
 

 
  

CUSTOMER SERVICE RESPRESENTATIVE 
 
JOB SUMMARY 
The Customer Service Representative (CSR) is responsible for responsible for coordinating and ensuring effective 
sales order management.  The CSR is a single point of contact to provide consistent, positive customer experience.  
Responsibilities include initial order entry, management of order changes, coordinating order fulfillment and 
responding to customer inquiries on the status of orders and shipment. The CSR leads / communicates the 
resolution of service issues that directly impact customer order fulfillment.  
 
The CSR works closely with customers, suppliers and cross functionally to provide value-added service and 
customer solutions resulting in long-term customer relationships.  The CSR must also understand and 
communicate customer requirements throughout the organization. 
 
ESSENTIAL FUNCTIONS and JOB RESPONSIBILITIES 

 Enter orders in to Company’s ERP system, detailing product quantities and specifications, providing shipment / 
delivery and invoicing instructions, and pricing.  

 Additional duties and responsibilities of the positon may evolve, such as “invoicing”, concurrent with the onset 
of ERP and the expanded capability of the system. 

 Maintain front line contact with customers concerning all aspects of the order processing system. 

 Verify and confirm customer orders and delivery expectations. 

 Work with production to meet delivery dates and ensure customer satisfaction. 

 Provide product information, and answer customer inquiries regarding product availability, pricing quotes, 
shipping dates, or sample request. 

 Work closely with and provide quality service to internal sales representatives, business unit managers, 
shipping department and manufacturing operations to coordinate timely shipments. 

 Work closely with sales manager to develop and maintain customer relationships and meet customer needs. 

 Respond to customer inquiries, utilizing various business tracking systems 

 Work closely with customers in resolving any problems / complaints. 

 Liaison between customer, supply chain and sales manager. 

 Problem solve issues in the ERP system with regard to order entry, inventory, shipment fulfillment, etc. 

 Deliver timely and accurate information to customers and internal business partners, both verbally and in 
writing. 

 Resolve problems at first point of contact in a friendly and helpful manner and refers more complex situations 
to manager as appropriate. 

 Maintains up-to-date information on customers (contacts, products, requirements, transactions, customer 
interactions, inquiry details, complaints, etc.).  Ensures accuracy of customer information records. 

 Change dates, quantity when needed, quote pricing, update prices in customer profile. 

 Provide timely and accurate ERP reports to management as necessary. 

 Other duties as needed or as they arise 
 
REQUIREMENTS:  

 High school diploma or equivalent required.  Associate's degree or equivalent from two-year college strongly 
preferred.  Bachelor’s Degree desired. 

 Two to five years’ applicable experience. 

 Previous customer service experience required.  

 Strong computer skills and knowledge of Microsoft Power Point, Word and Excel required. 

 Must have the ability to effectively use computer software – AX/ERP Systems (Enterprise Resource Planning). 

 Previous ERP experience strongly preferred. 

 Excellent telephone etiquette required. 

 Ability to manage time effectively, prioritize multiple tasks, and transfer verbal / written information to others 
accurately and timely. 

 Must have excellent communication (both verbal and written), interpersonal skills, and listening skills. 

 Demonstrated flexibility / adaptability in a fast-paced team environment. 



 Must possess excellent organizational and follow-up skills. 

 Structured but flexible approach; ability to work independently and collaboratively within work group and 
across multiple disciplines (i.e. Sales, Manufacturing Operations, and Shipping/Warehousing/Logistics). 

 Must be able to work occasionally with minimal supervision. 

 Must be able to assess and define problems, establish facts, draw valid conclusions and communicate 
situation / status to appropriate management, sales representative and customer. 

 Must establish and maintain effective working relationships with co-workers and customers.  

 Strong attention to detail orientation and problem resolution skills. 

 Minimal travel is required.  
 
WORKING ENVIRONMENT 
1. The person performing the duties of this job generally works out of an office environment, shared by co-

workers.   
2. At times if needed to go into the plant, warehouse, or R & D areas, can potentially be exposed to hazardous 

chemicals, wet or humid conditions, outdoor weather, noisy environment, and dusty environment if required 
to check on inventory. 

 
PHYSICAL REQUIREMENTS 
1. May be required to lift and/or move up to 10 pounds routinely and move or lift up to 40 pounds occasionally. 
2. Must be able to climb stairs. 
 
Please email resumes to resumes@doverchem.com and type Customer Service in the subject line, fax to 330-602-
1050, or mail to Customer Service, Dover Chemical, 3676 Davis Road NW, Dover, OH 44622.  

NO PHONE CALLS TO EMPLOYER PLEASE 
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