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	Department
	 Customer Service

	Job Title
	 Customer Service Representative
	FLSA Status
	 Exempt

	Role
	 N/A

	Sub Role (If any)
	 N/A

	Reports To
	 Pricing and Contracts Administrator



1. Role Purpose:
(Provide a summary of the primary purpose of this role)
	· Serve as the primary operational liaison between KVK Tech and its customers by ensuring accurate, compliant, and timely order processing within a regulated pharmaceutical manufacturing and distribution environment.
· Execute end-to-end sales order management, inventory coordination, invoicing, and shipment facilitation while adhering to cGMP, DEA, and internal SOP requirements.
· Support controlled substance compliance activities, including Suspicious Order Monitoring (SOM), DEA documentation, and license verification, in alignment with federal and state regulations.
· Provide professional, responsive customer communication to resolve inquiries, discrepancies, and issues while maintaining high standards of accuracy, confidentiality, and service excellence.
· Partner cross-functionally with Sales, Shipping, QA, Accounting, and Regulatory teams to ensure seamless order fulfillment, compliance integrity, and customer satisfaction.



2. Key Duties & Responsibilities:
(Briefly describe the essential activities that are performed by this role including key duties/responsibilities. Each statement should start with a verb. Additionally, indicate how frequently it is performed)
	· Receive, review, and process customer sales orders via EDI, email, fax, and eCommerce platforms using ERP systems, ensuring accuracy, completeness, and compliance prior to release.
· Coordinate inventory allocation, generate pick/pack documentation, and work closely with Shipping to resolve order, scanning, or fulfillment discrepancies.
· Manage daily invoicing of shipped orders and perform inventory reconciliations in collaboration with the Shipping department.
· Execute Suspicious Order Monitoring (SOM) activities for controlled substances, including review of customer inventory data, sales trends, and escalation of flagged orders per SOP and DEA requirements.
· Prepare and process DEA documentation, including DEA Form 222, required reports, and coordination with the DEA Coordinator to maintain regulatory compliance.
· Monitor and resolve pricing discrepancies, payment deductions, and customer billing issues in partnership with Pricing, Contracts, and Accounting teams.
· Respond to customer inquiries, complaints, returns, recalls, and Medicaid-related requests in a timely, professional manner while ensuring proper documentation and internal escalation as required.
· Maintain and update customer regulatory documentation, including DEA registrations, state licenses, product registrations, and renewal tracking within internal systems.
· Provide reporting support to QA and other internal departments and assist with cross-functional initiatives as needed.




3.Typical Supervisory Responsibility:
(Identify any responsibilities the role has for supervising others)
	N/A






4. Education & Experience:
(Describe the education required for this role, including specifications, if any.  If equivalent experience or knowledge can be substituted for the educational requirements, A combination of Education and experience shall be considered.)

	Education Requirement
	Specialization (If any)

	· Bachelor’s degree in Business Administration, Supply Chain, Operations, or a related discipline preferred.
· Equivalent professional experience will be considered.
	



	Experience Requirement


(Describe the experience required for this role. Identify the type of experience, number of years, and any additional comments on the experience and education requirements for the role.  Also, include any geography specific requirement that differs from experience.)
	· Minimum of 2–4 years of customer service, order management, or operations experience, preferably within a pharmaceutical, healthcare, or other regulated manufacturing environment.
· Demonstrated experience working with ERP systems and managing high-volume, detail-driven transactional workflows.
· Prior exposure to DEA-regulated products, cGMP environments, or controlled substance compliance is strongly preferred.

	Number of Years 
(Minimum to Maximum)
	2-4




Technical competencies/ Certifications/ Licenses:

(Briefly describe the required competencies such as skill, ability, and knowledge an individual must possess to perform the role. Also, identify any certification or licenses required to perform the role.)
	Technical competencies
	· Strong working knowledge of customer order processing, invoicing, inventory coordination, and cross-functional issue resolution.
· High level of accuracy, attention to detail, and documentation discipline in a compliance-driven environment.
· Proficiency with Microsoft Office applications, particularly Outlook and Excel, and the ability to learn and navigate ERP systems efficiently.
· Ability to interpret SOPs, identify compliance risks, and escalate issues appropriately using sound judgment.
· Excellent written and verbal communication skills with the ability to interact professionally with internal teams, customers, and external regulatory stakeholders.
· Proven ability to manage multiple priorities, meet deadlines, and perform effectively in a fast-paced, high-expectation environment.
· Strong sense of ownership, accountability, and confidentiality when handling sensitive customer, regulatory, and business information.

	Certifications
	N/A

	Licenses
	N/A

	Other
	N/A




5.Physical demand and Work environment:
(Provide details regarding the physical demands and work environment that are essential to the role)
a. Physical demands:
	· Regularly required to sit for extended periods while performing computer-based work.
· Frequently required to use hands and fingers for data entry, document handling, and operating office equipment.
· Occasionally required to stand, walk, bend, or reach within the office environment.
· May occasionally lift or move materials weighing up to 20 pounds.
· Must have the ability to see, read, and interpret detailed documentation, both electronically and in hard copy.


.
b. Work environment:
	This position operates in a professional office environment within a regulated pharmaceutical manufacturing organization. The role is primarily sedentary and computer-based, with work performed at a designated workstation for extended periods. The environment requires sustained focus, accuracy, and attention to detail while working with regulated documentation and electronic systems. The position is subject to strict compliance expectations related to cGMP standards, DEA regulations, and internal quality systems, requiring consistent adherence to established procedures. The work setting is structured and process-driven, with controlled access to systems and information to maintain data integrity, confidentiality, and regulatory compliance.



6.Compliance:
	· Comply with all Company codes, policies, and procedures concerning ethics, quality, and compliance, including compliance with applicable laws, rules and regulations, including the Food, Drug and Cosmetic Act and all associated regulations.
· Timely and satisfactory completion of all required training, including training related to ethics, compliance, quality, and position-specific requirements.
· Understand the compliance responsibilities of your role.
· Commit to the Company’s culture of ethics and compliance. 
· Report all known or potential violations of Company codes, policies, and procedures, or of applicable laws, rules and regulations, to the Company as contemplated by the Company’s policies and procedures, including SOP-0015 (Escalation to Management on Critical Matters Pertaining to Quality and Regulatory Compliance), or through the Company’s FaceUp portal, available by telephone or online (details below). 



Compliance Hotline # (205) 354-2405
www.faceup.com
Download Faceup App using the
Passcode # KVKxxxx1842
Or scan QR Code below
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