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Client Portfolio Lead

	

	Budget:
	N/A
	Function: 
	Sales & Marketing Operations

	Line Manager:
	Sales Operation Manager 
	Direct Reports: 
	0

	Our Vision

	
Simplyhealth is a 150-year-old business with an amazing heritage and history of changing healthcare in the UK. It is continually modernising, as reflected by our B-Corp status; something that is very important to our customers and to our people.

With an ever-increasing strain on the NHS, and a cost-of-living crisis, the products that Simplyhealth offer are needed more than ever before. But Simplyhealth have bigger ambitions than that. We want to improve access to healthcare for everyone in the UK – we are not just about the wealthy who can afford to go privately, we want to democratise healthcare in terms of cost but also accessibility to ensure that as many people as possible, can access the healthcare they need. 

Specifically, we want to improve access to healthcare for all in the UK to: lead your best life, prevent you from getting a disease you’re at risk of, access the best in care (digital where possible, physical where necessary), and manage your long-term condition.

To achieve this, we are embarking on a radical transformation to deliver this ambitious goal. With a trusted brand and a strong heritage in healthcare, we think we are uniquely placed to help change the landscape of healthcare in the UK. 


	Your Role

	
As a Client Portfolio Lead, you will be responsible for managing, retaining, and developing a portfolio of corporate clients, acting as a trusted partner and primary point of contact. The role balances day-to-day account ownership with proactive account development, with a strong emphasis on service excellence and client outcomes. You will ensure clients receive a consistently high quality experience while supporting their wellbeing strategies and identifying opportunities to optimise and grow the relationship. 

	Your Responsibilities & Accountabilities:

	
Support Achievement of Sales & Retention Targets 
· Manage and develop a portfolio of corporate clients to achieve retention, engagement and service excellence targets.
· Support renewal activity, contributing to commercial discussions and ensuring successful renewal outcomes.
· Build strong relationships with clients, brokers and key decision makers to drive satisfaction, loyalty, and confidence. 
· Identify and progress opportunities for expansion, cross-sell and upsell for clients of between 100-250 lives, escalating more complex or strategic opportunities of 250+ lives. 
Client Relationship Management & Service Delivery
· Act as a trusted advisor and primary point of contact for assigned clients.
· Acts as the primary service contact for preferred provider arrangements, ensuring smooth day-to-day delivery, issue resolution, strong relationships an a positive client experience. 
· Build a strong understanding of each client’s organisation, wellbeing objectives and service expectations. 
· Take ownership of the end-to-end client experience, proactively monitoring service performance and client satisfaction and resolving issues effectively.
· Lead and contribute to structured quarterly or annual client business reviews, focusing on outcomes, performance and future opportunities, as well as service-related conversations, focusing on outcomes, improvements and future needs. 
· Ensure service level agreements and response times are met or exceeded, addressing issues before they escalate. 
· Champion a culture of service excellence, using feedback and insight to drive continuous improvement. 
Growth & Account Development
· Proactively identify opportunities to optimise and enhance client solutions in line with client objectives and service outcomes.
· Support the development and delivery of tactical account plans aligned to client wellbeing strategies.
· Coordinate development meetings, involving relevant product, service and subject matter experts as required.
· Share relevant insights, data and collateral to support client engagement and employee participation. 
Commercial Awareness
· Maintain a strong understanding of products, services and their value to clients and end users.
· Understand the broader health and wellbeing market, including competitor offerings and emerging trends.
· Feed client, broker and market insight back into the business to support continuous improvement of service and proposition.
· Apply commercial awareness to proactively consult clients and support sustainable growth opportunities. 
Cross Functional Collaboration
· Work closely with internal teams across sales, operations, and product and support to deliver joined up solutions.
· Secure resources and support for clients as required, ensuring effective collaboration across the business.
· Understand strategic and operational priorities to ensure alignment and positive outcomes for clients. 
Reporting & Compliance
· Maintain accurate and up to date client records within Salesforce and related systems.
· Support the provision of monthly and ad-hoc reporting for clients and internal stakeholders.
· Ensure the adherence to all compliance, risk management and mandatory learning requirements. 


	Key Connections:	

	· Sales teams
· Marketing
· Product
· Pricing
· Legal & Business Affairs	
· Brokers/Clients/Prospects
· Professional Partners
· External networks

	Key Experience, Knowledge and Expertise

	
Experience and Knowledge
· Proven experience in client management, account management or client service role within a B2B environment.
· Demonstrated ability to deliver high standards of service excellence and improve client experiences. 
· Experience managing corporate client relationships, ideally within health, wellbeing, insurance or benefits.
· Demonstrated ability to retain clients and identify opportunities for account growth.
· Strong client relationship and stakeholder management skills.
· Consultative communication skills with the ability to influence and add value.
· Commercially aware with the ability to balance service excellence and growth.
· Comfortable working cross-functionally across diverse teams.
· Proficient in CRM systems (e.g. Salesforce) and client reporting.
· Strong organisational skills and ability to manage multiple priorities.

	Our Values

	
Health and access to healthcare have never been more important. With this comes endless exciting possibilities for innovation and growth. The market is evolving quickly, so we need to ensure our customers have access to the leading-edge health solutions they expect and deserve, now and for generations to come. We’re living in extraordinary times…




By reinventing ourselves, we will reach more customers, giving them increased access to affordable healthcare and unlocking our growth potential.  This next chapter is about transformational change for us.

This is our time to survive, drive and thrive…

This is our chance to get ahead and stay ahead. We will ensure our commercial success by moving into new areas of healthcare, and leading with preventative, breakthrough solutions. We will use innovative digital tools, embracing technology to create new partnerships and opportunities. We are passionate about helping every generation lead better lives and get the care they need in real time. 
To make this a reality, we need to challenge our ways of working, whilst keeping the customer at the heart of everything we do. To really make a difference, it’ll take every single one of us across Simplyhealth to step up.   

Our cultural movement...



To act with courage and curiosity, so we can unlock the opportunities to help customers, colleagues and communities. To operate with trust and kindness, working alongside customers, delivering what they need to live their best lives, as well as supporting colleagues as they strive to be their best. Spotlight our passion for All together healthier, focusing on self-care and nurturing relationships. We must ensure we are a strong team - one that’s able to build healthier lives for all. We each have an important role to play in this next chapter. Everyone has the freedom to innovate and make a difference for our customers. We need to act at pace and take on newer, braver, creative approaches. We shouldn’t be afraid to fail fast and learn quickly. By being curious and continually pushing ourselves and each other, we will find new and better ways.





	Our Behaviours

	
	Courage and Curiosity
	Trust and Kindness
	All Together Healthier

	So we deliver profits for a purpose
	Because our customers, colleagues and communities are at the heart of what we do
	Enabling better health outcomes together

	· We make bold decisions and take considered risks, with customer and commerciality front of mind. 
· We make things happen and keep things simple.
· We always take the initiative and hold ourselves accountable for the delivery of great results.
· We ask questions and listen intently as every viewpoint and capability counts, and we have the courage to be honest and say what we think.

	· We invest in relationships to build trust and rapport.
· We listen carefully always trying to find ways to add value.
· We treat each other with care, compassion and kindness, celebrating and embracing differences.
· We strive to make a difference in society, unlocking opportunities for those in need.







	· We help every generation take control of their health.
· We start with self-care so we can show up at our best, every day.
· We are full of energy and pride in what we do. We focus on self-development to learn and grow, so we can stay up to date and add value.
· We innovate and collaborate on our best ideas. Together, we can drive the changes that are needed to help our business grow, and help our customers live their best lives.





	

	
· We have a ‘smart working’ policy with flexible remote working. However, there may be a requirement to attend meetings at our Hampshire head office in line with government guidelines. 
· Some UK travel & overnight stays.
· Reasonable role and task flexibility expected given the seniority of the role.
· May be required to lead other business activities or projects in other parts of the Simplyhealth Group.
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