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	Sample Job Description


This is a sample job description document.  It contains some of the duties, responsibilities and qualifications typically associated with this position, but is not intended to serve as a model or advice for specific job description content and format.  Your company should add, modify or delete as needed for your purposes.
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	Sample Job Description Continued



Customer Service Representative
	Job Title:
	Customer Service Representative
	FLSA Status:
	

	Department:
	
	Reports To:
	

	Prepared By:
	
	Prepared Date:
	

	Approved By:
	
	Approved Date:
	


Summary 

Under the direction of the Customer Service Manager, the Customer Service Representative provides the best possible customer satisfaction to the organization's customers by addressing and resolving customer inquiries and problems, processing orders, preparing services orders, tracking bids, and resolving billing issues, in accordance with company policies and procedures.

Essential Duties and Responsibilities

This list of duties and responsibilities is not all inclusive and may be expanded to include other duties and responsibilities, as management may deem necessary from time to time.

1. Answer incoming customer telephone calls.  Establish and maintain positive working relationships with customers by ensuring the best possible customer satisfaction by providing expertise in the analysis of systems problems and logging service calls and orders.

2. Provide accurate and timely information regarding the status of open orders to customers and technicians.  Coordinate the dispatching of technicians to customer facilities.  Reconcile time sheets to the dispatch log.

3. Prepare all assigned reports and correspondence accurately and on time, to include service log, open work orders, maintenance agreements, warranty work, billings, etc.

4. Address and resolve customer inquiries, problems and complaints regarding products, services, billing, applications, etc.

5. Address and resolve complaints and make recommendations regarding the return of equipment and the issuing of credits to customers to maintain customer goodwill.

6. Create and maintain customer files.  

7. Enter all required information into the computerized systems to create and maintain the customer database, ensuring accuracy and timeliness.  Prepare documents, letters, correspondence, etc. as needed.

8. Provide inside support to the outside sales representatives as needed.

9. Complete special projects as assigned.

10. Complete and maintain all required paperwork, records, documents, etc.

11. Follow and comply with all safety and work rules and regulations.  Maintain departmental housekeeping standards.

Qualifications

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Education and/or Experience

Requires a high school diploma and one to three years of related experience; or a combination of education and experience.

Language Skills

Ability to read and interpret documents such as open orders, service logs, and procedure manuals.  Ability to prepare reports and correspondence.  Ability to communicate effectively with customers and other employees of the organization.

Mathematical Skills

Ability to add, subtract, multiply, and divide in all units of measure, using whole numbers, common fractions, and decimals.  Ability to compute rate, ratio, and percent.

Reasoning Ability

Ability to apply common sense understanding to carry out instructions furnished in written, oral, or diagram form.  Ability to deal with problems involving several concrete variables in standardized situations.

Physical Demands
The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to sit; use hands to finger, handle, or feel; and talk or hear.  The employee is occasionally required to stand; walk; reach with hands and arms; and stoop, kneel, crouch, or crawl.

The employee must occasionally lift and/or move up to 10 pounds.  Specific vision abilities required by this job include close vision, and ability to adjust focus.

Work Environment

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is occasionally exposed to risk of electrical shock.

The noise level in the work environment is usually moderate.

	Employee Acknowledgment
	
	Date:
	

	The above statements reflect the general details necessary to describe the principle functions of the occupation described and shall not be construed as a detailed description of all the work requirements that may be inherent in the occupation.


This sample document is only an example and is based on the laws in effect at the time it was written. MRA-The Management Association, Inc. does not make any representations or warranties regarding the appropriateness or prudence of using this information for any particular individual or situation. Your company should add, delete, or modify the content of this document as needed to suit your purposes. This material is for your information only and should not be construed as legal advice. In some circumstances it may be advisable to have legal counsel review final documents prior to implementation. 
For further assistance call or visit www.mranet.org, © MRA – The Management Association, Inc. 
Wisconsin: 800.488.4845  Minnesota 888.242.1359  Northern Illinois: 800.679.7001  Iowa & Western Illinois: 888.516.6357
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