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Civil & Infrastructure Contractors - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Operations Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Serve as the primary contact for client and municipal inquiries regarding civil and infrastructure projects. Provide timely and accurate project updates to stakeholders. Facilitate communication between the field operations team and external contacts to ensure project success. Contribute to overall customer satisfaction and project efficiency through proactive support.
2. Essential Duties and Responsibilities
1. Address client and municipal inquiries in a professional, courteous, and timely manner.
1. Relay project updates and critical information to stakeholders accurately.
1. Maintain clear communication channels with project management and operations teams.
1. Assist in coordinating schedules, documentation, and logistics for on-site projects.
3. Key Tasks / Daily Activities
1. Manage incoming calls and emails regarding project statuses and inquiries.
1. Update and maintain accurate records in the customer relationship management (CRM) system.
1. Follow up regularly with clients and municipal representatives to provide progress reports.
1. Collaborate with internal teams to resolve issues and share vital project information.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Average Response Time to Inquiries: <2 hours.
1. Project Update Accuracy: 100% compliance with reporting standards.
1. Inquiry Resolution Rate: 95% within the first contact.
5. Required Qualifications and Skills
1. Bachelor’s degree in Business, Communications, or a related field.
1. Minimum of 2 years of customer service or support experience.
1. Excellent verbal and written communication skills.
1. Proficiency in using CRM systems and basic office software (MS Office, email platforms).
6. Preferred Experience
1. Experience in the civil and infrastructure or home services industry.
1. Previous role interfacing with municipal or governmental entities.
1. Familiarity with construction project management processes.
1. Proven track record of managing customer inquiries in a dynamic environment.
7. Physical Requirements
1. Ability to sit at a desk for extended periods.
1. Occasional lifting of documents or small office supplies (up to 15 pounds).
1. Prolonged use of a computer and telephone as primary communication tools.
1. May need to visit project sites periodically, requiring comfortable walking on varied terrain.
8. Work Environment and Schedule
1. Typical work hours: Monday to Friday, 8:00 AM to 5:00 PM.
1. Minimal travel required, primarily between office and project sites.
1. Fast-paced office environment with regular communication with remote teams.
1. Occasional on-call duties during peak project times.
9. Compensation and Benefits
1. Hourly rate: $18-$24 per hour, based on experience.
1. Performance-based bonuses available quarterly.
1. Comprehensive health, dental, and vision insurance.
1. 401(k) plan with company match and additional fringe benefits.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we are committed to fostering a supportive and growth-oriented environment. Our culture centers on collaboration, innovation, and a shared focus on exceeding customer expectations. We empower our team members to develop professionally and personally, ensuring that everyone has the opportunity to level up their skills and build a rewarding career within the home services industry.
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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