BCC/FUTURESOURCE JOB DESCRIPTION
Customer Success Manager

REPORTING INTO:
Head of Customer Success

OFFICE:
Customer Success

LOCATION:
Global

We provide market research to businesses around the world, aiding empowered, confident
decision-making. Our expertise spans the diverse technology ecosystem through to the life
sciences and is delivered through powerful datasets, specialist intelligence reports, ongoing
personal debriefs and bespoke consumer and end-user research. We have over 80 years of
combined experience, as a result of the unification between Futuresource Consulting and BCC
Research, two leading research firms. Both have a unique set of capabilities and a rich history
of driving tangible progress in businesses, academia and markets.

Expected Salary Range: £35k - £45k (or equivalent in local currencies)

Non-Commission — 20% OTE Bonus (based on company and individual performance)

CUSTOMER SUCCESS MANAGER

You will be the intermediary (primary point of contact) between the customer and our organisation,
demonstrating sound communication and business acumen to effectively manage internal and
external stakeholder expectations. You are passionate about delivering an excellent customer
experience and have demonstrable planning, problem-solving and communication skills.

This role will be responsible for:

e Being the overall primary point of contact for the customer, managing the overall
responsibility for the customer engagement process, and collaborating with internal
teams in conducting service reviews with customers.

Clarifying and communicating customer requirements, issues and escalations internally

Ensuring intelligent data analysis is readied for all meetings.

Feedback outcomes and learnings to relevant areas of the business.

Representing customers in discussions regarding support processes and project

delivery.

e Supporting the sales team with understanding and defining customer needs and
expectations.

e Any other tasks as required to meet the needs of the role.

This is not an exhaustive list, and will be subject to review on a regular basis, to meet the needs
of this new and developing role



Preferred skills and experience:

e Previous experience in Customer Success role(s)

¢ Highly organised with the ability to plan for short, medium and long-term objectives.

e Technically savvy with the ability to translate technical information and concepts into
business requirements.

e Able to monitor and deliver against key metrics to help inform delivery improvement
activities.

¢ Diplomatic and adept at operating across different departments and reporting structures.
Curious, analytical and inquisitive, you will be comfortable with challenging the customer
to ensure we fully understand their desired outcomes.

e Able to work under own initiative and collaboratively.

e Prior experience dealing directly with senior stakeholders desirable

Skills, Interests and Competencies

Essential Desirable

Prior experience in a Customer Success role or [ Proven track record in Market
knowledge of Customer Success best practice Research and Industry Analysis

Proactive customer reach out experience and strong, | Customer Success or Service
credible and trusted customer interaction skills Delivery success working in a
Market Research environment
Proactive customer reach out experience and strong,
credible and trusted customer interaction skills Competence  developing and
delivering data or presentations to
Well organized, self-motivated and driven by success | diverse audiences

both personal and for the company. Works on own
initiative to deadlines without constant supervision

Expert communicator, with extremely well-developed
skills in listening, building rapport, presenting and
producing written communications

A positive, results oriented approach

If you are interested in applying for the above role, please submit your resume and a cover letter
expressing your interest and suitability for the role to both: Aarti.patel@sixsails.com and
sandy.bell@futuresource-hq.com.

The deadline for applications is the 17" May 2024.



