
 

 

 

TEMPORARY OVERNIGHT CUSTOMER CARE ASSISTANT,  

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 eShop team this role is the first point of contact for customers calling the eShop. 

This role is responsible for ensuring that all communication and action taken enables the eShop to 

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

take ownership of their business area and believe that delivering exceptional customer service is 

pivotal to the success of the business. 

 

The main objective of this role is to take responsibility for delivering and increasing the direct website 

sales while providing the highest levels of customer care during this busy sale period. 

  

 

THE RESPONSIBILITIES 

 

 BEING the first point of contact for customers contacting the website, ensuring all 

communication is answered within 2-3 hours where possible. 

 

 LOGGING of relevant customer data ensuring any reports or logs are updated regularly and 

accurately as required. 

 

 IDENTIFYING high spending or priority level customers that can be passed to the MyStylist 

team to help grow our online MyStylist team customer base. 

 

 MANAGING the faulty returns process, ensuring customers are notified of issues and 

discounts negotiated as needed.  Logging this data as required and working with the Customer 

Services Manager to resolve issues. 

 

 DEALING with all customer enquiries; chasing deliveries, resolving simple technical issues 

and forwarding client queries to relevant teams where necessary. 

 

 RESPOND to any customer complaints from the site; ensuring the highest levels of service 

are given every time and liaising with the Customer Care Supervisor and EShop Manager to 

ensure a suitable resolution. 

 

 ENSURING customers updated regularly regarding any ongoing queries. 

 

 MANAGING the returns process; ensuring returns are processed within 24 hours of arrival. 

 

 ANY other duties as reasonably requested 

 



 

 

ABOUT YOU 

 

If you are successful you must be available to start this position at short notice 

 

 Excellent experience with Customer Care in an office environment or on the shop floor 

 Excellent written and verbal communication skills. Fluency in a second language is 

beneficial. 

 Have the ability to commit to overnight working hours (either 8pm – 4am or 2.30am – 11am) 

– only one shift of will be required to adhere to throughout the week 

 Transportation to/from work during unsociable working hours will be arranged 

 Good team player 

 Excellent written skills and excellent communication skills  

 Able to take initiative 

 Excellent eye for detail and good organizational skills 

 Experience with Microsoft packages 

 

 

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. 


