Jonathan Walsh
1225 Bluebird Street, Brighton, CO 80601 ● (720) 626-3266 ● jonathan.walsh526@gmail.com

WORK EXPERIENCE:
· Supervisory role that included managing all aspects of a 15 to 20 member team (i.e., Payroll, establishing performance goals, professional development).
· Handled escalated calls with the goal of creating a satisfying experience for the customer by reaching a mutually beneficial outcome for both the customer and the company.
· [bookmark: _GoBack]Coached agents on increasing their individual skill sets, which also improved the overall team success. These skills would also be used to help promote my direct reports to higher level positions within the company.
· Provided quality customer service through one-call resolution and established long-term customer relations. Accurately responded to questions regarding sales, billing and payments. Assisted customers by providing a higher level of customer service.
· Answered inbound sales and customer service calls relating to entertainment services and products, hardware systems/accessories, and customer service inquiries regarding technical support, billing, and general information requests.
· Implemented training courses for new team members to help streamline their transition into an inside sales and customer service role.
· Organized team meetings, created promotional event ideas, and led fellow trainers in realizing those ideas.
· Provided agents, new and tenured, with the knowledge and tools needed to better themselves and, in turn, bettered the company as a whole. 
· Assisted other managers and coaches when needed by evaluating their teams and providing feedback.

SKILLS:
· Proficient in Microsoft Office applications.
· Able to multitask several projects and/or tasks while also prioritizing those projects and tasks effectively.
· Able to respond to high volume calls in an efficient, effective manner while troubleshooting problems on the spot for customers and providing customers with accurate information to resolve technical  and account related issues.
· Able to work in different environments – corporate, private, public – and serve a diverse population of constituents ranging from the general public, members of private country clubs, executive personnel from large corporations, etc. 
· Utilize superior customer service skills that result in positive interaction and experience with customers, which in turn results in higher customer acquisition and retention. 




EMPLOYMENT HISTORY:
· Dish Network – Echostar LLC, Thornton, CO                                                 
· Loyalty Coach (Retention), September 2010 – November 2011
· Customer Service Representative III/ Mentor/On-the-job Trainer, September 2007 – September 2010
· Cheyenne Mountain Resort, Colorado Springs, CO  
· Bartender/Shift Leader, 2005-2007 
· Red Robin, Inc., Colorado Springs, CO                                                                                
· Server/Certified Designated Trainer, 2004-2006

EDUCATION AND TRAINING:
· Front Range Community College, Westminster, Colorado, 2010-present
· Genesee Community College, Batavia, New York, 2002-2003
· Dish Network, BEST Training for Non-Trainers

SUMMARY:
· Proven ability to help develop, shape and grow new and seasoned agents for the company.  
· Extensive background with training and leadership roles within corporate companies.  
· Outstanding customer service, interpersonal and communication skills.

PROFESSIONAL REFERENCES:
Dylan DeShazer – Phone: 720-280-0565
Andrew Pena – 303-898-0448

