
Big Brothers Big Sisters - Intake Coordinator 
Position Summary 
  
This position is responsible for providing high-level customer service in response to all 
customer and stakeholder inquiries and leads. Additionally, responsible for marketing 
BBBS programs through telemarketing recruitment and outreach.  
  
Performance Measures:  The successful incumbent will produce positive outcomes in the 
following areas:  volunteer yield and processing time; youth yield; youth/parent 
processing time; and customer satisfaction. 
  
Full Time 37.5 hours, $15/hour with benefits 
FLSA classification:  Non-exempt  
  
Position Responsibilities 

  
1.  All customer and stakeholder contacts are marked by a welcoming atmosphere.    
2. Ensure that all volunteers receive an engaging, positive and personalized sales 

phone response promoting BBBS programs.     
a.     Effectively move the volunteer from the point of first 

contact to active enrollment. 
b. Determine the best way to get volunteer investment in the enrollment 

process. 
c. Identify and eliminate any barriers interfering with the initial enrollment 

process.  
d. Follow process through to next point of contact. 
e. Obtain preliminary contact information and schedule enrollment interview 

within     prescribed time frame. 
3. Send forms or program information as needed to volunteers, families or school 

administrators. 
4. Collaborate with other service delivery staff to ensure smooth transition among 

functions. 
5. Respond to all parental calls regarding the enrolled status of their children.  

Insure that all such inquiries receive prompt and informative response.  
6. Respond to all calls requesting general information; communicating basic 

information, flexibility and volunteer choice. 
7. Persistently track and maintain recurring contact with potential volunteers and 

families who have not yet begun the enrollment process. 
8. Check references and conduct criminal and child abuse background checks for 

volunteers.  Establish the legal identity of the volunteer through original 
documentation. Immediately bring to the attention of Enrollment and Match 
Specialist any concerns surfacing during reference checking that may influence 
the volunteer enrollment process.  



9. Promote BBBS and present volunteer options to references.         
10. Enter all inquiries and pertinent data into database, ensuring accuracy 

and timelines of information systems. 
11. Maintain a small caseload consisting of Match Support and participate in 

team efforts to recruit and train mentors.  
Competencies 

  
1.     Customer Focus-Is dedicated to meeting the expectations and requirements of 

internal and external customers; gets first-hand customer information and uses 
it for improvements in products and services; talks and acts with customers in 
mind; establishes and maintains effective relationship with customers and gains 
their trust and respect; deals effectively with diversity. 

2.     Sales/Marketing-Ensure customers feel they have been listened to; establish 
credibility quickly; create and seize opportunities to match customer interest with 
program options; display enthusiasm and commitment; maintain a positive “can-
do attitude; answer detailed questions about program options; position each 
inquiry for program involvement. 

3.     Interpersonal Savvy-Relates well to diverse groups of people outside the 
organization; builds appropriate rapport; listens; builds constructive and effective 
relationships; uses diplomacy and tact; capable of diffusing difficult situations 
comfortably; doesn’t show frustration. 

4.     Results/Outcome Orientation-Is motivated by results; can be counted on to 
meet and exceed goals successfully; bottom-line oriented; pushes self for 
results; sets clear objectives and measures, monitors process and progress.  

5.     Approachability-Is easy to approach and talk to; makes extra efforts to put 
others at ease; can be warm, pleasant and gracious; is sensitive to and patient 
with others; builds rapport well; is a good listener.   

6.     Organizing-Can marshal resources to get things done; orchestrate multiple 
activities at once to accomplish a goal; uses resources effectively and efficiently; 
arranges information and files in a useful manner; follows established process. 

 
Job Qualifications 
 BA or BS with marketing, sales or communication experience.  Spanish Speaking 
preferred. Proficiency in technical areas such as Microsoft OFFICE; including Word, 
Outlook, Access and Excel. 
  
Required Skills and Abilities 
Excellent oral communication skills reflecting solid customer service both in-person and via the 
telephone; ability to: relate well in multicultural environments; effectively collaborate with other 
volunteer match staff; use time effectively; focus on details; position and promote opportunities.  
  
Work Environment 
Routine office environment, work hours are 9 to 5 Monday 
through Friday, with occasional agency 



fundraising/training/recruitment events taking place evenings 
and weekends. 
  
To apply contact:  
Ellen Tracy, Executive Director, 
Big Brothers Big Sisters SWCT 
2470 Fairfield Avenue 
Bridgeport, CT 06605 
Ellen.Tracy@bbbsswct.org  
	


