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Roquette Group
The Roquette group is one of the 5 world 
leaders in the starch manufacturing 
industry (#2 in Europe, and #1 in 
France and India), as well as being the 
world leader in polyols, and 2nd in 
maltodextrins worldwide. They are also 
the leading European producer of 
pyrogen free raw materials and cationic 
starches. In 2014 it achieved a turnover 
of 3.1 billion euros.

The Group’s research activities cover biochemistry, microbiology and 
analytical control fields as well as the development of new technology 
and applications.

Thanks to 300 researchers and technicians, Roquette’s Research Centre 
files 25 to 30 patent applications a year, signs more than 100 research-
partnership agreements and has built close cooperation ties with 
universities and laboratories around the world.

 With nutrition health and vegetal-based chemistry, Roquette is today 
exploring fresh opportunities in terms of sustainable development and 
renewable agro-resources (which include micro-algae).

Roquette is a trusted supplier to highly technical industries such as 
human nutrition, paper and board, fermentation, chemistry, pharmacy-
cosmetology, and animal feed, to name the most significant ones.

This range of applications reflects an innovative spirit and focus on 
diversification and quality which Roquette wishes to symbolize.

The Roquette group is present throughout the world through 30 
establishments including 21 production 
sites in Europe, Asia and North America.

Backed by an international network of 
offices and agents, 8,000 employees are 
devoted to technical and sales assistance 
for the customers in more than 100 

countries and satisfy their stringent 
demands for supply reliability and quality.

Company Information

More Information:

   www.roquette.com

Roquette Worldwide
Click to explore locations

Offering the best 
in nature

http://www.kochind.com
http://www.roquette.com/
http://www.roquette.com/roquette-worldwide-international-presence/
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Roquette America
Roquette America is part of the Roquette 
group, the world leader in polyols 
and one of the top-ranked processors 
of starch globally. Roquette America 
combines advanced science with an 
entrepreneurial spirit to partner in 
product development for the human 
nutrition, pharmaceutical, animal 
nutrition, and industrial markets.

The company operates on the front lines of trends in green chemistry 
and human nutrition, and are proud to display their commitment to 
sustainability and health and wellness.

Trusted by companies of all types for polyols, starches, proteins and 
derivatives, fibers, and sweeteners, Roquette America is committed to the 
highest quality not only in their raw materials but also in their production 
process. Traceability, production techniques, analytical controls, and their 
research-partnership agreements have made them leaders in customer 
service and satisfaction. With their state-of-the-art Customer Innovation 
Center in Geneva, IL, which they designed and built specifically for 
customers, they work alongside partners to create breakthrough, quick-
to-market applications that are healthy, nutritious, and good for us and 
the world that sustains us.

Roquette University

As part of the unique offerings at the Customer Innovation Center, they 
provide monthly Roquette University educational courses and workshops 
for the Human Nutrition, Pharmaceutical, Industrial, and Animal Nutrition 
markets. These complimentary courses feature lectures on up-to-the-
minute topics, market trends, and regulatory affairs from Roquette 
America scientists and industry thought leaders.

To round out the in-depth technical 
knowledge and product development 
expertise of the lectures, Roquette 
University courses include application 
demonstrations and tastings in their 
Culinary Demonstration Kitchen. With a 

convenient Chicagoland location, Roquette 
University is a unique value to customers 
and partners across the  country.

Company Information

Where  Imagination 
meets Application 

More Information:

   www.roquette 

america.com

Roquette University

http://www.kochind.com
http://www.roquetteamerica.com/


Roquette
Head of Customer Care 4

Ropella | Executive Search and Consulting — Chemical and Allied Industries | www.ropella.com

Roquette America Markets
Human Nutrition

Roquette is a pioneer in green chemistry 
and a key global player in nutrition and 
health. Because health and wellness 
is a growing challenge and need for 
consumers and policy makers alike. 
Their top priority in human nutrition is 
delivering ingredients and applications 
with excellent taste, functionality, and 
nutritional properties. With Roquette's 
healthy product platform, they offer complete solutions that match the 
needs of food manufacturers and developers, and they do so through 
their collaborative approach to product development at the Customer 
Innovation Center. With functional, nutritional ingredients originating 

from renewable raw materials, Roquette 
offers nutritional optimization of customer 
products while preserving their taste. 
Their polyols, and particularly SweetPearl® 
maltitol, NUTRIOSE® wheat and corn fibers, 
and NUTRALYS® pea protein contribute 
significantly to achieving innovative, 

balanced recipes that set their customers 
apart in your market.

Pharmaceutical

Roquette America not only provides high 
quality ingredients, enabling excipients, 
and active ingredients, they also offer 
analytical and formulation support 
and regulatory and quality compliance 
assistance. As part of their commitment 
to sustainable science, to making the 
world a better place for everyone, 
Roquette committed to innovation in 
pharmaceutical and nutraceutical technology using renewable raw 
materials. Whether it is a product development partner for oral care, mass 
medication injectables, syrups and liquids, coatings, direct compression 
tablets, or stable excipients, they offer trusted, reliable, high quality 
solutions for companies and consumers in the pharmaceutical and 
nutraceutical markets.

More than a food 
ingredient supplier 

NUTRIOSE® Soluble Firbre

More than a pharmaceutical 
ingredients supplier 

http://www.kochind.com
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Animal Nutrition

Roquette America is a sought-after 
partner in the animal nutrition market due 
to decades of experience and extensive 
range of sustainable, high-quality 
ingredients (proteins, fibers, sugars, and 
co-products). Roquette's specialties 
include proteins and derivative products, 
and starches used for nutritional and 
technological purposes, primarily for 
manufacturers of special feed products 
for dogs, cats, fish, and young animals.

Roquette applies a creative, scientific approach to the dietary needs 
and requirements of domestic pets. Their dog and cat applications, 
for example, use only the highest quality plant-based ingredients that 
provide high nutritive value and clear benefits, all while remaining 
adaptable to the different technological constraints of their customer's 
manufacturing process.

Industrial

Whatever the sector—chemicals, 
fermentation, construction, textiles, plastics, 
or paper—Roquette America has the high-
quality ingredients and industry-leading 
expertise to work with their customers to 

help develop products that are profitable, 
sustainable, and consumer-preferred. 
By collaborating closely with partners 
at the Customer Innovation Center, they 

develop creative, breakthrough solutions for industrial and fermentation 
applications, including the following:

• Adhesives, binders, coatings, or filming agents

• Fermentation (process expertise, ingredient selection, nutrient
optimization)

• Building and construction

• Packaging

• Dyes, textile, and drilling

High quality animal 
feed ingredients

High quality formulation 
development ingredients

http://www.kochind.com
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Ann Dulud, 
Head of Global Customer Care
 In a highly transforming company environment, as Global Customer 
Care, together with the team, we aim at promoting customer centric 
culture within the Group to create new ways of working, competitive 
advantage and opportunities for Roquette. 

I am the leader able to drive Group transformation to become more 
customer centric by adjusting the organization, improving Offer to 
Cash operational process (Forecasting & Order Management) and 
implementing cultural change at all levels. I contribute to develop 
new ideas, culture, capabilities and ways of working, within a complex 
environment.

I provide leadership and direction of cross-functional teams and direct 
reports with a results focus. My role is also to build bridge across the 
areas as key partner and to work closely with Sales & Supply Chain on 
a common goal. (Offer to Cash; Order Management; SI&OP…)  and to 
secure operational Agenda. 

Together with the team, we aim also to create a training ground for 
customer care talent across the company: building & implementing 
contents; promoting Knowledge sharing; enhancing best practices. 

Hiring Manager

Anne Dulud

http://www.kochind.com
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Head of Customer Care
Role

Support company strategy & policy. Lead and develop the operational 
customer care leadership team.

Responsibilities

 � Responsible for the overall operational performance and service
delivery to customers 

 � Ensure the management, development and monitoring of Regional
Customer Care Department in respect of all Roquette values, strategy 
and policies

 � Ensure effective and efficient Offer-to-Cash process to maximize
efficiency and service level.

 � Coach and develop team leaders to emphasize their customer focus,
customer intimacy, planning, logistic, communication and business 
acumen competencies that will maximize their performance. 

 � Coordinate global strategic project and initiatives at regional level as
for example roll-out of new technology and / or new processes.

 � Implement KPIs agreed jointly with key business partners & share
dashboard towards Top Management and commercial partners

 � Proactively drive and achieve operational performance metrics
including consumer satisfaction, compliance, employee engagement 
and financial objectives. Collaborate with employees and business 
partners to identify and remediate root cause of degradation of 
performance 

 � Inspire and motivate employees to deliver efficient and effective
service. Foster a culture of coaching, development, and employee 
engagement that enhances the employee experience while 
delivering on our operational objectives 

 � Accountable for hiring,on-boarding, training, developing, engaging
and managing a high-performance workforce that delivers efficient 
and effective service to customers 

 � Establish and maintain relationships with peers, business partners
and key stakeholders

Position Information

http://www.kochind.com
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Head of Customer Care
 � Participate in cross-functional project teams that ultimately improve

the customer experience. Contribute subject matter expertise or 
carry out project assignments in a timely and effective manner. 
Ensure that all changes are properly planned for and implemented 
without disrupting service 

Qualifications

 � Bachelor’s degree in Business or a related field or the equivalent
education and experience 

 � Minimum of 10+ years of increasingly responsible leadership
experience in consumer- centric call center operations 

 � 3+ years of experience managing in a small to medium call center,
contact center or claims environment 

 � Demonstrated analytical skills and the proven ability to identify and
remediate operational performance issues 

 � Proficient with business as well as planning, with good knowledge of
Financial Operations related to Planning

 � Strong verbal, written, presentation and interpersonal
communication skills 

 � Demonstrated ability to communicate effectively at all levels
internally and externally, as well as demonstrates client management 
skills; emotional intelligence and stability

 � Proven problem solving skills and the ability to collaborate and
influence at all levels of the organization 

 � A strong leadership shadow and a track record of building and
leading a high-performance workforce and a leadership team that 
energized by coaching, developing and engaging a dynamic and 
diverse workforce 

 � Demonstrated ability to influence people outside his/her direct
reporting structure

 � Strong organizational skills and the ability to manage multiple,
concurrent priorities in a fast-paced organization 

 � Bilingual in English & Spanish or Portuguese strongly desired

 � Excellent time and resource management skills

 � A minimum of 10% travel

Position Information

http://www.kochind.com
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Area Information Keokuk, IA 
Located on a scenic stretch of the historically rich Mississippi River, the 
city Keokuk, IA can easily look into both Missouri and Illinois. This city 
is home to over 11,000 residents and is one of the county seats in Lee 
County.  

From historical homes to monuments, Keokuk’s rich history is displayed 
throughout the city. The most obvious record of Keokuk’s past is in the 
homes and mansions perched on the bluffs high above the river. Some of 
these include the General William Worth Belknap House and the General 
Samuel R. Curtis House. However, Keokuk’s early residents have included 
Civil War personalities, pioneers in the medical field, authors, playwrights, 
musicians, and many others.

Keokuk has a wealth of arts and cultural organizations and activities. 
The cultural district is a well-recognized, mixed-use area in which a high 
concentration of cultural facilities serves as the anchor. Each summer 
Keokuk is home to “Rollin’ on the River,” a local blues festival that attracts 
hundreds to Victory Park. The Irish-themed McNamara’s Band is a 
community concert band that has performed for decades. Keokuk is 
home to the Great River Players, a thespian troupe that performs a season 
of three shows, usually two plays and one musical.

Keokuk is a nature lover’s, sportsman’s, and athlete’s dreamland. From a 
Yacht Club for boaters to multiple sports complexes, it’s all there.  Located 
on the Mississippi River, water sports are throughout the Keokuk area. A 
canoe and kayak trail is along the Des Moines River, from its beginnings 
in northwest Iowa to its confluence with the Mississippi River at Keokuk. 
Keokuk’s numerous parks provide scenic overlooks, picnicking, disc golf, 
tennis & basketball courts, walking & jogging trails, playgrounds, softball 
& baseball fields, in-line skating, and an outdoor swimming pool.

The River City Mall is situated in the heart of Downtown Keokuk’s retail 
and business district. Formerly known as the Keosippi Plaza, the River 
City Mall offers a unique blend of national, regional, and local retailers 
- helping to make the River City Mall a distinct and intimate shopping
experience that’s uniquely Keokuk.

A variety of educational choices is important to the Keokuk community. 
The city offers opportunities ranging from private to public, with classes 
extending from pre-kindergarten through community college. Nearby 
four-year colleges and universities are within one and a half hours by car. 
The Keokuk Community School District offers pre-kindergarten through 
12th grade. Private education is provided by Keokuk Catholic Schools 
and Keokuk Christian Academy. Keokuk is also home to a campus of 

Keokuk, IA

Rollin on the River Festival
Victory Park

Des Moines River
Water Trail

River City Mall

http://www.kochind.com
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Southeastern Community College (Iowa).

Keokuk is three hours away from Saint Louis, MO which allows residents 
the access to major sports teams. From football to roller derby, Saint 
Louis has many sports and teams to offer, like Saint Louis Blues Hockey, 
Saint Louis Cardinals Baseball, Saint Louis Rams football, and Saint Louis 
Athletica women’s soccer. Saint Louis also is home to the Saint Louis 
Aces, which is a part of world Team Tennis Pro League.  Many other sports 
include Arch Rival Roller Girls Roller Derby, River City Rage Indoor football 
and Saint Louis Bombers Rugby.

St Louis, MO

St. Louis  Cardinals
Busch Stadium

St. Louis Blues
Scottrade Center

Keokuk Iowa Informational Video

http://www.kochind.com
https://www.youtube.com/watch?v=-_O4SEsojak
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General Area Links
City of Keokuk                              
http://www.cityofkeokuk.org/

Keokuk Chamber of Commerce  
http://www.keokukchamber.
wildapricot.org/

Keokuk Hisory                                   
http://www.keokuk.net/history/

Shopping
The River City Mall                             
http://www.nofocus.com/rivercity/

Community                                          
Keokuk Events and Tourism                                          
http://www.keokukiowatourism.
org/

Education
Keokuk Community School District                        
http://www.keokuk.k12.ia.us/

Southeastern Community College                                        
http://www.scciowa.edu/

Sports                                                          
Saint Louis Cardinals                   
http://stlouis.cardinals.mlb.com/

Saint Louis Blues                         
http://blues.nhl.com/

Saint Louis Rams                         
http://www.therams.com/

Real Estate
Zillow – Keokuk, IA

http://www.zillow.com/keokuk-ia/

News                                                          
WGEM News

http://www.wgem.com/

The Daily Gate
http://www.dailygate.com/

Keokuk, IALocation Links

http://www.kochind.com
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If you have open positions in your organization, 
give us a call and put our people and our process 

to work for you.

ROPELLA
G R O W I N G  G R E A T  C O M P A N I E S

TM

8100 Opportunity Drive, Milton, Florida 32583
850-983-4777 | www.ropella.com

For more information contact:

Robbie Ropella

President, Executive Search

Ropella  

850-983-4883

robbie@ropella.com

http://www.kochind.com
http://ropella.com/toc.htm


 

 

 

Skill Survey 
Head of Customer Care  

Name:        Date:       
 

1. Outline University Degree(s):  
(Please provide the Name, the Location, and the Phone Number of each 
Institution) 

      

2. Provide an overview of your expertise, including years' experience in consumer-centric call 
center operations. Please highlight experience in organizations focused on food 
ingredients, pharmaceutical ingredients and/or polyols. 

      

3. Outline any experience you may have in import/export, supply chain and/or logistics. 

      

4. Describe your project management experience, including any special training you have 
received in this area. 

      

5. What initiatives have you defined and led in order to significantly change or improve the 
way your organization does business? Please include any quantitative and/or qualitative 
results that were achieved. 

      



6. Share an example of an operational performance issue you resolved which required you to 
to collaborate at multiple levels of an organization and influence people outside your direct 
reporting structure. What were some of the roadblocks you encountered and how did you 
overcome them? What was the final result? (Please note this question is designed to allow 
you to demonstrate communication, collaboration and problem-solving skills. Proprietary 
information is neither requested nor desired.) 

      

7. Describe your personal organization and time management system. What tools and 
strategies do you regularly use to drive your personal productivity. 

      

8. Outline your experience, including years' experience, leading developing and mentoring 
high performing customer care teams. What is the largest team you have lead and what 
were the functions of those who reported to you?  

      

9. Describe your leadership style. What are the most effective methods you have found to 
mentor, grow and develop those who report to you? 

      

10. Tell us about any non-compete and/or employer restrictions that you may have. Please 
provide these documents for our review. 

      

11. If asked one of the following questions during an interview, how would you answer? 
 Why are you considering this opportunity? (or) What motivated you to consider a job 
change at this time? 

      

12. Have you ever applied, either directly or through a third party, for any role with Roquette? If 
so what was the date of your most recent application (month/year)? 

      

Relocation Acknowledgement Agreement 
As evidenced by my initials below, I       acknowledge the requirement to relocate to the 
Keokuk, Iowa area for the specific opportunity with Roquette and am willing to do so if hired. I 
fully understand that this acknowledgment is a requirement for the interview process and states 
that I have already spoken with any necessary parties (i.e. spouse, significant other, children, 
parents, etc.) who may directly be impacted by my final decision to relocate. 

Initials               



 
References  
Please provide three to six references. The first priority is current and/or past supervisors, then 
employees, then peers, then customers (where appropriate). 
 

Example: Bob Smith, currently - Business Director at ABC Corporation 412-123-4567,  
Email: bob.smith@abccorp.com. Was Business Director, my direct supervisor, while I was a 
Manager at ABC Corporation. 
 

We will NOT contact any references until after completing the 

interview process and not without notifying you first. 

 
1)       
 
2)       
 
3)       

 
4)       
 
5)       
 
6)       
 

 



Our Candidate Comparison Score Card is to be completed on every candidate you have 
now screened as a potential fit. If you can tell that some of the candidates are probably 
Low level (in a superficial overview) in comparison to others you set those aside now 
and just score the rest. The Score Card will help you objectively weigh all the Must 

Haves and even the preferences in such a way that at the end of using the Score Card 
process you can be pretty sure who the High plus candidates are, who the High 

candidates are, and who the Medium candidates are. Then we focus on scheduling for 
the High Potentials. 

 

  

 

Candidate Comparison-Scorecard   Grader's Name: 

Candidate Name:   Grade: 

Client Name: Roquette   Hiring Mgr:  

Position: Head of Customer Care - 
Americas   HR Contact:  

Salary Range: 110K - 130K   Candidate 
Base:                        Bonus: 

Communications: L = Heavy Accent - Hard to Understand    M = Accent - Understandable    H = No Accent 

- Easy to Understand 
Comment: 
     

Attribute H/M/L Comment 
1. Education 
H = Bachelors degree in Business or 
related 
M = +1/2 MBA 
L = N/A 

    

      



2. Call Center Experience 
H = 7+ years total experience 
including 4+years in Logistics and 
Supply Chain  
M = 5-7 years total experience 
including 2-4 years in Logistics and 
Supply Chain  
L = 5 or less years total experience or 
minimal experience in Logistics and 
Supply Chain  

    

      
3. Logistics and Supply Chain 
Experience 
H = This is a significant part of current 
role 
M = Has done this in a previous role 
L = Minimal experience in this area 

    

      
4. Project Management  
H = Detailed answer outlining a 
specific project and demonstrating 
success 
M = General answer that indicates 
some success in this area 
L = Answer does not indicate success 
in this area 

    

      
5. Analytical Skills 
H = Well defined answer with great 
examples that indicates strong 
analytical skills 
M = General answer indicating 
analytical skills 
L = Answer does not indicate proven 
analytical skills 

    

      
6. Operational Performance Example 
H = Specific example outlining the 
problem and steps taken toward the 
solution and outcomes 
M = General answer indicating some 
success in this area 
L = Answer does not indicate success 
in this area 

    

      



7. Time Management Systems 
H = Well defined answer with great 
examples 
M = Broad answer that indicates 
success in this area 
L = Answer does not indicate success 
in this area 

    

      
8. Team Leadership 
H = Has managed teams of 10 or 
more people 
M = Has managed teams of 8-10 
people 
L = Minimal team management 
experience 

    

      
9. Leadership Style 
H = Answer indicated a well thought 
system for maximizing the potential of 
a team 
M = General answer indicating 
leadership abilities 
L = Answer does not indicate proven 
leadership skills 

    

      
10. Non-Compete 
H = No relevant non-compete or Non-
disclosure in place 
M = Peripheral non-compete or NDA 
which may limit some activity for a 
period of time 
L = Significant applicable non-
compete or extremely limiting NDA 

    

      
Grading Point System: 
H’s = 4 
M’s = 3 
L’s = 2 
Bonus Points = .5 

Now add up the numerical value of 
each grade and then divide by the 
total number of grades 

  

Total Points:  

Divided by 10 grades =  

Avg. Grade:  
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