//econotech Customer Service Technical Coordinator

laboratory services Pulp & Paper and Biofuels Lab

Opportunity:

We have an opportunity for a Customer Service Technical Coordinator to join our Client
Services team, which collaborates closely with in-lab delivery and Sales and Marketing. The
role is full-time permanent and based at our Annacis Island, Delta BC facility.

Working alongside your peers, in this role you form the primary working interface with our
clients. This involves day-to-day Quote and Order lifecycle management, as well as intensive
parallel work to understand and document the theory and value of our data product in the
industrial settings we serve.

In support of these deliverables this role requires ongoing development of technical application
knowledge in the P+P / Biofuels testing space — both personally and as embedded institutional
knowledge. It also includes significant customer-facing inbound, coordination and outreach
components. To succeed in it, among other things you will need to be a self-starting
application knowledge hound, good at documenting and explaining things, and comfortable,
capable and driven to reach customers and build strong working relationships that allow
information to flow.

This is a unique and challenging role in an evolving organization that is committed to long-term
growth and success. If you see the appeal and have personal, scientific, industrial, coordination
or customer service credentials that match, then we truly look forward to your application.

Read on for more information.

Who We Are:

Econotech is an independent, specialist laboratory operating mainly in the global Pulp & Paper
and Biofuel sectors. We work closely with our customers to understand their processes and
products, helping them to optimize productivity and quality, and gain a competitive edge. We
know the importance of sustainable materials for our world. As a result, we are committed to
strengthening the place of renewable fibre and fuel products and helping the Pulp & Paper and
Biofuel industries succeed.

As part of the Econotech team, individuals truly can make a difference. We work hard to
develop and retain great team members and invest in building their capabilities. Our culture is
one where we value drive, teamwork, and attention to detail, with our team finding collective
purpose in building our operation and serving a specialized industrial community.

Role Details:

Customer Service Coordinators bridge the space between Sales / Business Development and
Delivery, with a heavy focus on client relationship management, opportunity / order
management, knowledge capture, and communications in between.
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This customer-facing role is ideally suited to candidates with a firm grasp of scientific or
engineering principles, and a preference for customer service, sales and technical admin
activities outside the wet lab.

Our core expertise is in analysis of Pulp & Paper and Biofuel process and product materials, and
our typical customers are mills, consultants and mill suppliers. The company-wide capabilities
you’ll be representing include:

e Process and product chemistry testing by classic wet chemistry and instrument-based analyses

e Pulping, bleaching and by-product studies conducted at our pilot plant facility

e Microscopy and spectroscopy-based fibre and contaminant identification

e Physical and optical properties testing of pulps and other materials

General Responsibilities:

e Application Knowledge Management:

o Develop a good understanding of the industries we serve, including geography, technology,
product type/use, major producers and buyers, and market dynamics.

o Develop a detailed understanding of the samples and analytical parameters we measure.

o Continually seek and record new application knowledge from literature and clients. Help to
incorporate this knowledge into business development resources.

o Apply your industry, analysis and application knowledge in the execution of Client Relations,
Business Development and Value Stream Management responsibilities, below.

e Client Relations / Business Development:

o Active engagement to develop committed working relationships and open channels of
communication. Develop a detailed understanding of clients’ business and operation.
Understand the specifics of our business relationship and manage the account accordingly.

o Work alone or with Sales and Marketing to hold client discussions that uncover A) the overlap
between their needs and our capabilities, and B) specific operational use cases and the utility
of data we provide.

o Secure and expand client accounts by applying your knowledge to match our capabilities with
their needs.

e Value Stream Management:
o Respond to Inquiries, Establish Requirements, Create and present Quotes, Receive Samples,

Submit Orders to lab, Check Results, Generate Reports and Create Invoices consistently per
process, without error, and on time.

o Establish order commitments and timelines with clients; Monitor incoming and on-bench
workload; Collaborate with lab supervisors to prioritize results delivery; Communicate with
clients when issues arise, including for sample and requirement discrepancy, late delivery and
customer complaint scenarios.

Inform and assist the laboratory in resolving customer complaints or concerns with results.
Account admin including contact creation/update, credit monitoring, and escalated accounts
receivable comms.

e Active contribution to continuous improvement of dept process, best practice and work tools.
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Suited to Candidates with the following Strengths:

e Personal drive and a strong sense of accountability. You can take ownership and set a high bar for
your own performance.

e An active contributor and team player. You want to build and share your knowledge and support
new initiatives that make us more effective. You'll assist where you can and won’t hesitate to ask
for help.

e A firm grasp of fundamental scientific and/or engineering principles supported by post-secondary
qualifications in a relevant discipline.

e Though not essential, familiarity with the pulp & paper industry is a definite asset for this job.

e Adrive and ability in the interpersonal dynamics of client relations and sales. Reaching out is a
natural inclination rather than a hurdle. Excellent spoken and written communication skills, with
an ability to engage people in a positive manner.

e Previous success in a customer service role for a quality managed commercial lab is ideal. Other
customer-facing and coordination experience may be equally valuable, especially in a technical
domain.

e Computers aren’t a barrier. Highly proficient in MS Excel and Word, reasonable knowledge in LIMS,
and adaptable to software generally.

e Detail-oriented, highly organized and productive. You shine when managing multiple tasks and
shifting priorities. You catch on to new things quickly and take evolving process in your stride.

Compensation:

e Base Salary: S50 — 70k annually, subject to competencies and experience. Consideration for highly
qualified candidates.

e Annual Bonus: Typically, 5-10% of base salary depending on company and personal performance.

e Medical and dental benefits are available after a probationary period

To Apply:

Qualified applicants should send a resume and cover letter highlighting relevant experience to
careers@econotech.com with “Job #250430” in the subject line. We thank all applicants for
their interest and will contact those we believe may be a good fit.

Please note: A final step in the hiring process is for candidates to arrange professional reference
calls with former supervisors. This position is open only to applicants who are residing and
legally able to work in Canada on a permanent basis.
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