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Plumbing - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Call center lead or Operations Manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
Serve as the primary point of contact for plumbing service inquiries, scheduling, and customer support. Enhance the client experience by providing timely, accurate, and courteous service. Contribute to efficient service operations and overall customer satisfaction. Support plumbing technicians with essential scheduling and communication tasks.
2. Essential Duties and Responsibilities
1. Schedule plumbing service calls and appointments accurately.
1. Field incoming customer inquiries and effectively address client needs.
1. Utilize dedicated scheduling software to maintain organized service records.
1. Collaborate with plumbing technicians and other departments to ensure seamless operations.
3. Key Tasks / Daily Activities
1. Answer incoming customer calls and emails regarding plumbing services.
1. Confirm appointments and update customer schedules in real time.
1. Provide detailed service information, including pricing and service scope.
1. Escalate complex inquiries to supervisors and follow up as necessary.
4. Key Performance Indicators (KPIs)
1. Customer Satisfaction Rating: Achieve >4.8 stars.
1. Callback Percentage: Maintain <5% callback rate.
1. Scheduling Accuracy: Ensure a 98% accuracy rate for service appointments.
1. Average Call Response Time: Respond within 60 seconds per call.
5. Required Qualifications and Skills
1. Proven experience in a customer service role with excellent communication skills.
1. Basic understanding of plumbing services and industry terminology.
1. Proficiency in scheduling software and Microsoft Office applications.
1. Strong problem-solving ability and commitment to customer care.
6. Preferred Experience
1. Previous experience working in the plumbing or home services industry.
1. Exposure to fast-paced call center or customer support environments.
1. Familiarity with customer relationship management (CRM) systems.
1. Demonstrated ability to manage multiple tasks in a dynamic setting.
7. Physical Requirements
1. Ability to sit or stand for extended periods.
1. Frequent use of a telephone and computer equipment.
1. Capability to lift light office materials up to 15 pounds.
1. Occasionally navigate between office and field support locations.
8. Work Environment and Schedule
1. Standard working hours: Monday-Friday, 8:00 AM to 5:00 PM.
1. Fast-paced office environment with high customer interaction.
1. Occasional evening or weekend shifts may be required.
1. Minimal travel required between office and field support locations.
9. Compensation and Benefits
1. Salary range: $35,000 to $45,000 per year.
1. Performance-based bonus opportunities.
1. Comprehensive Health, Dental, and Vision benefits.
1. 401(k) retirement plan and paid time off.
10. Company Culture and Overview
1. We foster a collaborative environment that prizes innovation and teamwork.
1. Our company is dedicated to empowering our employees through continuous growth and development.
1. We take pride in our commitment to exceptional customer service and community support.
1. Emphasizing diversity, inclusion, and a work-life balance, we encourage every team member to thrive.
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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