Understandlng the Local Labor Market: Promising Career Pathways in Pittsburgh and Allegheny County is intended as a useful resource for
career counselors and other professionas responsible for helping jobseekers make informed decisions about employment and training.
Featured occupations are selected on the basis of vacancies, wages and benefits, and opportunities for advancement.

What do customer service representatives
do?

e Employers across a variety of industries hire customer service
representatives to serve asa direct point of contact for cus-
tomer questionsand concerns. They answer routine ques-
tions aswell as more involved questions requiring further re-
search and follow-up. They may also spend a portion of their
time selling additional products or servicesto customers.

e Communication with customers takes place in-person and/or
via phone, email, written mail, or fax. Job responsibilities may
vary by industry and industry-specific knowledge may be
required.

What are customer service representatives’

wages, benefits, and work conditions?

e These positions can be part-time or full-time; the Customer
Service Supply Chain (CSSC) program estimates average
hourly wages for entry-level customer service representa-
tiveslocally at $8 to $12. The PA Department of Labor and
Industry estimates average annual wages for customer ser-
vice representatives in Allegheny County at $26,074.

e Most full-time customer service representatives are eligible
for benefitsincluding medical, 401K, and sometimestui-
tion assistance for further training. These positions, es-
pecialy in acall center environment, may be closely moni-
tored and performance may be evaluated based on the vol-
ume of customers served. Some employers offer incentives
for efficiency based on the number of customers served.

Wagesfor Customer Service Representatives
Allegheny County

$35,000

$30,000

$25,000

$20,000

$15,000 -

$10,000 -

$5’(ID -3
$0 -

Entry-levd Average
Source: PA Dept. of Labor & Industry, Center for Workforce
Information & Analysis (www.dli.state.pa.us/workforceinfo)

What do customer service representatives

like about their jobs?

e Customer service representatives enjoy communicating
with and helping people by answering questions and solv-
ing problems. They aso like case managing an issue and
seeing it through from start to finish.

e Customer service representatives may benefit from flexible
schedules as many employers offer shift-work in evenings
and on weekends for these jobs.

e Customer service representatives generally work in a pro-
fessional office environment.

What are related jobs and advancement

opportunities?

o Customer service representatives possess skillsthat are
transferable across industries and to other related occupa-
tionsincluding: account manager; clerk; teller; salesperson;
computer support specialist; and, medical receptionist.

e Someloca employers, particularly in the healthcare and fi-
nancial servicesindustries, consider customer servicerep-
resentative positionsasatraining ground for higher-
level positionswithin the company. Through work experi-
ence and good performance, customer service representa-
tives may move to higher-level jobs (in the same company
or with adifferent employer) including managerial and sales
positions.

How many customer service representative

openings are there?

e Locally, current demand for customer service representa-
tivesis high. The PA Department of Labor & Industry’s
Center for Workforce Information & Analysis estimates that
there are approximately 18,270 customer service represen-
tativesworking in Allegheny County.

e | ocal employers posted 545 local customer service repre-
sentative jobs on the Pittsburgh/Allegheny County Ca-
reer Link website (www.careerlinkpittsburgh.com) in the
past two months.

¢ In Allegheny County, alarge number of customer service
representatives work for employers in the finance and insur-
ance industry. Communications and utilities companies also
tend to hire large numbers of customer service representa-
tiveslocally. Customer service representatives working for
telecommunications and utilities firms are often unionized.



http://www.dli.state.pa.us/workforceinfo
http://www.careerlinkpittsburgh.com

Customer Service Representatives

How can | become a customer service repre- Where can | get training locally?
sentative? _ _ - _ _ Community College of Allegheny County (CCAC) Cus-
e Most customer service representative positions require ahigh tomer Service Representative Training
school diploma or equivalent. 412-237-2723; www.ccac.edu. CCAC offers a 5-week,
e Excellent communication, listening, inter personal, and 150-hour customer service representative training ad-
problem-solving skills aswell as good math skills dressing the customer service and computer skills re-
(especially in the financia services industry) are needed. quired by entry-level customer service representatives.
* Computer skillsare generally required as customer service It is offered three to four times a year and takes place
representatives often use computers to respond to customers Monday-Friday (8:30AM-3:30PM).
and to modify databases containing customer information.
¢ For thesejobs, employers seek peoplewho arefriendly and Community College of Allegheny County (CCAC) Mod-
professional and can patiently handle customers who may ern Office Sysems Training (MOST)
exhibit frustration or anger. 412-274-6440; www.ccac.edu. This program includes
e While training continues on the job, most employers look for training in office technologies, data entry, customer ser-
individuals with some relevant work experience and appli- vice, written and oral communications, payroll, and ac-
cable training for these positions. counts payable and receivable. The total training is 450
e There are somelocal training programs whereindividuals hours but students may take fewer hours by choosing the
can acquire the skills needed for customer service representa- modules they need to fill specific skill gaps.
tive positions. (Seelist, right.) These programs generally
allow individuals to choose from a menu of training modules Customer Service Supply Chain (CSSC)
in order to obtain the exact training they need. 1-877-272-2772; www.careerwired.com. CSSC offersa
e Employers often use assessments (including wor kplace skill, regular and fast-track customer service training three
workplace culture, language, and basic reading and math times a year between January and August. The program
assessments) when screening applicants for customer service includes assessments, training in key customer service
representative positions. functions, an externship, and ajob fair. It isfreeto €li-
e Employers may also require drug and alcohol, criminal gible participants.
background, and credit checks of applicants for these jabs.
Demonstrated knowledge of the industry may aso be a factor
In hiring decisions for these positions. . How do | find out about customer service
e Visit www.careerwired.com to learn more about required . A
skills and training for customer service representatives. representative jobs? _
e Pittsburgh/Allegheny County CareerLink has many cus-
tomer service representative job postings (contact 1-866-
317-JOBS or visit www.car eer linkpittsbur gh.com to
Can | get help paying for training? learn more).
e Limited training funds may be available through Pittsburgh/ e Many employers use local newspaper sto advertise cus-
Allegheny County CareerLink. tomer service representative openings.
e Somelocal training programs offer scholarship opportunities e Somelocal training programs offer career fairsfor inter-
based on income eligibility. acting with employers upon program compl etion.
Remember...

Labor markets are affected by economic, socid, and institutiond factors that are difficult to predict. No one can forecast perfectly how
many jobs will be available, or whether there will be too many or too few workersto fill those jobs. The redity is that employment is
never a guarantee, even for individuals who pursue training in demand occupations.

The Three Rivers Workforce Investment Board (TRWIB) is charged with promoting a coordinated and accountable employment and training system for Pittsburgh and Alle-
gheny County. Responsibilities include setting and monitoring local performance standards, chartering CareerLink comprehensive and community centers that provide a
range of services to jobseekers and employers, and certifying qualified training providers. Board members are appointed by Mayor Tom Murphy (City of Pittsburgh) and
Chief Executive Dan Onorato (Allegheny County).
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