WATERLOO

Job Description

Job Title: Manager, Enterprise System
Department: Campus Housing

Reports To: Assistant Director, Shared Services
Jobs Reporting: Information Systems Analysts
Salary Grade: USG 12

Effective Date: December 2023

Primary Purpose

The Manager, Enterprise system is responsible for strategic planning, execution and maintenance of the
department’s Enterprise system to support Campus Housing’s business operations. Reporting to the
Assistant Director, Shared Services, this position leads and develops a diverse team in the day-to-day
operations of the system, which includes collaborating with stakeholders to gather and fulfill requirements,
modifications and enhancements including design, development, and user acceptance testing.

The position plays a key role by providing leadership and technological infrastructure necessary to provide
Campus Housing student touchpoints related to (1) applications, (2) room bookings, (3) housing offers, (4)
contract acceptance and (5) reporting. Additionally, working with the Assistant Director, Shared Services,
the Manager will carry out the strategic direction of the Enterprise system, including the ongoing
assessment of the system roadmap and development of key performance indicators in order to meet and
optimize the mission, vision and values of the department.

Key Accountabilities

Client Relationships and Support

e Partner with Campus Housing functional areas to understand and integrate their
business processes within the Enterprise system. Collaborate with these areas to set
termly and yearly operational targets.

¢ Understand the end-user (student and staff) experience of the system to ensure their
needs are met. Represent these needs when working with internal and external
stakeholders and the Enterprise system vendor.

¢ Build strategic relationships and be able to solicit and communicate system
requirements, capabilities and outputs with University Stakeholders, including, but not
limited to Registrar’s Office, Food Services, IST, Finance etc.

¢ Manage the relationship and service support provided by Information Systems
Technology (IST) business partner to the Enterprise System. Provide direction,
guidance and regular feedback to the Information Systems Analyst Advisor (assigned
from IST) and the IST Manager of Systems Development and Operations, to ensure the
service is meeting Campus Housing’s system support needs and UW security
standards.

e Be a key resource for the management team to report on system capabilities,
dependencies, value and progress towards the systems roadmap.

¢ Understand the management team’s utilization of the system to advise and support
them to extract data for their planning and program requirements.
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e Under the direction of the Assistant Director, Shared Services, bring forward status
updates, issues, information and recommendations to senior management to enable
them to make strategic decisions and allocate resources.

e Act as the primary contact with the Enterprise System vendor.

Ensure the effective utilization, development and deployment of people and financial
resources

e Recruit, hire and develop staff, which includes Information Systems Analysts and may
include supervision of work-study or co-op students. The position may also utilize other
Shared Services staff (e.g., Business Process Analyst, Finance staff) to solicit input to
make informed decisions for the Enterprise system.

e Provide oversight and ongoing development of Information System Analysts so that
they can function as an effective team with cross functional skills to configure, test,
deploy, and maintain the system.

¢ Provide day-to-day management and prioritization of tasks amongst the team, while
working within an Agile environment. Ensure appropriate back up and service coverage
during critical times of the year (e.g. student move-in).

o Work closely with the Information Systems Analyst Advisor (from IST) to seek technical
advice, prioritize and scope operational tasks, and support their mentorship of
Enterprise system staff.

e Ensure onboarding, ongoing training and professional development of team members;
coach staff in goal setting and achievement of goals. Facilitate opportunities for cross-
training and team building.

¢ Lead a collaborative team, set clear and reasonable expectations and ensure delivery of
results as measured against key performance indicators and continuous improvement
metrics of the department.

¢ Manage performance through formal (performance appraisals) and informal methods
such as regular feedback, coaching and one-on-one meetings.

e Accountable for annual budget management, including dollars paid to the external
vendor for software maintenance and continuous improvement work that ensures value
to functional areas of the department.

Project Management of the Enterprise System operational tasks and deliverables

¢ In collaboration with stakeholders, create and maintain an Enterprise system
operational plan, including calendar of deliverables and deadlines. Utilizing an Agile
project management approach, ensure Enterprise system activities, deployments and
sprint cycles align with targets of the functional areas they serve.

e Create a product backlog of well-defined, prioritized user stories, including acceptance
criteria.

o Define sprint tasks and actions (through Jira) so that team members have clarity of
operational tasks and can act with purpose.

e Ensure appropriate triaging processes of work requests and self-organization of the
team for distribution of work.

e |dentify and remove impediments or obstacles that hinder the team's progress, enabling
them to work without interruptions.
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e Manage the product backlog while continuously reviewing the business needs of
Campus Housing, redefining priorities, and outlining milestones and deliverables based
on changing requirements or circumstances.

e Act as a facilitator for the Agile team, ensuring that scrum processes and ceremonies
(e.g., Daily Standup, Sprint Planning, Sprint Review, Sprint Retrospective) run
effectively and on time.

e Work with Assistant Director, Shared Services and other members of senior
management to define a 2-3 year product vision and roadmap. Align the operational and
strategic work to the product roadmap goals.

¢ Identify the impact of any system changes to students and staff and employ a change
management approach with respective stakeholders to manage/mitigate.

Responsible for the effective customization, deployment and maintenance of the Enterprise
system technology

¢ When working with stakeholders and functional areas of the department, provide
guidance and expertise on the technical feasibility and appropriateness of proposed
solutions to integrate their business processes within the system. Evaluate solutions
using technical expertise based on effort, ongoing maintenance and complexity.

e Qversee Enterprise system technical requirements and infrastructure. Manage priorities
and put processes in place for design, development, maintenance and analysis of the
system.

¢ Oversee administration of the Enterprise system to ensure appropriate access controls,
security, privacy, service levels, business performance and readiness for the future.

¢ Be a hands-on technical leader and contributor; maintain and improve the team’s high
standards; identify opportunities for and lead improvements in our products, processes
and services.

¢ Coach and provide guidance to the Information Systems Analysts to ensure the
business requirements collected from stakeholders are properly translated into
functional and technical design solutions that bring long term value to students.

e Support the acquisition process of any future enterprise systems (including RFI/RFP).
This may include representing the technical needs of the system when meeting with
vendors and stakeholders during the procurement process.

Manage the strategic planning and continuous improvement of the Enterprise System

e Accountable for delivering end-results of the Enterprise system to Campus Housing
stakeholders and clients (e.g. students). This includes oversight of every aspect of the
software development lifecycle: gathering business specifications and requirements,
developing and testing new and existing functionality, and supporting the team to
troubleshoot and respond to production issues.

e Ensure the delivered product (e.g. applications, room booking etc.) meet quality
standards and are aligned with the defined acceptance criteria.

e Support team members to develop and follow standards, processes and tools to gather
business specifications and requirements, and document configurations and test plans.
Where appropriate, work with senior management to consult and/or provide advice on
improving standards and processes that will help serve the work of the Enterprise
system.
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e Utilize end-to-end analyses to identify potential system enhancements and the
development of options and recommendations. Apply strategic planning and continuous
improvement principles and tools (e.g. effort/value matrix etc.) to prioritize
enhancements.

e |dentify, collect and regularly assess Key Performance Indicators (KPIs) and metrics to
inform Enterprise system decisions and resources. Report back to Assistant Director,
Shared Services and other members of senior management and business units for
continuous improvement opportunities.

o Keeps abreast of industry standards, pockets of innovation, and emerging trends in
housing software systems. Work closely with campus partners and external vendor(s) to
research and provide technology solutions to support current and future business unit
needs.

*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 information systems technology, computer science, software
engineering or related field. Master level education is preferred.
o Certification in Project Management (PMP), Lean (Green Belt), or Product Owner
(Agile), or demonstrable project management experience in the software development
and/or information systems technology field.

Experience

e 5-10 years hands-on experience in software development, including design, debugging,
testing and querying databases.

¢ Minimum of 2-3 years of experience with information systems technology project
management.

¢ Minimum of 2-3 years of experience effectively developing and managing a team of
information systems technology professionals.

e Experience in post-secondary education environment is an asset.

Knowledge/Skills/Abilities

e Ability to translate strategy into well thought-out action plans and tactical execution
plans to ensure the best use of resources and management of deliverables.

e Demonstrable in-depth knowledge and skills in data analysis, visualization and reporting
(e.g., sql, MS Excel, Power BI, Tableau).

e Strong communication, organizational and problem-solving skills.

e Successful people management skills and experience managing diverse teams.

o Competencies will include stakeholder management, information systems tools,
products, development frameworks, as well as interpersonal, organization and
communication skills.

e Must demonstrate curiosity, creativity, critical thinking and problem solving.

e Strong report-writing, presentation and facilitation skills.
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o Familiarity with various project management tools such as Jira, Confluence, as well as
staying up-to-date on techniques and best practices.

¢ Knowledge of software engineering practices and best practices for software
development life cycle including coding standards, code reviews, testing.

Nature and Scope

Contacts: Primarily interacts with Campus Housing staff, some of which include occupancy and
marketing, finance, and front-desk. Will also work closely with Information Systems Technology (IST
staff) to ensure the Enterprise system aligns with University technology and the external vendor. Also
expected to build relationships and communicate capabilities and outputs of the Enterprise system to
campus partners e.g. Registrar’s Office, Food Services, University finance.

Level of Responsibility: This position is responsible for the development, implementation, management
and assessment of Campus Housing’'s Enterprise system. This position provides leadership and
coaching to the Enterprise system staff and supports the entire department’s management team to
ensure their business processes are effectively integrated with the Enterprise system. Additionally, this
position is required to work collaboratively and influence others with whom the role has no authority
over. This role requires good judgment, deep subject matter expertise, and a robust work ethic to
account for shifting priorities and time constraints.

Decision-Making Authority: The Manager makes decisions on the prioritization of operational tasks
and/or enhancements of the Enterprise system. They perform their duties conscientiously and
responsibly, adheres to high personal standards of behaviour with students, colleagues, members of
the University community and clients of the University, and in a manner consistent with the ethics of
their own profession. This position has decision-making authority within the functional area (i.e. staffing
decisions, business processes, expense management, and training and development).

Physical and Sensory Demands: This managerial role in an office setting involves minimal physical
demands and moderate sensory effort resulting in slight fatigue, strain, or risk of injury.

Working Environment: Exposed to typical stress and pressure associated with management-level
responsibilities. The individual must be able to manage concurrent assignments and prioritize
workload in order to meet deadlines. Periods of irregular/high volume will require some evening and
weekend work (e.g. preparation for incoming first-year applications). Occasional participation in on-call
during critical times of the year (e.g. fall move-in weekend).



