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Job Title:  
 

Manager, Case Support 

Department:  
 

Campus Housing 
 

Reports To:  
 

Assistant Director, Student Development and Residence Experience 

Jobs Reporting: 
 

Case Support Coordinators 

Salary Grade: 
 

USG 10 

Effective Date: 
 

January 2025 

 

Primary Purpose 

Supporting student wellbeing and developing standards for responding to student conduct concerns are 
core functions of Campus Housing’s educational priority. These priorities lead to helping students 
meaningfully contribute to their own personal and professional growth while thriving in a diverse and 
inclusive residence community. The Manager, Case Support, ensures that the department is able to 
manage and respond quickly with reassurance, confidence, and clear standards to the everyday crises 
and conduct incidents of university students because it affects both the outcomes for those students 
involved and/or impacted by those events as well as the social climates, atmosphere, sense of 
accountability, sense of safety, and overall student experience within and across our residences. 
Reporting to the Assistant Director, Student Development and Residence Experience, and in close 
collaboration with the Managers, Residence Life, the Manager, Case Support leads the development, 
application, and assessment of the department’s case management strategy, which includes complex 
case support and student conduct standards and processes. The Manager fosters strategic partnerships 
with campus stakeholders including but not limited to Campus Wellness, Special Constable Services, 
Sexual Violence Prevention & Response Office, Office of Equity, Diversity, Inclusion & Anti-racism, 
Conflict Management and Human Rights Office, and AccessAbility, to create standards, processes, 
practices, and programs that guide our staff and support our students’ development and wellbeing. 
 
The Manager, Case Support is part of an interdependent and collaborative team committed to integrating 
the student voice and connecting research and evaluation to our practice in order to continuously build on 
our understanding of our students' wants and needs and on our knowledge of how living environments 
contribute to student success. Our curricular approach facilitates the design and delivery of experiences 
and services so that students achieve priority developmental and educational outcomes.  
 

Key Accountabilities 
 

Complex Case Management and Student Well-being/Wellness   

• Lead department in establishing and assessing standards for complex case decision-making  

• Ensure thorough and effective investigation and response to critical and complex cases that pertain 

to individual and community well-being  

• Oversee the balanced assignment of complex cases to the team of Residence Life Coordinators 
and Case Support Coordinators to support sustainable practice 

• Investigate and develop solutions for accessible housing requests and individual complex needs 

• Develop processes that align with university policies (including but not limited to Policies 33, 34, 42, 
71), and federal/provincial legislation and ensure that they are applied correctly in the department’s 
response to informal and formal complaints  

• Lead investigations, providing summary of outcomes and recommendations to Managers ResLife, 
AD, SDRX, or Director Campus Housing regarding notice of appeals and policy complaints 
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Student Conduct and Behavior Management 

• Lead department in establishing student conduct process, behavior management process, and 
conflict resolution process 

• Oversee balanced assignment of student conduct cases to the team of Residence Life Co-
ordinators and Case Support Co-ordinators to support sustainable practice. 

• Ensure that the rights of the individual and residence community are upheld through appropriate use 
of policies, residence contract, and university processes 

• Lead the identification, design, and delivery of harm reduction strategies and proactive community 
development initiatives to achieve community engagement and responsibilities learning goal  

• Design and integrate alternative approaches to conflict resolution (e.g., restorative justice, informal 
dispute resolution, etc.) 

• Oversee development, delivery, tracking and follow up of educational sanctions and outcomes 

• Advise staff on student evictions and appeal processes 

Staff Supervision, Staff and Student-Staff Development and Training 

• Recruit and supervise Case Support Coordinator team and execute annual performance 
management process  

• Train Case Support Coordinator team to oversee coordination of case management, conduct 
process, and training  

• Identify and develop department training (e.g., emergency procedures, crisis response, case 
referrals and escalations, proactive skill-building, etc.) 

• Train department to guide students through the case management or conduct processes to 
understand their rights, responsibilities, and support options 

• Develop training for frontline student staff (e.g., Dons) to execute low-level student conduct 
procedures and to support community with low-level conflict  

• Research and embed best practices on equity, diversity, inclusion, and anti-racism into department 
training that pertains to complex case management, student conduct, conflict resolution, and crisis 
response  

Lead Collaboration with Department, Campus, and Community Resources 

• Act as Campus Housing’s lead to attend centralized committees pertaining to student support (e.g. 
persons of concern, behavioral intervention or assessment teams, violence threat risk assessment, 
complex care) 

• Maintain strategic partnerships and serve as point of contact with campus colleagues (e.g. Campus 
Wellness, Sexual Violence Prevention and Response Office, Special Constables Services, Conflict 
Management and Human Rights Office, Secretariat, faculty partners, etc.)  

• Collaborate with campus colleagues to support campus initiatives for student wellness and integrate 
student wellness programming in residence (e.g., Thrive, Consent Week, etc.) 

• Develop connections and serve as primary liaison with external resources to expand resource 
options for complex case support (e.g., Sexual Assault Support Centre, IMPACT/CMHA) 

• Facilitate weekly meetings with Mgrs. Residence Life, Case Support Co-ordinators, Residence Life 
Co-ordinators, Counselling Services  

• Participate in department committees as required (e.g., Financial Appeals Committee)  

Risk Management and Emergency Preparedness 

• Develop emergency preparedness plans and act as Campus Housing’s designate to lead the 
response to human crisis, facility crisis, environmental crisis and critical incident (e.g., student death, 
major flood/fire, building systems failure, etc.)  

• Collaborates with Managers, RL,RLCs, and Assistant Director on emergency situations to ensure 
processes developed are followed and ensure consistency in practice. 

• Oversee Campus Housing’s response for the provision of emergency housing   
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• Campus Housing designate for completing Violence Threat Risk Assessment processes in 
collaboration with campus stakeholders. 

• Provide guidance and support to on-call team during business hours and participate in Manager On 
Call rotation after hours  

Information Management, Reporting and Assessment 

• Develop and oversee a system for confidential and accurate record keeping, including enterprise 
system solutions for reporting and information management. 

• Ensure that complex case management and student conduct targets and metrics are updated and 
reported on the department’s dashboard.   

• Act as Campus Housing’s point of contact for requests for information (I.e., FIPPA) 

• Lead Case Support team in the production of summary reports/case notes for incidents as 
requested/required by Managers, Residence Life, department and campus leaders and 
stakeholders. 

• Provide a weekly status report to the Assistant Director and Managers of active cases in residence 

• Produce and present a yearly report detailing the overall student support and conduct issues in 
residence. 

• In collaboration with PC, RTD evaluation of staff and student-staff training efficacy (e.g. responding 
to disclosure, QPR, bystander intervention…etc.) 

• Lead the development of an assessment strategy to measure and continuously improve our case 
management strategy, including our proactive and reactive complex case and student conduct 
processes, programs, and 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 

• University Bachelor’s degree required. Master’s or equivalent in a related field (e.g., Leadership, 
Education, Student Affairs, Social Work, Negotiation and Conflict Management, etc.) preferred. 

Experience 

• A minimum of 5-7 yrs. experience in student affairs or a related field, and at least 3 years' 
progressive management and supervision experience. 

• Previous experience in crisis and emergency response, on-call rotations, handling difficult 
conversations, managing student issues, executing disciplinary processes, and leading 
investigations in a university context is required. 

Knowledge/Skills/Abilities 

• The ability to work in a highly complex and demanding environment, managing and collaborating 
with multiple partners, from across campus and externally.  

• Strong judgment and problem-solving skills required.  

• Strong negotiation and dispute resolutions skills required. 

• Demonstrated ability to remain tactful under pressure with the capacity to maintain confidentiality.    

• Demonstrated success in dealing with difficult and sensitive issues, making frequent, timely 
independent decisions with the ability to prioritize effectively.  

• Excellent relationship management skills and demonstrated ability to coach others.  
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• Awareness of and commitment to principles of health/safety and risk management.  

• Knowledge of university policies and their application  

• Proven ability to investigate an issue using objective judgment and the ability to interpret and apply 
a broad range of institutional, departmental and provincial policies to one’s recommendations for 
action. 

• Ability to respond quickly and confidently in an emergency.  

• Excellent interpersonal communication and presentation (oral and written), analytical, attention to 
detail, organizational, multi-tasking and documentation skills.   

• Working knowledge of student development theory, transformational learning theory and restorative 
justice principles. 

• Ability to research, develop, implement, assess, and evaluate education and training programs that 
impact student wellbeing/behavior, learning growth and development 

• Knowledgeable about standards, best practices, emerging trends in complex case management and 
student conduct in higher education/on university campuses. 

 
Nature and Scope  

• Contacts: The Manager, Case Support communicates most frequently with the Case Support 
Coordinators, Managers, Residence Life, Residence Life Management Team, and Assistant 
Director, Student Development and Residence Experience in leading the complex case 
management and student conduct systems and initiatives of the business unit and department. 
The incumbent communicates regularly with colleagues in Student Development and Residence 
Experience, including Residence Services and Residence Learning. The incumbent will also 
connect with other internal Housing functional areas (Housing Occupancy and Marketing Services, 
Residence Facilities) when case management or community management intersects these areas. 
External to Housing, the Manager, Case Support’s primary campus contacts include staff within 
Campus Wellness, Special Constable Services, Sexual Violence Prevention & Response Office, 
Office of Equity, Diversity, Inclusion & Anti-racism, Conflict Management and Human Rights Office, 
and AccessAbility. 

• Level of Responsibility: This role is responsible and accountable to the Assistant Director, 
Student Development and Residence Experience for ensuring the identification, development and 
delivery of all key accountabilities listed above. The Manager supervises a team of 2-4 Case 
Support Coordinators, leads the department’s complex case management and student conduct 
strategies. 

• Decision-Making Authority: The Manager coaches, advises and influences coordinators, 
Managers, and senior leaders in the department on issues related to the key accountabilities of 
their role, escalating to the Assistant Director as required. The Manager has decision-making 
authority regarding the development and execution of conduct processes and crisis response. 

• Physical and Sensory Demands: The Managers, Case Support works primarily in an office 
setting with a standard computer or laptop monitor. The incumbent will frequently use telephone, 
virtual, and email to communicate with peers and stakeholders. Minimal physical demands will be 
required 

• Working Environment: Office-based, occasional evening and weekend work required, occasional 
travel for professional development opportunities. The position involves the stresses associated 
with an on-call system, including the need to be accessible to attend in person on-site for 
emergencies.  


