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	Position Title
	Customer Service Representative

	Key Relationships
	Reports to: Service Manager
Direct Reports: None
	Department
	Service & Parts

	Job Description Summary
	Responsible for acting as a central point of contact for the Service Department to answer and route customer calls and assist customers with their needs.   Coordinate with in-house technicians to take over case work from the calls and coordinate travel details when needed.  Coordinate with Service Department management, other departments, sales representatives, vendors and shipping companies as needed.
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· Answer phones and create cases depending on the nature of the call

· Handle each call and case management in the best interest of both customer and company

· Escalate customer issues to appropriate management as necessary

· Follow up with technicians on cases, making sure cases have been properly notated and customer’s issues have been satisfactory addressed

· Respond promptly to customer inquiries, assign to a technician or manager in order to resolve customer complaints in a professional manner, even with unpleasant customers 

· Notate cases with any customer updates whether through email or phone; inform the technicians of new updates as needed 

· Contact customers with survey email request and follow-up call to collect customer satisfaction feedback.

· Coordinate with Service Manager when Manager is offsite to ensure call queue is manageable and no issues are arising 
· When the service queue of calls is over flowing, reach out to other departments to assist with call volume and/or other customer requests; track and document queued calls to ensure eventual timely assignment to the appropriate technician
· Send out information as requested by customer i.e. - manuals, shipping information, programs, quotes, anything else that might deem necessary
· Reach out to other departments to better assist customer’s needs 

· Work with the Sales Department on any incoming requests (web chats, web support forms, phone calls, emails) that that are appropriate to route to the Service Department

· Assist and route any billing-related inquiries, such as invoices or credit applications to the Accounting department

· Collect credit card processing, when necessary 
· Assist the Order Fulfillment Representative, when asked, to research obtaining parts from production inventory and coordinate with Purchasing department

· Verify information matching in MAS and inventory and coordinate with Shipping department to product shipped to a customer when urgent

· Reach out to vendors to assist the customer’s needs

· Relay accurate information if they call in when technician is unavailable 

· Partner with Order Fulfillment Representative to process all RMA’s and warranty repairs as necessary:

· This involves many aspects and is time sensitive (although RMA’s take approximately a month to complete the cycle)
· To be the coordinator between the vendor and customer for all communications to complete RMA process

· To assist with overseas customers as needed

· Create service or parts quotes as requested by Order Fulfillment Representative or management; Reach out to the customers for a PO, convert the quote to a sales order and have item shipped out
· Retrieve all end of day tracking information from shipping 

· Collect paperwork from Order Fulfillment Rep and turn into accounting Rep

· Send tracking information to the customer

· Copy all information for department use/resource

· Track all packages; if there is a delay, notify the customer immediately. Continue to watch until package arrives

I. If delay is anything other than weather related, contact shipping company for reimbursement of shipping cost

II. Inform accounting of billing adjustment

III. Inform customer for their billing purpose

· Assist coordination with technician travel arrangements

· Print a copy of installation/Service checklist for technicians before they leave for onsite visit if the technician leaves suddenly, send via email for technician to fill out while onsite

· File all forms/paperwork brought back from technicians after service/install to the appropriate locations (file servers or databases)

· Assist communication and documentation with sales representatives/dealers

I. Retain all paperwork from the vendors; this includes but is not limited to obtaining and filing:

a. A copy of programs/backups of PLC

b. Installation checklists 

c. Pictures of damage or anything not correct when machine left facility

II. For any parts that were missing for installation, coordinate with Order Fulfillment Representative to resolve.

III. Stay in communication with billing as all information must be received before billing can generate a final check to salesperson. 

IV. Escalate as needed to vendor or customer management

· Take Service Department meeting minutes, email to appropriate personnel

· Assist with updating and maintaining information feed to Service wall monitor. 

· Attends training sessions as needed to advance personal proficiency and knowledge

· Provides input for process improvement regarding departmental processes

· Perform other temporary duties as assigned
· Assist in Check-in/Check-out inventory inspection for the department lasers
	Education/Skills/

Physical Job Requirements
	· High School Diploma or equivalent. 

· One year customer service experience.

· Excellent interpersonal and communication skills, both in writing and in speech.  
· Pleasant and calming demeanor.
· Strong analytical and problem solving skills.
· Basic understanding of MS Office Suite; must be able to use Excel.

· Ability to accept change and thrive in growing Service Department.
· Able to work in a room with multiple people on the phone. 

· Ability to multi task on a routine basis; ability to work in a fast-paced environment.
· Must be able to sit for long periods of time.
· Ability to lift up to 25 lbs.
· Working knowledge of business CRS/ERP systems; knowledge of Sales Force and SAGE100 a plus.
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Specific Job Duties










