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Industrial Construction - 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 clients in the industrial construction sector with a strong focus on customer service and scheduling management. Ensure timely responses to inquiries, provide accurate project updates, and assist in coordinating construction services. Act as a liaison between clients and on-site teams to support smooth operations and high levels of client satisfaction.
2. Essential Duties and Responsibilities
1. Field client inquiries and provide solutions, addressing issues or redirecting them to the appropriate internal parties.
1. Manage and update client communication regarding scheduling, project status, and any alterations to project timelines.
1. Facilitate scheduling of appointments and construction visits by coordinating with project managers and field teams.
1. Maintain comprehensive and accurate records in the customer service database.
1. Collaborate with colleagues in operations to ensure seamless service delivery and resolve scheduling conflicts.
3. Key Tasks / Daily Activities
1. Answer incoming calls and emails from current and potential clients.
1. Provide updates to clients on ongoing projects and relay their feedback to the relevant teams.
1. Coordinate daily schedules and appointments for consultations and on-site assessments.
1. Monitor and track progress of ongoing service requests for timely follow-up and closure.
4. Key Performance Indicators (KPIs)
1. Average Response Time: within 2 minutes per inquiry.
1. Customer Satisfaction Rating: >4.8 stars.
1. Appointment Scheduling Accuracy: 98% compliance with scheduled times.
1. Follow-Up Completion Rate: 100% of pending updates resolved within one business day.
5. Required Qualifications and Skills
1. High school diploma or equivalent; college degree preferred.
1. Minimum of 1 year experience in customer service within industrial or construction sectors.
1. Excellent verbal and written communication skills.
1. Proficient in using customer relationship management (CRM) software and scheduling tools.
6. Preferred Experience
1. Experience in the industrial construction or home services industry.
1. Background in administrative support within operations or project management teams.
1. Demonstrated ability to manage multiple tasks simultaneously and prioritize effectively.
1. Familiarity with industry-specific software and basic operations of field service teams.
7. Physical Requirements
1. Ability to sit or stand for prolonged periods during work shifts.
1. May require occasional lifting of materials up to 20 pounds.
1. Work settings predominantly in an office environment with occasional site visits under varying weather conditions.
1. Adequate visual and auditory capabilities to manage customer inquiries and digital data entry tasks.
8. Work Environment and Schedule
1. Typical work hours: Monday through Friday, 8:00 AM to 5:00 PM.
1. Occasional overtime or weekend availability to meet critical client or project deadlines.
1. Occasional travel to client sites may be required.
1. No on-call duties beyond standard business hours.
9. Compensation and Benefits
1. Hourly rate range: $16 - $22 per hour, commensurate with experience.
1. Eligible for performance-based bonuses.
1. Health, Dental, and Vision insurance coverage provided.
1. 401(k) plan with company match participation.
1. Additional fringe benefits include paid time off and professional development opportunities.
10. Company Culture and Overview
1. At our organization, we empower our employees to excel in their roles while fostering a collaborative and innovative work environment.
1. We emphasize growth, solution-focused mindset, and continuous improvement to ensure outstanding customer satisfaction.
1. Our team is dedicated to supporting each other and sharing expertise to innovate within the industrial construction market.
1. Join us to advance your career, contribute to impactful projects, and make a tangible difference in the 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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