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Facility Management - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Facility Management
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
The Customer Service Rep is a pivotal role in ensuring exceptional tenant and client support within the facility management domain. This position directly contributes to smooth facility operations by efficiently addressing inquiries, scheduling service requests, and providing timely updates. The role emphasizes proactive communication and problem-solving to enhance overall customer satisfaction.
2. Essential Duties and Responsibilities
1. Handle inbound inquiries from tenants and clients via phone, email, and in-person interactions.
1. Schedule and coordinate facility maintenance and related service requests.
1. Provide prompt and accurate updates regarding service statuses and facility operations.
1. Document service requests and follow up on resolutions while escalating complex issues to the Facility Manager.
3. Key Tasks / Daily Activities
1. Answer and manage incoming calls and emails with professionalism and courtesy.
1. Schedule maintenance visits and coordinate with service providers for timely completions.
1. Update clients on the status of their service requests throughout the day.
1. Maintain accurate records in the facility management system and report daily activity outcomes.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. First Call Resolution Rate: >90%.
1. Service Request Completion Time: <24 hours.
1. Callback Rate: <5%.
5. Required Qualifications and Skills
1. High school diploma or equivalent required.
1. Minimum of 1-2 years of customer service experience, preferably in a facility management environment.
1. Excellent verbal and written communication skills.
1. Proficiency with basic computer software and scheduling systems.
6. Preferred Experience
1. Prior experience in facility or property management customer service.
1. Familiarity with maintenance coordination and service dispatch operations.
1. Demonstrated ability to manage multiple client interactions in a fast-paced environment.
1. Experience working with facility management systems and protocols.
7. Physical Requirements
1. Ability to remain seated for extended periods while performing computer-based tasks.
1. Occasional light lifting (up to 15 lbs) for administrative materials.
1. Work is primarily conducted in an office setting.
1. Minimal physical exertion is required on a day-to-day basis.
8. Work Environment and Schedule
1. Standard work hours typically from 8:00 AM to 5:00 PM.
1. Occasional extended hours during peak periods may be required.
1. Primarily office-based with occasional travel between facility sites.
1. Limited on-call duties may be expected to support urgent client needs.
9. Compensation and Benefits
1. Hourly rate range: $15 - $20 per hour.
1. Opportunity for performance-based bonuses.
1. Comprehensive Health, Dental, and Vision coverage.
1. 401k plan eligibility.
1. Additional benefits include paid time off and employee discount programs.
10. Company Culture and Overview
1. A dynamic and supportive work environment that fosters both personal and professional growth.
1. A culture built on innovation, inclusion, and teamwork.
1. Commitment to continuous learning and development through regular training and mentorship programs.
1. An organization that values open communication and recognizes employee contributions.
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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