Zachary Parker

Director of Customer Relations
Lark Lenses

102 Charles St.

Boston, MA 02114

Dear Zachary Parker,

It's my pleasure to provide this recommendation for Alex as she pursues the
Customer Experience Team Lead position with Lark Lenses. As her supervisor on
the customer service team for the past three years, I've worked closely with Alex
on a day-to-day basis. I'm confident that Alex is ready to transition into a
leadership position. Please allow me to give three examples of Alex's
qualifications for this promotion.

First, Alex embodies our "customer-centric" philosophy and delivers an
extraordinary shopping and ownership experience to our clients. She has
impressed me with her warmth, wisdom, and kindness online, over the phone,
and in person. A few months ago, for example, she spent an hour consoling a
woman who was going through a tough time. The customer has since bought
several glasses from us and referred friends and family members who have
done the same. Alex builds strong relationships with customers and strengthens
our business in the long term. Outstanding support is a cornerstone of our
business model, and Alex consistently provides that service as a Customer
Experience Advisor.

Second, Alex has an in-depth knowledge of our products and operating
procedures. After three years on the support team, she's dealt with a variety of
issues and understands the day-to-day operations and big picture aims of our
business. She can solve problems fast and has introduced several new initiatives
for improvement. Recently, she began working on a new framework to facilitate
communication between the support team and the product team. Alex is
improving the delivery of case notes from support representatives to product
designers. She uses her in-depth knowledge to drive innovation.

Third, Alex has shown leadership skills throughout her time with Lark Lenses.
Her colleagues recognize her as an expert in all things support, and they often
go to her with questions. In the past year, she's helped with the onboarding of
several new employees, assisting with training and checking in weekly to discuss
their progress. Since new employee onboarding will be a large part of her role as
Customer Experience Team Lead, Alex has already proven her capability in this



arena. | know that she has her colleagues' support in stepping into the role of
team leader.

Alex has proven her expertise in customer relations time and time again, and
she is ready to move into a position of team leadership. She is capable,
confident, and committed to our mission of extraordinary support. | look
forward to seeing her in the position of Customer Experience Team Lead with
Lark Lenses. Thank you very much. Please feel free to get in touch with any
guestions.

Sincerely,

Lucie Warby

Customer Experience Manager
Lark Lenses
lwarby@larklenses.com
617-729-5555



