
 
 

 
 
REPORTS TO  
Chief Operating Officer 
 
LOCATION 
Biofield Tuning Headquarters | Burlington, Vermont 
 
HOURS 
40 hours per week 
 
SALARY RANGE 
Exempt Employee | $48,000 - $52,000 (based on experience) 
 
DATE OF HIRE  
TBD 
 
SUMMARY / OBJECTIVE  
The Lead Customer Service Representative supports the customer service activities of the company by 
leading the customer service team, resolving customer inquiries to ensure a positive customer experience, 
developing metrics to ensure adequate coverage for all customer service inquiries, and obtaining support from 
departments that support customer service overflow. 

This candidate will maintain a positive and friendly company image by acting as the first line of contact to 
visitors and customers in-person, online, and via telephone. Qualified candidates will have impeccable verbal 
and written communication skills, a strong ability to multitask, and a friendly demeanor. 
 
RESPONSIBILITIES / DUTIES 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 
 

Lead Customer Service Representative 

Team Optimization & Customer Support 
○ Lead a team of customer service professionals, to include both employees and contractors 

who may be in office or remote 
○ Provide guidance and solutions to team members for addressing customer inquiries 
○ Ensure adequate staffing for peak times utilizing other company employees who support 

customer service overflow, if warranted 
○ Train new hires working closely with team members to instruct them on company policies and 

best practices for resolving customer inquiries 



 
 
SKILLS  / QUALIFICATIONS 

 
BENEFITS 
Medical, Dental, Vision, Vacation, and Sick time available after a 90-day probationary period completed.  
 
WORK ENVIRONMENT 
(Due to the global pandemic, all employees are currently working remotely, however, this individual must be 
located in the state of Vermont and able to be in the office in Burlington, VT regularly when the situation 
resolves.)  
 
This is almost exclusively a computer-focused, office-based position. It is required that this individual is adept 
in using multiple forms of technological communication. If working outside of the office at any point, it is 
imperative that the person who fills this role is easily accessible and responsive during business hours. 
 
TRAVEL 
No travel is expected for this position. 
 
Please note this job description is not designed to cover or contain a comprehensive listing of activities, duties, or 
responsibilities that are required of the employee for this job. Duties, responsibilities, and activities may 
change at any time with or without notice. 

○ Conduct periodic reviews and evaluations of team member’s performance to ensure 
optimization of talent 

○ Improve overall department and organization efficiency and performance by identifying 
opportunities to enhance internal processes 

○ Organize, prioritize, and triage customer service inquiries and provide clear, concise 
information relating to the customer experience 

○ Carry out clerical duties such as answering phone calls, responding to customer emails, and 
preparing documents 

 
Other Duties as Assigned 

○ Attends appropriate business meetings 
○ Reports to upper management on any pertinent information regarding 

department/responsibilities during but not limited to, business hours 
○ Collaborate with management to build upon current systems and help facilitate the 

implementation of new software, if necessary 

● High school diploma/GED required. Associate degree preferred. 
● Proven track record, 2+ years preferred, leading a Customer Service team 
● Excellent written and oral communication, and interpersonal skills  
● Proficiency in working with Microsoft Office, G-Suite, CRM, and project management software. 
● Typing speed of at least 60 wpm  
● Excellent organizational and time management skills with the ability to prioritize and multitask  
● Reliable and trustworthy 
● Strong critical thinking, analytical, and problem resolution skills 
● Ability to adapt to changing situations in a calm and professional manner 
● Team oriented 


