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Customer Service Representative -Support
	Department
	Business Division 


	Customer Service 
	TNT Express

	Position in Company  (insert or attach Company or Divisional organisation chart) 

	[image: image2.emf] 

BU Managing Director  

Contact Centre Manager    

Contact Centre Trainer    

CS Team Leader  

Senior CS  Representative  

CS Representative  Support   (Job  profile role)      

Contact Centre Analyst     Senior Contact Centre  Trainer   Contact Centre Resource  Planning Manager    

Contact Centre  Resource Planner  

Customer Service Director   Group Customer    Service Director  

Human  Resources  




	Objective / Purpose of the Department

	To be the recognised leader of Customer Service provision in the industry by providing customers with friendly fault free service 24 hours/day – 7days/week.



	Objective / Purpose of the Job (describe clearly the level of responsibility and expected result)

	To provide an exceptional customer experience, proactively and reactively, across multiple communication channels, in dealing with potential and actual problem shipments.



	Dimensions and Quantities (describe the scale and scope of influence of the job. Include quantities influenced by a) the department & b) the individual directly e.g. sales/income, geographical area, number of products, number of clients, direct reports, budget authority etc.)

	Scope

New and existing customers who require support due to problem shipments.

Responsibility for customer satisfaction, loyalty and retention.

Authority

Employees managed: none

Budget authority: none

Signature authority: Service Recovery in line with Service Recovery policy



	Key Accountabilities and Activities

	Proactivity

To proactively check for any potential or actual shipment failures, both import and export, and contact the customer to advise and agree a resolution that will achieve customer satisfaction, and maintain and enhance their loyalty to TNT.

· Proactively investigates potential service failures and liaises with other departments in order to determine impact on the customer needs based on the service selected

· Proactively takes actions, where applicable, to solve service issues.

· Proactively contacts customers when service issues may affect delivery commitments, and understands customer needs in order to recommend appropriate solutions.

· Ensures that solutions meet customer and business needs.

· Applies Service Recovery, where appropriate, in line with customer expectations and company policies.

· Follows all new customers’ shipments and Premium shipments, to confirm the Proof of Delivery or apply the Service Recovery Policy.

Complaints management 

To provide the customer with suitable solutions relating to problem shipments or complaints, to satisfy their needs, and to maintain and enhance their loyalty to TNT.

· Researches problem shipment information.
· Liaises with internal departments to find potential solutions that meet the needs of the customer.
· Provides regular updates to the customer in line with the agreed call back times and preferred communication channel.

· Verifies customer requirements and agrees on suitable solution.
· Complies with all relevant policies and procedures.
Internal communication

To ensure smooth internal communication that follows set processes and channels, in order to provide timely and accurate information to customers. 

· Complies with the Internal Communication and Escalation Policy
· Formulates written communication requests providing accurate, complete and professional information detailing the specific requirements from the recipient.
· Follows up within the agreed times frame until an appropriate response has been received.
· Responds to all received information requests in a timely, complete and professional manner.

· Provides timely, complete and professional responses to customers.

Administration

To record accurate, complete and timely information in systems to ensure global visibility, consistency of information, and to enable root cause analysis.

· Records and completes complaint files to closing point, including Service Recovery data entry requirements. 

· Records undeliverable/unsendable solutions to hand over to operations.

· Prepares and distributes Customer letters if required 



	Adverse Working Conditions (indicate if applicable)

	Working shifts with varying start and finish times to support 24 x 7 x 365 opening hours


PERSON PROFILE









Customer Service Representative -Support
	Essential Educational and / or Training Qualifications & Certificates 

	· High school qualification.

· English language certification. 



	Preferred Experience and Knowledge  (number of years, type of experience)

	· One-year experience in a customer service environment, including complaint-handling responsibilities.

· Experience in communicating with different cultures and/or countries



	Necessary Technical / Functional Skills 

	PC skills: demonstrates familiarity with use of PC equipment and software.

Communication skills – verbal and written: communicates effectively with customers and colleagues.

Typing skills: ability to type with speed and accuracy.
Language skills: mastery of the English language both verbal and written.

Basic knowledge of CIT applications



	Required Behavioural Competencies (refer to or attach the relevant Company/Divisional competencies description for this role)

	FUNCTIONAL COMPETENCIES

1. Judgment

2. Empathy

3. Analytical thinking

4. Listening

5. Planning & Organising

6. Stress Resistance

7. Verbal Communication

FIXED COMPETENCIES

8. Delighting Customers

9. Social Responsibility

10. Teamwork

11. Continuous Improvement

12. Integrity




	Date of this Profile 

	March 21st, 2006


Profile completed by:
	Manager’s name


	Job Holder’s name
	HR Account Manager’s name

	
	
	

	Manager’s signature


	Job Holder’s signature
	HR Account Manager’s signature

	
	
	


Customer Service Representative Support

	Stream 1 

Support Representative
	Stream 2 

Team Leaders

Supervisors
	Stream 3

Country Functional Managers/Directors

Depot Managers

Regional Depot Mgrs


	Stream 4 

BU Functional Directors

Country GM’s

Regional GM’s


	Stream 5 

BU MD’s

Express Board

	
	
	
	
	

	Judgment
	
	
	Leadership

	Empathy
	
	
	Business Development 

	Analytical Thinking
	
	Strategic Awareness
	Strategic Orientation

	Listening
	
	Change Management

	Planning & Organising
	People Management

	Stress Resistance
	Communication

	Verbal Communication
	Managing Results

	Delighting Customers

	Social Responsibility
	Creating and Sustaining Social Responsibility

	Teamwork

	Continuous Improvement

	Integrity


Functional Competencies 

	Judgment

	Expresses competent opinions and takes sensible positions with awareness of their consequences.


	Identifies patterns, formulates hypotheses and draws well thought-out conclusions from own analysis and experience:

· Proposes solutions for problems with little information.

· Takes into consideration multiple factors in own assessment.

· Exhibits a healthy critical attitude.

· Weighs up alternatives against each other.

· Makes a distinction between relevant and irrelevant information.

· Supports own conclusions on well-founded reasoning.


	Empathy

	Takes into account and responds appropriately to the feelings, needs and wishes of customers (internal and/or external) and colleagues.

	Shows understanding and empathy to customers (internal and/or external) and colleagues:

· Asks how customers (internal and/or external) and colleagues feel about a specific situation or problem whenever appropriate.

· Allows customers (internal and/or external) or colleagues time to express their feelings, needs and wishes.

· Responds respectfully to different opinions and positions.

· Is able to communicate with the customers (internal and/or external) and colleagues about their feelings, needs and interests and shows understanding. 

· Picks up on personal or emotional messages from customers (internal and/or external) or colleagues and let them know that that he/she cares.

· Puts oneself in the shoes of the customers (internal and/or external) and colleagues.

	Analytical Thinking

	Obtains a clear and full picture of the actual situation, and its (possible) causes.



	Identifies and analyses the different aspects of the issue and their possible causes :

· Splits up issue into relevant manageable parts.

· Correctly identifies the different aspects of an issue or situation.

· Correctly identifies the core of the different aspects of an issue or situation.

· Critically examines the causes and the background of an issue.

· Makes relevant assumptions about the possible causes of the issue.

· Takes into account all relevant detailed information

	Listening

	Shows willingness and ability to take on and understand (non-)verbal messages of others.



	Listens and understands the message of others:

· Summarises or reformulates what the customer (internal and/or external) or the other has said to ensure understanding. 

· Seeks clarification when the other person is vague or hesitant. 

· Actively asks for information if the message seems to be incomplete.

· Acquires an in-depth understanding of what the customer (internal and/or external) or other person is trying to share.


	Planning & Organising

	Establishes courses of action in a structured way for self and others to ensure that work is completed efficiently in order to meet objectives.



	Effectively plans and organises own tasks and assignments:

· Establishes priorities in own work depending on the impact and urgency of the tasks and assignments.
· Makes use of policies, procedures, methods and concrete means to organise own work 
· Is aware of urgencies.

· Works in a systematic way.

· Organises self to retain overview
· Plans work to ensure customer (internal and/or external) requirements are prioritised effectively.

	Stress Resistance

	Continues to perform efficiently and effectively during and after difficult situations, characterized by great pressure, setbacks or criticism.


	Is self-assured, displays self-control and is able to see things in perspective:

· Maintains inner calm and continues to think effectively and act efficiently during longer periods of increased stress.

· Deals with and puts into perspective disappointments and setbacks.

· Radiates self-confidence
· Remains optimistic, constructive and result-oriented in difficult circumstances.

· Displays self-control even when put under pressure.

· Provides customers (internal and/or external) with sound arguments while not giving into pressure exercised by customers

	Verbal Communication

	

	Communicates verbally in a clear, correct and concise manner so that the target audience understands it.

	Has a fluent narrative style and adapts language and style depending on the audience:

· Speaks fluently.

· Speaks at a good speed.
· Is communicative, expresses self with ease.
· Offers customer (internal and/or external) /discussion partner opportunity to ask questions. 

· Checks that others have understood and rephrases when needed
· Adapts language to the target audience. 

· Adapts message in line with the needs, background and expectations of the target audience (customer, internal and/or external, and others)


Fixed Competencies 

	Delighting Customers


	· Provides prompt, relevant and accurate information to the customer within the agreed timeframes.

· Explores the expectations and needs of the customer in a structured way.

· Offers solutions that meet the needs of the customer

· Takes concrete action to solve problems and complaints of customers

· Treats the customer in a professional and friendly manner

· Shows personal commitment in delighting all customers

· Does whatever it takes to create the ultimate customer experience in every customer interaction

	Social Responsibility

	· Treats materials and equipment with care

· Avoids unnecessary waste

· Maintains good relationships with our neighbours (road users, people living near company premises, customers - Internal and/or external customers-, the public at large, etc…)

· Is continuously alert to any risks or hazards and takes action to reduce them

	Teamwork

	· Treats others with respect when working together

· Shares information with those to whom it might be useful

· Offers help to and involves others when relevant

· Looks for win-win solutions when difference of opinions exist

	Continuous Improvement

	· Keeps an open mind to new ideas, other views and opinions.

· Puts forward a large number practical ideas and alternative solutions 

· Is willing to try out actions to improve continuously   

· Continuously seeks to beat previous best performance

	Integrity

	· Respects company standards and values

· Is discreet with confidential and sensitive information

· Treats everyone equally and fairly

· Does not tolerate unethical behaviour and takes action when needed


� Internal and/or external customers





