Shelter Customer Service/VVCC Customer Service Manager

Job Description

Reports To:  Director of Operations Shelter/ Medical Director VVCC 
Requirements:

· Customer Service experience with good communication skills
· Considerable knowledge of New Jersey laws pertaining to; Health Department and Law Enforcement regulations and the welfare of animals 

· Ability to supervise, train and motivate employees
· Ability to work unsupervised to trouble shoot customer complaints/problems
· Must establish and maintain effective working relationship with the public, employees, volunteers, Board of Trustees and other agencies
· Good computer skills

· Attend staff training programs and workshops to keep abreast of new processes/procedures in the field

· High school diploma and valid New Jersey license required
· Proper attendance and punctuality is mandatory, occasional over time and working some holidays required
Duties:

· Attend and participate in weekly manager meetings- share relevant information from the meeting with staff as needed
· Plan, direct, train and supervise the day to day activities of the Shelter Customer Service Department/VVCC Customer Service. 
· Responsible for hiring and all paperwork pertaining to Customer Service employees/VVCC Customer Service 
· Administer shelter/VVCC policy and services  
· Order routine office supplies and determine quantity of supplies for inventory and budgetary purposes
· Handle difficult people and situations diplomatically
· Supervise and develop work schedules and overtime assignments
· Educate the public in responsible pet ownership and the organization mission
· Prepares information and literature (upon need/request) for individuals on various animal related subjects
· Monitors the surrender and release of animals surrendered/or boarding under special situations (i.e. quarantine, domestic violence, fire, storm, etc)
· Screen and schedule incoming animal admission appointments

· Prepare/oversee and send out Monthly Billing of Animal Control Contracts 

· Provide accurate statistical information daily, monthly and yearly
· Prepares/oversee various monthly reports; ACO Billing, Returned Animals, Quarantined Animals, Transferred Animals. 
· Promotes organization fundraising activities and events
· Network with other agencies to promote the welfare of animals
· Prepare/update Customer Service Operations SOPs 
· Updates and troubleshoots computer software/program issues
· Cross trained to assist in other departments of the organization 

· Assist the Law Enforcement Division by detecting and reporting animal cruelty 
· Knowledge of general behavior, health and breed of animals  
· Ability to handle all animals in a safe and humane manner
· Performs related duties as required to improve the functioning of this organization
· Oversee required training and maintain records of training for all MCSPCA Employees. Work in coordination with HR Dept. so that all employees attend required training. 
· Prepare required Yearly Shelter Reports for Health Department and State Reports.  
