Sample Job Description: Chief Service Officer
Position Title: Chief Service Officer

Purpose: Plan and coordinate systems and training to achieve desired customer satisfaction levels and sustain company focus on all aspects of customer service.

Duties and Responsibilities:

●
Develop and implement procedures that ensure customers enjoy an exceptional new home building experience and that result in high customer satisfaction ratings and increased repeat and referral sales. 

●
Oversee development, implementation, coordination, and maintenance of Universal Service Guidelines (USG) to ensure that all employees, home buyers, and associates receive consistent and exceptional service at all times from all departments.

●
Apply the USG in all dealings with home buyers, colleagues, or associates. 

●
Monitor written materials customers encounter and recommend changes to ensure forthright and hospitable communication to customers.

●
Select and institute a portfolio of feedback systems to identify improvement opportunities and recognize accomplishments. 

●
Circulate feedback results to appropriate personnel on a regular basis; ensure review, interpretation, and where needed, action plans for improvement and innovation in all aspects of customer services. 

Sales and Marketing

●
Orient and update sales personnel regarding service procedures, including preconstruction conference, frame stage tour, orientation, and warranty service.

●
Assist sales staff in responding promptly and accurately to buyers’ questions about product, procedures, and services.

●
Provide sales offices with [Builder] Home Owner Guides and other materials to promote positive and realistic customer expectations regarding the product, the process, and related services.

●
Assist in planning and managing programs to increase repeat and referral sales. 

Construction Process

●
Develop procedures for change orders that balance sales and marketing’s need for flexibility with construction’s need for orderly processes and adequate notice.

●
Organize and implement preconstruction conferences and frame tours for home buyers to keep them informed and involved in the process, answer their questions, and resolve issues promptly. 

●
In large communities, develop and implement home buyer seminars.

●
Work with sales and construction to establish site-visit policies that ensure safety, customer involvement, and orderly operations for on-site personnel.

●
Assist sales and construction personnel in resolving home buyer issues during construction, documenting the results, and identifying needed changes to prevent recurrences. 

Delivery

●
Train personnel to perform home owner orientations in a consistent and positive manner.

●
Monitor completion of orientation items and ensure timely response by construction personnel.

●
Develop and maintain a regular reporting system that summarizes the number, nature, and completion of orientation items. 

●
Assist in identifying recurring items; work with construction and trades to eliminate them, where possible, to improve product quality. 

Continued

Continued
Warranty

●
Create procedures for processing routine, emergency, and out-of-warranty items.

●
Plan and oversee customer service training for warranty staff. 

●
Appraise performance of each warranty staff member.

●
Maintain a reporting system summarizing the number, nature, and completion of warranty items.

●
Identify recurring items; work with construction and trades to eliminate them where possible.

●
Document and appraise performance of trade contractors in warranty service and treatment of customers. Work with the [builder]’s trades to improve customer service performance and attitudes.

●
Control costs by efficient use of personnel, appropriate back charges to trades, and feedback to construction and purchasing regarding recurring items.

Supervisory Responsibilities: Warranty Manager

Reports to: President











































