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Role Profile
	Job title
	Account Executive HPN 

	Reports to:
	HPN Business Development Manager (National )

	Grade 
	TBC

	Location
	Harlow England (Hybrid)  



Role Purpose
· Deliver a high level of service to our HPN NHS customers. 
· Proactively support new patient pull through by providing an efficient and seamless onboarding service, which creates a positive environment to sell our services into. 
Accountabilities
Contributes to business growth by increasing volume and pace of patient pull through. 
Creates and maintains positive working relationships with nominated NHS customers.
On board all new HPN patients ensuring framework timelines achieved 
Works closely with the relevant Business Development manager (s) to support NHS customers.
Responds to NHS HPN  customer queries and facilitates a timely and appropriate resolution by working with colleagues across LC functions to resolve issues and feedback findings directly to NHS customers. 
Manages a tracking system of customer queries that helps identify themes that contributes to business wide continuous improvement that will improve overall service delivery.
Facilitates resolution of invoice queries for NHS customers to improve cash flow.
Develops effective working relationships with internal colleagues across LC to ensure a fully integrated approach with NHS customers.
Supports and inputs to Service Review Meetings where appropriate.
Proactively monitors service performance and agreed customer key performance indicator (KPI) reports for HPN NHS Customers/Accounts to support continuous improvement, 
Builds long-lasting, mutually beneficial relationships with our NHS customers (to protect existing services and patient numbers) and internal departments to create a better customer experience.
Undertake any other reasonable duties as requested by the Business Development Manager, National Sales Manager.
Experience and Qualifications
· Ability to understand the customer’s needs
· Strong time management skills
· Good knowledge of NHS Homecare is essential
· Experience in/working knowledge of LPCH functions/processes
· Effective and productive customer relationship management 
· The ability to communicate effectively internally and externally, in verbal and written communications email
· Strong team player
· Attention to detail
· A focus on quality and customer satisfaction - aiming for ‘Customer Excellence’
· A ‘can do’ attitude
· Customer Account Management experience – NHS Account Management experience is desirable.
· Willingness to own issues and manage through to resolution
· Demonstration of striving for Excellence for NHS customers and of putting the ‘Customer first’

Role Scope

This is a Hybrid working HPN NHS customer ‘facing’ role which supports and inputs the end to end management of our NHS customers. There is no direct line reporting responsibility.

This role will act in accordance with our ICARE values and ILEAD behaviors.

Key stakeholders:

· HPN Business Development Manager (National)
· HPN Business development manager 
· HPN Admin Sales Executive
· NHS HPN  Homecare customers
· Patient Services
· CPT
· Sales Support
· Pricing
· Billing
· Credit Control
· Governance – CAI
· Stock Management
· Procurement
· Transport
· BI
· Nursing
· Nurse Scheduling


This role profile is a written statement of the essential characteristics of the job, with its principal accountabilities, skills, knowledge and experience required. This is not intended to be a complete detailed account of all aspects of the duties involved.
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