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	Revision Date:
	June 1st, 2008

	

	Position:
	Team Leader 
	Reports To:
	 Call Centre Manager

	

	Job Classification:
	TBD
	Salary Range $34,000 – $36,500
	



	Pre-requisites:
	· Minimum 2 years experience in call center management with a focus on inbound/outbound and Business to Business (B to B) acquisition, retention and recovery programs.

· Experience in outbound/inbound call centers environment   
· O.S.S.D required 

· Post-secondary education a plus, preferably Business and Marketing Programs



	Broad Function:
	· Provide supervision and develop call center skills to the DMA’s in order to achieve operational and organizational objectives

· Manage client programs to achieve and exceed client expectations and contractual obligations. Acts as a secondary liaison to the client

· Work with the Quality Assurance/Training Department



	Direct Reports
	· 1 Lead agent and 10-15 DMA’s as required.



	Knowledge Requirements:
	· Specific knowledge and demonstrated experience of best practices

· Leading a team of DMA’s

· Coaching and Monitoring DMA’s for results

· Team building

· Performance management

· General knowledge of predictive dialing technologies.

· General knowledge of queue management

· Experience of inbound and outbound programs



	Skills Requirements:
	· Knowledge and demonstrated skills in 

· Microsoft Word, Excel, Internet Explorer 

· Mathematical Aptitude

· Communications both verbal and written.

· Interpersonal Skills

· Time and priority management skills



	Competencies:
	· Leadership – Sets out clear expectations and follows up on progress.  Leads by example.
· High Standards of Professionalism – Conducts his/her self in a manner that maintains professionalism at all times and expects high standards of professionalism from others.
· Attention to Detail – Identifies and responds to details that others may have missed and generally delivers communications and reports that require minimal clarification or corrections.
· Analysis and Problem Solving – Easily identifies problems, root causes, and develops and implements solutions that drive quality results.
· Team Work – Creates an environment that creates teamwork and foster co-operation
· Organizational Commitment – Demonstrates dedication to the organization and is willing to go above and beyond to meet team objectives.
· Organizational Alignment – Acts in alignment with company policy, mission, vision and guiding principles.
· Development of Agents – Assist in developing on strengths and opportunities of agents and looks for ways to improve individual performance, skills.
· Concern for Quality – Demonstrates the understanding of the impacts of quality on the bottom line and visibly acts to ensure quality throughout the organization.
· Communications – Communicates openly and honestly, and delivers a clear and concise message.  Checks back for understanding to ensure that messages are received and understood.
· Proactive Approach – Identifies potential future obstacles and acts in advance in an attempt to avoid or capitalize on them respectively.
· Planning and Prioritizing - Easily prioritizes workload and invests an appropriate amount of time in planning to ensure that promises are delivered.


	Primary Activities:
	· Review program reports daily, identify performance gaps, determine root causes, and implement performance improvement initiatives daily.

· Update hourly sales boards with agents performance

· Lead the preparation and distribution of daily pre-shift communications to team.

· Maintain required team and coaching records 

· Issue and track headsets and/or related equipment.

· Troubleshoots reports for accuracy.

· Attend daily, weekly, and monthly meetings with call centre manager

· Clearly outline targets and expectations and initiates coaching plans to team DMA’s

· Provide motivation and support to Team

· Ensure incentives create an environment of fun and energy

· Conduct regular coaching sessions with direct reports.

· Conduct regular weekly one on one informal review with each agent

· Conduct regular documented performance reviews with direct reports (minimum every 3 months)
· Provide visible leadership by being present and available for team at all times.

· Provide daily, weekly, and monthly recognition to agents.

· Participate in internal projects as required from time to time.

· Conduct daily workstation checklist 

· Provide daily QA feedback to agents

· Ensure all QA requirements are completed and returned for archiving 



	Core Accountabilities:
	

	
	· Ensure the operational team meets program specific targets each month, including but not necessarily limited to, SPH, Quality, CPH, AHT, and Service Level Agreements etc.   

	
	· Maintain an efficient and positive work environment. Strive to maintain a turnover rate of less that 15% monthly annualized

· Assist with Training, Quality Assurance, IT, and HR when necessary to ensure that all cross-functional dependencies are satisfied in a friendly and efficient manner.

· Ensure that Call Center appearance and environment meets Simpro standards
The contents of this Position Description Summary may be reviewed from time to time to ensure that the criteria outlined herein continues to accurately describe the specific responsibilities and accountabilities of the role.
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