
NEIGHBORWORKS TOLEDO REGION
	JOB DESCRIPTION

	Job Title:
	Client Services Representative
	FLSA Status:
	Non Exempt

	Reports To (Job Title):
	Assistant Director of Energy Services
	Salary Grade:
	Hourly

	Approved By:
	     
	Date:
	     


	POSITION SUMMARY (brief description of the overall purpose of this job)

	Client Services Representative is responsible for coordinating the delivery of NTR’s energy services programs, including the Home Weatherization Assistance Program, Warm Choice, and Community Connections.  This position will act as the single point of contact for clients from initial application intake through completion of delivery of services.  Responsible for gathering all necessary information for intake and qualification for all NTR’s programs.  This position will also provide marketing and promotion, customer education, and community outreach activities for all programs.


	LEVEL OF WORK (select the applicable statement from JOB COMPLEXITY & IMPACT)

	General supervision provided.  Work is occasionally reviewed by a supervisor. Job holder knows and understands work requirements and completes tasks as required.  Some opportunity for making independent decisions, requiring both judgment and interpretation.  


	PRIMARY RESPONSIBILITIES  
(Listed in order of priority – most important to least important)
	% Time Spent

	1. Assist clients in the completion of applications, verify and document information on applications.  Prepare and send necessary correspondence and make field visits to complete applications as needed.  Respond to inquiries regarding status of applications.  Verify prospective clients have not received services in the past.  Send out applications for weatherization programs.  Maintain filing systems for weatherization services.
2. Identify opportunities to coordinate or refer to other housing improvement and energy services programs.  Interact with clients to communicate work to be performed, educate client as needed and collect required paperwork.   
	40%
20%

	3. Schedule all appointments (inspections/ work, etc) with client for service delivery.  Contact clients to schedule inspection appointments; coordinate schedule for inspection appointments with Inspectors and Production Supervisor; assist inspectors with communication between client and NHS; prepare files for inspection process.  Coordinate scheduling of weatherization work with client and weatherization crews.
	20%

	4. Enter data and maintain filing and computerized data tracking system to monitor status of new applications and applications in process to ensure compliance with program guidelines.
	10%

	5. Acts as “reception” for the organization. Answer telephone, direct calls, take and relay messages. Greet individuals entering office and direct them to correct destination.
6. Conduct follow-up survey activities to determine customer satisfaction, conduct marketing activities and community outreach to promote Energy Services programs and assist in completing applications.
	5%
5%


	REQUIRED KNOWLEDGE, SKILLS & QUALIFICATIONS Required Education, Training, or Experience (include certifications, licenses and registrations as applicable)

	1.   High School diploma or equivalent.  

	2.   Two years experience working in a customer service position in an office environment.  

	3. Experience operating a personal computer and using office related software.

	4. Must be able to type 35 words per minute.  

5. Demonstrated ability to perform basic math operations

	6. Must be bondable, have a valid driver’s license, reliable transportation and a driving record compatible with NHS insurance company standards.

	

	SUCCESS FACTORS

Key behaviors or attributes which are core to performing this job.

	1. Communicate effectively both orally and in writing, can complete forms, document test results and interpret work orders and technical instructions.

	2. Demonstrated ability to manage and organize work, set priorities, meet critical deadlines and exercise professional judgment to make sound decisions.

	3. Ability to develop effective working relationships with customers, sub-contractors and staff from diverse backgrounds and demonstrates a positive, success-oriented attitude.


	PHYSICAL DEMANDS & WORKING CONDITIONS
This section includes physical demands and working conditions that must be met by an employee while performing the essential duties of this position.  Reasonable accommodations may be made to enable qualified individuals with disabilities to perform the essential duties.

	Nature of work requires an ability to physically bend, lift up to 25 pounds.  Must be able to bend, squat, kneel, twist, grasp and walk throughout the course of the day on a continuous basis  Work performed may be both indoors and outdoors, with some tasks performed outdoors regardless of weather conditions.
Requires ability to communicate and exchange information, collect, compile and prepare work documents, set-up and maintain work files.  May require evening and weekend hours as business needs demand.  Also requires participation and attendance at organization sponsored events and meetings.  


This job description is not intended to be a complete list of all responsibilities, duties or skills required for the job and is subject to review and change at any time, with or without notice, in accordance with the needs of NHS of Toledo.  Since no job description can detail all the duties and responsibilities that may be required from time to time in the performance of a job, duties and responsibilities that may be inherent in a job, reasonably required for its performance, or required due to the changing nature of the job shall also be considered part of the job holder’s responsibility.
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