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CITY OF HAMILTON
LASTURDATED: JANUARY-201gJuly. 2021

CORPORATE SERVICESHEALTHY & SAFE COMMUNITIE Sealthy-and Safe Communities DEPARTMENT
(PUBLIC HEALTH SERVICES - CUSTOMER SERVICE & PROVINCIAL OEFENCES ADMINISTRATION
LOCATION =330 WENTWORTH ST_NEPIDEMIOLOGY, WELLNESS & COMMUNICABLE DISEASE
CONTROL — LOCATION - TBA)pidem

PROGRAM MANAGER, CUSTOMER CONTACTCENTRECOVID-19 HOTLINE &AND BOOKING

SUMMARY OF DUTIES

Reporting to the Director, CustomerSenice & POAEpidemiology, Wellness &and Communicable Disease Control,
managesthe dayto day@%%%@aﬂe@pe&a&en-@n%ba&soperaﬂon of the COVID-19 hotline, the
vaccine hotline and vaccine booking line by prowdmg quality, accessible customer service for aII Clty of Hamilton
Guscgmenschents h

reqarqu COVID 19 or for those Iookmq to arrange COVID 19 vaccine apoomtments Develops, plans,
allcustomer contact centre customer-service

recommends, implements, staffing and financing-program budgets.
programs-The Manager also supports, and championswhere applicable, service enhancements.

GENERAL DUTIES
Responsible for the overall management and performance of the Customer Contact Centre COVID-19 hotline and

related customer-facing programsand servicesby establishing the strategic direction, objectives, financial controls,
service standards, quality assurance protocols, channel initiatives and re porting mechanisms.

Identlﬁesopportumnesto enhancethe service exper|ence through both service and
channel enhancements aswell astimely and meaningful reporting.

Maintainsup to date information regarding COVID-19 and ensuresinformation is shared with hotline and web staff.

Overseesthe processand respondsto all escalated complaintsand inquiriesin a timely and professional manner
by investigating, evaluating and implementing solutions aswell ascommunicating to PHS-and Division leadership
and Council on applicable resolutionsand outcomes.

Providesdirection, management oversight and reporting with respect to the adherence to call and service quality
standards (phone, email-dispatchets.) aswell ascompliance with specific customer service objectives (inclusive
of customer satisfaction targets) through the collection of statistical information, performance data and analysis of
customer feedback

Coordinates and recommends service dellvery enhancements for m&emaLdepanmem-sand—emnmaLag—en&es

d%tmen/Worle coIIaboratlver thh other COVID 19 response programsto ensure needsare met.
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Providesleadership and direction in the development, implementation and evaluation of the effectiveness of work
processes, technological efficiencies, operational proceduresand standardsaswell ascompliance to regulatory
and/or policy requirements.

Responsible for the budgetary performance aswell asthe development of capital budget submissions, variance
reporting, and capital businesscase development.

Overseesthe provision of quality service delivery by providing direction and support in the development of annual
operational workplansaswell asto explore areas of service optimization as a meansto improve the service
experience of citizen and reduce operating expenditure.

Responsible to coach and mentor staff through support and guidance for staff development/training as well as
support the workforce planning and succession planning processes.

Responsible for recruitment, supervision, evaluation and discipline of staffaswell asperformance manages and
approves performance appraisals.

Responsible for the reporting performance to the applicable departments, stakeholdersand Committeesaswell as
the development and presentation of reportsto members of Council and senior leadership.

Interpretsand ensures compliance with municipal, departmental and corporate policiesand procedures such as
Attendance Management, Collective Agreements, Service Strategies, various specific By-laws, etc.

Representsrespective areasin labour relationsissuesincluding participation in labour management meetings,
providing input for Collective Agreementsand grievance settlements.

Establishesand maintains an effective network of communication between senior management and subordinate
staff, various public and private sector agencies, user groups, constituents, city departments and other levels of
government.

Ensure operational compliance with applicable Health and Safety legisiation and all City of Hamilton corporate and
departmental policiesand proceduresrelated to Occupational Health and Safety aswell asAODA and Inclusion &
Equity.

Ensuresthat employeesare provided with and use the appropriate equipment, material and/or proceduresrequired
to perform the assigned duties. Ensuresthat all employees perform workin accordance with applicable Health and
Safety legislation and all City of Hamilton corporate and departmental policies and procedures. Ensuresthat
appropriate action isrecommended for those employeeswho do not workin compliance with legisl ation, policies
and procedures.

Perform other dutiesasmay be assigned which are related to the job function.

QUALIFICATIONS

1. Proven operational experience in a call centre environment at the managerial level combined with relevant
management training and experience, or an equivalent combination of education and relevant work
experience nomally acquired through a University Degree in Business Administration, or related discipline
with progressive customer service experience,
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2.3.Excellent people skllsand demonstrated experience in supervisory, coaching, leadership and team
building skillsaswell asdemonstrated senior level experience in managing teams within a unionized
environment.

4. Technical knowledge of Local Area Networksand Personal Computing platformsisdesired. Knowledge of
CTI (Computer Telephony Integration) productswould be considered an asset.

5. Demonstrated municipal knowledge and experience specific to the market area served by the Customer
Contact Centre.

6. Strong problem solving skillsand conflict resolution skills. Demonstrated ability to facilitate decision-
making both strategically and tactically. Ability to adopt and incorporate new services into a call centre
environment.—broke sentence uptofocuson-separate qualities

11_Demonstrated experience in facilitating, developing and presenting comprehensive service delivery
models. aswellasthe abili actica i ice i ion)
%m%nmnment—. T

7.8.Demonstrated experience in identifying, developing and managing processand/or service enhancements
programs/projects. Working knowledge and familiarity with principles of performance reporting and
continuousimprovement. -shortened sentence and removed management

8.9.Demonstrated experience in leading the design, development and implementation of call and service
standards, processes, proceduresand training.

9.10. Consulting skllsincluding analysis, planning, implementation and project management.
Demonstrated financial skillswith proficiency in budget management e.g. in-year budget monitoring and
controls, multi-year budgeting, multi-year forecasting and reconciliation.

10:11. Possess strong written and oral communication skills. Excellent interpersonal skills with demondrated
personal integrity and professional commitment. Ability to interact and communicate effectively with all levels
of the organization.

11.12. Flexible availability with ealy moming, evening, weekend and holiday work may be required.

SALAN



