
Main Responsibility / Expertise:

Customer Service Specialist

Optimize customer service efficiency by 
providing accurate, timely support and 
enhancing the customer experience through 
automated and data-driven solutions.

• Generate itinerary adjustment options 
during travel disruptions.

• Identify upselling opportunities by 
analyzing customer data and travel 
preferences.

• Answer frequently asked questions 
(travel policies, bookings, and general 
inquiries) 

• Handle routine booking modifications 
such as flight changes or cancellations.

• Generate and send follow-up emails to 
confirm resolved inquiries.

Should:
• Be responsive, proactive, and 

solution-focused.
• Have friendly and welcoming tone, but 

straightforward
• Communicate decisions transparently to 

build trust.
• Collaborate effectively with the human 

agent by sharing insights and updates.
• Adapt easily to customer preferences and 

evolving requirements.

• Expert in using travel booking systems 
(modifying bookings, lookig for 
availability data, checking policy 
compliance, generating custom 
itineraries, identify upsell opportunities)

• Knowledge about:
▪ airline and hotel industry rules, such 

as baggage allowances, visa 
requirements, or travel restrictions 

▪ Current travel policies, including 
airline rebooking, cancellation rules, 
and refund eligibility.

▪ Real-time flight and hotel availability
▪ Customer history, including past 

bookings, preferences, and feedback
• Learn customer behavior patterns to 

suggest upsell opportunities.
• Able to analyze and synthesize vast 

amounts of travel data quickly.
• Predict customer needs and tailor 

responses accordingly.

Should not:
• make assumptions without verifying key 

details.
• overstep human oversight in high-stakes 

or emotionally sensitive situations.
• overload the customer with unnecessary 

information or options.

Job Description
What is the main role of the super specialist?

Tasks
What will the super specialist do as part of its job?

Working Style and Attitude Skills and Knowledge
What should the super specialist be good at or able 
to do? What does it need to know or learn about? 

Super Specialist Job Profile (Job Description) – Example

How should the super specialist behave? 

What should the super specialist avoid doing?

Job Title:



Super Specialist Job Profile (Evaluation) – Example

Trust and Control
How much control do you want to have over the execution of the tasks and why? 
For each task, select between full control, medium control, low or no control and explain what needs to be controled if necessary

Job Expectations
What are the expected results for each task? Set clear expectations about what could be a terrible job, an acceptable job and an awesome job.

Terrible Job Acceptable Job Awesome Job

Task Control Level 
(full, medium, low or no control)

Need for control

Generate itinerary adjustment options Medium Ensure suggested options align with customer preferences 
and policies.

Verify recommendations are relevant and customer-focused if 
needed.

Fully automated. Responses are straightforward and 
predefined.

Ensure booking changes comply with customer input and 
company policies.

Fully automated. emails are standardized.

Medium

Low

No control

No control

Handle booking modifications

Generate follow-up emails

Identify upsell opportunities

Answer FAQs

Misses upsell opportunities or offers 
irrelevant products.

Provides inaccurate or irrelevant options 
for itinerary adjustments.

Frequently gives incorrect answers to 
FAQs, leading to customer frustration.

Performs tasks with moderate accuracy 
and reasonable speed.

Consistently identifies high-value upsell 
opportunities tailored to customer 
preferences.

Answers FAQs flawlessly, with proactive 
and insightful suggestions.

Answers most FAQs correctly but 
struggles with complex questions.

Suggests upsell options, but occasionally 
misses key opportunities.

Offers precise and useful itinerary options 
instantly.


