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ZOOX
Architecting a Lifecycle Engine for a Category That Didn't Exist Yet —

from Zero, in Under a Year.
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1.7M
T O TA L  S E N D S

32 active journeys

75.1
AV G .  O P E N  R AT E

235% above benchmark

18
W A I T L I S T  →  R I D E R

695+ completed rides

8.8K
A P P  D O W N L O A D S

Driven by LCM

<0.3
U N S U B S C R I B E  R AT E

At 1.7M send volume

T H E  B R I E F

There was no playbook. No
benchmarks. No journeys. I built all
of it.

I joined Zoox days before the SF launch with a clear

mandate: develop and execute a comprehensive

lifecycle marketing strategy, build and launch

journeys independently, and serve as the main

CRM contact across cross-functional teams.

A Salesforce Marketing Cloud platform had been

stood up by an agency — but there were no active

journeys, no strategy framework, no governance,

no reporting. The waitlist held hundreds of

thousands of people waiting to ride something that

had never existed in their city. Every touchpoint

carried reputational weight in a category defined by

public anxiety and regulatory scrutiny. Batch-and-

blast was never an option. Long-term success

meant a personalized, end-to-end program that

nurtured riders at every stage — and reporting that

could prove it.

P E R F O R M A N C E  V S .  I N D U S T R Y

The numbers don't need a disclaimer.

M E T R I C I N D U S T R Y Z O O X

Open Rate 22.7% 75.1% ↑

CTOR 12% 13.2% lift ↑

Unsub Rate 0.3% <0.2% ↓

Waitlist → Rider ~10% 18% ↑

Journeys built — 32 from zero

S T R A T E G I C  F O U N D A T I O N

Value Exchange as the Operating Principle — Across Every Journey, Every
Channel

To move at immense pace without sacrificing quality, I built a foundational operating system before

turning on the pipelines. The 4-stage framework (Acquire → Engage → Iterate → Learn) mapped

every touchpoint to measurable outcomes. I established RAPID decision-making, a T-shirt sizing

approvals model, and standardized briefing templates that reduced campaign launch times from 4–6

weeks to 1–2 weeks. I also stood up a full agency engagement model with WPromote from zero —

managing onboarding, deliverables, and governance to scale to 15+ campaigns per quarter.

C O P Y  R E F R A M E :  O B L I G A T I O N  →  I D E N T I T Y

"Take the survey" → "Help us get you ready to ride in SF and beyond."

"Download the app" → "Your Zoox trip is just a few taps away."

"Generic eligibility notice" → "You're one of the first to ride Zoox in San Francisco."

"Learn about Zoox" → "Meet the future of ride-hailing."

G O V E R N A N C E  &  S C A L A B I L I T Y

Built to Outlast Any One Person

Five stakeholder groups. A live consumer product. I

implemented RAPID to give every stakeholder a defined lane.

Tier 3 tweaks: 1–3 days. New architecture: 3–8+ weeks.

Launch times dropped from 4–6 weeks to 1–2 weeks.
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C R E A T I V E  E V O L U T I O N  —  F R O M  I N H E R I T E D  S C A F F O L D I N G  T O  2 . 0  S Y S T E M S

+ % % + %



J O U R N E Y  A R C H I T E C T U R E

From Inherited Scaffolding to a Hypersegmented
Conversion Engine

Waitlist 2.0: Evolved 1–2 transactional survey prompts into a 5-email educational

nurture with SF ZIP-code routing. Result: ~80% survey completion rate — the

data foundation powering all downstream personalization.

SF Onboarding 2.0: Replaced a linear 4-email sequence with a 9-touchpoint, 3-

path multi-channel system routing users by behavioral state across Email, Push,

and SMS. Drove a 67.07% avg open rate and 13.2% CTOR lift over 1.0. Exit

conditions fire on install or booking — zero waste, zero friction.

S C A L E  P R O O F  P O I N T S  —  W H A T  T H I S  S Y S T E M  D E L I V E R E D

C O N V E R S I O N  A R C H I T E C T U R E

18
Waitlist-to-Rider Conversion

The behavioral onboarding system converted nearly 1

in 5 waitlist prospects into first-time riders, driving 695+

completed rides — nearly double the ~10% category

baseline.

L O C A L I Z A T I O N  A S  A  G R O W T H  S Y S T E M

60
Open Rate at 98K+ LV Sends

LV Onboarding was fully re-architected — not

translated. Strip context, pickup/drop-off specifics, "no

surge pricing" value props. Proved the localization

playbook now scaling to Miami, Austin, LA, and Atlanta.

C R I S I S  L E A D E R S H I P

22K
Incident Response — Brand Trust Protected

When a data error impacted 22,000+ waitlist users, I

led cross-functional incident response, diagnosed root

cause, and deployed targeted remediation to 1,300+

affected users — protecting brand trust at a critical pre-

launch moment.
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W H A T  T H I S  B U I L T  —  A N D  W H E R E  I T  G O E S  N E X T

A system ready for 6 markets, not just 2.

Every architectural decision was made with scale in mind. The localization

framework is market-ready for Miami, Austin, LA, and Atlanta. The MDM layer

handles ID stitching across new data sources without re-architecture. The

governance model onboards new stakeholders without process debt.

Next layer: AI-powered engagement scoring, AgentForce, geotargeting, in-app

messaging, and LTV-driven behavioral triggers — all buildable on the existing

foundation without starting over.
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