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Framing & Carpentry - 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 prospective and current clients, ensuring a seamless experience from initial inquiry to project initiation. Bridge customer service with framing and carpentry project scheduling, facilitating clear communication between homeowners and our skilled field technicians.
2. Essential Duties and Responsibilities
1. Answer incoming client calls and emails with timely, accurate, and courteous information.
1. Schedule estimates for framing and carpentry services in coordination with field teams.
1. Address customer questions and resolve inquiries about services, pricing, and project timelines.
1. Collaborate with construction and project management teams to ensure client satisfaction.
3. Key Tasks / Daily Activities
1. Respond to client calls, schedule appointments, and follow up on inquiry statuses.
1. Coordinate with framing and carpentry teams to confirm appointment availability.
1. Maintain accurate records of client interactions, appointments, and follow-ups in the CRM system.
1. Provide proactive updates to clients regarding any changes or delays in project scheduling.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Estimate Scheduling Accuracy: 98% on-time appointments.
1. Callback Percentage: <5% unresolved callbacks.
1. Daily Estimates Scheduled: Minimum of 5 per day.
5. Required Qualifications and Skills
1. High School Diploma or equivalent; Associate’s or Bachelor’s degree preferred.
1. 1-3 years of customer service experience in a fast-paced environment.
1. Strong communication, problem-solving, and time-management skills.
1. Basic understanding of home services terminology, particularly framing and carpentry.
6. Preferred Experience
1. Experience in the home services or construction industry.
1. Familiarity with CRM software and appointment scheduling systems.
1. Prior work in a similar customer-facing role that required technical coordination.
1. Background in trade services (preferred but not required).
7. Physical Requirements
1. Ability to sit or stand for extended periods while handling phone calls and administrative tasks.
1. Occasional lifting of office supplies up to 15 lbs.
1. Mild to moderate workspace mobility requirements in an office environment.
1. Adequate vision and manual dexterity to operate a computer and telephone.
8. Work Environment and Schedule
1. Standard office environment with a focus on inbound communications.
1. Typical work hours: Monday to Friday, 8:00 AM to 5:00 PM.
1. Minimal travel requirements; mostly office-based with potential occasional visits to job sites.
1. On-call duties during peak periods may be required.
9. Compensation and Benefits
1. Hourly pay range: $16 - $22 per hour based on experience.
1. Performance-based bonus opportunities.
1. Comprehensive benefits including Health, Dental, and Vision coverage.
1. 401(k) retirement plan and paid time off.
10. Company Culture and Overview
1. We are a growth-oriented home services company dedicated to excellence and innovation.
1. Our team enjoys a collaborative, friendly, and inclusive work environment.
1. We invest in professional development and offer opportunities to advance your career.
1. Join us and be motivated by an organizational culture that values dedication, teamwork, and exceptional customer service.
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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