
 

JOB DESCRIPTION 
Help Desk Community Liaison 

 
Department: Client Services 
FLSA Status: Non-Exempt 
 
SUMMARY: The Help Desk Community Liaison is responsible for assisting in the processing of all incoming 
inquiries into the Citizens for a No-Kill Philadelphia Help Desk.  This Involves interfacing with the public in person, 
over the phone, and via email and accurately entering data into CNKP’s Help Desk database. As part of CNKP, 
the Help Desk Community Liaisons are critical to assisting with targeting owner issues and providing reasonable 
solutions, all with the aim of keeping pets and their families together and increasing surrender prevention to 
ACCT Philly.  We should convey a message of professionalism and guidance, and assure the members of the 
public that we are there to assist them while working in the best efforts of their pet(s).   
 
PRINCIPAL DUTIES 
 

 Multi-task between live clients, phone customers, and web-based inquiries in a professional, courteous 

manner. Offer guidance and solutions to clients, in person, on the telephone, or via email, who have 

questions or need assistance with an animal related situation. 

 Enter all animal and customer information into the CNKP Database in a timely manner, creating a case 

file for each inquiry.  If necessary, properly escalate unresolved queries to the next level of support. 

 Track, route and redirect problems to the correct resources.  

 Work with dogs, cats, small mammals, reptiles, amphibians and exotic animals as needed.  

 Answer phones in the allotted time set by company standards and mandates.  Check email and or 

voicemail for messages and provide timely assistance for those messages. 

 Update client data and case files as necessary when an issue has been resolved. 

 Walk clients through a problem solving process, providing guidance to ensure a client’s understanding 
and acceptance of the procedure you have outlined. 

 Follow up with clients, provide feedback and see problems through to resolution. 

 Refrain from using judgment when assessing a client’s particular issue, and rather focus on ensuring a 

productive solution for the client and their pet(s). 

 Use excellent customer service skills and maintain a level of professionalism and compassion.  

 The intent of this job description is to provide a representative and level of the types of duties and 

responsibilities that will be required of positions given this title and shall not be construed as a 

declaration of the total of the specific duties and responsibilities of any particular position. Employees 

may be directed to perform job-related tasks other than those specifically presented in this description. 

 

 
 

 
 
 
EDUCATIONAL REQUIREMENTS   



High School Diploma or equivalent. Client services and community involvement experience a plus. Valid 
Driver’s License preferred. 

 
LANGUAGE 
English; Spanish proficiency a plus.  
 
EXPERIENCE, ABILITIES AND QUALITIES REQUIRED 

 Strong interpersonal skills. The ideal person for this job would be personable, outgoing, patient, 
professional, and able to get along well with a variety of people. Excellent written and oral communications 
skills. 

 Affection for animals, concern for their welfare, and a willingness to accommodate animals in the work 
place. 

 Strong written and verbal skills, including the ability to communicate skillfully and effectively with a culturally 
diverse staff, volunteers and community in a professional, pleasant, respectful, courteous and tactful 
manner at all times.  

 Maturity, good judgment and a professional personal appearance, including the wearing of neat and clean 
attire. 

 Strong problem solving skills – focusing on finding solutions to problems and challenges. 

 Strong organizational, computer and telephone skills.  

 The ability to effectively communicate and coordinate with external agencies, both for consultations and 

referring issues for resolution. 

 Comfort and ability to work with animals; basic knowledge of animal needs and behavior.  

 Performing other tasks/functions as needed and assigned by management. 

 Ability to problem solve and work with minimal supervision.   

 Ability to accommodate varied work assignments and schedules.  
 Must have a sincere interest in the work, programs and mission of CNKP and ACCT Philly 
 
IMMEDIATE SUPERVISOR Customer Service Supervisor, Director of Community Services 
 
 
HOURS Full-time positions average a minimum of four (4) hours per day, twenty (20) hours per week. Daily 
hours and days of the week may vary according to the needs of the department. Staff schedules include 
weekends, night, and holiday work.   

INTRODUCTORY ASSESSMENT PERIOD The introductory assessment period runs from the date of hire for 
three months thereafter. For employment in any position with ACCT Philly, this introductory assessment period 
is the period during which the specifics of the job are learned.  

EMPLOYMENT It is the policy of ACCT Philly that all positions are governed by the needs of the agency, 
which means that employment is “at will” and for no specified term. Either ACCT Philly or the employee, may 
terminate employment at any time.  

 

 

 

 

 

 


