Technical Customer Service Representative (TCSR) Job Profile

1. The TCSR shall maintain work habits that are in accordance with the WWCC employee policy as outlined in the WWCC Employee handbook.

2. The TCSR shall dress in an appropriate and professional manner as outlined by WWCC policies.

3. The TCSR should have excellent organizational and communicational skills.

4. The TCSR must be very outgoing, friendly, and helpful.

5. The TCSR should have the ability to adapt to daily changing circumstances

6. The TCSR should maintain their working area in an organized and clean condition.

7. The TCSR should advise the owner of any potentially hazardous conditions or damaged tools or equipment and take the appropriate action to correct any potentially hazardous conditions. 

8. The TCSR should continuously strive to improve efficiency in the facility and the overall operation of WWCC and be willing to participate in shop meetings and training programs which are sponsored by WWCC.

9. The TCSR should maintain a good work attitude and cooperate with fellow WWCC Employees.

10. The TCSR should be capable of delegating duties and supervising their completion.
11. The TCSR should be capable of managing and overseeing people.
12. The TCSR should be capable of training and indoctrinating new Administrative employees.
13. The TCSR should be proficient in the use of all WWCC management and estimating systems. 
14. The TCSR must be very thorough in their documentation processes.

15. TCSR should be proficient in damage analysis.

16. The TCSR should have basic math skills, including the use of a calculator. 

17. The TCSR should have strong “sales” skills.

18. The TCSR should provide assistance in resolving any customer concerns and/or complaints.  

19. The TCSR should be familiar with insurance company policies and procedures.  

Technical Customer Service Representative (TCSR) Job Description: 

1. The TCSR will greet customers.

2. The TCSR is responsible for Writing Estimates and Capturing the Repair. 

3. The TCSR will assist in answering the phones.

4. The TCSR will perform the DRA (Damage Review Appointments).

5. The TCSR will assist/perform the D.O. Appointment (Drop off Appointments).

6. The TCSR is responsible for monitoring and making changes as necessary to schedule book. 
7. The TCSR should document ALL owners’ request items for accountability to ensure that it is followed up on.

8. The TCSR will assist in quality control and the final inspection of vehicles.

9. The TCSR will ensure that all owners’ request items were completed.

10. The TCSR is responsible for contacting and monitoring outside referral company relationships.
11. The TCSR should at the end of every day perform the following:

1. Walk the entire parking lot, monitor vehicles stored outside to ensure protected from weather elements, also ensure that nothing will set the alarm off in the case of weather elements (I.e. blowing plastic, boxes, etc.)

12. The TCSR should be capable of initially addressing customer concerns during the delivery of a vehicle.

13. The TCSR will ensure successful completion of all RO’s that they handle.

14. The TCSR will monitor and review estimates on a regular basis.
15. The TCSR will supervise and ensure that all Pre-Ordered parts are verified for correctness and non-damaged.
16. The TCSR will supervise and ensure of adherence to the all of the WWCC SOP’s.

17. The TCSR will ensure that all supplements are written and that the carriers are notified in an appropriate time frame.

20. The TCSR must complete the Quality Control Check in Form with the customer, or at least prior to Tear Down. 
21. The TCSR should update Date Dues, Technician Lists, etc as needed throughout the course of the day, and in the evenings before close.
22. The TCSR must be competent and proficient in vehicle damage analysis.

23. The TCSR will ensure that the flags are put up and brought down each and every day that the facility is open for business.

