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Job Purpose

Trent-ESL is an essential component of the strategic enrolment mission of Trent International Program and Trent University. The purpose of this position is the ongoing development, marketing and operation of the Trent-ESL: English for University program such that the program successfully attracts high-quality matriculating language learners to Trent University, provides outstanding English for Academic Purposes instruction pre undergraduate study, and generates revenue for Trent University. 

The Trent-ESL manager has four main areas of priority: leadership, strategic planning, departmental policy development and the hiring on ongoing development of the program’s academic staff. 

The Manager, Trent-ESL is responsible for the complete operations of the English for University program. This includes leadership, departmental policy development, program development, program accreditation, HR functions (instructor recruitment & hiring, performance evaluation, professional development, communication and management), market research and strategic planning (recruitment strategy development and academic programming), marketing and communications, student recruitment and retention, program evaluation, curriculum development, developing and maintaining partnerships with key institutions and educational consultants in ESL markets, knowledge of immigration policy (vis a vis ESL Language program marketing, program  development and recruitment strategy development), student services (coordinating with various departments on campus including Housing, Finance, Conferences, Registrar’s Office, Academic Skills Centre, Student Affairs), and developing and maintaining relationships with third party contractors (homestay, brochure designers, etc.), and student crisis response. 

The manager, Trent-ESL reports directly to the Director, Trent International Program (TIP).

Key Activities

1. Leadership: Leadership in Trent-ESL, TIP, Trent University, and service leadership with external partners. Daily leadership of Trent-ESL teams, problem-solving, decision-making, analytical thinking, professional development, chairing meetings, communications, and advocating for staff.  In TIP, serve as Deputy for TIP director in his absence (both short term and long term in my current enhanced role). Leadership across the university as part of the middle management group and external to Trent (Chair, Peterborough Partnership Council on Immigrant Integration, Languages Canada International Marketing Committee (current), Languages Canada Immigration Advocacy Committee (current), Languages Canada Conference Committee (past), Kawartha Pine Ridge District School Board International Committee member).

2. Program Management: developing new academic programs, expanding program to Oshawa, responding to changes in Language market, departmental policy development, instructor orientation and ongoing PD, recruitment and hiring of instructors (CUPE), staffing (OPSEU—in consultation with TIP director), program restructuring. 
3. Strategic Marketing Planning: Market research and recruitment strategizing-- Identifying new markets, planning recruitment to these markets, developing promotional materials that are effective across cultures and diverse prospective students and families, ongoing research on EAP programs around the world, costing the program, communications to partners, and assessment of promotional activities available globally.
4. Human Resource Planning: Term by term I assess student enrolment to Trent-ESL, post-employment opportunities and make hiring recommendations to the Dean’s office for instructors in the ESL program (CUPE).  Assign teaching responsibilities to both OPSEU and CUPE instructors each term, directly manage a team of 4 OPSEU and 9 CUPE staff with the additional responsibility of overseeing the operations of the TIP office (5 OPSEU staff). This also involves performance appraisals, all aspects managing the employees.
5. Strategic Relationship Cultivation and Development: working directly with existing partners to maintain relationships and develop new opportunities. This ranges from meetings with Fleming College to refine processes around Trent-ESL and Fleming opportunities (for international students) to chairing the Peterborough Partnership Council on Immigrant Integration (of which I am the Trent University representative), a group that includes community organizations and individual members all of whom are collaborating to attract internationals to Peterborough and more. In these capacities I represent Trent University and Trent-ESL to local community stakeholders, institutional partners, industry leaders, peers and prospective students. Similarly, I work in collaboration with a variety of university departments to ensure quality of student experience, to explore and develop new partnerships on campus.

6. Budget Planning and Consolidation: Monthly review of account statement, authorization of departmental expenses, developing and implementing spending policies for Trent-ESL instructors (allocating a budget amount to such areas as instructional resources, professional development, etc.).
Analytical Reasoning
This role requires solid cross-cultural skills, a keen awareness of diverse world language (and degree seeking) education markets, as well as the ability to develop and implement processes that impact the quality and effectiveness of the ESL academic program.

The Manager, Trent-ESL position involves a wide range of decision making, planning, organizing, evaluating and reasoning that has a range of impact. All of these skills require the ability to apply past learning and experience in the areas of psychology, mental health training, suicide and crisis intervention training, knowledge of FIPPA legislation and the ability to recognize the potential impact on the university in terms of financial, liability, and reputation. Problem solving and decision making (see also next section) can range from leadership and supervision, to strategic planning (requiring complex analysis, often based on changes in recruitment markets or international circumstances, e.g. H1N1, visa regulation changes), determining staffing term by term based on student registration, approving a marketing project, exploring and pursuing new markets, student enrolment and retention, instructor and staff performance appraisals, program evaluation, etc.) to daily logistical issues that require immediate resolution (e.g. Unexpected instructor absence, room booking conflict, student complaint about grades, billing issues, student advising, homestay issues) to regular operations (student registration and billing, tracking student applications, communications to prospective students, facilitating the application process, recruitment planning and follow-up, to term planning, staff planning, hiring, class scheduling, and academic database maintenance).

Examples typical of the roles and responsibilities of this job: A student from a key partner university in China that typically provides Trent-ESL and TIP 40 students per year comes to see me for academic advising which, through a process of direct and careful questioning exposes his first episode of mental illness, which has him wanting to drop out of school and return to China. This leads to a referral to the crisis team at PRHC. In such situations I must assess the situation and seek appropriate support and make decisions for the immediate care of the student, while at the same time inform the appropriate individuals at Trent and plan communication to the parents who speak no English. All of this must happen within the parameters of FIPPA with reference to the student’s communicated consent to release information. At the same time I must also consider the implications this will have on the partnership and plan appropriate communications, again without violation of privacy. Another example would be the handing of a delicate faculty challenge in the program whereby one instructor is expressing experience of harassment by another instructor. Through a process of situational assessment in consultation with the Human Resources Department and the TIP director, and subsequent recommendation of mediation, followed by the support of both parties involved through a mediation process I have implemented the disciplinary process in the spirit of professional development and individual learning in an effort to resolve the conflict in a proactive and constructive manner. A final example would be the process (in consultation with the TIP director and the Associate Dean, Trent in Oshawa) which took place over the past year in developing Trent-ESL in Oshawa. This process required evaluation of the business model to employ for Oshawa, budget planning and the development of a marketing strategy. This process was under the scrutiny of the VP and required approval.

Decision Making

The day to day decisions as Manager, Trent-ESL are most often made independently in accord with policy and past practice. Exceptions to policy, higher-order decisions, for instance full-time hires, university risk assessments are made in consultation with the TIP director. There is a direct reporting line to the Trent International Program Director, and these take place regularly in the form of updates and can also involve consultation. 

High priority decisions are specific to several key areas: departmental policy, assessing individual student academic and/or crisis situations (eg. An academic appeal process, a personal crisis), hiring and HR (performance appraisal, disciplinary process, PD), and strategic program planning (Trent-ESL in Oshawa, program structuring, market analysis and strategic recruitment planning).  

Impact

Poor decisions could have significant and long-term negative impact, with the potential to damage the program and university’s reputation globally. Conversely, sound decisions have a significant and long-term positive impact internationally, with the potential to increase student numbers, program and university reputation and revenue to the university.

Trent ESL is responsible for $1,000,000 in gross revenues for the university; net revenues in excess of $250,000 annually are essential to sustain the recruitment budgets of the Trent International Program, staff positions in the Registrar’s Office, and Trent University’s operating budget.

As a program accredited (2009) by Languages Canada, Trent ESL significantly contributes to Trent’s reputation; decisions impact our accreditation status are concomitantly significant. Loss of accreditation would have a serious impact on the Trent University’s standing vis-à-vis peer universities across Canada, as well as relationships which are contingent on our accreditation (e.g. King Abdullah Scholarship Program student with the Saudi Cultural Bureau). 

The departmental impact or consequences of my actions and/or decisions have a direct impact on the student experience and therefore student satisfaction. Program policies, program options, term dates, program costs, and marketing materials have a direct impact on a student’s decision to study in Trent-ESL and/or remain in the Trent-ESL program. Program developments that appeal to quality matriculating English language learners result in program growth, increased staffing, and increased program revenue. Failure to make decisions that attract and retain students directly impact the success of the unit and its potential to thrive. This in turn impacts the university in terms of revenues lost.

Education Required

Masters Degree in Higher Education Leadership or MBA and 5 years directly related experience.
Experience Required

1. Minimum 5 years of directly related experience in post-secondary international education, including program and curriculum development, marketing, management, coordination, evaluation, recruitment and admissions.

Responsibility for the Work of Others
Direct Responsibility for the Work of Others: 

Responsibility for the work of others in this role includes leading project teams or working groups, identifying staffing requirements and hiring employees, developing work plans, establishing goals with staff, discipline, hiring and disciplinary processes, recommending and/or approving professional development, monitoring and evaluating performance, contributing to new skills development, providing guidance and instruction, motivating employees and maintaining morale, reviewing and authorizing projects and proposals, scheduling, scheduling conflicts, absenteeism, assigning work, etc.

· Academic Coordinator and ESL Instructor 

· ESL Instructors 

· International Enrolment Advisor

· ESL Instructors 

· ESL student assistants 

· Program/Administrative Assistant 

· International Enrolment Advisor 
· International Programs and Services Manager 
Communication

Internal:
· Associate VP, Student Affairs

· Acting Dean of Arts and Science

· Dean of Graduate Studies, Graduate studies

· Associate Dean, Trent in Oshawa

· Director, Access Services

· Director, Trent International Program

· Director, Academic Skills Centre and Career Services

· Director, Human Resources & Faculty Relations

· Associate Registrar, Records & Registration

· Associate Registrar, Liaison

· University Librarian

· Professors and Department Chairs, Various academic departments 

· Manager, Systems & Technology

· Manager, Budgeting Services

· Manager, Employee Relations

· Manager, Housing Operations

· Manager, Accounting Services

· Library Finance and Administration Manager

· Manager, Recruitment and Organizational Development

· Manager, Student Affairs

· Human Rights Advisor and Educator

· Senior Admissions Officer

· Records & Registration Assistant: Degree Audit and Timetabling

· Scheduling Officer

· Graduate Studies Officer, Graduate studies

· Supervisor, Accounting Operations

· Group Benefits Administrator

· Applications Systems Administrator 

· Administrative Assistant (Dean of Arts & Science)

· Assistant to the Dean of Arts & Science (Acting Assistant to the Provost & VP Academic)

· Junior Buyer

· Senior Accounts Payable/Purchasing Assistant

External:

· Jean Phillipe Tachdjian, Deputy Director and Trade Commissioner DFAIT

· Trade Commissioners, Embassy of Canada

· Education and Training Affairs, Saudi Cultural Bureau

· International Portfolio, MTCU

· Principals, Visa counsellors, guidance counsellors: Various partner secondary schools

· Department heads, Study Abroad administrators, Various partner universities

· Executive Director, Languages Canada (Accrediting body)

· Board of Directors, Languages Canada

· Member Services, Languages Canada 

· President, Canada Homestay International

· Regional Director, Canada Homestay International

· Languages Canada Members (committee work, peer consulting)

· Administration, Research and Development, CAEL Assessment, Carleton University

· Diversity Coordinator, Admissions, Fleming College

· Manager of Leadership, Staff and Organizational Development, KPR District School Board

· Educational Consultants, Directors, Presidents, Prospective and current partner agents

· Executive Director, Coordinators, Board Directors, New Canadian Centre, Peterborough

· PPCII coordinator, Executive committee, various community stakeholder members (multi-sectoral), Peterborough Partnership Council on Immigrant Integration (PPCII)

· Manager of Arts Culture and Heritage, Peterborough City Hall, Department of Arts, Culture and Heritage

· Crisis nurse, Peterborough Regional Health Centre (PRHC)

· Emergency physicians, psychiatrists, PRHC

· Prospective students and their families

Motor/ Sensory Skills

· Fine motor coordination: computer-based tasks

· Gross motor coordination: filing, handling boxes, files, books, etc., walking, driving

· Coordination: general physical functioning

· Equilibrium: general physical functioning

· Dexterity: general, computer based tasks, office based tasks, general precision

All of the above do require the ability to work in a stationary position doing repetitive movements for extended periods without interruption, maintaining appropriate posture and body alignment. Agility required to manoeuvre around desk and other obstacles quickly to access phone (small space, odd shape).

During recruitment travel the physical demands increase substantially with frequent flights (both international and regional), long hours, extended periods of standing (Education fairs), extended periods of cross-cultural and cross-language communications, interrupted sleep patterns and minimal personal time.

· Hearing: communications, oral interactions (face to face and phone-based), ability to distinguish various accents and a range of oral English language abilities, ability to work with clientele and colleagues who are not able to verbally communicate (due to disability or impairment). 

· Sight: Working at computer is demanding visually, eye-fatigue due to extended periods of computer screen interaction.

· Touch, smell and taste: general skills for day to day functioning. Demand increases when travelling internationally and sometimes required to sample foods that one is not accustomed to, however it would be offensive to decline.

Effort

Mental:
Mental demands such as visual attention and sustained concentration for hours at a time on a weekly basis is common. E.g. scheduling each term (instructors across 5 levels and 4 subject areas), account statement review and consolidation. The level of effort is significantly increased with frequent interruptions and distractions (students requiring assistance, shared office space, etc.) Fatigue is common.

Additional mental demand comes as a result of being the Trent-ESL primary contact for incoming international students, who at times arrive on campus late at night with limited language abilities. In these cases I advise security on how to assist these students in the immediate situation with follow up during the weekends when required. 

Finally, in my capacity as student advisor, I am called in emergency situations (mental health incidents, life-death situations) to advise, support and advocate for students in times of crisis. This can involve overnight supervision at PRHC, returning to the office to access emergency contact information for the student, etc. 

Physical:
Regular, day to day function requires general physical exertion as per office work. 

During recruitment travel the physical demands increase substantially with frequent flights (both international and regional), long hours, extended periods of standing (Education fairs), extended periods of cross-cultural and cross-language communications, interrupted sleep patterns and minimal personal time.

During TIP camps, hours are extended and the role expectation is to be present for the full duration of the 2-4 day residential orientation with little personal time/space.

Working Conditions
Physical:
· Working in a shared office space directly committed to student services involves frequent interruption. Small office requires some agility to manoeuvre around desk, furniture and partial walls to get to photocopier, printer, TIP office, etc.

Psychological:
· Conflict: Dealing with conflict among staff, supporting staff through mediation with Human rights office, complaints about room assignments, etc.

· Deadlines, time pressures: meeting time deadlines with special projects, cyclical process, etc. 

· Multiple competing demands (often juggling many projects, overseeing and managing staff projects and initiatives, operational program demands, etc.)

· Complaints: student concerns/complaints/appealing decisions (grades, ESL placement)

· Dealing with frustrated, angry or confrontational people: diffusing emotion, discussing concerns and seeking mutually agreeable solutions (most often students)

· Interruptions: frequent interruptions from staff, students in a busy, shared office environment

· Lack of privacy

· Travel: both nationally and internationally as required for recruitment strategy and relationship management, program accreditation and professional development

· Conflicting work priorities (see multiple competing demands) as well the emergence of student crises (for example) can impact time-sensitive deadlines and demands.
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