
 
Job Description 

Customer Service Specialist II 
Grade 9 

 
Position Summary  
 
The Customer Service Specialist is the internal, primary contact for assigned customers. 
This position is responsible for order processing, and quotations to repeat business. This 
position is also responsible for managing/coordinating the correspondence and responses 
needed by the customer, for providing liaison support on all matters requiring same and 
the overall positive customer satisfaction. 
 
Essential Job Functions 
 
Respond to customer inquiries regarding products, services, and technical support.    
 
Work closely with outside sales managers and all internal departments to meet and 
exceed the expectations of our customers. 
   
Handle faxed, emailed, and verbal order entry with a high level of accuracy and 
efficiency. 
 
Process phone and written inquiries for information on product design, application, 
technical information, price, availability, terms and condition of sale. 
 
Develop thorough knowledge of customers, including their products, (customer drawings, 
when applicable) personnel, buying habits, their degree of importance, customer 
classification and any other important considerations.  
 
Expediently handle matters associated with complaints, adjustments, returns, credit and 
shipment tracing to customer's satisfaction.  
 
Maintain quote and order schedule awareness with data provided. 
 
Keep current on product design changes, customer and representative reassignments. 
 
Provide and maintain a set of necessary work reference material.   
 
Strive for continued improvement of departmental procedures and processes. 
 
Interface with multiple departments to assist with customer applications and inquiries. 
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Qualifications 
 
Education and Experience:​ Minimum of one year of customer service experience. 
Bachelor's degree preferred.  
 
Language Skills:​ Ability to read and interpret documents such as safety rules, operating 
and maintenance instructions, and procedure manuals.  Ability to write routine reports 
and correspondence.  Ability to communicate effectively before groups of customers or 
employees of organization. 
 
Mathematical Skills:​ Ability to add, subtract, multiply and divide.  Ability to utilize 
mathematical concepts to compute rate, ratio, percent,  discounts, interest, commissions, 
proportions, percentages , volume, and to draw and interpret bar graphs. 
 
Reasoning Ability:​ Ability to apply reasonable judgment to carry out instructions 
furnished in written, oral, or diagram form.  Ability to deal with problems involving 
several concrete variables in standardized situations. 
 
Other Required Skills: ​Proficient in Microsoft Office software; strong organizational 
and time management skills; must be able to maintain confidential information. 
 
Scope and Responsibility: ​Assists with Customer Service efforts within the corporation. 
 
Physical Demands  
 
While performing the duties of this job, the incumbent is regularly required to sit, walk, 
talk, hear and occasionally lift up to 10 pounds. 
 
Specific vision abilities required include close vision, distance vision, peripheral vision, 
depth perception and ability to focus. 
 
Work Environment 
 
The incumbent is occasionally required to work near moving mechanical parts and in 
outdoor weather conditions.  The noise level in the work environment is usually 
moderate. 


