[image: ]
Fireplace & Stove Installation - 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 interested in fireplace and stove installation services. Facilitate inquiries, schedule estimates, and provide timely service updates to ensure customer satisfaction. Support overall operations by efficiently managing customer interactions and aligning services with operational goals.
2. Essential Duties and Responsibilities
1. Respond promptly to customer inquiries via phone, email, and online platforms.
1. Schedule and coordinate on-site estimates and service appointments with the installation team.
1. Provide detailed service updates and follow-ups to maintain high levels of communication and transparency.
1. Maintain accurate customer records and service logs within the company’s CRM system.
1. Collaborate with installation teams to ensure seamless hand-offs and excellent service delivery.
3. Key Tasks / Daily Activities
1. Answer inbound calls and digital messages to assist customers with their installation needs.
1. Input and update customer data and appointment details in the CRM system.
1. Proactively follow up with customers regarding upcoming appointments and post-service feedback.
1. Coordinate with field teams to relay scheduling changes or service adjustments.
1. Monitor and report on service status and customer satisfaction trends on a daily basis.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Average Response Time: <2 minutes per inquiry.
1. Appointment Scheduling Accuracy: 98% adherence to schedule.
1. Follow-Up Completion Rate: 100% on all pending service updates.
5. Required Qualifications and Skills
1. High school diploma or equivalent; associate or bachelor's degree preferred.
1. Minimum of 1-2 years of experience in customer service, preferably in home services or a related field.
1. Excellent communication and interpersonal skills for effective customer interaction.
1. Strong computer literacy with a proficiency in CRM systems and scheduling software.
1. Ability to multitask and work in a fast-paced environment while maintaining attention to detail.
6. Preferred Experience
1. Previous work experience in the home improvement, installation, or HVAC industries.
1. Familiarity with fireplace and stove products and installation processes.
1. Experience interfacing between customers and field service teams.
1. Demonstrated success in meeting customer service targets in a technical environment.
7. Physical Requirements
1. Ability to work while sitting for extended periods with periodic standing or walking.
1. Minimal lifting; occasional handling of service documents or promotional materials may be required.
1. Work in an office environment with occasional visits to service sites under varied weather conditions.
8. Work Environment and Schedule
1. Standard business hours with occasional overtime based on business demand.
1. Part-time or full-time positions available depending on operational requirements.
1. Minimal travel required within the designated service area.
1. Occasional on-call availability during peak installation periods.
9. Compensation and Benefits
1. Hourly rate range: $16 - $22 per hour based on experience and qualifications.
1. Performance-based bonuses available based on customer satisfaction and service metrics.
1. Comprehensive benefits package including Health, Dental, and Vision coverage.
1. 401(k) plan with company matching contributions and potential fringe benefits.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we foster a culture of continuous growth, innovation, and teamwork.
1. We value inclusivity, integrity, and excellence in every customer interaction.
1. Our commitment to professional development and community impact sets us apart in the home services industry.
1. Join our team to become part of a company that celebrates success 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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