
 
 
 
 

Job Title 
Customer Service Representative 
  
Classification 
Non Exempt 

Department 
Member Connections 

Summary/Objective  
 
The Customer Service Representative (CSR) provides effective customer service by 
establishing a working relationship with internal and external customers through 
communication via mail, email, telephone or in person.  

 

Relationships 

 
Reports to:    Customer Service Team Leader 

 
Supervises:    No supervision duties 

 

Works with:    Member Connection Team Members, Client Service 
Account Managers, Technical Support Team, and all 
other operational and functional areas of CareFactor 

 

Qualifications 

Education: Associate degree or equivalent from college or 
technical school 

 Work Experience: One to Three months to one year of related 
experience and/or training, or equivalent combination 
of education and experience 

Computer Skills:   Working knowledge in: Word, Excel and Outlook 



 
 

Competencies 

1. Member/Client Focus. 
2. Communication Proficiency. 
3. Organizational Skills. 
4. Problem Solving/Analysis. 
5. Technical Capacity. 

 

JOB DESCRIPTION 
 
Essential Functions 
 
Reasonable accommodations may be made to enable individuals with disabilities to 
perform the essential functions. 

1. Determines needs by asking customers detailed questions. 
2. Answers inquiries by clarifying desired information; researching, locating and 

providing information. 
3. Resolves problems by clarifying issues; researching and exploring answers and 

alternative solutions; implementing solutions 
4. Escalating unresolved problems. 
5. Maintains call center database by entering information. 
6.  Reviews, answers and resolves any issues for all inquires from the online support 

website. 
7.  Returns voicemail calls; answering and resolving all inquires from customers. 
8.  Keeps equipment operational by following established procedures; reporting 

malfunctions. 
9. Generates correspondence to secure additional customer information to resolve 

customer disputes. 
10. Creates letters, and miscellaneous correspondence. 
11. Enhances organization reputation by accepting ownership for accomplishing new 

and different requests; exploring opportunities to add value to job 
accomplishments. 

 

 



 
 

Work Environment 
 
This job operates in a professional office environment. This role routinely uses standard 
office equipment such as computers, phones, photocopiers, filing cabinets and fax 
machines. 

 

Physical Demands 
 
The physical demands described here are representative of those that must be met by 
an employee to successfully perform the essential functions of this job. 

While performing the duties of this job, the employee is regularly required to sit, talk or 
hear. The employee is frequently required to stand; walk; use hands to finger, handle or 
feel; and reach with hands and arms.  

 

Position Type and Expected Hours of Work 
 
This is a full-time and part-time position. Full time days and hours of work are Monday 
through Friday, 8 a.m. to 5 p.m.  Part-time days and hours will be set on an individual 
basis. 

Travel 
 
No travel is expected for this position. 

 

  



 
 

AAP/EEO Statement  
 
CareFactor provides equal employment opportunities (EEO) to all employees and 
applicants for employment without regard to race, color, religion, sex, national origin, 
age, disability or genetics. In addition to federal law requirements, CareFactor complies 
with applicable state and local laws governing nondiscrimination in employment in every 
location in which the company has facilities. This policy applies to all terms and 
conditions of employment, including recruiting, hiring, placement, promotion, 
termination, layoff, recall, leaves of absence, compensation and training. 

CareFactor expressly prohibits any form of workplace harassment based on race, color, 
religion, gender, sexual orientation, gender identity or expression, national origin, age, 
genetic information, disability, or veteran status. Improper interference with the ability of 
CareFactor’s employees to perform their job duties may result in discipline up to and 
including discharge. 

 

Other Duties 
 
Please note this job description is not designed to cover or contain a comprehensive 
listing of activities, duties or responsibilities that are required of the employee for this 
job. Duties, responsibilities and activities may change at any time with or without notice.  


