08/02/00
DRAFT          Appendix D

Victoria Connects

Responsibility Matrix

TRAINING

	Business Service Officer: (BSO)
	Government Agent: (GA)
	Client Service Officer(CSO)

	Responsible to train Government Agent, and WD CSO as appropriate, on:

· Identifying appropriate referral, e.g. web sites (REACH, Canada/BC Business Service Centre, Strategis, SBTC, etc.) to access business information for entrepreneurs, investors, business immigrants and potential business people in a wide range of business sectors

· Resource Library maintenance.

· Accessing Lotus Notes Database

· Use of the REACH site to response to client enquiires

Assists with orientation of staff and skills development of new employees
	Responsible to train Business Service Officer, and WD CSO as appropriate, on:

· Government Agent Revenue Management System, help contacts

· Government Agent client ministry programs, policies and procedures

· Government Agent Financial Procedures, e.g. cash management

· FAPPRO

· Safety in the Workplace – Ergonomics and personal risk assessment

· One Stop Business Registration

· Revenue inventory management and security

· Systems Management, e.g. daily procedures, help contacts

· Asset Management

· CC Time Track (under review)

· Non revenue inventory: order forms, brochures

· Orientation sessions for entrepreneurial students

· Office security procedures

Assists with orientation of staff and skills development of new employees


	Responsible for ensuring that GA/BSO have general awareness of

· Programs and services available from WD in order to make qualified referrals and for delivering orientation sessions to client groups

· Programs and services provided by WD network partners and delivered in the Victoria area

· Specific topic information material (brochures, websites) of relevance to Victoria Connects’ clients

Assists with orientation of staff and skills development of new employees




	Business Service Officer: (BSO)
	Government Agent: (GA)
	Client Service Officer(CSO)

	· Maintain library inventory; ensure timely addition of new records to library data base (Lotus Notes), label and file accordingly.

· Daily, check library to ensure records are correctly filed (after customer use).

· Accurately and quickly refer small business clients to appropriate library resources.

· Ensure general knowledge of content of library materials

· Order and maintain periodical materials, brochures and pamphlets for resource library.

· Share information on library additions with Government Agent and WD CSO.

· Maintain a list of key contacts with business, home and cellular contact information.  Ensure that all key contacts have a current copy of the list.

· In the absence of the WD CSO, book client appointments for same using Schedule+

· Resolve disputes with other staff on a one to one basis.  Where disputes connate be resolved on a one to one basis, refers the issue to to BSOs manager.

· Respond to client/public complaints directly or by referral to the appropriate staff person or manager.

· In the absence of the Government Agent or on a rotation basis, assume all activities directly related to day to day physical operation of the office, including banking, office and revenue inventory Security

· As required, undertake the lead, or on a shared basis with fellow staff members, the co-ordination of Victoria Connects projects including the planning, research and development of information products, development of performance measurement, evaluation and feedback mechanisms, and operational improvement initiatives
	· Open/close office; ensure office and safe locked at end of day, maintain security of combination and maintain key log for all keys.

· Initial point of contact for ISB and RMS issues

· Maintain GA related office budget expenditures, and leave management and travel vouchers.

· Ensure security of revenue inventory

· Ensure brochures in public area (exception resource library) are adequately maintained.

· In coordination with CSO and BSO initiate and schedule office orientation tours for entrepreneurial students.

· Initiate and/or offer resource support to GAB headquarters staff with respect to new client service delivery opportunities involving Victoria Connects; as well, local point of contact for client ministries on operational issues.

· Serve as site contact for managing partner issues

· Respond to client/public complaints directly or by referral to the appropriate staff person or manager

· Liaise with CSO, BSO and Business Victoria on joint initiatives

· In the absence of the WD CSO, book client appointments for same using Schedule+

· Resolve disputes with other staff on a one to one basis.  Where disputes cannot be resolved on a one to one basis, refers the issue to to GAs manager.

· Perform head cashier function, prepare bank deposit, ensuring timely deposits, prepare daily RMS batching and resolve issues if required

· Spending authority for petty cash, ensure office expenditures and financial administration are within FAPPRO and GMOP guidelines

· Ensure GA related activities are tracked

· Maintenance of backup tape, changing daily and ensuring off-site storage of backup tape is picked up.

· Maintain filing system according to ARCS and ORCS.

· Ensure new ( or changes to) business information, brochures, publications, events, and contacts are shared with both the Business Service Officer and WED Business Advisor.

· As required, undertake the lead, or on a shared basis with fellow staff members, the co-ordination of Victoria Connects projects including the planning, research and development of information products, development of performance measurement, evaluation and feedback mechanisms, and operational improvement initiatives.

	· Provides orientation on WD’s programs and services to entrepreneurial students and other groups visiting Victoria Connects

· Ensures that sufficient stocks of WD brochures and materials are maintained and displayed

· Ensures that updates to business information, events, brochures and contacts are shared with BSO and GA and posted for public view.

· Ensures that out of office appointments are communicated to the GA/BSO as soon as possible so that client appointments can be scheduled by GA/BSO at times when WD Business Advisor is available

· Ensures that substitute coverage is arranged for absences from the office of greater than three consecutive days and that BA, GSO are contacted in a timely manner to advise of unscheduled absences (sickness, family emergencies) and that voice mail, and where possible, email, is updated to reflect WD non-availability

· Respond to client/public complaints directly or by referral to the appropriate staff person or manager

· Resolve disputes with other staff on a one to one basis.  Where disputes cannot be resolved on a one to one basis, refers the issue to to CSOs manager.

· Provides support to BSO/GA in assisting clients with OSBR, Internet research and Library usage during times of significant demand.

· Ensures that adequate one-on-one business counselling is available at times convenient and accessible to the public, and balances the off-site commitments of the CSO.

· Maintains general knowledge of duties of GA and BSO and EDO in order to direct public to BSO and EDO in order to direct public to appropriate service provision

· Provides back up building security for BSO/GA

· Maintains knowledge of day to day operational procedures concerning outgoing mail, equipment security, computer backup, and equipment service to support BSO/GA positions.

· As required, undertake the lead, or on a shared basis with fellow staff members, the co-ordination of Victoria Connects projects including the planning, research and development of information products, development of performance measurement, evaluation and feedback mechanisms, and operational improvement initiatives.



	Initiatives/Marketing:

· Participates in joint marketing activities with Victoria Connects partners
	Initiatives/Marketing:

· Participates in joint marketing activities with Victoria Connects partners
	Initiatives/Marketing:

· Participates in joint marketing activities with Victoria Connects partners
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