MARK D. KNAPP

720-365-9315
markdknapp@hotmail.com

OBJECTIVE:

Seeking a high-impact position as a Customer Service Representative for an inbound call center. Where a positive and flexible attitude and superb communications skills can be utilized.

SKILLS PROFILE:

	· Data Entry 
	· Problem Solving
	· Customer Service

	· Typing 45 wpm
	· Detail oriented
	· High Volume

	· Team Player
	· 10 Key
	· Multi-tasking

	· Conflict Resolution
	· Computer & IT knowledgeable
	· Pleasant phone voice


PROFESSIONAL EXPERIENCE:

Customer Service Representative Service Magic, Golden, CO                                                   8/06 to 5/07 
· Verified information on questionable Service Request placed on the website. 
· Consistently meet daily quota of 20 calls per hour.

Customer Service Representative Spherion/Visa and Camping World              
                    11/05 to 6/06

· Handled sales calls for VISA gift cards, also worked at Camping World taking calls for catalog and internet sales.  

· Assisted customers with technical issues of products. Also offered additional products and services.

Customer Service Representative
Protocol, Glendale, CO
                


 2003-2004

· Handled sales calls for a major cell phone provider 

· Effectively communicated features and benefits of product to customers 

· Placed orders for new service

Customer Service Representative
Alpine Access, Golden, CO               



 2002-2003

· Utilized PC and DSL technologies to provide professional customer service for high profile clients, such as The Disney Catalog and 1-800-flowers.

· Achieved recognition for being one of the top sellers.

Customer Service Representative
Echostar Communications, Littleton, CO   


2000-2002

· Responsible for setting up accounts for commercial applications of DishNetwork systems 

· Consistently meet and exceeded quality and workload goals. 

· Prevented loss by detecting fraudulent acquirement of services.

Technical Support Engineer
Sykes Enterprises Inc., Bismarck, ND     


1996-1998

· Provided technical expertise solving hardware and software problems.

· Diagnosed problems with Windows, DOS, MS Office, motherboards, hard drives, tape drives, processors, printers, video cards, sound cards, monitors, CD-ROM’s, floppy drives and keyboards.

· Effectively resolved majority of issues with out escalation. 

EDUCATION:

North Dakota State College of Science, Wahpeton, ND

      



1983-1985


Associate of Applied Science Degree in Computer Programming.

