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Fulfillment Manager

Position Overview:

The Fulfillment Manager is responsible for ensuring an exceptional client experience, driving
client satisfaction, and optimizing the client journey from onboarding to retention. This role
focuses on enhancing client engagement, maximizing client value, and maintaining high
standards of service delivery. Additionally, the Fulfillment Manager oversees all team members
within the department, managing the entire hiring process, performance management, and
implementing new training updates.

The Fulfillment Manager reports directly to the COO, ensuring that all strategic decisions,
process optimizations, and key initiatives receive COO approval before implementation. This
role is also responsible for proactively identifying new opportunities for departmental
improvement, presenting these ideas to the COO for approval, and once approved, creating an
implementation roadmap and training team members on execution.

Success in this role is measured through key performance indicators (KPIs) such as Net
Promoter Score (NPS), Customer Satisfaction (CSAT), Customer Effort Score (CES), client
retention rates, refund requests, and revenue growth.

Key Responsibilities:

Client Satisfaction and Engagement

e Monitor and enhance NPS, CSAT, and CES to ensure high client satisfaction, providing
regular reports to the COO.

e Foster strong client relationships and actively engage with clients to understand their
needs and expectations.

e Develop and present client engagement strategies to the COO for approval before
execution.

e Communicate to new clients the behaviors of successful clients, including sharing,
vulnerability, participation, positivity, collaboration, growth-mindedness, and showing up
even when they don’t want to.
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Onboarding and Time to Value

Manage the onboarding process to ensure efficiency, high completion rates, and
continuous optimization, subject to COO oversight and approval of key changes.
Ensure clients realize value from the product or service within the shortest possible
timeframe.

Provide regular onboarding progress reports to the COO, including completion rates,
challenges, and improvement recommendations.

Client Retention and Churn Management

Monitor client retention rates and identify factors influencing churn, reporting trends and
action plans to the COO.

Develop proactive strategies to minimize churn and maximize client retention, submitting
proposed plans for COO approval before implementation.

Identify at-risk or inactive clients, implement COO-approved re-engagement plans, and
focus on systemic improvements.

Manage refund requests, analyzing trends and implementing strategies to minimize
refund rates with COO oversight.

Revenue Growth and Upsell Opportunities

Collaborate with the sales and customer success teams to identify upsell opportunities
and report potential revenue growth strategies to the COO.

Drive upsell revenue and track cash collected from client expansions, providing weekly
revenue reports to the COO.

Contribute to overall retention rates by encouraging COO-approved upgrade and
expansion initiatives.

Team Management and Development

Oversee all team members within the fulfillment department, ensuring high performance
and professional growth.

Manage the entire hiring process, including recruitment, interviewing, onboarding, and
retention of top talent, with final hiring decisions requiring COO approval.

Conduct regular performance reviews, provide feedback, and support team members’
career development, reporting updates to the COO.

Foster a positive team culture that promotes collaboration, accountability, and
continuous improvement.

Training and Development
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Design, implement, and maintain COO-approved training programs to ensure team
members are up-to-date with the latest industry practices and company standards.
Lead the development and deployment of new training updates, including onboarding
materials and ongoing professional development, with COO review and approval before
implementation.

Evaluate training effectiveness and report key findings and improvements to the COO.

Innovation, Project Proposals, and Implementation

Regularly identify new ways to improve the department and propose innovative
strategies, projects, or system enhancements to the COO for approval.

Present clear, data-driven recommendations for process improvements or new
initiatives, outlining expected benefits, risks, and resource requirements.

Once the COO approves a new initiative, develop a step-by-step implementation plan to
ensure seamless execution.

Document new systems, workflows, and SOPs for transparency and consistency.

Train team members on how to execute newly implemented strategies, ensuring a
smooth transition and adoption across the department.

Chasing Up Failed Payments

Monitor and track failed payments, identifying trends and root causes.

Develop and implement COO-approved strategies to recover failed payments and
reduce recurrence.

Communicate with clients to resolve payment issues in a timely and professional
manner.

Collaborate with finance and customer success teams to ensure seamless resolution of
payment disputes.

Report on failed payment recovery metrics and improvement initiatives to the COOQO.

Performance Tracking and Reporting

Track and analyze KPls, gathering insights to inform strategic decisions and improve
client satisfaction and retention, with weekly reports submitted to the COO.
Analyze and report on KPlIs, including:
o Client Satisfaction Metrics: NPS, CSAT, CES
o Onboarding Efficiency: Onboarding Completion Rate, Average Onboarding Time,
Time to Value
o Client Retention Metrics: Client Retention Rate, Churn Rate, Overall Retention
Rate, At-Risk or Inactive Percentage, Refund Requests (tracking frequency,
reasons, and trends)
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o Team Performance and Development: Employee Retention Rate, Training
Completion, and Effectiveness
e Utilize data insights to drive improvements in client experience and service delivery,
ensuring COO approval for any strategic adjustments.

Invoice Oversight

e Review all invoices within the fulfillment department for accuracy and budget
compliance.

Key Performance Indicators (KPls):

Client Satisfaction Metrics: NPS, CSAT, CES
Onboarding Efficiency: Onboarding Completion Rate, Average Onboarding Time, Time
to Value
e Client Retention Metrics:
Client Retention Rate
Churn Rate
Overall Retention Rate
At-Risk or Inactive Percentage
Refund Requests — Tracking frequency, reasons, and trends to inform retention
strategies
e Team Performance and Development: Employee Retention Rate, Training Completion,
and Effectiveness
e Innovation & Implementation Success:
o Number of COO-approved process improvements successfully implemented
o Percentage of staff trained and adopting new initiatives within set timelines

O O O O O

Specific KPl metrics are provided quarterly, with results reviewed directly by the COO.

Qualifications and Skills:

Proven experience in client success, customer experience, or fulfillment management.
Strong leadership and team management skills, including hiring, performance

management, and team development, with a track record of working within an executive
approval structure.
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e Excellent communication and interpersonal skills for client engagement, team
collaboration, and executive reporting.
Strategic mindset with a focus on client satisfaction, retention, and revenue growth.
Experience in designing and implementing training programs with approval-based
execution.

e Proficiency with CRM systems, customer feedback tools, and performance tracking
platforms.
Financial acumen to review and approve departmental invoices with COO oversight.
Proven ability to identify operational improvements and develop actionable
implementation plans.
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