
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Bilingual Call Centre Representative (Sales & 
Service Agent) - Work from home Briefing 
information 

 
 
 
 

This summary is provided for information purposes only. All obligations and entitlements should you be hired are as set out in your Offer of Employment, 
which incorporates WestJet’s Policies and the Agreement between WestJet, an Alberta Partnership, as may be amended from time to time. December 2021 
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Our Mission 
To enrich the lives of everyone in WestJet’s world. 

Our Values 
Act like an owner 
I take responsibility for my decisions and accountability for the outcomes. 

 
Care from the heart 
I do the right thing and do things right, because I care. 

 
Rise to the challenge 
I have the courage of a champion, relentless in my pursuit of excellence. 

 
Work together to win 
I play my part, connecting as one team. Together we fly. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

WestJetters: Going further 
Whether it’s going the extra mile to ensure our guests have an amazing flight, or literally going further to new destinations, ‘Go Further’ 
embodies what WestJetters are all about. 

 
This guide shares how you can contribute as a Bilingual Call Centre Representative (internally known as a Service & Sales Agent) 
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Bilingual Call Centre Representative (Sales & Service Agent) duties 
Love is in our DNA. We love what we do. In turn, our guests love flying with us. Whether it’s a trip of a lifetime or their fourth business trip this month, let’s 
make our guests love their journey, whatever journey they’re on. 

 
Here is a snapshot of some of the tasks Bilingual Call Centre Representative (Sales & Service Agent) do: 
• Work independently in a home-based work environment, as well as in a team environment. 
• Answer a variety of questions and provide information about travel options to both internal employees and guests. 
• Use effective communication skills and sales techniques to help our guests choose the best travel experience for them. 
• Provide post-sale support, such as changing and cancelling reservations. 
• De-escalate angry or upset guests to retain their loyalty to WestJet 

If you are new to providing customer service over the phone, you’ll find that it is a very unique environment and the information below will give you some 
insight into how we run our contact centre here at WestJet: 

• The saying goes. “What gets measured gets done”, so we measure everything! On a daily basis you can view your metrics on things like “average call 
handling time”, “sales results”, and “call quality scores”. In addition, you’ll be able to see how you contribute to the success of the whole Call Centre 
Representative (Sales & Service Agent) operation. 

• Your calls will be randomly recorded and evaluated in order to have accurate metrics and help us provide you with the tips and tricks to improve your 
performance. 

• Our guests choose when to call and our job is to be there for them. “On time” performance is critical to our success. We prioritize starting on time, 
ending on time, and taking breaks and lunches as close to schedule as possible. 

• Coaching and supporting our people is a way of life for us! Agents can expect “1 on 1” time with their Team Leader to support your learning. 
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• Our business changes constantly! In order to support your learning, agents receives dedicated read time each and every day to ensure
we’ve got the knowledge and skills to be successful.

• Our environment is fast paced, exciting and sometimes high pressure (There’s nothing like a day when a snowstorm shuts down Toronto!)
Everyday you have the opportunity to have a huge impact with our guests.

Growth and Development 
At WestJet, career growth is something we pride ourselves on. The Call Centre offers many opportunities to grow your career in various operations, 
support, and leadership roles. Our Contact Center is divided into over 8 different departments with over 1200 dedicated employees specializing in 
exceptional guest interactions and resolutions. All new hires are required to remain in their current position for a minimum of 12 months (from 
start date) before they apply for other positions within WestJet. Below are some of the other opportunities within the WestJet Contact Centre that 
bilingual candidates can be eligible to apply for: 

Group Sales Specialist: 
Group Sales Specialists focus on the group segment market to manage, maintain and grow 
this business within assigned set of group accounts and/or territory. Provide high touch 
dedicated one on one quality service with the travel trade, corporate clients, and guests 
direct focusing on conversion and repeat business. Quoting, booking and managing the 
business to ensure the maximum of group revenue within Revenue Management guidelines 
utilizing sophisticated group air optimization. Promote the company and the group division 
to all group segments within our system of influence. 

Specialist I – Central Baggage  
Central Baggage Services (CBS) primary role is guest recovery for mishandled baggage 
incidents; delayed /lost, damaged, missing articles. CBS team works closely with airport 
Baggage Service Offices (BSO) by providing support for escalated baggage incidents and 
facilitation of baggage movement around the world. 

Guest Support Specialist  
The Guest Support (GSUP) team plays a critical role in providing consistent exceptional 
customer service to both our internal and external guests. They support the contact center 
with guest escalations through inbound and outbound phone calls and resolve guest 
concerns through written correspondence.  They drive brand and guest loyalty focusing on 
solving, educating, and recovering from WestJet’s most dynamic and challenging guest 
experiences 

Special Care Agent  
The Special Care Agent provides guest support, guidance and facilitation of bookings 
that are operationally critical and require detailed attention.  The detail requires a 
different level of support than the Contact Centre can offer. The Special Care Agent will 
be directly responsible for promotional bookings (such as Accessible Travel or Make-a-
Wish).  

Reservation Support Desk Agent 
The Reservation Support Desk (RSD) is instrumental in supporting, identifying and reporting 
matters that affect technical efficiencies and processes to enhance guest experience and 
increase the productivity and profitability of WestJet. RSD agents provide remarkable 
service to both our internal and external guests by providing technical support for all of 
WestJet's business units including the Contact Centre and our entire airports network. 
Agents answer questions, troubleshoot system responses and coordinate the resolution of 
guest problems through research and use of resources to balance the needs of the guest 
and the needs of the business.  

Social Care Specialist  
The Social Care team is a dynamic group of individuals with experience across the 
organization. The team provides exceptional guest service while positively representing 
WestJet’s brand through social media requests and inquiries. 

Sales and Service Agent - WestJet Vacations  
WestJet Vacations Sales and Service Agents are responsible for providing a remarkable 
experience to guests and travel agents by creating packaged holidays and supporting travel 
arrangements. As the first point of contact for guests, agents play an essential and crucial 
role in selling the WestJet Vacations brand. They place a high degree of emphasis on selling 
vacation packages and creating an enjoyable experience for our guests and valued partners. 

Team Lead – Various Departments  
The Team Lead will provide strong leadership to the department employees. They will 
inspire and lead by providing time, knowledge, training and expertise to guide, coach 
and motivate employees. In addition, the team leader will work collaboratively with the 
greater leadership team to provide first level direction, guidance and coaching for the 
team. 
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Work schedule 
WestJet operates 24 hours a day, 7 days a week and 365 days a year. Bilingual Call Centre Representatives (Service & Sales Agents) 
must be available to work any hour of the day and any day of the week or year. New WestJetters will be granted 2 weeks of vacation 
to be used within their first full calendar year; those vacation days can be assigned based on availability within the schedule. 

• You could be called upon to work any hour or any day of the year. The scheduling of a call centre is probably the most difficult part of our 
operations and as such, we have a lot of processes and systems in place to help us balance the needs of our guests with the needs of our 
agents. 

• Full-time Bilingual Call Centre Representatives (Service & Sales Agents) are scheduled to work 40 hours per week, each shift being 8.5 hours 
in length. A week is Monday to Sunday. 

• Our shifts are weekdays, evenings, weekends and holidays. 

• You will have an opportunity to map your days off for the whole year. With that said, shift times are received 3 weeks in advance. Your shifts 
are based on tenure, absenteeism and schedule adherence. 

• You are free to trade shifts through our online schedule system. 
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WestJet recruiting process 
Step 1: Technical Assessment (PreVue) 
Candidates will be invited to complete a technical assessment through our third party provider PreVue. This will assess a candidates data entry 

and typing skills. 

 
Step 2: Interview 
Candidates that meet our minimum requirements from the technical assessment will then be invited for a one on one interview. You will meet 

with a recruiter/leader and this is where we want to learn more about your amazing skills and how you will use them should you begin working 

with WestJet. 

 
Step 3: Candidate Pool 
If a training class is not available and you are successful, you will be placed in a candidate pool until you are invited to attend a training class. 

Candidates will remain in the pool for a maximum of 6 (six) months from their interview dates. 
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Step 4: Results from the interview process 
If you are successful through the interview process, you will be invited to training when a training date is confirmed, and a seat is available for 
you. At this time, your conditional offer letter will be sent to you outlining the full Conditions of Employment for the Bilingual Call Centre 
Representative (Service & Sales Agent) position. 

 

Step 5: Background screening 
Upon receipt of your conditional offer of employment, you will be required to complete a background check. We will ask you to provide 
personal information and authorization of its use for the purposes of a criminal background check. 

 

Step 6: Language testing 
After reviewing all appropriate information, you will be asked to complete Language Testing. This assessment requires completion at the time 
of offer. 
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Conditions of employment 
Work environment 
At WestJet, we continue to cultivate a safe, welcoming, and respectful workplace that values diversity and inclusion. Part of how we do that 
is by abiding our policies and procedures, including our Code of Business Conduct, Alcohol and Drug Policy and Harassment and Violence 
Prevention Policy. Failure to meet obligations under these policies can have serious consequences including progressive discipline, up to 
and including termination. 

Pre-employment conditions and required documents 
Role eligibility 
• You must be able to legally work in Canada. If applicable, you must hold a valid work permit for a minimum of one year post training

completion.

Home requirements 
• Your High Speed Internet must meet the minimum specification: 25 mbps download, 2.5 mbps upload speed and it must be hard 

wired. With either Shaw or Telus as your Internet provider.

• You must have a dedicated and distraction free work space, with a desk and a chair. We will supply the computer system and headset.

• Even though this is a remote role your home is required to be within 100 kilometers or within one-hour and 15 minutes travel time of 
a WestJet designated center of operations.

Criminal background check 
• We will ask you to provide personal information and authorization of its use for the purposes of conducting a criminal background

check.



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Training 
Our reservation system is complex and requires training to be used effectively. For you to be successful you will need to be committed 
and focused to learn the new system. Other things to consider before starting your training: 

 
• Training is full-time and paid. Your attendance needs to be 100% due to the comprehensive program. 
• Training is currently 6-7 weeks. 
• The training schedule is Monday to Friday; early mornings, evenings and even weekend training may be 

required. 
• There will be homework/studying, possibly as much as two hours some nights. 
• Upon graduation from Call Centre Representatives (Service & Sales Agents) training, you will receive 

your schedule and equipment. 
• You must achieve an overall mark of 85%, including at least 85% on the final exam. 
• The training could take place at a WestJet Training facility or via a virtual training program. 
• You can expect “1 on 1” sessions with your leader continue to improve your performance and metrics. 
• Our training environment has evolved and has become more virtual and self-directed than in the past. 
• This change has resulted in an increase in reading requirements via independent and on-line learning as an integral part of the training 

program. 
• Candidates must be proficient in reading the English language as one requirement to be successful in the completion of training. 
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* effective until October 31, 2022 
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Our Total Compensation Philosophy 
Total compensation 
The foundation on which we’ve built our relationship with travel is rooted in a desire to forever go that extra mile; not just for our guests, but for 
our whole family of WestJetters. We’ve made it our business to ensure that whatever the journey, you always love where you’re going. 

 

Calgary Hourly Annualized 

Step 1 Start rate $16.80 $34,944 

Step 2 Completed 3 months $17.34 $36,067 

Step 3 Completed 9 months $17.89 $37,211 

Step 4 Completed 21 months $18.46 $38,397 

Step 5 Completed 33 months $19.05 $39,624 

Step 6 Completed 5 years $19.66 $40,893 

Step 7 Completed 6 years $20.28 $42,182 

Step 8 Completed 7 years $20.93 $43,534 

Step 9 Completed 8 years $21.60 $44,928 



 

WestJet Savings Plan 
After 180 days of employment, employees are eligible to contribute up to 20% of their base salary to their WestJet Savings Plan and WestJet will 
match this amount dollar for dollar. 

 
 

Profit sharing 
WestJet Airlines Ltd. has an employee profit sharing plan where eligible employees could receive a bonus based on our pre-tax operating income. 
Profit sharing is based on WestJet’s profit margin, paid out twice a year in May and November. 

 
 

Flexible benefit plan 
We offer a flexible benefit plan for full-time and part -time employees which qualifies your for basic benefits coverage. Credits are given from 
WestJet that can be directed towards upgrading your benefits to flex to your individual needs. Benefits - include life, health, dental, short-term, 
and long-term disability. 

 
 

OPA 
Owner's Performance Award is paid out to WestJetters once a year based on our ability to hit (or exceed) targets for four key indicators in the 
business including safety, on-time performance, guest experience and cost. 

 
 

WestJet Flight privileges 
WestJet flight privileges begin within 10 days of your start date. You can fly anywhere WestJet/WestJet Encore flies on an unlimited basis for $0 
base fare plus applicable taxes. This applies to you, your travel companion, any children (up to 25 years old if enrolled in school and up to 21 
years old if not) and two (2) parents. Each employee receives a defined number of standby buddy passes per year (pro-rated) after 90 days, which 
can be gifted. 

WestJetters: Going further Service & Sales Agent 
duties Work schedule Recruiting process 

Conditions of employment Training Our Total compensation 
philosophy 


