
Education Counsellor 

Based at:    Merriam Music Oakville and/or Vaughan Locations 

Status:   Full-time, permanent.  Some evenings and weekends required. 

Purpose: To support the musical development of existing students through 

addressing questions and concerns related to their placement and 

progress. 

 

For more than 25 years, Merriam Music has been bringing music to life for life for thousands of 

families.  Our reputation for excellence in music education, instrument retail and leading edge 

innovation is lege dary i  the usi  i dustry a d it’s all e ause of the great people ho ork 
here. 

If you have a passion for providing excellent customer service, connecting with people and enjoy 

problem sol i g, you’ll lo e orki g as a  Education Counsellor. 

Accountabilities: 

1. Understand the full Merriam Music offering (lessons, programs, events, policies and 

basic instruments) in order to maximize each customer contact opportunity 

a. Research and share new program information with your team and customers 

b. Continually reinforce the Merriam differentiators to help meet targets for both 

retention and add-on business 

 

2. Customer loyalty management 

a. Answer incoming phone calls and walk-ins and assist them with their needs, or 

connect them with the appropriate person 

b. Keeping customers informed regarding changes in their schedule and doing 

back-end processing for lesson changes 

c. Translate customer questions, issues and concerns into positive experiences and 

resolutions for customers 

d. Follow up on account related issues and liaison with customer on outstanding 

account issues as required 

e. Take comprehensive notes in the Customer Relations Management System  

f. Engage in phone campaigns as required by the organization direction 



 

3. Business development 

a. Seek out new business opportunities with our existing clientele 

b. Assist existing customer walk-ins with questions.  Provide them information to 

assist them in adding an additional lesson or program. 

c. Identify additional add-on business with existing customers and strategically 

meet/exceed targets (personal and team/school) 

d. Follow up with callers, walk-ins and staff appropriately to ensure closure on 

their questions (whether or not they became customers) 

e. Use the sales tracking software to manage all leads and track sales 

 

4. Withdrawal intervention 

a. Respond to withdrawal requests to determine issues 

b. Work through customer issues to retain customers  

c. Meet/exceed retention targets (personal and team/school) 

d. Analyze trends in withdrawal patterns to enhance existing prevention strategy 

 

5. Professional development 

a. Participate in ongoing training and development of customer engagement 

techniques 

b. Participate in weekly team meetings to strategize reaching retention and lesson 

add-on targets through promotions and other initiatives 

Required Qualifications: 

1. Previous experience in delivering top-notch customer service 

2. Previous success in a sales role 

3. Basic understanding of spreadsheets and finances relating to customer accounts 

4. Intermediate proficiency in Microsoft Office Suite 

5. Ability to multi-task in order to complete tasks within a fast-paced environment 

Desired Characteristics: 

1. Highly organized yet able to adapt to changing needs 

2. Able to establish relationships with new people quickly and foster long term relationship 

and loyalty with existing customers. 

3. Motivated by targets and goals 

4. Excellent communicator (beyond written and verbal to include listening and 

questioning) 

5. Diffuse conflict situations with tact and empathy 

6. Detail-oriented 

7. Enjoys numerical problem-solving 

8. Trustworthy 


