[bookmark: _GoBack]Role Description:
This is a new role that would have the following responsibilities:

Direct customer contact and management:

· Act as the onboarding specialist for all new customers. This includes being the liaison from the moment of registration to accountant assignment. For most new customers, it includes being an extra point of contact or resource as needed. For some new customers, will be about setting calls to explain the process, assisting in better understanding their needs and helping them to get started, ensuring that their experience is hassle-free, smooth and enables them to complete quickly with their accountant. This will include scheduling phone calls as needed (need to have open availability using calendly link or similar)
· Act as extra customer point of contact to help resolve any customer service/billing/accountant issues. Work directly with the accountants to resolve issues where needed
· Act as the customer advocate, ensuring that Greenback meets its promise and goal to provide excellent customer care

Analysis and insight- proactively to ID trends and issues and help improve the customer experience:

· Log all customer cases and be responsible for start to finish completion of those cases
· Manage daily, weekly and monthly reporting to ID trends, issues and opportunities in the way we service customers. Use the 5 Why’s methodology to tackle proactively, with the help of the cross functional team, improvements to the customer experience

Work direct with our accountants to help resolve customer issues:
· Act as the day to day support for accountants. Examples include but not limited to: working direct with them to help resolve customer issues, support them from an administrative point of view (resending invoices to customers, updating customer records, technical support, etc.)

Position hours and location:
Position is a contractor position. Work from home. Full time, fixed hours (9-5, 8-4) with some flex for phone calls at off hours since our team and customers are spread across the world. Eastern, Central or Pacific Time Zone.

If you are interested in learning more about this exciting opportunity, please submit your CV/resume and a cover letter that describes your salary requirements, qualifications and why you are interested in working with Greenback. Your cover letter must contain a summary of your qualifications and why you are interested in working with us. Submissions that do not include a resume AND cover letter will not be considered.

Application Mechanism: 

Persons interested in applying for this position may visit the company’s website at http://www.greenbacktaxservices.com/jobs/customer-success-specialist/ 

