
Join a team unleashing poten al in ourselves and others
Job Descrip on: Customer Experience Manager

Loca on: Remote based

Repor ng to: Head of Customer Success

Posi on Overview

The Customer Success team at Kallidus are of strategic importance to the company; driving 

profitability and deep customer rela onships, it is the lifeblood of the opera on. Customer 

Experience Managers (CEM) are responsible for ensuring the delivery of value through the customer ’s

adop on and con nued sa sfac on with the Kallidus Suite.

The Customer Experience Manager (CEM) is an account manager; introduced to the customer during 

the implementa on process and becomes the primary “face” to the customer as implementa on is 

completed and the customer goes live with the solu on.

The CEM is responsible for Kallidus ’ rela onship with the full range of strategic, commercial and 

opera onal customer contacts, co‐ordina ng resources aimed at ensuring the customer use and 

adop on of the Kallidus solu ons creates value for the customer. They will be targeted on and 

responsible for nego a ng value and growing revenue through cross‐sell and expansion ac vi es as 

well as securing mul ‐year renewal agreements. The CEM also serves as an internal advocate for the 

customer, helping to drive support and change when necessary to help the customer achieve their 

business objec ves.

The successful candidate will assist customers in solving point‐in‐ me challenges, and partner with 

the customer to increase the effec ve use and adop on of the Kallidus solu on. They will be 

measured on achievement against Sales targets, closed business from upselling and cross selling 

addi onal products and services as well as overall customer sa sfac on.

This is a posi on for individual growth and candidates must display appe te and ambi on to progress 

through the responsibility for managing the increased commercial complexity of customers. The 

ability to evidence the Kallidus values of collabora on, integrity and curiosity is essen al.

Key Responsibili es

Achieve Customer Success Outcomes by:

· Proac vely uncovering, nego a ng, and closing invoiced sales through up/cross‐sell and 
expansion ac vi es including monthly and quarterly customer reviews.



· Driving customer reten on, with focus on con nuous improvement of the customer 
experience through proac ve customer engagement via online events and facilita ng 
customer communi es of prac ce.

· Making full use of Kallidus sales technology pla orm and methodologies; maintaining up to 
date customer contacts in CRM and leveraging all aspects of Kallidus sales technology to drive
op mised volume of personalised engagement.

· Using analy cs to diagnose “at risk” customers and develop reten on strategies to address 
gaps.

· Resolving escalated customer issues in a  mely manner.

· Obtaining consistently posi ve feedback in NPS surveys and using feedback to implement 

change.

· Effec vely managing the lifecycle of Customer Success ac vi es, from go‐live, customer 

support, ongoing configura on as well as addressing improvement opportuni es.

· Mapping accounts spend against Kallidus ’ products and services and develop strategies to 

drive account penetra on.

· Suppor ng new business growth by increasing referenceable customers.

· Developing and maintaining expert level knowledge of each of Kallidus ’ so ware and services 

offerings.

· Proac ve in partnering with stakeholders and act as a point of escala on when needed.

· Fostering collabora on within the Customer Success team and across customer touch points.

· Collabora ng with internal partners across Kallidus.

· Opera ng in accordance with Kallidus values of Integrity, Collabora on and Curiosity at all 

 mes.

Required Experience/Skills:

·  3 years B2B SaaS sales experience.

· Proac ve in a tude and approach

· Organised and methodical

· Able to manage and influence through persuasion, nego a on, and consensus building.

· Strong empathy for customers and passion for revenue and growth

· Analy cal and process‐oriented mindset.

· Strategic planning and implementa on skills, ability to think ahead.

· Strong client rela onship management skills.

Benefits



· 25 days holiday rising with length of service
· Birthday holiday
· Private medical
· Perkbox
· Life Assurance
· Flexible working op ons
· Cycle to work scheme
· Pension
· Con nued professional development

We are Kallidus

As one of the UK’s fastest growing so ware companies, we create outstanding products and deliver 
market‐leading customer experience. 

Our solu ons support the en re employee lifecycle, from recruitment to training to performance 
management; we improve the performance of both individuals and the organisa ons they work for. 
And with more than 40 industry awards, we believe our so ware is the best in the industry. 

Right now, we ’re in hyper‐growth and we ’re growing from around 150 people to 500 over the coming
years. With any number of career paths wai ng for you, this is a fantas c opportunity to develop your
career. Are you ready to unleash your poten al?

Life at Kallidus

People are at the heart of everything we do and the key to our success, so it’s important that we 
recruit more amazing people who share our values. 

Curiosity, integrity, collabora on – these are the values we live by and you’ll see them everywhere at 
Kallidus. You need to be driven to ask ques ons and to find out why. You need to be true to your 
word and do the right things for the right reasons. And you need to be proud to be part of something 
bigger; working with others will come naturally to you. 

Working as part of a close‐knit team that likes to have fun, we’ll help you develop and grow in a 
suppor ve environment. We work remotely but we also have open and welcoming offices in Bristol 
where you can head any me to collaborate. 


