Intrinsic Therapeutics Inc.

Position Description


    
                 Customer Relations Rep I

Position Title:

Customer Relations Representative
I


Department:

Customer Relations



Reports to:

Customer Relations Manager
Date written/revised
6/15/2023
Summary of Responsibilities: 

· Take full ownership from order acceptance to order completion and handle shipping with a high degree of accuracy. 

· Essential functions of position include the timely and accurate processing of customer order requests,  transfer order requests, billing, customer returns and correction processing.

· Must possess high degree of telephone and interpersonal relationship skills. 

· Ensure training and understanding of all system functions and enhancements related to Customer Service processing.

· Individual must have extensive working knowledge of all Customer Service policies and procedures including, but not limited to, all transactions type processing, shipping procedures, inventory control procedures and revenue cycle.

· Position requires a thorough understanding of the Sales Force operations relative to transaction activity.

· Ability to evaluate proper correction requirements for inventory adjustments.

Primary Duties:

· Process and fulfill customer orders or inventory requests in a timely manner.

· Maintain accurate data in Quickbooks and Excel tracking sheets. 

· Support the field with quotes/pricing requests, consignment and Terms & Condition agreements.

· Problem Solving:  Ability to recognize the need for unique solutions or alternatives when system constraints inhibit accuracy or quality of transactions and also the reporting of these issues in a timely manner.
· Must ensure that all daily transactions are completed. 
· May assist in audit reconciliation of field inventory.
· May assist with department month end reporting data.

· Exercise emergency contingency plan when necessary. 
Other:
· Must be resourceful in solutions to minimize errors occurring as a result of system restraints or lack of knowledge on the part of the user. 
· Consideration of cost effectiveness of procedural changes or enhancements will be part of the daily job. 

· Knowledge and actions have direct impact on dollars billed, credited and commissions paid. Failure to perform could result in incorrect financial reporting. 

· Must be able to coordinate and handle department operations in the absence of management. 

· All other duties as assigned.

Please note that this job description is not designed to cover or contain a comprehensive listing of activities, duties & responsibilities that are required of the employee for this position. Duties, responsibilities, and activities may change at any time with prior notice.  
Critical Knowledge, Skill, Education, and Abilities:
· Bachelor's degree or equivalent experience preferred
· Position requires 2 years of Customer Relations/Service experience with high performance ratings. Additional years of experience plus familiarity with the Medical Device Industry are a plus.  
· Excellent working knowledge of Microsoft Word, Outlook, Excel and PowerPoint
· Experience with ERP systems such as Quickbooks preferred
· Demonstrated strong organizational, interpersonal, communication and relationship-building experience. 
· Must possess in-depth knowledge and expertise in the operations of current system software and processing interface with other internal functions. 

On the Job Training and Quality System support requirements:
· Quality Manual / SOP’s
· Company healthcare practitioner (HCP) compliance policies

· Procedures related to education and training 
· Responsible for adhering to the AdvaMed Code of Ethics on interactions with Health Care Professional and any related ethical, compliant business practices, including but not limited to, adherence with the Company’s Compliance Program, FDS regulations and guidance, Anti-Kickback Statute, and other Federal, State and/or local laws. 

· Responsible for completing required compliance training successfully and on time. 

· May interact with HCP’s directly on phone and must be trained on HIPAA and Compliance requirements. 

Physical Demands & Working Conditions:

· Duties of this position are generally performed in good working conditions. Occasional exposure to elements such as noise, dust, chemicals, operating machinery, temperature extremes, etc.
· Duties may require extended periods of sitting and sustained visual concentration on a computer monitor or on numbers and other detailed data. Must be able to read printed materials & must be able to communicate using a telephone and/or email and articulate themselves well. 
· Mobility to work in a typical office setting and use standard office equipment.
· Shipments need to be created in this role, which will include handling of sensitive materials such as implants & instrument cases (max 15 lbs per case) following approved packing processes. 
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