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Retail - Customer Service Representative
Company Name: [INSERT COMPANY NAME HERE]
Department: E-commerce
Reports to: E-commerce Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
We're hiring a Customer Service Representative to help customers by phone, email and chat, mostly about online orders. You'll track orders, fix shipping problems, process returns and exchanges, and answer product questions. You'll also work with stores on pickup orders and in-store issues that customers contact us about.
2. Essential Duties and Responsibilities
1. Answer calls, emails and chats about order status, shipping, returns, sizing and product details.
1. Process online returns, exchanges and refunds by the return policy.
1. Fix order problems: wrong items, damaged packages, lost shipments and address changes before shipping.
1. Contact stores about pickup orders, held items and complaints from a store visit.
1. Log every contact in [your help desk software] with clear notes.
1. Flag repeat problems, such as a product that keeps getting returned, to the E-commerce Manager.
3. Key Tasks / Daily Activities
1. Work through the overnight inbox first, oldest messages first.
1. Answer live chats and calls during business hours.
1. File claims with carriers for lost or damaged packages.
1. Issue refunds for returns the warehouse has received and checked.
1. Hand off unresolved issues with notes so nothing is dropped.
4. Key Performance Indicators (KPIs)
1. First response time: [your target].
1. Issues resolved on the first contact: [your target].
1. Customer satisfaction score: [your target].
1. Tickets handled per day: [your target].
5. Required Qualifications and Skills
1. [1+] years of customer service experience by phone, email or chat.
1. Clear, friendly writing with correct spelling and grammar.
1. Comfortable with help desk software and switching between several screens.
1. Can follow return and refund policies and explain them kindly.
6. Preferred Experience
1. Customer service experience for an online store.
1. Experience with [your e-commerce platform].
1. Knowledge of [your product category].
7. Physical Requirements
1. Sit at a computer and use a headset for most of the shift.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Central office or remote[, per your policy].
1. Schedule: [your hours], with weekend coverage on a rotation.
1. Extended hours during the holiday season and after big promotions.
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new customer service representative gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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