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Why customer service matters for your success on Amazon  

One of our core missions is to make Amazon the safest and most trusted e-commerce site in 
order to deliver the best customer experience. 

…Amazon’s 
reputation 
as a safe 

place to buy 
and… 

…Attracts 
more 

shoppers 
on the 
site… 

…Who will 
shop for 

your 
products 

too… 

…Which 
can 

increase 
your sales. 

Making sure 
you provide 

great 
service 
builds… 

Great customer service helps drive sales 

Customer  
satisfaction 

Watch the tutorial 

Word-of-Mouth/Feedback 
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http://sellertutorials.s3.amazonaws.com/customerFeedback/UK/index.html


Amazon Services Europe 

Why customer service matters for your success on Amazon  

Before and during the order: 
 

• Make sure that your online business is 
set up correctly: shipping settings, 
returns information, contact information, 
etc. 

 
• List your products correctly (title, 

description, etc.) and use tracking 
numbers as well as recorded delivery for 
high value items  

 
• Set and meet shipping expectations 
 
• Have flexible customer service 

 

Increase your opportunity for sales success on Amazon 

 

Avoid issues in the first place by investing in adequate shipping methods, inventory 
management and customer service! 

 

After the order:  
 
• Be proactive and prompt when responding 

to buyers / issuing refunds 
 

• Listen to the customers and provide 
mutually beneficial solutions when 
processing returns, refunds, replacement, 
etc. 
 

• Address negative feedback by contacting 
the buyer to resolve the problem and 
making improvements to your processes. 
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• Why customer service matters for your success on Amazon  

 

• How to use the buyer-seller messaging service in your Seller 
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Getting off to a good start after Christmas through a great customer service 
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What is the Buyer-Seller Messaging Service? 
Festive season and other best practices How to use the buyer-seller messaging service in your Seller Central account 

• The Buyer-Seller Messaging Service is a system that facilitates e-mail communication 
between buyers and sellers in the Amazon marketplace via email addresses masked to the 
users. 
 

• The Buyer-Seller Messaging Service is an easy-to-use system that offers the following 
benefits: 

o Privacy and security  
o Faster and better resolution of disputes 
o Reducing or facilitating the resolution of A-Z claims 

Timely, high-quality 

responses to 

customer questions 

are an important 

factor in customer 

satisfaction.  

Note: You should provide 
customer service in the 
official language of the 
selling platform (i.e. English 
on Amazon.co.uk). 
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https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
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Contact Response Time metrics: Definition 
Festive season and other best practices How to use the buyer-seller messaging service in your Seller Central account 

• Contact Response Time measures the percentage of customer-initiated messages that you 
have responded to within 24 hours. 
 

• We display a Contact Response Time performance indicator in the Performance Checklist 
on the Customer Metrics page (Go to Performance>Account Health) (1). This is in addition to 
the Buyer-Seller Contact Response Time statistics displayed further down the page (2). 

1 

2 

Slow response times 

can lead to negative 

feedback and claims 

which can affect your 

selling privileges. 
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https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200549770_cont_scsearch?ie=UTF8&itemID=200549770
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200549770_cont_scsearch?ie=UTF8&itemID=200549770
https://sellercentral-europe.amazon.com/gp/seller-rating/pages/account-health.html
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How to improve your Contact Response Time metrics 

How to use the buyer-seller messaging service in your Seller Central account 

• Note: You can flag a message as not requiring a response by ticking the "Mark as no 
response needed" box in the Reply area of the communication thread. This will exclude the 
message from response-time calculations. 

• Amazon.co.uk requires that merchants follow the guidelines when communicating with 
customers. 

• Block some time in your calendar in order to respond to your customers on a daily basis (For 
example, everyday from 5-5:30 PM).  
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https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_1701_cont_scsearch?ie=UTF8&itemID=1701
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The new Online Returns Centre 

How to process customer returns with the new Online Returns Centre  

Benefit for customers: 

• Customers will have the same return experience both for 3rd party sellers and Amazon 
fulfilled items using the Online Returns Centre. 

 

Benefit for sellers: 

• Sellers can manage returns from their Seller Central account, and automate the 
authorisation of requests, using the “Manage Your Returns” tool. 

 

 

 

 Our Return rules have not changed - Sellers have always had to offer returns policies 
as favourable as Amazon's own. We have simplified this by aligning the returns policies in 
the customer information. 

 

 

 

 

• Sellers need to set up their returns’ address in the section Settings > Account info.  
 

• Sellers should provide a return address for each marketplaces they are selling on 
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https://sellercentral-europe.amazon.com/gp/on-board/configuration/index.html
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How it works: The customer initiates a return 

How to process customer returns with the new Online Returns Centre  

• The customer places a return from “Your orders” page, clicking on the button “Return 
items”.  

 

 

 

 

 

 

 

 

• This will redirect them to the Online Returns Centre 
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http://www.amazon.co.uk/gp/css/returns/homepage.html/
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How it works: The customer selects a return reason 

How to process customer returns with the new Online Returns Centre  
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• The customer chooses the reason and fills the return request 

 

 

 

 

 

 

 

 

 

 

• After submitting the request, it will stay in “pending response” until the seller processes 
it 

 

How it works: The customer confirms the request  

How to process customer returns with the new Online Returns Centre  
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• Both customer and seller will receive an email after the return request is submitted.  
 
Note: If the seller set auto-approve for return requests, he won’t receive any email, 
and the customer will be able to print the return label right after submitting the 
request. 

 

• Sellers can set their Seller Central account to include quick action links in the return 
request emails they receive, so they can easily authorize or close return requests 
directly from the email. Go to Orders>Manage Returns: Return Settings 

 

 

 

How it works: E-mail confirmation 

How to process customer returns with the new Online Returns Centre  
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https://sellercentral-europe.amazon.com/gp/returns/settings
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The seller accesses the “Manage Returns” tool in Orders>Manage Returns.  
Possible actions (button’s order): 

 

1. Authorise return request 

2. Deny return request 

3. Refund the customer 

4. Contact the customer 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

How it works: The seller manages the return 

How to process customer returns with the new Online Returns Centre  
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https://sellercentral-europe.amazon.com/gp/returns/list/
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Default return 
address set up in the 
Account Settings 

Sellers should provide a 
marketplace specific 
return address 

How it works: The seller authorises the request (1) 

How to process customer returns with the new Online Returns Centre  
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How it works: The seller authorises the request (2) 

How to process customer returns with the new Online Returns Centre  
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• Two actions still available: issue refund and contact the buyer 

• The customer will receive an email with instructions on how to return the item 

How it works: The seller authorises the request (3) 

How to process customer returns with the new Online Returns Centre  
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How it works: The seller denies the request (1) 

How to process customer returns with the new Online Returns Centre  
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How it works: The seller denies the request (2) 

How to process customer returns with the new Online Returns Centre  
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How it works: The customer manages his requests  

How to process customer returns with the new Online Returns Centre  
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Available actions (button’s order): 
 

1. Print return label 

 

 

 

 

 

 

 

 

 

 

 

2. Contact seller/view previous emails 

3. File an A-to-Z claim 

 

Seller’s return 
address pre-
filled  

How it works: The customer sends back the item via the Online Returns Centre 

How to process customer returns with the new Online Returns Centre  
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The customer can also close the return (before the seller handles it) clicking on “Cancel 
return”. Seller will receive a mail notification. The customer will be able to open a new 
request at any time.  
 

Note:  The customer can place a return request on the same item several times, but will 
be warned if there are already open requests on that item. 

 

How it works: The customer cancels the return via the Online Returns Centre 

How to process customer returns with the new Online Returns Centre  
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New: Automated returns 

How to process customer returns with the new Online Returns Centre  

• The seller is able to automate returns in order to have them automatically authorised 
by default. Two options: 

 

1. Authorise all requests 

2. Authorise only requests that meet Amazon return policies 

 

 

 

 

 

 

 

 

 

 

 

 

• In the same “Returns settings” menu they can enable email quick-links 
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https://sellercentral-europe.amazon.com/gp/returns/settings
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Getting off to a good start after Christmas through a great customer service 
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• Seller Performance Measurement: Overview of the performance metrics 
 

• Festive Season Best Practices: Summary of top tips to maintain a good 
performance over Christmas 

 

• Buyer-Seller Messaging Service 
 

• Contact Response Time metrics 
 

• Tutorial on customer satisfaction 
 

• Manage returns: More information on how to manage returns 
 

• Amazon.co.uk Product Return Policies 
 

• Amazon.co.uk Arranging Marketplace Returns and Refunds 
 

• Return Settings 
 

• A-to-z Guarantee claim process: overview of the A-Z Claims/Chargebacks 
sections 

 

• Webinar Recordings: Our webinars’ invitations and recordings page 

Useful References 
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https://sellercentral-europe.amazon.com/gp/help/help.html/ref=ag_200370550_cont_help?ie=UTF8&itemID=200370550&language=en_GB
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200364750_cont_scsearch?ie=UTF8&itemID=200364750
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=id_200288200_cont_scsearch?ie=UTF8&itemID=200288200
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/200549770/ref=ag_200549770_cont_200847290
http://sellertutorials.s3.amazonaws.com/customerFeedback/UK/index.html
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200708210_cont_scsearch?ie=UTF8&itemID=200708210
http://www.amazon.co.uk/gp/help/customer/display.html/ref=ag_xx_cont_200708210?nodeId=1161002
http://www.amazon.co.uk/gp/help/customer/display.html/ref=ag_xx_cont_200708210?nodeId=1161002
http://www.amazon.co.uk/gp/help/customer/display.html?ie=UTF8&nodeId=1161010
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200828040_cont_scsearch?ie=UTF8&itemID=200828040
https://sellercentral-europe.amazon.com/gp/help/1781/ref=ag_1781_cont_200708210
https://sellercentral-europe.amazon.com/gp/help/1781/ref=ag_1781_cont_200708210
https://sellercentral-europe.amazon.com/gp/help/1781/ref=ag_1781_cont_200708210
https://sellercentral-europe.amazon.com/gp/help/1781/ref=ag_1781_cont_200708210
https://sellercentral-europe.amazon.com/gp/help/1781/ref=ag_1781_cont_200708210
http://services.amazon.co.uk/resources/events-webinars/
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Q&A 
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http://services.amazon.co.uk/resources/events-webinars/ 

 

 
 

Selling on Amazon webinar 

How to maintain a good seller performance 

Thank You 
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Please note that this presentation is for informational purposes only. No promises or assurances of future sales are intended or implied. If 
you need additional help, or would like to check that the information presented is up to date and accurate, we recommend for you to 
contact Seller Support or to check Amazon’s policies.  

http://services.amazon.co.uk/resources/events-webinars/
http://services.amazon.co.uk/resources/events-webinars/
http://services.amazon.co.uk/resources/events-webinars/
http://services.amazon.co.uk/resources/events-webinars/
https://sellercentral-europe.amazon.com/gp/contact-us/contact-amazon-form.html/ref=ag_contactus_cont_200700310
https://sellercentral-europe.amazon.com/gp/contact-us/contact-amazon-form.html/ref=ag_contactus_cont_200700310

