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Burt Rochette

Objective

My career objective would be to continue utilizing my automotive technical skills within the fleet management industries. My leadership experience in a Call Centre environment would be an ideal career path for me to continue in as it would offer me opportunities to build strong customer relations in both English and French languages for clients and suppliers.
Experience

2004 – Present
PHH Arval Fleet Services
Mississauga, ON

Team Leader-Vehicle Maintenance Assistance

November 2004 to January 2006

Supervisor-Vehicle Maintenance Assistance

January 2006 to September 2007

Supervisor-North American Alignment

September 2007 to December 31st 2007

Supervisor- Vehicle Maintenance Assistance

January 1st 2008-Present

· Implemented and aligned North American processes

· Established “Best Practices” between multiple call centers

· Created work instruction documents for all processes

· Managed call centre and monitored call quality on inbound call

· Increased employee productivity

· Improved average speed of answer

· Reduced maximum wait time

· Major contributor in client maintenance cost reduction

· Provided an electronic “Post Warranty” process

· Launched Canadian “Rental Management Program
· Collaborated with Phase II “Preventive Maintenance” program

· Launched new “Telecommuter” program

· Launched new “Heavy Truck Roadside Assistance” program

· Provided presentation overview to all prospect clients

2003-2004
Shanahan Ford Sales
Newmarket, ON

New/Used Vehicles Sales Agent

1995-2003
 Steelcase Canada
Markham, ON

Financial Services - Accounts Receivables Representative

1994-1995
Qualité Internationale
Montréal, QC

Project Manager

1991-1994
Goodyear Auto Service
Toronto, ON

Automotive Technician

1988-1991
Bermondsey Auto Centre
Toronto, ON

Manager of Operations/Automotive Technician

Education

2007-2008 Tracom Management Training


· Discovering Your Social Style

· Discovering Your Social Style Part II

· Leadership Challenges workshops

2008 Dale Carnegie
· Building a “Winning Team” seminar

2007 CDI Training


· Microsoft Excel (Level 1,2 & 3 Pivot tables, Formatting)

· Crystal Report Builder (Seagate)

· Microsoft Word / Outlook (Level 1, Level 2, Level 3)

· Microsoft Power Point (Presentation Workshop) 

2003 WHMIS Certification


Workplace Hazardous Material Information System

2003 OMVIC 

Ontario Motor Vehicle Industry Council Certification

1999 Steelcase University

· SAP certification on Financial Program Software

· Finance and General Accounting
1990-1991 Centennial College (Ashtonbee Campus)


· Automotive Degree

· Apprenticeship program

· Truck and Coach Certification
