
          

 

 

 JOB PROFILE  
 
 
 KYOCERA SENCO EMEA Group 

 Customer Service & After sales Manager EMEA 
  

                                                               Energetic personality with people skills    
              
Office: Lelystad, the Netherlands    
 

 
1. KYOCERA SENCO EMEA GROUP 
 
KYOCERA SENCO EMEA Group has around 400 employees in 16 countries and is specialized in 
fastening solutions and focused on the development of innovative tools, fasteners and accessories 
under the  SENCO brand. The group has been rapidly expanding its market presence both through 
organic growth and acquisitions, thereby creating the need to integrate, fine-tune and optimize 
these organizations across Europe. 
 
KYOCERA SENCO EMEA Group is part of KYOCERA SENCO Industrial Tools Inc in the USA belonging to 
KYOCERA Corporation JAPAN. KYOCERA SENCO EMEA Group has offices in the Netherlands (HQ), 
Belgium, Germany, Great Britain, Turkey, Switzerland, France, Sweden, Finland, Estonia, Austria, the 
Czech Republic, Slovakia, Hungary and Slovenia. 
 
To the website: https://www.kyocera-senco.eu 

 
 

2. PROFILE 
 
Reports to the EMEA Managing Director and member of MT. The EMEA MT consists of a CFO, a 
Director Operations, a Marketing Director, a HR Manager, a Business Transformation Manager, 
Commercial directors(3) for the Benelux/BDM, North West region and Central East region. 
 
His/her focus:  Strategically managing an European team (85 fte) through change to promote growth 
and customer satisfaction within the EMEA region. As a true interface with the company's other 
departments, is to ensure to optimize customer service and to maintain, but also to improve the 
customer's confidence in the company. 
 
Role: Expert in the field of Customer Service and After Sales, leads all customer and after-sales 
services for the EMEA group to promote growth and customer satisfaction for KYOCERA's customers. 
To this end, develops, optimises and implements dedicated processes, procedures, policies and 
standards, and ensures their application. 

 
 
 
 

https://www.kyocera-senco./


          

 

 

3. TASKS AND RESPONSIBILITIES 
 

 Responsible for development, standardization and implementation of the customer and 
technical service processes. 

 Improve customer service experience, create engaged customers. 

 Facilitate organic growth (outbound selling process). 

 Take ownership of customers issues and follow problems through to resolution. 

 Develop customer service, warranty and after sales service procedures, policies and 
standards across EMEA. 

 Manages and improves quotation processes, on time follow-up and reporting. 

 Analyse statistics and compile accurate reports and KPI’s. 

 Recruit, mentor and develop customer service agents and nurture an environment where 
they can excel through encouragement and empowerment. 

 Automate order processing to allow focus on value-added activities  

 Manage memo-loan tool programs. 

 Control resources and utilise assets to achieve qualitative and quantitative targets. 

 Together with accounting department, manage and improve the cash collection process 
across EMEA. 

 Set up an EMEA authorized repair center qualification system. 

 Set up EMEA procedures for the return-to base and field after sales service. 

 Set up service agreement program for Smartbridges and Automated tools. 

 Ensure technical and contractual compliance. 

 Analyse, describe and manage risks. 

 Prepares and manages the annual operating budgets of the customer service and after sales 
service departments and manages pricing and margins of repairs. 

 Sets repair time targets for repair technicians and manages efficiency of output and on time 
repairs. 

 Ensures that customer files  and price agreements are up to-date and easily accessible.  

 Verifies the performance of the employees in his/her department, making use of the 
appropriate reports, verification systems and surveys. 

 Holds periodic European meetings of department personnel. 

 Plans and organizes the technical training. 

 Builds and maintains smooth relations with the customers, to obtain their loyalty, and takes 
note of any potential customers they may recommend. 

 Implements and maintains a customer satisfaction system for customer service and after-
sales service department. 

 Manage satisfaction surveys for the whole group. 
 
4.  JOB REQUIREMENTS,COMPETENCES, KNOWLEDGE, SKILLS AND PERSONAL QUALITIES 
 

 Bachelor/Master (e.g. commercial/engineering), relevant proven international working 
experience as a Customer Service Manager in  an international environment 

 Experience in providing customer service support 

 Knowledge of change management methods and integration techniques 

 Proficiency in English (French would be advisable but not necessary) 

 Working knowledge of customer service software, databases and tools  



          

 

 

 SAP knowledge  

 Affinity for process engineering (after-sales & warranty processes) 

 Travelling percentage about 25 percent 

 Inspiring leadership( style flexibility) 

 Helicopter view  

 Ability to think strategically and to lead through change 

 Strong client-facing and communication skills 

 Advanced troubleshooting and multi-tasking skills 

 Customer service orientation 

 Energetic and driven  

 team player  

 Result orientated 

 Stress resistant 

 Well-developed communication skills 

 Sense of humor 

 Open minded and feeling for multi-cultural environment 

 
5.  KYOCERA SENCO EMEA Group is offering 
 
           A pleasant and no-nonsense working environment and a good package of employment 

conditions. 
 

  
  
 CONTACT 
 
For questions please kindly contact: 
mr. Erik Batenburg - senior consultant region West 
(0031) (0)6-12479826  
erik.batenburg@beljonwesterterp.nl 


