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Roofing - 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 primary point of contact for commercial roofing clients, ensuring efficient scheduling, clear communication, and superior customer service.
2. Essential Duties and Responsibilities
1. Answer incoming calls and respond to customer inquiries with professionalism and accuracy.
1. Schedule inspections and coordinate service appointments for our commercial roofing projects.
1. Maintain up-to-date customer records and documentation in our CRM system.
1. Provide clear information regarding roofing services, project timelines, and maintenance procedures.
1. Collaborate with field teams to ensure smooth transitions from scheduling to on-site service delivery.
3. Key Tasks / Daily Activities
1. Field inbound calls and emails from current and prospective customers regarding service needs.
1. Schedule and confirm inspection appointments while verifying client information for accuracy.
1. Address service inquiries and provide prompt follow-ups on scheduling changes and confirmations.
1. Update service status in the scheduling system to keep all teams informed of appointment statuses.
1. Work closely with operations personnel to resolve any scheduling conflicts or service issues.
4. Key Performance Indicators (KPIs)
1. Call Response Rate: >90%.
1. Inspection Scheduling Accuracy: 95% on-time confirmations.
1. Customer Satisfaction Rating: >4.8 stars.
1. First-Contact Resolution Rate: >85%.
5. Required Qualifications and Skills
1. High School Diploma or equivalent; Associate’s Degree preferred.
1. Minimum of 1 year experience in a customer service role.
1. Excellent verbal and written communication skills with strong attention to detail.
1. Proficiency in Microsoft Office and familiarity with scheduling or CRM software.
6. Preferred Experience
1. Previous experience in the commercial roofing or home services industry.
1. Knowledge of CRM systems and appointment scheduling platforms.
1. Proven track record in high-volume call centers or customer support environments.
1. Experience handling inquiries and complaints in a fast-paced service setting.
7. Physical Requirements
1. Ability to sit for extended periods during office hours.
1. Occasional lifting of files or small equipment up to 10 lbs.
1. Primarily office-based work in a comfortable indoor environment.
1. Occasional visits to job sites may require local travel.
8. Work Environment and Schedule
1. Standard office hours from 8:00 AM to 5:00 PM local time.
1. Minimal travel required within the designated service area.
1. Possibility of overtime during peak service periods.
1. Potential on-call responsibilities to address urgent customer inquiries as needed.
9. Compensation and Benefits
1. Hourly wage range: $16 - $20 per hour depending on experience.
1. Eligibility for performance bonuses based on customer satisfaction metrics.
1. Comprehensive benefits including Health, Dental, and Vision insurance.
1. 401(k) plan with company matching, paid time off, and additional fringe benefits.
10. Company Culture and Overview
1. We foster a collaborative and dynamic work environment that values innovation and continuous improvement.
1. Our company is committed to supporting employee growth and professional development.
1. We celebrate a culture of teamwork, integrity, and customer-first service.
1. Join our dedicated team where your contributions are valued and your career advancement is our priority.
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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