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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



Service Coordinator I 
	Job Title:
	Service Coordinator I
	FLSA Status:
	

	Department:
	Service Department
	Reports To:
	Service Supervisor

	Prepared By:
	
	Prepared Date:
	

	Approved By:
	
	Approved Date:
	


Summary

Under minimal supervision, answer, respond to, and meet the needs of all incoming customer service calls by handling these calls in a professional, efficient, effective and timely manner. This role provides co-ordination of service with technicians, sub-contractors and customers within designated location.
Essential Duties and Responsibilities

1. Handles all incoming customer calls including service dispatching, tracking and scheduling of calls, call status tracking and call changes, entering new sites, collections, modifying existing sites and handling all general enquiries. May provide support and backup for other areas of the business. May handle calls after hours.

2. Creates and dispatches work orders daily for scheduling of planned maintenance and service.

3. Attends weekly planning sessions; conducts weekly service paperwork reconciliation; performs weekly timesheet data entry.

4. Completes Service Agreement work orders as required.

5. Monitors and follows up on subcontractor pricing; processes and approves invoicing.

6. Administers the check in/checkout process of technicians in accordance with company safety policy and advise supervisors of any missing/late technicians.

7. Accurately and promptly enters work order purchase orders and processes order.

8. Updates, populates, maintains and develops customer service binder to maximize customer service and satisfaction.

9. Procures Parts/Materials for service work orders.

10. Provides Service Quotes to customers with the assistance of the supervisor.

11. Schedules and follows up on all monthly maintenance customer accounts – this includes ensuring timely communication with contract customers, key customers and sub-contractors. Meets monthly to discuss expiring contracts and to review upcoming PM visits.

12. May establish and maintain a customer satisfaction follow up and call back procedure and provide senior management with appropriate feedback.  May assist with customer satisfaction surveys.

13. Provides Specialists with badging and access to customer’s sites.  Ensures that the specialists have completed all customer specific training.   Maintains a log for both.

14. Performs other duties and responsibilities as requested or required.

Knowledge and Skill
· Diploma and/or certificate in Business Administration or related office experience required

· Dispatch and customer service training preferred

· Previous call center, dispatch, or administrative experience preferred

· Experience in construction industry environment preferred

· Exceptional telephone and personal customer service skills and ability to work under pressure

· Excellent Microsoft Outlook, Excel, and Word skills

· Basic financial knowledge and skills—ability to understand basic financials such as accounts receivable/payable, purchase orders, work orders, etc.

· Solid organizational skills and the ability to handle multiple projects tasks simultaneously

· Excellent attention to detail
· Strong verbal, written and interpersonal communication skills

· Strong flexibility to adapt to changing priorities and direction in a dynamic work environment

· Shows initiative – regularly engages in proactive behavior and looks for opportunities

· Strong ability to facilitate a collaborative working environment for customers and team members
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 frequently required to sit; talk or hear; and use hands to handle, or touch objects or controls.  The employee is regularly required to stand and walk.  On occasion the incumbent may be required to stoop, bend or reach above the shoulders.  The employee must occasionally lift up to 25 pounds.  Specific vision abilities required by this job include close vision, distance vision, color vision, peripheral vision, depth perception, 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.

	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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