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	Job Information

	System Job Title
	
	Function
	Supply Chain

	Working Job Title
	Senior Customer Service Specialist 
	Sub-Function
	Customer Service 

	Job Code
	
	Team
	

	Location Job is Performed
	Peterborough
	Reports To
	Customer Supply Chain Manager 



Date of Creation/Most Recent Update: 22/10/2026

Role Purpose:
The Senior Customer Service Specialist is responsible for managing the day-to-day customer service requirements of the B2B business and coordinating the daily activities of the customer service team.
The role combines hands-on account and order management with operational oversight, ensuring customer orders are processed accurately, enquiries are answered promptly and service issues are resolved effectively.
Acting as the first point of escalation for the team, the successful candidate will provide practical guidance, organise workloads and work closely with Planning, Logistics, Commercial and Finance to deliver a reliable and responsive service.

Essential Duties and Responsibilities:
B2B customer management
Take ownership of the day-to-day service requirements of B2B customers, building strong relationships and understanding their individual needs.
Manage customer orders from receipt through to delivery, ensuring accurate order entry, pricing, delivery details and customer requirements.
Monitor outstanding orders, stock availability and delivery commitments, taking action to prevent delays or service failures.
Proactively communicate shortages, changes to delivery dates and recovery plans, ensuring customers receive clear and timely updates.
Resolve customer queries, complaints and delivery discrepancies, involving the appropriate teams where required.
Work with Commercial and Finance to resolve pricing queries, credit requests and account issues.
Maintain accurate customer records, delivery instructions and agreed ways of working.
Day to day team coordination
Coordinate the daily customer service workload, ensuring appropriate cover across order processing, shared inboxes, customer enquiries and urgent requests.
Allocate and prioritise tasks according to customer needs, business priorities and available capacity.
Monitor workloads and outstanding actions, ensuring deadlines and agreed response times are met.
Act as the first point of contact for operational questions and escalations, helping colleagues resolve issues and maintain service continuity.
Support holiday and absence cover planning, highlighting any resource gaps to the Customer Supply Chain Manager.
Lead short operational catch-ups where required, ensuring priorities, risks and responsibilities are clear.
Support the onboarding and training of team members, promoting consistent processes and good working practices.
Provide feedback to the Customer Supply Chain Manager on team capacity, training needs and recurring issues.
Service performance and issue resolution
Monitor daily service performance, order accuracy and outstanding queries, highlighting risks and coordinating corrective actions.
Work closely with Planning, Logistics and warehouse partners to resolve stock, order and delivery issues.
Ensure customer shortages and service failures are recorded accurately, with clear reasons, owners and follow-up actions.
Support root cause investigations and identify practical measures to prevent repeat issues.
Prepare and maintain relevant customer and operational reports, using data to identify trends and priorities.
Escalate significant customer or operational risks promptly, providing a clear summary and recommended next steps.
Process improvement and controls
Identify opportunities to simplify processes, reduce manual work and improve the customer experience.
Maintain clear, up-to-date procedures that are easy for the team to follow.
Ensure orders, credits and customer information are handled in line with company policies and approval requirements.
Support system changes, process testing and continuous improvement projects.
Encourage proactive communication, ownership and a consistent standard of service across the team.

Skills, Competencies & Requirements :
Essential
Experience in customer service, sales order processing or customer supply chain operations within a B2B environment.
Experience coordinating workloads, supporting colleagues or acting as a senior point of escalation.
Strong organisational skills, with the ability to manage competing priorities and maintain accuracy under pressure.
Confident communication and relationship-building skills.
A proactive approach to resolving problems and following actions through to completion.
Good Excel skills, including analysing order data and producing clear reports.
Experience using an ERP or order management system, such as SAP or M3.
An understanding of how customer service works with Planning, Logistics, Commercial and Finance.
Desirable
Experience within FMCG, food manufacturing or distribution.
Experience working with third-party logistics providers.
Experience training colleagues and improving customer service processes.
Knowledge of EDI orders, customer portals and delivery requirements.

Key measures of success 

Customer orders processed accurately and within agreed deadlines.
Customer enquiries answered within the agreed four-hour response standard during operating hours.
Proactive and timely communication of shortages and delivery issues.
Effective daily workload allocation and customer service cover.
Prompt resolution of complaints, queries and outstanding actions.
Reduced repeat errors and demonstrable improvements to team processes.

Scope
The role provides day-to-day operational coordination and guidance to the customer service team. Formal people management, performance reviews and disciplinary matters remain the responsibility of the Customer Supply Chain Manager.
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