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Junk Removal - Quality Assurance Specialist
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Customer Service Manager or Director of Operations]
Location: [INSERT LOCATION HERE]
1. Position Summary
Oversees post-service quality assurance initiatives by conducting customer surveys, analyzing NPS and review data, and identifying service trends. Plays a critical role in ensuring customer satisfaction and driving continuous improvement in junk removal services. Acts as the voice of the customer within the organization, bridging communication between field teams and management. Supports strategic decisions to enhance operational efficiencies and elevate overall service quality.
2. Essential Duties and Responsibilities
1. Conduct post-service surveys to capture customer feedback and satisfaction levels.
1. Analyze NPS and online review data to identify trends and patterns.
1. Recommend service improvements based on data-driven insights.
1. Collaborate with field teams and management to implement quality enhancement measures.
1. Monitor and document quality assurance metrics and performance outcomes.
3. Key Tasks / Daily Activities
1. Administer daily customer surveys and monitor response rates.
1. Review individual service cases and evaluate customer interactions.
1. Analyze quality metrics and generate daily performance reports.
1. Communicate findings and recommendations during team meetings.
1. Follow up with customers for clarification on service-related issues.
4. Key Performance Indicators (KPIs)
1. Survey Completion Rate: ≥ 85%.
1. Net Promoter Score (NPS): Improvement target of 10% year over year.
1. Customer Satisfaction Rating: > 4.8 stars on major review platforms.
1. Issue Resolution Time: < 24 hours for identified service gaps.
5. Required Qualifications and Skills
1. Bachelor’s degree in Business, Communications, or related field.
1. Minimum of 2 years’ experience in quality assurance or customer service roles.
1. Strong analytical skills with the ability to interpret NPS and survey data.
1. Excellent communication and collaboration skills.
1. Proficiency in using CRM and data analysis software.
6. Preferred Experience
1. Experience working in the home services or junk removal industry.
1. Background in operations or service delivery quality assessment.
1. Familiarity with customer satisfaction measurement tools.
1. Experience in process improvement methodologies.
7. Physical Requirements
1. Ability to work in an office environment for extended periods.
1. Occasional site visits to assess service delivery conditions.
1. Minimal lifting required when handling physical documents or equipment.
1. Visual and auditory acuity to review detailed data and participate in meetings.
8. Work Environment and Schedule
1. Standard office hours with occasional travel to service sites.
1. Monday to Friday schedule with flexibility for extended hours during peak periods.
1. Minimal on-call duties as required for urgent service issues.
1. Collaborative team environment with periodic virtual meetings.
9. Compensation and Benefits
1. Annual salary range: $50,000 – $65,000 USD.
1. Performance-based bonus opportunities.
1. Comprehensive Health, Dental, and Vision insurance plans.
1. 401k plan with company match.
1. Additional fringe benefits such as paid time off and professional development resources.
10. Company Culture and Overview
1. At [INSERT COMPANY NAME HERE], we foster a culture of innovation, growth, and excellence.
1. We believe in empowering team members to drive meaningful change and deliver top-tier customer experiences.
1. Our collaborative environment emphasizes continuous learning and professional development.
1. Join us to be part of a dynamic company that values your contributions and supports your career advancement.
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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