
	Job Title
	Customer Success Manager

	Department
	Customer Success 

	Location
	Service Delivery Management 

	Reports to
	Customer Success and Team Manager

	Staff Responsibility
	Not directly, but matrix management

	


General Overview of position
	The position sits within Operations as part of the customer facing Customer Success function.  The main purpose of the Customer Success Manager’s role is to take overall responsibility for the management and delivery of all contracted services for either an individual or portfolio of nominated customers.  The role is responsible for ensuring that services delivered meet the contracted specifications and expectations established with customers, whilst improving quality and customer satisfaction and financial performance.




Technology innovation is part of our DNA and our roles are subject to change as AI tools become available.


	


Main duties & responsibilities
	Service Delivery & Governance
· Drive the end-to-end delivery of contracted services, ensuring all commitments are met and aligned with customer business objectives.
· Lead the preparation and presentation of the Monthly Service Review (MSR) pack and meeting, using data-driven insights to inform customer discussions and strategic decisions.
· Chair governance forums (MSR, risk, and CSI meetings) to proactively manage account delivery performance, risks, and continuous improvement initiatives.
· Oversee the acceptance of new services and changes into operational support, ensuring readiness and minimal disruption to business operations.
· Ensure Littlefish are meeting all our contractual obligations and that the customers are delivering against theirs. Take the necessary action to mitigate risks where obligations are identified as not being met by Littlefish teams or the customer.
· Collaborate and engage with the Project Management and Professional Services teams to deliver the expected outcome(s) to ensure the required level of quality for the proposed service and commercial outcomes are met.
Strategic Customer Partnership
· Act as the primary owner of the customer relationship for all service delivery matters, building trust and credibility with key stakeholders.
· Maintain regular, transparent communication with customers, providing updates on service performance, risks, and opportunities for value creation.
· Identify and develop service enhancements and business opportunities that align with the customer’s strategic priorities, supporting their growth and transformation objectives.
· Represent the service delivery function at strategic meetings (Annual Reviews, QBRs), contributing to long-term account planning and partnership development.
· Obtain a strong level of understanding of the competitor landscape of your customer(s).
· Obtain a strong level of understanding of the key vendors and technologies utilised in your customer(s) eco-system.
Commercial & Financial Management
· Take full accountability for the profitability of the managed service, ensuring commercial targets are met and financial risks are controlled.
· Oversee the accuracy and completeness of volumetric data for billing, forecasting, and financial reporting, enabling informed business decisions.
· Ensure all work performed is appropriately billed, and that any free-of-charge work is justified and approved according to process.
· Provide commercial input into contract renewals, changes, and negotiations, ensuring alignment with both customer value and organisational objectives.
· Analyse business trends, service credit performance, and cost drivers to identify opportunities for margin improvement and sustainable growth.
Leadership & People Development
· Lead and develop account-aligned teams, setting clear objectives that support both customer and business goals.
· Serve as the escalation point for internal resources, ensuring swift resolution of complex issues and maintaining high service standards.
· Communicate business priorities, customer insights, and performance expectations to the team, fostering a culture of accountability and continuous improvement.
· Support the professional growth and engagement of team members, aligning individual development with organisational needs.
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	Main duties & responsibilities (continued)
	ISO Accreditations:
Littlefish are ISO9001 and ISO27001 certified it is expected that all employees adhere to the Quality Management and Information Security systems, policies and procedures.

Equality, Diversity and Inclusion:
It is expected that you will actively promote and embed Equality, Diversity and Inclusion (EDI) in all your work and support and comply with all organisational initiatives, policies and procedures on EDI.


	Other duties
	Other such reasonable duties within the general scope of the job role, at the line managers direction. 




Person Specification

	

	Essential
	Desirable

	
Education/Qualifications

Educated to A Level standard (or equivalent) 
In Depth Knowledge of ITIL v3 or v4 and accredited


Experience

A proven track record in Service Management
2+ years

A proven track record in Business Management
2+ years

Demonstratable experience working within an ITIL framework

Knowledge in Service Design and Service Transition

Knowledge of supply chain management experience & SIAM model

Relationship building with peers of an organisation - gaining trust and confidence from customers

Understanding of up-selling and opportunity identification processes and practices

Skills / Knowledge

Good understanding and ability to handle difficulties, performance problems and conflict between team members;

Business process engineering and improvement, including writing process, procedure and policy documentation

Ability to identify,  control and act upon risks to drive down the risk profile via risk management process and procedures

Ability to work as part of a team with a high degree of drive, determination and motivation to succeed;

Ability to prioritise and manage multiple tasks

Proven ability to innovate and drive service roadmaps

Good interpersonal and communication skills, including written and presentation skills

Good analytical skills to be able to identify and report on data trending

Be able to demonstrate IT related problem-solving skills

	
Education/Qualifications

Educated to Degree standard (or equivalent)
ITIL Mastery (or equivalent)
COBiT Foundation (or equivalent)
SIAM Foundation (or equivalent)





Document Control


	File Name
	Customer Success Manager 

	Author
	Toby Aldous  

	Status
	Live 

	Classification
	Private – Recruitment and internal use only 

	Location
	HR Hub


Version Control
Version	Author	Change	Date
	1.0
	Toby Aldous
	New policy 
	April 2026


Job Levels

	Career Framework
	Manager

	Definition 
	Leads a team of technical, professional, or frontline teams and is a key influencer within their own department or with their key customers

	Contribution to Success
	Implement operational plans within their own department and offers contribution to departmental strategy.

	Communication
	Is a key influencer within their own department or with their key customers. Builds a relationship with customers to be able to influence and assist with operational problems and projects both internally and externally.

	Expertise
	Has advanced knowledge within their own remit.

	Leadership
	Leads a team of technical, professional, business support teams or frontline teams. Has full management authority, including performance reviews, recruitment and other people practices actions.

	Values Statement
	Leads by example in displaying positive behaviours and instilling high performance within their teams, across the organisation and with customers.
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