Job Description

WATERLOO

Job Title: Client Service Manager

Department: Campus Wellness

Reports To: Associate Director, Clinical Services

Jobs Reporting: Client Service Representatives, Senior Client Service Representative, Client

Service Coordinator — Campus Wellness

Salary Grade: UsG 7

Effective Date: January 2025

Primary Purpose

The Campus Wellness Client Service Manager serves the University of Waterloo community by supporting all
units within Campus Wellness (Health Services, Specialized Care, Counselling Services and Health
Promotion) delivering effective, efficient, collaborative, and client-focused administrative service.

Accountable to the Associate Director, Clinical Services, the Client Service Manager ensures exceptional,
consistent and responsive client service in Campus Wellness, serving University of Waterloo students, staff,
faculty and their families. The Client Service Manager operates as an individual contributor and Subject Matter
Expert (SME) while also providing coaching in their area of expertise.

Key Accountabilities

*

Operational Leadership

Establish clear expectations for client service which align with Campus Wellness’ mission and the
University’s strategic plan;

Ensure a consistent, welcoming, and responsive reception for everyone seeking information or services at
all Campus Wellness locations;

Maintain consistent oversight and guidance for staff and clinic operations;

Provide support to the Associate Director, Clinical Services and/or the Associate Director, Counselling
Services as required;

Manage and oversee payment processing within the EHR system for a range of healthcare services,
leading a team to ensure accuracy and operational efficiency;

In collaboration with the Financial Manager, oversee day to day financial transactions processes within
clinic operations;

Supervise the handling of complex and detailed requests for health information;

Oversee and manage monthly IPC reports;

Lead and provide functional leadership and expertise - act as a key resource and Subject Matter Expert
(SME) when implementing new software or changes to existing software including testing, mapping, work-
flow creation, training, roll-out, ongoing troubleshooting;

Provide administrative leadership for new Campus Wellness initiatives; respond efficiently to significant
changes in services offered to students, including the development and implementation of initiatives
logistics, staffing, training, and troubleshooting strategies;

Field and address technical support requests from staff, coordinating with Campus Wellness IT team and
IST to prioritize and resolve issues, particularly those related to the Electronic Health Record and
associated systems.

Scheduling
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Ensure adequate Client Service Representative coverage for all shifts and venues; adjusting as needed
to accommodate changing circumstances (ex. client volume, staff absences, time off requests,
emergency coverage, etc.);

Oversee the development and implementation of staff schedules, ensuring adequate coverage and fair
distribution of clinical hours;

Ensure staff members have access to a member of the leadership team to provide support and guidance
during their working hours in the absence of the Client Service Manager;

Manage the input and ongoing maintenance of more than sixty Campus Wellness provider schedules,
including appointment and booking preferences;

Proactively identify current and upcoming gaps in provider coverage (ex. no intake specialist, triage
physician, walk-in counsellors); notify relevant managers, recommend solutions to resolve gaps;

Provide direction to Client Service Representatives when appointments need to be cancelled or
rescheduled (ex. clinic closure, long-term provider absence, caseloads dispersed); support Client Service
Representatives in communicating alternate arrangements to affected clients/patients;

Monitor use of appointments for optimum capacity; provide feedback to the directors of Health and/or
Counselling Services; make recommendations for optimization;

Human Resources Administration and Leadership

Recruit, hire and performance manage contract and permanent staff based on immediate needs and
long-term planning;

Maintain a professional and respectful workplace for all individuals, resolving conflicts utilizing a coaching
and mentoring approach and modelling respectful working relationships;

Manage performance through a combination of formal methods, such as performance appraisals, and
informal approaches, including regular feedback, coaching, and one-on-one meetings

Support and encourage staff members in their professional growth; collaborate with direct reports to set
goals and expectations and help employees create clear paths to success;

Provide employees with the necessary information and context to enable effective performance;

Develop and ensure maintenance of electronic procedures and protocol documentation;

Ensure Client Service Representatives are fluent in their location-specific duties by setting and monitoring
client service and administrative standards for accuracy and consistency;

Ensure relevant privacy protocols and legislation are adhered to; ensure privacy/confidentiality of
patient/client information and referral through variety of systems, processes, and positions;

Ensure that Client Service Representatives are trained to identify and appropriately escalate complex
queries, such as those involving potential harm to self or others; provide second-tier triage support and
consult with clinical staff as needed to address these complex cases

Monitor safety requirements to maintain safe clinic operations and ensure all direct reports are up to date
on safety training applicable to their role.

Demonstrate strong leadership by being visible, approachable, and available to all staff, faculty, and clinic
visitors, including participating in evening shift rotations.

Collaboration

Proactively establish, nurture and maintain positive working relationships within Campus Wellness, across
campus, and in the community;

Develop and implement cross-functional workflows in collaboration with other areas of the department to
create or revise guidelines and support implementation; align strategies and optimize experiences;
Actively engage in Campus Wellness committees, initiatives, and working groups.

Coordinate closely with Administrative Management colleagues to optimize efficiency and effectiveness in
delivering client services;

Provide leadership, collaboration, and support for ongoing and special administrative projects and tasks,
ensuring their timely and efficient completion;
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e Consult with clinical staff to develop effective strategies for responding to on-campus crises and
supporting students in need;

¢ Receive and resolve escalated complaints and concerns from various off campus sources (ex. clients,
parents);

e Serve as a primary point of contact for community members, responding to a wide range of inquiries and
providing information and support.

Evaluation and Strategic Planning

¢ Evaluate systems and structures directly related to client service, developing and implementing
procedural changes and processes to enhance service delivery;

o Evaluate processes and structures directly related to administrative systems, tools, and equipment on a
regular basis; implement new practices which improve efficiency and service levels;

e Proactively ensure all resources and tools required by direct reports are available; ensuring adherence to
privacy legislation (ex. computers, software, workflow, etc.);

¢ As a change agent, inspire, influence and provide leadership for management processes associated with
change initiatives;

e Support Campus Wellness’ development and application of initiatives designed to solicit client feedback
on services and experiences;

e Collaborate with Health Services and Counselling Services operations management team by participating
in Leadership Team meetings to discuss day-to-day operations and long-term planning, including
operational decision-making and implementation;

e Collaborate with Campus Wellness leadership team implementing strategic planning exercises within
Campus Wellness

¢ Provide analysis of internal processes to leadership and other stakeholders to support strategic decision
making.

*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
e University or College education with a specialty in health, medical or business administration or and/or
equivalent education in related administrative field, or equivalent experience

Experience
e At least five years of recent supervisory experience in a client service context, health care setting
preferred

e Experience working in close collaboration with other administrators at comparable and higher levels of
responsibility

e Experience working in both mental health and physical health care settings preferred

e Experience working with individuals who have a variety of accessibility needs, socioeconomic and cultural
backgrounds

e Experience working within multiple privacy/confidentiality guidelines, requirements and directives from a
range of sources (ex. legislation, University of Waterloo guidelines, professional regulatory bodies’
requirements)

Knowledge/Skills/Abilities

e Proven ability to support and motivate others. Ability to respond to and resolve highly sensitive matters
pertaining to Campus Wellness services, functions, and profile on campus, with the proven ability to deal
with highly confidential and sensitive information
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Demonstrate superior collaboration and mutual delegation skills. Demonstrate and model exceptional
client service to all stakeholders.

Ability to engage others to collaboratively solve a wide range of client service problems, with a wide range
of leadership approaches (ex. collaboration, directive, delegation)

Extensive knowledge of an electronic health records system (Accuro preferred); extensive knowledge of
MS Office Products, working knowledge of SharePoint

Multi-tasking and problem management skills are essential, as is the ability to assess, analyze and
resolve issues. Ability to provide leadership for staff working in various Campus Wellness contexts and
venues, different assignments with varying working schedules. Ability to work independently and
collaboratively as part of a team

Ability to communicate with tact, judgement and diplomacy, both orally and in written format, at all levels
of the organization is essential

Ability to adhere to relevant UW policies relating to staff employment and supervision required

Nature and Scope

Contacts: Internally, as a member of Campus Wellness’ Leadership Team, the Client Service Manager
interacts regularly with Directors, Managers, and Supervisors in Counselling Services, Health Services and
Health Promotion, as well as all Campus Wellness administrative and multi-disciplinary health care
professionals. Outside of Campus Wellness, University of Waterloo contacts include all members of the
community (students, staff, and faculty). Off campus, contacts include interactions with student family
members and community partners.

Level of Responsibility: The role requires autonomy in aspects of client service and related
administrative areas as outlined above, as well as coordination with other members of Campus Wellness
leadership for maintaining a safe and client-focused environment.

Decision-Making Authority: Authority is consistent with the accountabilities set out for the position as one
of the senior staff positions within Campus Wellness. The Client Service Manager engages others to
collaboratively solve systemic problems ranging from lack of compliance with policy or procedure to
optimize department processes or systems. Solutions to such problems may affect all of Campus
Wellness. Problems are often complex and require balancing competing priorities and varying stakeholder
needs.

Physical and Sensory Demands: Possibility for multiple interruptions and competing priorities on a daily
basis. Flexibility and responsiveness to a variety of administrative and clinical staff regarding day-to-day
and long-term issues are required. Opportunity for movement between two on-campus buildings where
Wellness services are delivered. May require moderate physical demands, including light lifting and moving
of equipment/material

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 and faculty and their families). There may be
unusual hours or schedules, multiple and/or tight deadlines beyond one’s control and constant interruptions
(ex. phone calls, e-mails, unplanned but urgent support requests, varying student volumes at different
times of year). At times, hours of operation include from 8:00 a.m. to 8:00 p.m. Position requires flexibility
to occasionally shift working hours to include evenings.




