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Role Description and Person Profile
	Role Description
	

	Job title:
	Customer Service Coordinator

	Reports to:
	ASPAC Regional Commercial Director

	Location:
	Vietnam or Thailand

	Direct & Indirect Reports:
	External services providers (external and indirect).

	Overall Purpose:
	This position is a primary contact for our customers, with responsibility for managing customer orders in the D365 system and managing the order process through to delivery.   
A key requirement is to work under close coordination with commercial – technical teams to ensure the best possible support to customers, adding value to AB Vista offered package (products – services – industry expertise) and improve brand credibility as well.
Other requirement is to provide a customer focused and professional interface between Commercial, Supply Chain, Logistics and Finance.  

	Key Responsibilities:
	· Order Processing & System Management: Monitor the processing of Customer Orders accurately in the D365 system, maintaining records of customer interactions, and ensuring document filing.
· Customer Communication & Experience: Serving as the central point of contact for B2B customers, providing prompt updates, and managing customer expectations throughout the order lifecycle.
· To verify incoming orders have been forecasted and run the exception process with the demand and supply planning team in case of supply problems to ensure that a reliable answer is given to the customer in a timely manner. 
· Complaint Coordination: Act as the central handler for all customer complaints (external and internal), coordinating with the Technical, SC, Export, Regulatory and Quality teams to ensure appropriate solutions and resolutions are provided within agreed time limits.
· Betaine Logistics Support: Work directly with the Business Manager and Supply Chain personnel to monitor and follow up on all Betaine shipments for key accounts, assisting in the timely resolution of complaints and challenges with Thai forwarders and shippers.
· Cross-Functional Alignment: Ensuring effective communication across internal teams including Supply Chain, Logistics, Quality, Regulatory, Sales, and Finance to troubleshoot and remove communication roadblocks.
· Reporting & Sales Support: Proactively maintain and generate sales, pricing, and shipment reports to assist the Commercial team with timely data and performance tracking.
· Financial Support: Maintain Price Amendment Finance Reports for yearly audits and provide support to the Finance team on follow-up of outstanding invoices within payment terms.


	
Budgetary Responsibility:
	No direct responsibility but will have responsibility to support the team to achieve ASPAC budget targets & Global





	Person Profile
	
	Essential or 
Desirable

	Qualifications/
Experience:
	· Experience of working in a fast paced & dynamic customer support environment;
· Educated to degree level with knowledge of customer service;
· Fluent in verbal and written in Thai and English.
· Organised, flexible, self-motivated

	



	Key behaviours:
	· Have a flexible approach to teamwork; being able to think on your own, yet care about the broader team, providing cover and sharing workload;
· Good administrative and organizational abilities, with the ability to work under pressure, prioritize and deal with several issues at once;
· Be proficient, accurate and demonstrate attention to detail;
· Be proactive and like a multitask position.
· Work as a team 
· Build pride and passion 
·  Customer Focus 
· Planning, Controlling & Organizing 
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