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Job Title: 		Service Centre Coordinator
Job Number:			A-467 | VIP: 1907		
Band:			OPSEU-8				
Department: 			 Housing & Conference Services				
Supervisor Title: 	Assistant Director, Facilities
Last Reviewed:			April 20, 2026

JOB PURPOSE:
Reporting to the Assistant Director, Facilities, the Service Centre Coordinator is responsible for the day-to-day leadership, coordination, and delivery of front-line Service Centre operations across all Peterborough Service Centres. The incumbent also provides support in developing and delivering training to the student staff at Durham.
Operating within approved policies, service standards, and operational direction, the role ensures consistent, efficient, and secure delivery of in person services, including key management, access control systems, parcel handling, and high volume operational activities such as move in and move out. The incumbent makes routine operational decisions, resolves escalated service issues within established protocols, and escalates matters involving safety, policy interpretation, system risk, or cross departmental impact. The role contributes to continuous improvement of service delivery while supporting a positive, seamless experience for residents, guests, and staff.
Key Activities:
· Lead the day-to-day operation of the Peterborough Service Centres, ensuring consistent, timely, and high-quality front-line service delivery across all locations. Provide support in developing and delivering training to the Durham Service Centre staff.
· Recruit, train, supervise, and support senior student leaders and large front line student service teams, assigning work and monitoring performance and service quality.
· Establish and apply customer service standards and operational expectations for Service Centres, providing tools and guidance to support consistent service delivery.
· Serve as the departmental administrator and primary operational contact for access control, electronic sub-master key storage, and physical key management systems.
· Coordinate the secure distribution, tracking, auditing, and recovery of residence keys and access credentials in accordance with approved procedures.
· Make operational decisions related to routine service issues (e.g., lockouts, key replacements, early arrivals, check outs) within established protocols, escalating complex or high risk cases as required.
· Plan, coordinate, and execute large scale operational activities, including move in, move out, winter closure, and transitions between residence and conference operations.
· Collaborate with campus partners (e.g., Campus Safety, Facilities Management, IT), lease partners, and contractors to support secure and effective service delivery.
· Oversee parcel and mail handling operations, including parcel locker systems, ensuring secure, accurate, and timely processing and resolution of delivery issues.
· Act as a major user of the Housing Management System (StarRez), overseeing front desk modules, key management, and parcel tracking functions.
· Coordinate operational service communications by collaborating with and providing timely, up to date information to the Marketing & Communications Coordinator.
· Serve as the primary point of contact for escalated service concerns, interpreting procedures and supporting timely resolution within delegated authority.
· Post operational charges to student accounts (e.g., lost keys), within approved parameters.
· Identify service issues, operational risks, and improvement opportunities within Service Centre operations and bring forward recommendations or escalation when matters exceed delegated authority.
· Other duties as assigned. 
Education Required:
· Honours Bachelor’s Degree (4 year) in a relevant field.
Experience/Qualifications Required:
· Three (3) years of related experience related to supervision and administration of customer service desks and large staff teams in a similar environment including two (2) years of experience managing access and key systems. 
· Knowledge of electronic and physical key work instructions, auditing and quality assurance processes is required.
· Experience supervising large, multi-site, or front-line service teams is required.
· Working knowledge of the Residential Tenancies Act (RTA), Human Rights, AODA, the Freedom of Information and Protection of Privacy Act and Health & Safety legislation.
· Superior skills working with the Microsoft office suite.
· Excellent customer service skills able to communicate effectively, problem solve and meet the needs of students, parents/supporters, and stakeholders.
· High attention to detail, accuracy, and efficiency, including reviewing and auditing materials.
· Strong communicator with excellent judgment and interpersonal skills.
· Demonstrated ability to exercise judgment and initiative in applying and interpreting policies, procedures, and practices.
· Demonstrated commitment to equity, diversity, inclusion, Indigently, and accessibility.
· Must be physically capable of routine lifting/handling of materials and supplies related to the duties of work.
· Occasional evening and weekend work required.
· A valid G class license.
· A satisfactory Criminal Record Check (“Police Record Check”), dated within the past six (6) months is required as a condition of employment.
Supervision:
· Supervise a minimum of four (4) student staff.
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