
JOB OPPORTUNITY 

Posting # 

_____ 
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. 

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

POSITION:    

REGION:

HOURS OF WORK:

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:

RESPONSIBILITIES:

JOB SUMMARY:

ashley.lawrence
Rectangle

mailto:careers@cltoronto.ca

	Untitled

	Posting: E20-195
	Qualifications: Bachelor’s degree or College diploma related to Information Management, Statistics, Computer Science, Engineering or equivalent combination of education and training. Minimum 3 years of experience in IT support or a related, inclusive of providing supports in a tiered environment for service escalation. Excellent customer service skills and ability to build relationships. Thorough knowledge of Microsoft Office 365 stack, Windows 10, Android OS, and Apple products and support. Experience using Service Now or similar ticketing programs. Experience with Unified Endpoint/MDM management system, Windows Server environment, Active Directory, and/or LDAP. VMware Workspace One experience considered an asset. Ability to process information with high levels of accuracy and detail. Written and verbal communication skills to respond to end user inquiries and document service requests. Strong problem-solving and critical thinking skills; ability to troubleshoot to root cause. Demonstrated organizational and time management skills; able to multi-task, handle multiple priorities, and meet established timelines. 
	Job Summary: The Help Desk Team Lead will oversee the day to day management of the Help Desk team and champion the end user services’ best practices across the organization. The role will leverage innovation to create and lead a help desk function that delivers top quality front-line IT support services to clients. They will aim to refine, optimize, and transform ongoing services through restructuring processes and procedures that pertain to the Help Desk. The Help Desk Team Lead must strive to create a positive work environment, provide mentorship to team members and actively work to create strong business and employee relations.
	Responsibilities: Help Desk Operations• Research and implements end to end improvements to existing processes and procedures to improve efficiency and accuracy of   Help Desk operations that result in a superior end user experience for internal and external clients.• Acts as escalation point for complex service and customer satisfaction requests from the Help Desk.• Manages all operational and daily activities of assigned resources to ensure end users receive an effective and timely resolution of  all issues in compliance with the Service Level Agreement requirements and based on established company objectives.• Identifies and develop targets, metrics and reports to measure the quality and effectiveness of services to regularly report to key  stakeholders.• Accountable for design, development and oversight of processes and procedures directly related to end user satisfaction from all  levels of the Help Desk. • Proactively manage communications pertaining to technical support, operations, changes, outages and issues in a timely and   professional manner. • Leads efforts with various IT teams and third-party vendors to implement large scale resolutions and changes.Team Management• Oversees staff scheduling, including on call scheduling, to ensure enough coverage and resources are available during all hours of  help desk operations. • Leads, supervise and mentor all team members, assigning duties and preparing and delivering performance reviews. Ensure team   members are achieving desired service levels. Identifies, implements, and monitors end user service standards to ensure team is   meeting internal and external user needs, in a consistently professional manner.
	Position: HELP DESK TEAM LEAD
	Region: [Corporate]
	APPLY2: 
	Hours: 37.5 per week


