[image: image1.png]Edit View Comment AdvencedProcessing Security Forms Connectors Help

= Betac oo EETTE 7% < & ompare.
LS Banset B Replace - © Destinations < . 8 g e &
Pages Headers Fovortes | Sean . e 2 soit n

Sear

Pages

S
*
n
B
9
&
)

@Bidfood

Passionate about service
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Position
Customer Service Representative

Reports to


Customer Service Manager
Hours



Mon,Wed,Thurs – 7am – 3pm




Saturday as per roster (min 2 per month) 7am – 1pm
Mission

Delivering Inspiration, innovation, creating culinary magic

Company Values

· Customer First
· Got Your Back
· Love Your Work
Overview 

The key responsibility of the role is to take ownership for Key Account communication and support on a local level and engagement with the branch team in the provision of excellent service to National and Key Accounts customers.

Functional Relationships

Key Account Manager, Key Accounts team, Account Managers, Purchasing, Despatch, Support Office, Operations Team
Key Responsibilities 

Your primary objectives will be:

· Engage with key account customers and callers with exceptional communication skills to strengthen the relationships

· Responding to National Accounts customer calls, this includes but is not limited keying orders placed over the phone, answering enquiries and dealing with delivery issues.  

· Act as the first point of contact for key account customers, and branch team, regarding National and Key account customers. 

· Maintain an excellent understanding of National Account business in the region and the requirements for these customers from the Bidfood branch.

· Communicate with the National Accounts and Key Accounts team frequently on customer activity, issues or problems which require support.

· Take responsibility for actions required in branch to support National and Key Account customers locally.

· Ascertain who in branch may be required for actions and communicate requirements internally to branch staff as appropriate including:
-   Branch General Manager
-   Purchasing team
-   Operations team
-   Sales team
-   Accounts Receivable team

· Follow-up all activities to ensure they are completed correctly and in a timely manner.

· Work with Sales Support team on projects, ad hoc activities and complaints to proactively respond to possible areas of improvement of service and support.

Primary Objectives

· Opening new accounts

· New products to be supplied

· Auto-shipments of new/promotional products

· Promotional activity and forecasts for additional stock.

· MyBidfood migration and development.
· WhatsApp – Queries and fixing 
· Competitive supply transition from other suppliers.

· Core catalogue/list development and structure.

· Customer template/order form update.

· Service & delivery development and changes (structured delivery schedules etc).

· Customer Feedback/complaint investigation & follow-up.

Key Account support activities at a branch level include:

· Daily keying of orders, advising of OS with alternative substitutes.

· Administrative support for the Account Manager on an ‘as & when’ basis

· Phone or administrative support for Sales team including:

· Email support

· Phone cover

· Help with system knowledge

· MyBidfood and EDI knowledge for Key Accounts

· Product knowledge or sourcing

· Annual leave account manager/CSR cover 


Team Participation

· Actively engage and support a team culture of collaboration

· Support and participate in team building and development opportunities

· Provide back up support for team members when required

Food Safety

· As per your Employment Agreement, ensure that you observe Company policies on personal hygiene, wounds and infectious illnesses.

· Adhere to ALL relevant Food Safety procedures and processes as indicated by the Company’s Food Safety Program

Health and Safety

· Under the Health and Safety in Employment Act 1992, you are obliged to take all practical steps to ensure your own safety at work and to ensure the safety of all other persons in the workplace.

· Ensure that the Safety Officer is advised of any new accidents, incidents or hazards identified immediately. Report any health and safety concerns to the Safety Officer.

Key Performance Indicators

· Order entry – Target of 100% accuracy

· Queries from National Account customers to be completed within the following time frames:

· Food safety – immediately 

· Product queries – within 24 hours

· Service and delivery – within 2 hours

· General queries – within 24 hours

The organisation recognises that over time employees will, through the natural process of gaining confidence in their ability and understanding of the systems, operate quicker and more efficiently at the job they hold. This will free up time that could be used to develop and enhance the skills, knowledge and abilities of the employee. As a consequence of this, and because the organisation is interested in developing each employee to their full potential, each employee, will from time to time, be asked to take on extra duties that are designed to upgrade their skills, knowledge and abilities. These extra duties will be discussed between the employee and his/her immediate manager, and the decision to allocate them will be taken jointly.

I accept this position and its accountabilities and I agree to use the systems, to meet the standards and to produce the stated outcome.

Signature:

______________________________________________

Date signed:

______________________________________________
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