POSITION TITLE: Customer Care Representative (Seasonal)
POSITION SUMMARY
Prepares animals for adoption, as well as all related paperwork. Interacts with customers interested in
adopting a pet, screens potential adopters, explains organization policies and procedures, and provides
general information to the public in person and by the phone. Answering the operator line and directs
customers to areas of needs, while answering all questions in a friendly manner. Enters information into
computer and collect fees. Responds to questions about pets via email and messaging. Works closely with
staff members and volunteers. Candidate must thrive in a fast-paced environment and be very good at
multi-tasking. Excellent attention to detail and customer service is required, and a willingness to problemsolve and look for new, more effective ways of doing things.
SUPERVISOR: Customer Care Supervisor
KEY REQUIREMENTS AND RESPONSIBILITIES
 Greets customers on phone or in person in a warm and friendly way. Welcomes guest, shows and
explains adoptable animal visitation areas. Thanks guests for visiting Heritage Humane Society.
 Prepares each available animal for adoption, as well as complete all related paperwork.
 Interacts with customers interested in adopting a pet, screens potential adopters, explains organization
policies and procedures, and provides general information to the public in person and by the phone.
 Assist with ensuring cage cards throughout the building are up-to-date daily, that admin/filing is
completed daily and provide additional admin support.
 Responds to questions about adoptable pets via telephone, email and in-person.
 Conducts Return to Owners, and other possible outcomes as needed.
 Provides service and guidance as needed to resolve customer concerns.
 Enter records into Pet Point, collect fees and obtain signature from adopters, surrenders or owners.
 Take photos of animals going home, donations coming in, and email to info mailbox.
 Assist with the management and upkeep of the Pet Boutique and retail items for sale.
 Assist with daily donated goods and provide with tax receipt.
 Works closely with staff members and volunteers.
ADDITIONAL RESPONSIBILITIES
 Occasionally assist with an animal intake or transfer, along with the required paperwork.
 Respond to customer problems and concerns regarding animals adopted among many other issues from
HHS as required.
 Serve as a public spay neuter advocate and admin liaison
 Follow policies and procedures set forth by the Heritage Humane Society Employee Manual.
 Participate in special events and other duties as assigned.
 Be respectful of coworkers and treat both co-workers and volunteers in a professional manner.
 Follow all safety rules for self and animals.
 Other duties as assigned.
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QUALIFICATIONS
1. 2 plus years experience working in a fast-paced environment and providing excellent customer
service with progressively harder duties and responsibilities.
2. A fundamental commitment to the welfare of companion animals and a strong commitment to the
mission of Heritage Humane Society. Compassion for animals is required.
3. Superior oral communication and customer service skills.
4. Lifting up to 20 pounds or more with assistance.
5. Proven ability to work with the public under various circumstances and in a setting that places a
high value on customer service is considered mandatory.
6. Ability to use a computer and various types of software. Experience with animal software a bonus,
and Pet Point experience preferred.
7. Excellent follow-up required
8. A valid state driver's license with a clean driving record strongly preferred.
AVAILABILITY AND WORK SCHEDULE



Part-time hourly seasonal position with a work schedule that changes occasionally
Candidate must be available to work on Thursday, Friday, Saturday and Sunday
from June till late-October with a potential of additional opportunities within the
organization. There will be an option to pick up additional shifts once candidate is
fully trained.

ENVIRONMENTAL CONDITIONS


Normally works in an environmentally controlled building, but some outside work and
driving may be necessary.

OTHER CONDITIONS THAT ARE UNIQUE TO THE POSITION




Possible exposure to various common canine and feline illnesses and behaviors requires
caution and proper use of appropriate protective equipment such as gloves, grab poles,
goggles etc.
The ability to handle the emotional and physical conflict of working in an environment
that euthanizes animals that are aggressive, very sick or abused and cannot be put up for
adoption.
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