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	Job Specification 

	Job Title 
	Client Support and Systems Manager

	Reports to 
	Head of Operations

	Direct Reports
	N/A

	Matrix Reports
	N/A

	Location
	Remote Working Options & Travel to client sites when required 

	Key Stakeholders
	Spire OH Clients, Third party contractors, Spire OH Operations Team, Primary Care IT

	Role Purpose 
What service does this Role Provide?

How does it support the business?
	The Client Operations and Systems Manager is responsible for the administration, maintenance, and ongoing development of client-facing systems, specifically Orchid and Salesforce. 
The role supports both external clients and Spire Occupational Health (Spire OH) colleagues by managing user access, ensuring data accuracy, overseeing account configurations, and providing system training when required. Working closely with Spire OH clients, the postholder will ensure systems are correctly set up, securely managed, and effectively used to support operational delivery. The role also contributes to the continuous improvement of system processes, reporting, and user support functions.
This role supports the business by ensuring high-quality service delivery to clients, meeting their needs through effective system management solutions. 

	Key Responsibilities

Day-to-day tasks

Key activities in their remit

What and who is the incumbent responsible for?

What are the daily/monthly/annual key outcomes?
	Orchid administration:
· Maintenance of Clients orchid accounts ensuring smooth running of the system for end users.
· Ensuring dashboard users are correctly set up for seamless integration with Spire OH.
· Liaising with the client in regard to permission set ups for managers and employees limiting potential data breech issues.
· Archiving employees and managing leavers when Spire OH is informed by the clients of any leavers.
· Ownership of the Portal Helpline inbox, resolving Orchid issues and queries.
· Liaising with clients regarding bespoke account set ups.
· Assisting in the development of Orchid SOPs.
· Providing assistance and support to end users through additional training when required.
· Utilising the reporting function of Orchid to support the monitoring of KPI’s and the development of future dashboards.
· The hosting of a weekly/monthly Orchid training webinar for our clients to attend, helping to upskill employers’ abilities in Orchid.
· Provide training and assistance to new Spire OH colleagues, including operations colleagues, Advisors, and Consultants.
· Assistance in the continued development of the Orchid system.

Salesforce System Administrator Responsibilities:
· Manage user access including creation of new accounts, deactivation, and password resets.
· Configure and maintain system elements such as custom fields, page layouts, process flows, reminders, and field mappings.
· Handle data management tasks including bulk uploads, data cleansing, and data integrity monitoring.
· Deliver training to new users on Salesforce best practice and ways of working to ensure consistent adoption.
· Develop and maintain dashboards and reports, including a suite of monthly management reports.
· Respond to ad hoc customisation requests, ensuring alignment with business needs and system governance.
· Collaborate with stakeholders to continuously improve system usability and optimise workflows.
· Carrying out any other duties in line with the scope of the role.

	Candidate Requirements (Essential and/or desirable skills, experience and qualifications)

	· Knowledge of account management for client support and delivery of new systems.
· Experience working with varied clients and different level of stakeholders.
· Have strong mentorship, communication and organisational skills.
· Have experience of managing and controlling workflows.
· Be able to work autonomously and in a team environment.
· Demonstrable experience in preparing reports and presentations, with strong analytical skills.
· Experience with OH software, such as Orchid.
· Be IT proficient; in Microsoft Office.
· Experience in Microsoft Excel to an advanced level.
· Knowledge of the Salesforce Platform.
· Proven track record of leading systems training and managing complex projects.
· Demonstrated ability to improve processes and drive operational efficiencies.
· Ability to work in a fast-paced environment and manage multiple priorities.

	Behaviours and Characteristics (Traits and attributes that supports an individual’s ability to deliver in the role)

	· Excellent communication and interpersonal skills, with the ability to build strong relationships with clients and external stakeholders.
· Strong analytical, problem-solving, and communication skills with the ability to make data-driven decisions.
· Strong project management skills with the ability to prioritise tasks and manage multiple client accounts and system initiatives simultaneously.
· Have excellent time management skills.
· Can work under pressure, to deadlines and respond promptly to requests.
· Ability to work collaboratively across different teams and departments.
· Lead conversations and train various stakeholders with confidence and clarity.
· You are highly Process driven.
· Commercially aware.

	Knowledge Required 

	· Knowledge of the Orchid Reporting platform.
· Awareness of Salesforce, its benefits uses and administrative abilities.
· Understanding of the Occupational Healthcare Sector.

	Spire OH Values

	Succeeding together
· Building collaborative relationships
· Collaboration 

Delivering on our promises
· Taking initiative
· Managing Execution
· Focusing on performance

Being outstanding
· Being authentic
· Understanding the business
· Being flexible and adaptable

	Version Control

	Job Number 
	Salesforce_Orchid_Manager_1

	Sponsor
	HR

	Date 
	July 2025
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