
 

 

Principal Responsibilities of the Client Manager: 

 Ensure that all the necessary activities of the certification processes are completed in 
compliance with TUV USA regulations and accreditation rules 

 As the primary contact of the customer the CM is responsible to ensure the fulfillment of 
the contracted services between TUV USA and the customer 

 As the primary contact for the auditors the CM is responsible to ensure that they deliver 
and complete the services as assigned and contracted 

 Monitor the level of satisfaction of the clients with regard to the services provided by TUV 
USA and take the necessary actions to maintain the customer with TUV USA, as long as 
these actions do not contradict TUV USA regulations and accreditation rules.  

Principal Tasks 

Client Management: 

 The client manager shall have the technical competency to support the calculation of audit 
time in accordance with ISO 17021 and associated IAF documents (other standards are 
preferred but not required) 

 Generate quotes and send them to the customer 

 Client Onboarding - collect all required documents from the Sales Team to open the 
project in accordance with the TUV USA onboarding process (i.e. signed contract, 
annexes, RFQ, calculations, etc.) and to ensure that these documents meet the 
requirements outlined in the TUV USA procedures and are in compliance with Once the 
correct documents are provided the Client Manager is responsible to: 

 Create a file on the server to save all information related to the client 

 Enter the Client in the related databases (e.g. Workflow, SAP, OASIS, etc.) 

 Maintain the information related to the clients on the server and in the databases. 

 The CM is responsible for all activities associated for clients whose audits require external 
approval (e.g. from other companies of the group such as TUV NORD CERT) 

Project Management 

The Client Manager is responsible for the following with regard to managing the projects: 

 Create and maintain the projects for the audits contracted by the clients in Workflow and 
in the applicable databases (e.g. OASIS). 

 Preparation and creation of audit calculations and quotes for existing customers 

 Audit Assignment & Scheduling 
o Liaise with customers and auditors to ensure that the audits are assigned and 

scheduled firm within the defined timelines 
o Provide all relevant and necessary information required for the audit to the assigned 

auditor 

 Pre-Audit Activities 
o Ensure the audit plan is prepared and sent to the client (uploaded to workflow)  
o Perform a pre-audit check to confirm the following and update as necessary: 

 Audit Date & Time 
 Employee Headcounts (to make sure the calculations are up to date) 
 Major changes (personnel, contact people, addresses, change in scope) 
 Resolution of any issues between auditors and clients, providing guidance and 

clarification as needed.  It expected that the Client Manager have a good 
understanding of the requirements of the certification schemes. When issues or 
questions arise that the Client Manager cannot answer, the Client Manager will 
collaborate with other TUV USA staff to obtain the required support (e.g. 
Operations Manager, Quality Manager, Technical Specialist, Finance Manager, 
etc.) 



 

 

 Monitor Post Audit Activities 
o Responsible for monitoring the timeliness of the post audit activities and supporting 

the Certification Manager as required (receipt of Audit Reports, Administrative 
Reviews, Technical Reviews, NC Maintenance, Certificate Issuance) 

Miscellaneous 

The Client Manager will perform activities related to the processes described above even if not 
described in this Job Description. Some of these activities are: 

 Assist the Finance Division with the billing of clients and payment of subcontractors 

 Propose and perform amendments to TUV USA quality management system documents, 
especially those related to Client Management activities 

 Provide input to and work with the data base developers to improve databases (Workflow) 

 Support Quality Manager with the planning of Witness Audits required by the Accreditation 
Bodies 

 Support the Operations Manager in special projects (i.e. trainings, workshops, developing 
work instructions) 

 Support actions for the maintenance of the qualification of auditors 

Skills 

 Excellent Organizational Skills 

 Solution Oriented 

 Ability to maintain diplomacy and professionalism (especially in the resolution of conflicts) 

 Team work 

 Ability to learn new processes (standards) independently 

 Confidence 

 Responsible & considerate of others 

 Computer literacy (e.g. Microsoft Office Package, Internet and use of Software) 

 Discipline for working without constant supervision (e.g. home office working) 

Education 

Bachelor’s Degree or equivalent experience in a business setting (customer service, certification 
services, quality management) 

Competency 

Working knowledge of ISO 9001: 2015 is required (knowledge of AS 9100, IATF 16949, ISO 
27001 is helpful but not required) 

Physical Demands 

 Regularly required to stand or sit, reach, bend and move about TUV USA facility as well 
as customer facilities. 

 Some light physical effort required. 
 Various travel schedules and different time zones. 
 Various means of transportation, including long drive times and air travel. 


