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Job Description

Job Title: Manager, Sustainable Transportation

Department: Sustainable Transportation

Reports To: Executive Director, Safety, Security and Transportation

Jobs Reporting: Senior Parking Enforcement Officer, Senior Parking Coordinator, Parking
Coordinator, Senior Parking Technician, Shuttle Driver

Salary Grade: USG 10

Effective Date: August 2025

Primary Purpose

The University of Waterloo spans over 8.3M gross square feet, supporting over forty thousand
students, prestigious cutting-edge research, residences, and diverse support services. All these
activities are supported by a complex transportation infrastructure, including over six thousand
parking spaces.

The Manager, Sustainable Transportation oversees Parking operations, functions and processes to
ensure that best practices are implemented in the planning, management and delivery of parking
services, meeting present and future needs in keeping with the campus master plan. Managing an
ancillary budget on a break-even basis, the Manager is accountable for the revenue generation and
administrative functions for Sustainable Transportation | Parking.

Key Accountabilities
Strategic Planning and Goal Development

o Meets regularly with the Executive Director to ensure operational and customer experience
needs are anticipated and priorities are met consistently

¢ Develops and implements administrative policies by establishing and communicating
departmental procedures and guidelines to support the department’s strategic and
operational direction.

e Leads the development and execution of initiatives, ensuring service standards,
specifications, and work processes support the department’s strategic and operational
objectives.

e Establishes and is accountable for enforcing adherence to Sustainable Transportation
standards of excellence for customer service and suggesting future improvements

¢ |dentifies Sustainable Transportation project prioritization activities, makes
recommendations to Executive Director with respect to potential customer service and
operational improvements to increase sales, service efficiency and profitability.

¢ Leads goal-setting and strategic planning for the department and implements those plans
through their team.

¢ Communicates organizational and departmental direction and initiatives to direct reports so
they feel connected with the larger goals of Sustainable Transportation and understand the
role everyone plays in achieving them, by establishing transparency through shared
Sustainable Transportation goal setting.

e Explores and proposes new opportunities for growth and revenue generation that are
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closely aligned with and sensitive to the needs of campus partners.

¢ Builds and maintains strong partnerships with internal stakeholders, including Special
Constable Services, satellite campuses and the Affiliated and Federated Institutions to
support the goals of Sustainable Transportation | Parking, while ensuring that the
department is professionally represented.

Customer Experience Excellence

¢ Defines and implements a vision for a consistent, high-quality customer experience by
fostering a customer-centric culture where all staff engage professionally, empathetically,
and effectively to create a positive, lasting impression in alignment with the University’s
values.

e Collaborates with the communications team to enhance the customer environment,
including unit appearance, messaging, signage and atmosphere, to support a positive
atmosphere.

o Establishes clear service standards, practices, training programs, and continuous
improvement practices, and ensures all inquiries are managed professionally, including
effective redirection protocols to maintain seamless service.

¢ Advises on strategic decisions with a focus on delivering consistently exceptional,
customer-centric outcomes that are handled in a professional, timely manner.

Operations and Administrative Oversight

o Establishes, leads and evaluates operating policies and procedures to uphold
departmental standards, ensures customer satisfaction, departmental vision, mission, and
values are upheld, and maintain financial viability.

¢ Develops and implements a multi-year plan for lot maintenance, including the restoration,
relining, and resealing of parking lots, replacement or enhancements of meters/pay/display
facilities, aligned with budget forecasts and safety priorities.

¢ Plans for, manages, and delivers parking services/allocation for all user groups on campus
including employees, retirees, students, visitors, contractors and event planning, fostering
a client-focused, service-oriented work environment for operational consistency and
effectiveness.

¢ Monitors and analyzes parking demand and usage trends to optimize space allocation and
proactively manage waitlists, ensuring efficient, data-informed service delivery.

¢ Maintains up-to-date space allocation records and related operational policies and
procedures, ensuring accessibility for enforcement and support staff.

¢ Ensures that continuous process improvement and change management considerations
are incorporated into the regular review/updates of Sustainable Transportation | Parking
operations.

o Assesses, evaluates, selects and monitors the effectiveness of performance looking for
consistency in process and trends in ticketing infractions to ensure proper signage and
education in place to ensure a positive experience for customers.

e Oversees the License Plate Recognition (LPR) systems, ensuring accurate and efficient
operation for vehicle identification and access control.

e Compiles, analyzes and reports key operational metrics, including but not limited to
enforcement statistics, financial statistics by location/by month, lot capacity reports, and
wait list reports, to inform strategic decision-making and ensure services meet campus
needs and budgetary expectations.
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¢ Provides strategic and financial oversight of the shuttle and parking programs by
monitoring budgets, forecasting infrastructure needs, and ensuring efficient use of physical,
fiscal, and human resources to ensure service excellence and system modernization.

¢ Ensures robust and accurate financial controls, including revenue reconciliation,
compliance with reporting requirements, and timely submission of financial data across all
units.

o Oversees online purchase website to ensure current PCI compliance is applied and
maintained in keeping with Financial Services/IST security protocols.

Human Resources Management

¢ Builds and sustains a high-performing, inclusive team, representative of the campus
community, through effective hiring, coaching, performance management, and staff
development in alignment with University policies.

¢ Proactively addresses staffing needs, monitors workloads and resource allocation, and
maintains accurate records of assignments and equipment.

e Leads ongoing evaluation and enhancement of staff training programs to support operational
excellence and professional development.

o Actively fosters a culture of staff engagement by soliciting feedback and presenting viable
suggestions to the leadership team for consideration.

Health & Safety

¢ Ensures that University facilities and departmental activities are compliant with all
applicable legislation, regulations, codes and standards related to facilities operations and
occupational health and safety.

o Actively contributes to health and safety and incident prevention by following and enforcing
departmental policy, procedures and safe work practices required by the University's
health, safety, and environmental management system (HSEMS), and applicable health
and safety legislation.

e Promotes a strong safety culture and ensures compliance with all relevant legislation,
codes, standards, policies, procedures, and mandatory trainings.

Other

o Performs other related duties and responsibilities as needed in support of departmental
activities.

*All employees of the University are expected to follow University and departmental health and safety policy,
procedures and work practices at all times. Employees are also responsible for the completion of all health
and safety training, as assigned. Employees with staff supervision and/or management responsibilities will
ensure that assigned staff abide by the above, and actively identify, assess and correct health and safety
hazards, as required.

Required Qualifications

Education

e Bachelor’s degree in a related field (e.g., Police Foundations, Parking Management, Business
Management, Facilities Management); equivalent combinations of education and experience will be
considered.

o Certified Canadian Parking Facilities Manager is an asset.
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Experience

e Minimum of 7 years of progressive supervision and leadership experience in facilities or service-
related industry.

e Strong knowledge of parking regulations and laws.

Service within a major institutional sector(s), such as education, post-secondary education, airport,
medical/ hospital or service industry an asset.

e Substantive experience with building collaborative relationships with diverse stakeholder groups and
senior leadership.

o Demonstrates capacity and experience in managing budgets

e Experienced in change management.

Knowledge/Skills/Abilities

o Demonstrated strategic leadership, including the ability to assess risk, innovate, and apply sound
judgement to decision making.

o Experience in developing short- and long-term organizational strategies, operational specifications,
standards, work practices and procedures that align with organizational objectives.

e Strong financial acumen, including knowledge of budgeting, financial reporting, and revenue
forecasting, as well as the ability to interpret and communicate financial data to support operational
decisions.

¢ Sound working knowledge of parking operations and event planning, including industry standards,
regulatory considerations, and emerging technologies.

e Proficiency in parking management software and technology, including systems such as AIMS Web
Parking software, and AMP Mobile; experience with Unit4 Financials and Concur is considered an
asset.

e Strong analytical and organizational skills, with the ability to manage multiple priorities effectively and
respond to shifting demands with agility.

o Excellent oral and written communication skills, including public speaking, report writing, and
stakeholder engagement with a deep commitment to customer service.

e Proven ability to track lead high-performance, foster a culture of accountability and
responsiveness, and model values-based leadership.

o Excellent conflict resolution, negotiation, and active-listening skills to address concerns, de-escalate
tensions, and ensure a community-centred approach.

¢ Proficient in Microsoft Office Suite (Word, Excel, Outlook, PowerPoint); ability to learn and use
institutional systems quickly and effectively.

Nature and Scope

o Contacts: This position works with numerous internal and external stakeholders, including
staff, faculty, students, and visitors to campus. The incumbent establishes Sustainable
Transportation | Parking’s customer service culture.

o Level of Responsibility: In collaboration with the Executive Director, is responsible for the
development and implementation of strategic plans, budgets, best practices and process
improvements that support the department’s mission and goals. Operates with a high degree of
autonomy and is expected to exercise sound judgment in day-to-day operations and long-term
planning decisions. Responsible for service transformation.

o Decision-Making Authority: The Manager is expected to provide critical leadership,
coordination, and guidance to senior leaders as required. This position is responsible for
providing direction and guidance to ensure that all reasonable precautions are taken to
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demonstrate due diligence.
Physical and Sensory Demands: Routine physical activities include sitting, standing, walking,
and carrying objects, pushing, pulling, and maintaining one position for periods of time. Varied
physical positions, prolonged sitting, and occasional concentrated sensory use, particularly while
resolving concerns and responding to incidents.
Working Environment: Multiple demands made simultaneously for important decisions and
actions. Subject to night-time working hours, weekdays, weekends and holidays. Exposed to stress
and pressure associated with supervisory level responsibilities, financial oversight and confidential
human resource leadership. Daily exposure to: a) dirty and noisy environments; and b) outdoor
weather conditions. May frequently be exposed to angry or disgruntled customers. Proven ability
to de-escalate situations and bring them to a successful resolution.



