
 

 

Job Profile and KPIs for the position:   CLIENT RETENTION SERVICES 

REPRESENTATIVE. 

The name of the position is CLIENT RETENTION SERVICES REPRESENTATIVE 

The Purpose of the position. 

Client Retention Services is the liaison point between the company and their customers. 
Their core priority is addressing customers’ needs and concerns as quickly and effectively as 
possible to develop and maintain strong relationships and ensure that no client is lost due to 
lack of or insufficient care and communication.  They are also involved in the upselling and 
cross-selling of products and services via the Sales Division.  To restore past clients to 
becoming active again with Westech. 

The position operates within the Quality Control Division of the organisation. 

The key performance Indicators of this position are: 

Act as the main point of contact in all matters relating to client concerns and needs 
 
Build and strengthen client relationships to achieve long-term partnerships  

Deliver a superior customer experience by proactively managing clients’ needs and 

expectations. 

Maintain accurate client records, keeping track of any contract updates and renewals 
 
Develop a thorough understanding of our products and service offerings to better upsell and 
cross-sell to clients and ensure that all clients sites are operating effectively. 
 
Drive customer capability building and awareness initiative across products, services and 
new technology trends. 
 
Stay on top of accounts, making sure they’re receiving services that are within their budget 
and meeting their needs and giving solutions to their problems/concerns in conjunction with 
the tech team. 

Generate progress reports to give to clients and higher-ups within the organization 

Identify upsell, cross-sell, and renewal opportunities and communicate with the sales team 

regularly 

Work with the tech team to get regular updates on the clients and threats or opportunities. 

Restoring Clients who have not purchased from us in the past six months to now purchasing 

again.  



 

 

Statistic: 

Total clients retained per week versus number of clients lost.. 

Number of clients restored that week with the purchasing of hardware/software /SLAs. 

Rand Value of upgrades per week instigated by the Client Retention Services 

Representative..  

Monthly.  Total clients who no longer purchase from us /Number of clients who have been 

restored. 

 

Skills and Qualifications 

Internship or professional experience in a sales and customer service role 

Ability to multitask and juggle several responsibilities simultaneously 

Strong written and verbal communication skills  

Good attention to detail and organizational skills Strong administrative skills. 
 
Ideally previous experience in working in a Technical Support team.so is familiar with IT 
services and hardware and software.  
 
Sales experience in being a “hunter” is of the utmost importance. 
 
 

Preferred Qualifications 

Proven track record of meeting or exceeding quotas and receiving positive customer 

feedback 

 
Proficiency with common customer success and customer relationship management 
software, such as Gainsight and Salesforce 
 
Must have technical background experience so that there is a full understanding of the 
client’s requirements and their potential for technical requirements  
 
End of the Job Brief. 

                                           


