
Senior Manager Capacity Planning

Toronto, ON
Weâ€™re on a mission to build the relationship-focused bank of the future and weâ€™re looking for the passionate collaborators,
innovators, advisors, and leaders who can get us there. Our distinct culture is built on a shared commitment to do whatâ€™s right
for our clients, our people, and our communities, and we strive for excellence in everything we do. Because life at CIBC is not only
what you do, but how you do it.
To learn more about CIBC, please visit CIBC.com

What Youâ€™ll Be Doing
As the Senior Manager, you will provide tactical guidance and specialized knowledge relative to capacity planning for call centre
businesses across CIBC. You will lead the Planning teams and simultaneously lead day to day operation within the department to
meet or exceed quality and delivery expectations.

How Youâ€™ll Succeed

People Leadership - Provide coaching, training and developmental opportunities to ensure managers, team leaders and
analysts are capable of performing at, or developing to, the necessary performance standards. Oversee the development of
annual KPD targets for capacity planning team members, ensuring progress on targets gets reviewed and supported through
the coaching process.
Capacity Planning â€“ Oversee the coordination of the planning effort across all lines of businesses. Develop and manage
call volume planning models, business plans and initiatives planning related to channel development and usage. Enable the
accurate forecasting of resource requirements.
Relationship Management â€“ Through effective leadership and collaboration with the business partners, ensure capacity
planning principles, tools and methods maximize operational and cost effectiveness. Maintain awareness and ensure that
staff is informed of Channel strategy & Development practices and processes.

Who You Are

You are a bold and authentic leader. You're passionate about developing and coaching to bring out the best in people.
You have led diverse, high performing teams.
Your influence makes an impact. You know that relationships and networks are essential to success. You inspire
outcomes by making yourself heard.
You're passionate about people. You find meaning in relationships, and surround yourself with a diverse network of
partners. You build trust through respect and authenticity.
You give meaning to data. You enjoy investigating complex problems, and making sense of information. You're confident
in your ability to communicate detailed information in an impactful way.
Values matter to you. You bring your real self to work and you live our values - trust, teamwork, and accountability.

What CIBC Offers
At CIBC, our people are our greatest asset. Youâ€™ll become part of a diverse community that acknowledges everyoneâ€™s
unique talents, and empowers teams to do whatâ€™s right for the client, and to do it well. As part of our team, you will:

Thrive: Benefit from an open and approachable culture that provides the flexibility and support you need to integrate your life
at work and at home
Connect: Work in a place where the right technology and infrastructure fosters innovation, collaboration and creativity
Develop: Grow your skills and career through our best-in-class onboarding experience, ongoing learning opportunities,
individual development planning, and comprehensive product training
Prosper: Share in our collective success with a competitive salary, incentive pay, banking benefits, health benefits program,
and employee share purchase plan

What You Need to Know

CIBC is committed to creating an inclusive environment where all team members and clients feel like they belong. We seek
applicants with a wide range of abilities and we provide an accessible candidate experience. If you need accommodation
during the application or interview process, please contact Mailbox.careers-carrieres@cibc.com
You need to be legally eligible to work in Canada at the location(s) specified above and, where applicable, must have a
valid work or study permit


