Key Account Management 
Introduction

It is an immutable business fact that 80 per cent of revenues come from 20 per cent of your customers. It therefore pays to focus on those key customers. Key account management is one of the best ways to ensure repeat purchases, additional purchases and referral to other prospective customers like themselves. Would it not be great to have new customers like your best existing customers?

So how does it work? It starts with the dedication of a key account manager whose role is to lead and manage the key account process. How the key account sees the role of the manager is of major importance. The key account will expect the manager to:

· be the main link into your company for all issues

· understand its business, market needs and competitive environment

· help sell them products/services that achieve their business objectives

· add value in the relationship to their business by, for example, advising on issues relevant to their business

· help exploit market opportunities and identify new challenges

· act with integrity and professionalism.

Four Levels of Relationship

There are four levels of how a key customer may currently perceive your business in relation to theirs. Key account management is needed to shift perceptions from a commodity or product supplier – and its implications in terms of price sensitivity and loyalty – to a value-add and partner relationship.

Figure 4.14: Relationship Levels with Key Account Customers

	Perceived Level 
	Customer Response
	Solution

	1. Commodity

2. Product Provider


	High Price Sensitivity

No Loyalty

High Price Sensitivity

Low Loyalty


	Differentiate/add benefits to product to get to level 2
Understand customer aims and support some of them Stage 1 of KAM process

	3. Value-add

4.  Partner


	Less Price Sensitivity

Some Loyalty

Low Price Sensitivity

High Customer Loyalty    
	Stage 2 of  KAM Process

Stage 3 of  KAM Process

Stage 4 of KAM Process

Full KAM Process             
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