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JOB DESCRIPTION

JOB TITLE : Officer, Customer Resolution Centre (Chinses Speaking)
REPORT TO: Head, Customer Resolution Centre

OVERALL PURPOSE:

The role of Officer, Customer Resolution Centre will handle Chinese customer interactions
through Vattanac Bank’s official channels, including answering calls, replying to chat inquiries,
assisting with issues, handling complaints, and providing general information about bank
products and services. The role also involves monitoring card transactions in real time to
prevent fraud and other risks. This includes authorizing transactions, identifying suspicious
activities, escalating issues, supporting fraud investigations, and ensuring compliance with
card network rules and internal policies.

RESPONSIBILITIES:

Manage and oversee card transaction approvals, ensuring secure and efficient processing,
monitoring systems for fraud prevention, and resolving authorization issues in compliance
with policies and requlations.

Handle inquiries, resolve complaints, and assist customers with their banking needs. This
might involve answering questions about account balances, transactions, or loan
applications via call/text.

Promote new banking products, services, or credit card offers during your calls.

Accurate record-keeping is essential. You'll document interactions, update customer
profiles, and maintain call logs.

Ensure all regular reports are completed or consolidated on time.

Ensure all the assigned tasks from line manager have completed on time and accurate.

REQUIREMENTS:

Bachelor's degree in arelevant field.

Certified Chinese language proficiency (HSK or equivalent)is required.

1-2 years of experience in a call centre or customer service role; experience in the banking
industry is an advantage.

Experience in card operations or fraud monitoring is a plus.

Familiarity with telephony systems and CRM platforms.

Proficiency in English, including email and chat communication.

Experience handling both inbound and ocutbound customer service calls.

Knowledge of bank products and services is preferred.

Strong communication, problem-solving, and multitasking abilities.
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Detail-oriented with the ability to work under pressure.

Well-organized, disciplined, and capable of handling multiple tasks efficiently.
Willingness and ability to work flexible or non-standard (shift) hours.

Fluency in Chinese (Mandarin) with good English communication skills.

HOW TO APPLY:

Phone Number: +855 86 737 554

Email: career@vattanacbank.com

Website: https://careers.vattanacbank.com
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