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Gutter Installation - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Customer Service Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
The Customer Service Representative (CSR) in the gutter installation industry is the primary point of contact for clients, responsible for handling inquiries, scheduling estimates, and managing post-installation feedback. By delivering exceptional customer service, the CSR directly contributes to customer satisfaction and retention, ensuring the company's reputation for quality and reliability is upheld.
2. Essential Duties and Responsibilities
1. Respond to customer inquiries via phone, email, and online chat to provide information and assistance promptly.
1. Schedule appointments for estimates and installations using CRM software to ensure efficient routing and resource allocation.
1. Collect and document customer feedback post-installation to improve service quality and customer satisfaction.
1. Coordinate with installation teams to ensure timely and accurate service delivery.
1. Utilize industry-specific software to manage customer accounts and service records.
1. Resolve customer complaints by investigating issues and providing solutions to enhance customer loyalty.
1. Maintain up-to-date knowledge of company products and services to effectively communicate with customers.
1. Collaborate with sales and operations teams to ensure seamless service delivery.
3. Key Tasks / Daily Activities
1. Answer and route incoming calls and emails to appropriate departments or personnel.
1. Update and manage customer information and service requests in the CRM system daily.
1. Prepare daily schedules for estimates and installations, ensuring optimal resource utilization.
1. Follow up with customers post-service to gather feedback and ensure satisfaction.
1. Monitor and report on customer service metrics to identify areas for improvement.
1. Participate in daily team meetings to discuss service challenges and solutions.
1. Assist in training new team members on customer service protocols and systems.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Score (CSAT) ≥ 4.7/5.0.
1. First Contact Resolution Rate ≥ 85%.
1. Average Response Time ≤ 2 hours for inquiries.
1. Callback Rate ≤ 5%.
1. Daily scheduling accuracy ≥ 95%.
1. 30/60/90-day ramp expectations: Achieve 80% of KPIs by 30 days, 90% by 60 days, and 100% by 90 days.
5. Required Qualifications and Skills
1. High school diploma or equivalent.
1. Proficiency in CRM software and Microsoft Office Suite.
1. Strong communication and problem-solving skills.
1. Ability to multitask in a fast-paced environment.
1. Detail-oriented with excellent organizational skills.
6. Preferred Experience
1. Previous experience in customer service within the home services industry.
1. Familiarity with gutter installation processes and terminology.
1. Experience using scheduling and routing software.
1. Bilingual abilities are a plus.
7. Physical Requirements
1. Ability to sit for extended periods while managing calls and computer tasks.
1. Occasionally lift up to 20 pounds (e.g., office supplies).
1. Minimal travel required for training or company meetings.
8. Work Environment and Schedule
1. Typical hours are Monday through Friday, 8:00 AM to 5:00 PM.
1. Some weekend or evening work may be required during peak seasons.
1. Primarily office-based with occasional remote work options.
9. Compensation and Benefits
1. Competitive hourly wage with performance-based bonuses tied to customer satisfaction and efficiency metrics.
1. Payouts contingent on maintaining quality safeguards like CSAT and low callback rates.
1. Benefits include health insurance, paid time off, and retirement savings plans.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we are committed to excellence, safety, and customer delight. Our team values craftsmanship and accountability, fostering a supportive environment where you can grow and make a meaningful impact. Join us in delivering top-notch gutter installation services that enhance our customers' homes and lives.
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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