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Chimney & Fireplace Services - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
The Customer Service Representative (CSR) plays a crucial role in ensuring high customer satisfaction by providing timely and courteous service. The CSR is responsible for answering client inquiries, scheduling service visits, and handling follow-ups. This role contributes to the company's success by ensuring smooth operations and customer relationships.
2. Essential Duties and Responsibilities
1. Schedule and confirm service appointments.
1. Answer customer inquiries via phone, email, and in-person.
1. Handle customer complaints and resolve them promptly.
1. Follow up with customers after service to ensure satisfaction.
3. Key Tasks / Daily Activities
1. Answering and redirecting customer calls.
1. Managing customer inquiries about services and pricing.
1. Handling customer complaints and providing appropriate solutions.
1. Scheduling service visits and follow-ups.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Average Call Handling Time: <5 minutes.
1. Follow-up Completion: 100% within 24 hours.
1. Customer Retention Rate: >80%.
5. Required Qualifications and Skills
1. High School Diploma or equivalent.
1. At least 2 years of experience in a customer service role.
1. Excellent communication and interpersonal skills.
1. Proficiency in CRM software and MS Office.
6. Preferred Experience
1. Experience in the home services industry, particularly with chimney and fireplace services.
1. Experience in handling inbound and outbound calls.
7. Physical Requirements
1. Ability to sit for extended periods.
1. Ability to operate standard office equipment.
8. Work Environment and Schedule
1. Typical work hours are 9 AM to 5 PM, Monday to Friday.
1. Some weekend and evening hours may be required during peak season.
9. Compensation and Benefits
1. Hourly rate of $15-20, commensurate with experience.
1. Health, dental, and vision insurance.
1. 401k plan with company match.
1. Paid time off and holidays.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we believe that our success is rooted in our commitment to customer satisfaction and continuous improvement. We foster an inclusive and growth-oriented environment, where every team member's contribution is valued.
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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