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Job Title:  Client Service Coordinator 

Department:  Campus Wellness 

Reports To:  Client Service Manager 

Jobs Reporting: None 

Salary Grade: USG 4 

Effective Date: May 2022 

 

Primary Purpose 

The Campus Wellness Administration team serves the University of Waterloo community by supporting all 
units within Campus Wellness (Health Services, Counselling Services and Health Promotion) with effective, 
efficient, collaborative, and client-focused administrative service. 
 
This role is accountable to the Client Service Manager to help create and maintain a positive student-centered 
environment, with exceptional client care and service. The focus of this role is to provide back-office 
administrative support for the client-focused activities of the Client Service team.   
 
There is frequent contact with a variety of health care professionals including physicians, nurses, counsellors, 
psychologists, psychiatrists, and interns/residents, as well as students who have been referred for testing 
outside of Campus Wellness or to an external medical specialist.  
 

Key Accountabilities 
 

Scheduling  

• Create and implement templates for each different type of staff schedule (e.g. Directors, Physicians, 
Psychiatrists, Psychologists, Counsellors, and Nurses); 

• Distribute schedule requests, collect and clarify information, and input templates each term; 

• Monitor preferences and restraints on clinician schedules, and review implemented schedule changes for 
accuracy; 

• Pro-actively identify short-range gaps in provider coverage which could directly affect student services 
(ex. no intake specialist, triage physician, walk-in counsellors); notify the relevant managers, collaborate 
with Client Service Manager to resolve the gaps; 

• Collaborate with Client Service Manager to optimize use of service availability, providing feedback 
regarding appointment usage, making recommendations for adjustments; 

• Support Client Service Representatives and their Leads when a clinic or clinician’s appointments need to 
be cancelled or rescheduled (ex. clinic closure, long-term provider absence); caseloads need to be 
dispersed among other clinicians, or alternate arrangements made; support Client Service 
Representatives in communicating alternate arrangements to clients/patients; direction for specific 
situations may originate with Client Service Manager; 

• Support supervisors and managers in identifying service level conflicts and gaps well in advance, 
identifying longer-term implications of short-term schedule changes; 

• Coordinate multiple schedules to accommodate meetings; add Senior Management Team meetings into 
Accuro; 

• Support short-notice clinical staff absences (illness, emergency, etc.) by updating their schedules and 
responding to absence implications; inform parties who are affected by changes in schedules; 

• Work closely with the Campus Wellness Administrative Assistant to assure continuity in Senior 
Management Team schedules, meeting times, and locations. 
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Client Referrals 
• Coordinate all aspects of referrals from clinicians for client/patient care by external specialists (e.g. book 

appointments, monitor appointment status, notify client / patient, and track appointment status); 
• Process requests and referrals for external assessments, diagnostic testing and specialist appointments, 

collecting and sending required documentation; 
• Coordinate all aspects of external referrals from clinicians for client/patient care for diagnostic/medical 

testing 
• Document referrals/disposition in client charts; 
• Provide external referrals support for multi-disciplinary team of clinicians. 

Quality Assurance 

• Ensure a holistic approach to the entire schedule; monitor Client Service Representative 
booking/schedule utilization for consistency and appropriate booking (ex. distributing specific kinds of 
appointments between clinicians, watching for too many of one type of appointment booked);  

• Identify opportunities for improvement of client experience, staff support, and general workflow; (ex. 
process improvement within the Electronic Health Record, identifying pain points from student 
perspective). 

Client Support 

• Maintain up-to-date forms and documentation for use by staff members and clients; may be both 
electronic and hard copy format (ex. consent forms, clinical note forms, resource and reference 
documentation); 

• Update voice mail messages on phone system (ex. closures, holidays etc.); inform Studentcare, 
AccessAbility Services, and University Special Constable Service of building closures; 

• Independently navigate a high volume of competing requests and multiple interruptions; 

• Assist with ongoing and one-time projects or initiatives as delegated by a Client Service Manager; 

• Contribute to Campus Wellness initiatives and committees, as requested by Client Service Manager.  

Handling Confidential Information 

• Adhere to all guidelines and regulations regarding the collection, use, retention and destruction of 
personal health information (ex. FIPPA, PHIPA, UWaterloo Policies and procedures); 

• Perform accurate and timely data entry by creating, processing, and validating client documentation and 
demographics, cross-checking across multiple platforms; 

• Process daily incoming electronic and hard-copy documentation; accurately attaching to client files/charts 
in Electronic Health Record; 

• Access non-clinical databases to support clinic functions (ex. Quest, SharePoint, Student Portal). 
 
*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 

• Health administration diploma, medical terminology course, or equivalent experience preferred 

Experience 

• At least two years of receptionist/client service work experience in healthcare facility, preferably a 
post-secondary setting 

• Experience working with a collaborative team  

• Experience working in both mental health and physical health care settings preferred, with the 
proven ability to deal with highly confidential and sensitive information 
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• Experience working with individuals who have a variety of accessibility needs, socioeconomic and 
cultural backgrounds  

• Experience working within PHIPA and FIPPA guidelines 

Knowledge/Skills/Abilities 

• Extensive experience with an Electronic Health Records system is essential (preference for Accuro) 

• Exceptional client service orientation, professionalism and assertiveness 

• Demonstrated ability to take initiative, and appropriately identify and resolve problems reactively and 
proactively 

• Demonstrated commitment to teamwork, attention to detail, flexibility, and accuracy 

• Ability to respond to competing demands in a fast-paced environment 

• Working knowledge of MS Word, Excel, PowerPoint 

 
Nature and Scope  
• Contacts: Internal Contacts: In addition to primary contact with Client Service Managers, daily contact with 

Campus Wellness administrative professionals and multi-disciplinary health care providers. Contacts 
outside Campus Wellness include members of the University of Waterloo community (students, staff, and 
faculty and their family members). Contacts external to University of Waterloo include student family 
members and community partners.  

• Level of Responsibility: Responsible for working both independently and collaboratively and performing 
regular duties with relative independence and exercising strong judgement. Assist in identifying and 
addressing administrative or logistical needs of clinicians/the department. Exercises judgement and 
discretion with regard to confidentiality and well-being of individuals. Responsible for all areas outlined 
above. 

• Decision-Making Authority: Responsible for decision-making and problem-solving within the 
responsibilities outlined above and the options available, based on procedure/protocol.  

• Physical and Sensory Demands: Flexibility and responsiveness to a variety of administrative and clinical 
staff regarding day-to-day and long-term issues are required. Position may involve short-notice coverage 
between multiple locations where Campus Wellness services are delivered. May require light physical 
demands, including possible lifting and moving materials. Requires extended periods of sitting and 
concentrated use of visual senses. 

• Working Environment: The position is exposed to stress and pressure associated with administrative 
responsibilities in a clinical setting. It involves moderate psychological risk resulting from difficult and 
unavoidable exposure to disagreeable and uncomfortable environmental and psychological conditions. 
Risk of exposure includes airborne and contact-based illnesses; verbally and physically aggressive 
individuals; individuals dealing with a mental health crisis (including suicidal ideation and immediate risk of 
harm to self and others). 
 
Located indoors in a comfortable, fast-paced office environment populated by clinical, administrative staff, 
as well as clients (University of Waterloo students, staff, faculty, and student family members). There may 
be unusual hours or schedules, multiple and/or tight deadlines beyond one’s control and constant 
interruptions (ex. phone calls, e-mails, urgent support requests, varying student volumes at different times 
of the year).  


