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Customer-supplier 
partnerships

Perceptions of a 
successful key 

account management 
program

Presentation based on research by Russell Abratt and 

Phillip Michael Kelly, published in Industrial Marketing 

Management 31 (2002)



1. Knowledge & 
understanding of 

the customers 
business

3. Mutual 
commitment to the 

partnership

5. Suitability of the 
Account Manager

2. Proper 
implementation & 
understanding of 
the KAM program

4. Trust in the 
partnership

6. Delivering value

Factors for KAM Success



What challenges do your customers 

face and how can your solutions 

improve their margin, quality, 

revenue or competitive advantage?

READ: 45 Best 

Questions to Ask 

Your Client to Get to 

Know Them

Identify 
problems and 
provide solutions

https://accountmanager.tips/best-questions-to-ask-your-client/


How do competitors impact your 

customer’s business? How do they 

differentiate their products and 

services?

IDEA: Conduct a 

SWOT Analysis on 

your customer to 

discover new 

opportunities and 

manage and 

eliminate threats.

Know your 
customer’s 
competitors

https://www.wordstream.com/blog/ws/2017/12/20/swot-analysis


Honesty and transparency are 

important factors to gain trust.

IDEA: Use a project 

management tool 

like Trello to manage 

and track all your 

customer related 

activities.

Have a high level 
of integrity

https://trello.com/b/I1c2c0tX/getting-things-done-template


What are your customers priorities 

now and in the future?

READ: The Best Time-

Saving Hacks fo

Researching Your 

Client

Understand your 
customer’s main 
concerns

https://accountmanager.tips/researching-your-client/


Recognise the importance of 

interpersonal skills and 

communication and use them to 

positively influence the customer 

relationship.

FREE COURSE: The 

Importance of 

Interpersonal Skills

Build strong 
interpersonal 
skills

https://www.open.edu/openlearn/money-business/leadership-management/the-importance-interpersonal-skills/content-section-0?active-tab=description-tab


Manage complex commercial 

discussions effectively and 

confidently.

FREE COURSE: 

Introduction to 

Negotiation: A 

Strategic Playbook 

for Becoming a 

Principled and 

Persuasive 

Negotiator by Yale

Be a skilled 
negotiator

https://www.coursera.org/learn/negotiation?ranMID=40328&ranEAID=SAyYsTvLiGQ&ranSiteID=SAyYsTvLiGQ-7TmXgwuWy5xYS0LrRMaSTw&siteID=SAyYsTvLiGQ-7TmXgwuWy5xYS0LrRMaSTw&utm_content=10&utm_medium=partners&utm_source=linkshare&utm_campaign=SAyYsTvLiGQ


Be well informed on emerging 

trends and plan ahead.

WATCH: How to 

Create the Ultimate 

One Page Key 

Account Plan

Anticipate future 
needs

https://youtu.be/AuAtY_2Ec-o


Actively develop networks and earn 

your customer’s confidence.

FREE COURSE: 

Business Networking 

Skills For Maximum 

Success!

Develop close 
interpersonal 
relationships

https://alison.com/course/personal-business-networking-skills-for-maximum-success


Be clear on your customers mission 

and values. What is their why and 

how do they plan to get there?

WATCH: How to Find 

Inspiration for your 

Strategic Account 

Planning

Understand your 
customer’s 
strategic 
direction

https://youtu.be/LjS2f5NwHEg


Don’t do invisible work. Document 

activities and quantify results by 

measuring a meaningful return on 

investment.

IDEA: Use this Trello 

template to develop 

a strategic account 

plan with your client 

Ensure your 
customers know 
the added value 
you provide

https://trello.com/b/QxJf6XFk/strategic-account-plan-template


Recommend  additional products 

and services and link them to 

relevant opportunities for your 

customers.

READ: Drive Revenue 

by Finding the White 

Space in Customer 

Accounts

Offer cross sell 
and upsell 
services

https://trainingindustry.com/articles/sales/drive-revenue-by-finding-the-white-space-in-customer-accounts/


Be able to mobilise additional 

resources like knowledge, 

equipment and people when 

necessary.

BOOK: Clash of the 

Generations: 

Managing the New 

Workplace Reality by 

Valerie Grubb

Secure resources

https://amzn.to/305ERwe


Invite senior executives within your 

organisation to engage with your 

customers.

BOOK: The 

Relationship 

Roadmap: The 

Professional Guide 

for Strategically 

Building & 

Maintaining your 

Business Contacts

Include your 
executive 
management

https://amzn.to/2O7jq6T


Communicate information on  issues 

that may influence the provision of 

services – even if not common 

knowledge.

READ: 5 Knowledge 

Sharing Strategies to 

Wow your Customers

Share relevant 
information

https://blog.coveo.com/5-knowledge-sharing-strategies-wow-customers/


What’s your process? Share a clear 

framework with your customer on 

how you plan to manage the 

partnership.

FREE COURSE: 

Communication Skills 

and Teamwork

Communicate 
how your 
customers will 
be managed

https://www.edx.org/course/communication-skills-and-teamwork-2


You must be able to commit to 

solutions to issues without excessive 

process or bureaucracy.

FREE COURSE: 

Analytics for Decision 

Making to help you 

avoid mistakes.

Have authority to 
deal with your 
customers 
problems

https://www.edx.org/course/analytics-for-decision-making?source=aw&awc=6798_1568815173_349b1bc01cfd05212c4b8a6f5a38c981


Invest time and energy in developing 

your relationships. Learn active 

listening and be engaged. Limit the 

number of accounts to ensure focus.

FREE COURSE: 

Communication Skills 

for Bridging Divides

to engage in dialogue 

and become a 

meaningful ally

Be well-suited to 
their customers

https://www.edx.org/course/communication-skills-for-bridging-divides-2


There is a will to co-create value and 

for everyone to succeed and benefit 

from the partnership.

READ: Why Your 

Strategy is in Trouble 

and How to Fix It

Customers want 
to develop the 
partnership

https://accountmanager.tips/strategic-account-planning-tips/


Everyone is clear on the definition of 

key account management and the 

underlying principles and practices 

that support it.

READ: Organising for 

Key Account 

Management 

Whitepaper by Diana 

Woodburn

Customers know 
they’re a key 
account and why

https://resourcevault.s3.eu-west-2.amazonaws.com/Organising_for_KAM.pdf


READ: Relationship 

Mapping for Key 

Account 

Management [+ 

Templates]

Your client’s senior leaders are 

invested in the partnership and 

support the strategy you’ve 

developed.

Your customer’s 
executive 
management is 
engaged

https://accountmanager.tips/relationship-mapping/


Secrets to 
Successful 
Key Account 
Management

Develop knowledge
Focus on what’s important to 

customers and what creates value for 

them. Involve the wider organisation to 

maximize resources and commitment 

to mutuality.

Gain commitment
Make clear what you will deliver as a 

key account manager. Ensure everyone 

is aligned on the customer’s needs and 

how you add value and deliver 

solutions.

Ongoing training
Actively develop skills in areas of 

negotiation, managing relationships, 

finance and marketing. 

Identify key accounts
Key accounts must be correctly 

identified and their importance clear to 

the key account manager and the 

customer, so everyone is aligned.



The KAM Club

A private learning community for key 

account managers who are short on 

time, big in vision and ready to make an 

impact on their clients and careers.



How-to guides, 
templates, courses 
and community to 
help you succeed



thekamclub.com
Discounted founding membership available now

(and grab your free career development plan)

https://www.thekamclub.com/


Warwick Brown
Founder at Account Manager Tips
Helping you build trusted client partnerships with key account 

plans that create value without the time suck

Phone: +44 752 768 0631

accountmanager.tips

warwick@accountmanager.tips

https://accountmanager.tips/
mailto:warwick@accountmanager.tips
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