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York University 
Job Summary — Confidential, Professional & Managerial Employees (CPM) 

Job Title: Director, Student Support & 
Advising 
Reports To: University Registrar 
Faculty / Dept.: Office of the University 
Registrar 

Salary Grade: H 
Job Code: 955165 

Job Overview 

In advancing the Division of Students’ vision as ‘Partners in Student Success’, the 
Director, Student Services & Advising, reporting to the University Registrar, will provide 
leadership in the Office of the University Registrar (OUR) to all student facing services, 
whether delivered directly to students or through units in other central or faculty-based 
units. 

The OUR provides services to all York prospective and current students supporting their 
interest in the institution, through recruitment, admissions, all registrarial functions, 
grades, academic standing, financial aid support, student services, student systems 
through to graduation. The OUR has a unique opportunity to provide high level, student-
centered service from a student’s first interaction with the University through every step 
to graduation.  

The incumbent will be tasked with leading service delivery across the OUR through one 
central service unit and a team of student services staff members.  A key collaborator 
and partner, the incumbent needs to build strong relationships across the OUR to 
ensure service delivery aligns with service processing in partner units (Student Financial 
Services, Student Records & Scheduling, Student Recruitment & Admissions).  The 
Student Services & Advising unit provides university-wide, prospective, admissions and 
financial advising. 

This position requires a student-focused professional who shares and lives our 
divisional values: Respect, Excellence, Innovation, Collaboration, Accountability, Care 
and Inclusion. These values must be demonstrated through a commitment to service 
excellence whereby the incumbent treats members of the community with respect, 
values their time, strives for personal best and collaborates to improve service 
experiences for all. 

Key Responsibilities 

• Provides strategic leadership and direction in student-centered services and 
advising, including: development of a comprehensive strategy for delivering 
excellent service to prospective and current students; the identification, development 
and planning of student enrolment service initiatives; establishing standards and 
metrics, ensuring student voices are heard; policy development, planning and 
business processes/system improvements; and employing and embedding student 
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development theory in service delivery, guided through an appreciative advising 
lens. 

• The Student Services & Advising unit supports the entire York University student 
community – prospective, current, graduate, and undergraduate.  The director leads 
the student support strategy and overall execution for York students with a focus on 
providing high quality, complete service as efficiently as possible. 

• The staff in the Student Services & Advising unit works one-on-one with students to 
respond to inquiries, anticipate needs and act as the first and primary point of 
contact for most inquiries in the OUR and skillfully and warmly refers to colleagues in 
other units at the university, when needed.  The director is responsible for building, 
leading, and fostering this culture and effective execution. 

• Builds close relationships with colleagues across the Division of Students and with 
key University stakeholders (e.g., Indigenous Council, York Federation of Students, 
York University Graduate Student Association, Faculty Advising Offices, Markham 
Centre Campus etc.) to advance shared priorities in supporting student success. 

• As all students work with the Student Services & Advising unit, the Director is a key 
collaborator in the York community to support systemic change in OUR, Division of 
Students or University-wide units should policy or procedural changes need to occur 
to advance the University Academic Plan and/or student needs. 

• Collaborates with colleagues to provide guidance in the development of student 
recruitment strategy and activities designed to ensure the institution achieves its 
enrolment goals and provides insight on student needs to impact processing of 
student records, student awards, financial aid, and student accounts. 

• Ensures policy is applied fairly and with principles of equity in mind, recognizing that 
students are to be treated uniquely of one another, recognizing difference, and takes 
steps to align policy and practices with institutional values and goals.  

• Collaborates and develops strategies to ensure policies and practices take an anti-
racist approach in service to York's students and supports traditionally 
underrepresented students. 

• Develops external contacts, including membership in relevant professional 
associations, community organizations, to remain current with student issues, 
trends, and practices, undertaking to represent the University with regard to 
extraordinary activities, special initiatives, or task forces at the community, 
provincial, national or international levels. 

• Envisions, develops, and implements new student engagement and involvement 
programs, initiatives, strategies, policies, and procedures including put not limited to: 
peer-to-peer education, programming for new student orientation, and transition 
programming. 

• Responsible for the production of reports and presentations to raise institutional 
awareness and knowledge of relevant registrarial services and student affairs and 
services programming and ensure they are communicated to the broader University 
community 

• Directs the ongoing continuous improvement and implementation of service 
improvements to the Student Services & Advising unit, regularly liaising with 
stakeholders including students and faculty management, and provides advice and 
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guidance on the delivery of services to students balancing student policy and 
procedures with student need. 

• In consultation with leadership, strategizes and implements strategic enrolment 
management (SEM) efforts to recruit, retain and support learners. 

• Develops, manages and executes a University-wide assessment mechanism to 
ensure all students who engage in services within the OUR have a means to share 
feedback, reflection and input on their experiences to develop a student support 
framework and identify ongoing improvement opportunities. 

• Manages, styles and maintains student facing advising spaces in the OUR, 
recommending improvements to spaces, technology and operational needs to 
ensure needs of students, staff and other stakeholders are met. 

• Oversees all aspects of the day-to-day operations of the Student Services & 
Advising units in the OUR for the University, through CPM leaders and YUSA staff, 
ensuring all operations are optimally efficient, sustainable and comply with University 
policy and accepted appropriate procedures. 

• Acts as a change agent to recruit, develop, retain and coach staff and instill the 
organization's desired cultural outcomes including (but not limited to) facilitating 
superior service excellence, student experience, exceptional people practices, 
innovation and collaboration, staff development and career progression, working 
across organizational boundaries, cross functional teams and business practices, 
open sharing of expertise and knowledge.   

• Manages and is accountable for approximately $2.9m payroll and $81k operating 
budgets to support successful recruitment and enrollment strategies and efficient 
operations. 

Required Qualifications 

Education, Training & Credentials 

• Graduate degree in student affairs, adult learning, education, student development 
theory is required. 

Experience 

• 10 years’ appropriate relevant experience in student affairs, student services, 
registrarial services, inclusive but not limited to student advising, financial services, 
recruitment or related experience, preferably in a university environment; several 
years senior managerial experience in a unionized environment; experience with 
strategic planning and management. 

• Past experience with work process review, technology implementation and change 
management preferred.   

• Evidence of past experience of a varied nature establishing strategic direction and 
related execution.  

• A proven track record of working productively and collaboratively with peers and 
units to achieve desired objectives; an ability to be innovative, forward looking and to 
take risks to bring about change and improve service delivery. 
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Knowledge 

• A thorough understanding of University regulations, policies and procedures. 

• Understands changing landscape of the industry and sets organizational strategy to 
meet anticipated customer expectations. 

• Familiar with the OHS Act and Regulations and University health and safety 
procedures as they apply to the workplace. 

• Awareness and knowledge, or capacity to build, of provincial student financial aid 
policies, intersections with student awards, registration and student academic 
pursuits. 

Skills 

• Demonstrated skill in the formulation and implementation of policies, programs and 
strategies that support an institution’s enrolment management objectives and 
overarching academic plan.  

• Demonstrated ability to design and operationalize effective strategies related to 
improving student services delivery frameworks and possesses strong project 
management skills.  

• Demonstrated ability to articulate and advocate on behalf of the students and work 
with relevant academic and administrative bodies to simplify policies and processes 
to enhance service delivery.  

• Superior analytical skills with an advanced knowledge of postsecondary policies and 
procedures. 

• Superior communication skills (both oral and written) in order to deal consultatively 
with a wide variety of clientele and in order to assimilate and articulate complex 
legislation.  

• Superior interpersonal, persuasive, negotiating, conflict management and facilitative 
skills; ability to build, motivate, coach and lead a team; empathy with student faculty 
and staff concerns and an ability to work effectively with various university 
constituencies and a diverse population and resolve issues amicably and collegially. 

• Excellent human resource management, organizational, and research skills and will 
possess highly developed diplomatic skills appropriate to a large and complex 
organization. 

• Demonstrated experience and success in providing and/or creating conditions 
service excellence for a variety of stakeholders such as students, faculty, clients, 
customers, colleagues, users, etc. 

• Excellent organizational skills including the ability to meet pre-defined deadlines and 
coordinate a number of projects simultaneously. 

Work Environment 

• General office environment including private office.   

• Attends meetings in multiple locations around the campus and may frequently be 
away from the private office.  

• Physical demands include interactive keyboarding skills. 
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• Sensory demands include a higher than usual level of concentration when reviewing 
fine details that relate to operational activities, academic trees, impact and outcome 
of strategic plans.  

• Active listening skills to work with others and synthesize information. 
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Additional Job Information 

Positions Supervised 

• CPM staff (direct) — up to 3 

• YUSA1 staff (indirect) — minimum of 24 
 

Personal Contacts 

• OUR Directors and Senior Management Team in the Division of Students: 
Reporting, making recommendations, providing strategic guidance and input as it 
relates to OUR functions and services 

• YUSA staff: Provide internal support services including determining individual and 
operational needs and planning 

• Other Universities: Exchange of knowledge and ideas; mutual cooperation. 

• Professional Associations and Networks: Exchange of knowledge and ideas; 
mutual cooperation. 

Decision-Making 

• The Director, Student Services and Advising is a senior management position with a 
high degree of responsibility and accountability, both at the policy and operational 
level. 

• Formulates innovative strategic objectives for the student services in the OUR and 
provides overall strategic direction for how services should be delivered to students.  

• Decisions may be made in consultation with the University Registrar and OUR 
Directors.  

• Decisions range from outlining options to support direction taken by senior members 
of the OUR team, to directing others on specific courses of action.  

• All decisions with academic consequences must be taken in consultation with the 
University Registrar. 

• Decision-making authority embraces policy; such operational areas as hiring /firing, 
new procedures and budgetary management; and various liaison activities external 
to Student Services and Advising, both inside the University and outside. 

• Full control and accountability for payroll and operating budgets totalling in excess of 
$2.9 million 

Acquisition of Financial Resources 

• This role will oversee prospective student advising for most domestic students and a 
portion of international students.  Accuracy of information, awareness of the global 
market for recruitment and high equality / touch advising services are key to ensure 
the university achieves its recruitment and admissions targets each year. 
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Information Resources 

• Responsible for collecting, maintaining and safeguarding sometimes confidential 
qualitative and quantitative data required to inform development and continuous 
improvement of initiatives across portfolio. 

Material Resources 

• Manages, styles and maintains student facing advising spaces in the OUR 

• Recommends improvements to spaces, technology and operational needs to ensure 
student needs are met. 

• Works with the Director, Strategy, Planning & Projects to ensure facilities for service 
delivery meet the needs of staff, students and other stakeholders. 
 
. 

 


