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NHUAN VAN

WORK EXPERIENCE
Customer Service Agent                                                 			July 2005 – Present
Skywest Airlines                                                    			
1. Assisting in rebooking passengers during regular and irregular operations
1. Checking passengers in and boarding domestic and international flights
1. Assisting special with needs passengers, language barriers and unaccompanied minors
1. Resolving customer's complaints and escalate issues to appropriate department
1. Proficient in SHARES system, multitasked using different systems during boarding process

Apple iPhone Technical Support Agent                             			Oct 2008 – Jan 2009
Apple Account – Denver Volt Flex Site                                        	 
1. Troubleshoot Apple iPhone via telephone related to both hardware and software issues
1. Accurately logged all interactions via Apple’s CRM system (iLog).
1. Escalated issues to the appropriate department via phone and SNAK support
1. Achieved satisfied call center metrics including customer satisfaction scores (CSAT), average handle time (AHT), average wait time (AWT) and customer availability.
1. Used iChat to communicate with team leads and team members
1. Used iLog and iDesk to research resolutions for customer's issues
1. Multitasked through multiple systems while troubleshooting with customers via telephone
 
Clerical                                                                        			May 2005 – June 2005 
Spherion with Kaiser Permanente                                             	
1. Performed spreadsheet audit for Kaiser's provider schedule
1. Generated printing and copying of each provider's monthly schedule
1. Prepared training material for training sessions
 
Payment Processor                                               				Oct 2004 – Jan 2005  
Holden Marketing Support Services (HMSS)                               	
1. Performed exceptions for Jostens Yearbook Processing Center
1. Created new remits for each yearbook orders and modified student's yearbook orders
1. Assisted in mail duties such as: sorting, scanning, filing, data entry etc.

[bookmark: _GoBack]Clerical                                     						Oct 2003 – Feb 2004
Colorado Ski Academy                                                              	
1. Performed data entry on student's field trip forms and organized student’s registration forms
1. Performed office duties such as: data entry, filing, faxing, copying, scanning, printing
1. Generated and delivered ski/snowboard field trip forms/fliers to participating schools
1. Assisted in answering phone calls from teachers and parents.

EDUCATION
Aurora Central High School – High School Diploma			graduated 2000
Colorado Technical University						2012 – currently enrolled	 
PROFESSIONAL REFERENCES 
Paul Brown 									(720) 374-3792
Nina Gregg									(303) 587-7107
Luz Santana									(720) 427-7661 
