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Schedule B 


Job Description

Employee



Position
Customer Service Representative / despatch support
Reports to


CSR Supervisor
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Company Vision

“We will be the very best foodservice distributor by being innovative and responsive to the interest and continued success of our customers, which in turn will provide for the success of our co-workers, suppliers and community”

Overview

The primary purpose of this role is to provide exceptional customer service through accurate order processing, proactive customer communication, and effective coordination across all areas of the business.

Functional Relationships
•
Customer Service Manager, Sales Representatives, Purchasing Team, Warehouse Team, Dispatch Team, Operations Manager, General Manager, Customers
Key Responsibilities 
· Deliver outstanding customer service by building strong customer relationships and providing timely, professional support.

· Accurately process customer orders, enquiries, credits, and account requests while maintaining high levels of attention to detail.

· Support branch sales growth through product knowledge, promotion of specials, upselling opportunities, and customer retention initiatives.

· Coordinate effectively with Sales, Purchasing, Warehouse, and Transport teams to ensure customer expectations are met and service standards maintained.

· Provide operational and dispatch support as required to ensure the efficient and uninterrupted delivery of products and services to customers.
	Customer Service & Customer Relationships
	· Deliver outstanding customer service across all customer interactions.

· Build and maintain positive, professional relationships with customers.

· Ensure customer requests are followed through and resolved in a timely manner.

· Communicate effectively with customers regarding stock availability, order status, delivery updates, and product alternatives.

· Handle customer concerns professionally and escalate issues where appropriate.

· Promote a positive image of the company through every customer interaction.

· Contribute to customer retention through responsive service and relationship building.


	Order Processing & Administration
	· Accurately process customer orders within required timeframes.

· Ensure customer orders are entered correctly, including products, quantities, pricing, delivery instructions, and special requirements.

· Manage order amendments, credits, and adjustments in accordance with company procedures.

· Monitor customer orders and communicate any shortages, substitutions, or supply issues.

· Maintain accurate customer information and account records within company systems.

· Complete administrative tasks accurately and efficiently.

· Ensure documentation and system records are maintained to company standards.

	Sales Support
	· Promote products, specials, and company marketing initiatives.

· Identify opportunities to increase sales through product recommendations and upselling where appropriate.

· Assist customers with suitable alternative products when required.

· Work closely with Sales Representatives to support customer growth and retention.

	Teamwork & Coordination
	· Develop and maintain effective working relationships across all departments.

· Liaise with warehouse, purchasing, and transport teams to ensure customer expectations are met.

· Communicate customer requirements clearly and accurately to operational teams.

· Assist in resolving service, delivery, and product-related issues.

· Share information effectively to support efficient branch operations.

· Contribute positively to team culture and branch performance.

	Operations & Dispatch Support
	· The Operations Support component of this role is secondary to the Customer Service function and provides operational assistance when required.

· Assist with delivery enquiries and customer order holds.

· Coordinate urgent customer requirements with warehouse and transport teams.

· Support dispatch activities to ensure customer deliveries are completed successfully.

· Communicate delivery-related information to customers in a timely manner.

· Support transport and dispatch administration as required.

· Assist with resolving delivery-related issues and customer concerns.

· Be the point of call for drivers when required

· Sign drivers into the building at end of run, managing credits, overloads and crates with warehouse team

	Operational Support Duties
	· When required, the employee may assist with:

· Coordinating urgent and priority customer orders.

· Liaising with warehouse staff regarding time-sensitive customer requirements.

· Managing customer order holds and release requests.

· Monitoring and communicating delivery updates.

· Supporting site security and lock-up procedures.

· Maintaining operational continuity during weekends, leave cover, or periods of increased business activity.



	Food Safety


	· Ensure all FCP plan requirements are met required by the warehouse and distribution function

· Ensure the Food Control Plan is abided by all staff and training is up to date in conjunction with our branch training and FCP co-coordinator

	Health and Safety 


	· Observe and act on non-confirming PPE for all staff

· Monitor that daily equipment, machinery and vehicle safety checks are performed before use

· Ensure all staff is trained with the appropriate H and S training

· Any health, safety concerns or incidents logged into Engage. Allow for an open channel of reporting from staff

· Adhere to Health and Safety rules outlined in in your Employment Agreement

· Under the Health and Safety at Work Act 2015, 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
· Lead a structured Tool box schedule, raising relative topics and evolving happenings within the business

· Assist the compliance co coordinator with audits regularly


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.

Employee Signature:

______________________________________________

GM/AGM Signature:

______________________________________________

Date signed:


______________________________________________
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