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Consultant / Consultant C / Consultant-Bilingual

Summary
Contribute to Frontier’s revenue results by selling Frontier broadband, entertainment & telecommunications products and services.  Attain or exceed a monthly sales objective.  Additional functions may include, investigating and resolving customer inquiries, disputes and/or complaints on service, billing, rates, adjustments, and policy issues.  Calling customers to negotiate collection of overdue bills and advising customers of service interruption for non-payment of bills.
General Duties

Duties may include, but are not limited to, the following: 

A. Respond to requests from customers or their agents and equipment vendors (where applicable) for Frontier broadband, entertainment and telecommunications products and services; including validation of bills for services, and arrange for the installation, disconnection, or changes of products and services.

B. Verify service order accuracy and completeness. Enter service order corrections, and/or changes as appropriate. 

C. Establish and assess customer credit information, while safeguarding customer information. 

D. Interact with other Frontier departments by telephone, in writing or via electronic systems to achieve customer requirements.

E. Operate a computer with multiple systems and applications  to establish, update, and/or retrieve customer service data while simultaneously negotiating with customers and/or other Frontier employees
F. Meet or exceed corporate sales objectives through interviewing and identifying customer needs to proactively offer for sale Frontier key broadband, entertainment & telecommunications products and services.

G. Meet or exceed corporate requirements for Cash Flow / Risk Management through identification of Toll Abuse and Subscription Fraud along with timely and appropriate action to eliminate or minimize financial loss.  
H. Achieve dollars recovered results.
I. Collecting delinquent bills by telephone or in writing. Collecting unbilled/billed toll revenue associated with LD Risk Blocked accounts.   Referring delinquent accounts to collection agents as appropriate.  Preparing and transmitting denials, restorals and disconnects for non-payment and theft of service. Completing all clerical activities associated with the collection of delinquent bills. 
J. Investigate and resolve customer inquiries, disputes and/or complaints on service, billing, rates, adjustments, and policy issues. Calculate rates and issue adjustments.  

K. Promote a positive corporate image and customer perception of Frontier and maintain a high level of customer service on all customer contacts. This includes but is not limited to effectively managing concerns and contacts with customers who may be appear to be dissatisfied.

L. Represent the company in court when legal claims are filed on service accounts.

M. Conduct customer education on a variety of Frontier broadband, entertainment & telecommunications products and services via telephone.  Provide customers with sales fulfillment material.  Conduct customer education on Fraud Protection via telephone.  Provide written Credit Profile updates to the customer when appropriate.
N. To be on time for scheduled work tours, return from breaks and lunches, and adhere to on-line time requirements to achieve and maintain service level requirements, productivity and quality results.

O. Create refund checks for major accounts
P. May be required to perform additional duties and tasks as required by the Company.
Basic Qualifications

A. Security background investigation may be required.

B. Ability to communicate effectively with customers. May be required to communicate in a foreign language.

C. Strong organizational skills with the ability to concurrently manage several priorities (Ex. ability to touch-type while communicating with clients).

D. Confined to a stationary work station, using a computer and headset for extended periods of time.

E. Job site visits will generally be granted only where a contractual obligation exists.

F. Must be available to work scheduled tours designated by the Collective Bargaining Agreement and/or the needs of the business.  Associates may be required to work evenings, weekends, holidays, and overtime as the needs of the business necessitate.  Non-scheduled days will be required as needs of the business necessitate.  
Training

Training generally includes classroom and on-the-job training which could include self-paced multimedia training. Students are required to meet training standards in order to be retained in the job.

Frontier is an Equal Employment Opportunity Company and does not discriminate on the basis of age, color, citizenship status, disability, disabled veteran status, gender, marital status, national origin, race, religion, sexual orientation, Vietnam-era veteran status or any other characteristic protected by applicable law.

www.FrontierRISING.org
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