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Appliance Repair - Appliance Technician
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Service Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
As an Appliance Technician, you will diagnose, repair, and maintain household appliances, ensuring a high standard of service delivery. Your role is crucial in enhancing customer satisfaction and loyalty by effectively resolving appliance issues. You will directly contribute to the company's reputation and growth by providing expert service and maintaining high-quality standards.
2. Essential Duties and Responsibilities
1. Diagnose and troubleshoot appliance issues to determine the appropriate repair solutions.
1. Perform repairs and maintenance on a variety of household appliances, including refrigerators, ovens, washers, and dryers.
1. Utilize diagnostic tools and software to efficiently identify problems and solutions.
1. Maintain accurate records of service calls, repairs, parts used, and customer interactions in the company’s CRM system.
1. Ensure compliance with safety regulations and company policies during all repair activities.
1. Provide excellent customer service by clearly explaining repair processes and offering maintenance tips.
1. Manage inventory of parts and tools, ensuring availability for scheduled jobs.
1. Participate in ongoing training to stay updated on industry standards and new appliance technologies.
1. Collaborate with the service team to improve service delivery and customer satisfaction.
3. Key Tasks / Daily Activities
1. Review daily service schedule and prepare for appointments by gathering necessary tools and parts.
1. Conduct on-site visits to diagnose and repair appliances, ensuring timely completion of each job.
1. Provide estimates for repair costs and timeframes to customers before commencing work.
1. Follow up with customers post-service to ensure satisfaction and address any further concerns.
1. Complete and submit service reports and customer feedback forms daily.
1. Attend weekly team meetings to discuss performance, challenges, and opportunities for improvement.
1. Conduct quality assurance checks on completed repairs to maintain service standards.
1. Engage in continuous learning through online courses and workshops.
4. Key Performance Indicators (KPIs)
1. First-time fix rate: approximately 80-90%.
1. Customer satisfaction score (CSAT): ≥ 4.7/5.0.
1. Callback rate: ≤ 5%.
1. Average repair time per job: approximately 1-2 hours.
1. Parts usage accuracy: ≥ 95%.
1. 30/60/90-day ramp expectations: Achieve 70% of KPI targets within 30 days, 85% within 60 days, and 100% within 90 days.
5. Required Qualifications and Skills
1. High school diploma or equivalent.
1. Valid driver’s license and clean driving record.
1. Certification in appliance repair (e.g., NASTeC or equivalent).
1. Proficiency with diagnostic tools and repair software.
1. Strong problem-solving skills and attention to detail.
1. Excellent communication and customer service skills.
1. Ability to work independently and manage time effectively.
6. Preferred Experience
1. 2+ years of experience in appliance repair or a related field.
1. Familiarity with a wide range of appliance brands and models.
1. Experience using CRM systems for managing service records.
1. Knowledge of electrical and mechanical systems.
7. Physical Requirements
1. Ability to lift and carry up to 50 pounds.
1. Comfortable working in various environments, including tight spaces and different weather conditions.
1. Ability to stand, bend, and kneel for extended periods.
1. Use of personal protective equipment (PPE) as required.
8. Work Environment and Schedule
1. Typical work hours are Monday through Friday, 8 AM to 5 PM, with occasional weekends.
1. On-call rotation for emergency repairs may be required.
1. Seasonal fluctuations in workload may occur, with peak periods requiring additional hours.
9. Compensation and Benefits
1. Competitive hourly wage with performance-based bonuses tied to KPIs.
1. Payouts contingent on maintaining quality safeguards, such as high CSAT and low callback rates.
1. Comprehensive benefits package including health insurance, retirement plan, and paid time off.
1. Opportunities for professional development and career advancement.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we pride ourselves on our commitment to craftsmanship, safety, and customer delight. Our team is dedicated to providing exceptional service and fostering a culture of continuous improvement and growth. Join us in delivering top-notch appliance repair solutions and making a positive impact on our customers' lives.
11. How to Apply
If you meet the above criteria and want to be part of a growth-oriented company focused on customer satisfaction, please send your resume to [INSERT EMAIL HERE] or apply online at [INSERT WEBSITE LINK HERE].
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