


Apply By: Monday, May 30, 2022 11:59 pm EDT

Job Information
CUSTOMER CARE SPECIALIST
Organization:
Ministry of Government and Consumer Services
Division:
ServiceOntario, Customer Care Division, East Contact Centre Services Branch
City:
Bancroft, Napanee, Picton
Job Term:
1 Temporary assignment/contract up to 12 months with possible extension
Job Code:
95424 - Customer Service Rep 3
Salary:
$27.16 - $32.52 Per Hour*
*Indicates the salary listed as per the OPSEU Collective Agreement.
Understanding the job ad - definitions
Posting Status:
Open Targeted
Job ID:
181574

Do you have demonstrated subject matter expertise and the ability to provide coaching to new staff and support Customer Care Representatives in their efforts to provide the best customer service experience possible?

If so, bring your exceptional customer service skills, outstanding organizational skills, and technical expertise to support ServiceOntario's commitment to deliver excellent services and solutions for our customers and partners.

PLEASE NOTE:
This position can be located in Picton, Napanee or Bancroft, however, there will be frequent travel between all 3 offices.




What can I expect to do in this role?
In this role, you will:

•process various business and individual customer transactions at the ServiceOntario counter
•provide subject matter expertise and technical guidance on Government and Ministry products, programs and service offerings
•investigate and resolve difficult, contentious and/or sensitive problems and issues, generally escalated by customer service staff or referred by management
•provide accurate interpretation of relevant legislation, regulations, policies and procedures to stakeholders, including senior officials
•identify recurring trends, problems or issues related to legislation, regulations, policy and systems
•identify training needs, provide input into training approaches and methods and deliver training workshops, one-on-one training and coaching to customer service staff
•monitor and review customer service staff work to ensure technical and administrative accuracy with policy compliance

How do I qualify?
Mandatory
•Valid G class driver's licence to travel overnight to remote locations where alternative transportation is not available.

Technical Knowledge:
•You have demonstrated knowledge of relevant legislation, regulations, services, policies, and procedures for partner ministries to interpret, apply and process accurate transactions consistently for all lines of business (e.g. Health, Driver & Vehicle, Ministry of Natural Resources) and provide technical advice, guidance to customer service staff
•You have experience with Cash and Inventory Management Oversight (CIMO), financial accountabilities and document security/integrity (i.e. in-person payment system transactions, ADI reports, outdoor card centre remitting process)
•You have knowledge of OPS Customer Quality Service Standards to ensure that customer service staff meet applicable standards and ensure service excellence

Leadership and Mentoring Skills
•You have leadership and mentoring skills to provide technical advice, guidance, training and coaching to customer service staff (one on one or in a group setting)

Communication and Interpersonal Skills:
•You can communicate clearly to provide policy and legislation interpretation to customers, staff and stakeholders including detailed explanations to ensure understanding
•You have written communication skills to prepare issues reports, correspondence, presentations and develop procedural proposals, training materials and other documentation
•You have interpersonal skills to develop effective working relationships and strong rapport with customer service staff, managers, customers and stakeholders
•You have conflict management skills to mediate and resolve disputes or de-escalate customer issues

Analytical and Research Skills
•You have analytical and evaluative skills to conduct transaction reviews for accuracy, resolve complex complaints and issues and prepare reports to document findings, develop options and make recommendations
•You have experience with research methods and techniques to investigate and conduct research related to contentious issues and compile information for reports
•You can assess and measure the effectiveness of customer service staff as it pertains to their ability to deliver products and services as well as follow policy
•You can recommend solutions to enhance service delivery

Organizational and Judgement Skills
•You have political acuity to identify contentious situations and occurrences with political overtones
•You have demonstrated organizational skills to manage multiple priorities within competing timeframes and a fast paced environment
•You have judgement skills to determine the method of communicating priorities, training issues and revisions to processes as well as when relaying information to clients

OPS Commitment to diversity, inclusion, accessibility, and anti- racism:We are committed to build a workforce that reflects the communities we serve and to promote a diverse, anti-racist, inclusive, accessible, merit-based, respectful and equitable workplace.
We invite all interested individuals to apply and encourage applications from people with disabilities, Indigenous, Black, and racialized individuals, as well as people from a diversity of ethnic and cultural origins, sexual orientations, gender identities and expressions.
Visit the OPS Anti-Racism Policy and theOPS Diversity and Inclusion Blueprint pages to learn more about the OPS commitment to advance racial equity, accessibility, diversity, and inclusion in the public service.
We offer employment accommodation across the recruitment process and all aspects of employment consistent with the requirements of Ontario'sHuman Rights Code. Refer to the application instructions below if you require a disability-related accommodation.

Additional Information
Address:
· 1 Temporary, duration up to 12 months, 7 Snow Rd, Napanee, East Region or 50 Monck St, Bancroft, East Region or 1 Pitt St, Picton, East Region, Criminal Record Check
Compensation Group:
Ontario Public Service Employees Union
Understanding the job ad - definitions
Schedule:
3
Category:
Customer and Client Services
Posted on:
Monday, May 16, 2022
Note:
In accordance with the Ontario Public Service (OPS), Employment Screening Checks Policy (ESCP), the top candidate(s) may be required to undergo a security screening check. Refer to the above to determine the screening checks that are required for this position.

Required security screening checks along with your written consent, will be sent to the Transition and Security Office (TSO), Talent Development Branch, Talent and Leadership Division to evaluate the results. If applicable, the TSO, with your written consent, will request and obtain any additional employment screening checks that were not obtained directly by you.

A record under the Criminal Code and/or other federal offence record(s) does not automatically mean you will be ineligible for the position. The employment screening check(s) will only be reviewed and evaluated by the TSO for the purpose of making a security clearance decision. The details of an individual's employment screening check(s) will be considered in specific relation to the duties and responsibilities of the position being filled. Employment screening check records will be maintained by the TSO and kept strictly confidential.
· E-MG-181574/22

How to apply:
1. You must apply online by visiting www.ontario.ca/careers. You must enter the job id number in the Job ID search field to locate the job ad.
2. Your cover letter and resume combined should not exceed five (5) pages. For tips and tools on how to write a concise cover letter and resume, review the Writing a Cover Letter and Resume: Tips, Tools and Resources.
3. Customize your cover letter and resume to the qualifications listed on the job ad. Using concrete examples, you must show how you demonstrated the requirements for this job. We rely on the information you provide to us.
4. Read the job description to make sure you understand this job.
5. OPS employees are required to quote their WIN EMPLOYEE ID number when applying.
6. If you require a disability related accommodation in order to participate in the recruitment process, please Contact Us to provide your contact information. Recruitment Services staff will contact you within 48 hours.
Please be advised that the results of this competition may be used to form an eligibility list of qualified candidates to potentially fill future vacancies represented by the Ontario Public Service Employees Union (OPSEU). In accordance with the Collective Agreement, eligibility lists are shared with OPSEU representatives. By applying to this competition, you are providing consent that your name may be shared with OPSEU representatives.
All external applicants (including former employees of the Ontario Public Service) applying to a competition in a ministry or Commission public body must disclose (either in the cover letter or resume) previous employment with the Ontario Public Service. Disclosure must include positions held, dates of employment and any active restrictions as applicable from being rehired by the Ontario Public Service. Active restrictions can include time and/or ministry-specific restrictions currently in force, and may preclude a former employee from being offered a position with the Ontario Public Service for a specific time period (e.g. one year), or from being offered a position with a specific ministry (either for a pre-determined time period or indefinitely). The circumstances around an employee's exit will be considered prior to an offer of employment.

Remember: The deadline to apply is Monday, May 30, 2022 11:59 pm EDT. Late applications will not be accepted.

We thank you for your interest. Only those selected for further screening or an interview will be contacted.
The Ontario Public Service is an inclusive employer.
Accommodation is available under the Ontario's Human Rights Code.

Pre Screening Questions
Do you possess a valid Class "G" Driver's Licence or equivalent as recognized by the Province of Ontario?
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