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Job Title:  Assistant Service Manager 

Department:  Co-operative Education 

Reports To:  Co-op Services Manager 

Jobs Reporting: Co-op Service Specialist, Co-op Service Representatives, Events Coordinator 

Salary Grade: USG 8 

Effective Date: May 2022 

 

Primary Purpose 

The Assistant Service Manager (ASM) ensures efficient and effective teamwork and consistency of process, 
operations, and service in areas of co-op student/employer interaction. In alignment with the Co-operative & 
Experiential Education (CEE) strategies, the ASM develops and executes daily tactical plans to focus efforts on 

the areas of greatest priority. This role has a high impact on employer and student relations, and overall 
retention and experience strategies. In collaboration with the broader department, the ASM contributes to the 
continuous improvement of CEE. 

 

Accountable to the Co-op Services Manager, the ASM ensures exceptional service and support for all 
stakeholders, across an integrated network of communications. The ASM acts as an individual contributor, 
subject matter expert, and coach in their area of expertise and responsibility. With the extended hours of 
support and the progressive nature of the roles reporting to the ASM, there is a high volume of staff turnover, 

requiring a complex staffing model and ongoing hiring and training. 
 

Key Accountabilities 

In collaboration with the Co-op Services Manager: 

Service Delivery 

• Monitors customer service standards and satisfaction with service delivered and acts to restore 
and enhance service quality.  

• Develop metrics to set targets and goals in alignment with Co-operative & Experiential Education 
(CEE)’s and the University’s strategies, to inform data-driven decisions. 

• Ensure staff are equipped to handle stakeholder interactions in accordance to service standards, 
the University’s Service Promise, Values, and Equity, Diversity, and Inclusion. 

• Ensure a positive end-to-end experience for employers and students, complementing employers’ 
recruiting strategies and students’ job search strategies to increase job fit and job match success, 
including supporting students in rank/match process. 

• Establish review processes and warranty periods, to continuously evaluate and improve service 
delivery model, while adapting to new digital platforms and technical features. 

• Develop a cost-effective and efficient staffing model to optimize service delivery and support a 
team with fluctuating workload demands. 

• Manage and implement service recovery strategies, which may have a direct impact 
on employer and student satisfaction. 

Knowledge, Expertise and Continuous Improvement 

• Applied knowledge of Co-operative & Experiential Education (CEE) strategies, initiatives, 
goals, objectives, key performance indicators, and frameworks, such as the Future Ready 
Talent Framework that helps students and employers navigate the future of work in an 
emerging, complex global workforce. 

• Identifies gaps that might indicate a broader process or system issue and connects with the 
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CEE Business Services for resolution. 

• Lead, support, or implement CEE initiatives and continuous improvements to optimize service 
delivery model and contribute to cross-functional working groups and committees. 

• Contribute to, assess, and implement consistent processes on all aspects of 
student/employer interaction, in collaboration with Operations Managers and CEE Business 
Services. 

• As a change agent, inspire and influence the Service Team to help them navigate change. 

• Participate in strategic conversations about employer’s Account Plan with respect to 
employer information sessions. 

Lead and manage direct reports and ensure the delivery of results in support of CEE mission, 
vision, values, and goals, including: 
• Recruit, onboard, and train the best qualified staff available from inside or outside Co-operative & 

Experiential Education (CEE). 

• Identify development opportunities in others and co-create with the employee a development plan; 

regularly following up on the progress of career development (i.e., career path advancement criteria, 

reassignment opportunities, secondments, etc.).  

• Set goals and expectations and help employees create clear paths to success. 

• Provide information and context needed for the employee to be effective. 

• Develop effective work team dynamics. 

• Manage performance through both formal (performance appraisal) and informal methods such as 

regular feedback, coaching, and one-to-ones. 

• Holding employees accountable for performance including consistent application of business 

processes. When faced with challenging performance situations, identify and document concerns, 

provide clear direction, implement a performance improvement plan when required, and monitor 

employee’s progress.  

Provide overall leadership to the organization by: 

• Champion mission, vision, values, and goals and play a leadership role in bringing them to life 

• Monitor business practices to ensure that Co-operative & Experiential Education (CEE) has the 

appropriate practices and processes to work effectively internally and externally  

• Develop productive, collaborative working relationships across CEE and campus partners 

• Contribute to service quality improvements (i.e., relationships, stakeholder satisfaction, timeliness, 

staff capability and performance). 

Strategic leadership and oversight: 

As the Subject Matter Expert (SME) of their respective portfolio, the ASM makes strategic proposals to 

drive the evolution of their portfolio. The ASM works collaboratively with one another and with the Co-op 

Services Manager to make proposals encompassing the collective portfolios to drive holistic 

developments for the Service Team. The ASM develops and analyzes metrics to drive change and 

evaluate portfolio success. 

 

Provides forward-thinking leadership by researching and identifying trends for a proactive rather than 

reactive approach. Use an innovative mindset to identify opportunities for improvement and provide new 

solutions to old problems. Lead and adapt to change and guide staff to have a continuous improvement 

mindset to accept and embrace change. The ASM aligns proposals with CEE’s objectives and influence 

the team to reach a shared goal. The ASM may play a leading role in CEE initiatives that impact their 

team and may propose work that gets adopted as a formal, department initiative. The ASM is a member 

of various cross-functional working groups as a SME of their respective portfolio. 
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The ASM has primary responsibility for any of the three portfolios: Co-operative & Experiential 

Education (CEE) Hub, Interview Day Services (IDS), Employer Information Sessions (EIS). The ASM 

supports staff with the crossover of all three portfolios. 

• CEE Hub portfolio: manages a team of Co-op Service Specialists who provide frontline service to 

students and employers, to support the core employment process, WaterlooWorks, student record 

interpretation, and experiential education. The CEE Hub contributes to employer retention and 

student satisfaction. 

• IDS portfolio: manages a team of Co-op Service Representatives who provide frontline service to 

students and employers on interview days to support across all interview methods, including system 

troubleshooting and process delivery. The ASM manages the end-to-end processes of interview day 

services to ensure customer service excellence. IDS have a direct impact on student and employer 

satisfaction, interview experiences and opportunities, and job match success. 

• EIS portfolio: manages event coordinators and facilitators who support employer information 

sessions in partnership with CEE to complement their recruiting strategy. The ASM manages the 

overall process of EIS including relationship management, event crisis management, coordination of 

services and event logistics, detailed communications, and maintaining an up-to-date knowledge 

base of relevant EIS trends.  
*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, 
Communications, or related field. 

• An equivalent combination of education and experience will be considered. 

Experience 

• 3-5 years of experience in a service delivery or event management focused role, preferably in 
a post-secondary environment. 

• Experience with staff hiring, scheduling, and management preferred. 
• Demonstrated success in leading change efforts and continuous improvements an asset. 

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

• Experience with Microsoft Office suite; metric reporting experience preferred. 

Knowledge/Skills/Abilities 

• Knowledge of employment processes, recruitment, co-op programs, or policies and 
guidelines strongly preferred.  

• Proven skill in relationship management and achieving results using a collaborative approach. 

• Adept at probing, critical thinking, problem solving, and a high tolerance for ambiguity. 

• Effective resolution of escalated issues with service recovery and staff management 
required, often immediate. 

• Ability to think holistically about integrated processes to effectively contribute to initiatives 
and cross-functional working groups and make informed decisions for continuous 
improvements and portfolio evolution. 

• Effective communicator and manage process communications in alignment with portfolio 
deadlines. 
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• Demonstrated technological agility and experience managing unified communication platforms 
across a service team an asset.  

• 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 the Co-op Services team and other Co-operative & 

Experiential Education (CEE) business units regarding impacts of system changes, common 
questions/issues related to WaterlooWorks and the core employment process, and optimal use of the 
Tatham Centre. This position manages and ensures positive relationships with campus partners. 

External: This position is involved with escalated issues from students and employers through CEE Hub, 
Employer Information Sessions (EIS) and Interview Day Services (IDS). 

• Level of Responsibility: In collaboration with the Co-op Services Manager, this position is responsible 
and accountable for the day-to-day operations of their area, and the work of their team. The Assistant 

Service Managers (ASM) assist with the definition and implementation of a service-focused organization. 
They must be attentive to the core employment process calendar and how these activities affect their 
respective areas. As a coach, the ASM provides one-to-one support for service team members and acts 

as a subject matter expert on all processes and all uses of WaterlooWorks related to their role and the 
teams they serve, contributes to process changes and updates, and keeps management team informed 
of staff members who may require additional support, and works closely with other CEE business units to 
escalate any technical, process, or documentation issues. The ASM acts as Tier 1 support for 

WaterlooWorks and identifies trends to the Technology and Continuous Improvement Team regarding 
systems issues. They troubleshoot and leverage their conflict management skills to solve problems 
relating to sensitive and difficult situations where employers and students are unhappy with their 

experience. This position is responsible and accountable for the quality and accuracy of service delivery 
to students and employers which can have significant impact on the reputation of co-op and the 
University. The ASM manages service recovery across all portfolios. 

• Decision-Making Authority: In collaboration with the Co-op Services Manager, this position makes time-
sensitive decisions, exercising good judgment that can immediately impact the student and employer 
experience. They make hiring decisions and consider the appropriate staffing model to meet their needs. 
They consider future staffing changes that will affect service delivery and are constantly balancing their 

team’s workload and priorities. This position resolves unexpected, unique, or complex CEE Hub, 
WaterlooWorks, EIS, IDS, or process situations under extreme time pressures, and resolves difficult 
situations with students, employers, staff, or campus partners. To problem solve appropriately, the ASM 

must have thorough knowledge of the core employment process and various other experiential education 
portfolios, and CEE policies and procedures.  

• Physical and Sensory Demands: This role requires exertion of physical or sensory effort resulting in 

slight fatigue, strain, or risk of injury. It may involve constant interruptions. 
• Working Environment: This role involves minimal 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. Service support during 

main interview periods and the EIS season will require work outside of core business hours from 7:30 
a.m. to 9:30 p.m. Irregular and/or high volumes and multiple and/or tight deadlines beyond one’s control.  


