
 

 

 
AT CWD, OUR AIM IS SIMPLE: CREATE WHAT’S DIFFERENT 

Do you thrive in a dynamic work atmosphere? Are you driven by innovative and forward-thinking ideas? Are you 
inspired to Create What’s Different on a daily basis? 
Then you’ve got what it takes to succeed at CWD. 

 

Customer Experience Team Leader – Support 

About Customer Experience: We are a first party support center for our industry leading brands like Citizen, 
Electrohome, Magnasonic and many more that CWD designs, markets and distributes right here in Niagara Falls. 
Our strong Customer Experience team consists of 15 individuals contribute to the success of our business by 
providing their opinions on processes, ideas for research and development and various projects in addition to 
providing our customers with an overall exceptional experience. As part of our team you will enjoy perks such as 
personalized work stations, exciting team and company events, personal development, benefits, a Monday to Friday 
work schedule and plenty of career opportunities both in the department and within the organization!  
 
The successful candidate will be responsible for: 

Communication 
 Participate in strategic planning with management. 
 Inform management of any potential or existing issues/trends for products and processes; suggest 

solutions as relevant   
 Communicate changes in policies, procedures and product troubleshooting information to the team; be the 

focal point for the distribution of information from management to the team and vice versa    
 

Customer Management  
 Prioritize numerous issues of varying severity, and effectively manage the resolution of all issues within 

acceptable service levels. 
 Approve exceptions for team members  to assist in resolving a customer issue and creating a good 

customer experience  
 Identify and recommend additional opportunities to continuously improve customer’s experience   

 
Administration 

 Complete quality assurance audits for cases created by the customer support representatives; complete 
return authorization audits and other related record audits for accuracy  

 Liaison between CX and various other departments such as Operations, R&D and Accounting to provide 
necessary information to the customer support representatives 

 Create daily agendas for team to ensure customer response times metrics are met  
 Train team members on department policies and procedures; update training materials as relevant   
 Work in conjunction with other departments and Supervisor to improve internal/external processes. 

 
Leadership  

 Assign priorities and delegate responsibilities as needed to ensure team member performance. Maintain 
and monitor team and individual goals to motivate performance and increase productivity, teamwork and 
quality of service within Support Tiers.  

 Lead and develop an effective team through mentorship, communication, development plans, monthly one 
on one session, performance improvement plans, training and rewards/recognitions for all support tier 
team members.  

 Complete feedback sessions and performance reviews for all support tier team members.  



 

 

 Continually increase the awareness of the importance of excellent customer support within the team to 
motivate them 

 
Other 

 Effectively complete other duties as assigned. 
 Participate in various inter-department meetings as needed 

 
Cognitive Skills: 

 Strong problem solving skills 
 Excellent time management and organizational skills 
 Ability to adapt quickly in a fast paced environment   
 Strong attention to detail 

 
Emotional Skills: 

 Effective Leadership Skills 
 Stress Management  
 People Oriented  

 
Technical Skills:  

 Proficiency using Microsoft Office (Word, Excel, Powerpoint) 
 Excellent verbal and written communication skills 

 

The successful candidate requires: 

• 2-4 years of experience in a related position  
• Experience supervising a team of 5-10 individuals 
• Experience in a fast-paced customer service setting 
• Relevant College or University program is beneficial 
• Experience and or a keen interest and understanding of electronics 
• Passionate about improving customer’s experience and interactions with the company  

 
If the above interests you, then apply using the internal application process. 

Candidates who reside within a 45 minute commute of our office will be given preference. 

 
ABOUT US  
 
CWD designs, manufactures, markets and sells consumer electronics that enhance our lives.  
As a pioneer in the markets of do-it-yourself video security, baby video monitors and wireless connectivity, we 
have successfully applied the principles of innovation and superior technology to a dynamic range of product 
categories. We are committed toward consistently exceeding consumer expectations and changing the way people 
think about:  
 
* Baby Safety Devices  
* Do-it-yourself Video Security  
* Wireless Connectivity Products  
* Home Theater Audio  
* Retro Music Systems  
* Clock Radios  
* Karaoke Systems  



 

 

* Massage Products  
 
From conception to launch, over 100 talented professionals work to ensure all of our products undergo the same 
intensive, completely in-house development and design process, resulting in the uncompromising quality and 
industry-leading performance that consumers trust.  
 
The letters ‘CWD’ are shorthand for the empowering philosophy that drives every aspect of what we do – Create 
What’s Different.  

 
 


