
Burt Process Equipment 
100 Overlook Drive, Hamden, CT, 06514 

(P) 203-287-1985, (F) 203-288-7354 
www.burtprocess.com 

 
Position Title: Customer Service                  Department: Customer Service Team                           Division: Distribution      
Reports To: Client Success Manager           Level: Tier One                                                                  FLSA Status: Non-Exempt 
Position Summary: We are seeking a skilled customer service agent to join our customer service team. This position is tier one and 
is responsible for addressing our client’s transactional needs using our case management software (ticketing system). In this 
position, you will enter orders, track the progress of those orders, expedite as needed, resolve issues that may arise during the 
fulfillment process and after order fulfillment. You will learn and manage multiple ecommerce sites including Shop Burt, Amazon, 
Walmart and FHD. After your onboarding within one to three months, you will be answering clients calls requesting order status, 
price, availability and after sales questions pertaining to billing. Training with our accounting team, clerical assistant, data entry 
coordinator, and inventory control specialist will be provided during your first three months. Shadowing within the first three 
months with our purchasing team and shipping/receiving teams will be provided.  
Essential Functions:  

- Provide a high level of satisfaction by responding promptly, professionally, and efficiently to all client related requests. 
- Research, communicate, report, resolve and archive as required all client related questions using our software systems. 
- Build client relationships while working to support all transactional requests.  
- Manage tasks, reports, and projects while proactively communicating with your mentor status updates. 
- Support exceptional team communication both verbally and written. 
- Self-manage development opportunities afforded through webinars, learning management systems and team initiatives. 

Position Expectations: 
- One-hour order entry and confirmation back to client. 
- Four-hour window to provide client proposals.  
- Twenty-minute escalation to mentor if unable to determine next steps against case.  
- Phone queue management team members will be logged into the phone pool for 7 ½ hours upon training. 
- Open order reports completed and submitted back to leadership on weekly basis (managed through tasks).  

Knowledge & Skills: 
- Highly organized and detail oriented. 
- Excellent written and verbal communication. 
- Critical thinker, solutions provider. 
- Self-starter that sets professional goals to support individual growth. 
- Ability to work in a fast-paced environment while managing multiple tasks.   

Minimum Qualifications: 
- 2 to 5 years of experience in client relations and/or inside sales. 
- Passionate about building and maintaining client relations. 
- Strong computer, phone presence and software skills (Microsoft Office, P21, Salesforce). 

Physical Requirements: 
- Must be able to lift 10lbs unaided; must be able to sit for long periods of time; must be able to type, bend and reach.  

Culture and Environment:  
- Typical professional office environment; as well as exposure to manufacturing conditions.  
- Must be able to handle varying levels of stress while working in a fast past environment.  
- Routinely use standard office equipment such as computers, phones, copies, printers, etc.  
- Must contribute to a positive working environment; must be a team player.  

All duties and responsibilities are essential job functions and requirements of this position. These are subject to possible modifications 
to reasonably accommodate individuals with disabilities. To perform this job successfully, the team member(s) will possess the skills, 

aptitudes, and abilities to perform each duty proficiently. The requirements listed in this document are the minimum levels of 
knowledge, skill, and abilities for this position. This in no way states or implies that these are the only job duties to be performed by 

the team member(s). Team member(s) will be required to follow any other job-related assignments, instructions and duties instructed 
by authorized personnel. This document does not create an employment contract, implied or otherwise other than an “at will” 

relationship.  
 

Employee Signature: ____________________________________________________________  Date: _________________________ 

Employee Printed Name: _________________________________________________________ Date: _________________________                                                                                      

Manager Signature: _____________________________________________________________ Date: _________________________ 

Managers Printed Name: _________________________________________________________ Date: _________________________ 

http://www.burtprocess.com/
https://burtprocess.com/hr-employment-application

	Apply Now: 


