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	Role Title 
	Customer Sales Co-ordinator

	Function & Dept.

	Product Supply Customer Order Fulfilment
SCC UK Services – Operations Support

	Career Growth Level
	Supporting & Co-ordinating (F) 


	CGP Descriptor 

	More complex roles which do not require significant specialist knowledge, but may work with confidential/ key information, are involved in process delivery, and may have some supervisory responsibilities

	Team 
	Central Operations Support

	Reports to
	Team Manager

	Role Purpose 

	Working as part of the Central Support team, aligned to the product supply area of the business, you will be working closely with the sales teams in the management and fulfilment of all new customer orders, as well as providing associated customer service.

The role will encompass all element of the supply chain – quoting, sales order processing, purchase order placement as well as all post sale activity, managing requests from initial receipt through to conclusion, allowing you to develop your knowledge of the end-to-end supply chain activities, ensuring that delivery to our customer is fast, efficient and cost effective for the business.

Success in this position is demonstrated by teamwork, enthusiasm, problem solving and the ability to work under pressure with excellent communication skills


	
	

	Key Responsibilities 


	1. Sales Order Processing
· Verification, Co-ordination, acceptance and processing of all new customer purchase orders onto our systems

· Ensuring that all checks are completed, and that the transaction is in-line with the business compliance requirements

2. Purchasing Order Processing
· Creation and placement of any supporting purchase orders to fulfil our outstanding orders

· Ensuring that all checks are completed and that the transactions is in-line with the business compliance requirements

3. Customer Order Fulfilment
· Pro-actively working on the outstanding customer orders and managing these through to a successful delivery

· Providing regular updates to the customer on the status of these orders, ensuring that our system is reflective of the latest supply position

· Pro-actively looking at the best ways to fulfil the outstanding orders – identifying other stock sources, whilst considering the commercial aspects of fulfilling the order

4. Customer Services
· Verification of all customer requests for assistance and ensuring that these are directed to the correct team to action the request

· Ensuring that the customer receives regular updates on the status of the requests, ensuring that these are managed and resolved in a timely manner, working in-line with the agreed service levels

5. After Sales Management
· Verification and validation of any requests for products or services to be returned for credit, ensuring that these are within the agreed timescales and criteria for acceptance
· Ensuring any approved requests are managed through to successful conclusion and that both SCC and the customer have formal closure including any commercial credits associated with the request
· Working with third party departments and suppliers to ensure that the request is managed through to conclusion
· Instigating and management of all requests for credit associated with the return of product or services, minimising the exposure to the business and ensuring that all relevant approvals are obtained
· Supplier invoice query resolution
· Courier and transit issues, working closely with our customers and third-party Contractors to ensure that any issues identified are managed through to a successful conclusion
· Delivery Issues, verification and management of requests where the delivery is incorrect or incomplete, working with both our Customers, Internal Departments and third-party Contractors to ensure that any issues identified are managed through to a successful conclusion
6. General Support
· Answering calls from both Customers and Internal Departments
· Management of all requests through our call handling systems, in-line with the service levels
· Working with the business to minimise the risk of any fraudulent transactions

· Ensuring full compliance with all business processes and policies, including all mandatory training for Security, GDPR, Business Continuity and Health & Safety
· Business month end and quarter end commitments may require you to work extended hours and outside of the normal standard business hours

7. Quotation Responses
· Co-ordination and completion of customer requests for pricing, working with other supporting teams within the business and our approved suppliers to ensure that the best pricing and solution are offered
8. Customer Interaction
· Serve as the primary point of contact for customer enquiries related to orders, products and services

· Address customer concerns and provide solutions in a timely manner

9. Problem Resolution
· Handle customer complaints and issues related to sales orders, escalating to higher management if necessary

· Implement corrective actions to resolve problems and prevent future occurrences

10. Feedback and Improvement

· Gather and communicate customer feedback to relevant tams for product and service enhancement

· Participate in continuous improvement initiatives to streamline sales processes

	
	

	Person Specification 


	1.  Excellent communication and interpersonal skills
2. Strong organisational and multi-tasking abilities
3. Attention to detail and problem-solving skills
4. Proficient in Microsoft Office and Supply Chain Management systems
5. Ability to work independently and as part of a team
6. Proven experience in a Customer Service role

	Key 

Competencies
	
	Level 

	1.
	Communication Skills
	1

	2
	Sales Support
	1

	3.
	Customer Service Support
	1

	4.
	Continuous Improvement
	1

	5.
	Process Management
	1

	6.
	Business Acumen
	1


	Management 

Competencies
	
	Level

	1.
	Leading, Developing and Managing People 
	

	2
	Problem Solving and Decision Making 
	N/A

	3.
	Influencing Others 
	N/A

	4.
	Embracing the need for change
	N/A

	5.
	Thinking & Acting Strategically 
	N/A

	6.
	Planning & Analysis
	N/A

	7.
	Performance Management
	N/A

	8.
	Employee Experience 
	N/A

	9.
	Resourcing
	N/A

	10.
	Competency Assessment 
	N/A


	Value Behaviours 


	
	Level

	1.
	Responsibility 
	N/A

	2.
	Passion 
	N/A

	3.
	Customer First 
	N/A

	4.
	Agility 
	N/A

	5.
	Family 
	N/A
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