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	Section 1: General information 

	Job title:
	Customer Success Sales Advisor 

	Department:
	Customer Success 

	Reports to:
	Customer Success Supervisor

	Version:
	1.0

	Section 2: PenCarrie’s story and What we are looking for

	PenCarrie’s story:

With over 30 years’ experience, PenCarrie has built a strong reputation as a leading B2B supplier to the garment decoration industry. Based in Willand, Devon, PenCarrie stocks over 3,500 product lines from over 75 of the industry’s top brands from promotional t-shirts to high specification outdoor wear. With a primary focus on meeting the needs of customers, PenCarrie delivers not just on choice but on customer service, reliability and the values that make it one of the leading companies in the market. We are a family business employing 300 Team PenCarrie members, each of whom is as passionate about the business as the next. 

What we are looking for:
The distribution partner that enables exceptional customer success.


	Section 3: Responsibilities of the role

	Main purpose of role:

To deliver an exceptional customer success experience through structed onboarding, proactive account management, and targeted sales activity. This role focuses on the growth and development of an allocated portfolio of accounts, driving engagement, increasing revenue, improving profitability, and ensuring long-term customer retention. Success in this role will be measured through performance metrics including account growth, onboarding conversion, call activity, and sales outcomes.  

Main responsibilities:

· Manage and grow an allocated portfolio of customers, using data insights and call plans to increase activity, engagement and year-on-year revenue.  
· Deliver and effective onboarding journey for new customers, ensuring they understand key products, systems, processes and opportunities for growth. 
· Drive account development by identifying upsell opportunities, boosting product recommendations and strengthening overall customer loyalty.  
· Revitalise inactive, fading or “at risk” accounts using structured call campaigns and tailored support to increase retention.  
· Achieve daily and weekly performance benchmarks, including a minimum daily call activity, pipeline conversion targets, and account growth KPIs.  
· Record accurate and meaningful data in our Customer Accounts system, capturing insights such as buying behaviour, sector, product interest and potential growth opportunities.  
· Support new business growth, maximising early-stage momentum with new customers and encouraging recurring buying habits to establish strong long-term relationships.  
· Build effective customer relationships maintaining regular contact to support promotions, marketing campaigns, and seasonal sales opportunities.  
· Provide administrative support as required to ensure the smooth and efficient operation of the Customer Success team.  
· Identify and escalate concerns, or customer impacting issues to the Customer Success Manager. 
· Receive Customer Support Advisor cross-training to support wider departmental needs during busy periods or business-critical situations.  
· Undertake any other responsibilities within your capability as required. 
· Enhance customer profitability by providing product education and identifying opportunities to upsell, thereby improving customer and overall margins. 
· Keep the customer database accurate and up to date by recording information gathered from qualifying calls, such as business type, spending patterns, and other relevant details.
· Take on any other responsibilities or tasks that are within your skills and abilities whenever reasonably asked.

	Section 4: Person specification

	Knowledge, skills and experience required:

Essential

· Extensive experience in a telephone-based Sales/Customer Success environment.   
· Proven experience in achieving sales targets and working with performance metrics.  
· Confident in handling outbound calls to both existing and new customers.   
· Strong customer service skills and understanding of Customer Success principles.  
· Skilled in interpreting numerical data, working with CRM systems, and maintaining accurate customer records.   
· Excellent telephone manner and communication skills. 
· Proficient in Microsoft Office tools.  
· Ability to build long-lasting customer relationships and manage a portfolio of accounts.  
 

Desirable
· Previous experience in a Customer Success B2B Sales Role  
· Experience within the garment decoration, wholesale, or distribution sectors. 


	Section 5: Key Contacts 

	Internal: Family shareholders, PenCarrie Board, Executive Committee, Senior Leadership Team 
External: Key Accounts, Suppliers, Prospective customers and brand

	PenCarrie Values

	
We’re dedicated to customer success
· Every one of us can make a difference to our customers’ experience
· We actively look for ways to help our customers succeed
· Our customers are considered in every decision we make
We build strong and respectful relationships
· We create a kind, safe and inclusive workplace where everyone feels they can thrive
· We collaborate to find solutions and build ideas
· We build trust in each other
· We’re prepared to have the difficult conversations, giving and receiving feedback

We look forward and embrace change
· We’re bold, brave and inspirational
· We look up, look out and look forward
· We anticipate and embrace change
We’re proud of everything we do
· We strive to improve in everything we do
· We celebrate our achievements
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· We know our priorities and implement with conviction and pace
We grow responsibly
· We use our resources wisely
· We’re clear and transparent in our communications to all our stakeholders
· We’re committed to reducing our environmental impact
· We give back to our communities


	Section 5: Job description prepared by

	Job title: Head of Customer Support
Date: May 2026
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