Career Profile
A weekly series providing information on career exploration
For the next couple of weeks we are focusing
on careers in Business Management and
Administration.
Business Management and Administration
careers encompass planning, organizing, directing and evaluating business functions essential
to efficient and productive business operations.
Business Management and Administration
career opportunities are available in every
sector of the economy.



More Facts

The type of work

CUSTOMER
SERVICE
REPRESENTATIVE

Overall employment growth
should result from growing industries
that specialize in handling customer
service. Specifically, telephone call
centers, also known as customer contact centers, are expected to add the
most new jobs for CSR’s. Employment
in these centers is projected to grow
39 percent from 2014 to 2024. Some
businesses are increasingly contracting
out their customer service operations
to telephone call centers because they
provide consolidated sales and customer service functions.

• Confer with customers by telephone or in person to provide information about products or
services, take or enter orders, cancel accounts, or
obtain details of complaints.
• Check to ensure that appropriate changes were
made to resolve customers’ problems.
• Resolve customers’ service or billing complaints
by performing activities such as exchanging merchandise, refunding money, or adjusting bills.

Tasha Hohn
Customer Service Supervisor
The Chronicle Telegram

Interact with customers to provide information in response to inquiries about
products and services and to handle and
resolve complaints.

• Complete contract forms, prepare change of
address records, or issue service discontinuance
orders, using computers.
• Refer unresolved customer grievances to designated departments for further investigation.

THE

• Determine charges for services requested, collect
deposits or payments, or arrange for billing.

FUTURE
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OUTLOOK

• Contact customers to respond to inquiries or to
notify them of claim investigation results or any
planned adjustments.

EARNINGS POTENTIAL

 How did you become interested in your partic-

In 2014 there were approximately 2,581,800
individuals employed as customer service
representatives (CSR’s) nationwide with a
projected increase of 10% over the next ten
years, while in Ohio, there were 80,130
CSR’s with a projected increase of 8%.

ular field?
I have always enjoyed working with people. Knowing
that I can help someone is rewarding, even if it is something small!

 How did you get to where you are today?


United States ........... $19,860 ......$31,200 ....... $51,630
Ohio ......................... $19,880 ......$30,410 ....... $48,670
Cleveland-ElyriaMentor, OH PMSA .... $21,570 ......$33,520 ....... $55,700

What path did your employment journey take?
I started in the Classified Department taking phone calls
for ads, typing obituaries, memorials and legal notices.
We merged a few years ago with the Circulation Department, creating the “Customer Service Department”.
Over the last couple years I have been given the role of
Customer Service Team Leader and recently was promoted to one of the Customer Service Supervisors!

O*Net Online, http://online.onetcenter.org

 What skills or certifications do you think are


Pathways to success:
Customer service representatives typically need a high school diploma. They usually
receive short-term on-the-job training, lasting 2 to 3 weeks. Those who work in finance
and insurance may need several months of training to learn more complicated financial
regulations.
General customer-service training may focus on procedures for answering questions,
information about a company’s products and services, and computer and telephone
use. Trainees often work under the guidance of an experienced worker for the first
few weeks of employment.

needed to be successful in this field?
You have to have clear communication skills, patience,
consistency and a broad base of knowledge to work in
the customer service field. The customer wants to know
that they are speaking with someone that can handle
their problem/issue.

 What changes have you seen over the last few


In certain industries, such as finance and insurance, customer service representatives
must remain current with changing regulations.

years?
Technology has played a large role in changes for
both Customers and Customer Service Representatives.
Customers now have the ability to make a majority of
changes/requests/complaints with self-service websites.
These sites also allow me to be more efficient at my
position to help customers.

 What is the best part of your job?
 I have enjoyed building relationships with many of my

customers over the last 7 1/2 years. I also like that you
never know what the day may bring; each day is different and provides something new!

What Employers look for in individuals:
• Customer and Personal Service - principles and processes for providing
customer and personal services. This
includes customer needs assessment,
meeting quality standards for services,
and evaluation of customer satisfaction.
• English Language - structure and content of the English language including
the meaning and spelling of words,
rules of composition, and grammar.

Sponsors

• Clerical - administrative and clerical
procedures and systems such as word
processing, managing files and records,
stenography and transcription, designing forms, and other office procedures
and terminology.
• Computers and Electronics - circuit
boards, processors, chips, electronic
equipment, and computer hardware
and software, including applications
and programming.

 Do you have any words of advice for someone


considering a career in your field?
The Customer Service field can be difficult but rewarding at the same time. It is challenging on a daily basis.
Remember to always be patient with your customers.
Listen to what they are saying and help them to resolve
their issue.

Elyria City School District
Ensuring that
each child
reaches his
or her full
potential

Sources: Occupational Information
Network, O*Net Online,
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Outlook Handbook,
http://stats.bls.gov/ocoeHow.com

