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Job Description  

Position: Customer Account Manager (CAM) Reports to: Head of Customer Service 

Department:     Customer Service (PTL) Location(s): Aberdeen (PTL) 

 

Job Purpose: 

The primary purpose of the Customer Account Manager (CAM) role is to develop and manage 
relationships with an agreed set of Tenders Direct (TD) customers by providing effective proactive 
and reactive support to their customers.  

The Account Manager helps to define and implement effective customer care processes and 
measures to maximise customer retention levels and cross-sell / upsell activities, in line with PTL 
business objectives.   

Working within the TD team the CAM is responsible for their named customers and ensuring these 
customers obtain the most value and best customer care/experience possible in line with agreed 
KPI’s and targets.  

Working closely with colleagues in their own team and other PTL functions they actively leverage 
their combined knowledge to contribute to ongoing product development, and monitor competitor 
activity.  

Key Accountabilities/BAU Objectives: 

What Measures 

Relationship management 

Develop and build relationships with customers 
according to agreed customer experience/care 
and account management processes. 

As measured by customer satisfaction ratings / 
surveys. 

Revenue retention/growth 

Deliver agreed customer retention and 
cross/upsell revenues for TD products. 

As measured by monthly KPIs 

Customer Support 

Respond to incoming customer support requests 
effectively and efficiently. 

As measured by monthly KPIs 

Operations 

Perform back office, general operations and 
administrative duties required to support the 
effective operation of the TD service. 

As measured by monthly KPIs 

Continuous improvement 

Provide support to the head of Customer Service 
to identify and implement opportunities for 
continuous improvement in our products, 
processes and systems to improve work practices 
and customer satisfaction/retention. 

As measured by monthly KPIs and customer 
satisfaction ratings. 

CRM 

Leverage the capability of CRM to maximise 
customer engagement and value, whilst enabling 
reporting to support effective business decisions.  

Measured through regular 1-2-1s, completion of 
PDR’s, spot checks within the system itself and 
reporting 

 

Team working 

Support other members of the TD team as 
required to ensure the team effectively manages 
customer workload and achieves its KPIs 

As measured by monthly KPIs 



 

Top 5 Professional Skills/Qualifications/Experience Top 5 Behaviours/Core Values 

At least 12 months experience working in a 
Customer Service / Account Management role  
 

Ability to identify and put forward improvements 
to work practices and the service we provide to 
benefit our customers 

Experience of being comfortable working in an 
environment that utilises targets and KPIs 
 

Highly developed interpersonal skills to 
understand, influence and interact with both 
internal and external customers 

Highly developed telephone & email 
communication and computer skills, and ability to 
use web based systems 
 

Ability to understand the ‘bigger picture’ and how 
their role relates to overall business priorities 
and commercial performance 

Ability to work as part of a team and a willingness 
to share opinions and ideas 
 

A positive attitude and ability to use their 
initiative to overcome day to day issues 

Knowledge of UK legislation relating to public 
sector procurement  

Professional in attitude, conduct and 
appearance 

 

Application  

To apply for this position, please forward a CV and covering letter to hr@proactis.com. 

Closing date: Friday 20th August 2021  
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