18/08/2022

Notice of Internal recruitment 
Ecostore Customer Service Team 
Role available
Customer Service Representative
Location:
Customer service team- Unit D, 60 Leon Leicester Ave / P O Box 251 532 / Mount Wellington / Auckland 1060
Starting date – Late September, or earlier depending on availability / notice period.
Overview of Role
To ensure our wholesale, fundraising, loyalty and e-commerce customer’s needs are met through providing a high level of customer service, building customer relationships and following established procedures.
To ensure our customers see ecostore as a preferred brand with excellent customer service and technical support.
To provide sales support to the Customer Service Manager and wider team as required
Provide 5-star customer service to all our customers in NZ and AU, ensuring all customers who get in touch with us receive superior care and their experience is easy and pleasurable.
Receive orders by phone, fax or email and ensure they are efficiently managed.
Process and complete all orders in NetSuite in a timely and efficient manner which ensures a high level of accuracy. Ensuring all processes are followed and adhered to.
Efficiently manage and handle sample orders and point of sale requests as needed. 
Clearly communicate any special requests, issues or extra details of an order with the appropriate team members and external parties.
Liaison with distribution providers where required
Effectively manage customer queries & complaints including delivery issues and product replacements. Ensure a positive outcome is achieved for all parties.
Process credit requests following current procedures in a timely manner while ensuring a high level of accuracy.
Assist in co-ordination of debtor management where and when needed.
Your role will be to assist the team to handle all inbound customer related enquiries which includes providing online support as well as over the phone. Similarly, the successful individual will have a high level of initiative, attention to detail, and be able to handle multiple tasks effectively.

Key skills required
Minimum 1-2 years customer service experience
· Previous experience in a professional customer service role with a track record of effectively managing customer queries and complaints; ideally in a service delivery environment
· Effective communication skills and ability to adapt style according to the requirements of each unique customer
· Experience in maintaining accurate data and electronic records
· Ability to effectively assess customer needs and make sound judgement when providing advice through the application of relevant policies, guidelines and processes
· Experience proactively dealing with a broad range of customers
· Experience effectively managing competing demands to achieve positive customer outcomes, in line with broader organisational goals and priorities 
· Technical knowledge
· Industry knowledge – grocery / wholesale / retail
· Relationship Building
· Strong interpersonal skills
· Ability to handle a high volume of online queries through email, as well as over the phone
· Have confidence to handle complaints and difficult calls 
· Lengthy and proven experience within a phone-based customer service administration role
· Experience working within a fast-paced environment
· Strong administration skills
· Solution orientated approach to work

Please email all expressions of interest to giles.young@ecostore.co.nz
Further information and full job descriptions available upon request
Applications close 26/08/2022


