	Job Description and Specifications

	Position Title
	Customer Service Centre Administrator
	Position Grade
	

	Department
	Customer Service Centre
	Location
	Brentwood Park

	Reports to
	Customer Service Centre Manager
	Direct Reports
	None

	Internal Relations
	E.g.: Operations Division (Fleet, Clearing, POD, Abnormals and Specials) Finance, IT, HR, Contract Logistics 
	External Relations
	E.g.: Internal stakeholders, 3rd Party Service Providers, SMSA 

	Job Code
	
	


	Basic Function
	Customer Service Representative interacts telephonically and or electronically with current and new customers to meet their needs and ensure that they get maximum value from the business.


	Key Responsibilities 

	Core
	1. Handling of quote requests. 
2. Follow-up on quotes is done within 48-72 hours to find out if the client needs further assistance. 
3. All COD quotes, dedicated quotes (FTL) and 3rd party quotes. 
4. Ensure that all order numbers are placed on LMS. 
5. CSC representative is to follow up on LMS throughout the day if collections have been done.
6. Handling the 3rd party collections.
7. All queries are to be done that are received from the client i.e. ETA, Tracking of a shipment, Tracking of collections and what time drivers will be collecting, Damages, and Customer complaints (this will be escalated to relevant departments).
8. Sending of POD’s and Invoices to Clients. 
9. SA and NA clearing instructions to be sent to clearing if received from the client throughout the day with the Tax Invoice


	EHS
	1.  Ensure that the Business Unit adheres to prescribed Regulatory Stipulations such as OHS, Safety and Security, and Namlog policies and procedures.
2. Adhere to PPE requirements of personnel when applicable.

3. Identify and be aware of potential risks that may affect normal operations.


	Decision-Making

	1. Correct action according to the authority limited.


	Key Performance Indicators (KPIs)

	1. Abide by the goal setting forms (Individual KPI’S) of the current financial year.

	Qualification

	Qualifications
	1. Grade 12 certificate or equivalent.

	Experience 

	*Note: Industry Experience wherever applicable
1. Comprehensive knowledge of Customer service experience in the Transport industry.
2. At least 2 years’ experience in a similar position.


	Competencies - Professional 

	
Delete items below that is NOT applicable to role:

· Adaptability

· Continuous Learning

· Communication skills (verbal and written)
· Organizational & Environmental Awareness 

· Creative Thinking

· Networking / Relationship Building

· Conflict Management 

· Resource Management 

· Risk Management 

· Stress Management

· Influence 

· Initiative 

· Team Leadership

· Change Leadership 

· Planning & Organizing

· Decision Making

· Analytical Thinking

· Teamwork 
· Visioning & Strategic Direction


	Competencies - Technical 

	Delete items below that is NOT applicable to role:

· MS Office (Excel, Word, PowerPoint, Visio, Outlook) Knowledge

· Inhouse System (LMS, etc.)

· Language Proficiency knowledge (English)

· Compliance Management Knowledge

· Investigation Knowledge

· Local Regulations Compliance Knowledge

· Management of Health and Safety Knowledge

· Total Quality Management Knowledge

· Knowledge in Consultative Selling Approach

· Internal Audit Compliance Knowledge


	Competencies – EHS

	Delete items below that is NOT applicable to the role:

· Knowledge of basic environmental health and safety requirements.

· EHS corporate objectives awareness.

· Awareness of environmental health and safety incident reporting.

· Have attended EHS awareness training (if applicable).
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I hereby confirm my utmost commitment to fulfilling all the requirements including the above and any amendment to this document.

Management reserves the right to amend the Job description at any time without prior notice.
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	Date:
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