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Remodeling - 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 primary point of contact for customers seeking remodeling services. Deliver exceptional service by responding to inquiries, scheduling appointments, and coordinating communications. Contribute to a positive customer experience that underpins the company’s reputation for quality and reliability.
2. Essential Duties and Responsibilities
1. Respond promptly to customer inquiries via phone, email, and online platforms.
1. Schedule, confirm, and manage appointments for remodeling projects with precision.
1. Coordinate communications between customers, project managers, and field technicians.
1. Maintain accurate records of customer interactions and appointments.
1. Provide detailed information about remodeling services and project timelines.
3. Key Tasks / Daily Activities
1. Answer incoming customer calls and emails in a timely and professional manner.
1. Utilize scheduling systems to organize appointments and follow-up reminders.
1. Update customer records and input relevant information into the CRM database.
1. Relay customer feedback and concerns to the appropriate department for resolution.
1. Monitor daily calendars to ensure efficient allocation of work for service teams.
4. Key Performance Indicators (KPIs)
1. Appointment Conversion Rate: Achieve a conversion rate of 90% or higher.
1. Customer Satisfaction Rating: Maintain ratings above 4.8 stars.
1. Response Time: Ensure initial customer contact within 2 minutes on average.
1. Schedule Accuracy: Attain 98% accuracy in appointment scheduling and confirmations.
5. Required Qualifications and Skills
1. High school diploma or equivalent required; associate or bachelor’s degree preferred.
1. Minimum of 2 years of customer service experience in a related field.
1. Excellent verbal and written communication skills.
1. Proficiency with CRM and scheduling software.
1. Strong organizational skills and attention to detail.
6. Preferred Experience
1. Prior experience in the home services or remodeling industry.
1. Familiarity with appointment management systems used in service-based industries.
1. Experience coordinating communications among multiple departments.
1. Demonstrated ability to manage customer relationships in a fast-paced environment.
7. Physical Requirements
1. Ability to work in a standard office environment with occasional site visits if required.
1. Capability to sit for extended periods while using a computer and phone.
1. Occasional lifting of items up to 15 pounds may be necessary.
1. Adequate visual and auditory abilities to interact with customers and team members.
8. Work Environment and Schedule
1. Typical work hours are Monday through Friday, 9:00 AM to 5:00 PM.
1. Work is primarily office-based with potential visits to job sites as needed.
1. Occasional overtime may be required during peak remodeling periods.
1. Minimal travel between locations is expected.
9. Compensation and Benefits
1. Hourly rate range of $18 to $24 per hour depending on experience.
1. Eligibility for performance-based bonus programs.
1. Comprehensive benefits package including Health, Dental, and Vision insurance.
1. 401(k) plan with company match available.
1. Additional fringe benefits such as paid time off and employee discounts.
10. Company Culture and Overview
1. We foster a collaborative environment where teamwork and open communication are highly valued.
1. Our company is committed to professional growth, ongoing training, and career advancement opportunities.
1. We pride ourselves on a culture that embraces innovation, diversity, and a customer-first mindset.
1. Employees are encouraged to contribute ideas and be active participants in the company’s success.
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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