[image: ]
[image: ] 
Client Services Vision - 2022

Vision Statement
Deliver exceptional experiences with every single interaction.

[bookmark: _Hlk93330549]Critical Function
Develop and nurture healthy, functional, mutually beneficial client/agency relationship to drive client retention and organic growth.

[bookmark: _Hlk93330557]How
· Working to ensure every interaction is warm, pleasant and positive
· Demonstrate true partnership by actively listening and understanding goals
· Respectively challenging thinking both internally and externally
· Analyze the data, then be willing to take intuitive leaps
· Read the room to know when to hold ‘em and when to fold ‘em
· Finding ways to surprise and delight along the way
· Being brave enough to do things differently than others
· Staying fresh in our thinking and being open to all ideas
· Being more than order takers; creating a compelling experience that builds trust and loyalty 

[bookmark: _Hlk93330574]Key Performance Indicators (KPIs)
· Client retention rate
· Organic margin growth
· Department labor rate
· Department employee retention rate

[bookmark: _Hlk93330587]Semblance of Accountability
· Team Meeting (check in progress of goals, share key wins, unpack challenges)
· Monthly
· One-on-ones (personal connect – not status report)
· VP of Client Services
· Weekly with direct reports
· Monthly with indirect reports
· Managing Supervisor/Account Supervisor
· Weekly with direct reports
· Client Connects
· Monthly top-to-tops with marketing leads
· Continued iteration of onboarding and professional development plans
· Annual employee reviews within 30 days of their previous review
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