
The Wine Collective
Customer Service O�cer

Summary

As part of the Customer Service Team, the Customer Service Officer will be responsible for
giving best in class service experiences to our customers through a variety of channels.

Here at The Wine Collective we believe that having an exceptional wine experience should
happen each and every time you crack open a bottle, so this is the service we strive to
provide to our customers! We’re leading the digital revolution to empower discovery of a
wider world of wine.

We are looking for someone who is passionate about customer experience and results
orientated.  It’s important that we deliver on our promises to our customers – and in fact
we always go above and beyond what people expect

Roles & Responsibilities

The key areas of responsibility for our Customer Service Team are;

- Servicing customers (new & existing) through Live chat, email and inbound phone
queues

- Responding to emails within our 24 hour SLA
- Collaborating with the entire business, to ensure customers are receiving best in

class experiences
- Proactively communicating with customers if there are any known issues with

their order
- Proactively contacting our most vulnerable customers, to ensure we surprise and

delight them
- Responsible for delivering against the individual and team KPIs

Role requirements:

- Exceptional track record of delivering incredible service to customers
- Passionate and customer driven
- Permanent Full time role
- 38 hour week, with shifts covering our operation times;
- -  9am-6pm Mon and Fri
- Occasionally during busy periods, there may be a need to work extra hours

including weekends, so flexibility is preferred



- Excellent verbal and written communications, including grammar and spelling.
- Being able to multitask
- Great attitude, with a thirst for knowledge
- Staying calm under pressure
- Proactive approach

Desired attributes:

- Experience in digital based Contact Centre
- Passionate and not afraid of a challenge

What’s in it for you?

- Remote first approach to work
- Fun and professional culture
- Employee wine discounts
- Regular training and development
- Opportunities to increase your remuneration, via our development structure
- We're growing! Opportunities for growth

If you're just looking for a job, this may not be the right role. If however, you are excited
and want to take that step towards a new adventure, this could be the perfect role for you.

Along with your resume, please attach a cover letter to
sally.gray@thewinecollective.com.au describing what you are looking for in a new role,
and what experience you can bring to our organisation.

*We are a remote first company which we believe offers a better work/life balance for the
team. That doesn't stop us from communicating to each other though, with a fantastic
internal messaging system, regular video meetings or even 'after work drinks'!
Occasionally there may be a need to collaborate in person for training, projects or
initiatives. This space will be based in Sydney.


