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Refrigeration Install & Service - 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 the phone when a restaurant's walk-in is warm or a grocery case is icing up. You'll take the details a technician needs, enter work orders from calls and customer portals, keep customers updated on quotes and visits, and answer questions about invoices and agreements.
2. Essential Duties and Responsibilities
1. Take service calls and portal work orders, and enter the equipment, its location in the store, the symptoms and the current temperature.
1. Ask the urgency questions in your call script: is product at risk, is a temperature alarm going off, is water on the floor.
1. Follow up on repair quotes waiting for customer approval and send approvals to the Dispatcher.
1. Request not-to-exceed increases in customer portals when a repair will cost more than the work order allows.
1. Confirm preventive maintenance visit dates and store access with each site.
1. Answer billing and agreement coverage questions, and pass disputes to the Office Manager.
3. Key Tasks / Daily Activities
1. Answer calls and emails and check customer portals for new work orders.
1. Hand urgent calls straight to the Dispatcher.
1. Call customers with quote follow-ups and visit confirmations.
1. Update work orders with notes, approvals and purchase order numbers.
4. Key Performance Indicators (KPIs)
1. Calls answered without voicemail: [your target].
1. Work orders entered complete the first time: [your target].
1. Quote follow-ups made on time: [your target].
1. Customer satisfaction: [your target].
5. Required Qualifications and Skills
1. [1+] years of customer service by phone, ideally in field service, HVAC or a trade.
1. A calm, clear phone manner with stressed restaurant and store managers.
1. Accurate typing and note-taking.
1. Comfort learning [your field service software] and customer portals.
6. Preferred Experience
1. Experience working in a restaurant or grocery store.
1. Basic knowledge of the equipment: walk-ins, reach-ins, display cases and ice machines.
1. Bilingual in English and [language], if your customers need it.
7. Physical Requirements
1. Sit at a computer with a headset for most of the shift.
1. Type and work across several screens throughout the day.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Office-based at [branch], [shift hours].
1. Some evening, weekend or holiday shifts: [rotation].
1. Higher call volume during heat waves.
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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