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	Role Title
	Commercial & Innovation Coordinator

	Job Family
	Commercial (Resident Services)

	Pay Range / Scale
	SO2

	Purpose

To develop and support commercial services to maximise income. Manage client relationships and be responsible for client relationships to maximise opportunities for income generation. Coordinate and deliver services that enable stakeholders and customers to engage with and make informed use of the service(s).
To support the Commercial & Innovation ensuring it is run effectively, identifying risks if they arise.
To lead on and resolve a wide range of operational problems, negotiating with outside organisations as necessary, identifying policy and procedural problems and suggesting solutions

To provide specialist advice and information with internal and external providers to maximise property procurement and retention.



	Generic Accountabilities
	End Results/ Outcomes

	Co- ordinate, develop and manage clients to maximise commercial opportunities, which engages customers / stakeholders and enables them to make effective use of the services.


	The service is delivered to the quality, organisational and professional standards required.

Customer / stakeholder expectations are managed in relation to what can be delivered.

The service meets organisational requirements and reflects customer / stakeholder requirements / needs, within organisational constraints.
Work with team to develop proposals that speaks to the client’s needs, concerns, and objectives. 
Participate in pricing the solution/service to support income maximation. 

	Research, manage and evaluate   information /feedback. Identify and interpret issues, trends and problems which may impact on the service area.  Assist in the development of reports and recommendations on key issues.
	Information is effectively researched and trends relevant to service area are identified.

Accurate, complete and relevant information / records are provided for internal and/or external use.
Support the Commercial and Innovation to develop by assisting in the research and production of reports as directed by Head of Service
Communicating new product developments to prospective clients. Overseeing the development of marketing literature
Writing reports & providing management with feedback

	Responding to issues and problems that arise promptly and professionally 
	Queries / complaints are effectively managed. Ensure business Client Officers are able to follow up new business opportunities by managing and setting up meetings. 

Handle objections by clarifying, emphasizing agreements, SLA and working through differences to a positive conclusion. Escalate any issues to Head of Service as required.
Customers are satisfied.

	Contribute to projects within specialist field, or contribute to larger organisation wide programmes.
	Development of commercial innovation services, conception and ideas are delivered to agreed specification, timescales and budgets.

All documentation and reports are completed correctly.

	Support the design and delivery of agreed communications / promotional / engagement events and activities to support the service area.
	Events, communications and activities achieve desired results. Assisting in the development of marketing literature.
Support the design of specialist training to services to ensure all Commercial opportunities are maximised.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.


	Job Specific Accountabilities:
	End Results/ Outcomes

	To develop the business to maximise revenue from the Commercial Innovation Service

	Increased use of the Commercial Business products offered and associated increase in revenue.

	To support the development of a network of commercial and private clients to maximise the business and income generation 
	Database created and monitored of active and potential clients within specialist area, from different sectors and with different uses.
Range of packages available to meet needs of various client groups.
Support the regular reporting of sales pipeline and sales potential in place to the Head of Service.

	To be the first point of contact with potential and actual clients for the Commercial Innovation Services
	Increased use of paid for services, from repeat users and new users. Manage client relationships. 

	To troubleshoot and problem solve when issues with the services or customer complaints arise. Provide specialist knowledge and advice to stakeholders. 
	Effectively managed complaints system so that they do not escalate into formal complaints. 
Professional customer facing service

Positive and sustainable relationship management

	To support the Heads of Service to scope existing and new Commercial opportunities
	To input on proposals for business opportunities in specialist areas.
To support and advise on the continuous improvement of the process.

	To work with the Head of Service to plan, direct and coordinate activities to implement and manage agreed Commercial projects & Innovation from proposal initiation to final operational stage.
	To advise and support so that new services successfully implemented including ordering/payment processes, reporting and service monitoring
Regular report running on status of commercial services from identification to implementation



	Monitor and co-ordinate the activities of the Commercial Innovation Client Officers
	Regular reporting in place
Effective use of management systems

Timely communication with potential customers to ensure efficient client management 

	Maintain suitable management information and business systems within the service areas and contribute to the development and improvement of these systems.

	Recommend and implement improvements to systems

Proactive ad hoc reporting to support fact-based decision making and action plans.

	Work with the Heads of Service to develop the commercial services brand and supporting elements (marketing materials, website, etc)
	Strong brand created in market
Periodic reviews of market perception carried out
Action plan implemented based on market perception feedback.
Strong web presence

	Monitor and improve existing commercial services
	Periodic customer feedback surveys carried out

Action plan implemented based on customer feedback
Periodic service and process reviews  carried out to identify areas for improvement and simplification


	Nature of Contacts 

	Internal and external private customers to maximise Commercial income.
Diverse internal (up to Head of Service level) and external contacts, to provide specialist support and guidance on complex issues relating to the area of expertise. Responding to escalated and complex enquiries. Writing and presenting reports as directed.
Handle challenging customer / stakeholder feedback, or escalated complaints which   involve significant persuasion and influencing skills.

Deal with people at all levels confidently, sensitively and diplomatically.


	Procedural Context

	Understanding of service area's current and future priorities, specialist knowledge of own work area, relevant policies, procedures, regulations, codes of practice, required outputs and a good knowledge and understanding of other relevant Council areas.

Responsible for meeting performance standards within a policy framework and regulatory guidelines. Considerable discretion in taking action - within boundary of well-defined policies.
Report to Head of Services.


	Key Facts and Figures

	Responsibility for financial transactions and/or equipment.

Responsibility for accounts for Commercial Innovation and Local Authority Trading Company (LATC).
Responsibility for Service reports


	Resourcing

	Budget Responsibilities: None

	Supervisory Responsibilities: None


	Behavioural Indicators:  All Colleagues


	Knowledge, Skills and Experience 

	· Significant experience and success in a similar work environment, backed by evidence of appropriate level of expertise.
· Expert knowledge of the specialist work practices / professional guidelines / legislation and emerging developments within the specialist area.
· Experience in sales research and building client relationships
· Proven ability to monitor performance and if necessary, advise on corrective action.

· The ability to cope with conflicting and changing demands through good time management and the ability to work under pressure.

· Excellent customer service skills, with experience of resolving escalated customer enquires in the specialist service area.

· Excellent interpersonal skills. Proven ability to negotiate and persuade and build and maintain effective working relationships at all levels. 
· Ability to communicate with, engage and influence customers, partners and stakeholders, in complex situations.

· Good planning and organisational skills, with experience of working within general professional guidelines or organisational policy, to achieve service requirements.

· Experience of contributing to service and business planning.

· Proven initiative and judgement to identify and resolve problems

· Good ICT skills - both standard Microsoft applications including 365 and specialist systems.


	Indicative Qualifications

	A Level.

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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