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Job Description

JOB TITLE: 

Customer Service Representative 

SUPERVISOR:
Manager, Customer Service 


PURPOSE: 

Customer Service Representative is the front line contact with the program customers.  The CSR enters orders, follows up internally and externally on issues and questions.  Answers incoming and makes outgoing calls. The Customer Service Representative is responsible for all aspects of orders, surveys and email tracking. 
ESSENTIAL DUTIES AND RESPONSIBILITIES:  

(In order of importance. Other duties may be assigned.)

1. Meet department goal specifications

2. Review task reports and follow up on assigned functions and orders with internal members or clients in specified or noted timeframes. 
3. Ensure orders (fax, mail, email or exchange requests) are entered by 4 pm daily.

4. Contact customers and release held orders before 4 pm
5. Note all interactions (w/customer, carriers, internal members) in comments or notes areas in regards to orders and accounts
6. Contact freight carriers, follow-up on requests with carriers and communicate information as needed to other members or carriers 
7. Assist accounting in resolving billing issues
COMPETENCIES:   

· Professional and customer-specific written and verbal communication.

· Typing abilities a must.
· Friendly and polite.
· Detail oriented 
· Product, website, carrier knowledge.

· Ability to follow directions as described in procedures.
· Professional dress.

EDUCATION and/or EXPERIENCE:  

Bachelor’s degree preferred but not required.  Previous employment experience minimum of 3 years required preferably in a Call Center environment.  Main attributes are an attention to detail, positive attitude and desire to succeed.
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