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HVAC - Commercial - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Operations Manager or Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
This role is pivotal in ensuring exceptional customer experiences within our Commercial HVAC services. The Customer Service Representative is responsible for scheduling service appointments, addressing client questions, and efficiently resolving complaints, thereby enhancing customer satisfaction and supporting operational excellence.
2. Essential Duties and Responsibilities
1. Schedule service appointments accurately and coordinate with field technicians.
1. Respond to client inquiries via phone, email, and live chat with professionalism.
1. Handle customer complaints effectively, ensuring timely and satisfactory resolutions.
1. Maintain up-to-date records of service interactions and customer feedback.
3. Key Tasks / Daily Activities
1. Answer and manage a high volume of client calls and inquiries.
1. Efficiently schedule appointments and update service calendars.
1. Follow up with clients regarding service outcomes and satisfaction.
1. Escalate unresolved issues to management while ensuring accurate documentation.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Appointment Scheduling Accuracy: 98% on-time scheduling.
1. First Contact Resolution Rate: >90%.
1. Client Callback Percentage: <5%.
5. Required Qualifications and Skills
1. High school diploma or equivalent; some college coursework preferred.
1. Minimum of 1-2 years of customer service experience in a fast-paced environment.
1. Strong verbal and written communication skills.
1. Proficiency in using scheduling software and Microsoft Office suite.
1. Excellent problem-solving and conflict resolution abilities.
6. Preferred Experience
1. Previous experience in the Commercial HVAC or related home services industry.
1. Background in property management or facility services is an asset.
1. Familiarity with HVAC terminology and processes.
1. Experience working in a customer-centric, high-volume service environment.
7. Physical Requirements
1. Ability to sit for extended periods at a desk.
1. Occasional lifting of items up to 25 lbs.
1. Ability to work in a busy office setting with moderate ambient noise.
1. Adept at multi-tasking and working in a dynamic environment.
8. Work Environment and Schedule
1. Standard office hours: Monday - Friday, 8 AM to 5 PM.
1. Occasional overtime during peak service periods.
1. Primarily office-based with periodic on-site visits as needed.
1. Minimal travel requirements.
9. Compensation and Benefits
1. Competitive hourly rate: $15 - $20 per hour based on experience.
1. Performance-based bonus opportunities.
1. Comprehensive Health, Dental, and Vision insurance plans.
1. 401(k) plan with company match and additional fringe benefits.
10. Company Culture and Overview
1. We foster a culture of integrity, collaboration, and continuous improvement.
1. Our team is dedicated to professional growth and open communication.
1. We value diversity and inclusivity, ensuring each team member can thrive.
1. Join a company committed to excellence and making a positive impact on our community.
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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