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Job Title:  Manager, Financial Aid  

Department:  Registrar’s Office, Student Awards & Financial Aid 

Reports To:  Assistant Director, Student Awards & Financial Aid 

Jobs Reporting: Financial Aid Specialists  

Salary Grade: USG 8 

Effective Date: January 2023 

 

Primary Purpose 
The Manager, Financial Aid reports to the Assistant Director, Student Awards & Financial Aid and is responsible for 
the functional direction and implementation of tasks and responsibilities of the Financial Aid Specialists. This role 
oversees a high volume of work and ensures the team works effectively, and efficiently to process all incoming 
documentation and reports within the office. They supervise and support the team in handling the day-to-day 
operations of front-line activities. The key accountability in this role is providing effective direction, strong leadership 
and development of the team. This includes hiring, onboarding, training, and supervising of Financial Aid Specialists 
and student hires.  

 
Key Accountabilities 
 

Lead and manage team 
• Able to multi-task and to handle competing responsibilities with strong knowledge of financial aid operations, 

policies, procedures, conflict resolution and problem solving. 

• Support and prioritize daily activities and workload for the Financial Aid team.  

• Ensures appropriate backup, support and cross training is in place with Financial Aid Specialists to manage 
workloads.  

• Supports team through changes to systems, Ontario Student Assistance Program (OSAP) procedures and 
policy. 

• Hires, trains, and supervises direct reports as well as Work Study and Work Placement student hires. 
Complete student work term evaluations. 

• Create and provide onboarding training for the Center’s Student Service Specialists related to Student Awards 
& Financial Aid content.  

• Identify ongoing training needs for Center’s Student Service Specialists with the Centre’s Student Service 
Specialist and Lead. 

• Managing performance through both formal (annual appraisal) and informal methods such as regular 
feedback, coaching and one on one. 

• Will assist with other administrative duties within the Student Awards & Financial Aid team as well as other 
University-related events. 

Policy and Procedures Guidance 
• In conjunction with the Assistant Director, will process the more complex OSAP appeals such as the residency 

reviews, family breakdown appeals, restrictions, and probations.  
• Apply sound judgement and comprehensive job knowledge to solve complex problems related to financial aid 

processing.   

• Manage application editing and related tasks, including data entry on the Ministry of Colleges & Universities 
(MCU) on-line computer system.  

• Apply comprehensive job knowledge related to OSAP policies and procedures to ensure applications are 
complete and accurate.  

• Provide back up for the Financial Aid Specialists in processing out of province aid by applying comprehensive 
job knowledge of other provinces and territories program requirements.  
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• Aid the Assistant Director with the OSAP-Satisfactory Academic Progress term report and weekly withdrawal 
(WDR) reports 

• Assist with the administration and processing of US funding programs, OSAP Micro-credential, and 
emergency loan applications.   

Financial Aid Counselling   
• Along with the Director and the Assistant Director, the Manager will provide individual financial aid counselling 

to students who request help in solving complex financial aid issues.   
• Apply sound judgement and comprehensive job knowledge in determining an appropriate form of action for 

students’ individual circumstances. The incumbent will also provide information and assistance with the OSAP 
appeal process and with OSAP related bursary programs as necessary.  

• Provide guidance and information to students and families about OSAP, bursaries, scholarships, and 
emergency loans.  

Record Keeping and Reporting 
• Accountable for the maintenance of the Student Awards & Financial Aid filing system and archive 

documentation as required by MCU policies and procedures.  
• Assist the Director and Assistant Director with all regulatory audits.   
• Ongoing review and auditing of Financial Aid Specialist work. 

Communication, Customer Service and Outreach 
• Monitors workflow and seeks efficiency. Recommends possible changes to the Assistant Director.    
• Provides daily support to the Financial Aid Specialists and is the escalation point for inquiries and complex 

issues.  

• Provide backup to the Financial Aid Specialists for front-line activities 

• Leads a culture of exceptional customer service and ensures delivery of all information by Financial Aid team 
is clear and concise. 

• Communicates with positive and professional tone in all situations and forms of communication.  

• Provides ongoing updates to members of other departments such as the Centre, Systems, and Student 
Financial Services 

• Represents the University of Waterloo at various recruitment events 
• Present informative financial aid related sessions/presentation to prospective and current students, parents, 

and others with the Director.  
• Responds to inquiries from students and campus clients while seeking to build positive connections.    

 
*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 

• Post-secondary education or a suitable combination of post-secondary education and experience required 

Experience  

• 3 years of supervisory experience and/or training experience dealing with diverse teams and situations 
• 5 years of experience working in a fast-paced service-oriented role, with demonstrated success in resolving 

challenging customer service issues, preferably in a post-secondary environment. 

• Experience interpreting policy and creating procedural documentation and guidelines that adheres to policy  

• 3 years of financial aid (OSAP) related experience. 

Knowledge/Skills/Abilities 
• Strong organizational and problem-solving skills coupled with the ability to handle multiple tasks, meet 

deadlines, and excel in a fast-paced environment characterized by changing priorities.  
• Approachable, people-oriented, able to build a strong team and a constructive work environment.  

• Excellent interpersonal skills, tact, judgement, and diplomacy essential  
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• Comprehensive knowledge of OSAP policies and procedures.  

• Excellent written and oral communication skills.  
• Demonstrated leadership and ability to provide sound guidance to peers 

• Demonstrated ability to handle confidential information with discretion 

• Adaptable to the evolution of work caused by continuous systems development.  

• Intermediate skills level using QUEST (PeopleSoft Student Information System)  

• Must have intermediate skill level with Microsoft Office suite of software  

• Ability to seek out and identify areas for improvement in business processes, or issues or trends that need to 
be addressed, and then implement solutions  

 
Nature and Scope  
• Contacts: The Manager, Financial Aid motivates and influences direct reports and coworkers in daily 

interaction with students and staff/faculty working with mostly undergraduate students. Parents, Registrar’s 
Office staff, The Student Centre team, Student Financial Services team, campus staff and Ministry of Colleges 
and Universities (MCU), and National Student Loans Service Centre (NSLSC). 

• Level of Responsibility: The Manager, Financial Aid Specialists, performs specialized work with minimal 

supervision and supervises direct reports. Will act as a resource for handling sensitive cases, in consultation with 
the Assistant Director.  This position provides functional direction to the Financial Aid Specialists and hiring and 
training of staff and student hires. Demonstrated ability to manage multiple concurrent projects involving shifting 
deadlines and priorities. Manages quality assurance issues, and proactively troubleshoots with the Financial Aid 
team. Is able to direct workload and make sound decisions on priorities. Must have a sound understanding of 
Financial Aid policies and procedures. The incumbent Is expected to provide expert and timely solutions, 
formulate decisions, and develop recommendations. 

• Decision-Making Authority: Continually makes decisions based on policy and procedure knowledge, 
determines point of escalation, problem solves with Student Awards & Financial Aid team. Makes decisions on 
applications and appeals by weighing several factors, including policy and guidelines, some of which are partially 
defined and entail analytical and problem-solving abilities.  

Physical and Sensory Demands: Minimal demands typical of an administrative position (attention to detail, 
prolonged focus on computer monitors and prolonged sitting). Interruptions are frequent from staff, students, and 
other departments. 

• Working Environment: This role works in an office environment, with minimal psychological risk resulting 
from unavoidable exposure to hazardous, disagreeable, or uncomfortable environmental conditions. This role 
may involve exposure to emotionally challenging experiences and/or interactions with people who are upset. 
There may be lack of control over work pace or work process and constant interruptions (e.g., student issues, 
staffing coverage, etc.). There may be irregular and/or high volumes and multiple and/or tight deadlines beyond 
one’s control. Regular working hours, some evening/weekend work may be required for campus events. 

 


