Job Description

WATERLOO

Job Title: Co-op Service Representative

Department: Co-operative & Experiential Education (CEE)
Reports To: Assistant Service Manager

Jobs Reporting: None

Salary Grade: USG 4/5

Effective Date: May 2022

Primary Purpose

The Co-op Service Representative is responsible for the day of facilitation of interviews both in-person and
virtually, as well as the execution of processes, procedures, and administrative tasks to support all
interview services and other areas of the Service Team as appropriate. The Co-op Service Representative
provides outstanding customer service to stakeholders and works to ensure a successful interview
experience for both students and employers helping both stakeholders in their efforts to build and develop
talent for a complex future.

Key Accountabilities

Service Delivery

Coordinates a successful interviewing experience for employers, students, staff members and other
key stakeholders. Ensures employers and students are supported throughout their interview
experience and all relevant support staff are aware of any last-minute changes that may impact
scheduling, paging, or other employment services areas.

Executes the operation of services and accountabilities related to interviews, employer information
sessions, the core employment process, and key day-of interactions with students and employers
pivotal to the successful execution of co-op interviews.

Oversees student and employer interviews, both in-person and in virtual format, and provides
coordination and troubleshooting support for issues with scheduling, webcam technologies, and
daily logistics for issue resolution.

Monitors and responds to inquiries across an integrated network of communications by collecting
information across multiple resources and providing a comprehensive and efficient service
response, striving for first contact resolution for all interactions.

Navigates conversations with students and employers, who may be exhibiting signs of distress
and/or a real or perceived need, utilizing de-escalation techniques and protecting confidential
information to address stakeholder needs quickly.

Delivers service to clearly defined and targeted standards (i.e. response time, quality of
communications, interview day experience) and in accordance with the University’s Service
Promise, Values and Equity, Diversity, and Inclusion.

Administration, Operations, Systems Support

Executes opening and closing procedures of CEE Hub and Tatham Centre building and contributes
to optimizing building use (interview and study rooms) during its hours of operation. Ensures
building is open and accessible prior to core business hours on interview days and is accountable
for building preparation each term.

Tracks frontline service interactions in database that can be analyzed to identify interaction trends to
support data-driven, informed decisions.
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Responsible for administrative based work to support the preparation and development of the
portfolio during fluctuating workload demands.

Supports other service teams and portfolios within CEE and campus partners with inquiry resolution.
Executes temporary, additional work for a limited time within or outside the direct scope of role, to
support Co-op Services unit or other units within CEE.

Stakeholder Support, Continuous Improvement/Training & Mentorship

Guides students, employers, alumni, and staff on best practices to contribute to interview success.
Ensures all Interview Day Services (IDS) process and procedures are up to date and readily
available online to support all stations.

Actively contributes and recommends areas of opportunity for continuous improvement by
supporting initiatives, other projects, and participating in meetings to better serve our stakeholders
Lead training, as required, for CEE full time, part time, casual staff, as well as CEE co-op students in
procedures and service expectations for all IDS areas

Assists with balancing resources and providing support as needed for all interview day processes
and services as well as across the Co-op Services unit

Pursues ongoing and relevant professional development opportunities and integrates learning in
work and shares insights with team

*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

Completion of post-secondary education required; university undergraduate degree preferred
Equivalent combination of education and/or experience will be considered

Experience

1 year of customer service experience is preferred; recent graduate is acceptable
Experience in a fast-paced, collaborative, team-based environment

Experience with a customer administration/database system, Customer Relationship Management
(CRM) system, or administration system (i.e., WaterlooWorks) preferred.

Knowledge of employment processes, co-op programs, policies and guidelines preferred.
Experience with unified communication platforms preferred.
Experience with Microsoft Office suite.

Knowledge/Skills/Abilities

Effective probing and triaging skills to respond to and resolve inquiries with stakeholders that
requires a unique, targeted, case-by-case response.

Ability to absorb information from multiple sources that is vast and diverse and often confidential in
nature, synthesize it, and deliver it to varied audiences through information and data literacy.
Apply critical thinking when assessing a problem, to determine the best course of action and
urgency, while using a high degree of intuition and judgment.
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Strong interpersonal and communication skills with a proven ability to build relationships and
manage strong rapport with internal and external stakeholders as an effective communicator and
collaborator.

Works well independently and in a team environment, with the ability to balance and support a team
with fluctuating workload demands.

Resilient to changing priorities and demands, requiring flexibility and adaptability when needing to
pivot in a dynamic work environment.

Demonstrated technological agility to adapt to changing and evolving digital platforms to support our
service.

Ability to self-assess current skills, with a commitment to lifelong learning and expanding and
transferring knowledge and expertise to adapt with evolving business needs in the workplace

Nature and Scope

Contacts:

Internal: This position works closely with all members of the Service Team through daily interactions
and cross training on appropriate roles. Interacts regularly with co-op staff and other CEE units
regarding common inquiries/issues related to WaterlooWorks, interviews, events, and the core
employment process. The role influences and motivates casual staff and CEE staff volunteers working
within all areas of interview services to ensure consistent service delivery. External: Acting regularly
as the first point of contact for students and employers, the incumbent supports the breadth and depth
of processes, interview issues, scheduling issues, WaterlooWorks systems support, and job ranking
consultations and submissions, to ensure the integrity of the core employment process.

Level of Responsibility: This role has defined duties, responsibilities, and specialized or routine
tasks, and receives specific guidance. The role is accountable for the accuracy and completeness of
guidance given to students and employers. This position will have access to a large amount of student
information, where privacy and confidentiality is critical. This position vets, and escalates issue trends
related to process, technology, user, or documentation to the Assistant Service Manager (ASM)
coaches.

Decision-Making Authority: The role follows CEE processes and requires effective probing and
triaging skills to resolve issues with students and employers in an effective and timely manner.
Unresolved issues are escalated to the ASM. Additionally, they assess questions, clearly communicate
and answer if appropriate, and know when to refer the question to someone else.

Physical and Sensory Demands: High-paced office environment. Busy periods may result in above
average office noise levels. This role requires exertion of physical or sensory effort resulting in slight
fatigue, strain or risk of injury.

Working Environment: This role involves minimal physical or psychological risk resulting from
unavoidable exposure to hazardous, disagreeable or uncomfortable environmental conditions. This
role involves exposure to emotionally disturbing experiences and/or interactions with people who are
upset, angry, abusive, aggressive, unstable, or unpredictable (i.e., students and or employers who are
upset), lack of control over work pace due to control by machine or work process (i.e., unpredictable
breakdowns that may cause moving immediately to a manual process), and constant interruptions
(i.e., emails, phones calls, system breakdowns, event crisis management, event delays and overtime,
and staffing coverage, etc.). This role is a part-time position, with full time hours required for
approximately % of each term. Service support during main interview periods will require work outside
of core business hours with adequate coverage required for all Interview Day Service (IDS) functions
7:30 a.m. — 7:30 p.m. during the interview period. Irregular and/or high volumes and multiple and/or
tight deadlines beyond one’s control.



