
 

 

JOB DESCRIPTION 
 

Company Name: Mass Link Limited 

Job Title: Customer Experience & Insights Officer 

 

 
 

Job Summary: 

 

To act as a liaison between the company and its current and potential product users by 

ensuring a positive and seamless user experience. 

 
 

Duties & Responsibilities 

 

• Manage large amounts of inbound and outbound calls in a timely manner 

• Utilize communication scripts in addressing customer enquiries and concerns 

• Identify customers’ needs, clarify information, and provide solutions or alternatives 

• Build sustainable relationships and engage customers 

• Maintain records of all customers’ details and conversations in the designated call 

center database 

• De-escalate situations involving dissatisfied customers, offering patient assistance 

and support 

• Guide callers through troubleshooting, navigating the company’s business lines or 

accessing company products and services 

• Educate customers on company products, services and policies 

• Review customer or client accounts, providing updates on statistics to aid in 

business decision making 



 

 

REQUIREMENTS/QUALIFICATIONS: 

 

• Should have a minimum of a degree from an accredited educational institution 

• Must be  highly fluent in English and other widely spoken local languages 

• Must have a pleasant disposition and an ability to maintain calm under pressure; 

• Must be willing to be trained and re-trained; 

• Must be willing and available to work on night shifts and weekends. 

• Should demonstrate exceptional verbal and written communication skills 


