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ROCHELLE 
Email: Rochelle.331598@2freemail.com
Professional Summary 

Team-oriented professional bringing 9 years in training, staff development, management and  human resources. Exceptional communication, analytical and organisational skills.
Training expert with extensive leadership experience in staff development, process and productivity improvements, and performance management.
Skills 

Packages : MS Office
Time management
Training solutions development
Highly organized
Education 

Bachelor of Arts
Bharathiyar University - Providence College, Coonoor, TamilNadu
Work experience 

TECHNOLOGY SOLUTIONS – CHENNAI, INDIA
Communication Trainer & HR Executive

JUNE 2013 — SEPTEMBER 2016

Screening candidates on their communication at Recruitment Drives as per project requirement Hosting and organizing rewards & recognition programs, events and celebrations for the project and organization
Conducting induction for the new bies with regards to the Culture Value Drivers of the organization
Handling sessions for trainees to know their promotion cycle/Appraisal/Ratings etc.before their release from
Academy
Conduct induction programs with pre and post recruitment activities, arranging employees training, gathering feedback & suggestions
Briefing the new hires on the organization and project details
Allocating new hires based on their interview outcome into various projects as per project requirement.
Training New hires (Experienced and Fresher's) on Communication skills (American & Neutral Accent) for ITIS
projects
Conducting Refresher Training's on Customer Service and Communication for the existing call taking analysts
Creating Training content and modules for the Soft Skills Training Team

Publishing weekly and monthly reports based on communication stats
Performing audits with regards to communication skills and Customer Service Handling client calls with regards to the Project's quality improvement
Attending Internal/External Calibration sessions
Orienting New and existing Clients on the Project's Quality team and Training plan
Handling recruitment for Behavioural and Soft Skills trainers
AT & T                                                                                          JUNE 2011 — MAY 2013
SPE / Quality Analyst/ Voice Coach
Taking care of Number portability for U.S customers
Handling customer escalation calls
Working on team compliance reports Performing audits which include evaluating calls and providing feedback, enhancing the quality of calls and helping the agents to imply their feedback
Performing Call and Transaction audits for High Level Escalation Team
Training and coaching agents to bridge process gaps
Working on compliance and analysis reports
Attending external/internal Client calls for process improvement, calibration and communication skills
Helping the agents in implementing new updates for the process
Preparing process improvement reports as per client requirement
Conducting weekly huddles and one to one sessions to discuss on errors performed by the agents
Preparing decks for client calls, team huddles and team performance
INTELENET GLOBAL SERVICES                                    JANUARY 2008 — JUNE 2011
Senior Customer Service Officer
Solving customer queries relating to mortgage loans
To understand client needs, meet client requirements, and strive to exceed client expectations Meeting daily targets adhering to the quality specified Fulfilling Management and Client expectations pertaining to the SLA
Resolving queries of the team
Training the new bies on the process and policies and examine their performance
CITI GROUP GLOBAL SERVICES PVT LTD
Customer Service Officer

JULY 2007 — DECEMBER 2007

Handling inbound customer calls related to credit card queries
Meeting daily targets adhering to the quality specified
Cross selling and pitching in loans and up gradation of credit cards
Language 

Languages Known : English & Tamil
Accomplishments 

Promoted as a Voice coach and Quality Analyst Won best performer award on a weekly basis Won Best Agent award in 2009 & 2010

Certifications 

Berlitz (Voice & Accent) certified
Voice coach certified
AT&T Train the Trainer certified
Personal Information 

Date of Birth : 10/03/1987
Gender : Female
Marital Status : Single
Additional Information 

Visa status: Visit Visa
Expires on: 25-Mar-2017
Declaration 

I hereby solemnly do affirm that the particulars furnished above are all true and correct to the best of  my knowledge. Date:
Place:Dubai
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