JOB DESCRIPTION
MO TA CONG VIEC

A. JOB DESCRIPTION / MO TA CONG VIEC

Working location /

Tide / Chire vy: Customer Service Staff / Position VN Dia diém lam viéc: HCME

Full name / Report to / Bao cao Supervisor

Ho tén nhan vién: den: P

E-Coge /A A Division / B§ phan: Customer Service
Ma s nhan vién:

Up(fiateij dateA /. Department / Phong Operations

Ngay cap nhat:

ban:

Purpose of Position/ Muc dich ctia cong viéc

e Receiving phones called from customer
Nhan dién thoai cia khach hang

e Responding to sales orders, complaints and inquiries...

nhirng qui dinh cda cong ty

X ly don hang va phan hdi khach hang nhirng thadc méc, khiéu nai...
e Co-ordinate with another department to ensure that all issues happen will be solved properly as Company policy

Phdi hop véi cac phong ban lién quan dé& dam béo nhirng van dé phat sinh duwoc x@ Iy thich hop dwa trén

Responsibilities
Trach nhiém

Key Performance Indicator
Tiéu chi danh gia két qua

Phone Call Receiving and Order Processing:
Nhan dién thoai cla khach hang va x& ly don hang: Responsibility 2 by
English

- Receiving all phone calls, includes customers’ orders, inquires,
complaints ... and recording accordingly
Nhan dién thoai bao gdm don d&t hang ca khach hang, nhirng
thac mac, khiéu nai cia khach hang va ghi chi lai mét cach hop
ly

- Answering inquiries and solving complaints within limit (i.e.: trade
promotion scheme, product information, orders status...)
Tra 1&i nhivng thac méc va giai quyét nhirng khiéu nai trong kha
nang cho phép ( vi du: tra 1&i khach hang vé nhirng chwong trinh
khuyén mai, théng tin san phdm, tinh trang don hang....)

- Forwarding all issues which are out of limits to the department
windows and following up to make sure all complaints replied to
the customers accordingly
Chuyen t4t ca nhirng van d& khong nam trong kha nang giai quyét
dén nhirng bd phan lién quan dé dam bao t&t ca nhirng khiéu nai
ctia khach hang dwoc phan héi mét cach hop ly

- Ensuring that all necessary checks for all sales orders are
performed before the encoding
Dam bao t4t ca nhitng buwdc kiém tra can thiét cho tat ca don
hang dwoc thyc hién trede khi nhap va xt&r ly don hang

- Coordinating with all relevant departments and principals to verify
irregular orders
Phdi hop voi tit ca bd phan lién quan, nha san xuat dé kiém tra
va xac nhan nhirng don hang bat thwong

- Processing sales orders received from any order sources into the
system
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X ly, nhap tat ca nhixng don dat hang nhan ti nhibng nguén
khac nhau vao hé thong

- Contact customer to inform back order information to process
accordingly
Lién lac v&i khach hang théng bao nhirng don hang che dé xi ly
don hang cho dung véi xac nhan cda khach hang

Gather metrics from reports, analyze and prepare charts, slideshows
on Power Point

Tap hop sé lidu tlr cAc bao cdo, phan tich va chuan bj biéu dd, trinh
chiéu trén slide bang Power Point.

Filing document orderly as SOP ( sales order, report...)
Lwu hd so ( don hang, bao cao, ...) theo SOP

Handling all tasks assigned by the CS Supervisor. (i.e.: back-up
planning, making the statistic report, database review...)

Thuwe hién nhitng nhiém vy dwgc Giam sat phan cong ( vi du: ké
hoach dw phong, lam bao céo sb liéu...)

Attending trainings provided by the company which are necessary to
handle the job
Tham dy cac khéa huén luyén can thiét ctia cong ty

Attending department and company meetings
Tham dy cac cudc hop clia bd phan va cla cong ty

Adhering to the company policy
Tuan tht nghiém chinh néi quy cla cong ty

B. QUALIFICATION REQUIREMENTS/ NHIPNG YEU CAU VE CHUYEN MON

Description
No6i dung

Essential Requirement
Yéu cau can thiet

Optional Requirement
Yé&u cau bd sung

Education & anlifica‘tion .
Trinh d6é hoc van & Bang cap

Graduated from Highschool upon
Tt nghiép trung hoc phé théng tré [én

Working Experience
Kinh nghiém lam viéc

e 2-3 years working for Customer Service/Contact
Center
Kinh nghiém 2 dén 3 nadm tré lén trong linh vyc
Dich vu khach hang/Téng dai

e Strong data analytical background
Hiéu biét phan tich co s& di¥ liéu

e Knowledge of the system processes: SAP system,
Hiéu biét v& hé théng xt ly don hang SAP,

e Knowledge or
experience in  the
pharmaceutical
industry.

Hoc van va kinh
nghiém trong nganh
dwoc pham
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Skill
Ky nang

Must have “can do attitude”
Thai d6 lam viéc tich cwc
Boc, phan tich béo céo

Problem solving skills
Giai quyét, xtr ly van dé cong viéc

English skill
Tiéng Anh

Microsoft office

Competent with MS Power-point, Expert in Excel,
MS.Access, Power Query

Other Specific Requirements
Nhirng yéu cau dac biét khac

Teamwork mentality

Tinh than déng doi

Organize, tidiness, punctuality, carefulness,
attention to details

K§ nang phan tich, 6c té chire, cén than, chinh xac,
cai tién, tinh than ddng doi, quyét doan va cé ky
nang quan ly.

C. ACKNOWLEDGEMENT/ PHAN XAC NHAN

AGREED BY / CHAP THUAN

Signature / Ky tén:

Full name / Ho tén:

Title / Chtrc vu:

Date / Ngay:

Note: This Job Description is considered as an Annex of the Labor Contract.

Ghi chd: Ban mé t& cong viéc nay duoc xem la Phu luc clia Hop Béng Lao Béng.
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