Customer Service Representative – Home Improvement Retail
Position Summary
The Customer Service Representative is responsible for delivering exceptional customer service to homeowners, DIY customers, and professional contractors. This role involves assisting customers with product selection, processing sales orders, coordinating special orders, and ensuring accurate administrative support throughout the order lifecycle. The ideal candidate is organized, customer-focused, and knowledgeable about home improvement products and projects.
Key Responsibilities
Customer Service
· Provide friendly, knowledgeable, and professional service to all customers.
· Assist homeowners and DIY customers by recommending products and materials for home improvement projects.
· Support professional contractors by preparing accurate quotes, processing large orders, and coordinating product availability.
· Answer customer inquiries regarding products, pricing, inventory, delivery, and order status.
· Resolve customer concerns promptly while maintaining a positive shopping experience.
· Build lasting relationships with repeat customers through exceptional service and product knowledge.
Sales & Order Processing
· Process customer orders accurately and efficiently.
· Prepare quotations and convert estimates into sales orders.
· Coordinate special orders and communicate expected delivery timelines.
· Ensure all customer orders are complete and accurate before processing.
· Work closely with warehouse and receiving staff to ensure timely order fulfillment.
Administrative Responsibilities
· Create, update, and manage customer sales orders.
· Generate and maintain purchase orders for special-order merchandise.
· Verify purchase order accuracy and follow up with suppliers as needed.
· Finalize receiving documentation by matching packing slips, purchase orders, and invoices.
· Maintain organized records of customer orders, receiving documents, and supplier communications.
· Ensure inventory records are updated accurately through proper receiving procedures.
· Assist with filing, data entry, and other administrative tasks as required.
Team Collaboration
· Collaborate with sales, warehouse, and purchasing departments to ensure smooth operations.
· Communicate effectively with vendors regarding product availability and order status.
· Support store initiatives and contribute to achieving sales and customer satisfaction goals.
· Maintain a clean, organized, and safe work environment.
Qualifications
· High school diploma or equivalent.
· Previous customer service or retail experience preferred; experience in home improvement or building materials is an asset.
· Strong communication and interpersonal skills.
· Excellent organizational and time-management abilities.
· Experience processing sales orders and purchase orders.
· Comfortable working with computer systems, point-of-sale software, and Microsoft Office applications.
· Ability to multitask in a fast-paced retail environment.
· Basic knowledge of construction materials, renovation products, or home improvement projects is preferred.
· Ability to perform basic mathematical calculations accurately.
Preferred Skills
· Understanding of home renovation and construction products.
· Experience assisting contractors and commercial customers.
· Knowledge of inventory management and receiving procedures.
· Strong problem-solving and conflict-resolution skills.
· Attention to detail and commitment to accuracy.
Physical Requirements
· Ability to stand and walk for extended periods.
· Ability to lift up to 50 lbs. with assistance when required.
· Comfortable working in both retail showroom and warehouse environments.
Success in This Role
A successful Customer Service Representative provides exceptional support to every customer—from first-time DIY homeowners to experienced contractors—while maintaining accurate order processing, efficient purchasing administration, and precise receiving documentation. This role plays a vital part in ensuring customers receive the right products at the right time and enjoy an outstanding shopping experience.

