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	Job Title (Vidrala Group)
	Customer Services Advisor 

	Job Title 
	Customer Services Advisor 

	Organizational Unit
	Beverages

	Business Unit
	Encirc

	Reporting to (Hierarchical)
	Customer Services Supervisor

	Reporting to  (Functional)
	Customer Service Supervisor



	·   Main Purpose of Role

	Reporting into the Sales Administration Supervisor the main purpose of this position will be to meet our customer’s requirement for timely and accurate information relating to the wine and beverages we package and store for them. To process reports and sales orders and on a daily basis be the initial point of contact within the sales team.



	Key Accountabilities

	· Responsible for the efficient operation of the customer accounts identified and allocated by Sales Supervisor
· Ensure that all customer enquiries and orders are managed accurately and professionally within a reasonable timeframe
· Ensure that AS400 system is updated in accordance with signed deal sheets
· Maintain sales database and update each identified account on a weekly basis
· Ensure sales order processing, documentation and systems are operated effectively
· Liaise with despatch function to ensure that product is delivered on time in accordance with call off.  Inform customers of any delays or issue with deliveries
· Ensure archive of samples is maintained and despatched to specific customers when required
· Raise concern to Customer Service Supervisor if supply cannot be met
· Inform and liaise with QC team / Customs team to ensure held stock for identified customers is released for sale in line with their demand
· Update and provide customers with daily & weekly reports – currently Dry Goods, Finished Goods, Dry Goods Reconciliations, Production Out turns
· Organise and liaise with Customer and VAS Team on all pallet returns, and log on database
· Support Customer Service Supervisor in daily management of customers and associated tasks
· Ensure that all tasks are completed in accordance with Encirc Health & Safety regulations
· Any other tasks deemed relevant by management
Health and Safety:
· Shall use any machinery, equipment, dangerous substances, transport equipment, means of production, or safety device provided by the employer in accordance with all training given, together with the relevant Safe Operating Procedures
· Ensure all equipment is in good condition and safe to use prior to use, and immediately report unsafe issues to an appropriate line manager
· All PPE should be used in accordance with the employer's instructions, and relevant risk assessment.  
· Report all accidents / incidents / damages to machinery, property, and plant immediately, whether persons are injured or not
· Maintain a good standard of housekeeping within their workplace
· Help conduct workplace inspections, risk assessments, and to look for and recommend improvements


This is a brief outline of the role and is by no means exhaustive.  The post holder will be expected to undertake duties as appropriate to the position and grade. Significant changes to the role and its responsibilities would be subject to appropriate consultation.
	Knowledge, Skills and Experience



Business Knowledge

· Proven capability through the completion of various roles in customer service and / or supply chain roles within a high volume business
· Positive attitude & works well with people both internal & external customers 
· Experience of working within a culture of teamwork, continuous improvement, inclusion & high performance to meet their potential & perform at your best
· Competent computer skills, MS Office - Word, Excel 

Essential Functional / Technical Skills
· Proven ability to prioritise and manage own workload 
· Proven ability to manage conflicting priorities and utilise internal network & relationships to reach solutions
· Flexibility & ability to adapt, & highlight change to processes required in response to ever changing requirements

Personal Attributes / Competencies
· Commitment to Customers
· People Commitment & Development
· Collaboration
· High Performance 
· Innovation & Continuous Improvement
· Sustainability

	·  Impact



Individual Contribution / KPIs
· Process c17k customer orders annually, c200m litres of product
· Trusted by major brand owners to coordinate their orders with hauliers and retailers
· Responsibility for a team of c8 people
Key Contacts
· Customers
· Hauliers
· Sales
· Logistics
· Planning
· Quality
· Production 
· Customs 
· Human Resources
· IT
	Decision Making 
 (Outline the most important recommendations expected to be made for others to decide on)


· Customer order priorities
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· I am open and honest, I strive to exceed expectations while remaining realistic.
· My stakeholders can trust me to be honest and supportive.
· I seek and act on feedback.


	People Commitment and Development
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· Through reflection I am clear about my own development needs, I seek feedback and support. 
· I treat all people with respect and dignity. I value equity, diversity and inclusion. 
· I respectfully call out any unsafe or disrespectful behaviours, every time. 

	Sustainability
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· I understand my part in our sustainability strategy, I ensure that my own personal impact on the environment and others is a positive one. 
· I engage with new initiatives, and I champion our sustainability goals.
· I am accountable for the safety, health and wellbeing of myself and others, I share ideas for people-focused improvements. 


	High performance
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· I understand my part in our company purpose, mission and values.
· I reflect on my performance and plan ahead, in order to safely achieve my objectives or targets.
· I approach challenges positively; I respond to changing priorities and maintain high standards.


	Collaboration
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· I am open, honest and respectful with all stakeholders, I build strong relationships based on trust.
· I use my strengths to support others, I ask for help and welcome input.
· I am accountable to my team for delivering against agreed standards.  

	Innovation and continuous improvement
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· I am curious and contribute ideas for improvements when I have them, no matter how small.
· I remove barriers to progress, I start with why. 
· I embrace change, I work with others to make necessary changes possible. 








“This is a brief outline of the role and is by no means exhaustive.  The post holder will be expected to undertake duties as appropriate to the position.  Significant changes to the role and its responsibilities would be subject to appropriate consultation with the post holder”.
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