Job Description
Job Description
Dispatcher 


	Job Title:
Dispatcher
	Date written:

Updated:

Finalized:


	Immediate Manager:
Traffic Manager
	Job Code:

	Next-Level Manager:
General Manager
	Grade:  

	Supervises:
Non-supervisory role
	Occupational Standard:
Dispatcher

	Group/Department:


	

	Location:

	Enclose current and/or proposed organization charts that show two levels up and direct reports


Mandate   
Under the direction of the Traffic Manager and with efficiency and customer service a priority, the Dispatcher is the co-ordinator of the company’s transportation service and is the primary interface between the company, the customer and the carrier.  Acts as first point of contact for the transportation needs of the internal and external customer, and resolves any problems or concerns with the transport of shipments either to or from the warehouse or elsewhere.  

Knowledge and Skills  
Preferred:
College or university diploma
2 years of experience in transport dispatch or third-party logistics, including customer service
Minimum:
High school diploma

1 year of experience in transport dispatch or third-party logistics, including customer service
Key Accountabilities 
A.  (70%)   Co-ordinate transportation of materials on behalf of clients
While adhering to policies and procedures as well as regulatory compliance, schedule, dispatch and monitor shipments in transit and at locations according to written schedules, work orders or as a result of client requests, specifications or needs.  Using discretionary authority, ensure the transportation of freight on behalf of the customers is handled efficiently and profitably and without loss or damage. The daily activities of the Dispatcher are in response to customer demands, so planning is often short-term and urgent in nature.  Requires a strong understanding of freight rates and rating methods, experience in negotiating freight rates with customers and carriers, and good knowledge of geography and transportation methods, equipment and processes. 
B.   (30%)    Provide and maintain good customer service and solve problems
As an integral part of the team, ensure that customers are highly regarded and receive exceptional service during the shipping and receiving of products both to and from the warehouse, as well as on behalf of customers.  Key interface between the company, the customer and the carrier.  Accountable to anticipate and defuse potential problems, which could include face-to-face, phone or email interactions with customers and carriers.

	 NOTE:  Double click the boxes to check
	  Job Title:    Dispatcher

	
	  Job Code:

	1.  TOOLS AND TECHNOLOGY:  Check below to identify all equipment and machines required to perform essential functions. Specify the “Other” machines used.

	 FORMCHECKBOX 
 Computers and Associated Software
	Material Handling Tools such as:  

	 FORMCHECKBOX 
 Communication Devices
	 FORMCHECKBOX 
 Dollies 

	 FORMCHECKBOX 
 Scanning Equipment
	 FORMCHECKBOX 
 Forklifts

	 FORMCHECKBOX 
 Packaging Tools
	 FORMCHECKBOX 
 Hand Trucks

	 FORMCHECKBOX 
 Measurement Tools  ie. calculator
	 FORMCHECKBOX 
 Jacks

	 FORMCHECKBOX 
 Other:
	 FORMCHECKBOX 
 Pallet Trucks

	
	 FORMCHECKBOX 
 Reach Trucks

	
	 FORMCHECKBOX 
 Order Picker

	
	 FORMCHECKBOX 
 Wrapping Machinery

	Explanation:

The Dispatcher role is highly dependent upon computers and logistics software as well as phone interaction to facilitate the booking and tracking of movement of products and materials on behalf of their client.   Must maintain an exceptional filing system to track customer requests, dispatch information, costs and charges associated with transport.


	2.  PHYSICAL REQUIREMENTS:  Check below to identify all physical requirements required to perform essential functions and explain if needed.

	 FORMCHECKBOX 
 Climbing
	 FORMCHECKBOX 
 Carrying;  Weight Limit:  50 lbs.

	 FORMCHECKBOX 
 Bending
	 FORMCHECKBOX 
 Lifting;  Weight Limit:   50 lbs.

	 FORMCHECKBOX 
 Stooping
	 FORMCHECKBOX 
 Pulling

	 FORMCHECKBOX 
 Pushing
	 FORMCHECKBOX 
 Repetitive Motions

	 FORMCHECKBOX 
 Standing
	 FORMCHECKBOX 
 Near Vision and Depth Perception

	 FORMCHECKBOX 
 Walking
	 FORMCHECKBOX 
 Coordination and Dexterity

	 FORMCHECKBOX 
 Sitting
	 FORMCHECKBOX 
 Other

	Explanation:  
This position works in an office setting, and general physical requirements associated with using a computer at a desk would apply.  


	3.  MENTAL AND ATTITUDINAL REQUIREMENTS: Check below to identify all the mental and attitudinal skills and abilities required to perform essential job functions and explain if needed. 

	 FORMCHECKBOX 
 Concentration
	 FORMCHECKBOX 
 Analyzing Data

	 FORMCHECKBOX 
 Decision Making
	 FORMCHECKBOX 
 Problem Solving

	 FORMCHECKBOX 
 Reasoning
	 FORMCHECKBOX 
 Continuous Improvement

	 FORMCHECKBOX 
 Well Organized
	 FORMCHECKBOX 
 Repetitive Work

	 FORMCHECKBOX 
 Work with Deadlines
	 FORMCHECKBOX 
 Use of Memory

	 FORMCHECKBOX 
 Managerial Leadership
	 FORMCHECKBOX 
 Attention to Detail

	 FORMCHECKBOX 
 Planning and Prioritizing
	 FORMCHECKBOX 
 Positive Attitude

	 FORMCHECKBOX 
 Customer Service Oriented
	 FORMCHECKBOX 
 Other

	Explanation:                                                                                                           

The daily activities of the Dispatcher are in response to customer demands, so workflow is determined by volume of orders to be filled and will require exceptional mental abilities and attitudes in order to meet deadlines and maintain customer service standards.  Planning is often short-term and urgent in nature, and many unpredictable variables necessitate the need for fine-tuned decision-making, planning and organization skills.  Being able to shift priorities, problem solve and multi-task is necessary to meet and exceed client requests in this fast-paced environment, especially when dealing with tight timelines and client demands all the while profitably managing margins and budgets. 



	4.  PHYSICAL ENVIRONMENTAL CHARACTERISTICS OF THE WORK AREA: Check below to identify the environmental characteristics of the work area and explain if needed.

	 FORMCHECKBOX 
 Work Outdoors
	 FORMCHECKBOX 
 Noise Intensity

	 FORMCHECKBOX 
 High Temperature
	 FORMCHECKBOX 
 Works with Others

	 FORMCHECKBOX 
 Low Temperature
	 FORMCHECKBOX 
 Works Alone

	 FORMCHECKBOX 
 Air Contamination
	 FORMCHECKBOX 
 Dust, Smoke

	 FORMCHECKBOX 
 Fumes
	 FORMCHECKBOX 
 Stairs

	 FORMCHECKBOX 
 Ramps
	 FORMCHECKBOX 
 Warehouse Racking (Six High)

	 FORMCHECKBOX 
 Loading Docks
	 FORMCHECKBOX 
 Other

	 FORMCHECKBOX 
 
	

	Explanation:  
The Dispatchers share a small office; therefore, there is a heightened noise level due to the physical proximity to your colleagues.  While work is often performed independently as you respond to your individual client group, teamwork is essential for the profitability and efficiency of the operation and to ensure vacations and absences are managed and good customer service is maintained.


	5.  HEALTH AND SAFETY REQUIREMENTS:  Check below to identify the health and safety requirements associated with the physical environment.

	 FORMCHECKBOX 
 Sight Protection
	 FORMCHECKBOX 
 Occupational Health and Safety Act

	 FORMCHECKBOX 
 Hearing Protection
	 FORMCHECKBOX 
 Transportation of Dangerous Goods

	 FORMCHECKBOX 
 Tethering with a Harness
	 FORMCHECKBOX 
  Workplace Hazardous Materials Information Systems

	 FORMCHECKBOX 
 Work Gloves
	 FORMCHECKBOX 
 Other

	 FORMCHECKBOX 
 Back Supports
	

	Explanation:   
While the role is primarily carried out in an office setting, there will be occasion to be in the warehouse from time to time.  Compliance with health and safety standards is required, including wearing protective equipment and maintaining a safe and orderly workplace, reporting any unsafe conditions, accidents or injuries to management.  Understanding of safety regulations is required. 


	6.  ESSENTIAL SKILL REQUIREMENTS:  Check below to identify all essential skill requirements required to perform essential functions and explain if needed.

	 FORMCHECKBOX 
 Reading – e.g., Policies and procedures, memos, client emails, weather reports
	 FORMCHECKBOX 
 Oral Communication – e.g., Client  discussions, team meetings, meetings with manager

	 FORMCHECKBOX 
 Document Use – e.g., Maps, weight-scale charts, trace forms, transport forms
	 FORMCHECKBOX 
 Numeracy – e.g., Numerical estimation, measurement and calculation math

	 FORMCHECKBOX 
 Writing – e.g., Emails to customers, transportation reports
	 FORMCHECKBOX 
 

	 FORMCHECKBOX 
 English                      FORMCHECKBOX 
 Other Language(s)…specify:
	 FORMCHECKBOX 
 Other

	Explanation:  
This role is highly dependent upon accurate completion of forms and templates, and strong communication in a variety of forms is essential.   Must be able to communicate in English.  Good numeracy skills are required in order to quickly determine profitability of transport, weighing shipping costs against billing and customer service.



Tasks and Duties:
· Enter all customer order details into the computer system, and confirm with customer within one hour of booking or per the customer’s specifications
· Using various computer applications and databases, book transportation with carrier per client’s instructions, ensuring all information is relayed accurately 

· Maintain excellent relationships with clients and carriers, providing clear and concise information and direction
· Monitor customer service issues ensuring mutual resolution, escalating as required

· Maintain accurate computer records of all transportation details, including dispatch files, records of customer requests, work or services performed
· Maintain accurate and up-to-date ‘spot’ quotes

· Dispatch orders based on customer pick-and-delivery instructions and prescribed profit margins

· Provide all carriers with transport details, such as:

· Pickup and delivery dates and location   
· Type, size and weight of shipment and equipment required

· Appropriate pay rates (if required)
· Ensure information on carrier pricing is up to date
· Assess customer order requirements vs. carrier capabilities, and recommend appropriate or alternate methods to meet and exceed customer expectations
· Advise carriers and clients regarding methods of transport for various substances, including dangerous goods 

· Comply with laws, regulations and standards, and complete any required documentation where applicable
· Coordinate freight orders with company driver
· Partner with Freight Auditor to resolve any rating issues or problems

· Assist with training of new employees within department
· Develop constructive and cooperative working relationships with those on your team, as well as cross-functionally
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