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HVAC - Dispatcher
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Service manager or operations manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Responsible for efficiently managing tech routes, dispatching calls, and updating service statuses to ensure timely HVAC service delivery. Acts as a critical communication hub between technicians, customers, and management to drive operational success and maintain high customer satisfaction.
2. Essential Duties and Responsibilities
1. Manage and assign daily service calls to HVAC technicians based on skillset and geographic location.
1. Monitor service progress and update customer service statuses in real time.
1. Coordinate effectively with technicians and management to address scheduling conflicts and urgent repairs.
1. Maintain detailed records of dispatch activities and service history.
1. Ensure communication accuracy to support billing and customer follow-up processes.
3. Key Tasks / Daily Activities
1. Review incoming service requests and prioritize calls efficiently.
1. Dispatch qualified technicians to service calls promptly while ensuring optimal route management.
1. Track technician progress using the company’s dispatch software and update the system regularly.
1. Communicate with customers to confirm appointments and relay technician ETAs.
1. Resolve scheduling issues and reassign calls as needed to maintain service standards.
4. Key Performance Indicators (KPIs)
1. First-Time Dispatch Accuracy: 98% accuracy rate in technician assignments.
1. Response Time: Ensure technician dispatch within 10 minutes of call receipt.
1. Customer Satisfaction Rating: Achieve a score of greater than 4.8 stars from post-service surveys.
1. Call Resolution Rate: Maintain a target of resolving at least 95% of dispatched calls without escalation.
5. Required Qualifications and Skills
1. High school diploma or equivalent; additional technical training preferred.
1. At least 2 years of experience in a dispatch or operations role, preferably in field service industries.
1. Strong communication skills and proficiency in dispatch and routing software.
1. Excellent problem-solving abilities and keen attention to detail.
1. Capable of working under pressure in a fast-paced environment.
6. Preferred Experience
1. Experience in the HVAC or broader home services industry.
1. Familiarity with CRM and dispatch management systems.
1. Prior experience managing technician schedules and routes.
1. Background in customer service and field operations coordination.
7. Physical Requirements
1. Ability to sit or stand for prolonged periods during work shifts.
1. Frequent use of computer and dispatch software.
1. Occasional lifting of files and light office equipment up to 15 lbs.
1. Adaptability to work in a busy, sometimes high-stress environment.
8. Work Environment and Schedule
1. Standard work hours typically from 8 AM to 5 PM with a 1-hour break.
1. Occasional overtime during peak service periods.
1. Minimal travel required within the office setting; remote work may be considered.
1. On-call duties may be required during critical service peaks.
9. Compensation and Benefits
1. Hourly rate between $18.00 - $25.00 per hour based on experience.
1. Performance-based bonuses tied to dispatch efficiency and customer satisfaction KPIs.
1. Health, Dental, and Vision insurance.
1. 401(k) plan with company match.
1. Additional fringe benefits such as paid time off and professional development opportunities.
10. Company Culture and Overview
1. We foster a dynamic, inclusive environment where innovation and teamwork are highly valued.
1. Our team is dedicated to continuous professional growth, ensuring every employee has opportunities to expand their skills and advance within the company.
1. We are committed to exceptional customer service and operational excellence, inspiring every team member to contribute their best.
1. We prioritize work-life balance and encourage feedback and collaboration across all levels.
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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