Business Case: Recruitment of a Senior Account Manager
Direct365 Existing Customer Portfolio Growth & Retention Strategy
Executive Summary
I am seeking approval to recruit an additional Senior Account Manager to support the growth, retention and development of the Direct365 customer portfolio.
A recent gap analysis of our customer base has identified a significant opportunity within our non-managed – high value account portfolio, where many customers currently purchase only a single service despite Direct365 offering a comprehensive range of complementary products and services.
This role will focus on increasing customer lifetime value through proactive account management, cross-selling, retention activity and portfolio expansion. The objective is to maximise revenue from customers we have already invested in acquiring, whilst strengthening customer relationships and reducing attrition.
The proposed role carries a salary of £40,000 with an OTE of £45,000, representing an estimated total employment cost of approximately £52,000-£53,000 per annum.

Current Position
Over recent years Direct365 has successfully grown its customer base across multiple sectors and service lines. However, our account management resource has not expanded at the same pace as our customer portfolio.
As a result:
· Many accounts remain unmanaged or under-managed.
· Customer engagement is often reactive rather than proactive.
· Cross-selling opportunities are not being fully realised.
· Retention activity is limited by capacity and is often reactive
· Existing account managers are focused on servicing current demands rather than actively developing customer relationships.
This presents a significant commercial opportunity, particularly when compared to the cost and effort required to generate entirely new customers.

Gap Analysis Findings
A review of the non-managed account portfolio has highlighted substantial untapped revenue opportunities.
Many customers currently purchase only one service despite having clear requirements for additional Direct365 offerings, including:
· Waste Management
· Clinical Waste
· Washroom Services
· Workwear
· Floor Mats
· Janitorial and Hygiene Consumables
· Compliance and safety services
The absence of proactive account ownership means that opportunities to introduce additional services are often missed.
This creates a situation where we continue investing heavily in customer acquisition whilst failing to maximise the value of customers already within our portfolio.

Strategic Objectives
The proposed Senior Account Manager would focus on four key areas:
1. Cross-Selling the Full Direct365 Portfolio
The primary objective would be to position Direct365 as a complete end-to-end provider rather than a single-service supplier.
This individual would conduct structured account reviews and identify opportunities to expand product and service penetration across the customer base.
Benefits include:
· Increased average revenue per customer.
· Increased customer lifetime value.
· Improved profitability.
· Enhanced customer relationships.
· Reduced dependence on new business acquisition.
Research and internal performance data consistently demonstrate that customers purchasing multiple services are generally more profitable and more likely to remain with the business long-term.

2. Strengthening Customer Retention
Retention remains one of the most cost-effective forms of revenue generation.
The Senior Account Manager would implement a proactive retention strategy, including:
· Regular customer reviews.
· Early identification of dissatisfaction.
· Service recovery interventions.
· Renewal management.
· Proactive engagement throughout the customer lifecycle.
By addressing customer concerns before they become cancellation requests, we can improve retention rates and protect recurring revenue streams.

3. Increasing Customer Lifetime Value
Customer profitability should not be measured solely by initial sales value.
True customer value is determined by:
· Length of relationship.
· Number of services purchased.
· Revenue generated over time.
· Retention performance.
· Gross margin contribution.
The role will focus on increasing the total value delivered by each customer over the lifetime of the relationship.

4. Supporting Long-Term Growth
Whilst new business acquisition remains critical, sustainable growth requires a balanced focus on both acquiring and retaining customers.
Investing in dedicated account management allows us to:
· Protect existing revenues.
· Create new revenue streams within current accounts.
· Improve customer experience.
· Build stronger strategic customer relationships.

Financial Justification
Cost of Investment
	Cost Element
	Annual Cost

	Salary
	£40,000

	OTE
	£45,000

	Employer Costs (NI, Pension etc.)
	£7,000 - £8,000

	Total Employment Cost
	~£53,000



Even at a conservative 30% margin, the role would far exceed £14.7k per month in additional revenue to cover its full employment cost.
Given the size of the existing non-managed customer portfolio, the number of single-service customers currently within the database, and the opportunities identified through the gap analysis, this level of return is considered both realistic and achievable through a combination of:
· Cross-selling additional Direct365 services.
· Increasing average revenue per customer.
· Improving customer retention and reducing churn.
· Supporting contract renewals.
· Identifying upsell opportunities within existing accounts.
· Increasing customer lifetime value through a broader service offering.
Importantly, these figures assume the role only covers its direct employment costs. Any additional revenue generated above these thresholds delivers incremental profit to the business whilst strengthening customer relationships and reducing reliance on new business acquisition as the sole driver of growth.

Additional Benefits
Improved Customer Experience
Additional resource will allow:
· Faster response times.
· More regular customer engagement.
· Improved account ownership.
· Stronger customer relationships.
Increased Customer Stickiness
Customers taking multiple services become significantly more embedded within our business.
This reduces the likelihood of churn and strengthens long-term retention.
Better Commercial Visibility
A dedicated account management resource will improve:
· Renewal forecasting.
· Pipeline management.
· Customer insight.
· Identification of growth opportunities.
Reduced Operational Risk
Increased account management capacity reduces the risk associated with unmanaged accounts and strengthens customer coverage across the portfolio.

Risks of Not Recruiting
Without investment in additional account management resource:
· Cross-selling opportunities will continue to be missed.
· Existing customers will remain underdeveloped.
· Customer churn risks may go unidentified.
· Revenue growth will remain disproportionately reliant on new business acquisition.
· Customer lifetime value will not be maximised.
In effect, we will continue investing to acquire customers without fully capitalising on the opportunities within our existing portfolio.

Recommendation
I recommend approval to recruit an additional Senior Account Manager at a salary of £40,000 with an OTE of £45,000.
The role will be responsible for developing the non-managed high value customer portfolio through a structured programme of account management, cross-selling, retention and customer lifecycle management.
The gap analysis has identified a significant opportunity to increase revenue and profitability from our existing customer base whilst improving retention and customer engagement.
This represents a relatively low-risk investment with a clear and measurable route to ROI, whilst directly supporting Direct365's strategic objectives of sustainable growth, customer retention and increased customer lifetime value.

