[image: ]
Security & Low Voltage - 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 clients within the Security & Low Voltage home services sector. Handle inquiries, book appointments, and resolve client concerns promptly to ensure a seamless customer experience. Contribute to operational excellence by coordinating between the technical teams and customers.
2. Essential Duties and Responsibilities
1. Answer incoming calls and respond to online inquiries related to security and low voltage services.
1. Book and schedule appointments accurately, ensuring proper communication with both clients and field technicians.
1. Resolve client concerns and provide follow-up support to maintain high customer satisfaction.
1. Update customer records and maintain confidentiality while documenting interactions in the CRM system.
3. Key Tasks / Daily Activities
1. Manage daily communication through phone calls, emails, and live chat with a focus on excellent customer service.
1. Schedule service appointments and coordinate with installation teams to ensure efficient workflow.
1. Monitor and track customer interactions, providing timely updates to management regarding service issues.
1. Escalate complex technical or security-related issues to the appropriate department for resolution.
4. Key Performance Indicators (KPIs)
1. Average response time: Maintain an average response time of less than 2 minutes.
1. Appointment booking accuracy: Achieve a scheduling accuracy rate of 98% or higher.
1. Customer Satisfaction Rating: Attain an average rating of over 4.8 stars.
1. Resolution rate: Resolve at least 95% of customer concerns during the first contact.
5. Required Qualifications and Skills
1. High school diploma or equivalent required; Associate’s degree preferred.
1. Minimum of 1 year of customer service experience, preferably in a call center environment.
1. Excellent verbal and written communication skills with a customer-centered approach.
1. Proficiency with CRM systems and basic computer applications.
6. Preferred Experience
1. Previous experience in the home services industry, specifically within the security and low voltage segment.
1. Familiarity with home automation, alarm systems, or networking technology is an advantage.
1. Experience in a fast-paced environment with a focus on customer satisfaction.
1. Prior training or certification in customer service best practices is a plus.
7. Physical Requirements
1. Ability to sit or stand for extended periods while managing calls and data entry tasks.
1. Occasional lifting of files or lightweight equipment (up to 15 lbs) may be required.
1. Workstation environment with adequate lighting and ergonomic support.
1. Minimal exposure to field site conditions, as most responsibilities are office-based.
8. Work Environment and Schedule
1. Typical work hours are Monday through Friday from 8:00 AM to 5:00 PM.
1. Occasional overtime may be required during peak periods.
1. Limited travel may be required for team meetings or training sessions.
1. Work is primarily office-based in a professional, collaborative setting.
9. Compensation and Benefits
1. Hourly rate ranging from $16 to $20 per hour, depending on experience.
1. Eligibility for performance-based bonuses upon meeting key performance targets.
1. Comprehensive health, dental, and vision insurance benefits.
1. 401(k) plan with company match and additional fringe benefits.
10. Company Culture and Overview
1. We are a forward-thinking home services company with a strong commitment to customer satisfaction and continuous innovation.
1. Our team values collaboration, mutual respect, and professional growth, ensuring every member feels empowered to contribute to the company’s success.
1. We foster an inclusive culture where every voice is heard and every idea is valued.
1. Join us to be part of a dynamic organization dedicated to excellence in service and technological advancement.
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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