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Refrigeration Install & Service - Dispatcher
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: Service Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
You'll run the technicians' day and decide who goes where when product is at risk. You'll assign emergency calls, repairs and preventive maintenance visits by skill, certification and location, track response times against each service agreement, and keep stores and technicians informed.
2. Essential Duties and Responsibilities
1. Assign calls by urgency, skill and certification: a rack alarm goes to a lead technician, while an ice machine cleaning can go to a newer tech.
1. Track the response time in each customer's service agreement and escalate calls at risk of missing it.
1. Check technicians in and out on customer portals and phone systems where the customer requires it.
1. Schedule preventive maintenance visits around store hours, deliveries and each technician's route.
1. Hand overnight calls to the on-call technician and backup, and log what happened by morning.
1. Book return visits for parts, and tell the store when to expect them.
3. Key Tasks / Daily Activities
1. Build the morning board from overnight calls, scheduled repairs and maintenance visits.
1. Reassign calls as jobs run long or emergencies come in.
1. Call stores with arrival times and updates.
1. Track special-order parts that hold up return visits.
1. Close out the board and brief the on-call technician at the end of the day.
4. Key Performance Indicators (KPIs)
1. Emergency calls dispatched within target time: [your target].
1. Agreement response times met: [your target].
1. Calls reassigned for a skill or parts mismatch: [your target].
1. Portal check-ins and check-outs completed: [your target].
1. Return visits booked before the tech leaves: [your target].
5. Required Qualifications and Skills
1. [2+] years of dispatch or scheduling for field technicians.
1. Quick, sound decisions between two urgent jobs, and the ability to explain them to customers.
1. Knowledge of your service area, or the ability to learn it fast.
1. Comfort running [your dispatch software], phones and customer portals at the same time.
6. Preferred Experience
1. Dispatch experience in commercial refrigeration, HVAC or restaurant equipment service.
1. Knows which equipment problems put product at risk.
1. Experience with chain customers' work order portals.
7. Physical Requirements
1. Sit at a computer and on the phone for most of the shift.
1. Track several screens and calls at once.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Dispatch desk at [branch], [your hours].
1. Late shifts or on-call nights in rotation: [schedule].
1. Heavier workload in hot weather.
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 dispatcher 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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