Key Account Manager 
Job Description & Personal Specification
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Function:	Management of National Contract (Key Account) Customer Relationships
Reports to:	National Contracts Team Manager


Purpose

To manage a number of National Contract (Key Account) Customer relationships, ensuring contractual obligations are delivered, growth potential is realised, contract development achieved and that long-term, mutually beneficial, sustainable, customer relationship(s) are formed and maintained.

Focus on all aspects of service delivery, Health and Safety being the top priority as well as People (employee development), Customer Service, Financial, Operations and Risk.  

Core Responsibilities 

· Proactively participates in the National Contracts sales, growth and management strategy by developing performance objectives, financial targets, and critical milestones for each of their National Contract customers.
· Identifies and relates to their matching customer peer(s) and builds a relationship based on honesty and trust. Manages the relationships in both organisations, at all levels, peer to peer, ensuring the service delivery is delivered through the branch structure.
· Ensures that the Stannah organisation has a clear understanding of the contractual relationship, operational delivery and financial expectation with all key stakeholders.
· Develops and delivers (if needed) customer contractual reporting requirements utilising core Stannah systems and data.
· Arranges periodic tactical and strategic reviews with customers to align strategies, understand investment levels and measure performance. 
· Applies leadership skills to engage Stannah and customer stakeholders, ensuring all are working at the right level to deliver operational excellence and communication
· Facilitates operational and communication reviews between branches and the customer to ensure swift resolution to identified issues as well as driving continuous improvement
· Leads solution based development efforts that best address customer needs and identified potential future issues and opportunities, while coordinating the involvement of all necessary customer and company personnel.
· Develop and monitor account growth strategies with the customer and branch network ensuring the business and customer objectives are met.
· Ability and initiative to identify suitable value adding commercial opportunities to broaden and deepen client commercial relationships (e.g. lifecycle management, compliance upgrades, GSM / IOT solutions, etc.)
· Responds to issues/situations proactively and professionally, takes responsibility for any escalation and develops robust solutions to reactive situations
· Drives strategic business development and constantly looks for opportunities to increase levels of Customer Service as well as return on the contract in a mutually beneficial manner. 
· Motivate, engage and support the development of the National Contract Administration Team
· Represent the business’ interests with their National Contract Customers
· Any other such duties as may be required
This list is not exhaustive and the jobholder will be expected to undertake any duties within their capacity to meet the needs of the business and/or the KAM function.

Relationships

Internal 

The jobholder will be expected to maintain close and effective personal working relationships at all levels of the organisation. The communication skills required include the ability to communicate technical, complex, and sensitive information.

External 

External agencies including customers, various customer stakeholders (e.g. lift consultants, FM companies), and suppliers.

PERSON SPECIFICATION
Skills and Experience
· Commercial acumen and the potential to manage client relationships in a high value Service and Maintenance environment. 
· Extensive experience of managing large client relationships, along with a technical understanding of the range of products and services delivered under a service and maintenance, and / or modernisation commercial client relationship 
· Strong understanding of how to drive growth through replacement products, major repairs and minor repair activity
· Extensive relationship building experience and managing relationships with Key Account clients together with strong interpersonal and customer communication skills
· Strong coaching acumen to influence and motivate others to deliver excellent service delivery, pro-active communications and strong customer satisfaction ensuring retention, account profitability and growth.
· An ability to develop and manage working operational relationships at all levels between customer and company personnel to ensure full engagement with the National Contracts team and customer base.
· A well-developed understanding of best in class customer service.
· Strong communication - verbal, written, listening and presentation skills. 
· Ability to coach and delegate. 


Personal Attributes and Behaviours

· High levels of self-motivation and tenacity to deliver on business plans.
· Gravitas with peers, subordinates, customers, suppliers and distributors.
· Excellent communication - verbal, written and listening. 
· A self-starter, creative problem solver who is results focused. 
· An inclusive style of team management that reaches out to all levels within the organisation.
· A strategic business outlook for service in the Lift industry, with knowledge of our chosen markets an advantage.
· Team Player with the ability to work on your own initiative.
· Positive can do attitude and are calm under pressure.
· Well organised and manage time effectively by focusing on priorities and results.
· Commitment to actively improve own skills, knowledge, business awareness and performance through ongoing personal development.
· An ability to manage numerous commercial relationships concurrently.
· A personal commitment to the values of the Stannah Group, to deliver on promises and demonstrate that we care.
· Willingness to Travel - must hold UK Driving Licence.

Education and Qualifications
1. Professional or technical qualifications preferable.
1. NVQ Level 3 in Lift Engineering or equivalent technical competency preferable.
1. Suitable experience in an operational, or commercial role, preferably within the industry, highly desirable.

You will also complete suitable training to enable you to work to our policies and procedures.

Other information:

· Working hours: 37 hour working week with 45 minutes unpaid lunch.
· The Jobholder will be based from home but will be required to travel to sites and offices as and when required.
· 25 Days Annual Holiday plus 8 Bank Holidays
· Employee Benefits including but not limited to Stannah Rewards, Pension, Cycle to Work Scheme, Performance Plan, Wellbeing etc.
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