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SUMMARY 
 
Reporting to the Care & Support Team Lead (CSTL), the Care & Support Representative (CSR) plays a 
critical role in ensuring the overall success of the homestay program. The CSR is the first point of contact 
with international students, host families, international agencies, and our clients. This position requires 
sound and reliable judgment as all decisions affect various stakeholders and, ultimately, CHN’s client 
relationships and reputation in the community. CSRs will naturally be effective at collecting detailed facts, 
organizing information, participating in ongoing relationship building, reducing inconsistencies, and 
bringing calm to emergency situations. 
 
Client Care & Customer Service Philosophy 

• Deliver meaningful and effective client care through acknowledgement, authenticity, and 
understanding unique needs; 

• Uphold the highest level of Customer Service by being flexible, attentive, reliable, and 
responsive with our clients and colleagues; 

• Take ownership and follow-up (TOFU) – take ownership over the customer experience and 
provide thorough follow-up, collaborating with team members when necessary; 

• Establish and maintain strong working relationships with team members to ensure adequate team 
coverage and support; 

• Communicate and develop effective working relationships with colleagues, clients, students, 
agents, and hosts following CHN policies and protocols for methods, timing and documentation of 
all such communications and transactions; 

• Engage with colleagues, host families, and students in order to monitor, manage, and bring 
closure to homestay inquiries and customer requests, and; 

• Collaborate with colleagues for second opinion and support in an organizational culture that 
encourages and depends on teamwork for positive outcomes. 
 

RESPONSIBILITIES 
 

1. Care & Support Triage Work (70% of time) 

• Log onto Front (customer communication platform) for all scheduled triage shifts;  

• When scheduled for real-time assistance, the CSR will be considered “on-call” and available to 
immediately respond to call, chat, and email inquiries;  

• Problem-solve customer inquiries – TOFU; 

• Escalate crisis situations in a prompt and caring manner to the Care & Support Team Lead and 
Local Relationship Manager (RM), and/or third-party mental health services;  

• Completing detailed incident reports in a timely manner; 

• Direct inquiries to the correct department when it can’t be handled by C&S; 

• Follow and adhere to the Care & Support Team Triage Protocol;  

• Collaborate with the CSTL or RM to address issues that require additional support, and; 

• Complete data-entry in the database as it relates to client, host, or student information, following 
all CHN protocols for due diligence and data integrity. 

 
2. Support Local Communities (20% of time) 

• Assist with project work as needed; 

• Assist Placement Coordinators with matching by completing offer calls with hosts; 

• Process student evaluations and other survey results; 

• Assist with transportation bookings and arrival and departure logistics; 

• Process custodianship documents with a high degree of precision; 

• Various data entry & integrity tasks, and: 

• Supplemental inbox support for RMs. 
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3. Other Responsibilities (10% of time) 

• Participate in team meetings, 1:1 meetings,Colleague Surveys & Performance Reviews 

• Attend in-person meetings such as AGMs as necessary;  

• Any other duties assigned to you by the Care & Support Team Lead, Program Lead or National 
Operations Lead, to provide organizational support; 

• First-language support. 
 

KNOWLEDGE, SKILLS & ABILITIES 
 

• Innate ability to work independently and autonomously in a virtual office environment. 

• Exceptional Customer Service skills. 

• Positive interpersonal skills and highly effective at de-escalating challenging customer 
interactions. 

• Ability to work in a team, and to maintain and develop relationships with colleagues through 
working together and collaborating on best practices. 

• Excellent Word, Excel, Email, and Database skills. 

• Strong verbal and written English communication. French is also mandatory for positions 
assigned to Quebec and parts of Ontario. 

• Strong problem solving and organizational skills. 

• High level of attention to detail. 

• Post-Secondary Certificate or Diploma in a relevant discipline, preferred. 

• 1+ years of Customer Service experience. 

• Some experience working with international students and a variety of cultures. 
 

WORKING CONDITIONS 
 

• Home Office with reliable home internet service 

• Full availability is required (weekdays, weeknights, and weekends) 

• Vacation blackout from August 15th – September 15th annually 
 
OTHER DOCUMENTS 
 

• Performance Expectations – All Colleagues 
 
CANADA HOMESTAY NETWORK IS COMMITTED TO THE PRINCIPLES OF EMPLOYMENT EQUITY. 


