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Job Title: Customer Optimisation Coordinator

Reporting to: Customer Optimisation Manager

Team Members/Direct Reports: Customer Optimisation Team and Commercial partners.

Why this role matters

Every role at Neal’s Yard Remedies plays a vital part in bringing our purpose to life and in driving our next chapter of growth and transformation. Guided by our values and our commitment to putting customers first, you’ll contribute to a business that’s good for people and the planet and deliver products and experiences that truly make a difference. 

The Customer Optimisation Coordinator is pivotal in guaranteeing product availability across all commercial channels, ensuring customers receive what they need, when they need it. This role works hand-in-hand with internal commercial teams to drive sales, safeguard revenue, and deliver a flawless customer experience through decisive order management, swift issue resolution, and seamless cross-functional collaboration.

Where you’ll play to win:

You’ll be at the heart of customer order management, working closely with Commercial, Supply Chain, and Warehouse teams to ensure a seamless customer experience across multiple channels.

Order Management & Fulfilment:
· Accurately process customer orders received through various platforms (e.g. NetSuite, EDI, Shopify, B2B portals), ensuring all details are correct and orders are fulfilled promptly.
· Coordinate with internal teams to ensure timely and complete dispatch of all customer orders.
· Monitor and expedite customer orders, tracking performance against forecasts and flagging any risks early.
Customer & Commercial Support
· Partner with Customer Development and Account Managers to maximise fulfilment and sell-through.
· Respond promptly and professionally to customer enquiries, providing clear and accurate information.
· Notify customers and Account Managers of any out-of-stock or backordered items, offering alternatives where possible.
Export & Compliance
· Prepare all required export and shipping documentation, including commercial invoices, packing lists, MSDS forms, EUR.1 forms, and Certificates of Origin.
· Ensure all proof of export documentation is received within legal timeframes and maintain compliant, organised records.
Stock & Logistics Coordination
· Balance stock across locations to meet demand efficiently.
· Resolve delivery discrepancies and process credits in a timely manner.
· Liaise with 3PL providers and the Peacemarsh warehouse team to support smooth logistics operations.
Cross-Functional Collaboration
· Maintain regular communication with key stakeholders including International Partnership Managers, Account Managers, Finance, and Warehouse teams.
· Attend key commercial meetings to align priorities and share updates.

What does success look like in this role:


Order Fulfilment Accuracy and Timeliness
· Target: %+ of customer orders processed and dispatched on time and in full (OTIF).
· Why it matters: Directly impacts customer satisfaction, revenue protection, and channel confidence.

Internal Customer Satisfaction
· Target: Positive feedback from Commercial teams, measured through quarterly feedback sessions.
· Why it matters: Reflects the strength of internal partnerships and the coordinator’s role in enabling commercial success.

Issue Resolution Efficiency
· Target: %+ of order-related issues (e.g. discrepancies, delays, credits) resolved within 48 hours, with proactive communication and minimal escalation.
· Why it matters: Demonstrates ownership, responsiveness, and protects customer relationships and revenue.

Forecast vs. Order Alignment
· Target: Weekly tracking and reporting of order intake vs. forecast, with early flagging of at-risk items and actionable insights shared with Supply Chain.
· Why it matters: Supports demand planning, stock optimisation, and ensures readiness to meet channel needs.

Commerciality 

This role is commercially critical. You’ll be responsible for safeguarding revenue by ensuring accurate and timely order fulfilment, resolving issues that could impact delivery. Your ability to anticipate risks, communicate clearly, and act decisively will directly influence channel performance and customer confidence.

Capabilities: What makes you great for this role

· Collaborate cross-functionally, with strong stakeholder engagement skills, able to communicate and engage with diverse cross functional teams around a shared vision
· Champion a solutions-focused mindset, encouraging experimentation and continuous improvement.
· Skilled in Microsoft Office (especially Excel), ERP/order management systems (e.g. NetSuite), and export documentation.
· Proven background in manufacturing, distribution, or commercial environments, with a strong understanding of order fulfilment.
· High level of accuracy in documentation and record-keeping, ensuring transparency and accountability.
· Able to manage multiple priorities under pressure, with a proactive approach to continuous improvement.
· Models company values and behaviours, always acting in the best interest of internal and external customers.

Occasional travel required for meetings, with potential locations including London, Nuneaton, and Nottingham.
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WE ARE CUSTOMER FIRST

BOLD

THINK BIG, BE BRAVE, AT PACE

You identify opportunities to drive the business forward
Through curiosity, challenge and a desire for continuous
improvement
You make things happen
Acting proactively and making timely decisions that
prioritise the customers needs

You exceed customer expectations
Putting the customer first and setting high standards
for yourself and others
You focus on what matters most

Staying diligent and thorough with an unwavering
commitment to our customers

RESPONSIBLE

You act with integrity
Standing up for what is right for our business,
our people and our planet
You collaborate effectively
Taking ownership for your actions and holding
yourself and others accountable




