
POSITION DESCRIPTION

	Position:
	Member Success Specialist for the Blind & Visually Impaired

	Department:
	Member Success

	Location:
	Princeton
	Reports to:
	Director, Parent & Student Success




Purpose of the Position:  To act as the champion and expert on the needs of our members who are blind and visually impaired and help ensure they achieve a high level of personal success via their Learning Ally membership through empathetic, efficient and effective member service and support. The Specialist guides new members through the sign up and renewal process, and provides potential members with general information about our products and services. The Specialist also validates the integrity of member data, and must have extensive knowledge of our products and services to resolve nearly all member questions and concerns for both sighted and non-sighted members, including the support of members using screen readers.

Primary Position Objectives:
1. Engage with membership on inbound service calls for members who are blind and visually impaired to understand and fulfill their membership related needs.  Enhance the reputation of Learning Ally, and help improve the likelihood of referral of our services, through professional and courteous support.

2. Develop expertise and stay current with multiple screen readers and the accessibility features of our consumer facing tools to ensure they work properly.
3. Resolve Level 2 issues related to Learning Ally software including our website functionality, LAAM, ReadHear, the iOS and Android applications and future software products. Provide support for all software and hardware either distributed or authorized by Learning Ally. 
4. Collaborate with other departments, specifically Product Development and Marketing, to represent and provide insights into the needs of our members who are blind or visually impaired.  Perform and/or coordinate accessibility testing directly or with vendor partners.

5. As needed, represents Learning Ally at blind and visually impaired related conferences and events to provide overviews/demonstrations on products and services. 

6. Provide overflow support to the Level 1 and Level 2 Member Success Specialists (requires having the full knowledge of the Level 1 and Level 2 skill sets).

7. Participate in other Learning Ally activities as required to achieve organizational goals.
Job Requirements

Education
High School Diploma or GED
Work Experience
A minimum of 2 years of customer support/service experience strongly preferred 
Specific Skills/Knowledge
Demonstrated experience with presentations and training

Proven expertise with current well-known screen reader(s) and the ability to learn new accessibility skills

Ability to lead process and/or technology areas

Good listening skills, patience, and problem solving skills

Strong verbal and written communication skills

Strong time management skills

Strong organizational skills

Ability to type/talk at the same time; ability to enter and maintain accurate customer data records

Good problem solving skills, over the phone

Strong teamwork and collaboration skills

Knowledge of MS Office (Word, Excel, Outlook, etc.)

Strong data entry skills

General operating knowledge of Windows and Mac, plus multiple browser types

% Travel

Minimum travel required, but ability to travel is necessary.

Flexible working hours
Work Conditions:

This job operates in a professional office environment. This role routinely uses standard office equipment such as computers, phones, photocopiers, filing cabinets and fax machines.

This position profile identifies the key responsibilities and expectations for performance. It cannot encompass all specific job tasks that an employee may be required to perform. Employees are required to follow any other job-related instructions and perform job-related duties as may be reasonably assigned by his/her supervisor.
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