Job Description

Job Title: Manager, Business Operations
Department: Centre for Career Development

Reports To: Director, Centre for Career Development
Jobs Reporting: - Client Support Representative

- Administrative and Financial Coordinator
- Career Programming Specialist

Salary Grade: USG 12

Effective Date: April 2025

Primary Purpose

The Manager, Business Operations is responsible for oversight of four dimensions of Centre for Career
Development (CCD) operations:

1. Leadership of business analysis and operations. The incumbent oversees the provision of

consultative, knowledge translation supports to other managers in CCD through business analysis,
process design and management, continuous process improvement, and administrative supports.
Overseeing the acquisition, analysis, and interpretation of quality data (quantitative and qualitative)
to optimize the department’s business processes and client interfaces are key functions within this.
Cross-portfolio collaboration including reporting, communications and leveraging/coordinating
programming and events across Cooperative and Experiential Education (CEE). This requires an
internal and external focus related to identifying and exploring new initiatives and processes that
will advance the strategic priorities and impacts of CCD and CEE.

Oversight of client services and communications, ensuring that the student experience is optimized
through well-designed, strategically aligned processes, systems and communications.
Oversight of information management and administration to build and maintain a strong knowledge
base and engaging work environment, including software/platform integration & training, and
process and technical documentation.

Key Accountabilities

Business Analysis & Operations

Identify, analyze and communicate on business practices and opportunities to achieve service
delivery priorities and goals
In consultation with CCD senior leadership and other CCD managers, lead the strategic analysis of
data to best inform programmatic evolution
Support the Director in informing & influencing stakeholder perspectives by acquiring and analyzing
data patterns (quantitative and qualitative) to build business cases supporting service objectives &
service delivery model optimization.
Lead the design, implementation, and ongoing enhancement of data infrastructure necessary to
collect, store, report and analyze data and trends related to the Centre for Career Development
o Oversee creation and maintenance of reporting dashboards utilizing WaterlooWorks, Power
BI, and other tools to provide ongoing tracking & analysis of Centre for Career Development
metrics
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e Provide analytical leadership:
o Consult with CCDCCD leadership to assess progress based on departmental KPlIs.
o Offer subject matter expertise in interpreting CCD data, as well as identifying and presenting
on trends in an efficient and easily understandable manner
o Forecast trends, business needs, and emergent issues utilizing past data, reporting tools,
and intricate knowledge of CCD operations

Team Management & Leadership

e Provide overall leadership to the Centre for Career Development as a member of the management
team by leading continuous improvement, advocating for departmental initiatives, and offering
guidance to CCD staff

e Oversee the direction of three distinct portfolios of work with the career centre to ensure strategic
effective, cohesive, efficient processes and operations

e Manage the Client Support team, directing the ongoing improvement of CCD Front Desk processes,
standards, and service delivery toward serving both internal and external stakeholder needs,
constantly evaluating as circumstances change over time

¢ Manage the Career Programming team, overseeing the alignment of programming (CCD
workshops, events, & conferences) with strategic and operational priorities and supporting
partnerships at departmental, CEE and institutional levels

e Provide guidance and direction to the Career Programming team on effective communications and
marketing practices which drive learner traffic to the centre

¢ Oversee development of data reporting structures and survey models through Career Programming
and Events to support the department’s striving for global leadership, including capturing client
engagement patterns and outcomes, as well as anticipating stakeholder needs to inform forward-
looking service delivery model decisions

¢ Manage the Administrative and Financial Coordinator, guiding process development and
optimization, project execution, and team administration through their role

¢ Lead the design and execution of efficient information management procedures, overseeing the
Administrative and Financial Coordinator's ongoing maintenance of this system (utilizing appropriate
tools and confidentiality protocols)

e Oversee Centre for Career Development staff permissions in and access to WaterlooWorks,
Teams/SharePoint Online, and all other UW-related tools & resources (guiding various staff
members in triaging the access process)

Cross Portfolio Collaboration and Strategic Influence of Processes and Communications

o Create and maintain strong relationships with parallel roles both at other institutions and across
campus such as in CEE, IST, CEL, CTE, RO, Campus Housing, Campus Wellness, Library, HR,
SSO, MUR, IAP related to data stewardship, core business systems, and identifying/exploring
new strategic initiatives, processes and service delivery systems

e Provide consultative support and guidance to CCD leadership and CEE stakeholders in
identifying creative solutions to business needs and enhancing the client experience

e Lead collaboration with the CEE Strategic Enablement Team to

o manage CCD-specific software & process changes;

o elicit and share ideas and best practices in data analytics, business processes, policy
development, requirements-gathering sessions, risk assessment, testing, and information
systems.

O

e Collaborate with the CEE Strategic Enablement Team to
o oversee the quality of reporting/analysis of CCD data;
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o ensure effective and efficient communications;

o develop business cases to test and improve/optimize service delivery model on ongoing
basis to align with departmental and university priorities;

o ensure ongoing functionality and an optimized user experience of the WaterlooWorks
site, including appointments/events booking functionality and interactions with University
systems (e.g., WaterlooWorks, Quest, LEARN)

o Contribute expertise in business analysis and requirements gathering, project management,
process design and improvement, data analysis, performance metrics, technical documentation
and SQA as required

e Manage and enact change in business processes, software/tool implementation with varying
scope

e Oversee training of Career Centre service providers and clerks, as well as users of Career
Centre data, to ensure understanding and high integrity of metrics and reporting

e Lead the development of CCD's suite of asynchronous learning platforms, liaising with CEL and
IST teams to

o oversee the enhanced functionality, appeal and optimization of user experience and
technological infrastructure for stakeholders (e.g., Co-op Fundamentals for Engineering
module; online CareerHub resource)

o ensure courses are successfully delivered in the university’s learning management
system

e Support research initiatives (e.g., surveys, focus groups) to understand learner preferences and
profiles and to evaluate student/alumni learning and satisfaction with online materials

*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 undergraduate degree in business administration, operations management, Mathematics,
Computer Science, Statistics (or equivalent education and experience) or related field is required

Experience

5 years of progressive experience in management, ideally in a human services setting, leading and
supervising teams containing diverse skill sets and areas of accountability and responsibility

5 years of experience in at least two, and ideally multiple areas, including project management,
business analysis, software quality assurance, continuous process improvement, program
evaluation and performance metrics, and data analysis, with certification in one or more areas being
an asset

Experience leading, managing and coaching teams

Experience developing and implementing effective strategic initiatives in collaboration with others
Experience building relationships and fostering team engagement

Experience and comfort with measuring program effectiveness and impact on an ongoing basis
Experience in overseeing partnerships and programming related to designing and delivering
accessible and inclusive programming is an asset




Job Description

e Experience designing customer service solutions in an educational environment or human services
setting
e Experience with information system tools and development frameworks

Knowledge/Skills/Abilities

e Skills in building relationships and maintaining open lines of communication to foster and maintain
trust in individual and team settings

e Strong ability to solve complex problems related to project management, business analysis,
software quality assurance, continuous process improvement and data analytics

o Excellent listening skills

e Awareness of own social location and how it affects the power and privilege in supervisory
relationships and leadership roles

¢ Ability to analyze, understand and effectively communicate/translate business requirements and
complex technical design and implementation topics to non-technical leadership and practitioner
audiences

¢ Ability to drive analysis to: identify relevant inputs and root causes; capably interpret the meaning,
purpose and importance of information; identify and develop alternatives to ensure that all aspects
of issues are examined critically, all toward making evidence-informed and practice-informed
decisions

¢ Advanced knowledge and skill, as well as ability to oversee and support/coach others in using Visio,
MS Office (Access, Outlook, Excel, Word, PowerPoint), HTML, Web development Technologies, MS
Project, and various reporting software packages (PowerBl), including with direct reports with
technical proficiency but potentially less contextual understanding

¢ Knowledge of how the student/customer experience can be enhanced via technology and digital
service solutions

e Strong organizational and time management skills in balancing multiple high-priority projects, as well
as excellent attention to detail are essential

e Excellent interpersonal skills, verbal communication skills, and writing abilities required

e Excellent project management skills, with demonstrated track record

e Strong technical skills including general knowledge of UW technology environment & software
systems (WaterlooWorks is an asset)

¢ Working knowledge of coding methodology

e Skills and comfort to provide input to budget allocation across all accounts and sign off on some
CCD accounts to a pre-set budget limit

Nature and Scope

Contacts: Internal: The Manager deals at a senior level with co-workers from many departments
across the UW campus, including: Centre for WIL, CEE Business Services, Cooperative Education,
Concept, Campus Wellness, IST, Centre for Extended Learning, Registrar’s Office, Library, Campus
Housing, HR, Student Success Office, Marketing and Undergraduate Recruitment, Institutional
Analysis and Planning. External: The Manager deals at a senior level with other university Career
Centres and community partners.

Level of Responsibility: The Manager manages a variety of team functions and processes that are
critical to departmental functioning, with direct reports. The Manager provides support and coaching to
direct reports as well as management team. The Manager is accountable for ensuring that
processes/systems implemented continue to be performed to standard through quality assurance
audits.
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o Decision-Making Authority: The Manager makes decisions about how to manage/coach individual
reporting staff members including when they disagree with their manager or each other, and decisions
around programming (creation of, measurement of effectiveness, and staffing). The Manager makes
decisions around safeguarding processes and services to support a complex and multi-layered service
environment.

o Physical and Sensory Demands: This role requires exertion of physical or sensory effort resulting in
slight fatigue, strain or risk of injury.

e Working Environment: This role involves minimal psychological risk resulting from unavoidable
exposure to hazardous, disagreeable, or uncomfortable environmental conditions. The Manager role
may include exposure to emotionally disturbing experiences and/or interactions with people who are
upset, angry, abusive, aggressive, unstable, or unpredictable (i.e., occasional emotionally-charged
issues with students who require counselling); travel requirements (i.e., occasional travel to
conferences); unusual hours or schedules; and irregular and/or high volumes and multiple and/or tight
deadlines beyond one's control (e.g., January, February, May, June, September and October are
particularly high volume due to student service demands and reporting timelines. As well, the Manager
may experience last-minute requests for reports and to deliver presentations).



