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General Contractor - 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 our customers in the home services industry by addressing inquiries, scheduling appointments, and providing timely updates on service progress. Act as a liaison between customers and the General Contractor team to ensure clarity, transparency, and satisfaction throughout the service process. Contribute to the operational success of the company by delivering exceptional customer experiences and maintaining accurate records.
2. Essential Duties and Responsibilities
1. Address incoming customer inquiries via phone, email, and chat promptly.
1. Schedule and coordinate appointments with the General Contractor team efficiently.
1. Provide accurate and regular service updates to customers throughout the project lifecycle.
1. Maintain detailed customer records and documentation related to service requests and outcomes.
1. Escalate complex issues to the appropriate team members to ensure timely resolution.
3. Key Tasks / Daily Activities
1. Handle inbound customer calls and respond to emails regarding service inquiries.
1. Manage the appointment calendar to ensure efficient scheduling of contractor visits.
1. Update and verify customer information in the CRM system after each interaction.
1. Coordinate daily with field teams to track the progress of ongoing projects.
1. Monitor and follow up on pending service requests and customer feedback.
4. Key Performance Indicators (KPIs)
1. Average Appointment Scheduling Time: less than 24 hours.
1. Customer Satisfaction Rating: >4.8 stars.
1. First-Contact Resolution Rate: >85%.
1. Callback Percentage: <5%.
5. Required Qualifications and Skills
1. High school diploma or equivalent; additional customer service certification is a plus.
1. 1-2 years of experience in customer service or administrative roles.
1. Excellent verbal and written communication skills.
1. Proficient in using scheduling software, CRM systems, and basic office applications.
6. Preferred Experience
1. Experience working within the home services, construction, or renovation sectors.
1. Familiarity with general contracting procedures or on-site service coordination.
1. Prior involvement in a fast-paced, customer-centric environment.
1. Demonstrated ability to multitask while maintaining attention to detail.
7. Physical Requirements
1. Ability to sit for prolonged periods while working at a computer.
1. Occasional lifting of light materials (up to 15 lbs).
1. Must be comfortable working in a standard office setting with periodic visits to job sites.
1. Occasional mobility required to move between workstations and field environments.
8. Work Environment and Schedule
1. Work primarily in a modern office environment with occasional field visits.
1. Typical work hours: 8 AM – 5 PM, Monday through Friday.
1. Flexibility required during peak service periods or high-demand times.
1. Minimal travel is expected on a regular basis.
9. Compensation and Benefits
1. Hourly rate between $15 – $20 USD per hour.
1. Performance-based bonus opportunities available.
1. Health, Dental, and Vision insurance coverage.
1. 401(k) retirement plan with company match.
1. Paid time off, including vacation and holidays.
10. Company Culture and Overview
1. Our company is a dynamic, growth-oriented organization dedicated to delivering exceptional home services.
1. We foster an inclusive and supportive environment where all team members have opportunities to excel and grow professionally.
1. Collaboration, integrity, and continuous improvement are at the core of our operations.
1. We believe in empowering our employees to achieve excellence and drive customer satisfaction in every project.
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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