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Painting - Commercial - 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 first point of contact for commercial painting project inquiries while ensuring a high level of customer satisfaction. Schedule and coordinate estimates effectively to support project acquisition and client needs. Act as a liaison between customers, the operations team, and field staff to ensure accurate project communication. Support business growth by managing client interactions and resolving concerns in a timely manner.
2. Essential Duties and Responsibilities
1. Manage incoming project inquiries and schedule estimates accurately.
1. Address and resolve client feedback and concerns promptly, ensuring quality customer service.
1. Collaborate with project managers and painting crews to confirm appointment details and project scopes.
1. Maintain detailed records of client interactions and project communications.
1. Uphold company standards in all communications and service delivery processes.
3. Key Tasks / Daily Activities
1. Respond to phone calls, emails, and online inquiries regarding commercial painting projects.
1. Coordinate and schedule on-site estimates with clients and the operations team.
1. Follow up with customers post-estimate to gauge interest and feedback.
1. Update customer information and inquiry statuses in the CRM system daily.
1. Communicate effectively with the commercial painting team to ensure timely project execution.
4. Key Performance Indicators (KPIs)
1. Estimate scheduling conversion rate: ≥75%.
1. Customer Satisfaction Rating: >4.8 stars.
1. Average response time to inquiries: <2 hours.
1. Callback resolution rate: <5%.
1. New project inquiries generated: Minimum 20 per week.
5. Required Qualifications and Skills
1. High school diploma or equivalent; some college preferred.
1. 1-3 years of customer service or administrative experience in a related field.
1. Excellent verbal and written communication skills for effective customer interaction.
1. Proficiency with CRM software and Microsoft Office suite.
1. Strong organizational skills with an ability to manage multiple tasks concurrently.
6. Preferred Experience
1. Previous experience in the home services or construction-related industry.
1. Familiarity with commercial painting projects and industry terminologies.
1. Experience working with scheduling software and customer management systems.
1. Demonstrated history of meeting or exceeding service performance targets.
7. Physical Requirements
1. Ability to sit for extended periods while handling phone or computer communications.
1. Capability to occasionally lift items or documents up to 25 lbs.
1. Comfortable working in an office environment with occasional visits to job sites.
1. Minimal exposure to outdoor environments during client site assessments as needed.
8. Work Environment and Schedule
1. Standard office hours from 8:00 AM to 5:00 PM Monday through Friday.
1. Occasional travel to job sites or client meetings within local areas as required.
1. Potential for extended hours during peak project seasons.
1. Minimal on-call duties outside of normal business hours.
9. Compensation and Benefits
1. Hourly rate range of $16-$22 per hour, commensurate with experience.
1. Performance-based bonus opportunities in line with meeting established KPIs.
1. Comprehensive benefits package including Health, Dental, and Vision insurance.
1. 401(k) plan with company matching and other fringe benefits available.
10. Company Culture and Overview
1. We pride ourselves on a collaborative environment where every team member is valued for their contribution.
1. Our company fosters growth, innovation, and continuous improvement in service excellence.
1. We are dedicated to providing superior customer experiences and high-quality commercial painting solutions.
1. Join our dynamic team for ample opportunities to develop your skills and advance your career within a supportive, growth-oriented culture.
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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