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Job Purpose

To lead and manage specific projects as assigned by senior management; to manage the design & support for all instructional technology space; to manage relationships with external vendors; to co-ordinate and communicate IT activities with internal customers.

To provide expert strategic advice to clients of IT related to major operational issues and provide administrative and technical direction to staff and consultants.

Key Activities

1. Plans projects implementation, setting out timelines, identifying resource requirements (staffing, equipment, etc.) and managing/signing assigned project budgets.

2. Directly supervise Technical Support Analysts, Learning Management System resources and Academic Support staff, liaising with other staff within and outside of IT; works with the team as needed to accomplish projects.
3. Analyse/track technology & service trends to develop & maintain service level agreements with University community.  Direct and manage continual service improvement process.  Define & document policy, procedures & best practices.
4. Provides advice & guidance on designing, developing and implementing service management including service strategy, design, transition & operation.
5. Co-ordinates departmental budget activities and reporting.

6. Reports regularly to senior management on project progress; maintain documentation and track project costs.
7. Serves on IT and other campus committees as appropriate.
Analytical Reasoning
· High level of analytical reasoning required as most issues are escalated as result of undefined policy and/or standards. 

· Responsibility for front-line support escalation requires intimate knowledge of back-end support systems, methodologies and service integration points which are complex and multi-faceted.

· Ability to assess service outage impacts to determine appropriate action for posting University & or Public communications.

· Project work requires decisions relative to substitution and/or intervention.

Decision Making

· Day-to day decisions are made based on the analysis of the escalation without the structure of established procedures or defined policy.  Often results in recommendations to Senior Management and/or Board for future policy definition and/or approval.

Impact

· Impacts within Instructional technology space resulting in interruption to the delivery of curriculum resulting in class cancelations.

· Technology supporting special events and presentations may result in negative impact to the University reputation.

· Missed time-lines for project activity could result in failure to deliver the required service for project live date.

Education Required

Honours University Degree (4 year).
Experience Required

1. 5 years directly related experience, three of which are progressively responsible experience managing large-scale networking projects.

2. At least two years’ experience in a supervisory position overseeing professional computing staff.

3. Good understanding and technical knowledge of current network & PC operating systems, hardware, protocols & standards.

4. Proven experience in IT infrastructure strategic planning and development and policy development.

5. Demonstrated achievement in project management, planning, organization, implementation and coordination.

6. Excellent written and oral communication skills.

Responsibility for the Work of Others

Direct Responsibility for the Work of Others: 

· Help Desk Support Analyst (5 positions)


· Student Advisors (4-9 positions)



· Learning Management System Coordinator 


· Switchboard/Circulating Equipment Op


· Casual employment vacation/project resources & backfills (number varies depending on activity)

· Responsible for hiring/firing/performance managing all above positions

Indirect Responsibility for the Work of Others: 

· Contractors engaged for project work including other project managers, technicians, trades personnel etc.

Communication
Internal:
· Communication is required with all University departments (Faculty/Staff & Students) both administrative & academic.  Variety of Committee and team participation from providing consultation to approving technology.

· Communication relating to change in service levels and/or new service roll-outs could vary from information bulletin to organized training/orientation focus. 

· Often includes challenges from Department Chairs/Director’s relating to service expectations.

· Project updates/negotiations & compromising/substitution & budgeting.

External:

· Vendors/Service providers & Project Managers for project scope and management.

· Peers at other Education and/or IT/AV organizations.

Motor/ Sensory Skills

· Dexterity - daily computer keyboard & mouse activity

· Fine motor skills - occasional need to connect cables or assist with PC component installation
Effort
Mental:
· Sustained concentration - Most tasks required a sustained level of mental effort, and frequent interruptions occur throughout the workday. 
Working Conditions
Physical:
· Occasional inspection of cables in floors, ceilings and construction sites
Psychological:
· Stressful - Often intervening with already frustrated client. Continually pressured with high volume and quick turn-around of incident management without the luxury of precedence and/or current policy/practice to guide. Continually re-assigning resources to competing and rapidly changing priorities
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