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Custom Closets - 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 clients interested in custom closet solutions. Schedule consultations, answer product-related inquiries, and manage post-installation feedback to ensure exceptional service delivery. Contribute to a smooth customer journey by coordinating seamlessly between sales, installation teams, and support services. Enhance customer satisfaction by delivering personalized assistance and rapid problem resolution.
2. Essential Duties and Responsibilities
1. Schedule and manage consultations with potential and existing clients to promote custom closet services.
1. Address incoming questions via phone, email, and in-person interactions in a courteous and professional manner.
1. Gather and document post-install feedback, ensuring any issues are promptly addressed.
1. Liaise between customers and installation teams to ensure service quality and timely resolution of concerns.
3. Key Tasks / Daily Activities
1. Coordinate daily and weekly consultation appointments using scheduling software.
1. Provide detailed product information and assist customers in understanding custom design options.
1. Follow up with customers after installation to record feedback and monitor satisfaction levels.
1. Update customer records and track inquiry resolutions to maintain an accurate service history.
4. Key Performance Indicators (KPIs)
1. Consultation Scheduling Efficiency: Achieve a 95% on-time appointment scheduling rate.
1. Customer Satisfaction Rating: Maintain an average satisfaction score of >4.8 stars.
1. Post-Installation Feedback Response Rate: Ensure less than 5% of customer feedback remains unresolved.
1. Average Call Resolution Time: Resolve customer inquiries within 5 minutes on average.
5. Required Qualifications and Skills
1. High school diploma or equivalent required; some college coursework preferred.
1. Minimum of 1-2 years of customer service experience in a related field.
1. Strong verbal and written communication skills, with an aptitude for problem-solving.
1. Proficiency in scheduling software and basic office applications (MS Office, CRM systems).
6. Preferred Experience
1. Previous experience in the home services or custom closet industry preferred.
1. Background in customer support roles with a focus on scheduling and appointment management is beneficial.
1. Exposure to home improvement or interior design industries is an asset.
1. Proven ability to work effectively in a fast-paced, client-centric environment.
7. Physical Requirements
1. Ability to sit or stand for long periods while handling customer inquiries and administrative tasks.
1. Capability to lift materials such as brochures or small equipment up to 15 lbs.
1. Regular use of a computer and telephone throughout the workday.
1. Adaptability to work in a standard office environment with occasional client site visits.
8. Work Environment and Schedule
1. Typical work hours: Monday through Friday, 8:00 AM to 5:00 PM.
1. Occasional overtime may be required during peak customer activity or busy consultation periods.
1. Minimal travel required; primarily based in an office environment with potential local client visits.
1. Options for remote work may be available in alignment with company policies.
9. Compensation and Benefits
1. Hourly rate between $15 and $20 USD per hour based on experience.
1. Eligibility for performance-based bonuses or commission incentives.
1. Comprehensive benefits package including Health, Dental, and Vision insurance.
1. Access to a 401k retirement plan with company match, plus additional fringe benefits.
10. Company Culture and Overview
1. We foster an inclusive and dynamic work environment where every team member can thrive.
1. Our culture promotes continuous learning, growth, and professional development.
1. We value collaboration, innovation, and a commitment to exceptional customer service.
1. Join us and be part of a company that celebrates achievements and supports your career advancement.
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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