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POSITION DESCRIPTION

	


Name:


Job title:
Customer Service Officer
Date:
February 2012
Department:
Customer Service Department

Reports to:
Customer Service Supervisor

Basic purpose:
The Customer Service Officer is responsible for satisfying the needs and requests of customers and at all times convey the professionalism of Cengage Learning in line with the agreed company goals.  This will be achieved by working with the Operations Manager, Customer Service Supervisor, Customer Service team, warehouse staff, internal team members and other departments thereby maintaining a close working relationship with our customers by selling a service and being proud of the work and commitment of the Customer Service Department.

To be completely customer focussed at all times.

Principal accountabilities:

	Key Outcome and Area
	% of Total Job

	Objectives and Tasks
	Core Competencies
	Standards

	Customer Service - external
	40%
	· Responsible for providing an optimum level of customer support and service to the internal and external customers of Cengage Learning.
· Anticipate customers needs, handle enquiries and solve problems.

· Maintain a high level of product knowledge to understand customers’ needs.

· Personally own, act and solve problems and complaints.

· Evaluate, review and analyse problems when they arise and determine an appropriate outcome in a timely manner.
· Recognise every opportunity with a customer is an opportunity for growth.

· Speak clearly and listen intently to facts when communicating with external customers.

	· Excellent written and verbal communication skills
· Excellent telephone manner 

· Ability to listen and understand customers

· Interpersonal skills with the ability to build relationships and a willingness to help others
· Problem-solving abilities with keen attention to detail and follow through
· An understanding of business practices

· Skilled use of Microsoft Office applications, including Word, Excel, Outlook and system processes

· Knowledge of publishing industry

· Ability to work independently and as part of a team
· Ability to put others at ease and build rapport


	· Customer-first focus

· Meet target completion dates

· Accurate inputting of information

· Embraces CL core values and competencies

· A positive attitude to problem-solving

· Friendly, proactive communication

· Ability to build rapport



	Customer Service - Internal
	25%
	· Work closely with the managers of each division, along with other sales and marketing staff, to maximise customer and sales opportunities and services.
· Support and assist the Customer Service Supervisor and all Customer Service team members. 
· Anticipate and support internal customers’ needs i.e. Accounts Receivable, Inventory, Warehouse and Finance. 
· Actively participate in organised meetings.
	· Excellent communication skills

· Understand colleagues’ roles and tailor the communication to meet their needs and achieve desired outcomes

· An understanding of business practices

· Excellent  interpersonal skills with the ability to build relationships


	· Customer-first focus

· Friendly, proactive communication

· Ability to build rapport

· Going the extra mile to achieve the best possible outcome

· Show respect for others

· Proactive problem-solving



	Operational Procedures
	25%
	· Answering customer telephone and written enquiries and actioning customer requests on a daily basis for ‑ price and availability, dispatch information, proof of delivery, back order printouts, copy invoices, incorrect picks, incorrect invoicing.

· Processing all orders accurately and within our agreed KPIs.
· To assist in maintaining the integrity of information on the mainframe computer so that it is up‑to‑date, relevant and accurate.
· Perform allocated daily tasks and provide a daily update on the progress of these tasks to the Customer Service Supervisor.
· Report problems to management and provide appropriate solutions.

	· Meticulous attention to detail

· An understanding of business practices

· Excellent written and spoken communication skills 

· Fast and accurate keyboard skills

· Ability to prioritise tasks

· Organised and task-orientated
· A willingness to learn and embrace new technologies is essential.
	· Customer-first focus

· Accurate inputting of information

· Conscientiousness, persistence and reliability in record maintenance and communication




	Workplace Health and Safety


	10%
	· Be aware of duty of care and act in a safe manner.
· Ensure all company WH&S policies and procedures are adhered to.

· Be familiar with property security, first aid and fire emergency procedures.
· Report any hazardous situations, incidents or accidents and take immediate action if applicable to reduce risk of injury.
· Participate in WH&S investigations when required.


	· Ability to follow policies and procedures
· Ability to use initiative and take responsibility 
· WH & S aware

· Analytical and problem-solving abilities 

	· Adherence to WH&S policies and procedures

· Increased WH&S awareness
· A positive attitude to WH&S
· Reduction of number of WH&S incidents




Direct reports:
None

Main contacts:
Internal:
Operations Manager, all Operations departments and Supervisors, warehouse and the sales and marketing teams
External:
All customers which includes booksellers, teachers, lecturers, students, authors, direct public, internal staff members
Education / Qualifications / Experience:
The position requires that the officer be responsible for satisfying the needs and requests of customers and at all times must convey the professionalism of Cengage Learning.

The Customer Service Officer is required to have a high level of maturity; age is not a factor but personal presentation is important, as is a keen sense of responsibility, thoroughness, diligence and attention to detail.  Ideally this person must feel fulfilled by developing and maintaining close working relationships with our customers and by selling a service and being proud of the work and commitment of the Customer Service Department.

Cengage Core Competencies:
· Drive for Results – the ability set and achieve goals, and meet deadlines
· Customer Focus – meeting the expectations and requirements of internal and external customers
· Leading Change – can effectively cope with change

· Creativity – problem solving skills
· Interpersonal Savvy – the ability to work in a team
· Collaboration – works with others in the organisation to achieve collective goals
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