
Customer Support Manager 
ABOUT US 
 
Our success story began in 1961 and over the years CWD has become an innovator in the 
world of consumer electronics. As a consumer, you may recognize some of our brands including 
Electrohome, Citizen, Defender, Fluance and Levana found in local retailers or online retail 
outlets. Our audio systems, baby monitors, surveillance and covert equipment, clock radios and 
karaoke products are just a few of our award winning and industry leading electronics. 
 
We pride ourselves on designing and delivering products that are easy to use, stylish and are 
valued by consumers for their quality and reasonable price. Our products are sold worldwide 
through various distribution channels, which include warehouse clubs, direct response 
television, mail order catalogue, in store and online retailers such as Walmart, Costco, Sears 
and Best Buy to name a few. 
 
WHY WOULD YOU WANT TO WORK FOR US? 
 
Our rich pool of talent of just over 100, maintain a consistent fast paced and results focused 
atmosphere to “Create What’s Different.” We have opportunities for those who are goal oriented, 
dynamic and seeking a constantly challenging environment. We are an organization of 
accountability, opportunity and high achievement. In order to make things happen at CWD, we 
look for focused and committed individuals who are driven to succeed. 
 
Candidates invited to join our organization receive paid benefits, training and education 
reimbursements, advancement opportunities, product discounts, and quarterly company paid 
events.  
  
CWD is currently looking for a talented and goal-oriented Customer Support Manager who 
has proven success of  managing a customer support team and a passion to deliver 
exceptional customer support that exceeds our customer’s expectations. 
 
The successful candidate will be responsible for: 
 
Team Management and Supervision 

 Creating team and individual goals to motivate performance and increase productivity, 
teamwork and quality of service 

 Leading and developing an effective team through communication, development plans 
and reward/recognition practices 

 Monitoring work flow to ensure goals and objectives are met 

 Conducting performance evaluations for the team, identifying weaknesses and offering 
coaching and mentoring as required 

 Ensuring that there are always sufficient resources in place to meet amount of calls and  
e-mails from customers 

 Delegating tasks and projects within the team as required 
 
Communication 

 Participating and focusing on strategic planning with upper management 

 Working in conjunction with other departments to improve internal processes for support 

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

 Informing management of any potential or existing issues/performance of products 

 Monitoring and troubleshooting areas of high return or defect rates to identify effective 
solutions to resolve issues both in the immediate future and for the longer term 

 Applying customer feedback and seek out tools to improve the effectiveness and 
consistency of support 



 Leading new product introductions and training sessions for internal and external support 
related parties 

 Continually increase the awareness of the importance of excellent customer support 
 
Customer management 

 Conducting regular surveys for customer satisfaction and evaluate team member 
performance 

 Developing and implementing policies and procedures to provide superior customer 
service 

 Ensuring timely, accurate and courteous customer service including resolution of 
complex customer problems/complaints 

 Prioritizing numerous issues of varying severity, and effectively manage the resolution of 
all issues within acceptable service levels 

 Supporting customers by providing analysis of problems and develop innovative 
solutions to satisfy customer requirements 

 Identifying additional opportunities to service our customers 
  

External Relationships 

 Communicating with outsourced customer support on a weekly basis 

 Leading and managing the business relationship with outsourced support companies 

 Training representatives from businesses on products and processes as necessary 

 Monitoring weekly and monthly usage (time and cost) as well as performance 

 Handling escalated issues as necessary 
 
Other 

 Effectively complete other duties as assigned 
 
 
The successful candidate requires: 
 

 Minimum of five years Management (Call Centre Setting) experience managing 10 or 
more Customer Support Representatives (including dealing with staffing issues) 

 Must have strong customer leadership and decision making experience; resolving 
customer issues and communicating solutions to customers 

 Excellent leadership skills in order to effectively lead, train and supervise the Customer 
Support Representatives 

 The ability to work flexible shifts and be on call if necessary 

 College diploma or university degree in a related field 

 Professional attitude and work ethic 

 The ability to delegate tasks and ensure deadlines are met by team members 

 The ability to multitask, learn quickly and easily adapt to a changing environment 

 Bilingual (French or Spanish) is considered an asset 
 

If the above interests you, then apply to join a fast paced, creative and energetic team! 

 

Click To Apply Today! 
 

http://www.cwdlimited.com/careers/application-form.php?position=Customer%20Support%20Manager

