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Job Title: Desk Services Trainer
Department: Campus Housing – Student Development & Residence Experience (SDRX)
Reports To: Coordinator, Desk Services and Operations  
Pay rate: $18.64/hr; shift bonus of an additional $1.40/hour when working between the hours of 12:00am – 8:00am
Location:  In-person, at any residence Front Desk (Columbia Lake Village, Mackenzie King Village, Ron Eydt Village, UW Place, and/or Village 1)   
Job Summary:
For over 50 years, Campus Housing has been a trusted housing provider among students, faculties and staff, and the wider Waterloo community. We are values-driven, motivated by our primary value to Put Students First, and have continually adapted our work to fit students’ evolving needs. This means blending our experience with a commitment to innovation and collaboration to provide the best services, experiences, and spaces possible while ensuring students have a safe space to call home.  We offer the best place for students to academically succeed, create connections, and find the resources and support they need. 
As a Desk Services Trainer, you will join the Desk Services Leadership Team (DSLT) and have the unique experience of supporting the on-boarding of the Front Desk Assistant (FDAs) team through facilitating at-the-desk training and on-going support of team performance management. You will more frequently connect with the Desk Services Management Team (DSMT) to identify team-wide gaps and deficiencies, playing a vital role in instilling operational improvements. 

Job Responsibilities:
· Administers high-quality and consistent at-the-desk training to new and returning Front Desk Assistants (FDAs) at all operating desks during the initial on-boarding period, thoroughly explaining desk processes, team policies, and role expectations. 
· Facilitation of at-the-desk training may involve writing, sharing, and reviewing logs regarding the specifics of each training shift with the Desk Services Management Team (DSMT) and the Desk Services Leadership Team (DSLT). 
· Briefly visits new Front Desk Assistants (FDAs) at-the-desk to observe quality of operations during the initial on-boarding/training period, and as-requested throughout the term. 
· The initial on-boarding and training period for the FDA team may last the entirety of the first full month of the term (September, January, May). At-the-desk training may also be scheduled during the last full month of the term to provide training to consecutive student-staff (December, April, August). 
· Mentors Front Desk Assistants (FDAs) by providing on-going encouragement and support throughout the duration of the term.
· Attends bi-weekly meetings with a Coordinator, Desk Services & Operations, monthly meetings with the Desk Services Leadership Team (DSLT), and monthly meetings with the Desk Services Management Team (DSMT) to identify operational concerns and discuss potential solutions.
· Collaborates with other members of the Desk Services Leadership Team (DSLT) to engage FDAs in optional, fun programming through leading an FDA-specific committee.
· Supports the Team Leaders (TLs) in facilitation of monthly team meetings by creating engaging educational and social programming, as requested (ex. icebreakers, learning activities, etc.). 
· Routinely contributes to weekly team-wide written communications sharing relevant ‘need-to-knows’ and reminders based on observed operational trends/deficiencies. 
· Collaborates with the Desk Services Management Team (DSMT) to revise, update, or create resource guides on the Front Desk Assistant Confluence manual. 
· Routinely monitors and replies to messages over Microsoft Teams from the Desk Services Management Team (DSMT) and Desk Services Leadership Team (DSLT) to ensure you are up-to-date on team needs and concerns. 
· Invest in personal and professional development through meaningful engagement in goal-setting activities and community learning related to equity, diversity, inclusion, and anti-racism. 
· Compiles and submits hours worked on the University of Waterloo’s payroll system, Workday.  
· Carries out duties as requested by Campus Housing.
· In addition to the responsibilities outlined above, Desk Services Trainers must also fulfill all job responsibilities of the Front Desk Assistant (FDA) role. Please see the Front Desk Assistant (FDA) job description for more information. 
· This includes the requirement to attend all mandatory training sessions and meetings, including Front Desk Assistant/SDRX Orientation, at-the-desk training shifts, one-on-ones with Team Leaders, and monthly meetings. Failure to attend required commitments (as outlined in your employment agreement) may result in termination from the Front Desk Assistant and/or Desk Services Trainer role.

Skill Requirements:
· You must be eligible to work in Canada. 
· You must be a student at the University of Waterloo (UW) and maintain full-time student status throughout the duration of your appointment.  
· If you have questions about what qualifies as ‘full-time student status’, please email hirehousing@uwaterloo.ca to inquire. 
· Prior to the start of your contract period, you must have completed at least one term as a Front Desk Assistant (FDA).
· It is an asset to have completed at least two terms as a Front Desk Assistant, though not required. 
· You must be available for regular scheduling for the full period of your contract with a willingness to work during the daytime, evenings, weekends, holidays, and overnight shifts, as assigned.
· Additionally, you must be available to administer at-the-desk training prior to the initial resident move-in period, during resident move-in, and during the initial training/on-boarding period. 
· You must have a thorough understanding of all core desk processes.
· You must demonstrate a strong understanding of confidentiality, demonstrating policy familiarity and ethical decision making with work-related matters involving both residents and student-staff. 
· As the Desk Services team supports an inclusive resident and student-staff community, you must possess an awareness and respect for diverse cultural backgrounds as demonstrated through inclusive language choice, genuine curiosity, and self-understanding of your own cultural identity and biases. 

As a Desk Services Trainer, you can gain: 
· Flexibility to accommodate academic commitments, making this an ideal professional experience for students balancing the demands of their academic program. We offer schedules that accommodate your routine class schedule and extra-curriculars. 
· Additional time off is granted per each midterm examination/assignment and final examination/assignment, allowing you to focus on schoolwork during peak periods.
· Our curricular approach to on-boarding and performance management allows students with limited prior working experience to find professional success in an encouraging, learning environment.  
· Members of the Desk Services Leadership Team (DSLT) receive more frequent touchpoints with the Coordinator, Desk Services and Operations, resulting in further investment in your own growth and development. You will receive routine opportunities to discuss and acquire experiences to level-up your resume down the line. 
· An additional shift premium is offered when working between the hours of 12:00am – 8:00am, allowing you to earn additional income when working overnight.  

Successful candidates post-offer: 
· Must have a valid Vulnerable Sector Check (VSC) for the duration of appointment and submit it to Special Constable Services by the date indicated in the Offer. 
· Note: VSCs are obtained at the candidate’s expense. VSCs are only valid for one year. 

The University of Waterloo is committed to accessibility and want to ensure we are meeting candidates where they are at. If you have any application or interview accommodation requests, or have any queries about this position, please contact hirehousing@uwaterloo.ca.
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