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The Global Trainer will have the primary responsibilities to coordinate, facilitate, and execute training for staff within a commercial and general inquiry contact center for a fast-growing pharmaceutical organization.
In this position, you will work with internal and external teams to ensure that training is delivered to all applicable agents as required and that staff complete their curriculum in a timely manner.  
This role will need to collaborate with key business partners, including but not limited to Team Leads, Quality Assurance, Operations Management, and Client Leadership to ensure all contact center representatives and managers are appropriately trained. Training will include but will not be limited to commercial and general product information, processes, new systems, procedures, workflow, proper call handling, quality execution, clear and appropriate communications, phone etiquette, active listening skills, and exceptional customer service/interaction/engagement.  
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· In conjunction with our client design a detailed plan to train and deliver training to Contact Center staff on vaccine product information, workflow, contact center processes, and procedures
· Train staff on customer service skills such as but not limited to clear and appropriate communication, phone etiquette, and active listening skills
· Support training and compliance for departmental policies and provide performance feedback
· Deliver training via remote training for group sessions, and individual sessions
· Ensure new hire employee skill sets and competencies are present and achieved during the initial new hire training and education
· Facilitate daily group discussions, group training, and one-on-one instruction as required during onboarding and updated training reviews
· Provide feedback on challenges and/or enhancement ideas to upper management on the training, education, and orientation process and supporting materials
· Assist in the development and management of training materials 
· Perform special projects or assignments as required pertaining to the development and enhancements of the training curriculum
· Provide reports on the status of completion for training of agents to leadership and escalate as required
· Provide quality updates to the Operational and Quality management teams
· Maintain knowledge of policies and procedures including client products, SOPs, protocols, regulations, and working methods
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· University or College Degree is a must (a bachelor’s degree will be considered a plus)
· Minimum of 2 years of experience in a contact center environment and previous training development skills
· Preference for individuals who have help desk/contact center training and 1-2 years of Delivery Design
· 2-4 years experience in Language neutralization
· Possess creative and critical thinking skills to help solve complex training and quality needs
· Experience in conducting effective progress evaluations in a timely manner
· Strong ability to work effectively with senior-level management team members
· Knowledge of pharmaceutical industry guidelines and regulations preferred
· Ability to lead, coach, develop, and train staff effectively
· Ability to develop and maintain strong working relationships within all levels of the organization
· Excellent organization, planning, and time management skills
· Excellent written, oral, and interpersonal communication skills 
· Experienced in effectively conducting and facilitating remote training sessions
· Ability to communicate difficult/confidential information tactfully
· Ability to maintain high standards of work while under reduced supervision
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· Proficient in the use of Microsoft Office Applications – Outlook, Word, Excel, PowerPoint, etc. 
· Basic computer and hardware proficiency to set up remote workstation 
· Hardwired internet connection with internet speeds of 15mbps upload and approximately 15mbps download as a minimum 
· Must have a private and quiet office space free of interruption to conduct professional calls on behalf of a client.
· Must be able to sit for extended periods of time 
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