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Job Posting
Title: 

Team Lead - Contact Center
Location: 

Seattle, Washington

Dept.: 

Communication  
Reports to: 
Contact Center Director
Hours: 

Full-time (40hrs. wkly.), Monday - Friday, Days
Salary:

D.O.E. 

The Lighthouse is a mission-driven, private, not-for-profit social enterprise providing employment, support, and training opportunities for people who are blind, DeafBlind, and blind with other disabilities.
We are a successful manufacturing organization with over 60 years of experience in precision machining as well as being a professional service provider and federal contractor.  We produce an array of machined parts and plastic injection molding for various aerospace manufacturers, as well as a host of office products and hydration equipment.  The Lighthouse also offers a variety of services to our commercial, federal, and military customers. These include Contract Management Support (CMS) services for government contracting offices and a Contact Center which places and receives inbound and outbound calls.  We also own and operate stores on military bases along the West Coast.

If you are interested in being a part of a dynamic and engaged social enterprise that values: Accessibility, Accountability, Communication, Community, Confidentiality, Respect, Safety, Teamwork, Training, and Upward Mobility, you are encouraged to apply for the below position.
Summary:

The successful Team Lead - Contact Center candidate will have the primary responsibilities include providing contact center lead support to the team and Director, which includes inbound and outbound call performance and administration on internal and external customer campaigns and contracts for The Lighthouse for the Blind, Inc.’s Contact Center.   Will act as a front line coordinator for new customers as well as oversee current customer initiatives and procedures. The job of a Team Leader Contact Center is a highly focused position to ensure a service-oriented and professional working environment by supervising the performance of team members and executing necessary actions for their motivation when required. Team leaders are knowledgeable of all reporting aspects, communications terminology and technology, and organizational procedures.
Essential Job Functions:
· Serve as administrative and project support for Contact Center Director and Contact Center Team.

· Motivate and inspiring the team to surpass their potential.

· Improve the team and facilitating the communication among the members of team.

· Exceed and meeting departmental objectives, including lead generation.

· Create a sense of ownership within the employees and resolving employee issues, if any.

· Encourage, support, and motivate the team actively.

· Look constantly for development as well as continuous improvement for the entire team.

· Monitoring, organizing, and coaching team on a day-to-day basis.

· Communicate the organization’s purpose, core values, vision to the front employees.

· Ensure that the employees follow their schedules properly as designed.

· Strive for new ways continually, to increase the opportunities of sales.

· Handle escalated calls, complaints, questions, and queries as necessary.

· Facilitate cross-functional communication within employees for improved working condition.

· Create a conducive work environment for all the contact center’s employees.

· Carry out team meetings and actively participate in the monthly and weekly meetings.

· Document general reports on each team member’s performance and targets as well as ensure that they perform as required per contract.

· Other duties as assigned.

Minimum Requirements:

Relevant Skills/Knowledge:

· Excellent communication skills, both written and verbal 

· Experience in customer service and  call center required

· Experience in a lead role and assisting a team

· Strong knowledge of customer care techniques and processes.

· Exceptional analytical and listening skills.

· Ability to operate well in a call center team environment.

· Familiarity with several voice-logging systems and tools.

· Keenness and flexibility to work extended hours.

· Natural flair for coaching, motivating, and interacting with people.

· Ability to make outbound calls and adhere to daily goals when needed

· Experience with Salesforce or other CRM.

· Basic administrative skills: PC, Microsoft Office fluent 

· Professional and friendly demeanor, capable of working with outside prospects and customers, board members and internal stakeholders

· Highly organized, high level of attention to detail

· Familiarity with or interest in the nonprofit community and the Lighthouse’s mission

· Hard working, dependable, organized with the ability to work independently and as a team player
Education:

· 1+ years in a comparable role required 

· AA or BA and or equivalent job knowledge and experience preferred

Though you may meet the requirements for work eligibility in the United States, this position requires that you meet special government/military compliance regulations (ITAR-International Traffic in Arms Regulations). This means you must be able to provide legal documentation as a U.S. citizen, U.S. permanent resident alien, or other ITAR compliant status.

Equal Opportunity Employer, Male / Female / Persons with Disabilities / VEVRAA

FEDERAL CONTRACTOR

Please send resume to:

Kevin Daniel, Sr. Director of Strategic Recruiting

The Lighthouse for the Blind, Inc.

2501 S. Plum Street 

Seattle, Washington 98144

Fax number:
206.436.2244

Telephone:
206.973.4060

E-Mail:  
jobs@seattlelh.org 

For more information about employment opportunities and information on the Lighthouse organization, please visit our website

www.seattlelighthouse.org/job_postings
