
 

 

JOB POSTING  -  Director of Operations  
 

We have been making waves for over 25 years! 

Our story began in the Summer of 1994 when an 18-year-old Tiernan Murphy taught 50 kids to swim in his 
parents’ backyard pool. It wasn’t a sophisticated business – the first families communicated through the home 
phone line and dropped lesson payments in his parents’ mailbox. However, it gave us the freedom to focus on 
what mattered most – our student’s progress in the pool. 

Twenty-five years later, we have four locations in Brampton, Milton, Mississauga and Vaughan and teach over 
7,000 students per week in learn-to-swim programs. Our water safety programs have produced thousands of 
confident swimmers, while staying true to the care, enthusiasm and passion Tiernan put into that first summer. 

Making Waves Swim School remains family-owned and we’re proudly Canadian! 

 
THE ROLE 
As the Director of Operations, you are a key part of the leadership team, and work closely with the Facility 
Managers, to both optimize and shape the future of Making Waves. This role is critical to support the growth and 
day-to-day operations. The incumbent will work closely with all functional leaders including, but not limited to 
Learning & Development, Finance & Marketing. This role reports to the Vice President. 

 
RESPONSIBILITIES 
 
Day-to-day operations: 

• Drive the success of all operational support; oversee and mentor Facility Managers and Maintenance 
teams. 

• Manage and ensure KPIs and key metrics are being achieved for existing and new locations. 
• Oversee customer and staff satisfaction scores for each location and develop action plans to achieve 

better results. 
• Identify process improvements to better effectively run the day-to-day operations and execute those 

changes with the right stakeholders. 
• Keep abreast with local business nuances, trends, and regulations in each of the market places. 
• Conduct operational audits to ensure compliance with company policies and procedures.  
• Analyze results and determine areas of opportunity; feed data insights and recommendations to the 

senior leadership team.  
• Find operational efficiencies, recommend and develop new process efficiencies from scratch that are 

cross functional. 

https://mwss.ca/about/leadership-team/
https://mwss.ca/our-programs/


 

 

• Supports Facility Managers in crisis management, including critical incident stress and employee support 
• Build and manage high-level relationships and key business partnerships within each market. 
• Take on other projects as required to ‘scale up’ the business. 

 

Reporting: 
• Analyze daily, weekly and monthly reporting of Facility Operations, Maintenance, Family and Staff 

Satisfaction; including commentary around key metrics, action items and strategic initiatives. 
• Oversee and approve budgets and spending. 

 

Operational Efficiency: 
• Provide advice and guidance to the senior leadership team regarding projects/program rollouts, ensuring 

efficient process delivery approaches and effective change management principles are applied. 
• Work closely with senior leadership to strategically plan and manage the implementation and execution 

of operational initiatives, programs and new facility launches. 
• Develop and launch projects relevant to metrics to provide insights and recommendations to the senior 

leadership team in order to drive business decisions and establish strategic focus. 
• Build communication and collaboration bridges across the company by sharing best practices, looking for 

cross initiatives, collaboration opportunities and ensuring consistency in processes and systems. 

 
Employee Management: 

• Conduct weekly / monthly feedback discussions with all direct reports to discuss performance, operations 
and encourage innovative thinking. 

• Coach and mentor Facility Managers and Maintenance teams. 
• Support employee engagement plans across the team / locations. 
• Plan and organize the recruitment and placement of staff on an ongoing basis and assist Facility 

Managers in staff development plans.  

 
New Site Setup: 

• Assist with opening new locations across Ontario; including recommendations on site selection, 
compliance with regulations and licensing bodies. 

• Oversee the processes and reporting related to the launch and handover of all new locations. 
• Work closely with senior leadership to meet timelines and targets. 

 

 
 
 
 
 



 

 

REQUIREMENTS 
 

• 3+ years experience of leadership in a multi-facility working environment 
• Post-secondary education equivalent to a University degree  
• A seasoned People Manager with strong customer service and relationship building skills 
• Strong interpersonal dynamics with a proven ability to develop and leverage effective cross-functional 

working relationships across all levels of the organization 
• Demonstrated ability to be strategic, analytical and thoughtful balanced with a practical orientation, a 

sense of urgency and attention to detail  
• Strong project management skills from ideation to implementation 
• Strong verbal and written communications skills to effectively articulate and present information to 

relevant stakeholders at all levels of the organization 
• Advanced computer skills required in Google applications and MS Office (Excel, Word, Power Point, 

Outlook)  
• Lateral thinker with strong problem-solving skills 
• Ability to travel within Ontario is required 
• Aquatics experience is valued but not a requirement 

 
 

Interested Candidates please email resume to recruiting@mwss.ca. 
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