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How Are You Managing Your Key Accounts?

How do you manage your key accounts? Do you hasmgle person directly responsible? Do you have a
complete profile of each key account? Do you havédecount Plan for every key account including SWOT
and Value Added Search? Do your senior executiage relationships with theirs? Do you participatgint
planning meetings? Do you have key relationshipalldevels of their organisation and have you digwed a
“Relationship Matrix”? Do you have monthly accoumtview meetings with the senior executives of your
company to discuss key accounts? Do you have weekldped forecasts of sales for each account ampae
the forecasts against actual sales month-to-mardtyear-to-year every month? Do you investigateahghly
every significant deviation from your sales foredas the customer? If you answered yes to thesstipns,

you very likely have a good management systemdgrdccounts.

It is important to have a single person responsind accountable for each key account. Even ifetlze
several others within your company that interfagéh whe customer, one person should be accounfable
managing the interfaces and relationships. Someoust be responsible to see that every aspect afy eve
interface with the customer goes smoothly with oosk ends. Many key accounts are eventually lognwh

there are several contact points and no singlet pbimansaction and relationship management.

| have asked many clients to see an organisatiant ¢br each of their key accounts. Most don't htham.
Who are the key influencers on decisions within deceount? Most don’t know. These are only two ohyna
things required for good account management. Tpertiag structure and decision chain for each kegoant
should be documented. You should keep up-to-datéheratest press releases. You should know eagh ke
account's ranking within its industry and its cotitpes position. For example, how does a manufaotuplant
rate in the cost structure of its plant family viitlits organisation and within the industry? | @bgb on and on
telling about information that is critical to kega@unt management. The more you know, the moréyljeu

are to successfully keep the account and turntdt éntrue virtual partnership rather than a custésueplier

relationship.

Engaging a team from the key account managemeks liana planning meeting with your senior teamatiéx t
about future plans, wants, needs, and expectai®rs great idea. This creates more of a collabarati

partnership. Much will be learned that will resaltmore value added for you and the key account.

Have management from your organisation develogioglships at various levels and in various depantmef
theirs. If a problem occurs with the account, itrere difficult for them to just leave you. Oneaténship can

salvage another if needed in many cases.
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Develop detailed forecasts and have monthly exeeugview meetings of key accounts to engage yenios
management in the account management process. tixescshould know most details about all key actsun
since these are the main drivers of the revenweasir Check out any significant deviations in sdiesn
forecasts. The customer will appreciate your irgerand you may find something critical to keepihg

account or increasing sales.

What about the skills of the account manager? rithan solution selling, negotiation, presentatimfluencing,
leadership and high level communication skills fust some of the many skills sets needed to be an
effective account manager. The account managesonsible for a critically important income strea they

need specialist training and, ideally, on goingabidg and support.

Key account management is crucial and should béngapy focus of senior management, not just theaoct
executive assigned or the marketing and sales pedpkre needs to be a comprehensive account pliany
and a system to obtain and manage detailed infavmain each key account, including a relationship

development and maintenance plan.

Article by Tom Richardson
For more information visit www.richar dsonmanagement.com.au
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