Client Care Coordinator Position
Position Description Client Care Coordinator

Section 1: Purpose/Objective

· First point of contact in handling customer inquires coming in from all websites

· To provide consistent and immediate response to all incoming buyer and seller leads into the company 5 days per week

· To consistently follow up on all viable leads

· Records the source of the lead, assigns the lead to the appropriate agent and makes sure lead is entered into BoomTown database

· Manages cultivation of lead from first point of contact to qualification or conversion

· Maintains contact database system as well as back office support. Ensures that all processes and systems run efficiently making revisions as needed

· Keeps Team Lead informed regarding any problems or issues that arise with the lead management system

· Refers all seller leads to Team Lead

Section 2: Key Responsibilities
· Answer and process all incoming inquiries from multiple websites within 5 minutes of registration if possible. The very latest a lead should be contacted is a maximum of 2 hours after registration

· Make sure all leads that come in outside of the Boomtown system are entered as new leads

· All leads will be contacted regularly over the course of 10 days after registration by phone, text and or email.

· If lead is unresponsive after 10 days of constant communication, the lead should be categorized and set up on a drip campaign

· Read and process all incoming sales emails from the websites

· Prospect database of Buyers and Sellers via phone/text/email and utilize the ‘to-do’ system to help with follow up
· Track daily calls/emails via Google Doc Titled Daily Tracking Form 2013

· Transfer potential Buyers to Agents once the lead has been qualified

· Monitor daily all leads that have been on the website within the past 24 hours and try to follow up with them via phone/text/email

· Learn scripts and how to pre qualify the leads over the phone

Section 3: Narrative Description:
The Client Care Coordinator should have training or prior experience in sales with strong verbal communication skills.

The CCC will take stewardship of the leads and actively work within the system to maximize effectiveness at converting them. The CCC will track their own success and offer suggestions for improvement in follow-up, techniques and tools to the Team Lead.

The CCC will have to be disciplined about time management and task focused in order to complete all the work that is required within the allotted time.

In addition to the first point of contact for our team, the CCC will also have access to sensitive files and information about associates, customers, clients and finances. The CCC will need to be trusted with that information.

The CCC will be actively working to convert massive amounts of the team’s leads into appointments through personalized follow up. The CCC must be a well organized, service minded individual with good interpersonal skills.

The CCC will be willing and able to attend training with the Team Lead and other team members. The CCC will be ready, willing and able to accompany the team lead or any of the other KS&A Agents on Buyer Tours as well as Listing Appointments to learn the inner workings of the business to better assist the customers that log onto our sites.

Section 4: Schedule and Compensation
· The CCC will be tasked with operating 5 days per week, 8 hours per day, Monday-Friday from 8am to 5pm. 
· The CCC will transfer take themselves out of rotation at the end of every business day and add the Agents back to the rotation schedule

· The CCC will take themselves out of rotation every Friday afternoon for the duration of the weekend and add the Agents back to the rotation schedule

· This schedule is subject to change and modification with agreement between the Team Lead and the CCC

· Compensation is as outlined in the KS&A agreement signed by the CCC
