JOB DESCRIPTION


















	Position title
	Deputy Head of Client Retention UK&IE 
	Department
	Clients for Life

	Generic job title
	Client Relations Manager
	Segment
	Transversal function – CfL

	Team band
	
	Location
	National UK & Ireland

	Reports to
	Head of Client Retention UK&I
	Office/unit name
	Home-based



Job purpose
The role of the Deputy is to support the leadership of the retention team. In the absence of the Head of Client Retention this role will deputise. They will attend RLT meetings and present insight and data where requested and take personal accountability for a number of our top client accounts that are within 24 months of contract end date in a fiscal year. 
They will deliver FreshEyes Reviews, PostMortem Audits, Post-bid Sales Win Analyses and Post-bid Sales Loss Analyses. Recognised as a master practioner in facilitation skills, conducting Transition Meetings (TMs) and Annual Expectations Meetings (AEMs), and coaching and supporting operational and sales teams.
They will operate pan segment supporting those critical contracts identified and follow the retention activity through to bid and contract award. 
Accountabilities
· Review and challenge the retention strategy with Segment CEO’s and operational teams across the named client accounts that are targeted for oversight in any given fiscal year ensuring that all actions are executed to enable Sodexo to either propose and agree a pre-emptive extension or to be bid ready in the event of a competitive tender. 
· Interview key client/prospect stakeholders to identify threats and opportunities, and share themes with operational and sales teams through structured reports (FreshEyes Reviews, PostMortem Audits and post-bid reports) and hold the teams accountable for delivering the actions agreed, escalating non activity as appropriate. 
· Request analysis of client insight to enable key win/loss themes to be shared across the teams the individual is working with so that lessons learned are applied to the contracts targeted for retention. 
· Report on compliance of TMs and AEMs to create opportunities to unlock cross sell or pre-emptive extensions across the accounts tracked and facilitate these meetings on behalf of operational teams, on request.
· Share and track progress against CfL targets using the global and regional dashboards to enable segments to prioritise activity to protect and extend key contracts escalating to SLT/RLT gaps in compliance as appropriate. 
· Provide training and refresher updates to ensure the business is well informed and confident with the tools, techniques and terminology of Clients for Life®.
· Produce common threads and threats reporting that identifies key themes, to enable operational teams/segments to take action to close gaps and take advantage of opportunities to extend, cross-sell, etc.
· Present data and insight at SLT/RLT events that shares threats and opportunities that enable teams to protect and defend existing client accounts and increase the hit rate of new development. 





Key performance indicators (KPIs)
· Complete deep dives on FER’s issued to review the retention strategy developed to either unlock a pre-emptive extension or prepare for tender and issue 95% of the FreshEyes Reviews identified for the client accounts the individual is responsible for managing within a fiscal year.
· Track and report on the number of AEM’s that generate x-sell opportunities, where a threat to retention is raised in an AEM and where an AEM unlocks the opportunity for a pre-emptive renewal and follow each of those through to resolution.
· Use insight from post win/post loss/Post mortem reviews to ensure that the lessons learned are included in the retention strategy for the client accounts the job holder is targeted to support. 
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Key behaviours
The Client Retention Executive (CRE) is a senior management position within Sodexo, requiring high levels of sensitivity, business acumen and personal influence.
As part of a small team, CREs are expected to be flexible and adaptable, and to work collaboratively with the team, supporting colleagues in the delivery of key CfL activities.
The purpose of reports is to deliver insight to the business. The individual will have the ability to analyse the output from meetings and client conversations in order to highlight key points of insight. This in turn will enable operational/sales teams to either address gaps or take advantage of opportunities that extend or grow the relationship between the client and Sodexo.
The individual acts as a consultant to the business, operating independently of any segment hierarchy while still being part of the overall segment senior team. The ability to influence others through persuasion rather than having direct authority is a crucial skill.
High levels of emotional intelligence are required to perform this role, and the individual will be competent in adapting behaviours to respond to sensitive strategic information.
Personal integrity is an important element of this role. The individual will maintain a tight control on sensitive information and ensure that protocols are followed.
Individuals must be confident in interviewing a range of senior client stakeholders and able to facilitate challenging discussions with clients. Handling challenging internal meetings when sharing information is an equally important skill required of this individual.


Competencies
	Core competencies
	Role-specific competencies

	· Growth
	· Relationship management

	· Client and consumer satisfaction
	· Results orientation

	· Rigorous management of results
	· Financial and business awareness

	· Leadership and people management
	· Impact and influence

	· Innovation and change
	· Working with others

	· Brand notoriety
	· Leadership

	
	· Planning and organisation

	
	· Resilience

	
	· Analysis and decision-making


Dimension
	Financial
	Accountable for driving actions to protect business identified within the Top 200+ contracts for the region, through the proactive use of retention tools.
The position may be accountable for one or more segments or sub-segments, as specified in each fiscal year, reflecting the demand of activity linked to identified priority contracts.

	Staff
	None


Skills, knowledge and experience
Essential
· In-depth understanding of Sodexo’s strategy and business drivers.
· Excellent communication and interpersonal skills.
· Minimum of eight years’ business experience in an operations and/or sales role.
· Experience of dealing with confidential information at a senior level.
· Organised and efficient self-starter.
· Educated to degree level or equivalent.
· IT literate – proficient in MS Outlook, Word, Excel and PowerPoint, as well as other emerging technologies.

	Approved:
	

	Jobholder:
	………………………………........
	Date: …………………………

	HR Director: UK & Ireland
	………………………………........
	Date: …………………………
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