[image: image2.jpg]Camis Inc.

649 Scottsdale Dr.
Suite 90

Guelph, ON N1G 4T7
Canada

@ (519) 766-0901
@ (519) 824-5681
@ www.camis.com




[image: image1.png]




Position:  Call Centre Team Lead
Hours of Work: This is an hourly contract position.  Shift hours range from 7 am – 1 am daily.  Staff will be required to work statutory holidays, afternoons, evenings, and weekends as required. 
Benefits:  4% vacation pay compensation via biweekly payroll.  
End of contract bonus program. 
Compensation:  $14.75/hr biweekly via payroll.

Start Date:  January 16th, 2012
End Date:  September 2nd, 2012
Reports To:  Call Centre Supervisor / Manager
Position Purpose:

The Team Lead is responsible for assisting the Call Centre Supervisor in the daily functions of Camis Inc..   This position includes assisting in managing agents, following policies and procedures and performing related work as necessary.  The position is accountable and responsible for ensuring that all call agents deliver exceptional customer service and efficient metrics.  This function is also to create and manage effective teamwork relationships between all the Camis Inc. call centre agents.  
Principal Accountabilities:

· Assist in meeting performance targets for speed, efficiency, sales and quality in real time

· Manage the daily functions of the call centre agents

· Work with agents to gather information and resolve issues

· Monitor random calls to improve quality, minimize errors and track operative performance

· Review performance, development and goals of agents, assisting in identifying staff training needs and delivering training as needed

· Handle complex customer complaints or inquiries

· Ensure the labour efficiencies of the call centre agents 

· Supports and demonstrates commitment to quality principles and measures

· Maintains superior customer service and high performance

· Conducts weekly call centre agents meetings 

· Attend regular meetings to communicate individual goals and team objectives with supervisors

· Manages real time and historical reporting of metrics 

· Work with Call Centre Supervisor to address agent disciplinary issues

· Special projects as deemed necessary for the success of Camis Inc. as assigned by the Call Centre Supervisor

· May act for the Call Centre Supervisor, as assigned
· Shoulder season work includes performing as a universal agent in servicing all Camis client and customer needs
· Opening and closing the call centre and working independently as needed
Position Requirements

Education/ Experience: 

· Spanish and French languages are an asset

· Minimum of 1 year in a call centre or customer care environment;

· Excellent communications in verbal and written
· Working knowledge of call centre performance metrics, both real time and historical
· Demonstrated ability to work independently and without supervision

· Demonstrated ability to use good judgement and effective troubleshooting 
Expectations

· Demonstrate the principles and practices of motivation, team building and conflict resolution

· Evaluate the effectiveness of the call centre agents 

· Ability to integrate rapidly with an exciting team and changing environment

· Excellent follow up skills and ability to meet multiple deadlines

· Must be detailed and results oriented

· Effective presentation skills to individuals and groups

· Creative and solutions-oriented

· Preparing clear, concise and informative reports

· Handling difficult and sensitive situations using sound, independent judgment within Camis policy

· Good understanding of the Human Resource functions using the HR Manager as support

· Compliance with all elements of Health & Safety policy and Camis Inc. Handbook policies and procedures;

· Proven leadership abilities

Please email your resume and cover letter outlining your qualifications to jobs@camis.com by end of day Monday January 9th. 
Those who qualify for an interview will be contacted. 
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