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Position: Assistant Despatch Coordinator & Customer Service Representative
Reports To: Operations Manager
Position Overview
[bookmark: _GoBack]The Assistant Despatch Coordinator & Customer Service Representative plays a key role in supporting the efficient operation of the despatch function while delivering exceptional customer service to Bidfood customers. This position is responsible for coordinating daily delivery activities, supporting drivers, maintaining order accuracy, resolving customer enquiries, and contributing to sales growth through proactive customer engagement.

Key Responsibilities
Assistant Despatch Coordination
· Act as the primary point of contact between drivers and internal departments, providing support and resolving operational issues throughout the day.
· Answer driver and despatch-related phone calls promptly and professionally.
· Work closely with the Despatch Coordinator to resolve delivery issues, including arranging urgent or same-day deliveries ("hot runs") when required.
· Assist in planning and sequencing delivery runs to maximise efficiency while meeting customer requirements.
· Support the accurate and timely loading of delivery vehicles to ensure efficient truck turnaround times.
· Monitor and action Open Orders Reports daily to ensure all customer orders are delivered.
· Process and dispatch fresh chicken, salmon, and other specialty products requiring same-day delivery.
· Complete invoice amendments, including weight adjustments for variable-weight products.
· Generate consolidated picklists and invoices for afternoon delivery runs.
· Assist with allocating delivery runs to drivers to balance workloads and optimise service levels.
· Communicate product shortages and substitution opportunities to Telemarketing, Inventory Control, and Customer Service teams.
· Ensure customer pickup requests are completed in a timely manner.
· Manage driver returns and associated documentation.
· Re-invoice products for future deliveries when required.
· Reconcile amended invoices against cancelled or adjusted invoices.
· Reallocate drivers and redirect pickups as operational requirements change.
· Clear the Despatch tray at Reception each morning.
· Monitor TTT records and ensure weekly submission by all drivers.
· Ensure truck cleaning records are completed accurately and maintained.
· Verify that all vehicle and customer keys are signed in and out correctly each day.
· Process and enter credit notes into the Real-Time system.

Customer Service
· Deliver outstanding customer service that strengthens customer relationships and enhances the Bidfood brand.
· Respond to inbound customer enquiries via phone, email, and other communication channels.
· Accurately process customer orders and manage enquiries, complaints, and issues through to resolution.
· Promote and upsell products using current promotions, marketing initiatives, call cycles, and monthly specials.
· Process all email orders promptly and ensure all customer emails are actioned before the end of each shift.
· Manage and prioritise tasks allocated through the shared inbox.
· Conduct outbound sales calls during quieter periods to increase sales opportunities and customer engagement.
· Demonstrate proficiency in the use of company systems, including Real-Time, Workbench, Houdini, MyBidfood, MyBidfood App, BidChat, and Dialpad, while maintaining a working knowledge of MYBIDIQ and Multipick.
· Develop and maintain a sound understanding of Bidfood products and their applications.

General Responsibilities
· Assist colleagues with additional duties as required by management.
· Maintain a professional standard of appearance and grooming that reflects positively on the company.
· Contribute positively to team culture and operational effectiveness.

Compliance Responsibilities
· Comply with all Bidfood Food Safety, Health & Safety, and Employee Handbook policies and procedures.
· Monitor and ensure appropriate use of Personal Protective Equipment (PPE).
· Ensure daily vehicle safety checks are completed and report any faults or damage immediately.
· Deliver and record health and safety training for new employees and refresher training for team members as required.
· Report accidents, incidents, hazards, and employee health and safety concerns promptly to the Safety Officer.
· Ensure all accidents, near misses, and incidents are investigated and documented in accordance with company procedures.

Health & Safety Responsibilities
In accordance with the Health and Safety at Work Act 2015, employees are required to:
· Take reasonable care of their own health and safety and that of others.
· Follow all reasonable health and safety instructions and procedures.
· Cooperate with all workplace health and safety policies and practices.

Food Safety Responsibilities
· Follow all requirements of Bidfood's HACCP-based Food Control Plan (FCP), developed in accordance with the Food Act 2014.
· Comply with all food safety procedures and standards applicable to the role.
· Immediately report any food safety irregularities, hazards, or non-conformances in accordance with the FCP.
· Consult the Branch Food Safety Coordinator regarding any food safety concerns or requirements.

Key Performance Indicators (KPIs)
Despatch Coordination
· On-time departure of delivery vehicles.
· Efficient delivery route performance, measured through drop size, travel distance, and delivery time metrics.
· Accurate and complete order fulfilment.
· Fleet compliance, cleanliness, and condition.
· Adherence to Food Safety and Health & Safety requirements.
· Completion and maintenance of required health and safety checks and training records.
· Accurate completion of monthly vehicle and cleaning records.
Customer Service
· Efficient handling of calls, emails, and BidChat enquiries while maintaining low abandonment rates.
· Timely review and completion of reports to ensure order accuracy and on-time delivery.
· Achievement of outbound sales activity targets and weekly call objectives.
· Maintenance of professional phone etiquette and high customer satisfaction standards.
· Minimal customer complaints and positive customer feedback.
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Passionate about service




