
Client Success Manager
Mission:
Lead the Fulfillment Department to ensure smooth, efficient, and high-quality service delivery
across all programs through exceptional team leadership, operational oversight, and a
continuous focus on improvement and client experience.

Responsibilities:

Team Leadership & Management:

● Lead the fulfillment team to achieve performance goals, providing coaching, feedback,
and regular performance evaluations.

● Conduct training for team members on client engagement, compliance, early detection of
at-risk clients, and adherence to Standard Operating Procedures (SOPs).

● Drive consistency and efficiency across all tasks by ensuring strict adherence to SOPs.
● Foster a high-performing, collaborative team that aligns with the broader organizational

goals.
● Review all reports from the fulfillment team to ensure complete and accurate coverage of

client progress and performance.
● Ensure coverage during both business hours and weekends, with readiness to address

at-risk clients, personally stepping in if no other coverage is available.

Program Execution & Client Management:

● Oversee client onboarding, engagement strategies, and coaching sessions, ensuring
they align with the fulfillment calendar.

● Monitor progress on deliverables, addressing delays or bottlenecks to maintain
operational efficiency.

● Manage escalations related to non-compliance, missed payments, or client
dissatisfaction, ensuring timely resolution.

● Provide backup support for onboarding calls to ensure smooth transitions for new
members.

Client Feedback & Program Transitions:

● Oversee the collection of client feedback and use insights to improve daily operations
and enhance the client experience.

● Coordinate seamless transitions for clients upgrading between programs, ensuring
smooth handoffs between team members.



● Monitor early detection and re-engagement protocols for at-risk clients, ensuring high
standards of client management.

Process Implementation:

● Implement and ensure adherence to SOPs for client service delivery, onboarding, and
management based on company-wide strategies.

● Ensure the fulfillment team follows processes efficiently to maintain quality and
timeliness in service delivery.

Collaboration with COO:

● Operational Efficiency & Process Optimization: Collaborate with the COO to refine
SOPs and optimize processes for scalability and consistency within the Fulfillment
Department.

● Client Retention & Engagement: Work with the COO to improve client retention and
lifetime value by enhancing onboarding, engagement, and re-engagement processes.

● New Service Offerings & Pricing Strategy: Support the COO in the rollout of new
service offerings and pricing strategies, ensuring team efforts drive revenue growth and
client engagement.

● Data-Driven Insights: Provide data-driven insights and reports on key performance
metrics (e.g., retention, satisfaction, payment compliance) to support strategic initiatives.

● Cross-Departmental Alignment: Ensure alignment between fulfillment, marketing,
sales, and finance to maintain a seamless client journey and support overall revenue
and client success goals.

Outcome Tracking & Reporting:

● Track and report key performance indicators (KPIs) such as client retention, satisfaction,
payment compliance, and program upgrades.

● Regularly review team performance and client engagement data to ensure daily
operations align with organizational goals.

● Identify potential risks and mitigate them through operational adjustments.

Conflict Resolution:

● Resolve conflicts with clients or within the team professionally and effectively to ensure
satisfaction and alignment.

Core Competencies:



● Leadership: Strong ability to lead, coach, and inspire a team to meet and exceed
performance goals.

● Operational Excellence: High attention to detail in managing processes and improving
workflows to ensure efficiency and quality.

● Problem-Solving: Resourceful and decisive in resolving issues, particularly those
related to client satisfaction, compliance, and program delivery.

● Collaboration: Exceptional cross-functional communication skills with the ability to align
with multiple departments for smooth transitions and client success.

● Client-Centric: Deep commitment to delivering high-value client experiences, with a
focus on retention, engagement, and satisfaction.

● Adaptability: Ability to swiftly adapt to changing conditions or client needs while
maintaining high service standards.

● Data-Driven Leadership: Competency in leveraging data and analytics to monitor
performance, make informed decisions, and optimize service delivery.


