
		Michelle Ines Quelland

	



		Contact

	Telephone : (619) 395-3371
E-mail :       michellequelland@gmail.com
Address :     330 Acoma Street (#208)
                        Denver, Colorado, 80223




		Skills & Qualifications

	Knowledge of call center management techniques
Managing an inbound call center
Knowledge of Human Resources, policies and procedures
Strong decision making ability
[bookmark: _GoBack]Proficient in Microsoft Office, Excel, Word, Power Point, and Outlook
Maintain excellent interpersonal communication, time management, and problem resolution skills
Analytical, detail oriented with strong verbal and written communication skills
Dependable, diligent, disciplined, hardworking, and motivated


	Work Experience

	Allstate – Sales Producer	                                                                                                                      AUGUST 2014- Current
Responsible for calling, presenting, and selling Allstate Insurance products and services
Professional phone etiquette
Responsible for building relationships with clients
Always set goals with an action plan

CCI: Student Information Specialist	                                                                                      June 2013-AUGUST 2014
Responsible for changing each student’s life that I come into contact with.
Worked as an inbound marketing agent for a month before moving to the marketing chat team. 
While on chat, I exceeded goals and expectations each day, week, and month. 
Helped train and facilitate three chat training classes.

Empereon Marketing: Supervisor	                                                                                                            July 2012- April 2013
Responsible for hiring, training, and supervising Direct TV Call Center staff to guarantee that productivity goals are achieved and deadlines were met.
Monitored and trained team members on a daily basis to maintain a high level of proficiency.
Managed workflow on the Call Center floor between incoming calls, supported functions and special projects.
Provided feedback and coached to ensure call service and call quality goals were met. 
Provided leadership, management and guidance to all employees. Supervised a center of over 150 inbound agents while maintaining metrics and goals for a team between 12-21 agents. 
I conducted employee/team performance reviews. 
I always ensured high quality and accuracy from everyone on my team.
Responsible for troubleshooting any operational problems.
Required to put together daily/weekly/monthly performance reports for senior managers. 

Magpyes Pizza: Shift Manager	                                                                                                      January 2007- May 2010
Responsible for opening and closing the restaurant, prep cooking, waitressing, cashier, and taking inventory. 
Worked under a fast pace environment.
Managed up to 10 employees.
Responsible for approving payroll, signing checks, and hiring new members of the team.
Ordered needed inventory as well as tracked it on a daily bases. 

	                                                                                             August 2008- February 2010
Responsible for providing services to clients with behavioral and mental health conditions.
Duties included, attending school with them daily while encouraging them to succeed and do better for themselves.
Exploited my time and energy in my work to help each of my clients believe in themselves. 


	Education

	Associates Degree in Applied Science (CJ)
      ITT Technical Institute of Aurora, Colorado
      March 2011 to March 2013
      GPA: 4.0; Obtained highest honors and dean’s list on consecutive terms upon graduation.
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