
 

 

Job Title: Customer Service Rep (CSR) Date: 

Job Description:  

The CSR handles all front-end sales-related questions and issues; service 

or product requests and inquiries that come via phone, email and/or chat 

increasing customer satisfaction and experience 

 

Job Specific Skills, Traits & Responsibilities: 
 

1. Great communication skills both spoken and written, and keen on establishing rapport 

during conversation to find out and address exactly what the customer needs 

2. Experience in Customer Service with a friendly yet professional, confident and pleasing 

phone voice, and has outstanding soft skills 

3. Incredible listening skills and the ability to ask probing questions, understand concerns 

4. Analytic and with high-level of problem-solving skills, has excellent attention to detail, 

with exceptional organizational and time management skills 

5. Results-oriented and driven to meet & surpass set metrics (i.e., First Contact Resolution) 

6. Tech-savvy and quick to learn new software and applications (CRM, phone systems, etc.) 

 

Key Activities & Duties: 
 

1. Identify and solve customer/client issues through various channels like calls, email, text 

and online chat 

• Must empathize and have deep comprehension in getting in our 

customer/client’s shoes and working to find a resolution  

• Manage, communicate and set expectations for customer/client issues 

2. Place outbound calls, texts or emails to customers with follow-up information. 

• Be able to learn and understand available information and answer questions 

about product or service details and company/website policies and 

information.  

3. Assist customers in finding answers to sales/technical/product or service questions or 

referring them to the proper channel to get answers (escalations)  

4. Perform basic functions within the system: submitting requests, tickets, cancellations, 

scheduling, campaigns, etc.  

5. Meet productivity requirements and other key performance metrics as outlined by the 

company (i.e., First Contact Resolution) 

6. Identify and contribute feedback, ideas or opportunities to drive process improvements 

and efficiency while maintaining a positive, professional, and friendly attitude with 

customers and co-workers at all times.  


