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	Job Description

	Position Title
	Customer Support Rep

	Reports To
	Customer Support Manager

	FLSA Status
	Non-Exempt

	Version Date
	July 2022

	Position Information

	Assignment Category
	Regular, Full Time

	Location
	Boxborough, MA

	Job Description Summary

	Work with a variety of customers and vendors on various issues. Also includes communication with intradepartmental personnel, Sales, Purchasing, Accounting.

	

	Key Functions and Requirements
The major tasks and duties of the job include but are not limited to:

	· Answer telephone, retrieve and provide information for customers wanting status of their sales order or to process a return or to file a warranty claim.

· Contact vendors as necessary and follow-up with customers.

· Answer customer queries in HelpDesk in a timely manner.

· Work with Sales persons as needed to assist in any post sale issue that they require assistance with.

· Work with Accounting on any issues that are discovered upon receipt of invoices.

· Work with customers to provide the necessary contact information they need in the event they call with a warranty issue. Be sure to direct them to the appropriate contact, and if time permits follow up with a courtesy call.

· Perform other related duties as deemed necessary and appropriate.

	Qualifications and Experience Profile

	· The ability to use a personal computer and various office applications including Word and Excel, as well as navigate through a variety of websites and use of Google Suite applications.

· Knowledge of modern office procedures and methods including telephone and email communications.

· The ability to develop knowledge of and work with Everest software and applications.

· The ability to work independently, establish and prioritize tasks and proceed with objectives with minimal supervision.

· The ability to handle and resolve recurring problems appropriately and professionally.
· Should possess a high school diploma or the equivalent education - Required; Associates Degree - Preferred

· Minimum of 1 year in a customer service setting

	Desired Skills

	· The ability to use a personal computer and various micro soft office applications including word and excel, as well as navigate through a variety of websites. 

· Knowledge of modern office procedures and methods including telephone and email communications. 

· The ability to develop knowledge of and work with ERP software and applications. 

· The ability to work independently, establish and prioritize tasks and proceed with objectives with minimal supervision. 

· The ability to handle and resolve recurring problems appropriately and professionally. 

	Supervisory Responsibility

	· None

	Working Conditions/Physical Demands

	· Typical office environment with adequate lighting and ventilation. Subject to variety of noise and temperature levels.

· Should be able to multi-task including answering the phone and looking up information on a computer, as well as work in a team atmosphere.

· Have the disposition to cope with a variety of personalities including irate or irrational customers, as well as being capable of making rational independent decisions.

· Physical requirements include sitting or standing for a long period of time, up to 8 hours.

· Moderate dexterity to include use of keyboard, phone, hand/eye coordination.

· May occasionally be required to work extra hours when it is necessary to complete work assignment 


The above statements are intended to describe the general nature and level of work being performed by people assigned to do this job. The above is not intended to be an exhaustive list of all responsibilities and duties required.
altE is an equal opportunity employer. It is the policy of the Company to prohibit discrimination and harassment of any type and to afford equal employment opportunities to employees and applicants, without regard to race, color, religion, sex, national origin, age, disability, genetic information, gender identity or expression, or veteran status. The Company will conform to the spirit as well as the letter of all applicable laws and regulations. The Company will take action to employ, advance in employment and treat qualified Vietnam era veterans and disabled veterans without discrimination in all employment practices.
Note: External and internal applicants, as well as position incumbents who become disabled as defined under the Americans with Disabilities Act must be able to perform the essential job functions (as listed) either unaided or with the assistance of a reasonable accommodation to be determined by management on a case by case basis.
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