
 

Academic Account Manager 

 

Job summary 

The focus of the Educational Products Account Manager’s role is to ensure our College of 
Pharmacy clients have an exceptional experience in their interactions with our company and 
our products, to help them realize the value of their investment in our solutions, and to be their 
internal champion. 

In addition to the externally focused responsibilities associated with client management, the 
Educational Products Account Manager will also work collaboratively with a cross-functional 
team to make sure our products meet or exceed our clients’ expectations by providing input 
into the product development and testing processes. 

Summary of Essential Job Functions 

Account Management 

 Be the primary point of contact for any and all matters specific to assigned accounts, 
providing a superior customer service experience for them 

 Develop a trusted advisor relationship with accounts; build and maintain strong, long-
lasting customer relationships 

 Monitor and analyze customer usage of our product, report on trends to management, 
provide suggestions based on findings 

 In collaboration with the Senior Educational Products Account Manager, maintain a 
library of best practices based on client interactions and subject matter expertise 

 In collaboration with the Senior Educational Products Account Manager capture key CSR 
and Client Relationship Management information for improved institutional knowledge 

 Support the entire Educational Products team to ensure a seamless customer 
experience to all clients 

Client Support 

 Develop and maintain expertise for all educational products to ensure the highest level 
of client support 

 Develop and maintain knowledge of residency program management and academia to 
ensure the highest level of support based on internal training and interactions with and 
feedback from clients 

 Provide technical support for existing clients using established company processes and 
tools (Kayako, CRM, phone, email) 

 Maintain a high standard of responsiveness, ensuring high levels of client satisfaction 
with our support experience 



 Support client scholarly activities as requested to highlight success of the educational 
products 

 Under the direction of the Director of Educational Products and/or Educational Products 
Senior Account Manager, consult with clients on best practices, existing and novel uses 
of software features 

Client Education and Training 

 Perform demonstrations and train clients on new product functionality during feature 

launches, as well as on current functionality based on client need 

 Assist with developing training curriculum, providing lecture content and creating 

training materials as assigned  

Product Development and Testing 

 Provide recommendations to the Senior Educational Products Account Manager and/or 
the Director of Educational Products on the direction of pharmacy education products 
based on client feedback and interactions 

 Assist with new feature/development testing as assigned 

 Assist with testing and documentation of support issues 

 Communicate and collaborate with Senior Educational Products Account Manager on all 
client support issues 

 Serve as project manager for new product development projects as assigned 

Other Duties 

 Perform other duties as needed 

Required Skills, Education and Experience 

 BA/BS or equivalent working experience 

 Experience managing accounts and/or providing customer support (3 – 5 years) 

 Demonstrated superior client relationship management skills 

 Quick learner, eager to embrace new skills and technologies 

 Advanced user of Word, Excel and PowerPoint 

 Excellent organizational skills with ability to work independently and manage projects 
with many moving parts 

 Ability to perform duties in an efficient, professional, and courteous manner 

 Excellent written and verbal communication skills 

 Must be eligible to work in the U.S. without employer sponsorship 
 

Desired Skills and Experience 

 Familiarity with Help Desk processes and software (Kayako, etc) 



 Experience with databases, SQL, and Agile methodology concepts 

 Product demonstration/public speaking skills 

 Experience in a College of Pharmacy, pharmacy or related academia experience 
 

Disclaimer 

The above statements are intended to describe the general nature and level of work being performed by 

people assigned to this classification. They are not to be construed as an exhaustive list of all 

responsibilities, duties, and skills required of personnel so classified. All personnel may be required to 

perform duties outside of their normal responsibilities from time to time, as needed. 


