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	Job title
	Customer Service Executive

	Department
	Customer Experience

	Reports to
	Customer Service Team Lead

	Location / type
	Lahore office – full time, hybrid (3 days on site)

	Salary range
	PKR 90,000 – 120,000 per month + performance bonus

	Job code
	CX-102


Job purpose
Provide fast, friendly and accurate support to customers by phone, email and chat, resolving queries on first contact wherever possible and helping build long-term customer loyalty.
Key responsibilities
•  Answer customer calls, emails and chats within agreed response times.
•  Resolve questions about orders, deliveries, returns and billing.
•  Log every interaction and follow-up accurately in the CRM system.
•  Escalate complex complaints to the team lead with full details.
•  Process refunds, exchanges and order changes in line with policy.
•  Share customer feedback and recurring issues with the product team.
•  Meet monthly targets for satisfaction score, response time and resolution rate.
Requirements
	Essential
	Desirable

	Bachelor’s degree or equivalent experience
	1+ year in a call centre or e-commerce support

	Excellent spoken and written English and Urdu
	Experience with CRM or helpdesk software

	Confident computer skills (email, MS Office)
	Knowledge of a third language

	Patient, polite and solution-focused
	Experience handling social media queries


Key performance indicators
•  Customer satisfaction (CSAT) ≥ 90%
•  First response within 2 hours for email; 1 minute for chat
•  First-contact resolution ≥ 75%
Working conditions and benefits
Monday–Friday, 9:00 am – 6:00 pm, with one Saturday shift per month. Health insurance, paid annual leave, training budget and laptop provided.
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