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Job Advertisement 
Call Center Lead

 

100% Remote within California 

Applicants MUST reside within the state of California 

Benefitted, limited term – 1 year 

 

The Foundation for California Community Colleges is on a mission to double its impact in the 
next 10 years. We are a group of relentless optimists and innovators in education, working 
collaboratively with public and private partners to help improve the student experience and 
expand pathways to economic and social mobility in communities across California. We are 
seeking Call Center Leads to join the Foundation in its mission of benefitting, supporting, and 
enhancing the California Community Colleges—the largest and most diverse system of higher 
education in the nation. 

WHAT YOU’LL DO 
As California navigates a shifting landscape due to COVID-19, the ability to quickly respond 
and reach the most vulnerable community members is more crucial than ever. Leveraging its 
role as the auxiliary nonprofit to the California Community Colleges Chancellor’s Office, all 
116 colleges, and 2.1 million students, the FoundationCCC is uniquely positioned to support 
relief efforts and connect Californians with resources to help them navigate these difficult 
times. The Foundation for California Community Colleges is rapidly expanding its call center 
support to bring critical resources to disadvantaged communities during the pandemic and 
beyond.  

The Community Impact Call Center provides outstanding customer service and technical 
assistance to families who receive social services across the state. We are seeking Call Center 
Leads to support in organizing, directing, and overseeing the activities of the Foundation’s Call 
Center and its staff.  In addition, Leads may perform standard call center agent duties as 
needed, including answering calls, troubleshooting issues, and documenting case notes. 

WHAT YOU BRING 
● Plans, assigns, coordinates, and manages all aspects of Call Center operations and the 

work of phone agents.  
● Maintains a strong working knowledge of program eligibility guidelines and benefits. 
● Serves as first point of contact for call center agent support including technical 

assistance, support with de-escalating calls, and troubleshooting; handles escalated 
calls as needed. 

● Develops, implements, and evaluates Call Center training operations. 
● Stays current on internal work processes policies and procedures. 
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● Acts as back-up to Supervisors and Managers, and as a secondary administrator and 
liaison with vendors, partners, and Foundation departments including Operations and 
Information Technology to ensure proper maintenance of call center technology. 

● Identifies appropriate call center operations benchmarks based on contractual 
obligations and industry standards, monitors actual call center performance against 
benchmarks, and makes operational adjustments as needed in a timely manner. 

● Regularly monitors individual call center agent performance and aptitude by 
identifying and administering performance improvement and training needs, as well 
as recognizing exemplary performance, in a timely manner. 

IDEAL CANDIDATE QUALITIES 
● Management and supervisory principles and practices including coaching and 

employee relations. 

● Ability to work effectively with diverse groups of individuals.  

● Customer service techniques and skills.  

● Proficiency with Microsoft Office Suite. 

● Excellent written and verbal communications skills.   

● Fluency in Spanish strongly preferred but not required. 

● Effectively supervise subordinates including training, assigning, monitoring, and 
evaluating work, counseling and disciplining staff, and processing grievances. 

● Analyze complex issues, evaluate alternative solutions, develop sound conclusions, 
and recommend an appropriate course of action. 

● Interpret and apply Program policy and procedure affecting operations and personnel 
matters. 

WHAT WE OFFER 
You’ll join a group of mission-driven, passionate, equity-minded individuals with a strong 
desire to impact and change lives for the better through education. As the official nonprofit 
auxiliary to the Chancellor's Office, we aim to ensure our team reflects the diversity of the 
California Community Colleges and the 2.1 million students, campuses, and communities it 
serves. Individuals are hired for their deep understanding of each population’s unique needs 
and will join a collaborative environment where each team member plays an important role 
in helping Californians across all communities improve their social and economic mobility 
and build a better future for themselves and their families. 

We operate from an office located in downtown Sacramento’s thriving R Street corridor. Our 
benefits include the CalPERS defined benefit retirement plan, generous medical, dental, and 
vision, tuition reimbursement, and more. We take a strategic and comprehensive approach to 
investing in our people, fostering an environment for employee growth, and providing 
diverse opportunities for continued learning, professional development, and advancement. 

To learn more about the position, read the full job description > Call Center Lead, Community 
Impact  

https://foundationccc.org/Portals/0/Documents/AboutUs/Job%20Descriptions/JD-Call-Center-Lead-Community-Impact.pdf?ver=2021-02-11-123247-490&timestamp=1613068507650
https://foundationccc.org/Portals/0/Documents/AboutUs/Job%20Descriptions/JD-Call-Center-Lead-Community-Impact.pdf?ver=2021-02-11-123247-490&timestamp=1613068507650
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For immediate consideration, please submit a letter of interest and resume saved as Microsoft 
Word (.doc/.docx) or Adobe Acrobat PDF (.pdf) documents to jobs@foundationccc.org. Please 
include in the subject line: “Call Center Lead, Community Impact”. 
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