Customer Experience (CX) Representative 
Position Title: Customer Experience (CX) Representative
Department: Inside Office


Reports To: Customer Experience (CX) Manager

FLSA Status: Non-Exempt

General Summary

     The CX Representative is the primary point of contact for Venture Communications customers, delivering an exceptional experience across service, billing, and technical support. This role combines problem-solving, customer education, and collaboration with internal teams to ensure timely resolution and high satisfaction. The CX Representative operates with empathy, professionalism, and ownership in all interactions, while staying knowledgeable about company products, services, systems, and industry standards.

     This position requires adaptability in a fast-paced environment, a proactive mindset to anticipate customer needs, and a commitment to continuous learning and improvement.

Essential Job Functions

· Provide professional, courteous customer service while demonstrating empathy and patience in all interactions.
· Respond to customer inquiries and take ownership of issues from initial contact through resolution whenever possible.

· Educate customers on Venture Communications products, services, and self-service tools to help them effectively use and manage their services.

· Troubleshoot voice, video, streaming, internet, software, and hardware issues to resolve problems efficiently and minimize onsite technician visits.

· Use company systems and tools to research accounts, diagnose service issues, and resolve customer concerns before escalating.

· Create, manage, and monitor service orders and trouble tickets while coordinating scheduling and dispatch with appropriate teams.

· Process new and existing customer orders according to established procedures and company policies.

· Document customer interactions and maintain accurate records by updating billing, plant, and service information in company systems.

· Communicate clearly with customers and coworkers, adapting explanations to meet varying levels of technical understanding.

· Collaborate with network operations, technical support, and other internal teams to resolve issues and improve service delivery.

· Maintain knowledge of company systems, products, and service offerings while adapting to new technologies and changing priorities.

· Participate in community engagement activities including local events, job fairs, community meetings, and parades to support company visibility and relationships.

· Perform all other related duties as assigned by management. *

*These tasks do not meet the Americans with Disabilities Act of 1990 definition of essential job functions and are usually less than 5% of time spent. However, these tasks still constitute important performance aspects of the job.

Knowledge, Skills, and Abilities:

Knowledge:

· Knowledge of computer operating systems including Windows, iOS, and Android.
· Knowledge of internet technologies, web browsers, and online applications.

· Knowledge of Venture Communications products, services, policies, and procedures.
Skills:

· Skill in troubleshooting and resolving technical and customer service issues.
· Skill in operating and supporting various electronic devices including smartphones, smart TVs, personal computers, and residential routers.

· Skill in educating customers on products, services, and self-service tools, explaining technical concepts to customers in clear, easy to understand terms.

· Skill in problem solving and identifying practical solutions to customer concerns.

Abilities:

· Ability to communicate professionally and effectively with customers, coworkers, and business contacts.
· Ability to organize, prioritize, and manage multiple tasks in a fast-paced environment.

· Ability to work both independently and collaboratively as part of a team.

· Ability to analyze information and apply troubleshooting steps to resolve customer issues.

· Ability to maintain accuracy and pay close attention to detail.

· Ability to build positive relationships and interact effectively with customers and coworkers.

Education and Experience:    

High school diploma or equivalent. 
Physical Requirements:
	PHYSICAL REQUIREMENTS
	0-24%
	25-49%
	50-74%
	75-100%

	Seeing:

Must be able to read computer screens and various reports.
	
	
	
	X

	Hearing:

Must be able to hear

well enough to communicate

with employees and industry contacts.
	
	
	
	X

	Standing/Walking:
	X
	
	
	

	Climbing/Stooping/Kneeling:
	X
	
	
	

	Lifting/Pulling/Pushing:
	X
	
	
	

	Fingering/Grasping/Feeling:

Must be able to write, type

and use phone system.
	
	
	
	X


Working Conditions:

This factor measures the surroundings or physical conditions under which a job must be done and the extent to which those conditions make the job disagreeable. Consider the presence and relative amount of exposure to dust, dirt, heat, fumes, contaminants, cold, noise, vibration, wetness, etc.
Good working conditions with the absence of disagreeable conditions.
Note: The statements herein are intended to describe the general nature and level of work being performed by employees and are not to be construed as a complete list of responsibilities, duties and skills. Furthermore, they do not establish a contract for employment and are subject to change at the discretion of the employer, to support business operations. 
