/deployment workflows.

● Built and delivered a customer-facing JSM onboarding and support guide covering ticket intake, access, escalation structure, 
tracker usage, and process limitations, used as the account's standing reference document.

● Built and delivered a time-sensitive, customer-facing release-status workbook reconciling release assignments, QA evidence, 
and deployment history across dozens of in-flight tickets under a hard same-day deadline, clearly separating confirmed items 
from those still pending engineering confirmation.

● Expanded technical fluency across REST/external APIs, OpenAPI specifications, webhooks, release branches, and environment-
specific deployment behavior, translating engineering status into accurate customer-facing communication without inventing 
ETAs or overstating resolution.

● Audit and reconcile tickets against development work to eliminate stale status, duplicate records, and ambiguous ownership, 
earning direct positive feedback from customer stakeholders and internal leadership for documentation, accountability, and 
account organization.

● Partner daily across Engineering, Support, and Product leadership, participate directly in Agile sprint planning, and translate 
customer feedback into prioritized, actionable requirements, approaching technical teams with researched, specific questions 
rather than forwarding unfiltered customer requests.

Pharmacy Operations Coordinator — CenterWell Pharmacy (Humana) Dec 2025 – Apr 2026
● Served as primary liaison between pharmacy operations and IT, documenting and escalating system defects across enterprise 

platforms in ServiceNow with detailed technical write-ups.

Senior Pharmacy Care Coordinator — Centene Feb 2024 – Dec 2025
● Triaged and documented user-reported issues in Jira and produced system documentation across compliance-heavy enterprise 

platforms, coordinating across clinical, technical, and member-facing teams under strict regulatory and turnaround 
requirements.

Certified Pharmacy Care Coordinator — OptumRx May 2019 – Feb 2024
● Hand-selected to design and launch a new care-coordination program from scratch, writing the documentation and training 

materials still used to onboard new hires today; helped scale the team from 5 to 15 people.
● Built nearly five years of account- and relationship-management experience, maintaining accuracy and durable, long-term trust 

with stakeholders in a fast-paced, highly regulated environment.

EDUCATION

B.S. Software Engineering — Western Governors University, 2026
A.S. Health Sciences – Pharmacy Technician — Ultimate Medical Academy, 2017

https://linkedin.com/in/brianna-brockington

