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Role Description & Person Profile
	 Job Title
	 Customer Services Coordinator

	 Reports to
	 Customer Services Team Leader

	 Business
	 National Milk Records / KW Feed

	 Location
	 Hybrid / Sherburn 

	 Direct & Indirect Reports
	N/A

	 Budget Responsibility
	N/A


	 Role Overview
 Impact Statement
	Within this role, you will be part of a highly skilled Customer Service team, delivering efficient and professional support to customers across Asterra brands (National Milk Records and KW Feed).
Working collaboratively with colleagues, you will provide exceptional service to both external and internal customers, ensuring a positive customer experience and maintaining high service standards at all times.



	 Key Responsibilities
	· Deliver exceptional customer service and act as a role model for colleagues. 
· Promote Asterra products and services, identifying and generating sales opportunities. 
· Manage customer enquiries, aiming for first-contact resolution and escalating issues when required. 
· Process customer orders, payments, and requests accurately and in line with company procedures. 
· Provide customers with pricing information, order updates, and general support. 
· Resolve customer complaints professionally and efficiently to achieve positive outcomes. 
· Maintain accurate customer records and CRM/ERP data, ensuring compliance with GDPR and data protection requirements.


	
	· Liaise with field teams to ensure sales leads and customer queries are communicated promptly. 
· Follow standard operating procedures, user guides, and company policies. 
· Support additional projects and business activities as required.
· Communicate effectively with internal stakeholders and product managers to meet customer expectations and meet business needs

	 Essential Key Skills & 
 Requirements 
	· Proven customer service/support experience. 

· Excellent communication, interpersonal, and telephone skills. 

· Proficient in Microsoft Office, data management, and CRM systems. 

· Strong IT skills with the ability to quickly learn new software and processes. 

· Effective time management, prioritisation, and multitasking abilities. 

· Strong attention to detail and numerical accuracy. 

· Self-motivated with a positive, professional, and customer-focused approach. 

· Ability to work collaboratively within a team while contributing independently.

	 Key Behaviours
	· Customer Focus: Consistently prioritises customer needs, delivering high-quality service and ensuring customer satisfaction. 
· Teamwork & Collaboration: Works effectively with colleagues, sharing knowledge and contributing to team success. 
· Accountability: Takes responsibility for actions, decisions, and outcomes, following through on commitments. 
· Continuous Improvement: Proactively identifies opportunities to improve processes, efficiency, and customer experience. 
· Communication: Communicates clearly, professionally, and respectfully with customers and colleagues. 
· Adaptability: Remains flexible and responsive to changing priorities in a fast-paced environment. 
· Ownership & Initiative: Takes pride in delivering high-quality work, resolving issues effectively, and seeing tasks through to completion.



	 AB Agri High Performance

 Framework

	Our high-performance framework is a set of guiding behaviours which have been created with people from across our businesses to enable great performance across the organisation. The focus is on what you can do to demonstrate high performance in your role, as well as the behavioural inputs to assist you getting there.
· Pioneering – Curious, spirited and bold. We lead the right way.
· Excellence – We seek excellence in all that we do.
· Growth – We create ways for our people and customers to thrive. That’s how we keep making a difference.


	 Other Factors 
	Hybrid role with a requirement to travel to the office according to business needs 


