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Job Title: Customer Service Representative
Department: Customer Service

Reports To: Sr. Customer Service Manager
FLSA Status: Non-Exempt- Union

Prepared Date: 6/17/2026

Grade: Union

Pay: $23.50 - 25.00 per hour

POSITION SUMMARY

Handles all phases of WVT Fiber, WVT ILEC and CLEC Residential and Business customer
contacts.

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be
assigned.

Prepare, review and process applications for service and service orders for WVT and
subsidiaries.

Answer inbound calls in a timely, professional, and friendly manner

Schedule and manage installation appointments and updates

Convert inbound inquiries into new customer activations

Upsell or cross-sell fiber internet services and bundles to current customers
Accurately document all customer interactions and next steps in internal systems
Receives, records, and distributes trouble reports or service orders to crews based on
customer request/need.

Update, Manage, and Maintain customer records as applicable.

Follows up with customers to ensure satisfaction.

Have complete understanding of billing systems and procedures.

Answer customer questions and complaints.

Assist Customers with payments.

Assist walk-in Lobby Customers.

Assist manager to study and standardize procedures to improve efficiency of department
processes.

Assist in the cross training of duties and responsibilities.

Regular attendance is essential in this position.

Adhere to company safety regulations.

JOB REQUIREMENTS

EDUCATION and EXPERIENCE

Associate’s degree (A.A.) or equivalent from two-year College or technical school; or one
to three years related experience and/or training; or equivalent combination of education
and experience.
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e Must be able to deal with customers effectively, having good communication skills and a
thorough knowledge of the Company’s products and services.

o Must be able to solve problems and be tactful especially when working under pressure.

Must be accurate, be able to follow instructions and solve problems.

Previous experience in Telecom, customer service, inbound sales, retention, or

appointment scheduling preferred.

Must be available to work full-time on-site at our Warwick, NY location.

Knowledge of Microsoft Windows; proficiency in Word, Excel, and PowerPoint is a plus.

Ability to work efficiently with multiple applications and computer screens.

Strong communication, active listening, and relationship-building skills.

Results-driven and motivated to achieve performance targets.

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. Reasonable
accommodation may be made to enable individuals with disabilities to perform the essential
functions.

While performing the duties of this job, the employee is regularly required to sit; use hands to
finger, handle, or feel; and talk or hear. The employee is occasionally required to stand; walk
and reach with hands and arms. The employee must occasionally lift and/or move up to 10
pounds. Specific vision abilities required by this job include close vision and ability to adjust
focus.

WORK ENVIRONMENT

The work environment characteristics described here are representative of those an employee
encounters while performing the essential functions of this job. Reasonable accommodation
may be made to enable individuals with disabilities to perform the essential functions.

The noise level in the work environment is usually moderate.
OTHER

Employees must be available to work overtime as required, be able to travel for conferences,
seminars, and other off-site functions and must adhere to Company policies and procedures.
Regular attendance is essential (i.e. is consistently at work and on time).

This job description is not intended to be all inclusive, and the employee will also be
required to perform other reasonably related duties and tasks, in accordance with
business needs, as assigned by the immediate supervisor and other management
personnel.



