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Customer Experience Specialistand Operations Manager

Who we are: Established in Raleigh, NC in 2018, Next Century Spirits blends traditional techniques and unique finishing technologies to create enhanced distilled spirits. Our patented post distillation filtering and finishing technology creates a tool for the traditional distiller to expand their repertoire of achievable flavors and aromas while improving quality, maintaining consistency, and reducing supply chain issues. This technology allows for tight control over the entire production process, resulting in the ability to create bold and unique flavor customization options for brands to choose from to expand product portfolios and fulfill market needs. As we have matured so to have our aspirations of developing our own portfolio of brands. 

Reports:  Vice President of OperationsNone
Direct Reports: None
Schedule: Salaried, on-site M-F in Zebulon, NC 
Salary Range: $45,000 - $55,000 annually

Primary Duty: The Customer Experience Specialist serves as the primary owner of customer order execution, managing the full order lifecycle from ERP entry through fulfillment for distributors, bulk, and contract manufacturing customers.  This role coordinates cross-functionally to ensure on-time, in-full delivery of goods, proactively resolves risks, oversees shipment documentation (both domestic and international), supports new product registrations, facilitates customer on-boarding, maintains accurate reporting, and drives continuous process improvements resulting an exceptional customer experience.
The Customer Experience and Operations Manager is responsible for leading the customer experience and order management function for contract manufacturing, B2B customers, and the NCS portfolio of brands ensuring an exceptional end-to-end customer experience from order initiation through final shipment. This role serves as a key interface between Next Century Spirits and its customers, distributors, and partners, while also acting as an internal project manager to ensure projects and orders progress with pace, clarity, and accountability. The role is responsible for entering and managing orders within the ERP system, coordinating fulfillment and shipment with distributors and internal teams, monitoring order and revenue performance, and ensuring timely and accurate execution. This position works cross-functionally with Sales, Operations, Supply Chain, Quality, Finance, Innovation, and Legal to ensure that products are manufactured, documented, shipped, and supported according to customer specifications, regulatory requirements, timelines, and quality standards. The ideal candidate is detail-oriented, highly organized, proactive, and skilled at managing complex, multi-stakeholder workflows.
Position Responsibilities:
· Serve as the primary point of contact for distributors, bulk customers, and contract manufacturing customers.
· Own the full customer order lifecycle from order entry through fulfillment and invoicing.
· Enter and manage orders accurately in the ERP system, maintaining data integrity.
· Coordinate with Operations, Supply Chain, Quality, Finance and Sales to ensure on-time, in-full product delivery.
· Proactively monitor open orders, inventory and timelines, identifying risks early and driving towards resolution, while maintaining appropriate customer communication.
· Coordinate shipments, documentation, and delivery with distributors and logistics partners for both domestic and international shipments.
· Lead customer check-ins and provide timely updates on order status, issues, and performance.
· Support on-boarding of new product launches and new customers, ensuring customer documentation, registrations, and regulatory requirements are accurate and up-to-date.
· Maintain accurate reporting on order status, fulfillment performance, and customer activity.
· Identify and implement process improvements that enhance accuracy, efficiency, and customer experience.
Customer Relationship Management

· Serve as the primary point of contact and trusted partner for assigned contract manufacturing and B2B customers.
· Build strong, trust-based relationships through proactive communication, responsiveness, and transparency.
· Lead regular customer check-ins, business reviews, and project updates.
· Ensure customers receive timely, accurate updates on order status, fulfillment timelines, and issue resolution.

Order Entry & Fulfillment Coordination
· Enter customer orders accurately and promptly into the ERP system and maintain data integrity.
· Manage and oversee the full order lifecycle from order receipt through fulfillment, invoicing, and completion.
· Coordinate with Operations to ensure orders are scheduled, produced, and fulfilled on time and according to customer specifications.
· Proactively monitor open orders, identify risks to fulfillment timelines, and drive timely resolution.
Distributor & Logistics Coordination
· Work directly with distributors and logistics partners to coordinate shipment timing, documentation, and delivery.
· Ensure all required shipping documentation and coordination steps are completed accurately and on schedule.
· Serve as the liaison between customers, distributors, and internal teams to ensure seamless order execution.
Internal Project Management & Cross-Functional Coordination
· Act as an internal project manager to ensure customer projects and orders move forward efficiently and on schedule.
· Partner closely with Sales, Operations, Supply Chain, Quality, Finance, and Innovation to align on priorities and execution.
· Escalate risks or delays early and drive cross-functional problem solving to ensure successful outcomes.
· Support onboarding of new customers, new product launches, and transition projects to ensure a seamless experience.
Reporting & Performance Monitoring
· Develop and maintain reports on order status, open orders, fulfillment performance, revenue tracking, and customer activity.
· Monitor inventory availability and identify potential out-of-stock risks based on open and forecasted orders.
· Provide regular reporting and insights to leadership on customer performance, order trends, and operational metrics.
· Identify process improvement opportunities to enhance efficiency, accuracy, and customer experience.
Regulatory & Legal Coordination
· Serve as liaison with internal and external legal teams to manage customer-related state registrations, permits, and licenses.
· Ensure all customer and product documentation aligns with regulatory and compliance requirements.
· Maintain organized and accurate documentation related to regulatory filings and customer records.

This Job Might Be for You If:
· You enjoy solving problems. You love taking on difficult challenges and finding creative solutions. You don’t get flustered easily. If you don’t know the answer, you will dig to find it.
· You pay attention to the details. As far as you’re concerned, anything worth doing is worth doing right, every single time. You stay focused, and nothing falls through the cracks on your watch. But you are also willing to listen to feedback and take directions as needed.
· You are highly collaborative. You recognize that anything we create can always be done better when we do it together.
· You are motivated and driven. You volunteer for new challenges without waiting to be asked. You’re going to take ownership of the time you spend with us and truly make a difference.
· You are a strong multi-tasker. You can handle, manage, and lead multiple projects at the same time.
· You thrive in a changing environment. You have the resilience and flexibility to adapt in a constantly changing and fast-moving organization.
· You have strong communication and presentation skills. You know that clarity of communication enables the team to move faster.
· You want to work in an industry that is a ton of fun . . . with people who are a ton of fun.
Qualifications: 
· Be 21 years of age or older, and willing/able to taste alcoholic beverages..
· Bachelor’s degree in Business, Customer Service, Operations, or related field (or equivalent experience), preferred.. 
· A minimum of 3-7 years of customer service or account management experience in manufacturing, CPG, food/beverage, or contract manufacturing.
· Strong understanding of production workflows, supply chain fundamentals, and quality documentation.
· Excellent communication, organization, and relationship-building skills.
· Ability to manage multiple complex accounts simultaneously while maintaining attention to detail.
· Proficiency with ERP systems, order management tools, and Microsoft Office Suite.
· Experience working in regulated environments (FDA, TTB, food/bev, cosmetics, personal care) preferred.

Please send your resume and cover letter to Suzanne Brown, HR Manager at sbrown@nextcenturyspirits.com.
400 Vintage Park Drive, Suite 140, Zebulon, NC 27597
image1.png
NEXT
CENTURY
SPIRITS




