




Client Liaison Manager
Job Description


	Job Title:
	Client Liaison Manager

	Reports to:
	General Manager



	Job Description:

	
Choosing care is a significant decision. As Client Liaison Manager, you will be the trusted, knowledgeable and commercially confident point of contact for prospective residents and families. You will guide each person through the enquiry journey with warmth and clarity, while leading the home’s sales, marketing and community engagement activity to deliver occupancy, customer mix and revenue goals

This is more than a traditional sales role. You will join an award-winning care provider where commercial success helps create meaningful lives for residents, supports strong home teams and builds trusted relationships across the local community.
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	Role Responsibilities:

	
Lead the complete enquiry-to-admission journey
· Own and progress new enquiries promptly, delivering a warm, personal and professional first response.
· Understand each family’s needs, timescales, care requirements and funding position, then agree clear next steps.
· Host engaging, tailored show rounds that bring the home, its people and resident experience to life.
· Maintain consistent, value-led follow-up through to assessment, contract and admission.
· Work closely with clinical, operational, finance and administration colleagues to make the move-in journey smooth and well coordinated.
              Drive occupancy and profitable growth
· Create and deliver a focused home sales plan aligned to occupancy, customer mix and average weekly fee expectations.
· Manage a healthy pipeline, prioritising the strongest opportunities and removing barriers to conversion.
· Use performance data and CRM insight to improve enquiry response, show-round conversion, admissions and occupancy outcomes.
· Lead confident, transparent conversations about fees, funding and value, escalating risks or approval requirements appropriately.
· Monitor local competitors, market changes and lost-enquiry themes, turning insight into clear commercial actions.
Build the home’s profile and referral network
· Develop strong relationships with local health and care professionals, community organisations, businesses and other key influencers.
· Plan and deliver targeted external business development, events, partnerships and local marketing activity that generate quality enquiries.
· Work with marketing and wellbeing colleagues to showcase life at the home across digital, social, PR and community channels.
· Ensure the home presents beautifully and is always ready to welcome prospective residents and families.
Maintain commercial discipline and brand standards
· Keep AEMS and all sales records accurate, current and actionable, including enquiry notes, pipeline stages, care category, funding and next actions.
· Complete required sales reporting accurately and on time, with clear commentary on risks, opportunities and actions.
· Manage local sales and marketing activity within agreed budgets and brand standards.
· Role-model Avery’s values and handle confidential information with care, honesty and professionalism.
What success looks like
· Families receive a responsive, reassuring and highly personalised experience.
· Enquiries are progressed with pace, discipline and clear ownership.
· Show rounds convert because the home’s value and resident experience are brought to life.
· Occupancy, customer mix and revenue performance meet or exceed agreed targets.
· AEMS data is accurate and the pipeline provides a reliable forecast.
· The home has a strong local profile and an active network of referral relationships.
· The General Manager and Client Liaison Manager operate as one commercially accountable team.
Important information
This role requires a full UK driving license.
Some flexibility may be required to support prospective families and business needs, including occasional evenings or weekends
This is not intended as an exhaustive description of duties and responsibilities and may be amended following consultation with the jobholder.
. 






	Person Specification:

	Experience/Qualifications/Skills and Knowledge	
	Essential / Desirable
	Assessment

	Proven sales, business development or customer relationship experience
	
E
	             
CV/Interview

	A track record of working to targets and converting opportunities into results.

	E
	CV/Interview

	Strong interpersonal, influencing and negotiation skills.

	E
	CV/Interview

	Confidence using IT systems, CRM systems and data to manage a pipeline and prioritise activity.

	E
	CV/Interview

	Excellent organisation, follow-through and attention to detail.

	E
	Interview

	Warm, credible and emotionally intelligent
	E
	Interview

	Commercially minded and target driven.

	E
	CV/Interview

	Proactive, resilient and comfortable taking ownership
	E
	Interview

	A collaborative partner to the General Manager and wider home team.

	E
	Interview

	Able to balance empathy with confident commercial conversations.

	E
	Interview

	Committed to Avery’s values: Caring, Supportive, Honest, Respectful and Accountable
	E
	    Interview

	

	Values – I am fully committed to being:
· Caring
· Supportive
· Honest
· Respectful
· Accountable
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