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Deck & Patio Builders - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
A dynamic and client-focused Customer Service Representative (CSR) plays a pivotal role in ensuring positive customer interactions by fielding incoming client calls, scheduling estimates, and addressing inquiries in the deck and patio building industry. This role is central to streamlining communications between our clients and our construction teams, delivering exceptional service and supporting the overall growth of our business.
2. Essential Duties and Responsibilities
1. Handle inbound client calls with professionalism and a friendly demeanor.
1. Schedule and coordinate estimates for deck and patio building projects.
1. Answer customer inquiries regarding services, pricing, and project details.
1. Provide accurate and timely information to help clients make informed decisions.
3. Key Tasks / Daily Activities
1. Respond to an average of 30+ client calls and emails per day.
1. Schedule and confirm appointments for on-site estimates and consultations.
1. Update client records and maintain data integrity using the CRM system.
1. Collaborate with deck & patio builders to ensure smooth project scheduling.
4. Key Performance Indicators (KPIs)
1. Call Response Rate: ≥ 90% of calls answered within 3 rings.
1. Appointment Scheduling: 95% accuracy in scheduled estimates.
1. Customer Satisfaction Rating: > 4.8 stars.
1. First-Call Resolution Rate: ≥ 85% of customer issues resolved during the initial contact.
5. Required Qualifications and Skills
1. Minimum high school diploma or equivalent; associate’s or bachelor’s degree preferred.
1. 1-2 years of experience in a customer service role, preferably in home services.
1. Proficient in Microsoft Office Suite and CRM software.
1. Excellent verbal and written communication skills with strong problem-solving abilities.
6. Preferred Experience
1. Experience in the home services or construction industry.
1. Previous role in client-facing positions with scheduling and estimation tasks.
1. Familiarity with the deck and patio building market.
1. Demonstrated ability to work in a fast-paced, dynamic environment.
7. Physical Requirements
1. Ability to sit for extended periods while working at a computer.
1. Occasionally lift and carry materials up to 15-20 lbs for in-office tasks.
1. Work in an office setting with occasional visits to outdoor project sites.
1. Ability to perform repetitive tasks with a high level of accuracy.
8. Work Environment and Schedule
1. Standard office hours Monday to Friday; occasional extended hours during peak seasons.
1. Minimal travel required to visit project sites or attend meetings.
1. Occasional on-call duties during high-volume periods.
1. A collaborative work environment with a focus on strong team communication.
9. Compensation and Benefits
1. Hourly rate range of $16-$22 based on experience and qualifications.
1. Performance-based bonuses available quarterly.
1. Comprehensive health, dental, and vision insurance.
1. 401(k) plan with company match as well as paid time off and professional development opportunities.
10. Company Culture and Overview
1. Our company fosters an inclusive and innovative environment where every team member’s contribution is valued. We believe in investing in our employees’ growth and providing a supportive, collaborative workforce. As part of our team, you will enjoy a culture that promotes continuous learning, celebrates successes, and strives for excellence in all aspects of customer service and project execution.
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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