
 

 

Job Title: e-Commerce Customer Experience 
Specialist 

Date: 

Job Description:  

Handle all Sales and Service requests that come via phone, email and 

online chat 

 

Job Specific Skills, Traits & Responsibilities: 

 

1. Have the ability to prioritize, multitask, and thrive in a fast-paced environment given the 

expected high volume of Basic Customer Service inquiries ranging from order status, to 

refunds status, to warranty replacements, returns, cancellations 

2. Flexibility to work weekends and overtime as needed, including some holidays—

depending on demand and season 

3. Must have a professional and friendly attitude and be able to quickly develop rapport 

with customers on the phone 

4. Excellent interpersonal, written, and oral communication skills. Must be fluent in English 

language (being multilingual is an advantage) 

5. Excellent listening skills and the ability to ask probing questions, understand concerns, 

and overcome objections 

 

Key Activities & Duties: 

 

1. Act as the Customer ADVOCATE and let them know we are here to help them solve their 

problem. 

• Must empathize and have deep comprehension in getting in our customer’s 

shoes and working to find a resolution (not just recite the Policies) 

2. Receive various inbound calls, including transfers from sales, from end consumers with 

order related questions or issues. 

• COMMUNICATE AND SET THE EXPECTATIONS of resolutions clearly, to avoid 

repeat and chronic calls. Exposure on how to handle advanced level CS items 

3. Place outbound calls or emails to customers with follow-up information. 

• Be able to learn and understand available information and answer questions 

about product details and company/website policies and information. 

4. Assist customers in finding answers to technical questions or referring them to the 

proper channel to get answers. 

5. Perform basic functions within the system: submitting replacement requests, submitting 

return requests, submitting cancellation requests, processing credit card payments and 

credits. 

6. Meet productivity requirements and other key performance metrics as outlined by the 

company—Focused Metrics will be answer rate and QUALITY of calls, first call resolution, 

and productivity. 

7. Identify and contribute feedback, ideas or opportunities to drive process improvements 

and efficiency while maintaining a positive, professional, and friendly attitude with 

customers and co-workers at all times. 


