Mark Trout
Aurora CO, 80015


303 766-1837 


        mtrout15975@yahoo.com
Customer Service/Client Support professional
Skilled Customer Service Professional with 10+ years’ experience providing superior service to a diverse customer base, both on the phone and in- person.  Experienced in library, recreation, and travel organizations. Selected areas of expertise and training are:
· Superior telephone skills
· Able to provide customers with product and service information
· Problem identification and resolution
· Microsoft Word & Outlook
· Bachelor of Arts Degree

· Able to spot trends in customer problems
· Outstanding research skills
· Proficient in logging data in Excel Spreadsheets
· Articulate, excellent communication skills
· Analytical/problem solving skills 

Professional Experience
Arapahoe Library District, Centennial, CO




2011-2013

Material Handler/Customer Service Associate






· Provided assistance to librarians in the maintenance of collections of books, periodicals, magazines, newspapers, and audiovisual and other materials.
· Processed and shelved returned library materials
· Searched for requested library materials

· Checked in library materials from patrons

Carlson Wagonlit, Englewood, CO





2003-2009
International Travel Company specializing in business travel and event management.
Lead Profile Manager

· Created a daily and monthly reporting log on call center statistics.

· Created updated and deleted company profiles using various programs

· Assisted with booking and research of Eurail reservations for customers

· Administered the tracking and validity of corporate vouchers
· Answered customer calls regarding travel details, averaging 40-60 calls per day
Navigant TQ3, Englewood, CO                        



1989-2003
International Travel Company specializing in International Business travel

Customer Center Support Agent/Special Projects

· Maintained call flow resulting in reduced wait times for customers

· Maintained a professional demeanor when working with customers 

· Investigated and resolved escalated and complex customer service issues/calls/complaints obtaining necessary information from policies and procedures

· Managed telephone/email inquiries concerning products in a timely manner

· Facilitated communication with customers to ensure accuracy

Additional Professional Experience

Aurora Parks and Recreation-Recreation Assistant

Achievements/Awards
· Received Award for Outstanding Customer Service 
· Recognized by Carlson Wagonlit for accuracy and timely phone system reports

· Recognized by Aurora Parks and Recreation for Outstanding Performance and Dependability as a Gymnastics Instructor
Education/Training
United Airlines, Denver, CO

Agent Ticket Booking Training

Colorado Mesa University, Grand Junction, CO
B.A., Recreation, Administration
Parks Junior College,
Denver, CO



Diploma, Travel and Tourism
