PAUL COHEN
(720) 363 - 6674







              pcohenpmc@gmail.com
TECHNICAL SUPPORT LEADER
A highly-engaged and valued technical asset adept at driving consistent improvements to customer service levels, leading troubleshooting initiatives, and initiating process improvements on a wide variety of software, hardware, and telecommunications products. Recognized for supporting a variety of peripherals and related products, while simultaneously implementing critical sales and product upgrade focused practices. A leader, mentor, resource, and professional praised for consistently and quickly resolving problems and applying updated best practices. 

CORE COMPETENCIES
Repairs • Troubleshooting • Operations • Testing • Training • Inspection • Supervision • Installation 
• Modifications • Maintenance • Customer Service • Systems • Telecommunications • Quality
Help Desk • VMS • Consumer Electronics • Cold Calls • Sales • Wireless • IT
TECHNOLOGY
O/S:
Windows 95/98/ME/2000/XP/Vista/Windows 7, OS X 10.6.8 - OS X 10.7.2, UNIX, Palm OS, 
Applications:
Microsoft Office Suite, Corel, WordPerfect, IBM Lotus Suite
Hardware:

Complete Apple and Mac line of products and peripherals
PROFESSIONAL EXPERIENCE
APPLE 





Boulder, CO



         2010 - Present

Technical Customer Service Representative

Primary telephone Point of Contact valued for effectively and efficiently troubleshooting and resolving challenges with the iPhone and iPod. Quickly and accurately provided a positive client experience.
· Repeatedly recognized for generating outstanding customer support and team contributions
RELIABLE PRINTING SOLUTIONS
Boulder, CO 





2010

Representative
Sales-focused professional who made persuasive calls to potential clients to promote the consistent utilization of custom made ink cartridges. Detailed and thorough client analysis included the capture of critical data such as the make and model of current printers and ink. 
· Partnered with appropriate sales representatives to complete and close sales  

SPRINT





Englewood, CO 



2008 - 2009

Technical Customer Service Representative

Successfully assisted multiple key corporate and personal clients by accurately troubleshooting and resolving issues with cell phones and wireless internet cards. Properly upgraded software applications on phones to better prevent a repeat of the problem. 
· Client-facing initiatives included educating customers on the proper use of features and abilities  
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Experience Continued

PAR TECH INC.



Boulder, CO        



2007 - 2008

Technical Customer Service Representative (Contract)
Hands-on technical resource who made consistent, timely, and substantial contributions to all levels of business clients, as they were challenged with point of sale problems related to software and hardware functionality. Effectively received and resolved live customer calls as well as a ticketing system to quickly respond to client issues.  Thoroughly fixed some problems via live support and other issues via remote support to better enable business continuity. 

· Personally contacted card processors to better fix deposit issues when discrepancies in batch statement arose
DIRECT TV




Englewood, CO 




2007

Technical Customer Service Representative

Skilled asset adept at troubleshooting issues that prevented clients from being able to use their satellite services.  Fully and clearly educated clients on the wide variety of features and abilities which prevented repeat complaints and enhanced satisfaction. Analyzed the challenges and determined if a technician needed to be engaged. 

· Increased revenues by up-selling the client on the protection plan which covered the cost of technician visit
DISH NETWORK









2006 - 2007

Technical Customer Service Representative, Team Leader

Effectively oversaw the sales and operations activities of 5-15 agents and technical support personnel. Focused on problem resolution, revenue generation, and filling the sales pipeline. 

ADVANCED COMPUTER TECHNOLOGIES  





2002 - 2005 
Manger and Computer Technician 
Hands-on resource who successfully led individual and team initiatives that included customer service, sales, and the complete technical support of desktops, network computer systems, and point to point services. Positively improved sales by 44% while simultaneously increasing the customer base by consistently giving outstanding customer service. Primary Team Manger and Subject Matter Expert who oversaw a team of 5 Echo Star/Dish Network Technical Support professionals. 

· Effectively promoted and recommended packages and peripherals to clients that would maximize value for the customer 
· Promoted form entry level position to team manager within 6 months
· Efficiently and consistently motivated the team to produce and reach sales and performance goals set by Sr. Stakeholders
