[image: image1.jpg]Frontier



Service Representative    

Summary

Contributes to revenue growth by servicing Frontier Broadband, entertainment and telecommunications products and services, as well as contacting customers to negotiate collections on Frontier’s accounts receivable. Serves as principal link between the company and customers. Receives and initiates customer contacts by telephone, correspondence, and occasional personal contact. Ensures customer satisfaction by handling requests for new service, additional service, discontinuance of service, complaints and inquiries regarding service, rates, regulations and policies. Updates customer equipment and service records; establishes credit information and effects collection of delinquent accounts.  
General Duties

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

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

B. Investigate and resolve customer inquiries, disputes and/or complaints on service, billing, rates, adjustments, and policy issues. Calculate rates and issue adjustments.  

C. Collecting delinquent bills by telephone or in writing. Completing all clerical activities associated with the collection of delinquent bills.

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

E. Interacting with customers by telephone, in writing, via systems or in person. 

F. Confined to a stationary work station, operating 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, while using a headset for extended periods of time.

G. Promote a positive corporate image and customer perception of Frontier and maintain a high level of customer service on all customer contacts. Prioritizing deadlines to meet customers' needs promptly, accurately and professional, realizing that some customers may be dissatisfied. 

H. Performing a high volume of detailed paper work, and maintain a neat, orderly work area.  
I. Subject to supervisory monitoring to ensure quality customer service. 

J. May be required to perform additional duties and tasks as required by the Company.
Basic Qualifications

A. Must be able to perform physical requirements of the job, with or without a reasonable accommodation, including, but not limited to, moving and/or lifting items such as boxes of computer paper and other objects weighing up to 35 lbs. 

B. Ability to communicate effectively with customers, both orally and in writing.  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. May require driving. Must have a valid driver's license and satisfactory driving record, where applicable. 

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

F.  Security background investigation may be required.

Training
Training generally includes classroom and on-the-job training. Students are required to meet training standards in order to be retained in the job. Training may require traveling and/or overnight lodging.
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.
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