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Home Services - Dispatcher
Company Name: [INSERT COMPANY NAME HERE]
Department: Operations
Reports to: [Dispatch, service or operations manager]
Location: [INSERT LOCATION HERE]
1. Position Summary
As a dispatcher at [Company name], you'll assign service calls to our technicians, plan their routes for the day, and keep customers updated from booking to finished job. When a call runs long, a part is late, or an urgent job comes in, you rework the schedule and make sure everyone knows the new plan.
2. Essential Duties and Responsibilities
1. Assign incoming service calls to the right technician based on skills, location, and availability.
1. Build and adjust the daily schedule and routes in [dispatch or field service software].
1. Move urgent calls, such as [no-heat, active leak, or safety calls], to the front and rework the board when plans change.
1. Keep customers informed about arrival windows, delays, and next steps.
1. Update job status, notes, and work orders so the office and field team see the same information.
1. Work with technicians, the service manager, and whoever handles parts to clear delays.
3. Key Tasks / Daily Activities
1. Review tomorrow's board and confirm technician availability before the first call.
1. Confirm appointments and arrival windows with customers by phone or text.
1. Track each technician's progress and fill gaps when a job finishes early or runs late.
1. Log every status change, reschedule, and customer request in [software].
1. Flag callbacks, warranty jobs, and open estimates for follow-up.
4. Key Performance Indicators (KPIs)
1. Time from a booked call to an assigned technician: [your target].
1. Appointments that start inside the promised arrival window: [your target].
1. Customers updated before a technician runs late: [your target].
1. Jobs closed with notes and status complete the same day: [your target].
1. Technician hours spent on billable work: [your target].
1. Callbacks and warranty visits scheduled within [time frame].
5. Required Qualifications and Skills
1. [Required experience, for example dispatch, scheduling, or customer service work].
1. Clear, friendly phone and written communication, including with frustrated customers.
1. Comfort using scheduling software, a computer, and a phone for most of the shift.
1. Knowledge of [your service area], or the ability to learn it quickly.
1. Calm, organized decisions when several calls need attention at once.
6. Preferred Experience
1. Experience in [your industry] or another home service business.
1. Experience with [the field service software your shop uses].
1. Basic knowledge of [your services and common job types].
7. Physical Requirements
1. Sitting at a desk and using a computer, headset, and phone for most of the shift.
1. [Any lifting, driving, or job-site visits the role includes, or none].
8. Work Environment and Schedule
1. Works from [office location] or [remote or hybrid arrangement].
1. Regular hours: [days and times]. [Weekend, early-start, or after-hours coverage, if any].
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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