
 

OVERNIGHT CUSTOMER CARE SUPERVISOR,  

CLAPHAM COMMON 

Department – Eshop 

Reporting to the Customer Care Manager 

 

THE BRAND 

MATCHESFASHION.COM is the global luxury-shopping destination for men and women, bringing 

together a modern edit of over 400 established and emerging designers. Experience 

MATCHESFASHION.COM online, in its London stores and at No.23, our private-shopping 

townhouse. With over 25 years in luxury fashion, we deliver to over 190 countries and offer 24/7 

advice through MyStylist, our dedicated fashion-concierge team. 

THE ROLE 

 

Working within the E-Shop team, this role is the first point of contact for customers calling EShop.  

This role is responsible for ensuring that all communication and action taken enables E-Shop to 

improve, maintain and deliver exceptional customer service. This position requires the individual to 

take ownership of their business area, develop and drive new Customer Care initiatives as well as 

processing key data pivotal to ensuring the team’s efficiency. 

  

The main objective of this role is to take responsibility for increasing the direct website sales through 

amazing customer service, ensuring high returns and cancellations are converted where possible. 

 

THE RESPONSIBILITIES 

 

 LEAD by example, inspire team members and use initiative amongst the team to offer 

outstanding services to customers at all time. 
 

 MOTIVATES team to achieve workload targets and ensures the team is meeting and 

exceeding these targets from quality and quantity perspective. 
 

 ENCOURAGE the team to take ownership in resolving customers’ issues and to identify 

ways to personalize the experience of every customer, whenever possible. 
 

 REPORTING to Customer Care Manager you will act as the first line of escalation for any 

customer query or complaint from the customer care team. 
 

 RESPONSIBLE to make sure that the End of Day summary reports are completed to ensure 

visibility of team performance, customer behaviour, feedback patterns and proactively 

identify and act on issues as they arise.  
 

 AUTHORIZE refunds and compensation claims from customers and to report them 

accurately to Customer Care Manager. 
 

 ENSURE internal and external service level with customers is achieved. 
 

 WORK alongside Customer Care Manager to identify training needs for team of consultants. 
 

 RESPONSIBLE for ensuring that all the in-house processes and procedures are accurately 

adhered to at all times. 
 

 MONITOR telephony systems to oversee and ensure team productivity. 
 

 PROVIDE support, mentorship and coaching to Customer Care Advisors. 
 



 

 RESPONSIBLE for reviewing team on a regular basis; providing feedback, identifying areas 

of development and improvement and setting objectives. 
 

 PRO-ACTIVE and able to show initiative and ideas to constantly improve the service 

provided to our customers. 
 

 OVERSEE team’s attendance, conduct and daily performance - proactively addressing 

concerns in a timely and appropriate manor. 
 

 INVOLVED in recruitment process of team, conducting interviews alongside HR and 

Customer Care Manager. 
 

 PLAN and organize team monthly rotas. 
  

 ANY OTHER duties as reasonably requested. 

 
 

ABOUT YOU 

 

 Previous luxury sales and service experience in a retail environment, preferably within a 

contact centre environment. 

 Excellent verbal and written communication skills. 

 Demonstrates people management skills, ability to lead and motivate a team. 

 Must show an affinity with the luxury consumer. 

 Commercial, sales driven approach is essential. 

 Ability to achieve results through influence and problem solving. 

 Flexible attitude and positive approach to change. 

 Self-motivated, proactive and energetic. 

 

From the moment you join our team we aspire to make your employment experience an 

engaging and memorable one. 

 

If you are energetic, hardworking and thrive in a collaborative and fast-paced environment, 

then please apply with a CV and covering letter stating your salary details and notice period. 


