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Leader Profile


Analytics thought leader and executive skilled at creating customer value via collaborative problem-solving, production of data-driven insights at scale, and knowledge management





Professional Experience


HUMANA


Empowering members to live healthy, active and rewarding lives





Digital Analytics & Insights Strategic Consultant	June 2015 – present


Recruited by EVP, Digital (Alex’s leader at TIAA) to lead development of analytics products for 400+ person digital team. Developed value solution that measures performance of customer experience portfolios for all business lines. Partnered with Finance to develop and socialize the value story with highest levels of management to gain buy-in, alignment, and adoption of the solution and governance. Actively collaborating with other analytics leaders (distributed across the enterprise) to drive enterprise alignment of the solution.


Selected Successes: 


Successfully applied KPIs and predictive models to top 20 digital experience programs resulting in first ever view into performance of the portfolio. Currently leveraging these new insights to develop program level measurement plans and learning agendas.


Actively building upon these successes to scale the solution to CRM (Consumer Engagement) and Call Center Operations and collaborating with IT to enable scale.


TIAA, Charlotte, NC


100 year old company created to take care of people, act with integrity, and deliver excellence





Digital Analytics Sr. Director	August 2011 – June 2015


Set Digital Analytics agenda and managed annual budget of $2.8MM. Licensed competitive intelligence data and partnered with Integrated Marketing teams to analyze success of top marketing initiatives. Oversaw development of automated forecasting tool that significantly improved traffic volume predictions. Integrated customer sales funnel and voice of customer data to uncover five key opportunities for key product line resulting in $16MM annual incremental benefit.


Selected Successes: 


Expanded team from two to twenty-two associates including onboarding of an analytics business process outsourcer, which reduced overall costs to serve by 50%.


Zero associate turnover during entire tenure.


�HYPERLINK "https://www.forrester.com/report/TIAACREF+Embarks+On+Analytics+Governance/-/E-RES115164?isTurnHighlighting=false%3fhighlightTerm=tiaa-cref%2520governance&highlightTerm=tiaa-cref%2520governance"��Recognized by Forrester� for developing leading intake and analytics performance measurement systems.


USAA, San Antonio, TX


Leading and inspiring actions that improve lives in the military and local communities.


Member Insights Director	July 2007 – August 2011


Developed digital KPI reporting that summarized monthly results and customers’ experiences across business perspectives including impacts on acquisition and retention outcomes. Delivered to over 200 senior leaders including the CEO. Helped initiate best in class attribution system that diagnosed success drivers across channels, product, customer, and operational perspectives. Stood up digital A/B test and learn program, which achieved over $18 million in incremental profits in the first year.











Career Summary





( Throughout 20 year career, served in vast array of analytics roles within central parts of highly successful, service-oriented Fortune 100 enterprises





( Effective and efficient problem-solver, systems thinker, and change agent. Proven to develop analytics products that generate high-impact insights at scale





( Able to clearly and concisely communicate complex topics and influence peers as well as highest levels of management








Areas of Expertise 


( Valuing customer experiences


( Self-service adoption


( Conversion optimization


(	Voice of Customer Analytics


( KPI measurement frameworks


( Attribution modeling


( Multi-variate testing


( Analytics Product Management


( Customer interaction network graphs


( Behavioral segmentation


( Business Intelligence
































Professional Experience Continued





FIDELITY INVESTMENTS, Boston, MA


Sharing financial expertise to help people live the lives they want


Sr. eBusiness Analytics Manager	July 2006 – July 2007


Actively partnered with eBuiness management and customer experience client teams to set analytics objectives, measurement protocols, and plans. Planned and executed cross-channel analyses using advanced tools and methodologies. Developed KPI metrics and dashboards for both B2B and B2C business lines. Created framework for web and mobile 2.0 measurement. Led team of offshore analysts.


UPS, Atlanta, GA 


Leading service provider of global supply chain management solutions


Web Analytics Manager	October 2003 – July 2006


Stood up web analytics program for UPS.com. Promoted and led team that managed online reporting in collaboration with cross-functional business teams. Collaborated with multiple information systems teams to integrate operational data with voice of customer, transactional data, 3rd party, behavioral, surveys). Analyzed success of digital marketing campaigns and UPS.com retail applications.


Industrial Engineering Supervisor	March 1998 – October 2003


Created an analytics product that led to reduction of 5,800 service failures per week for the Southeast Region operations and saved $2.5 million annually. Rolled out to all regions nation-wide. Mined and synthesized data from the UPS data warehouse, which was one of the top three largest databases in the world at the time. Developed predictive package flow models, which improved operational efficiency by 130%. Created an automated balanced scorecard reporting system with weekly distribution using Oracle data, MS Access, and Excel.�


Additional Relevant Experience


Youth Sports Coach and Referee – 15 years of volunteer service within local youth sports communities


Forrester Customer Insights Leadership Board Member – 2013-2015 – Developed network of peers, analysts, and advisors


Cooperative mentorship program – Participated in Georgia Institute of Technology’s cooperative program working as engineer for Milliken & Company and Kimberly Clark Corp. while attending school


Public Speaking and Group Huddle Facilitator – 2013-2017 - Presented on multiple occasions including Predictive Analytics World; facilitated eight group huddles of leading practitioners at � HYPERLINK "https://www.digitalanalyticshub.com/us_2017/huddle-leaders" ��Digital Analytics Hub�


Active Member of the Test & Learn Community – Frequently asked to speak to community members�


Education 


Masters of Business and Administration, Georgia State University, Atlanta, GA, 2004


Bachelors of Science in Industrial Engineering, Georgia Institute of Technology, Atlanta, GA, 1998


President, Georgia Tech Soccer Club, 1995-1997


Kimberly-Clark Corp. Academic Scholarship for Excellence�


Endorsements


�HYPERLINK "http://www.linkedin.com/in/alexdestino/"��See additional endorsements at LinkedIn�





“Alex’s leadership abilities and relentless drive for success are evident in the strength of the team that he built. Alex understands process and has a talent for bringing the right people and resources together to accomplish business initiatives that are bigger than himself.” 


– Nathan Caskey, 2015, TIAA Business Analyst and Alex’s direct report
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