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Job Purpose

Manages relationships with internal and external clients with the intent to increase business revenue. Responsible for the day to day operation of the Print Shop and Mail Room and the acts the University’s liaison to the Trent University Bookstore.  In addition to overseeing this revenue generating division, this position is also responsible for the direct management and supervision of numerous staff (both full time and part time).
Key Activities

Print Shop;
1. Elevates client services (internal and external) to encourage repeat business and attract new opportunities. Implementation of new services like, debit/credit card payment options, online ordering system and tracking system for orders assist in this.

2. Coordinates the print shop financial operations, including:

a. Preparation and monitoring of yearly forecast and budget

b. Preparation, completion and submission of month end reports:

c. Interfaces for finance, both internal and external sales.

d. Submission of deposits

e. Reconciliation of Visa, expense and Moneris statements.

3. Plans the work flow of the print shop. Reviews incoming orders and evaluates the urgency of each.  Prioritize the incoming jobs and create daily schedule.  Ensure deadlines are met.
4. Oversees and evaluates print shop equipment and machinery.  Provides recommendations for equipment efficiencies and cycling of machinery.  Consult with education sector colleagues, supplier representatives, equipment manufacturers and technical publications to maintain a current knowledge base of equipment, software applications, and print/colour trends.
5. Supervises the print shop staff. This includes training of employees, setting of goals and evaluating success through regular performance appraisals. Approves vacation, medical and compassion requests, as well as provide HR with monthly attendance reports.
6. Administers contract for 60 plus convenience copiers across Peterborough and Oshawa campuses.  In conjunction, oversees three different applications including networked, Trent U card readers and junk stripe readers.

Mail Room;
1. Coordinates the mail room financial operations, including:

a. Preparation and monitoring of yearly forecast and budget.

b. Preparation, completion and submission of month end reports.

c. Interfaces for finance, both UPS and Postage.
d. Reconciliation of Visas.
2. Supervises both the mailroom and receiving staff. This includes training of employees, setting of goals 
and evaluating success through regular performance appraisals. Approves vacation, medical and compassion requests, as well as provide HR with monthly attendance reports.
3. Oversees and evaluates mailroom equipment and machinery.  Provides recommendations for equipment efficiencies and cycling of machinery.  Consult with supplier representatives, equipment manufacturers and technical publications to maintain a current knowledge base of equipment and software. 

Bookstore;
1. Works in conjunction with senior administrator to develop strategic direction for the bookstore.
2. Liaise with external vendor manager regularly to maintain and exceed customer service standards.
3. Advises and provides recommendations to the AVP and VP of Finance and Administration the needs of the Trent Bookstore.
4. Develops leading edge strategies to accommodate and encourage advances and changes to the industry.
5. Monitor faculty adoptions to make sure order is received and processed within specified deadlines.  Assists Bookstore Manager if deadlines aren’t being met.
6. Explores new retail opportunities and partnerships to increase revenue generation.
7. Negotiates and oversees contracts with vendors as required. 

Analytical Reasoning
Generate more revenue (Print Shop):  

The print shop has experienced a small decline in orders from internal departments.  This decline directly affects sales.  After reviewing the university culture, it is evident that budget cuts are a part of this decline. To compensate for the revenue loss, the print shop needed to create new revenue streams and increase business. 

Internal;
· In cooperation with other departments, I arranged for the production of business cards and letterhead to be returned in house (in conjunction with Marketing and Communication).

· We process exam scantrons and provide exam results for numerous departments (in agreement with Deans’ office).

· Working with the Graduate Studies Department, we now print theses for a discounted rate.  Currently we are working on bringing in thesis binding capabilities.  The print shop will become a ‘one stop’ shop for thesis production.

· To be able to support interest of the various internal departments who expressed interest in large format printing, I brought in a large format machine.  Since we have started to offer this wide format printing, the print shop has had a rise in revenues from this new service.  

External;
· In order to encourage more revenue from students, faculty and staff on campus, a knowledge campaign was created.  I created a twitter account and tweet 2 to 3 times a day regarding the print shop.  The print shop partnered with the TrentU Card office and have done a cross marketing initiative to increase business.  This initiative included:  joint print media that is distributed across campus, a shared full page advertisement in the TCSA handbook, and zap banners prominently positioned in Blackburn Hall.

· To be more accessible, we created on line ordering process and now offer a variety of payment options including cash, cheque, debit, mastercard, visa and TrentU card.  By having a greater online presence and accepting different forms of payment, it encourages more external business.

· The print shop is moving more toward a storefront.  With the impending closure of the north end Staples store, I realize the potential to support the north end community and be able to support their printing and marketing needs.  The preliminary plan is to create a more accessible print shop by reorganizing the department, implementing AODA standards, stand-alone colour copier service, courier and postage services.  Once these changes are made send out a media release and hold a press conference to inform both the campus and community about the Trent Print Shop and what services we provide.

Staffing changes/Cost saving measures and change in process (Mailroom):  

The University has grown and the demands on the mail room have increased. The new buildings and influx of courier shipments have resulted in a gap in the personnel resources of the mail room. 

· To assist in bridging the gap, the delivery schedule was restructured and a part time mail driver was hired.   The mail truck route was shortened and the department has experienced cost savings in fuel and vehicle repairs.

· The number of packages and inbound shipments have increased greatly.  On numerous occasions packages would be missing or lost.  There was no accountability and a lot time and resources were wasted looking for the packages or replacing missing orders.  The shipments being received can be high dollar value, dangerous goods, sensitive in nature or all three.  Under procurement requirements, the incoming packages need to be accounted for.  To adjust for this, I created a method for tracking the inbound packages and the print jobs being delivered around campus.  

When the Purchasing Department entered an exclusive contract with UPS, I realized the potential for partnering with them.  Working with their logistics department, I planned and implemented a tracking system that provides both inbound and delivery tracking. I agreed to help UPS implement ‘Track Pad’ at Trent and offered to be a pilot program and also negotiated a reduced fee. This system has streamlined the delivery process on campus.  Packages and print jobs can be tracked by bar code.  The mail driver carries a portable device that customers sign to acknowledge acceptance of the package.  This helps Trent meet procurement requirements.  Since implementation we have not had an issue with lost or misplaced packages and print jobs

Increased Customer Service Levels (Bookstore):  

In years past the Bookstore has had long line ups during September start up. This past fall, the wait times were far longer than normal and there were issues with text books not being in stock.  After reviewing the bookstore and its procedures, I worked with Follett’s VP of Operations and came up with strategy to manage the start-up periods.

· More registers were required.  They will put in 2 extra registers (7 in total) in rush time as well as more staff. The store will be open longer and have removed a ‘promotion’ that caused delay.  

· During rush times, there is an alternate place to pick up on-line orders.  By moving the pickup location, it will help relieve the congestion in the line up to the bookstore.

· Working closely with the Bookstore manager, we have actively pursued the faculty for their textbook adoptions.  Through postings, emails and telephone calls with faculty we have achieved a 90% adoption rate.  This enabled the bookstore to get the texts on order earlier than ever before.  Books hit the shelves 2 weeks earlier than ever before.

· Along with the Bookstore, the Print Shop, the TrentU Card and the Office of Student Affairs have created a first year residence program that we will implement this Fall.  Every first year residence student who orders their texts online will be able to pick them up on move in day.  We have created a tote bag to carry their books in.  With the slogan:  Welcome to Trent, Welcome Home.  This program is twofold – it will remove the number of students who order online from the line up at the bookstore and it will make a statement to the students that at Trent our students are our customers.
Decision Making

Generate more revenue (Print Shop):  

Internally, we have added three new types of revenue streams as outlined earlier.  To continue to encourage increased revenues, the external market needs to be accessed as well. Without soliciting, the Print Shop has gained exposure in the external market by:

· Implementing on-line ordering system.  This is available for both internal and external clients.  Ordering is 24/7 so both on and off campus clients can order from their laptops, smart phones, tablets and computers.  No need to be on campus.
· Ordered and installed a moneris machine to accept debit, visa and mastercard. This encourages more business as more clients (students especially), use debit more frequently than cash.  Discourages bad debt, as customers pay at time of purchase, no invoicing required.
· Designed and implemented a coordinated marketing campaign with the TrentU office to access the student clientele.
· Currently working on redesign of print shop entrance and accessibility.  Adding two new 15 minute parking places and creating more of a store front to welcome off campus business. Making the print shop storefront AODA and creating a press release to encourage both on campus and off campus clients to stop in and see what the Trent Print Shop has to offer.
· Offer postage and courier services to clients.

Cost saving/Revenue measures (Mailroom):  

In order to save money and streamline processes, the following changes and procedures had to be made.

· I changed the route for the mail truck.  It used go out in the morning on the West Bank and then the East Bank in the afternoon.  The truck and driver was out driving around campus for a total of approximately 5 hours.  I reduced the delivery schedule to 3 hours and made the driver position a part time position.  This freed up our regular driver to be inside and act as support for both the mail room and print shop. By making this change it has saved fuel and wear on the vehicle.  As well, it has streamlined the delivery schedule and assisted our staff with resources.  The part time driver not only helps by allowing staff support in both departments but the driver also helps cover vacation time. When the change was made, I ensured that a notice went out in advance to the campus, porters, and staff.  I posted it on the portal and changed the information on the website.
· To ensure that we could meet the majority of procurement regulations, I first created a simplified tracking system using excel and iPad.  The driver used to take the iPad to each department and note what was delivered. When UPS came on board as our exclusive courier, I seized the opportunity to work with them to create a more efficient and far reaching tracking system.  Working with their logistics department, we created a system that tracks all our inbound packages and print shop packages.  As well, it assists in logging our internal printing orders and their charges.  
· The system helps track all the packages and by having departments/porters sign for the delivered packages it ensures transparency and responsibility.  I ordered a signature pad for the print shop counter and it has increased the security of exams. Any pick up of a faculty print job – exam or otherwise has to be signed for at the shop. We then have a record of who the person picking up the parcel is.  It has reduced processing time for the packages and is helping with forecasting as it acts as an excellent benchmark for how many packages are delivered, sent out and the print shop sales.  We can access data by day, week or month.

Increased Customer Service Levels (Bookstore):  

The retention of students depends on a variety of issues.  One that is important to every student is the bookstore, specifically; book cost, book availability and access to the product.

· Cost of books is not a simple problem.  It is dependent on the publisher and the retail outlet.  
Keeping this issue in the fore front and understanding we are in an extension year of our contract with Follett, I worked with the AVP of Finance and Administration on some alternate solutions.  After going over the potential solutions, we went and met with the VP of Finance and Administration.  It was decided that we would form a committee with a cross section of the University.  I am co-chairing the committee and we have had two successful meetings thus far.
· Ensuring that text books are available in store, on line and on time is extremely important to customer (student) satisfaction.  I worked closely with the Bookstore Manager on text book adoptions.  We started the process at the end of April.  It started with a mass email asking for the required adoptions, follow up phone calls and emails.  Because of the diligence and follow through, the Bookstore had 90% of the adoptions by July. Books are on the shelves and available 2 weeks earlier than years in the past.
· To reduce the wait time at the bookstore during startup, the Bookstore Manager and I have collaborated together to implement some changes.  
· The bookstore will be open longer and earlier than regular hours.  The on line orders will be picked up down the hall just before the Ceilie.  This will remove a lot of congestion from the regular line.
· Two additional registers have been installed and more temporary staff have been hired
· The books are in earlier, so some of the students have been ordering and purchasing earlier.  This is great news and it will remove some of the customers from the line.
· The first year in residence promotion is another way we are actively trying to remove students from the lineup.  The first years who order on line will be able to pick up their books on move in day.  This is a win –win!  The students will enjoy being able to pick up their books on move in day and avoid the line ups and we will benefit from the removal of students from the lineup.

Guidance received:

In order to carry out your activities or responsibilities, you receive guidance in the form of existing procedures, standards, policies or instructions from others.  Please check the box below best describing the type of guidance you normally receive.
· Decisions are based on straightforward and easily understood verbal instructions or existing procedures.  Action or decisions are almost always checked or verified by someone else.
· Work or objectives are assigned with some choice in setting priorities for tasks.  Guidance, procedures or standards are easily available if needed and work may be checked for completeness, accuracy or quality.
· General instruction is given for work but there is some choice to depart from, or modify existing procedures or standards if the situation requires.  There is some scope to decide or set priorities based on given situation.  Some problems may have to be referred to supervisor or others in order to obtain clarification of policies and/or procedures before proceeding with task.
· Work is assigned and there is considerable scope to decide on priorities, the procedures to be used or the need to develop new procedures or recommend policy.  Work is generally only checked for achievement of the objectives of the project or assignment.
· Work is of a broad and general nature with guidelines only in terms of end expected. Responsibilities include development of policies that apply to The University as a whole.

Impact

Print Shop changes: The impact of this decision regarding…
· The renovation of the store front will affect our print shop and mail room staff. They will have to work under conditions that will affect production, It may cause the staff to work overtime to make up for delays during construction.  If these renovations do not bring in the clientele, there will be no increase in revenue and a cost to Trent for the materials and labour.

· the implementation of the on-line system

Mailroom changes: The impact of this decision regarding…

· The tracking system will affect both staffs.  They will have to learn the system and the hardware.  It will take time for the driver to learn how to use the mobile unit and may slow down delivery time and delay the schedule.

· The change of the delivery run will affect the driver. The route is built quite tight and it may put stress on the driver.

Bookstore Changes: The impact of this decision regarding…

· The first year on line program.  It is going to affect both the NSO, and Bookstore staff.  It will also affect my time as I will be working outside of my regular business hours. It will affect the students if it is not organized effectively.  If it is not a success it could have a negative effect on Trent’s reputation with the first year residence students.

Education Required

General University Degree (3 year).
Experience Required

1. 4 to 6 years’ experience. 
Responsibility for the Work of Others

Direct Responsibility for the Work of Others: 

· Print Shop Assistant
· Shipper-Receiver
· Shipper-Receiver (back fill to support print shop)
· Mail Truck Driver

Indirect Responsibility for the Work of Others: 

· Bookstore Manager – have set monthly meetings, assist when she is having issues with Trent faculty, administration and staff.

Communication

Internal:
· Department Administrative Assistants:  discussing orders, reviewing charges, work on projects for departments.

· Faculty:  discussing orders and charges, courier packages

· Faculty:  jobs, assisting with creation of jobs and advice

· Faculty:  bookstore issues and adoptions

· Students: counter service, completion of jobs, mail service

· Other departments:  Physical Resources, Purchasing, Student Affairs, Housing, Liaison, Risk Management and more.  Help with project materials, marketing materials, shipments and multi department initiatives.
External:

· External Clients:  variety of different services ranging from mail services, courier services, printing, copying, large format printing and finishing services.

· Bookstore Manager:  bookstore issues and adoptions

· Follett (Vendor for Bookstore):  contract issues, supply issues

· Supplier and Vendors:  Ordering supplies, booking maintenance for machinery, negotiating new machinery purchasing
Motor/ Sensory Skills

· Gross motor skills - Hand truck to move pallets, moving of carts for paper and print jobs. Replacing toners and consumables in the printing machines.
· Fine motor skills - Process of ‘weeding’ vinyl which requires small precise movement of small blade and hand movements

· Dexterity - Data entry, computer use (email, communications). Laying down large format: use of squeegee, premask and hand movements.
· Dexterity/Coordination - Finishing services:  cerlox binding (need to punch using a piece of machinery and then insert plastic comb), laminating, collating, tab insertion, folding, and stuffing.

· Visual - Need to review proofs and colours of print jobs.  Need to monitor output for quality or shift in imaging. Verify that machines are still running – looking for output, power on, etc.
· Hearing - Listen for machinery – note any changes in sound. Sound can indicate problem with machine, need supplies, need repair or resetting. Need to listen for the bell to indicate someone at the counter, mailroom door or listen for telephone.
Effort

Mental:
· Sustained attention - Required for billing jobs, financial reporting. Graphic design layouts for clients, departments, etc.

· Focus - Laying software (ordering, tracking etc.) and maintaining the database. Strategic planning – for both bookstore, and print shop.

Physical:
· Lifting - Putting away inventory, paper and vinyl.  Preparing paper for delivery

· Standing - Standing at machines, counter, when laying down signage, entering print job into tracking system.

· Reaching - When laying down signage – repetitive reaching to lay down material.
· Keyboarding - In all day to day jobs – email, data entry, reports.
Working Conditions
Physical:
· Noise: The print shop is a hub of activity.  The machinery create a lot of noise in the form of hums, clicks and fan noise.
Psychological:
· Time pressures: Dealing with constant deadlines that fluctuate.  Dealing with other people’s emergencies that translate into reorganizing of print shop deadlines.  
· Lack of Control of pace of work: During peak times throughout the year, the volume of work jumps dramatically.  There is no way to control the increase of work, we can only prepare a couple of weeks prior.
· Multiple Competing Demands: Being responsible for a multitude of different departments in my portfolio causes some stress.  The want and need to perform my duties to the best of my abilities in all areas when lack of time is a factor.
· Dealing with confrontational people: When dealing with faculty, staff, students and external clients, not all of them are either agreeable or easy going.  A small number of our encounters are with confrontational people.
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