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Appendix 1: Revised Role Description
	Role Title
	Account Manager

	Reporting To
	Head of Client Service / Senior Account Manager, as assigned

	Relevant Department
	Client Service


Role Summary
The Account Manager manages assigned client accounts, maintains strong client relationships, ensures effective communication between clients and internal teams, coordinates project delivery, tracks campaign performance against client KPIs, and supports client growth through upselling, cross-selling, RFPs and proposals.
Tier-Based Involvement
Supports Tier 1; owns and leads Tier 2 execution and planning; provides support to juniors for Tier 3.
Core Responsibilities
Quality control of all client-facing work before delivery.
Client communication and weekly meetings for assigned accounts.
RFPs and proposals with the goal of client satisfaction and growth.
Strategy creation, including 5Cs trends, research and target audience analysis.
Point of escalation for Account Executives.
Handling complex briefs including campaigns and DAGs.
Billing coordination through Zoho and Monday.com.
Competitor analysis and client account support.
Managing day-to-day operations of assigned client accounts and developing strong client relationships.
Monitoring and tracking campaign performance against client KPIs and providing regular updates.
KPIs
	KPI Area
	Target / Measure
	Weighting
	Required Performance Level
	Score Achieved
	Approved Bonus

	Client Satisfaction
	Achieve a 90% client satisfaction score by meeting/exceeding client KPIs, delivering projects on time and within budget, monitoring performance, being proactive with solutions, responsiveness and quality control.
	45%
	90% client satisfaction; 90% client KPI achievement; 95% of projects on time and within budget.
	
	

	Sales Growth
	Increase sales through upselling, cross-selling and RFPs.
	25%
	15% increase in sales.
	
	

	Teamwork, Upskilling and Positive Feedback
	Teamwork, upskilling and positive feedback from clients and internal teams.
	10%
	
	
	

	Continuous Learning and Development
	Continuous learning and development.
	5%
	
	
	

	Systems and Policy Compliance
	Compliance with Monday.com, Zoho Books, Zoho People, Google Workspace, SOPs and any other company policy.
	15%
	95% compliance with company systems and policies.
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