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Job Title: Front Desk Assistant (FDA)
Department: Campus Housing – Student Development & Residence Experience (SDRX)
Reports To: Coordinator, Desk Services and Operations 
Pay rate: Ontario General Minimum Wage; 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 Front Desk Assistant (FDA) at the University of Waterloo, you are appointed to foster a positive and welcoming residence experience by providing high-quality customer service to support and triage a wide breadth of resident concerns, frequently collaborating with cross-functionally with student-staff and full-time staff members. Front Desk Assistants largely work independently in a dynamic, customer-facing position. Supported by the Desk Services Management Team (DSMT), FDAs are given the unique opportunity to develop transferable professional skills in an environment that celebrates growth and improvement. As an FDA, you will receive training on all desk-related procedures.

Job Responsibilities:
Customer Service
· Promptly provides professional and consistent customer service to all students, staff and visitors via telephone, Microsoft Teams, email, and in-person in a dynamic environment. 
· Adapts and problem-solves unique situations with each customer by utilizing provided resources, demonstrating calm, good judgement in both urgent and non-urgent situations. 
· Maintains a high level of confidentiality with respect to residents, student-staff, and work-related matters.

Desk Management
· Processes financial transactions through a Point of Sales (POS) system during desk shifts for printing services, envelope sales, and other items as required. 
· Coordinates and records equipment rentals including, but not limited to, board games, sports equipment, etc.
· Responsibly supports the management of key records, accurately logging information regarding residence keys for resident use, trade/contractor access, or staff use.
· Records, tracks, and distribute parcels and other mail items using Campus Housing’s enterprise system with a high degree of detail and accuracy.
· You must be able to reliably and safely lift and/or maneuver large packages up to 50lbs/22kg in weight. 
· Triages and reports about urgent facility or infrastructure issues/safety concerns to the Maintenance and Security Services team and Residence Life staff, communicating key details via phone, email, Microsoft Teams, and/or in-person.
· Maintains high standards of cleanliness at the desk at all times. 

Administration
· Attends 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. 
· [bookmark: _Int_wbFOTgPy][bookmark: _Int_BzQnsjvs]Failure to attend required commitments (as outlined in your employment agreement) may result in termination from the Front Desk Assistant role.
· Communicates effectively with Desk Services and Campus Housing personnel through verbal communication, reading and recording shift occurrences in SharePoint, inbox management, and reviewing communications via Microsoft Teams in a timely manner.
· Carries out other duties as requested by Campus Housing. 

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. 
· Applicants who are enrolling at UW for the first time and are entering their 1A term qualify as candidates for the Front Desk Assistant position. Please note, you must have a valid UW student number to apply.
· 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. 
· This is a part-time role in which you will be scheduled to accommodate your routine academic commitments/extra-curriculars. You will generally be scheduled between 12-20 hours per week, though scheduled hours may vary depending on team capacity and operational needs. There are opportunities to pick-up additional hours/shifts throughout the duration of employment.
· You must demonstrate adaptability, remaining calm when navigating unfamiliar scenarios, adjusting to process changes, balancing competing commitments, or triaging support in evolving situations. 
· 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. 
· You must be a strong verbal and written communicator with the ability to deploy active listening skills, articulate key information, and relay relevant details both verbally and in-writing when triaging concerns.
· It is an asset if you have existing familiarity with core programs used in the Front Desk Assistant role including (but not limited to) Microsoft Teams, SharePoint, Outlook, and Atlassian Confluence.

As a Front Desk Assistant (FDA), 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 scheduling that accommodates 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 no prior working experience to find professional success in an encouraging, learning environment. 
· Potential leadership opportunities, which include increased compensation rates, are available once you’ve worked at least one term as a Front Desk Assistant, allowing you to adopt new skills and experiences the more you work with us! 
· 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 Criminal Record and Judicial Matters Check (CRJMC) for the duration of appointment and submit it to Special Constable Services by the date indicated in the Offer. 
· Note: CRJMCs are obtained at the candidate’s expense. CRJMCs are only valid for one year.

The University of Waterloo is committed to accessibility and wants 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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