Customer Liaison, Forensics
Orchid Cellmark, Inc., is a leading provider of forensic identity analysis since 1979 and has been involved in such high profile cases as OJ Simpson, Jon Benet Ramsey, the Green River Killer, Jesse James, the Unabomber and victim identification in the 9/11 cases.  The name Orchid Cellmark is associated with quality and with genetic testing laboratories on two continents.  Orchid Cellmark is one of the largest providers of identity testing services in the world completing well over 1.5 million DNA cases. Clients include state and county government agencies, attorneys, private investigators, private clients and major corporations.

Orchid Cellmark in Farmers Branch, Texas has an opening for a Customer Liaison, Forensics
in our expanding facility. 

Responsible for providing customers with information regarding forensic testing, case submission, presumptive and consultation services, as well as existing case information.

Primary responsibilities include: 

· Performs daily customer service activities to include customer inquiries and requests for forensic testing and consultation services. 

· Acts as a liaison between the Sales/Marketing Team, Client and the Forensic Analysts to ensure customer satisfaction.

· Assists with expert testimony scheduling.

· Distributes sales literature to prospective clients.

· Processes customer orders (case submissions) for case reviews.

· Provides assistance to the evidence technician and receptionist. 

· Maintains customer inquiry database.

· Understands Evidence Handling SOP and proper evidence seal.  

· Resolves customer concerns utilizing in-house resources and sales team.

· Provides customer with written documentation as needed. 

· Provides fundamental technical support to customers regarding case submissions. 

· Responds to discovery requests by compiling required information, preparing cover letters describing information that is or can be provided, and ensuring that discovery packets are transmitted in a timely manner.

· Arranges third party known sample collections for attorneys and their clients.

· Interacts with all Orchid Cellmark Inc. team members to enhance customer satisfaction and process efficacy. 

· Uses telephone, computer and fax machine to correspond with customers regarding cases.

· Maintains client confidentiality.

· Contributes to and participates in the implementation and continuous improvement process of the Quality Program.

· As part of the Company’s ongoing effort to ensure compliance with the provisions of Sarbanes Oxley SEC 404, this position is required to assist the Company in testing the effectiveness of its internal control environment, under the supervision of the Director of Internal Audit.
Education:

B.S./B.A. with some science preferred.
Experience:
6 months to 1 year related experience and/or training preferred.
Technical Skills:

· Ability to use telephone, fax and computer
· Ability to compare details of written information to computer generated information
· Ability to read, analyze and interpret instructions, correspondence and contractual requirements
· Ability to solve problems and deal with variables

· Ability to communicate to technical staff and law enforcement
· Ability to recognize problems, communicate a sense of urgency to senior management and develop a plan of action to meet customer expectations
Non-Technical Skills:

· Good communication/public relations skills
· Strong organizational skills

· Attention to detail, concern for impact and timely follow through is essential
· Assists other departments as necessary

· Ability to effectively present information to and respond to requests and questions from customers, supervisors and other employees is essential

Physical Demands:

· Sedentary walking, sitting and standing

· Handling – seizing, holding, grasping and fingering

· Reaching

· Lifting – approximately 50 lbs

· Vision – close vision

· Hearing – telephone 

Working Conditions:

· Office environment

· Possible exposure to Blood Borne Pathogens under proper safety protocols

· Moderate noise level

This position is full-time with compensation commensurate with experience. 

We offer a positive team-oriented culture with an exemplary benefits package including medical/dental/vision coverage, company-paid life insurance, long-term and short-term disability as well as 401(k) plan with company matching. 


Qualified applicants are encouraged to submit a resume and salary history to: 

HRDallas@orchid.com
Equal Opportunity Employer 

