
 
 

JOB DESCRIPTION 
 

Posting period: December 6 to December 20, 2021 
 

 
POSITION TITLE: Customer Service Manager – National Service Desk 
DEPARTMENT:  Fundraising and Membership Services 
POSITION FTE: Permanent, Full-Time 
 
SUMMARY 
 
Reporting jointly to the Director of Membership and the Director of Fundraising, the 
Customer Service Manager – National Service Desk is responsible for ensuring that 
fundraising and membership inquiries are followed-up in a timely manner, and that the 
Customer Service group meets the internal standards of service.  
 
This position will manage the recruiting of customer service officers, training, documenting 
procedures and ensuring that there is adequate staff to cover call volumes at various times 
of day. The Manager will strive to deliver a consistently high level of customer service to our 
members and donors.  
 
ABOUT YOU  
 
You are a high EQ manager looking for the challenge of leading your own team with a 
commitment of excellence to donors, members, volunteers and co-workers alike. You are 
conscientious, organized and embrace the concept of new challenges and new technology. 
You are comfortable managing in person, remote and hybrid teams, rising to the challenges 
delivered by COVID-19 and the changes it has brought to workplaces. You are comfortable 
leading and team performance, and coaching your team to achieve customer service 
excellence. You are a critical and strategic thinker who is able to identify customer service 
pain-points for our donors, members and co-workers and will work to overcome them. 
 
You have a customer service background or similar work experience and a commitment to 
the long-term success of the Conservative Party of Canada. You are capable of multi-tasking 
while maintaining your own critical path for successful outcomes for your projects. You are a 
dynamic, professional team player with exceptional interpersonal and communications skills. 
You are self-motivated and your initiative has proven successful. Time management is one 
of your strong suits and you are self-motivated and comfortable working independently to 
achieve results. 
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PRIMARY RESPONSIBILITIES 
 
The position involves the following responsibilities, though the role may not be limited by 
these parameters: 
 
♦ Manage a team of up to 8 customer service agents, who will be in person, remote or hybrid 

(in office and remote) workers 
♦ Receive queries and comments from the membership and public 
♦ Preparing schedules of work and participates in ensuring adequate levels of staff are 

available to meet customer needs. 
♦ Coach and motivate team members through individual and group activities and 

feedback.  
♦ Effectively handle of escalated complaints 
♦ Monitor team performance and employee productivity 
♦ Identifying training needs and providing training sessions 
♦ Audit call quality and give feedback 
♦ Checking on knowledge levels 
♦ Ensuring that tax receipt and membership card reprints are handled in a timely manner  
♦ Monitor issues raised by members and donors and identify trends 
♦ Recommend improvements 
♦ Ensure adherence to break and lunch schedules 
♦ Must be available to work flexible shifts at key times, such as elections and during speial 

events. This may include evenings, weekends, and holidays.  
♦ Participate in application/systems testing as needed. 
♦ Other projects and duties as assigned 
 
POSITION REQUIREMENTS: 
 
EDUCATION: At least 2 years of post-secondary education or equivalent experience 
EXPERIENCE:  3-5 years related experience in a public relations and/or customer service role.  
 
KNOWLEDGE, SKILLS, AND ABILITIES REQUIRED: 
 

• Excellent customer service skills - you are positive, professional, courteous and 
service-oriented 

• Experience working with databases and call tracking software 
• The ability to create reports in Excel 
• Thorough knowledge of Conservative Party of Canada Policies and Constitution 
• Possesses strong investigative and problem-solving skills with the ability to follow a 

problem through to its conclusion 
• Ability to clarify inquires, research issues and respond accordingly 
• Must be a team player and have the ability to establish effective interpersonal 

relationships 
• Must demonstrate the ability to multi task in a fast-paced environment 
• Excellent organizational skills with compulsive attention to detail. 
• Works well under tight deadlines and pressure with the ability to be flexible and 

deal with sudden schedule changes. 
• Sound judgment and decision making ability with the resourcefulness and 

innovation to tackle complex challenges.   
• A “do what it takes” work ethic. Possess a high energy level which allows reaction 

to situations quickly and decisively. Able to work independently and be self-
motivated, and to work as a part of or leading a team. 

 
TO APPLY: Please send CV to jobs@conservative.ca 
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