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EMPLOYMENT  
POSTING 
 
 
Posting Title: Customer Service Manager 
Department: Administration 
Closing: December 15, 2022 

Hours: Full-time 37.5 hours  

Union/Exempt:  Exempt  
 

Reporting to the Planning Manager, this front-line management position oversees and assists the 
Customer Service team in performing their job duties, such as responding to customer inquiries 
and resolving issues or complaints. 
 
The Customer Service Manager is responsible for creating and implementing the training 
processes, procedures, and schedules, providing coaching and feedback, and ensuring 
consistent customer service to the public and city staff. 
 
Managing the public-facing team requires a resourceful leader who enjoys working in a fast-paced 
environment and has excellent prioritization and organizational skills.  The successful candidate 
will be highly motivated to ensure the timely and efficient completion of assigned tasks while 
dealing with multiple priorities, the public, and staff, with minimal supervision.  Furthermore, the 
Customer Service Manager must make sound decisions based on the knowledge of City policies, 
bylaws and regulations and maintain a high level of confidentiality at all times. 
 
EDUCATION AND QUALIFICATIONS:  

 A combination of relevant courses and relevant work experience; however, a secondary 

school diploma is preferred. 

 At a minimum, five (5) years of relevant management experience. 

 Three (3) years of Development Services (Building permits, Business licenses, Cemetery, 

Bylaw, Planning) or related experience is preferred.  

 Experience with Vadim/ICity is preferred. 

 
DUTIES AND RESPONSIBILITIES: 

 Hire, train, and develop customer service employees. 

 Ensure compliance with customer service and the organization’s policies, procedures, and 

best practices. 

 Organize and oversee the schedules and work of assigned staff. 

 Conduct performance evaluations that are timely and constructive.   

 Handle the discipline and termination of employees as needed adhering to HR policies. 

 Manage and ensure department compliance with City policy, bylaws, procedures and 

guidelines.  

 Monitor and review the correspondence between clerks and customers. 

 Ensure that the Customer Service team is informed about new department practices and 
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service changes. 

 Collect data and prepare necessary departmental reports as needed. 

 Update the Planning Manager on the team’s performance, successes, and challenges 

with any related solutions.  

 Identify, recommend and support the implementation of opportunities to update or improve 

customer service procedures. 

 Assist with budget preparation for the Customer Service department. 

 Performs other related duties as assigned.  

 
REQUIRED KNOWLEDGE, SKILLS & ABILITIES:  
 

 Excellent management and supervisory skills. 
 Excellent verbal and written communication skills.  
 Extensive knowledge of customer service procedures and principles. 
 Organized with attention to detail. 
 Ability to resolve customer complaints and issues while maintaining a professional and 

calm demeanour. 
 Ability to coach and mentor. 
 Proficient in Microsoft Office Suite or related software.   
 Strong professionalism, non-judgmental attitude and the ability to handle sensitive 

information confidentially. 
 Superior organizational, multitasking and time management skills. 

 
 
 

Please submit your PDF cover letter and resume to: 
 

Email: HRCH@princerupert.ca 
or 

Human Resources Manager 
424 3rd Ave West 

Prince Rupert, BC V8J 1L7 
 
Application Deadline: December 15, 2022. 
 

We thank all applicants for their interest in this position, however, only those applicants 
selected for an interview will be contacted. 


