Diego Hernandez

Product Owner

diego.hernandez@email.com €4 (555)487-2103 4 Denver, CO ¢ linkedin.com/in/diegohernandez

Summary

Product Owner with 7 years at Salesforce and ServiceNow owning roadmaps for 9 product squads across CRM and ITSM. Drove

$24M incremental ARR from 4 launches and lifted product NPS from 41 to 64. CSPO, SAFe POPM, and Pragmatic Institute Level
IIT certified.

Experience

Product Owner — Service Cloud

Salesforce — Denver, CO — Jul 2021 - Present

Owned the roadmap and backlog for Service Cloud Case Routing serving 80K customers.
* Drove $24M incremental ARR from 4 launches over 24 months

* Lifted product NPS from 41 to 64 via 180+ customer discovery interviews

* Reduced backlog age from 142 to 38 days through ICE-prioritization framework

* Co-led OKR alignment with engineering; on-time release rate rose from 73% to 92%

Senior Product Manager

ServiceNow — Santa Clara, CA — Aug 2017 - Jun 2021

Senior PM on the ITSM Now Assist team.

* Launched 4 features used by 35K+ customers within 6 months of GA

» Reduced support tickets 22% via in-product guidance redesign

Education
B.S.

University of Colorado Boulder
Information Systems

Boulder, CO

Aug 2011 - May 2015

GPA: 3.71/4.0

Skills

Agile Methodologies —  Product Development — Leadership — Communication
Cloud Computing



