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Job Purpose

As a member of the Enrolment Services management team, the Manager, Operations & Client Services is responsible for management and efficient performance of all operations and client service delivery related to the student record, registration and financial aid, including but not limited to: records and registration activities; the production of transcripts, degree parchments, letters; the administration of student loan assistance and work study programs; filing; and the development and maintenance of the Enrolment Services-related pages of the website.  The Manager is a team leader in the efficient and effective operation of the Enrolment Services unit, ensuring a high quality service for students, clients and other stakeholders and contributing to student satisfaction and student success.

Key Activities

Supervision:











1. Hire, train and supervise all service and processing staff within Enrolment Services.

2. Provide regular coaching and feedback and conduct annual performance appraisals for permanent staff.

3. Act on behalf of the Director and provide support and leadership to other staff in Enrolment Services as needed.

4. Ensure that all staff are aware of and adhere to standards relating to the ethical principles of service delivery including, but not limited to, the parameters established by PIPEDA, FIPPA, the Charter of Human Rights and all internal university policies.  

5. Ensure that all staff are thoroughly familiar with the policies, protocols and procedures that guide the work of the Enrolment Services unit. 

6. Ensure that all staff are trained in supporting students in need, working with the needs of diverse populations and are familiar with the campus resources available to students.

7. Coordinate staff schedules and assign work as required to ensure that Enrolment Services meets unit goals and maintains appropriate service levels.

8. Oversee the development and maintenance of training resources for all areas of Enrolment Services.

9. Ensure all staff members are technically proficient in the effective use of existing and new systems.

10. Determine the need for casual assistance from time to time as well as the hiring, training and primary supervision of student assistants and casual help.

Operations;











1. Responsible for the management and efficient performance of all operations and service delivery related to the student record, registration and financial aid, including but not limited to: records and registration activities; the production of transcripts, degree parchments, letters; the administration of student loan assistance and work study programs; filing; and the development and maintenance of the Enrolment Services-related pages of the website.

2. Work with the Director to establish operational goals and implement, monitor and evaluate operational plans.  Responsible for implementing practices that contribute to the achievement of these goals, evaluation of outcomes and ensuring compliance with legal requirements.

3. Continually evaluate business processes to identify areas requiring improvement and implement process improvements as required.

4. Ensure that all business processes are documented and periodically reviewed for accuracy to help ensure consistency for data management.

5. Ensure the integrity of information in the student information system and in other forms of record keeping is maintained and meet regulatory requirements including the enrolment audit.

6. Work closely with IT and the Manager, Systems & Technology to continually evaluate the use of technology within Enrolment Services and implement technical solutions that improve efficiency and service.

Client Services;










1. Work with the Director to establish and implement service standards, benchmarks, and assessments of service quality.  Responsible for ensuring that practices and operations contribute to the achievement of these standards.  

2. Ensure service excellence in all areas of the unit and identify opportunities for new services.

3. Provide direction and guidance in the development and support of a top level service team who deliver exceptional in-person customer service to the campus community. 

4. Ensure systems, structures and processes are developed and implemented that enable students to easily navigate registration, records and financial aid processes. 

5. Actively seek ways to effectively communicate policies and procedures to students, alumni, faculty, and staff.

6. Consult with other areas of Enrolment Services to ensure the coordination of services to students and the effective use of resources.

Analysis and Evaluation;









1. Assist the Director in the development and management of the Enrolment Services budget.
2. Assist the Director in the development and management of the Enrolment Services operational plans.
3. Prepare, analyze and distribute data and reports as necessary to support new initiatives, performance indicators, changes to procedures, regulations, etc. as required.
4. Identify systemic issues for consideration and improvement and opportunities for strategic change.
5. Participate in university committees, special projects and represent Trent at external events as required.
Analytical Reasoning
Work requires a very high level of analytic reasoning.  Judgement required interpreting and administering complex university and government regulations and financial aid programs.  

Examples:

Provide guidance and direction to staff on processing OSAP under Ministry policy, exercise judgement and interpret government policy to enact procedures that reflect the operations and mission of the institution.

Decision Making

Has authority to make decisions on all financial aid programs, application of academic regulations.  Interprets government policy and university regulations and establishes procedures for staff to follow in the administration of the academic regulations and the administration of government financial aid programs.

Impact: 

Impact on the organization is significant and long term.  Errors may cause serious delays in program or service delivery.  Poor decisions may have negative effects on relations with faculty, staff, and the student body.  Decisions impact the amount of funding received from the Ministry through the use and reporting of government aid programs and enrolment reporting.

Education Required

Honours University Degree (4 year).
Experience Required

1. A minimum of three to five years of experience in a post-secondary registrarial/financial aid environment leading to knowledge of all elements of records, registration, and financial aid processes.

2. Complex technical knowledge and specialized skills in the areas of Student Information Systems (preferably Colleague). 

3. Ability to maintain the confidentiality of student data records.

4. Proven experience in business process review and project management.

5. Superior skills in the provision of customer and/or student services.

6. Superior leadership and organizational skills.

7. Excellent verbal and written communication skills.

8. Excellent computing skills including experience with student information systems, advanced MS word, Excel, Access.

9. Ability to work co-operatively in a variety of settings, exercising tact, diplomacy and patience, often in stressful situations.

Responsibility for the Work of Others

Direct Responsibility for the Work of Others: 

· Direct supervision of seven full-time OPSEU staff members, two student assistants, and a variety of contract workers.

Communication

Internal:
· Position requires contact with Deans, Chairs, Faculty, Directors, Managers, Academic Advisors, staff, administrative personnel, developers and programmers within IT.

External:

· Position requires contact with students, parents, alumni, government representatives, auditors, other post-secondary institutions.

Motor/ Sensory Skills

· Fine motor skills on keyboard.

· Active hearing and listening when counselling students.

Effort

Mental:
· High degree of mental effort required.

· Routinely deals with several complex issues at the same time and solves complicated problems as they arise.

· Must be able to make complex decisions in a high volume, busy environment and responds to issues as they develop.

· Deal with multiple and competing deadlines and must establish priorities to ensure all tasks are completed in a timely manner.

· Must be responsive and provide guidance to staff when university or government regulations change.

· Sometimes change is sudden; must respond appropriately and offer guidance to staff.

· Must interpret complex policies and regulations.

Physical:
· Standard office environment with limited exposure to disagreeable elements.  

Working Conditions
Psychological:
· Must use discretion and tact in stressful situations.

· Sensitivity is required when dealing with complex and confidential student issues.

· Must be empathetic and responsive to students who are in crisis or in stressful situations. 

· Must be sensitive to the needs of students and be able to recognise those who require help beyond the services offered by Enrolment Services.
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