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Job Title: 		Senior Manager, Campus Safety Support Services
Job Number:			X-204 | VIP: 1139			
Band:			EXEMPT-7							
Department: 			Risk Management and Campus Safety			
Supervisor Title: 	Senior Director, Risk Management and Campus Safety
Last Reviewed:			March 20, 2025

JOB PURPOSE:
Reporting to the Senior Director, Risk Management and Campus Safety, the Senior Manager Campus Safety Support Services is responsible for the effective management of several sections, including department emergency and non-emergency communications through the hiring, training and scheduling of full-time employees and part-time student employees, front of office costumer services team, university parking services and ancillary revenue generation, as well as the Trent University Emergency First Response Team and Walkhome. The Senior Manager is also responsible for the management and administration of the university’s emergency operations centers. The Senior Manager also conducts Campus Safety student-related conduct investigations and participates in a rotational Campus Safety manager-on-call program. The Senior Manager provides advice and recommendations to the Senior Director regarding their area of responsibilities.
The Senior Manager’s areas of responsibility are diverse and complex and require thorough knowledge and ability to operate on both university operations and ancillary committees, hire, train and manage both university employees and student staff and volunteers. The Senior Manager participates in multiple university committees and as a Trent University representative on several external organizations.
This position requires competent communication and interpersonal skills when interacting with students, employees and community partners, effective staff management and leadership when supporting the emergency operation centre during crisis, effective problem solving when conducting investigations related to student conflicts, and accurate budget monitoring related to the budgets within their area of responsibilities.
The Senior Manager is further responsible for delivering the department’s Standard First Aid training and providing advice and corrective recommendations related to Health and Safety standards.
Key Activities:
Department Emergency and non-Emergency Communications 
· Responsible for the 24/7 operations and monitoring of the University Emergency telephone line, 24/7 operations and staffing of the Campus Safety dispatch centre during the academic year and the day-to-day operations of departments non-emergency communications.
· Recruitment, training and scheduling of Campus Safety Support Services Coordinator, as well as 16 Student Staff Dispatchers who staff and respond to incoming communications and prioritize dispatches to the Campus Safety team or external emergency services.
· Staff are responsible for effective listening skills, note taking and providing instructions and information to Campus Safety or external emergency services efficiently and in a sensitive and timely manner.
· The Senior Manager may be required to perform these duties in the temporary absence of daytime staff.
Department Reception Area 
· Responsible for the recruitment, training and scheduling staff for the department’s front reception area. The reception provides evaluation and prioritization of information from individuals who attend the Campus Safety department, ranging from emergency situations involving violence or life threating injuries to aggressive individuals who are disputing parking infraction tickets.
Campus Safety Student Programs (TUEFRT and Walkhome) 
· Responsible as the University’s supervisor of Trent University Emergency First Response Team (TUEFRT) and Walkhome teams (both teams are recognized as unpaid workers and require competent supervision, training, equipping and scheduling as per the Ministry of Labour).
· Recruitment, training and supervision of TUEFRT and Walkhome student employee Team Leaders. Manages TWSP, student ancillary budget and operational budgets related to student positions. Also responsible for the supervision of employment records and pay.
· Manages and reports on budgets and credit cards related to TUEFRT and Walkhome.
· Delivers Stand First Aid, CPR and AED training for both teams and ensure the proper selection and contract management of other higher level first aid trainers (Emergency First Response and Emergency Medical Responder trainers).
· Attend monthly TUEFRT and Walkhome training sessions and planning meetings, the majority of which are outside regular business hours due to student schedules.
· Provides guidance and mentorship to student team members on conflict management, interpersonal skills development, effective communications, etc.
· Plan and organize TUEFRT / Walkhome attendance at various student clubs and groups events, Open House’s and related special events (12 Hour CPR-a-thons).
University Ancillary Parking Services
· Responsible for the planning and implementation of the University’s parking services program to maximize parking capacity and availability.
· Develop and maintain an efficient parking permit strategy, including sales and enforcement in order to manage user demands.
· Generate revenue to ensure effective parking lot maintenance, construction, staffing and meet revenue goals related to University Ancillary overhead payments.
· Recruit, train and manage the Parking Services team, including (1) Campus Safety Support Services Coordinator, (1) Parking Services Team Lead and (2) Parking Services Representatives.  
· Manages and reports on the ancillary Parking Services budget of approximately $1.75 million.  The Senior Manager is responsible for providing budget data to the Senior Director related to annual expenses, revenues and proposed budget changes for annual budget review and presentations to PVP.  Manages two Parking Services departmental credit cards.
· Directly manages multiple third-part payment contracts related to the installation and maintenance of Pay & Display machines and mobile app payment systems.
· Co-manages University Snow Removal contract and Parking Lot and Road Line Painting contract.  Provides stakeholder guidance related to all Parking Lot capital projects.
· Hears and rules on all second-level parking infractions or permit dispute appeals.
· Coordinates and liaises with internal departments related to parking lot usage or rental for special events.
Emergency Operations Centre Management 
· Responsible for maintaining both physical and virtual EOC’s that can support all EOC group members during an emergency or crisis impacting the academic and operational mission of Trent.
· Provides or organizes EOC training to Risk Management and Campus Safety staff who are responsible for the administration, logistics and operations of the EOC’s.
· Develops and ensures EOC’s procedures are current and properly implemented.
· Responsible for maintaining EOC mobile application (AppArmor Command).
Campus Safety Investigations 
· Conducts thorough and fair investigations into student conduct that has been reported to Campus Safety. Properly documents and submits Investigative Report to Student Affairs for adjudication and outcomes.
· Participates in specific investigative techniques training to maintain a current skill set and employment of best practices.
· Practices a trauma informed practice as it relates to investigations, including sexual violence, violence between students, harassment and Student Charter breaches.
Campus Safety Manager-On-Call Duties
· Participates in rotational Risk Management and Campus Safety on-call schedule for Peterborough and Durham campuses.
· Must be available outside of university business hours to respond to campus related emergencies, provide guidance and approval to the on-duty Campus Safety team.
· Utilize strong problem-solving skills to analyze limited information to determine the most appropriate course of action and notify the next level of authority if required.
Education Required:
· Honours Degree (4 year) in a related field.
· IMS 250 Incident Management Systems EOC Operations.
Certifications Required:
· Standard First Aid, CPR, AED Instructor Certification.
Experience/Qualifications Required:
· [bookmark: _Hlk188433579]Six (6) years of directly working in Safety and Parking Services environment, preferably in a PSE environment, with at least three years’ experience in a supervisory position (hiring, training, and evaluation of personnel).
· Demonstrated experience in service delivery and resource management including budget and financial accounting practices. 
· Experience using Safety, Security and Parking system software and equipment.
· Strong knowledge of privacy legislation, Trespass to Property Act, Ontario Workplace and Safety Insurance Act, Private Security and Investigation Services Act, Highway Traffic Act, Ontarians with Disabilities Act, municipal parking bylaws and parking best practices in a university environment.
· Experience in conducting complex conduct related investigations.
· Advance First Aid qualifications and knowledge of best practices.
· A satisfactory Criminal Record Check (“Police Record Check”), dated within the past six (6) months is required as a condition of employment.
Supervision:
· Direct supervision of: 
· 8 FTE Third Party Security Guards and One Security Provider Client Service Manager.
· Extra coverage security staff, as required for special events/incident response.
· Indirect supervision of: 
· RLC’s, Dons and After Hours Support Associates to implement safety plans.

Job Evaluation Factors:
Analytical Reasoning
· Managing the security program requires analytical reasoning to apply diverse legal and Trent policy requirements to resolve a wide variety of complex or ambiguous incidents by adapting protocols and exercising good judgement. Incumbent must use logical, deductive, and critical thinking to conduct effective investigations and propose, plan and implement ongoing security strategies, developing security plans requires consistent consultation with different departments and external agencies such as Police and maintaining up to date knowledge of relevant laws, statutes and regulations.
· Complex planning is required when developing incident response procedures to all incidents on Peterborough and Durham GTA campuses. All of the security staff need to be up to date with incident response procedures which requires the procedures to be crafted in a way that is manageable, accessible, and appropriate to the limited staffing resources.
· Participate in RFP process to procure a security provider for the University
· Violations of the Campus Violence and Harassment and Sexual Violence Policies require in depth investigations to be completed.  The investigations must be completed objectively and provide appropriate recommendations that may have impacts on employment and student status.  Recommendations must consider underlying factors that may not be apparent at first. Investigation involving colleagues can be difficult and require additional sensitivity to ensure important working relationships are not compromised during the investigation.  Conducting Security related audits to identify areas of improvement and ensure effectiveness of security measures in place.
· Procedure development partnering with various departments to identify security deficiencies and develop procedures to ensure compliance and consistent response
Decision Making
· Decisions are diverse and can be complex.  For many requests and incidents that occur there is no policy, so decisions are made based on legal precedents, best practices, experience, and personal judgement.  Incidents include decisions related to the safety and security related to students, faculty, staff, community members and physical assets related to Trent University.
· Decisions made are not required to be approved by Senior Director unless relating to significant budget purchases or affect other departments’ operations or if the University’s reputation could be compromised.  
· In the absence of the Senior Manager, Campus Safety Operations, the incumbent acts in their place.
· During nights, weekends, and holidays the incumbent receives calls from on duty security staff or other University staff asking for advice/ and decisions. The calls  are generally serious, and time sensitive.
· Decisions that affect personal safety, up to and including death, are required to be made quickly and without immediate access to a Senior Director, University policy or resources.  
· Incumbent must have a strong working knowledge of legislation and policy and make sound and timely decisions.
· Incumbent must decide when to make after hour notifications to senior University officials such as Vice-Presidents and when to recommend convening the Emergency Operations Centre Group.  
Impact
· Impact on Trent should the security program fail to manage a high-profile incident appropriately is likely to extend to many other departments, including the senior team, and affect students, staff, and community members.  Due to the 24/7 operation that reduces immediate supervision, errors can go undetected until a serious incident occurs.  Depending on the incident, the impact could have a minor to substantial negative impact on Trent’s public reputation and relations between students, employees, and the broader community with Trent administration if they perceive that the University cannot keep stakeholders safe or does not treat individuals respectfully, considerately and fairly.
· The impact of having inadequately trained security staff and/or without the proper resources would create a serious disruption to incident response and emergency services and would lower the level of safety of community members that could potentially lead to serious harm.  In addition, a sub-standard security service would reflect negatively on the university’s reputation and could affect enrolment. Safety on campus is one of the top three university selection criteria in Altima surveys.
· Security staff are the most senior decision makers on campus after hours.  Being available for consultation increases the likelihood of appropriate after-hours decisions being made for a variety of issues that span across all University departments and can protect life safety and minimize or avoid property damage.  
· Failure to make appropriate decisions could result in loss of life, injury, property damage, and corresponding financial, legal, and reputational impacts, potentially in the thousands or even millions of dollars.
· Failure to maintain a secure, responsive, and well-managed access control system can result in loss work time, employee and student dissatisfaction and financial loss.
· Sound and thorough sexual violence investigations lessen the chance of social media backlash or civil litigation and improve the trust of the Trent University community.
Communication
· [bookmark: _Hlk188532680]Communication regularly involves highly sensitive, confidential, or controversial information. Discretion, persuasion, and negotiation skills are frequently required during investigations and volatile situations.  Lack of judgement and discretion in communicating messages can result in limited damage to Trent’s image.  Contacts are diverse, as follows:
· Internal:
· Students, staff, faculty, visitors, for many security, safety, and access related issues
· Examples: Assaults including sexual violence, theft, property damage, harassment, intimidation. 
· Must interact with all members of the extended Trent University community in often highly emotional situations and provides advice to victims of crime. 
· Must be clear, reassuring, supportive yet assertive.  Must present information in a manner that will be understood by diverse audiences (ESL and International Students, persons with mental health issues), ranging from emotional victims of crime to the Emergency Operations Centre Group Director who requires a concise analysis of the emergency situation and clear recommendations for action.  
· Gives presentations promoting Campus Safety services to diverse audiences including Residence Students, staff, 
· Consults with university managers on diverse security related issues and presents analysis of sometimes complex options for resolution.
· 
· External:	
· Emergency Services (Police, Fire and Ambulance), Community support agencies (Durham Rape Crisis Centre, Youth Emergency Shelter), Contractors, vendors, Security Administrators from other post secondary institutions
Motor/ Sensory Skills
· Fine motor skills - Operating computer equipment including iPhone and tablet.
· Gross motor skills - Operating of vehicles when required, strength to ensure that. Non-Violent Crisis Intervention protocols can be followed with no injuries.
· Coordination - Walking and running while performing security related duties at special events.
· Equilibrium - Responding to emergency calls in all natural and human-made terrain on campus during various environmental conditions.
· Dexterity - Keyboarding, using radio with earphone and lapel mic.  Accuracy and speed required in emergency situations, at other times speed and accuracy is related to efficient use of time.
· Visual - Observation of hazards, human threats, property damage for security and insurance investigations or emergency response during both daylight and after dark; reading documents and computer screens with small print for several hours a day.
· Smell - Identification of hazards such as gas leaks, chemical spills, biological substances, mechanical malfunctions, illicit drug and alcohol use.
· Hearing - Able to participate in meetings of large groups, engage in telephone conversations and teleconferences, listening to unusual noises that could indicate malfunctions, alarms and crimes in progress.
· Detect unusual noises in an emergency or security response situation, able to respond to audience questions in presentations.
· Touch - able to identify irregularities not visible to the eye when conducting security or insurance investigations.
· Taste - not normally required.
Effort
Requires frequent periods of concentration to review and case manage campus security reports, conduct research and analysis of incident and safety trends.  However, experiences frequent interruptions and distractions from members of the university community seeking advice, direction and problem resolution on issues relating to functional areas.  In addition, the incumbent must be able to respond to calls for assistance from guards 24/7. The specific requirements for mental effort, explained below, result in moderate to high levels of fatigue, depending on the workload which is cyclical and effected by departmental staffing levels.
Mental:
Long periods of sustained attention to comprehend significant amounts of written and verbal material, regarding complex matters such as legislation, legal opinions, security and safety investigations and responses. Respond to multiple telephone calls, radio calls and emails during the regular workday and increase during an emergency incident command situation.
Memory to retain information, techniques and processes necessary to respond to security, safety, and emergencies, conduct meetings and presentations, provide advice in a timely manner on security and safety issues.
Multitasking - Able to prioritize and respond to many varied demands to assist staff, request for advice, interpretation, analysis and response in functional areas, to meet often very short deadlines.
Judgment - able to apply knowledge and skills to respond to emergencies, requests for advice, problem solving and decision-making, knowing when to consult.
Learning - Must continually learn new techniques, legislation and best practices in security discipline.  Must learn numerous software programs (Report Management Software, Access Control Software, Various CCTV systems, Mass Emergency Communications software) as they are acquired or updated to assist in data based security operations and to improve efficiency of day-to-day operations.
Sensory effort - Reacting/responding to unusual circumstances, sustained sensory awareness.
Information - Disseminate and receive large variety of calls, e-mails and radio requests for service.
Reading all security reports and disseminate to appropriate University resources for appropriate follow-up, as needed
Increased mental demand due to effort required to focus on complicated time management, and investigations that require significant thought (sexual violence, harassment and mental health) while working in a space that is prone to frequent and uncontrolled interruptions.  
Interviews with witnesses can be long and uncomfortable (secondary trauma) and require constant concentration.
Working Conditions
Physical:
Walking/Standing - Foot patrols of entire campus, during all weather conditions and inside all buildings.  Standing for very long periods of time during special events including but not limited to HOTT and Convocation.
Sitting at stationary desk in order to type, review and disseminate Campus Security Reports on a desktop computer, monitoring CCTV screens and reading and responding to emails.
Requirement to be physically fit in order to respond anywhere on campus during an emergency and provide assistance as required by nature of emergency.
Equipment - Required equipment such as body armour/utility belt are heavy.
Psychological:
Conducting investigations involving Students, Faculty and Staff who have experienced sexual violence, assaults, suicides, deaths and injuries, mental wellness are extremely mentally stressful and can cause secondary trauma.  
Deceptive individuals may cause additional stress due the lack of evidence to provide a satisfactory outcome for victims.
Complaints about security guards, time pressures, dealing with frustrated/angry/upset people, interruptions, after hour call ins, last minute requests for service cause significant disruption to mental health routines and the ability to disengage from work, work/life balance and other personal life priorities
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