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Insulation - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Office Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
The Customer Service Rep (CSR) plays a vital role in ensuring a seamless customer experience for our insulation services. This role is responsible for fielding incoming calls, scheduling insulation estimates, and addressing customer inquiries while upholding the highest standards of service and professionalism.
2. Essential Duties and Responsibilities
1. Answer customer calls promptly and professionally.
1. Schedule and coordinate insulation estimates with field technicians.
1. Address customer inquiries and resolve issues in a timely manner.
1. Maintain accurate customer records and follow up on service requests.
3. Key Tasks / Daily Activities
1. Manage a high volume of inbound calls to assist with insulation service inquiries.
1. Schedule daily and weekly appointments for insulation estimates and consultations.
1. Update customer information in the database following each interaction.
1. Collaborate with field teams to ensure smooth appointment execution.
4. Key Performance Indicators (KPIs)
1. First-call resolution rate: >90%.
1. Scheduling lead time: 100% of estimates scheduled within 24 hours of request.
1. Customer satisfaction rating: >4.8 stars from post-service surveys.
1. Callback rate: <5% for missed or unresolved calls.
5. Required Qualifications and Skills
1. High school diploma or equivalent; additional education preferred.
1. 1-2 years of experience in a customer service role.
1. Excellent communication and interpersonal skills.
1. Proficiency in using scheduling and customer relationship management (CRM) software.
6. Preferred Experience
1. Previous experience in the insulation or home services industry.
1. Experience with field service scheduling and coordination.
1. Familiarity with insulation products and installation processes.
1. Background in handling customer inquiries in a fast-paced environment.
7. Physical Requirements
1. Ability to sit or stand for prolonged periods during work shifts.
1. Proficiency in using a telephone and computer for extended hours.
1. Capacity to occasionally lift light office supplies (up to 10 lbs).
1. Comfortable working in a standard office environment with minimal physical strain.
8. Work Environment and Schedule
1. Standard office hours typically between 8:00 AM and 5:00 PM.
1. Occasional overtime may be required during peak seasons.
1. Minimal travel required between office and field locations.
1. On-call duties handled by a designated rotation if urgent support is needed.
9. Compensation and Benefits
1. Salary range: $40,000 - $50,000 per year, commensurate with experience.
1. Performance-based bonuses available quarterly.
1. Comprehensive health, dental, and vision insurance.
1. 401(k) plan with employer match and additional fringe benefits.
10. Company Culture and Overview
1. We foster an inclusive and growth-oriented work environment where every team member is valued.
1. Our culture emphasizes continuous learning, innovation, and excellence in customer service.
1. We are dedicated to professional development and offer opportunities for career advancement.
1. Join a team that celebrates success together and strives to exceed customer expectations.
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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