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Job Description and Person Specification
                                                                                                                         
	Job Title
	Customer Relationship Manager

	Team
	Business Development

	Business Division
	Business Development 

	Reports to
	Commercial Director 

	Location
	Home Based with national travel

	
	

	Summary

	The Customer Relationship Manager (CRM) plays a critical role in driving sustainable business growth by securing new care packages, maximising opportunities within existing accounts, and supporting expansion across geographical areas. Working collaboratively with regional Operational and Clinical teams, the CRM develops and delivers a robust go-to-market strategy, strengthens commissioner relationships, and ensures that new packages are mobilised seamlessly.
This is a fast-paced, commercially focused role operating within a growing and competitive market — requiring strategic thinking, exceptional relationship management, and a proactive, results-driven approach.

	Key Responsibilities 

	Strategic Planning & Sales Growth Execution
	· Develop and deliver a comprehensive Sales Plan aligned to business P&L objectives and annual growth targets.
· Generate new business opportunities through ICBs, Local Authorities, private clients and case management referrers.
· Monitor and report performance through weekly KPIs and regular business reviews.
· Maximise utilisation of staffing capacity by linking operational resources with sales opportunities.
· Identify tender opportunities and lead internal coordination of submissions.
· Maintain accurate Customer and commercial data in CRM systems.
· Coordinate the sales lifecycle from marketing engagement - referral - award - mobilisation.
· Work collaboratively across business units to cross-sell Acuity Care Group services.
· Attend internal and external sales meetings, networking events and marketing activities to build brand presence.

	New Package Sign-Off & Mobilisation
	· Assess viability of referrals including TUPE, risks and go/no-go recommendations.
· Prepare detailed quotations in a timely and accurate manner.
· Obtain operational and clinical approval prior to contract commitment.
· Ensure contractual agreements are secured from commissioners or private clients.
· Partner with Operations and Clinical Leads during mobilisation, maintaining oversight until fully established.
· Conduct follow-up communication to ensure satisfaction and leverage success for further growth.

	Client Retention & Account Development
	· Actively manage strong professional relationships across key accounts with Operational Managers.
· Maintain Account Plans to monitor revenue performance, risk areas and growth potential.
· Identify opportunities for further expansion within existing customers.
· Resolve issues proactively to protect reputation and service continuity.

	Working Relationships & Communication
	· Build effective working relationships across internal functions including Operations, Clinical, Recruitment, Finance, and Marketing.
· Engage commissioners, partners, families and external agencies professionally and collaboratively.
· Provide content and intelligence to Marketing to support targeted campaigns and maintain customer engagement.
· Represent regional and organisational interests in operational and commercial meetings including pipeline, KPI reviews and business performance updates.



	Qualifications and Skills 

	Experience: 
· Demonstrable success in Sales/Business Development within health & social care.
· Experience building customer relationships with ICBs, Local Authorities, commissioners, and/or private sector referrers.
· Track record of achieving commercial targets and expanding complex service portfolios.
Technical Skills: 
· Competent in CRM systems and commercial data reporting.
· Skilled in managing tender processes and generating persuasive proposals.
· Effective contract, pricing, and pipeline management.
Communication: 
· Excellent stakeholder engagement and influencing skills.
· Able to communicate confidently with senior external decision-makers.
· Strong presentation and negotiation capabilities.
Organisational Skills:
· Effective planning and prioritisation across multiple workstreams.
· Ability to work autonomously and travel within region as required.
· Proactive in identifying solutions in a fast-paced environment.
Regulatory Awareness: 
· Understanding of commissioning pathways, complex care market dynamics and integrated care systems.
· Commitment to compliance, data accuracy, and safeguarding principles.
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