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	Job Information

	System Job Title
	Customer Relationship Manager 
	Function
	Supply Chain 

	Working Job Title
	
	Sub-Function
	

	Job Code
	
	Team
	

	Location Job is Performed
	Peterborough, with travel to Customer and Hain sites as required 
	Reports To
	Customer Supply Chain Manager 



21 October 2026 

Role Purpose:
The Customer Relationship Manager is responsible for delivering an excellent customer experience for Ella’s Kitchen customers, combining ownership of customer relationships with hands-on order processing and day-to-day customer service.
The role manages the customer order journey, from accurately entering and maintaining orders in SAP through to monitoring deliveries, resolving queries and keeping customers informed. Strong Excel skills are essential to analyse service performance, maintain reports and identify issues requiring action.
Working closely with Commercial, Planning, Logistics and warehouse partners, the successful candidate will build trusted relationships, manage customer expectations and drive issues through to resolution. They will take a proactive approach to identifying risks, challenging recurring problems and improving processes to make it easier for customers to do business with Ella’s Kitchen.

Essential Duties and Responsibilities:
Customer relationship management  25%
· Act as the main operational contact for allocated Ella’s Kitchen customers. Build strong relationships with customer supply chain and ordering teams, understanding their requirements and priorities.
· Lead regular service reviews and maintain clear action plans.
· Provide timely, accurate updates on availability, shortages, delivery issues and recovery plans. Take ownership of customer concerns and coordinate resolution.
SAP order processing and customer service  30%
· Accurately enter, review and maintain customer sales orders in SAP. Monitor EDI orders and resolve failed or incorrect orders with the relevant teams.
· Check quantities, delivery dates, product codes and customer requirements, including pallet configurations and minimum shelf life.
· Manage amendments, cancellations and outstanding orders within agreed cut-offs. Respond to customer emails and calls within agreed service standards.
· Coordinate delivery queries, returns, claims and credit requests in line with approval processes.
Supply chain coordination  20%
· Work with Planning, Commercial, Logistics and warehouse partners to support order fulfilment.
· Review outstanding orders, stock availability and delivery status to identify service risks early. Communicate shortages proactively, confirming the impact, next steps and expected recovery dates.
· Support promotional activity, new product launches and product changes by checking operational readiness.
· Escalate urgent issues promptly and follow actions through to completion.

Excel reporting and performance management  15%
· Use Excel to maintain accurate customer reports, shortage trackers, order books and service scorecards.
· Analyse data using tools such as pivot tables, lookups and formulas to identify trends and recurring issues.
· Prepare weekly and monthly performance updates, explaining the causes of service failures and actions required. Maintain accurate information across SAP, customer portals and internal trackers.
Continuous improvement  5%
· Investigate recurring problems and work with the relevant teams to address root causes.
· Challenge ineffective processes and suggest practical improvements that reduce manual work, improve order accuracy and strengthen the customer experience.
· Maintain clear procedures and share knowledge to support effective team cover.
Compliance and risk management  5%
· Follow company policies, customer requirements and agreed approval processes.
· Maintain accurate records and an appropriate audit trail for order changes, customer agreements and claims.
· Identify and escalate risks relating to service, shelf life, customer compliance and financial exposure.

Education and/or Experience:
· A Levels or equivalent qualifications are desirable. Relevant practical experience will also be considered.
· Experience in a customer service, customer relationship or sales order processing role, ideally within FMCG, food or a comparable industry.
· Experience of using SAP to enter and manage sales orders.
· Experience of managing customer relationships and resolving order or delivery issues.
· Strong practical experience of Excel, including analysing data and producing accurate reports.
· Experience of working with planning, commercial, logistics or warehouse teams.
· Experience of retailer portals and EDI order processing would be beneficial.

Competencies and Proficiency Requirements:
· Strong relationship-building skills: develops trust with customers and colleagues, holds constructive conversations and manages expectations.
· Good Excel skills: confident using pivot tables, lookups, filters and formulas to review data and identify issues.
· Accuracy and attention to detail: takes care when entering orders, maintaining records and communicating information.
· Clear communication: provides concise, professional updates and adapts their approach to the audience.
· Ownership and follow-through: takes responsibility for issues and keeps actions moving until resolved.
· Problem-solving mindset: looks beyond the immediate fix, challenges recurring issues and suggests practical solutions.
· Effective prioritisation: manages competing deadlines and responds promptly when urgent issues arise.
· Customer focus: understands how operational decisions affect the customer experience.
· Demonstrates behaviours in line with the Company’s ACHIEVE framework.

Scope:
Budgetary responsibility
No direct budget ownership. Responsible for working within agreed approval limits and identifying avoidable costs associated with order errors, delivery failures and customer claims.
Contributes to company NSV, EBITDA and service targets through accurate order management, effective issue resolution and strong customer relationships.
Other key dimensions
Owns the day-to-day operational relationship for allocated Ella’s Kitchen customer accounts.
Processes and maintains customer orders in SAP.
Maintains customer scorecards, shortage reports and outstanding order trackers.
Prepares weekly and monthly customer performance reports.
Coordinates customer review meetings and follows up agreed actions.
Supports customer account plans alongside Commercial.
Maintains customer requirements and procedures to enable reliable holiday and absence cover.

Conditions of Role:
· The role will be office based, with flexibility to work from home in line with company policy and business requirements.
· Some travel to customers, Hain offices, factories and logistics partners across the UK may be required, including occasional overnight stays.
· Working hours and cover arrangements must support customer ordering patterns, operational deadlines and team coverage requirements.

· Works alongside and in collaboration with: Customer Relationship Managers, Customer Service Administrators, Commercial teams, Supply Planners, Demand Planners, Logistics, warehouse partners, Finance and IT.
· Line management: None.
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