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PROFILE: TITLE : Customer Experience Associate  
 

Department Business Location Position Type Pay Grade 

Customer Service Los Angeles Full Time  
 

Classification 
 

Non-Exempt:  This position will be paid on an hourly basis for all hours worked, and is considered eligible for payment of 
overtime pay per applicable state law 
 

Position in Company   
 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
The implementation of the roles depicted in the organizational chart above varies in line with the size and scope of the business location. 

 

Objective / Purpose of the Position  

The Customer Experience Associate will be an integral part of our online customers’ interactions with H&B. This role 
will serve as the “face of the brand” to quickly and adeptly address and solve all questions and concerns that 
customers raise with the company through phone, email, and chat.  

. 
 
Tasks / Responsibilities  

1. Build relationships with our customers and advocate for them by responding to inquiries via email, telephone, or 

social tools. 

2. Ask questions to better understand the customers’ needs and priorities, and problem-solve to find a suitable 

resolution. 

3. Respond to customer inquiries by understanding inquiry; review previous inquiries and responses; gather and 

research information; assemble and forward information; verify customer’s understanding of information you 

provided. 

4. Record customer inquiries by documenting inquiry and response in customers’ accounts. 

5. Research and resolve all customer inquiries and complaints to ensure high level of customer retention and 

satisfaction. 

6. Perform operational tasks associated with order tracking and fulfillment, refund assistance, and processing of 

credits and gift cards. 

7. Help maintain systems for the Customer Experience Department by reporting system issues to the direct 

supervisor. 

8. Prepare for customer inquiries by studying products (past and future product lines), services, and customer 

service processes. Performs other duties as assigned. 

9. Independently leads and completes ad hoc requests to support the broader CX effort, as asked by CX Manager 

10. Uses exceptional judgment and demonstrates the outstanding personal character in determining appropriate 

resolutions for each customer situation, including unusual and complex situations 

11. Proactively flags issues that arise and proposes appropriate solutions to address them 

 

Abilities 

1. Driven, confident, and articulate 

2. Customer focused 

3. Self-starter with the ability to communicate effectively in a team environment 

Customer Experience Associate  

Customer Experience Manager  
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4. Organization and data entry skills 

5. Analyzing information 

6. Reporting skills 

7. Ability to prioritize tasks appropriately throughout the day to meet changing needs and circumstances 

8. Exceptionally cheerful, can-do disposition  

 

Physical Demands 

 
1. Regular and extensive computer and phone use  

 

Preferred Experience/ Minimum Qualifications  

 
1. High school diploma, general education degree or equivalent 

2. Direct to Consumer experience, specifically supporting Retail or an eCommerce business preferred 

3. Computer skills, including proficiency in MS Office (Word, Excel) and MS Outlook 

4. Ability to learn/operate new platforms/applications and adapt to changing technology needs 

5. Proven ability to exercise sound judgment in interactions and correspondence with customers 

6. CRM platform experience a plus 

 
 

 

The above statements are intended to describe the general nature and level of work being performed by the incumbent(s) of this job. They are 
not intended to be an exhaustive list of all responsibilities and activities required of the position. 
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