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[bookmark: _Toc187231887]Job Description:  
As the Commercial and Customer Engagement Team Lead, reporting to the Global Director of Operations, your primary responsibility will be to support a dedicated team of Commercial Specialists, Commercial & Customer Engagement Specialists, and Customer Inquiry Agents. As the Team Lead you will be responsible for coaching and managing a team within a virtual Commercial Contact Center supporting a major life science organization. 
Key activities include daily operations oversight from staffing to metrics to working with the Workforce management team for scheduling.  You will also ensure that front-line staff are appropriately trained on processes of commercial and general inquiry content.  In addition, you will also collaborate with other internal teams such as Quality Assurance to maintain compliance for contact center operations and regulatory reporting. As a Team Lead, you will also serve as the first point of contact for escalations for front-line staff. 

[bookmark: _Toc187231888]Key Attributes and Responsibilities: 
· Acts as a first line of escalation for the <Region> Commercial Specialist and Customer Inquiry Agents 
· Handles customer requests for supervisory intervention & escalations including possible after- hours support for critical business needs 
· Closely monitors compliance requirements to ensure all AEs/PQCs are captured and ensure reporting within twenty-four (24) hours according to our SOPs 
· Reviews and provides direction for individual cases as needed 
· Monitors inbound contacts in real-time and adapts staffing to changing demands in real-time 
· In conjunction with the Workforce management resource, develops weekly schedules to ensure coverage for normal hours of operation
· Participates in call monitoring calibration sessions with internal and external partners such as Quality Assurance, Operations Manager/Director, and client Operations Management 
· Will be involved in supporting global initiatives and collaborating with peers for cross-functional global support and communication 
· Monitors SLAs, KPIs, staffing, and content changes, and ensures appropriate reporting of adverse events and product quality reports 
· Will assist in interviewing, certifications, and onboarding for new hires 
· Will provide ongoing side-by-side coaching to frontline agents and assist with facilitating training and skill development programs for agents to improve their knowledge
· Conducts data analysis to identify trends and areas for improvement, and provides regular reporting of findings to higher management
· Performs regular performance feedback to agents, participating in quality improvement tasks to ensure service quality and customer satisfaction
· Potential for rotational shifts and after-hours coverage, weekends as needed

[bookmark: _Toc187231889]Required Skills/Abilities:
· [bookmark: _Hlk148606411]Flexibility and adaptability to ensure business success
· Team player with a positive attitude
· A passion for customer service
· Must thrive working in a fast-paced, innovative environment while remaining flexible, proactive, resourceful, and efficiency
· Must have excellent communication (oral and written) skills, interpersonal skills, analytic skills, and ability to summarize complex commercial cases
· Ability to handle all channels of work calls/chats or emails
· Demonstrated ability to problem-solve and effectively resolve conflicts
· Dedicated team player who has a customer service approach and is solution-oriented
· Ability to learn and navigate new systems and technologies quickly
· Ability to work with various teams and stakeholders and be accountable for providing on-time deliverables 
[bookmark: _Toc187231890]Education and/or Experience:
· BS/BA in Business, Supply Chain or related field preferred and/or 2-5 years of experience 
· Proven management of direct reports and leadership skills
· Preference for an individual who has managed direct reports within a contact center environment
· Preference for individuals who have minimum 2 years of experience supporting pharma/biotech call centers and/or experience medical or commercial setting.  
· Prior experience in customer support (ie. logistics, order to cash 3PL/Distributor coordination) is an asset
· Prior experience with vaccine products in a Pharma/Biotech call center preferred
· Strong proficiency with spoken and written English language, as well as excellent written and verbal communication skills.
[bookmark: _Toc187231891]Technical Skills:
· Experience with Amazon Web Services (AWS) Connect & Salesforce Health/Service Cloud is preferred
· Operating systems: Windows through current version
· Microsoft Office tools
· Experience with workforce management and resource scheduling concepts
· Familiarity with contact center technologies
· PC Hardware environment: Laptops, Desktop and Printers
· Contact center telephony, email, and chat tool - preferred
· Knowledge in using client relationship management system - preferred
[bookmark: _Toc187231892]Other Requirements:
· Ability to sit for long periods of time
· Basic computer and hardware proficiency to set up remote workstation
· Hardwired internet connection with minimum internet speeds of 15mbps upload and 15mbps download 
· Must have a private and quiet office space free of interruption to conduct professional calls on behalf of a client.
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