About Artesian
Artesian is an AI-Powered relationship intelligence service which helps B2B relationship managers
identify customers, engage with them and find ways to expand their business.
We have tens of thousands of paying subscribers across over 250 customers.
Our platform is designed to make commercial people and relationship managers look awesome. We do
this by providing:
- Smart ways to identify the best customers to talk to
- New ways to engage with them throughout the sales cycle
- A simple and compelling way to encourage positive behavior across large sales teams
- A new Risk and Compliance capability is now also available to save time and reduce risks for sellers in
regulated industries.
Our customers are primarily in Financial Services but we also have strong presence in other industries
such as Insurance, Tech, Law and Professional Services.
Artesian’s customer retention figures are world class (93% in the year to March 2019), and it takes a
dedicated team of brilliant people to achieve this. If you enjoy the thrill and challenge of fast, evolving
business; being agile and creative in your approach and learning from your colleagues every day, then
read on…
Check us out at http://artesian.co
Job Title:
Location:
Department:
Reports to:
Reporting Staff:

See the technology working at http://artesian.co/demo

Senior Customer Success Manager
Winnersh, Berkshire
Customer Success
Customer Success Team Lead
None

Artesian is a subscription service - every year is an election year. Happy customers whose execs are
seeing high usage and ROI are more likely to renew, and this is the Artesian Customer Success Teams
primary responsibility - building strong customer relationships and helping drive value from our service.
The Customer Success Team also acts as the glue across Artesian functions to drive a strong focus on
Customer Satisfaction from all teams – sales, training, onboarding, marketing, services and
development.

Our aim is to retain and grow revenue. To achieve this, customers need to see the ongoing value of the
service, and Artesian needs to be front of mind when new opportunities arise. Our CSMs partner with
our customers to understand what success looks like for them, and work with key decision makers to
help them achieve strong adoption and measure ROI. The CSM engages with key stakeholders
including senior executives, champions and Artesian users (face-to-face or over the phone) to
understand their business and use that knowledge to help match Artesian to their key business
initiatives and activities. They also gather feedback on our service, understand usage and adoption, and
provide coaching to managers and users on how to get best value from the service.
Although not a Sales function, we ensure our team are well versed in Commercial matters, so when
growth opportunities are discovered, they are fully prepared to deal with those conversations in a
professional way which maximizes the chances of success for both parties.
Senior Customer Success Managers are mostly given responsibility for larger customers. It would
therefore help if you have practical experience in one of the industries in which Artesian is most popular
– in particular Banking or Insurance.
Artesian is not a technical product, so this is not a technical function.
Location
Artesian’s head office is in Winnersh, near Reading. Most customers head offices are in London. Users
are spread across the country. Some are in the US, but this role is unlikely to cover these.
Core duties and responsibilities include the following:
• Management of Silver and Gold Artesian customers
• Take ownership and be responsible for the successful renewal of all contracts
• Facilitate and manage regular account review meetings with champions/sponsors at customers
• Drive retention and growth for our customers by understanding their business objectives,
helping them succeed and proactively identifying potential areas for further value
• Monitor use of the service within assigned accounts to identify adoption levels, trends, concerns
and dormant users.
• Collect and document evidence on how the service is being used by customers to promote
good news and demonstrate ROI throughout the customer lifecycle
• Promote our array of training solutions to assist with increasing the adoption of our service
• Deliver coaching (a more personal version of training), face-to-face or by phone to build
advocates within our customer base
• Monitor customer satisfaction by observing the Net Promoter Scores and follow up on survey
responses with customers to drive increased satisfaction and higher Net Promoter Scores in the
future
• On larger accounts, collaborate with Marketing to design programs to engage with our user
base and increase adoption of our service
• Ensure senior management (not just the people you talk to) within your customers are kept
abreast of the success of the solution
• Identify any negative trends within assigned accounts and create/implement action plans to
correct them
• Partner with Sales to review and help deliver potential growth within customers

•
•

Keep cloud-based high-level notes of activities within each account so everyone is on the same
page
Identify risks to customers achieving their stated business goals and work with the team to build
a risk mitigation

Skills and Qualifications:
•
•
•
•
•
•
•

Strong collaboration and influencing skills
Ability to partner with customers in developing their strategic direction
Ability to build and maintain strong relationships internally and with customers
Excellent listening, presentation and communication skills at all business levels
Attention to detail and ability to deal with multiple concurrent initiatives
Willingness to collaborate with other teams for the greater good
Driving licence (preferably clean)

Preferable:
• Experience of sales techniques/methodologies eg SPIN, MEDDIC
• Negotiation skills
• MS Office proficiency
• Screen sharing/webinar capabilities
• CRM experience – Salesforce preferable
Experience of working in commercial roles within Banking or Insurance would be of particular interest
for this role.
Key Deliverables:
• 90+% retention of revenue from existing customers
• Maintain/Increase high adoption of our service
• Consistent positive customer satisfaction evidenced by feedback
• Increase footprint by proving value (not selling)
Experience:
Our ideal candidate would have:
•
•
•
•
•
•

Prior CSM or Relationship Management experience
Worked in a company where customer centricity was at the heart of everything they did
Experience of direct customer contact – face-to-face and via the phone
Verbal dexterity, both written and spoken
Worked in a commercially driven company
Trained or coached users

