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POSITION DESCRIPTION

	


Name:
TBA 
Job title:
Customer Service Specialist - Shipping 
Date:
June 2015
Department:
Operations

Reports to:
Customer Service Supervisor
Basic purpose:


The Customer Service Specialist - Shipping will work closely with the Customer Service Supervisor primarily on purchase order creation/maintenance, packs and credit claims, and any other aspects of the shipping team as required.
Principal accountabilities:

	Key Outcome and Area
	% of Total Job


	Objectives and Tasks
	Core Competencies
	Standards

	Processing shipments


	20%
	· Create shipments as per forwarder and supplier information. 

· Ensure release of information prior to goods arriving to ensure immediate receipt.

· Develop relationships with the forwarder and suppliers.

· Monitor and analyse the ongoing pattern of these shipments to ensure optimal efficiency and for early detection of problems.


	· Excellent written communication skills 

· Fast and accurate keyboard skills

· Ability to follow processes and policies

· Analytical and problem-solving abilities with keen attention to detail and follow through


	· Accurate inputting of information

· Meet target completion dates

· Adherence to CL’s policies and procedures

· Proactive problem-solving



	Packs
	20%
	· When required act as a back up to key pack make-up and break-up orders as per reports and requests.
· Monitor warehouse completion of these orders and follow through with them where required.

	· Problem-solving abilities with keen attention to detail and follow through

· Ability to follow policies and procedures


	· Accuracy

· Time taken in warehouse

· Customer waiting time



	Purchase order creation and maintenance
	15%
	· Responsible for placing orders with suppliers and ensuring that they are acknowledged and processed.
· Maintain integrity of the arrival dates of outstanding orders in the system.
· Communicate with suppliers for details of any outstanding or unavailable items.
· Analyse information provided by suppliers to ensure accuracy.
· Work with other shipping and data integrity team members on issues concerning shipments as they relate to PO’s etc.
· Interrogate any discrepancies with any/all of above.

	· Excellent written communication skills 

· Fast and accurate keyboard skills

· Analytical and problem-solving abilities with keen attention to detail and follow through

· An understanding of business practices

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

· Intelligent use of the internet

· Knowledge of publishing industry


	· Customer-first focus

· Meet target completion dates

· Conscientiousness, persistence and reliability in record maintenance and communication

· Accurate inputting of information

· Proactive problem-solving

· Minimal communication problems due to effective communication
· Improved productivity and costs reductions


	Customer Service
	15%
	· Evaluate, review and analyse problems when they arise and determine an appropriate outcome in a timely manner.

· Assist in invoice entry and receipting.
· Personally own, act and solve problems and complaints.

· Anticipate customers needs, handle inquiries and solve problems.

· Anticipate and support internal customers’ needs i.e. Data Integrity, Customer Service and Accounts Receivable.

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

· Recognise every opportunity with a customer is an opportunity for growth.

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

	· Excellent communication skills

· Understand colleagues’ roles and tailor the communication to meet their needs and achieve desired outcomes
· Ability to listen and understand internal and external customers
· Knowledge of publishing industry
· Excellent  interpersonal skills with the ability to develop proactive working relationships
· Ability to put others at ease and build rapport

	· Customer-first focus

· Friendly, proactive communication

· A positive attitude to problem-solving

· Ability to build rapport

· Going the extra mile to achieve the best possible outcome

· Show respect for others

· Embraces CL core values and competencies




	Credit / Damages


	10%
	· Create and lodge credit claims as per report of short shipments and packages of damages related title pages.
· Follow up these claims when not promptly responded to by forwarders or suppliers.
· Assist with any other shipping task that is required as defined by the Customer Service Supervisor.


	· Ability to follow policies and procedures
· Problem-solving abilities with keen attention to detail and follow through
	· Up to date information provided regarding credit claims and damages

· Minimal communication problems with forwarders and suppliers due to effective communication


	Continuous Improvement 


	10%
	· Supports Continual Improvement processes throughout the entire project including supporting Project Managers during the audit process.
· Seek opportunities to enhance documentation, processes and supported systems to improve processes and procedures.
· Keep abreast with the continual change in technology developments and share knowledge with manager and team.
· Actively seek opportunities to extend and enhance personal knowledge and skills in order to better support customers and colleagues.


	· Problem-solving abilities with keen attention to detail and follow through

· A willingness to support and help others


	· Continuous improvement and improved efficiency

· Self initiated training and development of knowledge

· Demonstrated initiative for issue resolution and new ideas to add value to users

· Participation and contribution of processes improvement projects

· A positive attitude to problem-solving 



	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




Main contacts:
Internal:
 Operations Manager, supervisors and team members Sales and Marketing, Publishing and Editorial, Production, IT, Inventory

External:
Suppliers, DHL 
Education / Qualifications / Experience:

· A strong knowledge of existing business processes and technologies, to support his/her ability to successfully identify and implement strategic initiatives
· High School Certificate
· Office administration experience

Cengage Core Competencies:

· Speed: Proactively gets things done quickly, with a high quality of work. Overcomes barriers and continually finds ways to be more efficient.

· Focus: Identifies core business problems and opportunities; seeks and proposes solutions while avoiding distractions. Persists through achieving deliverables.

· Collaboration: Committed to helping others be successful; partners with key organizational stakeholders, individuals and teams outside own functional area to promote business alignment.
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