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Lighting Installation - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Administration
Reports to: Office Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
You'll answer calls and messages from homeowners, businesses and property managers. You book estimates and service calls, confirm holiday lighting install and takedown dates, take deposits, and keep customers informed when weather or crew changes shift the schedule.
2. Essential Duties and Responsibilities
1. Answer calls, texts, emails and web requests, and book estimates in [your field service software].
1. Take holiday lighting renewals and deposits, and confirm install and takedown dates.
1. Book service calls for lights that are out, timer problems and landscape lighting issues, and gather details for the technician.
1. Call customers ahead of time when weather or crew changes move their appointment.
1. Explain what our services include and when to expect a proposal, and send pricing questions to sales.
1. Log every call and keep customer records current.
3. Key Tasks / Daily Activities
1. Return voicemails and web requests that came in overnight.
1. Confirm tomorrow's appointments with customers.
1. Answer in-season questions about decor, timers and takedown dates.
1. Take payments and update account notes.
4. Key Performance Indicators (KPIs)
1. Calls answered live: [your target].
1. Inquiries booked as estimates or service calls: [your target].
1. Return call time: [your target].
1. Holiday renewals booked by phone: [your target].
1. Customer satisfaction score: [your target].
5. Required Qualifications and Skills
1. [1+] years of customer service or call center experience.
1. Friendly, clear phone manner.
1. Fast, accurate typing and record keeping.
1. Ability to keep up with heavy call volume in the holiday season.
6. Preferred Experience
1. Experience at a home service or contracting company.
1. Experience with field service software.
1. Bilingual in English and [a language your customers speak].
7. Physical Requirements
1. Sit at a computer with a headset for most of the day.
1. Type and use a mouse for long periods.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Office-based at [main office location][, with remote options].
1. Regular hours: [8 a.m. to 5 p.m., Monday through Friday].
1. Extended hours and some Saturdays from [September through January].
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new customer service representative gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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