BUSINESS – ASSISTANT IN EXPORT SALES; CLERICAL WORKER – SECONDARY EDUCATION
CEF PROFESSIONAL PROFILE

A. TARGET PROFESSION

	Field
	Business 

	Education/Program
	3-year trainee programme, 3 days in the company, 2 days at the vocational college



	Specialization(s)
	Basic qualification, specializations only possible after completion of the traineeship 



	Degree/Qualification
	Assistant in Export Sales; Clerical Worker 



	Language
	English 



	Drawn up by
	Karin Vogt

	Date/City and country/

Organization
	May 10, 2006; Karlsruhe, Germany; University of Education in Karlsruhe 



	Methods used for collecting the information

(methods, persons, dates)
	13 July 2005; Analysis of job descriptions provided by the job centre information service

15 July 2005; Analysis of curricula (job-related, Standing Conference of Ministers of Education in Germany, state-specific curricula) and materials (textbooks on the German market) 

10 October 2005; Interview with three export sales assistants in a large automotive company in Karlsruhe / Germany
3 December 2005; Interview with an assistant in export sales working in a small steel company
4 April 2006; Interview with a teacher at a vocational school in northern Germany 

20 April 2006; Interview with a teacher at a vocational school in western Germany 

21 April 2006; Interview with a teacher and teacher trainer at a vocational school in south-western Germany 

Previous interview data (with assistants or HR managers) 


B. OCCUPATIONAL INFORMATION

	Typical examples of professions/occupations/

jobs


	Assistant in export sales typically work in multinational companies or companies that are involved in international trade, e.g. in machine construction, automotive engineering but also in smaller companies that usually have parent companies or their production plants abroad. Assistants in export sales are generally engaged in the processes of international trade, e.g. enquiring and exchanging information about markets and companies, dealing with customers abroad and responding to or writing tenders. 

They can be found in different departments of a company, e.g. in sales and marketing, purchasing, distribution, cost accounting or human resources. 



	Typical organizations, companies, communities


	E.g. advertising agencies (Vertica), steel trade (Thyssen Krupp, www.thyssenkrupp.de/en/index.html), car producers (DaimlerChrysler, www.daimlerchrysler.com/dccom_de), printing (Heidelberg printing machines, www.heidelberg.com/www/html/en/startPage?msgId=5241629544183), supply chain management / packaging (Siscor, www.siscor.de/seiten/home.htm), textile industry (S.Oliver, soliver.de/index.php?lang=en), etc. 

Assistants in export sales are to be found in a huge variety of industries and in companies of varying size.  



	Typical job descriptions


	Assistants in export sales typically buy goods with producers or suppliers and / or re-sell them. They are usually involved in international trade, see to cost-effective storage and cater for a steady flow of goods. They monitor the goods on arrival and check stocks as well as order new goods and plan distribution. Assistants in export sales work in companies in numerous export-oriented industries. Their job description includes:
· organizing the exchange of goods in international trade 

· correspondence with suppliers and customers worldwide

· writing and responding to offers and enquiries 

· negotiating terms of payment and / or delivery (on the phone, via e-mail or via video conference)

· cost accounting (invoicing, reminders, statistics, profit and loss accounts, balance sheets) 

· purchase (planning, co-ordinating, organizing, negotiations, placing orders, complaints, monitoring receipt of goods, etc.) 

· sales and marketing (writing offers, monitoring orders / cases, planning marketing campaigns, key account management, sales negotiations, dealing with complaints) 

· dealing with minor legal questions in international trade 

· dealing with customs, banks and tax authorities (filling in export documents and other forms, making customs payments for incoming consignments, dealing with banks, forwarding agents and insurers)

· Human Resources (payroll accounting, training schemes, personnel statistics) 

Depending on the size of the company, assistants in export sales can accomplish highly specialized tasks in a particular department or can be entrusted with a huge variety of activities. 

The job advertisements below are to complete the picture of the requirements in the job: 

Fluent French Export Sales Assistant
Our client is a well-established international company based in Derbyshire (Region of Buxton, Ashbourne, Leek, Matlock, Derby). Due to ambitious development plans in continental Europe, they are looking to expand their European desk by recruiting a new person within the Export Team. 
Main responsibilities:
- customer service (dealing with a portfolio of French & other European customers)
- export Sales Administration
- organising Transport/Shipment
- liaising with production and planning to ensure product availability 
- providing information / researching on competitors' activities, identifying business opportunities for the European sales team, etc.
- developing existing business (building a good relationship with distributors over the telephone).
This is an exciting opportunity to join a fast-growing European sales team in a varied role. This position encompasses many aspects of customer service and sales administration/coordination. 
Location: Derbyshire (Region of Buxton, Ashbourne, Leek, Matlock, Derby).
Candidates will either live in the catchment area or alternatively be prepared to relocate to the area. 
**Car ownership essential**
Candidate's profile:
fluency in French & English
preferably some previous experience in customer service (business-to-business) or export sales administration, preferably in a manufacturing environment, although not essential
will particularly suit recent graduates or 2nd/3rd jobbers. 
excellent communication & interpersonal skills.
strong commercial/sales acumen.
good appreciation of international cultures and attitudes
Salary: £18,450 basic
A well established Export Management Company is looking for a Bilingual (fluent/native Spanish) candidate to work F/T (no weekends) as an export sales assistant. 
Responsibilities: • Data entry and documentation • Respond to customer requests for pricing, tracking and support • Address problems and errors in a timely manner. • Communicate with suppliers for general support 
Skills/Attributes: -Good typing skills.-Excellent telephone and customer service skills.-Computer proficiency with Windows, MS Office and e-mail.-High level of attention to detail.-Reliability, punctuality and consistency. -Ability to handle multiple tasks in a fast past environment. - Excellent English and Spanish skills (reading, writing and speaking) 
If you are the right candidate, please e-mail us your resume with a cover letter or fax it to 007/4567788. 
Export Sales Assistant

Bryant Broadcast & Data Communications is one of the UK's leading manufacturers and distributors of cables, connectors and interconnection equipment for the Worldwide broadcast markets. The company was established in 1982 and employs 40 staff in the Croydon area, Surrey.

We are seeking an experienced Export Sales Assistant to join our busy sales office.

Duties include:

· processing orders received by telephone/fax and e-mail

· preparing customer quotations

· tracking status of sales orders

· completing export documentation

· providing pre & after sales service

· handling enquiries, queries on sales invoices, etc.

· selection of appropriate method of delivery and liaison with carriers. 

To apply you must have had similar experience within a manufacturing/distribution environment. This role will involve developing long term business relationships with both our existing and 'yet to be' overseas client base. Successful applicants will be fluent in at least one other European language, and have a minimum 1 year’s internal B2B sales experience.
The position is based at our Croydon Office and is offered on a permanent basis subject to a 3 month probationary period.



	To what extent the language is needed


	Contrary to the other field, assistants in wholesale, assistants in export sales are expected to use the foreign language, mostly English, at least in direct communication situations with customers, co-workers or suppliers. They often have a parent company abroad, functioning as a subsidiary and regularly report to that company. In other industries there is a close co-operation between companies such as suppliers and customers. Therefore, the foreign language is used on a regular basis. However, it is difficult to determine to which extent since this depends on the job description of the assistant, the degree of internationalization of both company and the industry and the type of company (e.g. multinational company vs. a specialized mail-order company for artists specializing in magic that operates world-wide). 


C. CONTEXT INFORMATION

	
	LOCATION
	PERSONS, COMMUNITIES, COMPANIES, INSTITUTIONS
	COMMUNICATION

SITUATIONS
	TEXTS

	Work


	Office, at times at trade fairs; (depending on job and company:) in the field, e.g. customers, suppliers  

Departments: 

· Sales

· Marketing

· Purchasing
· Accounts

· Warehousing
· HR

·  (…)


	e.g. 

· sales managers

· heads of purchasing department

· middle managers

· HR managers 

· accountants 

· co-workers in the same company

· co-workers in the parent company / headquarters / other subsidiaries 

· suppliers

· customers 

· insurers

· customs officers 

· forwarding agents

in all industries engaged in international trade and companies of varying size 


	General assistance: 

· inform about / confirm / negotiate terms and dates

· check Web sites

· welcome visitors

· organize events, e.g. workshops or conferences 

· draft presentations / reports / minutes / statistics

· gather information on products, companies, markets, etc. 

· man stands at trade fairs

Sales / marketing / purchasing dept.:

· enquire about goods and services in spoken or written form 

· read, write and respond to tenders 

· gather information on products, companies, markets, etc. 

· deal with problems (suppliers and customers) regarding delivery and payment 

· negotiate / communicate terms of delivery (INCOTERMS) and payment

· check and maintain inventory lists

· report to co-workers or superiors

· deal with general correspondence

· draft presentations / reports / minutes / contracts

· arrange for dispatch and procure necessary documents 

· deal with customs and tax authorities

· draft marketing texts (e.g. Web site, form letters) 

Accounts: 

· write invoices, check invoices, small cases of troubleshooting 

· deal with tax declarations (also international) 

· fill in tax forms (also international) 

· deal with customs, international tax authorities, insurers 

· read P & L accounts, balance sheets, etc. 

· payroll management: check payrolls, make payments 

· check / maintain bank documents 

· deal with minor problems 

Human Resources:

· organize in-company training schemes for staff 

· maintain statistics on staff 

· deal with problems concerning HR (payroll, further education, etc.) 


	· telephone conversations

· PowerPoint presentations

· reports, memos, minutes 

· e-mail communication 

· faxes

· business letters

· negotiations (no independent negotiations) / details of negotiations

· tax documents / international tax forms

· freight documents

· certificates of origin

· acknowledgements of order

· offers

· enquiries, also to International Chambers of Commerce or credit agencies

· complaints 

· forms for accounting, e.g. P & L account, balance sheet, computer accounting programmes 

· manuals 



	Study


	Vocational college 

and workplace (dual system for office workers) 

Workplace: see work; only that trainees usually work in different departments for some months on a rotating basis (only applicable to bigger companies). 


	Vocational college, at times in co-operation with companies 

Foreign language tuition (compulsory) 
	· simulation of business cases in business correspondence 

· simulations of work-related communication situations, e.g. receiving a visitor, making travel arrangements, at a trade fair

· simulation of situations on the phone 

· class discussions related to economic aspects, based on reading 

· simulations of meetings and discussions, e.g. with role cards 

· computer-mediated projects, e.g. video conferences [not typical yet] or simulation on how to run a business 

· mediation (oral / written), e.g. based on a few notes in German, write an offer in English 

The choice of the communication situation largely depends on the curricula and / or on the type of exam the trainees are preparing for (e.g. CEF-based certificate in vocational English (KMK-Zertifikat, http://www.kmk-fsz-hamburg.de/), certificate offered by the German / local Chamber of Commerce and Industry). An action-oriented approach / task-based language learning is called for by the curricula. 
	· telephone conversations

· commercial correspondence 

· e-mails 

· role cards for simulations 

· textbook texts or more current texts e.g. from the Internet, pieces of news, etc. 

· descriptions of situations for mediation 

· class discussions (as discourse type) 

The choice of texts largely depends on the curricula and / or on the type of exam the trainees are preparing for (e.g. CEF-based certificate in vocational English (KMK-Zertifikat), certificate offered by the German / local Chamber of Commerce and Industry).

Real-life situations and text that would simulate them are preferred.


D. THE MOST FREQUENT SITUATIONS

	1. Assistant in export sales in a medical supplies company, previous data 

The assistant in export sales is on the phone to a customer or supplier. They negotiate terms of delivery and terms of payment for a particular case but also talk about other things, not only small talk but also about competitors in the field, recent developments on the market. After the telephone conversation, the assistant writes an e-mail to sum up the contents and results of the negotiation (which INCOTERM, delivery details, etc.) and sends it to her interlocutor. 

About INCOTERMS: http://en.wikipedia.org/wiki/Incoterm

Describe a common work situation: written summary of negotiation on the phone 

Situation: follow-up of a negotiation  

Place: office 

Persons present: assistant 

What is essential for the communication to be successful? First of all, the user has to follow the conversation on the telephone and has to stand her ground during the negotiation phase on the phone. She must have the communicative, intercultural and social skills to arrive at a result that is acceptable for both parties. Then she has to have the linguistic ability to make a concise summary of the results. 

2. Assistant in export sales, automotive company, 10.10.05

The head of the department asks the assistant (in German) to gather information on the market for filters, more particularly the suppliers of filters. The assistant uses several channels of information available to her, for example the Internet. The information is mostly in English so she has to skim through the Web sites and databases available, put together the information and then draft an outline in German for her head of department. She then reports back to him / her in German. 

Describe a common work situation: summary of information available on markets and / or competitors 

Situation: internal information gathering 

Place: office 

Persons present: assistant, head of department  

What is essential for the communication to be successful? The assistant needs to have sufficient reading skills in order to find and understand the relevant information on filters in the foreign language. She also has to apply her strategic knowledge to skim through the available texts to find out which text is relevant and which is not (skimming). Then she has to summarise the texts and decide on which parts to translate for her superior. She then needs the linguistic skills (mediation / translation) to compile an outline of the information that was sought after. 




E. THE MOST DEMANDING SITUATIONS

	Demanding work situation 1: Assistant in export sales in a steel company (03.12.2005)  

The assistant is on the phone to a customer from France. The conversation takes place in English. The customer has purchased some steel but would need the steel to be formed before it is delivered. The bend radius for this type of steel, however, cannot be more than seven times its sheet thickness. The opening for the forming die must be considerably bigger than the sheet thickness. The forming die in this particular facility in the harbour is not equipped to form this bend radius so the customer has to choose a different harbour or change the bend radius of the steel, i.e. place a new order. The assistant must break the news to the customer, which might upset him and might entail further costs which were not planned for the customer. Therefore the assistant has to build up an argument that convinces the customer and does not scare him off for next time. 

Situation: breaking unpleasant news to a customer 

Place: office / on the phone or by e-mail 

Persons present: assistant, customer (via telephone or e-mail) 

Describe the phases of the situation from beginning to end. 

What makes the situation demanding? The situation is demanding in several ways. First, the assistant has to try to use language that attenuates the bad news and the ensuing trouble and potential costs for the customer. He needs to calm down feelings and also has to outline his arguments in a professional and firm but not arrogant or unfriendly way. He also has to appear co-operative, offering other solutions to accommodate the customer or to offer some sort of compensation so that the company will not lose business in the future. Intercultural and social skills are relevant too since the customer might come from a different business culture. He needs to sound convincing and has to try and win over the customer in this unfortunate situation at the same time. 

Demanding work situation 2: Assistant in export sales in a small fashion agency (previous data) 
The international customer that the assistant has attended to in the past has filed for bankruptcy. However, there are outstanding debts, and the assistant’s company was regularly engaged in business with the bankrupt customer. Now it is the assistant’s turn to contact the liquidator / supervisor in order to find out about the bankrupt’s remaining property. She also has to establish which rank the company holds in the whole procedure, in other words estimate how probable it is to recover part of the outstanding debts. She needs to process the information and pass it on to the legal department of the company and / or a lawyer who is in charge of representing the company. To do this, the information received, which the customer’s liquidator / supervisor provides, has to be mediated for the German-speaking legal department, and so a certain degree of accuracy is vital. 

Situation: establishing information on a bankrupt customer, trying to recover outstanding debts

Place: office / on the phone or by e-mail 

Persons present: assistant, someone from the legal department or lawyer representing the company 

Describe the phases of the situation from beginning to end. 

What makes the situation demanding? The situation is made demanding by the level of complexity of the situation. The assistant needs some background knowledge (current affairs knowledge, professional skills) in order to accurately judge the situation and gather the information needed by maintaining the conversation, asking appropriate questions, etc. Here, she needs linguistic competence, legal knowledge as well as social and intercultural skills. Intercultural competence would here refer to cultural knowledge, e.g. about the different ways of winding up a business when the owners have filed for bankruptcy (GB vs. US, etc. or other legal systems as opposed to the assistant’s own system). She also needs intercultural competence in terms of skills in order to assess the situation correctly and react accordingly since she talks to a member of a different culture.
In addition, she needs linguistic skills in the next phase when she has to summarise the contents of the conversation with the liquidator / supervisor in English and relate them to the member of the legal department or the lawyer in German. Mediation competence is particularly called for in this situation. Only a highly experienced person would be asked to perform this task. 


F. SNAPSHOT

Background 

My name is Marcus. Nationality: German. I work in the sales department of a large metal working company in northern Germany, where I'm an assistant in export sales. I'm 29 years of age, and I've been working for this company for almost five years. Before that I worked for a car company, also in sales. I studied engineering science, including electronics, mechanical engineering, and materials at a polytechnic in Germany, but only for one year.

A working day

To explain what I do I'll just describe what I've done today. The first thing I always do when I come in (after getting myself a cup of coffee, of course) is check my mail. Two of them required me to do something, but before I could start on that I got a phone call (at 8.36 a.m.!) from one of our customers who enquired about copper tubes. They would like to have them as soon as possible since they had run out of tubes on the construction sites they are currently supplying. An emergency – again! I said I'd check and get back to them as soon as possible. So I asked my colleague in warehousing if there were still any in stock, but got an answer in the negative. Consequently I had to get the stuff elsewhere, so I called up several suppliers. 

I also sent some e-mails to them with a more accurate enquiry but only got an answer from one of them, so I had to do some more phoning around after lunchtime. In between, I got a phone call from a rather angry customer about a delivery that was supposed to have come in two days ago. I contacted the supplier and was told that the delivery would be arriving in the next two days. The customer was not too happy when I told her – they are trying to implement a just-in-time approach, so four days late is a long time – but there wasn't anything I could do about it.
Just before lunchtime I got an e-mail classified as urgent. It was from a customer who is notorious for last minute orders but the company frequently places orders – in fact, it's one of our biggest clients - so I had to take care of the order at once. It meant spending an hour trying to get hold of the goods, and even then I had to tell the customer he had to make concessions because the specialised material is produced only on demand. So I phoned him and related the options to him – he has to find a creative solution to problems in situations like these. Fortunately he proved to be understanding and since I could accommodate him by way of a reduced price he got a good deal in the end. 

Lunch at 12.30 in the canteen. Unfortunately, the food is dreadful but going to a restaurant every day would take too much time – and be too expensive. So I’ll have to put up with it since I am too lazy to cook in the evenings.  [image: image1.jpg]



After lunch I went through the mail again – there were a few messages I had not got round to yesterday - and took care of some complaints. One retailer complained about the wrong tubes that we had delivered – they say they were not insulated.
 I checked the order and the acknowledgement of order again as well as the delivery note. There did seem to be a discrepancy so I called up distribution. They double-checked and then we found the mistake: I had confused orders. A simple mix-up, but always very annoying. Especially if you cannot blame anybody else :-) I thought about the various options and how to apologise to the customer. Together we'll have to find a solution that accommodates everyone. I'll do that first thing tomorrow morning.
There was also a problem with a potential Chinese customer. In fact, our first one in China. Our company would like to increase their market share so our first Chinese customer – if he places his first order - just has to be satisfied! The contact with the Chinese company started when, about two months ago, I was asked to search the Internet for new markets. I found several databases for companies on the Chinese market that we could sell our new insulated pipes to. It meant that I spent quite some time on researching legal and insurance questions, together with someone in our legal department. Customs law is also a huge problem sometimes because it depends on the goods and it can be very difficult from country to country. And trading with China, of course, is very difficult. There are complex registration requirements, just to mention one problem. Also, there seems to be zero tolerance for foreign companies breaching domestic laws. And the English they use is sometimes hard to understand. In fact, I think that the problem is a language problem, rather than anything else. We'll have to discuss this at our staff meeting tomorrow. Too big an issue to deal with right now! It's almost 5 p.m.: time to go.
[image: image2.jpg]


In all I spent a lot of my time today on correspondence, by e-mail or letter, and also on the phone. Just an ordinary day. In our department we have to take care of enquiries and write offers, check on stocks, communicate with co-workers in the purchasing department and in warehousing, discuss the availability of goods, negotiate terms of delivery and terms of payment. We sometimes negotiate the details of contracts with customers, which usually means that we have to ask our superior for final decisions. Invoices also have to be written and checked, and passed on to the accounting department. Quite often customers complain about a delivery, or the amount of money that they have to pay, and at times invoices are not paid at all. In that case our accounting department often comes back to us, and that usually means a lot of hassle. 

Language

I would estimate that 25% of my correspondence (e-mail, letters) is done in English, the language which is used in virtually all correspondence with foreign companies (even with French ones!). Typically, I have some four or five telephone conversations in English each week, often about complaints with deliveries. They sometimes present problems, but, especially when the partner at the other end of the telephone line is also using English as a foreign language, it's not always clear what exactly the problem is! Sometimes there are legal problems, with contracts and the like, and then I'm happy to pass them on to my superior or to the legal department. But on the whole we manage, especially because there is one chap here who has lived in the UK for a number of years. If things are really difficult we ask him to take over, and he acts as an interpreter.
� The picture of the insulated pipes is from: � HYPERLINK "http://images.google.com/imgres?imgurl=http://www.cpv.co.uk/plastic-pipe/foam-insulated-plastic-pipe.jpg&imgrefurl=http://www.cpv.co.uk/pre-insulated-piping.html&h=242&w=255&sz=54&tbnid=X4uXasWerGeiGM:&tbnh=100&tbnw=106&hl=en&start=36&prev=/images" ��http://images.google.com/imgres?imgurl=http://www.cpv.co.uk/plastic-pipe/foam-insulated-plastic-pipe.jpg&imgrefurl=http://www.cpv.co.uk/pre-insulated-piping.html&h=242&w=255&sz=54&tbnid=X4uXasWerGeiGM:&tbnh=100&tbnw=106&hl=en&start=36&prev=/images�
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