
 

Customer Service Manager 

 

Reports to:   Director of Operations 

Status:    Full-time, Regular 

Location:   Corporate Office, San Francisco, CA 

Exempt/Non-exempt:  Exempt, Salaried 

Incentive Comp:  Eligible 

 

Coyuchi 

Coyuchi was founded 25 years ago in Point Reyes Station, a small, rustic town on the Northern California coast. There, 

surrounded by ocean and forest, beach and bluff, we created a line of home textiles rooted in nature. Our signature 

bedding, made from 100% certified organic cotton, soon earned a loyal following among people who nurture a 

connection to the natural world in their lives and in their homes. 

 

With the largest selection of organic cotton bedding and bath linens, Coyuchi is becoming the internationally recognized 

source for transforming your home into a natural sanctuary that supports, comforts and rejuvenates –– mind, body and 

spirit. 

 

Coyuchi is a multi-channel retailer with a robust wholesale business, international distribution and direct-to-consumer 

channels that include Coyuchi.com, Coyuchi at Point Reyes Station, CA and The Coyuchi Shop at ABC Home in New York. 

 

Position Overview 

The Customer Service Manager is responsible for designing and implementing a comprehensive customer service 

strategy that supports our multiple sales channels that include direct to consumer e-commerce, brick and mortar retail, 

showroom and wholesale.  S/he will demonstrate process and operational leadership, and drive a strong, consistent and 

unique customer experience.  Focus will be on championing an actionable and measurable customer experience model 

that impacts each step of the customer lifecycle.  S/he will foster a team environment that provides an exceptional level 

of service and support to both internal and external customers.  This role will work closely with Sales, Operations, 

Marketing, Product Development, and Finance teams to develop consumer centric policies that cultivate a positive 

customer experience. 

 

Key Responsibilities 

• Document and implement a Customer Experience Model that outlines processes, workflows and mapping of 

customer journey 

• Monitor customer satisfaction and performance levels and make necessary operational changes to exceed goals 

• Implement standardized policies and objectives to consistently improve customer service effectiveness 

• Analyze system including ZenDesk, Epicor, Magento and Zopim to evolve all our customer touch points 

• Develop, define and communicate relevant KPIs and metrics for success in achieving industry-leading results 

• Collaborate with key functional groups to ensure a positive customer experience 

• Vocalize customer experience based on feedback and issue resolution to appropriate teams 

• Be an expert in product assortment, organic linen care, and train customer service team accordingly 

• Implement support procedures that are in line with brand standard for customer engagement and outline 

escalation for customer issues 

• Plan, organize and oversee the daily responsibilities of the Customer Service team, serving as a front-line 

mentor, manager and problem solver to deliver unparalleled service to customers 



 

• Define best practices for high engagement and customer relationship management 

• Foster a selling structure that promotes up-selling and establishes sales goals and incentives 

• Hire, train and monitor team performance based on company and departmental objectives 

• Manage, develop, and evaluate employees through continued training, coaching, and goal setting 

• Establish a positive working environment that promotes employee retention and satisfaction 

 

Skill Requirements 

• Excellent written and verbal communication skills 

• Ability to interact with all levels of management and staff 

• Strong computer skills with the ability to learn processes and systems quickly 

• Proficiency in troubleshooting computer software and systems 

• Attention to detail and willingness to be hands on to resolve issues 

• Self-starter, comfortable with a rapidly changing office environment 

• Ability to work independently and manage multiple tasks 

• Ability to thrive in a fast-paced team environment, maintaining a calm approach under pressure  

• Outstanding time management and organizational skills 

 

Qualifications 

• 5+ years demonstrated experience leading and managing staff 

• Genuine connectedness to customers and an unwavering commitment to customer service 

• Familiarity with service operations principles, technology and reporting methods is preferred 

• Proficiency in Microsoft Office programs and CRM solutions is required 

• Experience working within a boutique brand and its customers a plus 

• Fluency in textiles, home products or interior design a plus 

• Proven track record of building teams and managing successful service operations 

• Experience supporting customers through a variety of contact channels, including phone, email, chat, website 

and social media 

• Ability to travel 

 

Expectations 

The Customer Service Manager will take initiative to continually improve processes with energy and enthusiasm.  

Success in this role requires strong analytical skills, partnership, and ownership that continues to achieve higher levels of 

performance.  S/he will be solutions driven, a self-starter and champion of the brand. 

 

To apply for this position, please provide the following information to jobs@coyuchi.com: 

• Resume 

• Compensation history for the last two positions you have held 

• Cover letter with answers to the following three questions: 

o What do you consider an excellent customer service experience? 

o What does our tagline Nature Comes Home mean to you? 

o What excites you about Coyuchi? 

Thank you for your interest in Coyuchi. 


