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Job Description: Client Relationship Manager 

Accountability 

Accountable to the Senior Client Relationship Manager
Grade 4

Working with others

The client team includes five Client Relationship Managers who, as well as managing particular potential or existing client relationships, have broader responsibilities for marketing strategy; for marketing implementation and sales reporting; for internal communications; for market research and product development; and for product management.   The team also includes two Client Relationship Executives who handle the day to day calls from clients, administration, delivery of EIRIS services and front line client support. 

The client team is managed by the Head of the Client Team, who reports to the Executive Director and the Board on sales, marketing implementation, sales partnerships, client care and contracts.   The team interfaces with all other EIRIS teams:  Research, IT, Market Development and Administration.
Main responsibilities

· Supporting colleagues in providing particular complex services to major clients where these are allocated to you: in particular the regular provision of data for the FTSE4Good Index series, and the Johannesburg Stock Exchange using our software and spreadsheets.

· Relationship management of a variable number of existing client relationships primarily concentrated in the same market segment(s) including training clients in using EPM and EIRIS research.  The main objectives and targets for this responsibility will focus on client retention and income growth.

· Shadowing other Client Relationship Managers on their accounts, with a view to providing appropriate cover on their relationships in their absence.
· Ownership – with initial support from other Client Team members - of at least one market segment, which may be geographical or based on client activity, for the purposes of marketing implementation and new business development. 
· Assisting colleagues with their responsibilities for development projects, which may include responsibility for aspects of product management, market research, internal communications or marketing implementation and sales management.
Major tasks

It is envisaged that major tasks will take approximately 95% of the postholder’s time. These are listed below. The percentages refer to the approximate amount of the post-holder’s time, over a year that the task is expected to account for. 
Providing support on complex clients (50% - particularly intensive in February, August and October):
· Assisting with the production of large volumes of data in spreadsheet format for clients;

· Analysis of trend data, statistics and other analysis of data

· Answering queries from clients and third parties including co-ordinating responses from research analysts

· Preparing profiles on companies

Relationship management of existing clients (20% of time), including:

· Contact:  maintaining regular contact and being aware of how clients use EIRIS research and EPM, including meeting or offering to meet each client at least once a year.

· Knowledge of client and relationship development:  overseeing the provision of services; making sure that we understand client objectives; in consultation with other team members enabling client’s own development in the SRI field; ensuring EIRIS is aware of whatever income growth opportunities might arise; seeking to broaden our contact base; raising the level of awareness of EIRIS at client institutions.

· Renewals and upgrades:  Pro-actively handling renewal and up-grade discussions with existing clients prior to expiry of existing contracts.  Chasing late payments.

· Training:  Training of existing and any new people at their end in the use of EPM or EIRIS research to ensure maximum benefit to client.

· Feedback:  Ensuring that we act upon and/or communicate clearly with them about any feedback they have to give on our services; giving input to the development of our research and IT products.

· Representing the client:  being the voice of the client within EIRIS and driving us to fulfil their demands, resolve any problems they may have with our service and overcoming obstacles to their usage of EIRIS research.

· Added value:  in consultation with the Head of the Client Team, taking on particular additional work for particular clients or projects to support their committee processes or decision making; attending committee or other decision making meetings with them in particular cases. This can also include writing papers or organising and up-dating data or reports for them where our existing software doesn’t meet their needs. 
· Lost clients:  obtaining detailed feedback on clients lost and treating them as leads or potential new business.  Following up regularly to maintain a relationship with them.
Generating new business within allocated market segments (20% of time), including:

· Knowledge: staying up to date with main sources of information, attending major events, being aware of major developments, structure, players and potential leads in the market.  

· Marketing implementation: contributing to the implementation of marketing efforts for the segments, through conferences, seminars, other events, advertising, direct mail, or any other potential marketing activity.

· Generating leads: identifying potential clients in consultation with other team members / Head of Client Team and developing good relationships with them.
· Presenting:  making and giving presentations promoting EIRIS to potential clients at meetings, EIRIS seminars or conferences, and demonstrating our software and research to them

· Following sales process:  understanding potential clients’ SRI needs, explaining how EIRIS and EPM can meet those needs and overcoming any objections

· Follow-up leads: including devising proposals in consultation with other team members / Head of Client Team, responding to RFPs, dealing with queries promptly and ensuring that all leads are concluded satisfactorily

· Feedback:  giving input into developing action plans for the market segments to the Marketing Strategy lead.
Conferences and Seminars (5% of the time)
· Giving presentations at public events including seminars and conferences.

· Following up leads generated through these events.

· Project managing EPM ownership.
Other tasks 
It is also envisaged that other tasks will account for up to 5% of the post-holder’s time. 

· Administrative tasks
· Other tasks as allocated to you by the Head of the Client Team
Changes

It is envisaged that, from time-to-time there will be a review of the time allocation between different tasks. The percentage of time spent on particular aspects can be expected to fluctuate during any year to take into account evolving work requirements, short-term projects and pressures, and longer term changes of business strategy.
Flexibility

The post may include overseas travel, and while there is a flexi-time system in operation this is likely to involve reasonably frequent weekend or evening travelling or working. This job description will be subject to change and development in response to the needs of EIRIS as a business. It will be reviewed with you by your manager after 6 months and then annually, to ensure it is a true reflection of what is being done, or to incorporate changes when it is found to be inaccurate. You will be expected to participate fully in such discussions with a view to reaching agreement on any changes felt to be necessary. If agreement is not possible, EIRIS reserves the right to insist on changes to your job description in line with your grade / level in the organisation, after consultation with you.
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