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Position Code: 142 Pay Band: 21 

Department: Customer & Corporate Service Effective: April 2019 

Division:  Revised February 2021 

Reports To: Chief Administrative Officer Status: Permanent Full-time 
Non-Union 

Direct Reports: Manager of HR, Fleet &Facilities, IT, 
Customer Service, PR & Comms., EA 

Indirect 
Reports: 

HR, F&F, IT, and Cust. 
Serv. staff 

             
Position Summary 

 
Reporting to the Chief Administrative Officer (CAO), the Executive Director (ED), Customer & Corporate 
Service is responsible to lead and direct integrated initiatives across the organization related to customer 
service delivery, strategy, performance, and improvement with a commitment to providing exceptional 
customer service to meet the needs of residents, business, stakeholders and employees with regard to 
timeliness and effectiveness.  The position is also responsible for the management and leadership of 
corporate services which include Talent Management and Human Resources (HR), Fleet & Facilities 
(F&F) including Green and Climate Change Leadership, Information Technology Services (IT), and Public 
Relations & Communications (PR).  The main duties and responsibilities for this position are in the areas 
of developing and managing an integrated customer service strategy, overseeing corporate service 
functions, and department administration functions. 
 

Duties & Responsibilities 
 
1. Develop and Manage an Integrated Customer Service Strategy (40%): 

(a) Develop, oversee and champion the “Service Collingwood” initiative with the aim to provide 
residents with access to multiple services through one point of contact.  With the Customer 
Service Manager, coordinate with other Departments to connect functions (physically or 
virtually) to achieve seamless customer service. 

(b) Define customer service standards, develop and implement monitoring and reporting 
processes, review and determine hours of service, and better use technology to enhance 
the customer service experience.  Respond to enquiries and/or resolve complaints/concerns 
regarding customer service policies and objectives. 

(c) Through the Customer Service Manager, provide leadership to customer service staff, and 
liaise with administrative staff in other departments, toward a customer service culture that 
serves the needs of customers both internal and external to the organization. 

 
2. Oversee Corporate Service functions (40%): 

(a) HR – Explore options to enhance employee skill sets, provide greater opportunities for 
upward mobility, and empower staff across the organization. 

(b) IT Services – Provide leadership for the IT strategic plan, and methods to strengthen IT 
safety and security. 

(c) F&F – Corporation alignment on fleet and facilities delivery, including managing special 
projects; championing an environmental sustainability (“green”) function to look at ways to 
reduce the organization’s carbon footprint. 

(d) PR – Provide oversight for corporate communications strategies and media relations. 
(e) Ontario Provincial Police (OPP) Liaison – If necessary, act as the primary point of contact 

for matters between the Town and the OPP; refer items to appropriate division to address 
and ensure follow-up is conducted. 

(f) Inter-governmental affairs – Provide support on intergovernmental initiatives; liaise with 
other levels of government/agencies, Local Boards/Commissions/Committees; provide 
advice/guidance/interpretation on new or impending legislation affecting the Corporation 
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3. Department Administration Functions (20%): 
(a) Assess staffing needs and make recommendations for additional complement to Council; 

participate in the recruitment and selection process, review hiring recommendations and 
authorize same. 

(b) Oversee the management of departmental staff including performance evaluation and/or 
review of same, training and development formulation and authorization, discipline, 
health and safety, and promotion/transfer/termination decisions. 

(c) Coordinate, prepare, review and recommend Department’s annual capital and operating 
budgets, forecast any potential funding sources; monitor and administer approved 
budgets and report on same; and authorize payment of accounts. 

(d) Develop, review and revise departmental policies and procedures, service levels and 
standards/performance measures, administrative processes and statistical/informational 
requirements. 

(e) Prepare reports, make recommendations/presentations, and attend Council/Committee, 
Department Heads, and other meetings of the Corporation as required. 

(f) Participate as a member of the Department Head Team providing input on 
departmental/corporate planning and strategic initiatives; lead and/or participate on 
project teams, as assigned; and champion the corporate mission and values 
departmentally, among departmental colleagues and corporately 

 
Work in compliance with the Highway Traffic Act, Occupational Health and Safety Act, WHMIS, applicable 
legislation, regulations, statutes, and departmental policies/procedures/practices and operational 
guidelines.  Ensure that all necessary personal protective equipment (e.g. safety boots, hard hat, 
reflective vest, gloves, hearing protection, eye protection, etc.) are used and are maintained in good 
condition. 
 
Perform other related duties, as assigned, that are in accordance with job responsibilities and/or 
necessary departmental or corporate objectives. 

 
Knowledge, Skills, Experience, & Customer Service 30% 

 
1. Degree in Public Administration, Business Administration, or related discipline. 
2. Certified Municipal Officer, Certified Municipal Manager, or other municipal leadership 

accreditation an asset. 
3. Ten (10) years of significant progressive management experience, preferably working as a senior 

manager in a municipal government environment. 
4. Knowledge of contemporary customer service best practices and ability to facilitate change 

across an organization.  Politically astute with demonstrated ability to grasp organizational issues, 
lead diverse groups toward a common vision and take a participatory approach to management. 

5. Through working knowledge of relevant Acts/Regulations/Statutes and local government 
functions/responsibilities. 

6. Demonstrated analytical skills to identify and resolve problems and excellent negotiating skills to 
resolve organizational and interdepartmental conflicts.  Ability to communicate ideas effectively in 
person and in writing and to deal effectively with high pressure and challenging situations. 

7. Ability to manage information and make decisions, negotiate, find innovative solutions to 
problems as well as administer and monitor budgets. 

8. Exceptional administrative, interpersonal, organizational, time management, problem-solving, 
report writing, and public relations skills, together with the ability to use tact and discretion and to 
deal courteously and effectively with the public and fellow staff members. 

9. Ability to multi-task, cope with interruptions and work under pressure to meet multiple deadlines, 
exercise discretion and good judgment particularly when handling highly confidential/sensitive 
information.  Possess a high level of initiative and personal integrity. 
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10. Working knowledge of Windows and Microsoft Office applications, database management, and 
office equipment. 

11. Valid Class ‘G’ Driver's Licence and a Driver’s Abstract satisfactory to the Employer.  Ability and 
willingness to travel within the community and out of town as required.   

12. Possess Criminal Record & Judicial Matters Check (Level 2) with results satisfactory to the 
Employer and a valid standard first aid and CPR/AED Level C certificate (or willing to obtain). 

 
Physical Demands & Working Conditions 

 
Physical Effort:  The physical demands described here are representative of those that must be met by 
an employee to successfully perform the essential functions of this position.  Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential functions.   
 
Physical demands require no undue fatigue regarding sitting, standing and walking.  Daily tasks may 
include operating a computer, meetings, training, concentrated attention to detail during report/release 
writing, analysis of various information and computer work.  Individual must operate office equipment 
such as computers, copiers, faxes, scanners and adding machines. (100%) 
 
Normal hours of work are thirty-five (35) hours per week, usually Monday through Friday, shifts are seven 
(7) hours per day plus a one (1) hour unpaid meal break.  Flexibility in scheduling is necessary with the 
requirement to attend to Council/Committee meetings or other functions outside of normal work hours, 
respond to urgent matters, or to work overtime as needed. 
 
Physical Environment:  Work is mainly conducted in a standard office environment (90%) and also 
involves travelling to other Municipal buildings or off-site locations, out of town meetings and training held 
in meeting rooms or conference rooms. (10%) 
 
Sensory Attention:  Visual concentration and repetitive keyboarding tasks.  Ability to coordinate hand 
and eyes rapidly and accurately when using equipment.  Periods of continual visual concentration and 
must be able to distinguish numbers and characters on an electronic screen.  Vision abilities required 
include close vision and ability to adjust focus. (70%)  Requires the ability to prepare and read a variety of 
reports, letters/correspondence, budgets, etc.  The ability to communicate effectively including explaining 
processes instructions and speaking before groups of people. (30%) 
 
Mental Stress:  Limited mental stress, in normal situations with various pressures where the seriousness 
of the outcome will range from limited to uncertain. (80%)  Some exposure to disgruntled members of the 
public. (10%)  Requires the ability to deal with people beyond giving and receiving instructions.  Must be 
adaptable to performing under stress and when confronted with difficult or emergency situations. (10%) 

 
Contacts and Dimensions 

 
Direct Reports:   6 
Indirect Reports:   14 
Total Employees Serviced: 20 
Other Working Relationships:  Position communicates regularly with all levels of staff, elected officials, 

various governments/agencies, legal counsel, consultants, 
community/special interest groups/agencies, ratepayers, and the public. 

Budget: $ 
Salary Budget:   $ 
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Review and Signatures 
 
Employee Name (print):       Date:     
 
Signature:         
 
Supervisor Signature:    Date:     
 
Manager/HR Signature:    Date:     
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