Posting # E20-195

b
COMMUNITY LIVING =

Toronto

JOB OPPORTUNITY

POSITION: HELPDESKTEAM LEAD

REGION: Corporate

HOURS OF WORK: 37.5perweek

Community Living Toronto, one of the largest agencies of its kind in North America, is a dynamic innovative organization committed
to a vision of promoting a welcoming community. As a leader in the field, Community Living Toronto offers supports to over 6,000
individuals within an intellectual disability as well as support to their families, including residential and day support, assistance with
employment, community support, early childhood services and respite.

QUALIFICATIONS:

Bachelor'sdegreeor Collegediplomarelatedto InformationManagementStatistics ComputerScience Engineeringor equivalentcombinationof
educatiorandtraining.Minimum 3 yearsof experiencen IT supportor arelated,inclusiveof providing supportsn atieredenvironmenfor service
escalationExcellentcustomerserviceskills andability to build relationshipsThoroughknowledgeof Microsoft Office 365 stack,Windows10,
Android OS,andApple productsandsupport.ExperiencaisingServiceNow or similar ticketing programsExperiencewith Unified
Endpoint/MDM managemergystemWindowsServerenvironmentActive Directory,and/orLDAP. VMware WorkspaceOneexperience
considerednassetAbility to processnformationwith high levelsof accuracyanddetail. Written andverbalcommunicatiorskills to respondo
enduserinquiriesanddocumenservicerequestsStrongproblem-solvingandcritical thinking skills; ability to troubleshooto root cause.
Demonstratedrganizationahndtime managemergkills; ableto multi-task,handlemultiple priorities,andmeetestablishedimelines.

JOB SUMMARY:

TheHelp DeskTeamLeadwill oversedhedayto day managementf the Help Deskteamandchampiortheenduserservices’bestpracticesacross
theorganizationTherole will leveragannovationto createandleada help deskfunctionthatdeliverstop quality front-line IT supportserviceso
clients.Theywill aimto refine,optimize,andtransformongoingserviceshroughrestructuringorocesseandprocedureshatpertainto theHelp
Desk.TheHelp DeskTeamLeadmuststriveto createa positivework environmentprovidementorshipo teammembersandactivelywork to
createstrongbusinessandemployeerelations.

RESPONSIBILITIES:

Help DeskOperations

» Researctandimplementendto endimprovementdo existingprocesseandprocedureso improveefficiencyandaccuracyof
Help Deskoperationghatresultin a superiorenduserexperiencdor internalandexternalclients.

« Acts asescalatiorpoint for complexserviceandcustomessatisfactiorrequest§rom the Help Desk.

« Managesll operationabnddaily activitiesof assignedesourceso ensureendusersreceivean effectiveandtimely resolutionof
all issuedn compliancewith the ServiceLevel Agreementequirementandbasedn establishedompanyobjectives.

« Identifiesanddeveloptargetsmetricsandreportsto measurehe quality andeffectivenes®f servicedo regularlyreportto key
stakeholders.

» Accountabldor design,developmenandoversightof processeandprocedureslirectly relatedto endusersatisfactiorfrom all
levelsof theHelp Desk.

« Proactivelymanagecommunicationpertainingto technicalsupport operationsgchangesputagesandissuesn atimely and
professionamanner.

« Leadseffortswith variousIT teamsandthird-partyvendorsto implementiargescaleresolutionsandchanges.

TeamManagement

» Overseestaff schedulingjncludingon call schedulingto ensureenoughcoverageandresourcesreavailableduringall hoursof
helpdeskoperations.

« Leads,superviseandmentorall teammembersassigningdutiesandpreparinganddeliveringperformanceeviews.Ensureteam
membersreachievingdesiredservicelevels.ldentifies,implementsandmonitorsenduserservicestandardso ensurgeamis
meetinginternalandexternaluserneedsin a consistentlyprofessionamanner.

Click APPLY and attach an up to date Cover Letter and Resume.
| APPLY |

PLEASE QUOTE JOB POSTING # IN THE SUBJECT LINE

‘When required, accommodations for disabilities will be provided, on request.
By submitting your application, you confirm that the information included is accurate and true. Misrepresentation or omission of facts in
connection with your application may be sufficient cause for dismissal.

We thank everyone for their interest in Community Living Toronto; however only applicants with the necessary qualifications, experience and education will be contacted for
an interview.
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