JONATHAN COMERFORD

Customer Success | Account Management | Onboarding & Retention
Kent, UK | 07887 399698 | jon_comerford@yahoo.co.uk | linkedin.com/in/jonathan-comerford
Open to remote and London hybrid roles

PROFESSIONAL SUMMARY

Customer success and account management professional with over a decade in B2B sales and six years of frontline
delivery across NHS, charity and criminal justice services. Booked £7.3m against a £6.7m target at BT, hitting 18
consecutive quarterly targets. Has supported 280 NHS Talking Therapies clients over two years, placing 27% into new
roles against a 15% target. Salesforce and Siebel background; current Epic and Mayden user. Targeting Customer
Success, Enablement, Implementation and Account Manager roles in health, legal and HR technology.

CORE SKILLS

Customer success: onboarding assessments, success planning, engagement, adoption and enablement
Account management: renewals, retention, upsell and consultative selling

Stakeholder management: clinicians, employers, DWP and senior commercial contacts

Caseload and programme delivery: KPI reporting, outcome tracking, performance compliance

CRM and data: Salesforce, Oracle Siebel, OneView, Excel; clinical systems Epic and Mayden

Platforms and Al: Microsoft 365, SharePoint, Google Workspace; ChatGPT, Copilot, Claude, Goblin
Safeguarding and information governance in NHS and criminal justice settings

PROFESSIONAL EXPERIENCE

Employment Career Coach 05/2024 — Present
WithYou (NHS Talking Therapies Kent & Medway)

Manage a specialist coaching caseload that has reached 280 clients over two years, running 35 appointments a week
and 10 new-client assessments a month on a self-managed diary.

Placed 27% of clients into new roles against a 15% service target.

Retained 65% of clients in employment through proactive coaching and employer engagement.

Manage a fully clinician-referred client pipeline, with outcome reporting back to referring clinicians and service leads.
Hold engagement at 81% and attendance at 85% across clients with disability and mental health needs.

Coordinate support with employers, the DWP and community services, negotiating reasonable workplace
adjustments on clients’ behalf.

Keep records, outcome data and KPI reporting accurate on Epic and Mayden under NHS information governance.
Awarded “Most Compassionate Team” within NHS Talking Therapies, 2024.

Criminal Justice Recovery Worker 06/2023 - 05/2024
The Forward Trust, Dover & Folkestone

Managed a caseload of 55, seeing 45 clients a week and the remainder fortnightly, referred by GPs, courts, probation,
police and self-referral, with nine appointments a day.

Delivered structured 1:1 and group interventions under court-ordered Alcohol Treatment Requirement and Drug
Rehabilitation Requirement pathways; moved 20% of clients into structured treatment and held attendance at 75% in
a largely voluntary service.

Worked alongside prescribing clinicians on around 30% of appointments, supporting medication and care-plan
reviews and carrying out alcohol and drug testing.

Coordinated cases with HMCTS, probation, police, NHS and social services, with safeguarding compliance and full case
records in a regulated environment.

Career Break 11/2019 -2023

Professional development, completing an HND in Criminology and hands-on community mental health support work.

Health & Social Care Support Worker 09/2017 - 10/2019
Agency & Contract Assignments: Turning Point, The Priory, Sanctuary Supported Living

Worked across mental health supported housing, learning disability and children’s services on agency and contract
assignments, building hands-on clinical and care experience in regulated settings.

Delivered key-working, personalised care planning, dynamic risk assessment, medication support and benefits
guidance across three supported housing sites (25 residents), plus 1:1 and 2:1 support for adults with autism and
complex needs.

Liaised with mental health teams, local authorities, emergency services and multidisciplinary teams.


jon_comerford@yahoo.co.uk
https://www.linkedin.com/in/jonathan-comerford

Housing & Homelessness Support Worker 07/2016 —09/2017
Porchlight, Kent

e Housed 60 people in year one with 85% tenancy sustainment, from a live caseload of 15 to 20 a week.
¢ Ran the client support budget for deposits, rent and household goods.
e Built the landlord relationships that kept tenancies alive through disputes.

EARLIER COMMERCIAL CAREER: SALES & ACCOUNT MANAGEMENT, 2001 - 2016

Account Manager (Contract) 01/2016 - 06/2016
Bright A Blind

e Owned the post-sale customer success element: on site to check installations, log and feed back snags and make sure
clients were satisfied with delivery.

¢ Built relationships with senior construction managers, running a target of 15 face-to-face client meetings a week to
get products specified into new-build developments.

Advertising Accounts Manager (Contract) 12/2014 -12/2015
Offshore Investment Magazine, Belfast & London

e Recruited from BT to manage monthly advertising revenue targets of £25,000 to £35,000 in a specialist market
serving high-net-worth investors, averaging around 5% above target.

e Retained existing client relationships with a strong renewals focus and generated new business across advertising,
directories and events.

Account Manager, SME & Financial Services 2010-2014
BT Group

e Booked £7.3m against a £6.7m cumulative target, hitting 18 consecutive quarterly targets at between 105% and
115%.

¢ Sold and renewed across seven product areas including VOIP, lines, broadband, switch and Saa$, on a 60/40 new
business to retention split.

¢ Held renewals at roughly 87% across 2, 3 and 5 year contracts.

e Acted as the team’s Salesforce and Siebel gold user, the first call for colleagues’ CRM and technical problems.

e Promoted twice, from Business Consultant through Senior Business Consultant to Account Manager.

Launch Sales, Compliance Monthly 2009 - 2010
Capital Ideas

e Took a new compliance and audit title from concept to market, billing £122k against a £105k first-period target
before the business was sold.

Account Manager 2004 - 2009
Incisive Media / MSM International, London
¢ Sold advertising, events and online products to global investment banks, audit and legal firms, face to face across
Europe and the USA.
e Beat target in all five years, growing annual billings from £458k to £615k, including £62k of awards and events
revenue in year one.
¢ Maintained long-term client relationships through a challenging market, with repeat business and renewals central to
consistent overperformance.

Earlier Sales Roles 2001 -2004
Sinclair & Rush; Digital Dream
e Technical sales at Sinclair & Rush: won 1SO-specified engineering supply deals with BAE Systems (£57k) and
PowaKaddy (£22k), beating target both years. Before that at Digital Dream, launched the first official James Bond
branded camera into UK retail (Boots, Tesco, Jessops) and finished year one 74% over target.

EDUCATION & CERTIFICATIONS

e HND, Criminology, 2021 — 2023

¢ NVQ Level 4, Sales Management, BT apprenticeship, 2011 — 2013

e NVQ Level 3, Sales and Presentation, BT, 2010

o Level 3 Certificate, Counselling and Psychotherapy, Canterbury College, 2013 — 2015

¢ Mental Health First Aid (2023) | Care Certificate, Level 2 | Ongoing CPD: safeguarding, EDI, neurodiversity



