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Junk Removal - Customer Service Manager
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Operations Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Responsible for leading and enhancing the performance of the customer service team in the junk removal industry. Oversees training and coaching of Customer Service Representatives (CSRs) to ensure top-quality call interactions. Manages review request processes and promptly resolves escalated customer concerns to maintain high customer satisfaction.
2. Essential Duties and Responsibilities
1. Train and coach Customer Service Representatives to ensure outstanding customer interactions.
1. Monitor call quality and ensure adherence to established company standards.
1. Manage the review request process to build and maintain a positive online reputation.
1. Resolve escalated customer concerns efficiently and effectively.
3. Key Tasks / Daily Activities
1. Conduct daily coaching sessions and performance reviews with CSRs.
1. Monitor customer calls and review recorded interactions for continuous improvement.
1. Oversee the review request workflow and track progress to ensure positive customer feedback.
1. Actively engage with customers to address issues and resolve escalated concerns.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: >4.8 stars.
1. Call Quality Score: Minimum of 90% compliance.
1. Review Request Conversion Rate: >75% positive reviews.
1. Response Time to Escalated Concerns: Under 24 hours.
5. Required Qualifications and Skills
1. Bachelor’s degree in Business, Communications, or a related field preferred.
1. 3+ years of experience in customer service management, ideally within the home services industry.
1. Strong leadership, coaching, and team-building skills.
1. Excellent verbal and written communication abilities.
1. Proficiency in using CRM software and performance analytics tools.
6. Preferred Experience
1. Experience in the junk removal or similar home services industry.
1. Background in coaching and training customer service teams.
1. Familiarity with performance management and KPI tracking systems.
1. Experience in implementing process improvement initiatives.
7. Physical Requirements
1. Ability to occasionally stand or walk during extended training sessions.
1. Occasionally required to lift moderate weights (up to 25 lbs) related to training materials.
1. Primarily office-based work, with infrequent visits to service sites.
1. Capability to adapt within a fast-paced, safe working environment.
8. Work Environment and Schedule
1. Typical work hours: Monday through Friday, 8 AM – 5 PM.
1. Occasional extended hours during peak periods.
1. Minimal travel required between office and training locations.
1. On-call duties may be expected during busy service periods.
9. Compensation and Benefits
1. Salary Range: $55,000 - $70,000 USD per year.
1. Performance-based bonus opportunities.
1. Comprehensive Health, Dental, and Vision insurance coverage.
1. 401k plan with company match.
1. Paid time off and professional development programs.
10. Company Culture and Overview
1. We are a dynamic and growth-oriented company committed to exceeding customer expectations and fostering employee development.
1. Our culture emphasizes teamwork, innovation, and continuous improvement to support every team member’s success.
1. We celebrate achievements and create opportunities for professional advancement within a collaborative environment.
1. We value diversity and provide a supportive workplace where all voices are heard.
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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