Customer Lifecycle Account Manager
Job Description
Division: phs Direct
Location: Tamworth
Reporting To: SME Team Manager
Role overview 
As a Customer Lifecycle Account Manager, you'll take ownership of the complete customer journey, from welcoming new customers into the business to developing long-lasting partnerships that drive retention, loyalty, and revenue growth.
You'll be the trusted point of contact for customers during their journey, creating exceptional onboarding experiences, identifying opportunities for growth, and ensuring customers achieve maximum value from our products and services. You'll also play a key role in reconnecting with former customers, winning back business, and turning opportunities into lasting success stories.
We're looking for someone who thrives on building relationships, loves exceeding targets, and enjoys uncovering opportunities that help customers and the business grow together. If you're driven, proactive, and motivated by delivering outstanding customer experiences while achieving commercial success, this is the perfect opportunity to make your mark. 
What You Will Be Responsible For
Customer Onboarding
Manage new customers from point of sale through successful onboarding.
Deliver a seamless and engaging customer experience
Ensure customers fully understand products, services, and support channels.
Conduct review calls to drive engagement and satisfaction.
Account Growth & Revenue Generation
Drive revenue growth through upselling and cross-sell opportunities.
Meet or exceed monthly, quarterly, and annual revenue targets.
Achieve call quality and business KPIs.
Relationship Building & Client Engagement
Build strong, trust-based relationships with key stakeholders.
Ensure effective diary management and regular client communication.
Proactively monitor customer health and engagement.
Resolve customer concerns and coordinate internal support.
Lapsed Customer Recovery
Re-engage former customers and win back lost business.
Understand reasons for attrition and present tailored solutions.
CRM & Performance Management
Maintain accurate customer records in our CRM System.
Manage pipelines, forecasts, and opportunity tracking.
Deliver against KPIs, quality measures, and service standards.
Collaboration
Work closely with Sales, Customer Service, Operations, and Leadership Teams.
Refer opportunities to field sales colleagues when appropriate.
Continuous Improvement
Provide feedback to improve the sales process and onboarding experience.
Focus on root causes of challenges and help identify solutions.
Sales/Customer Culture
Champion the sales strategy, ensuring the customer is at the heart of what we do.
Promote a culture of excellence in customer service, quality, and improvement.
Use targeted marketing campaigns to unlock growth potential in new accounts
What We Are Looking For
Experience in tele sales, account management, or business development.
Proven track record of achieving sales, retention and revenue targets.
Strong relationship-building and stakeholder management skills.
Excellent telephone communication, questioning, and negotiation skills.
Experience using CRM systems, ideally Salesforce (SFDC).
Ability to identify customer needs and convert opportunities into revenue growth.
Strong organization, prioritization, and time management skills.
Personal Attributes
Customer-centric and commercially driven
Resilient, proactive and self-motivated
Positive, professional and adaptable
Team player with the ability to work independently
Passionate about delivering outstanding customer experiences
Why Join Us?
This role offers a unique opportunity to manage the full customer lifecycle, creating long-term customer relationships while directly influencing revenue, retention, and business growth.
