Client Success Manager

DEPARTMENT: Client Services

REPORTING TO: Chief Experience Officer

JOB TYPE: Full-time employee

LOCATION: Remote (Wasatch Front), Monthly team syncs in SLC + ~2 weeks of annual travel

COMPENSATION: Depending on experience

BENEFITS: Health, vision, and dental insurance, 401(k), holiday, vacation, and sick leave
THE MISSION

As a Client Success Manager (CSM) at Samaritan, you are the primary advocate for our clients. You take
ownership of the client relationship midway through implementation, ensuring our partners—ranging
from government agencies to large non-profits—don't just use our software, but achieve their mission
because of it. Your success is defined by Net Promoter Score (NPS) and the long-term health and
satisfaction of your accounts.

IDEAL CANDIDATE PROFILE
e The Educator: You have a deep understanding of adult learning principles. You don't just "show"
people the software; you design programs that help professionals optimize their business processes
and feel confident in the tool.
e The VMS Expert: You are a former Volunteer Coordinator who has lived the "boots on the ground"
life—managing compliance, scheduling, and impact reporting. You speak the client's language
because you've been in their shoes.

CORE RESPONSIBILITIES

e Driving Adoption: Lead virtual and occasional on-site training sessions. You create the custom
educational materials that translate technical features into "real-world" wins for volunteer managers.

e Relationship Ownership: Own the client journey from mid-implementation onward. You are the face
of Samaritan, dedicated to ensuring every client feels heard and supported.

e Strategic Consulting: Act as a trusted advisor, assessing client goals and recommending how to best
utilize our database and features to meet their specific needs.

e The Bridge: Assess problems to determine if they are training opportunities, technical bugs, or
potential feature requests, ensuring the client always has a path forward.

THE CROSS-FUNCTIONAL HUB

e Unlike traditional SaaS roles, our CSMs are the central nervous system of our company:

e Implementation & Support: Partner with PMs during the mid-project handoff and report complex
client needs to the Support team.

e Product & Development: Test new enhancements and provide UX/UI feedback based on your deep
understanding of the client's daily frustrations and successes.

e Sales & Marketing: Join demonstrations for high-level prospects to showcase the "success" journey
and share client stories that highlight our impact.

SKILLS AND COMPETENCIES
e Al Proficiency: Demonstrated use of Generative Al (e.g., ChatGPT, Claude) to enhance your own
productivity, such as summarizing meetings, drafting client communications, or organizing data.
e Software Stack: Proficient in Smartsheet, JIRA, Hubspot, and Zoom.
e Visual Communication: Ability to create professional, easy-to-understand training collateral using
tools like Photoshop, lllustrator, or Canva.

e Relationship Driven: An affable, proactive communicator who enjoys building long-term professional
bonds.

Employment is contingent upon a clean background check and drug test.

Samaritan is a small software firm located in Salt Lake City, Utah. We provide customized volunteer management solutions to a
wide variety of clients in the government, non-profit, and corporate sectors. Samaritan is an equal opportunity employer.
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