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Concrete & Masonry - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Serve as the primary point of contact for customers, handling inquiries, scheduling estimates, and addressing client concerns to ensure a positive service experience. Support the concrete and masonry operations by coordinating appointments and facilitating communication between clients and field teams. Contribute to overall customer satisfaction and operational efficiency through proactive and professional service.
2. Essential Duties and Responsibilities
1. Field incoming customer calls and manage inquiries regarding concrete and masonry services.
1. Schedule on-site estimates and coordinate appointments with field technicians.
1. Address and resolve client concerns in a timely and empathetic manner.
1. Maintain accurate records of customer interactions, appointments, and follow-ups.
3. Key Tasks / Daily Activities
1. Answer and route customer calls professionally.
1. Confirm and schedule appointments for estimates and service visits.
1. Update customer information and appointment details in the scheduling system.
1. Follow up with clients post-service to ensure satisfaction.
4. Key Performance Indicators (KPIs)
1. First Call Resolution Rate: Achieve a resolution rate of at least 90%.
1. Appointment Scheduling Accuracy: Maintain a 95% accuracy rate in bookings.
1. Customer Satisfaction Rating: Ensure average ratings exceed 4.8 stars.
1. Callback Percentage: Keep callbacks below 5%.
5. Required Qualifications and Skills
1. High School diploma or equivalent; Associate’s degree preferred.
1. 1-2 years of customer service experience, preferably within home services or related field.
1. Strong communication skills, both verbal and written.
1. Proficiency with scheduling software and basic computer applications.
6. Preferred Experience
1. Experience working in the home services or construction industry.
1. Prior exposure to concrete and masonry service environments.
1. Background in a fast-paced call center or customer support role.
1. Experience managing service appointments and coordination with field teams.
7. Physical Requirements
1. Ability to sit or stand for extended periods while handling calls.
1. Occasional light lifting of office supplies or documents up to 15 pounds.
1. Work in a standard office environment with minimal exposure to extreme conditions.
1. Adequate vision and hearing to perform computer-based tasks and communicate via telephone.
8. Work Environment and Schedule
1. Monday through Friday work schedule with standard business hours.
1. Occasional need for extended hours during peak service periods.
1. Minimal travel required, primarily within the local service area.
1. Occasional on-call duties as needed during busy periods.
9. Compensation and Benefits
1. Hourly rate range of $15 – $20 per hour, based on experience.
1. Eligibility for performance-based bonuses and commissions.
1. Comprehensive health, dental, and vision insurance.
1. Access to 401(k) plan with company match.
1. Additional benefits such as paid time off and professional development opportunities.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we pride ourselves on a supportive and engaging work environment where employee growth is encouraged.
1. Our team-focused culture values collaboration, continuous learning, and mutual respect.
1. We are dedicated to delivering excellence in the concrete and masonry industry, providing exceptional service to our customers and fostering long-term relationships.
1. Join us and become a part of a dynamic team that continually sets industry standards while helping you advance your career.
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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