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 Job Description
Job Title:       
Membership Account Executive
Department:
Commercial Downstream Sales – H&B Telesales

Location:
Support Centre
Reports To:
Full Line Telesales Manager
Grade:

7
Job Purpose: 
To generate sales for H&B across their Full-line customer base, by selling in the H&B offer and ensuring customers are compliant across all categories. To achieve core business KPI’s by consulting with our customers on how they can maximise the potential within the range of products and services, working closely with the category team to ensure requirements are met
With the overriding aim of:

. 

· Developing strong relationships with customer base.
· Building brand loyalty with H&B customers
· Building loyalty of H&B customers within a defined portfolio 
Principal Accountabilities: 
	1
	To maximise sales and revenue for H&B to a predefined membership base by driving home the business offers and initiatives to members via Full line 

	

	3
	Be an important member of the team by liaising with all key stakeholders such as, AHDL category / sales teams.

	4
	Delivering individual and company sales targets whilst tracking own performance daily.

	5
	To plan and organise outbound call schedule and ensure calls are made in line with agreed schedules as well as handling inbound calls; Also Process orders and upsell to members on inbound calls and emails.

	6
	Maximise customers order value by driving the benefits of discounts available to members and ensuring customers are utilising the available offers in the business, increasing sales and compliance. 

	7
	Identifying decreases in sales, investigating with customers the reason for decrease and handling appropriately. Informing Field Sales Teams of any changes and issues. 

	8
	Providing direction on how members can maximise their ROI which in turn increases our GP.

	9
	Be familiar with the customer proposition, product, company terms and conditions, product agreement types, and company operational procedures.

	10
	Be an important avenue for market & member research – for example, competitor activity, member feedback on products services ,feedback on AHDL initiatives, new offerings etc

	12
	Manage all aspects of the member signing up to AHDL category schemes and other initiatives as agreed - ensuring all relevant forms/paperwork are completed, received and subsequently targeting sales of new sign-ups. 

	13
	Ensure members complaints, enquiries or concerns are dealt with promptly and to be the escalation point within the appropriate AHDL team


Knowledge, Skills and Experience Required: 
· Target driven

· Excellent customer focus skills
· Excellent telephone manner and communication skills

· Organised with good administrative skills
· Good interpersonal skills

· Ability to build and develop strong relationships both internally and externally

· Ability to work under pressure

· Computer literate with good understanding of MS Office

· Previous experience within a contact centre – desirable

· Knowledge of pharmacy products - desirable 

· Knowledge of pharmacy wholesale market - desirable 

Essential Requirements: 
· Experience of cross functional working and liaising with various management levels
· Sales and/or compliance experience
Key Dimensions: 
On completion of training this role does have some autonomy in decision making. The person employed in this role will be expected to use their initiative when dealing with general queries and completing daily activities whilst managing their account base and delivering on targets. 
Key Working relationships:
	Department/Role/External Contact
	Purpose of Contact

	Area Account Managers
	Liaise with AAMs to achieve joint goals and promote GP growth

	Finance / Risk teams
	Handling credit limit and finance related issues for customers

	Customer Service
	Handle and chase queries

	Warehouses and Service Centres
	Chase orders and handle product and ordering issues

	Channel Support
	To aid with reporting

	Category Teams
	Liaise with H&B category to support in ensuring customer spend compliancy

	Category Buyers
	Build relationships with buyers in category team in order to fulfil exceptional orders

	Sales Strategy
	Provide detailed feedback on customer experience and identify areas for improvement and opportunity


Competency Profile: 

.

· Communication – Clearly conveying information and ideas through a variety of media to individuals or groups in a manner that engages the audience and helps them understand and retain the message.

· Contributing to Team Success – Actively participating as a member of a team to move the team toward the completion of goals.

· Initiating Action – Taking prompt action to accomplish objectives; taking action to achieve goals beyond what is required; being proactive.

	Skill and Knowledge
	Level 1
	Level 2
	Level 3
	Level 4

	1. Leadership
	X
	
	
	

	2. Customer Focus
	
	
	X
	

	3. Developing Self and Others
	X
	
	
	

	4. Managing Change
	X
	
	
	

	5. Decision Making
	X
	
	
	

	6. Communication and influencing
	
	X
	
	

	7. Planning and Organising
	
	X
	
	


Additional Information:
· Some UK travel and overnight stays may be required

· All staff are expected to understand the principles of Good Distribution Practice of Medicinal Products for Human Use (2013/C 343/01) which is reflected in our SOP – REF Chapter 1 AHDL GDP 1.1. It will be a requirement for all staff to be trained in this SOP and have refresher training. All other GDP training will be job specific and as per your personal training matrix.

Job Holder

Signed _______________________________________________   Date _________________________

Line Manager

Signed ________________________________________________ Date _________________________
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