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Home Services - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office manager, call center manager or operations manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
As a customer service representative at [Company name], you'll be the first person our customers talk to. You'll answer calls, texts and web requests, book service visits and estimates with complete notes, and help with billing questions and complaints. The details you take down set up every visit our [technicians or crews] make.
2. Essential Duties and Responsibilities
1. Answer incoming calls, texts, emails and web requests within [your response standard].
1. Book service visits and estimates in [scheduling or field service software] with the job type, address, access details and arrival window.
1. Explain our services and the prices the company has set, such as [service fees or fixed-price jobs], and tell callers when the technician will price the work on site.
1. Confirm upcoming appointments and tell customers about delays or changes.
1. Log billing questions and complaints, fix what you can, and pass the rest to [manager] with a promised callback time.
1. Follow up after visits and on [open estimates or plan renewals] as assigned.
1. Pass customer requests and job details to [dispatch or the field team] so the technician arrives ready.
3. Key Tasks / Daily Activities
1. Work through voicemails, web forms and overnight messages before the phones get busy.
1. Answer live calls and finish each booking before taking the next one.
1. Call or text customers to confirm the next day's appointments.
1. Update customer records and job notes in [software] after every contact.
1. Check open complaints and callbacks so none sit longer than [time frame].
4. Key Performance Indicators (KPIs)
1. Calls answered live rather than sent to voicemail: [your target].
1. Booking rate, the share of service calls that become booked jobs: [your target].
1. Bookings with complete details, so nobody has to call the customer back: [your target].
1. Response time on texts, emails and web requests: [your target].
1. Complaints closed within [time frame]: [your target].
1. Customer survey score for the phone experience: [your target].
5. Required Qualifications and Skills
1. [1+] years of customer service experience by phone, or [other experience you accept].
1. Clear, friendly speaking and writing, including with upset callers.
1. Types accurate notes while listening to a customer.
1. Comfortable learning scheduling software and switching between several screens.
1. Follows set steps exactly when they apply, such as [emergency or safety call steps].
6. Preferred Experience
1. Experience booking calls for [your industry] or another home service business.
1. Experience with [your field service software] or [your phone system].
1. Speaks [a language many of your customers speak].
7. Physical Requirements
1. Sitting at a computer and using a headset or phone for most of the shift.
1. [Any lifting, standing or site visits the role includes, or none].
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Works from [office location] or [remote or hybrid setup].
1. Hours: [days and times], with [evening, weekend or busy-season phone coverage, if any].
1. Call volume rises during [your busy season or weather events].
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new customer service representative gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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