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https://www.careercross.com/company/detail-467180
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Job brief

We are looking for an ambitious and passionate Customer Success and Operations Associate to provide the best in class
“white glove” service to our customers (merchants and tourists) . You will be one of the front of the company. Given our
business model, Customer Success is absolutely vital not only for us but our customers in Japan to grow businesses. We will
not be successful unless our customers are receiving massive value from our service. As such, we need a passionate
Customer Success and Operations Associate to support the success of our customers. This role includes responsibilities for
executing day-to-day Customer Success and Operation activities (e.g., on-boarding, support, services, adoption, advocacy,
retention, tax refund operations, tax free counter operations etc.) and driving outcomes (e.g., renewals, up-sell, etc.).
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You will :

« Execute day-to-day activities including but not limited to
o Refund Operations
o Merchant Support (phone, email, online chat)
o Tourists Support (phone, email, online chat)
o Merchant Success
= Onboarding/Training for merchants (online), Contract Renewals, Cross-sell / Up-sell, Advocacy

o Other operational activities

« Drive Customer Success Outcomes
o Improve Customer Satisfaction (merchants and tourists)
o Reduce churn
o Expand our revenue in accounts through cross-sell and up-sell
« Influence the future lifetime value through higher product adoption, customer satisfaction and overall health
scores
= Drive new business growth through greater advocacy and reference-ability

« Enhance Effectiveness and Efficiency through operational process improvement
« Advocate for customers to develop the best product and service in the industry
« Report to Head of Customer Success and Operations Japan
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You need to :

« Live and have legal authorization to work in Japan

« Have willingness to learn new things, challenge new things and drive improvement

« Be prepared to work full-time hours on a rotating schedule (including weekends and holidays and Night work shift )
o ©9:30-18:30 @13:00-22:00

Be prepared to work at PIE VAT tax free counter as a temporary support staff if requested by the company

Have strong empathy for customers AND passion for efficiency, revenue and growth

Be proficient with technology

Have excellent communication skills (verbal and written)

Have an ability to communicate in Japanese with PIE VAT merchants in Japan professionally and smoothly (verbal
and written)

Have an ability to read and write English without stress

« Have Bachelor’s degree or equivalent working experience
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Nice to have:

« Have proven 2+ years experience of customer-facing role (e.g. customer support, customer success, account
management, direct sales, inside sales etc) in leading organizations

« Experience in fast-paced start-up environment

« Teaching and coaching experience

« Ability to read, write and speak other Asian languages (e.g. Chinese, Korean etc)
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