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Flooring Installers - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Serves as the primary point of contact for customers in the home services industry, ensuring timely and effective scheduling of measurements and coordinating with flooring installers. Contributes to overall operational excellence by fielding calls, addressing service inquiries, and facilitating efficient communication between customers and installation teams.
2. Essential Duties and Responsibilities
1. Field inbound customer calls and service inquiries with professionalism and clarity.
1. Schedule measurement appointments accurately to support flooring installation projects.
1. Coordinate and communicate effectively with flooring installers regarding job details and customer requirements.
1. Maintain up-to-date records of customer interactions and appointment schedules.
1. Resolve customer issues, providing prompt assistance and follow-up to ensure customer satisfaction.
3. Key Tasks / Daily Activities
1. Answer a high volume of incoming calls and emails from potential and existing customers.
1. Verify customer information and detail installation requirements during each interaction.
1. Schedule and confirm measurement appointments to optimize daily installer routes.
1. Update and maintain appointment logs and service records in the company’s scheduling system.
1. Collaborate with team members to address any service discrepancies and ensure timely resolution.
4. Key Performance Indicators (KPIs)
1. Average call handling time: <2 minutes per call.
1. Callback percentage: <5% of total calls.
1. Customer satisfaction rating: >4.8 stars.
1. Measurement appointments scheduled: Minimum of 15 per day.
5. Required Qualifications and Skills
1. High school diploma or equivalent; additional coursework or certification in customer service is a plus.
1. Minimal to 2+ years of experience in customer service or a similar role.
1. Excellent verbal and written communication skills.
1. Proficient in scheduling software and standard office applications.
1. Strong organizational skills with the ability to multitask effectively.
6. Preferred Experience
1. Prior experience in the home services or flooring installation industry.
1. Background in coordinating field services or managing installation schedules.
1. Exposure to CRM or specialized customer service software in a fast-paced environment.
1. Familiarity with the technical aspects of flooring products and installation processes.
7. Physical Requirements
1. Primarily sedentary work with extensive time spent using a computer and telephone.
1. Occasional lifting of materials up to 10 lbs for file or document handling.
1. Frequent use of office equipment in a standard indoor workspace.
1. Minimal physical activity required beyond day-to-day administrative tasks.
8. Work Environment and Schedule
1. Typical work hours: Monday through Friday, 8:00 AM to 5:00 PM.
1. Standard office environment with access to modern office equipment and technology.
1. Occasional extended hours during peak service periods or high call volumes.
1. Minimal travel requirements, primarily local engagements.
9. Compensation and Benefits
1. Hourly wage range: $16 - $20 per hour based on experience and qualifications.
1. Performance-based bonus opportunities available.
1. Comprehensive health benefits including dental, vision, and prescription coverage.
1. 401(k) retirement plan with company match subject to terms.
1. Additional fringe benefits such as paid time off and employee development programs.
10. Company Culture and Overview
1. We foster a supportive and collaborative work environment that values individual contributions and team success.
1. Our company is committed to professional growth, continuous learning, and the development of innovative service solutions.
1. We pride ourselves on our customer-first approach and dedication to operational excellence.
1. Join our team and be part of a forward-thinking organization that values integrity, accountability, and achievement.
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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