ExCo Key Account Plan 

With notes 

Notes in red aim to help with the completion of the plan. Be sure to delete them in your final document.

This document should be used following an aligned KAM development programme to explain and practise the approaches captured in this plan. 

	Customer:  
	

	Customer relationship manager: 
	

	Dates: 
	- completed/submitted
	

	
	- approved
	

	
	- last modified
	


© Diana Woodburn


Executive summary

Note: this section is a top-line summary of the contents of the plan: NOT an introduction, so it is arranged in the same sections as the plan. It should contain everything of importance in the plan, and nothing that is not in the plan. Try to keep to two pages, do not exceed three.

	Main elements
	Potential for profit
	

	Account attractiveness score

To be scored against ExCo criteria (see Worksheet 13)
	
	

	
	Last year
	This year +3

	ExCo relative business strength 

Score against customer’s criteria v best competitor: see Section C.1/Worksheet 7
	
	

	ExCo generic strategy for customer 

Manage for cash, pro-active maintenance, selective investment/development, strategic investment  see Appendix 1.1
	
	

	Equivalent customer strategy for ExCo

Efficiency, leverage, security, strategic : see Appendix 1.2
	
	

	Inter-company relationship 

Basic, Co-operative, Interdependent, Integrated:  see Appendix 1.3
	
	

	Forecast business  

State whether forecast given in terms of volume, GM, contribution See Section C.5
	
	


	A.
	Current position


Key points from Section A
	B.
	The customer’s business


Key points from Section B
	C.
	ExCo objectives and strategies 


	Business with customer
	LY
	TY
	TY+1
	TY+2
	TY+3

	Total revenue
	
	
	
	
	

	Rev change v previous year
	
	
	
	
	

	Gross margin
	
	
	
	
	

	GM%
	
	
	
	
	

	Customer wallet
	
	
	
	
	

	Share of customer wallet 
	
	
	
	
	


Key points from Section C
	D.
	Action and review 


Key points from Section D
Index

	Section 
	Page no

	Executive summary
	

	Plan
	

	A.
	Current position
	

	A.1
	ExCo account team

	

	A.2
	Principal customer contacts/relationships
	

	A.3
	Customer history with ExCo
	

	A.4
	Current issues
	

	
	
	

	B.
	The customer’s business
	

	B.1
	Market position
	

	B.2
	Role/participation in marketplaces
	

	B.3 
	Market/business environment 
	

	B.4
	Key external issues for customer
	

	B.5
	Competitive position 
	

	B.6
	Customer objectives 
	

	B.7
	Customer strategies
	

	
	
	

	C.
	ExCo objectives & strategies 
	

	C.1
	Customer critical success factors
	

	C.2
	ExCo’s environment in this customer
	

	C.3
	Key external issues for ExCo 
	

	C.4
	Competitive position 
	

	C.5
	ExCo objectives
	

	C.6
	ExCo business strategies
	

	C.7
	ExCo relationship strategies
	

	C.8
	Risks (external) & dependencies (internal) 

	

	
	
	

	D
	Action and review
	

	D.3
	Key action plan
	

	D.4
	Review
	


· Complete the page numbers when you have finalised your plan. 
· Add explanatory text wherever it is needed for clarity. Also change column widths, and add or delete rows in tables as necessary. 
· Delete all text in red (i.e. explanatory notes for completion of the document) in the final version of your plan.
A. Current position
A.1 ExCo account team

	Name 
	Title/Function
	Role 

	
	
	Examples:

Overall account manager

	
	
	Customer operations

	
	
	Market analysis

	
	
	Quality issues

	
	
	

	
	
	

	
	
	


A.2 Principal customer contacts/relationships 

Customer organogram/contact map

	Name 
	Title/Function
	Role in decisions, relationship with ExCo, 
	Level of relationship with ExCo
	Level of importance to ExCo

	
	
	Examples: 

Final contract, technical spec.

Principal contact, Buyer
	0-5, see Appendix 1.4
	0-5, see Appendix 1.4

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	

	Stage of inter-company relationship overall
	See Appendix 1.3


Comments, e.g. on power structure and importance of contacts 

A.3 Customer history with ExCo
Sales history

	Sales by product/ product group 
	LY-2
	LY-1
	LY

	
	ExCo sales 
	Sales inc/ dec 
	ExCo GM


	ExCo sales 
	Sales inc/ dec 
	ExCo GM


	ExCo sales 
	Sales inc/ dec 
	ExCo GM

	
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	ExCo total
	
	
	
	
	
	
	
	
	
	
	
	

	Size of customer wallet
	*
	
	
	
	
	

	Share of customer wallet 
	ExCo( total
	
	
	
	
	

	Definition of wallet
	Scope of wallet: content and limits (what is included, what is excluded)


*Customer’s spend on the category of goods/services currently/potentially supplied by ExCo

Background to trading history 

	Customer attractiveness score
	See Worksheet 13

	Customer’s supplier management strategy
	See Appendix 1.2

	Competitors currently trading with customer
	See Worksheet 5c


Explain events influencing these results, especially pricing, contract renewals, competition.

A.4 Current issues 

Recent sales history: to (month) …………………………………………………..

	Sales by product/ product group 
	LYTD
	TYTD

	
	ExCo sales 
	Sales inc/ dec 
	ExCo GM


	ExCo sales 
	Sales inc/ dec 
	ExCo GM



	
	€m
	%
	€m
	%
	€m
	%
	€m
	%

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	ExCo total
	
	
	
	
	
	
	
	


Date when this section was last revised 

Note significant current issues and activity
B. The customer’s business
B.1 Market position 

Outline of the customer’s business: definition and scope 

What do they do and where? What markets are they in?
B.2 Role/participation in marketplaces 

Add customer’s market map as Worksheet 2
Summarise the type of companies with whom they trade/compete and draw conclusions from the market map
B.3 Market/business environment 

STEEP and Porter analysis - See Worksheets 3 and 4a
Summarise important points from these analyses
B.4 Key opportunities and threats for customer 

See Worksheet 4b for key external issues i.e. opportunities and threats 

Note key opportunities and threats for the customer
B.5 Competitive position: strengths & weaknesses 

See Worksheets 5a, 5b and 5c for strengths and weaknesses relative to competitors

Draw conclusions on position relative to competition and value to the customer: 

B.6
Customer objectives 

Customer’s mission statement and goals

Where your customer wants to take their business (beware website verbiage)

Examples: aspirations, status, image and range of activity.

Either: as stated by the customer itself, or as far as you know it (but state which).
Customer’s quantified objectives

Your customer’s specific corporate objectives, quantified and time-bound: i.e. WHAT exactly do they want to achieve in the foreseeable future? If you cannot obtain quantified information, give your understanding qualitatively. 
B.7 Customer strategies 

See Worksheet 6 for the customer’s SWOT analysis and strategies

List the major strategies they are pursuing/intend to pursue: i.e. HOW exactly do they intend to achieve the above objectives? Which of these strategies do you know they are/will adopt, and which have you deduced?

C. ExCo objectives and strategies 

C.1 Customer critical success factors 

See Worksheet 7

	Critical success factor
	Importance weighting
	ExCo rating
	ExCo score
	Best competitor rating*
	Best competitor score

	
	
	
	
	Identify best competitor

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Total
	100
	
	
	
	


C.2 ExCo’s environment in this customer

See Worksheet 8a for Porter analysis
Summarise important points
C.3 Key opportunities and threats for ExCo

See Worksheet 8b for key external issues opportunities and threats

Note key opportunities and threats for ExCo with the customer
C.4 Competitive position: ExCo strengths and weaknesses 

See Worksheets 9a and 9b for strengths and weaknesses.
C.5 ExCo objectives        See Worksheet 10 for SWOT, objectives and strategies
Business/financial

	Purchases by product/ product group
	LY
	TY
	TY+1
	TY+2
	TY+3

	
	ExCo sales 
	ExCo sales 
	Sales inc/ dec 
	ExCo GM
	ExCo GM
	ExCo sales 
	Sales inc/ dec 
	ExCo GM
	ExCo GM%
	ExCo sales 
	Sales inc/ dec 
	ExCo GM
	ExCo GM%
	ExCo sales 
	Sales inc/ dec 
	ExCo GM
	ExCo GM%

	Existing business
	€ m
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%
	€m
	%

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Total existing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	New business
	
	Business not received as at date of completing plan

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Total new
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Overall total
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer wallet
	
	
	
	
	
	
	
	
	

	Share of customer wallet 
	
	
	
	
	
	
	
	
	


Do not complete grey boxes
Other objectives
 e.g. relationships, image, product range, range of activity
	Objective
	Measurement
	LY
	TY
	TY+1 
	TY+2
	TY+3

	Inter-company relationship
	Target stage: see Appendix 1.3
	
	
	
	
	

	Another
	
	
	
	
	
	

	Another
	
	
	
	
	
	


C.6 ExCo business strategies 

Planned & prioritised business strategies 

See Worksheets 11 and 12

	ExCo’s customer management strategy overall
	See Appendix 1.1

	ExCo strategy
	TY+1
	TY+2 
	TY+3

	
	Sales
	GM
	Resource
	Net
	Sales
	GM
	Resource
	Net
	Sales
	GM
	Resource
	Net

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	


Comment on issues, barriers, alliances, feasibility

C.7 ExCo relationship strategies 

Additional to business strategies
	Relationship development strategy 
	Target contact name(s) & role(s)

	
	

	
	

	
	

	
	

	
	


Targeted relationship levels (by date) _ _ _ _ _ _ _ _ _ _ _ )   See Appendix 1.4
	ExCo staff
	Customer staff

	
	Name 1
	Name 2
	Name 3
	Name 4
	
	
	

	Name A
	e.g. 2>4
	
	
	1>3
	
	
	

	Name B
	
	
	1>2
	
	
	
	

	Name C
	
	
	
	
	
	
	

	Name D
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


C.8 Risks, dependencies and barriers  


What could go wrong? What external events could prevent your strategy being fulfilled (risks)?

On what internal events (or lack of them) does your strategy depend for its fulfilment (dependencies)?

What potential barriers, in your company or in the customer’s, will need to be overcome?
	Issues
	Chance of occurrence
	Nature of impact
	Potential difference from objectives

	
	
	
	TY+1
	TY+2
	TY+3

	Strategy A:

	Risk
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Dependency
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Barriers
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Strategy B:

	Risk
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Dependency
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Barriers
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Strategy C:

	Risk
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Dependency
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Barriers
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


D. Action and review
D.1 Key action plan 
	Key actions
	ExCo owner of action
	Other departments involved
	Resource demand 
	Progress measure 
	Metric

target
	Due date
	Date completed

	Identify ExCo strategy here

	Action to fulfil specific strategy
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Identify ExCo strategy here

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Identify ExCo strategy here

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Identify ExCo strategy here

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


D.2 Review 
Make copies of this page for the other review periods.

	People involved
	

	Review due date
	

	Actual date completed
	


	Element
	Progress measure
	Corrective action
	‘Owner’ of corrective action
	Date for further review

	
	Target metric
	Actual metric
	
	
	

	Objectives

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Strategy 
	Key action

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Risks/ dependencies
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