
    Job Outline                          

 
Position Title: 

 
Customer Support 
Specialist, Returns Specialist 

Department & 
Cost Center: 

Customer Services- 6030 

 
Reports to: 

Sr. Manager, Services 
 

 
Location: 

New York 

 

 

Position Overview 

Define position overview. What would you tell someone if asked “What do you do”? – write one or two sentence description or bullet 
points to describe what the role encompasses. Use easy to understand language and terminology and be as specific as possible. 

 

Provide Customer Service Assistance and support for Laerdal products while ensuring excellent 
customer satisfaction. The main focus of this role will be returns/credits & rebills. This role will handle 
complex order resolution and placements as well as customer escalations. This role requires high 
interfacing with other departments and cross functional collaboration to ensure success. This role will 
also require a high degree of critical thinking and autonomy to handle more complex orders, 
resolutions, and customer escalations. The return specialist will need to keep the business needs in 
mind while also providing exceptional customer service. 
 
 

Position Holder is Accountable For:  
Define accountabilities.  Accountability is being answerable for the result. List the key areas, projects, implementations or applications that 
the individual is solely accountable for or has the primary decision-making authority.  The purpose for defining these accountabilities is to 
clarify what the employee is accountable for and to agree exactly on the scope of authority.   Accountabilities may not be applicable for all 
roles. 

 
 

 Oversee incoming requests from customers and ensure that issues are resolved both 
promptly and thoroughly.  

 Thoroughly and efficiently gather customer information, access and fulfill customer needs, 
educate the customer where applicable to prevent the need for future contacts and 
document interactions through Siebel and QAD.   

 Troubleshoot customer issues over the phone through effective probing and identifying the 
root of the customer issue to effectively provide solutions that best resolve the issue.   

 Use automated information systems to analyze the customer’s situation.   

 Maintain a balance between company policy and customer benefit in decision making. 

 Continuously evaluate and identify opportunities to drive process improvements that 
positively impact the customer’s experience.   

 Proactively identify and address issues related to orders and customer satisfaction. 

 Manage corrections through to resolution. 

 Collaborate with Finance to process credits and rebills in order to make the customer whole 
 
 
 

 
Responsibilities:  



Describe primary responsibilities. The Responsibilities describe the most important and frequent actions that are taken by the employee in 
support of their role.  These activities should represent approximately 80% of the time spent on the job.  The intention is to provide a 
concise overview of the job, not to provide “how to” or “step-by-step” details.   

 

 Place, phone, fax and e-mail basic customer orders. 

 Create Activities and SR’s for all inbound calls/complaints in Siebel. 

 Enter and update Contacts in Siebel. 

 Web Support; reviewing order holds and answering customer questions. 

 Open New Accounts; updating Customer Master notes. 

 Answering inquiries regarding : invoices; shipping delivery times;  product availability;  
general part number questions; ensuring credit policies are being followed along with 
reviewing of POs’ for accuracy relating to company  financial and contractual obligations. 

 Understand the FedEx website- create end users, shipping labels, and issues with lost or 
misrouted packages for the convenience of our customers 

 Consistently track & follow up on NCIs – this requires a close working relationship with 
Logistics 

 Active follow up on all pending RMA issues with continuous documentation in appropriate 
systems, as well as open, effective communication within RMA team 

 
 

Requirements:  

 

 Minimum of 2+ years of experience in a customer service capacity required. 

 Four year college degree preferred.   

 Strong multi-tasking and attention to detail skills required.   

 Effective communicator 

 Independent thinker and problem solver 

 Must be flexible and have the ability to work shifts from 8am to 8pm and Saturdays. 

 Effective communication skills with both internal and external customers.  

 Experience with multiline telephones and online ticketing systems.  

 Experience with Internet Explorer and Microsoft Office.  

 Home internet access for off-site/remote operation required.  

 Advanced knowledge of Laerdal sales order and purchasing process. 
 

 


