
Job Title:  Customer Service Manager 

Established in 1999, Neta Scientific, Inc. is one of the industry’s largest distributors of specialized life 
sciences and chromatography supplies. Neta Scientific, Inc. facilitates the global science disciplines 
and the clinical marketplace to conduct innovative research and development in a more efficient and 
effective way through centralizing access to superior supplies, services and supply chain 
management with a customer-centric approach. 

We work and live by a distinct set of principles, known endearingly at Neta Scientific, Inc. as The 
Neta Way. Every interaction with our clients and staff is grounded in our values drawn on our 
foundation as a family-owned company. We do this by demonstrating: 

• Integrity
• Mutual Respect
• Flexibility
• Corporate Citizenship
• Innovation

Our Customer Service Manager will ensure that the Customer Service Department is always 
consistently providing customer-centric service to all customers both internally and externally while 
continuously looking at ways to improve efficiencies and overall effectiveness through tracking 
accuracy, orders entered, and other relevant metrics that align with departmental and organizational 
goals. 

SUPERVISORY DUTIES AND RESPONSIBILITIES: 

• Manage customer service budget and operational expenses.
• Manages day-to-day customer service operations and supervises 10 employees.
• Answering in-coming telephone calls, taking messages and routing calls.
• Handling customer inquiries regarding order placement, pricing, delivery confirmation as well

as other pertinent order management questions.
• Manage e-commerce order fulfillment systems.
• Handles escalated issues by working closely with sales team.
• Finds solutions that benefit both the customer and the company.
• Monitors individual CSRs performances, and provides coaching and mentoring as

necessary.
• Works closely with the CSRs to ensure all practices align with the organizational culture.
• Works closely with the Administrative team and Warehouse team to address back-orders or

other shipping/inventory issues.
• Monitors and processes order requests.
• Enforces company standards, policies and procedures.
• Performs other related duties as assigned by management.
• Additional Responsibilities include interviewing, hiring, and training employees; planning,

assigning, and directing work; appraising performance; rewarding and disciplining
employees; addressing complaints and resolving conflicts; employee engagement and
retention; employee growth and development; and process improvement.



• Exemplify the highest level of professionalism in communication with customers and
suppliers.

• Highly technical competencies with Microsoft Office XP and Microsoft Dynamics GP
preferred

• Ability to maximize resources to accomplish key metrics
• Demonstrated ability to understand key financial and operational drivers affecting business
• Willingness and desire to create team learning and growth and to foster a positive, fulfilling

work environment
• Demonstrated ability to balance department efficiency and service excellence
• Willingness to assist teammates in order to achieve departmental goals
• Demonstrated strengths in team-building and leadership skills
• Supervisory experience or demonstrated willingness, desire, and ability to supervise with

aptitude for coaching, mentoring, training, and developing teammate performance
• Demonstrated ability to lead and motivate teammates with confidence in work processes and

goals

• Strong written, verbal, and interpersonal communications skills including ability to listen
attentively and to communicate information clearly and effectively

• Demonstrated interpersonal, collaborative, and relationship-building skills; ability to interact
positively with teammates at various levels across the company and customers

The above is intended to describe the general content of and requirements for the performance of 
this job. It is not to be construed as an exhaustive statement of duties, responsibilities or physical 
requirements. Nothing in this job description restricts management’s right to assign or reassign 
duties and responsibilities to this job at any time. Reasonable accommodations may be made to 
enable individuals with disabilities to perform the essential functions. 

MINIMUM QUALIFICATIONS: 

• Bachelor’s Degree; Master’s Degree (preferred)
• 3-5 years of experience in a customer service supervisory or management role; 5-8 years

(preferred)
• Strong understanding of business process with the ability to translate business requirements

into technical requirements and deliver requested output timely and accurately
• Excellent communication skills, both oral and written
• Positive and strong interpersonal skills, the ability to work with others


