JOB DESCRIPTION

JOB TITLE: 

General Manager, Residential Segment Division
REPORTS TO: 
Marketing Director, Marketing Directorate
DATE:
 



LOCATION:
 
PURPOSE: Responsible for establishing, directing and implementing the company's Residential Segment strategy and objectives to deliver targeted solutions, programs and customer satisfaction in cooperation and alignment with Product Management and Sales Management.
MAIN ACCOUNTABILITIES/ KEY RESULTS AREA:
Responsible to lead the team which will perform the following:
· Analyze and define the Segment (including customer data – usage, additions, disconnects, trends, market analysis, competitor analysis, etc.)

· Size the Segment and define sales prospect sources and opportunities by working closely with Sales Management to determine strengths, weaknesses, opportunities, threats and gaps. 

· Set strategies for each Residential Segment ( Mass Market and High-Value/SOHO markets)
· Set Segment objectives (customers, units, penetration, usage, growth, revenue, satisfaction, etc.). These become the segment’s Key Performance Indicators (KPI) and will be continually tracked..
· Identify specific programs and initiatives for Residential Segment and develop a 12-month roadmap,  develop business cases and proposals to gain approval via the Product Development Board (PBD) and Product Management Office (PMO), in the following areas

· Customer acquisition programs
· Definition of the customer experience through all customer touch points (sales, product, delivery, customer care, retention etc.)
· Development of promotions

· Co-marketing programs with 3rd parties. 
· Tariffs and optional calling plans, i.e. identification of tariff and pricing needs for each segment but recognizing that revenue modeling and pricing implementation will be led by Product Management Department. 
· Design and implementation of “bundled offerings”. The Segment Manager will be responsible for “designing” a bundle that might include a special tariff + product + Customer Premises Equipment (CPE) + service level commitment. Segment Managers will lead a cross-functional team to implement the bundle.

· Responsible for the design of Residential segment pricing. Interface with Product Management by ensuring consistency among all pricing initiatives within the Company (tariff plans, optional calling plans, installation fees, product pricing, etc.). 
· Identify public relations campaigns and work closely with Public Relations and Brand Management. 

· Defines and develops channel marketing strategy, programs, and campaigns for residential market segment and for all distribution channels, that includes:

· Brand Consistency and Sales Support

· Visual Merchandising and Customer Experience

· Products, Programs, Campaigns:  development of products, portfolio of services and promotions through the appropriate channel
· Produces and Policies:  counsel and support the development of operating procedures and policies relative to the sales effectiveness within the distribution channels 
· Relationship Management and Cross-functional Alignment.  

· Work with Marketing Communications Dept. on branding and segment messages 

· Monitor/benchmark the competitive activities within the segment 

· Support and facilitate development and implementation of marketing plans for the residential segment with full accountability for the organization, implementation and cross-functional alignment for all segment programs and campaigns.
· Develop, in coordination with the IT Marketing Support Division, the marketing database which includes customer and prospect information, mailing list applications, customer history.  Identify and implement improvements to data mining and geo marketing reporting tools
· Direct and guide the team that will organize and coordinate the implementation of customer and product surveys including:

· Customer retention and satisfaction surveys per segment

· Corporate image surveys

· Brand recognition and awareness surveys

· Campaign and advertising effectiveness

· Responsible for leadership and guidance of the team that will deliver all segment plans 

· Plan and administer departmental budget.
JOB REQUIREMENTS:

Education:

University degree or equivalent level achieved through demonstrated professional experience with   concentration in Marketing, Business, preferred.
Working Experience

At least seven years in senior marketing role in a competitive environment. 
Knowledge, Skills & Abilities
· Demonstrated ability to inspire others and build effective teams 
· Strategic thinker
· Marketing management experience
· Product development/management experience
· Campaign management and strategic planning experience

· Proven track record in developing, administering and monitoring marketing programs
· Financial acumen
· Must be a self-starter, highly organized and hands on personality. 

· Smooth presentation and interpersonal skills. 

· Working knowledge of Microsoft Office and Windows-based computer applications. 

· English fluency; oral and written
Source: Renaud 2010


