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Our Vision: Deliver innovative supply chain solutions.  
Our Purpose: We are here to help you succeed. 
Our Mission: Develop great people that deliver exceptional results.
We live our Core Values of Honesty, Respect, Sharing Passion, Taking Pride and working as a team.
	Job Title: General Manager – Commercial

	Department: Commercial
	Group/Team: Senior Leadership Team

	Reports to: Director
	Responsible for: Business Development, Account Management and Customer Experience

	Job Objective: The General Manager – Commercial is a pivotal strategic leader responsible for shaping and driving Sorted’s commercial strategy, customer relationships, revenue growth and protection, margin performance and protection, business development, account management and customer experience. This role ensures Sorted’s vision, mission and values are supported through forward-thinking commercial leadership that deepens relationships with existing customers, improves retention, grows the value of key accounts, safeguards revenue and margin, strengthens contractual and commercial governance, and delivers sustainable profitability.
The role is accountable for designing, leading and continuously enhancing an integrated commercial strategy across Business Development, Account Management and Customer Service / Customer Experience. This includes deepening relationships with existing customers, growing and retaining key accounts, winning strategically aligned new customers, setting the direction for customer relationship management, strengthening commercial governance, protecting revenue and margin, leading pricing and tender strategy, overseeing the negotiation and governance of customer contracts and commercial terms, ensuring SLA commitments are clearly defined, monitored and met, improving margin performance, and providing clear reporting and insights to the Directors, SLT and Board.


	Key Responsibilities:
	What success looks like:

	Maintain and grow Sorted’s culture in line with company values.

	· ‘Can do’ attitude and willingness to go the extra mile to achieve our vision.
· Demonstrate and role model our values of honesty, respect, working as a team, taking pride, passion.
· Treat the business as your own and show that you care about what we are aiming to achieve.
· Represent Sorted with pride and develop a culture of competence that drives the team’s willingness to go the extra mile.

	Champion Health, Safety, Compliance and wellbeing through visible SLT leadership and commercially responsible decision-making.
	· Role model Sorted’s expected standards of safety, compliance, conduct and care across all commercial activity.
· Ensure commercial strategy, customer decisions and growth opportunities consider relevant safety, compliance, certification and business risk requirements.
· Provide SLT-level commercial input where customer opportunities, tenders or strategic partnerships intersect with compliance and certification commitments.

	Take an active Leadership role in inspiring Sorted’s people and driving commercial performance.
	· Lead and maintain an environment of trust, diversity, and inclusion within the Sorted team.
· Set clear goals, objectives, commercial targets and expectations so the Commercial team is aligned and focused.
· Set expectations for leadership cadence, accountability and development across the Commercial function.
· Hold leaders and team members accountable for commercial performance, customer outcomes and agreed business priorities.
· Provide leadership and guidance by motivating and supporting the Commercial team to achieve targets and excel in their roles.
· Build Commercial team capability through strategic coaching, development planning and succession focus.
· Provide strategic oversight of Commercial team performance, capability and resourcing requirements.
· Develop and implement effective commercial strategies that prioritise deeper relationships and growth with existing customers, while driving revenue growth, margin improvement, customer retention and targeted market expansion.
· Allocate resources effectively, including budgets, people and tools such as CRM or pipeline systems, to support commercial goals.
· Build deeper, multi-level strategic relationships with existing key customers, partners and stakeholders to increase trust, retention, share of wallet, margin and long-term profitability.
· Monitor commercial performance metrics, analyse data and provide regular reports to the SLT and Board on activity, results, forecasts, risks and opportunities.


	Business Development – win strategically aligned new customers and identify profitable growth opportunities across both existing customer accounts and Sorted’s services.
	· Set the strategic direction for customer solutions that support revenue growth, acquisition, retention and profitability.
· Lead strategic tender and RFP activity, working with relevant stakeholders and subject matter experts to develop commercially sound responses.
· Oversee tender submission quality, commercial positioning, deadlines and governance requirements.
· Maintain strategic oversight of the commercial pipeline, including opportunities, risks, conversion activity and forecast revenue.
· Ensure commercial opportunities are assessed for strategic fit, profitability, operational deliverability and long-term customer value.
· Maintain executive-level visibility of key existing customer relationships, account growth plans, retention risks, margin performance and opportunities to broaden and deepen the partnership.
· Represent Sorted at key customer, industry and commercial relationship events where appropriate.
· Meet agreed commercial KPIs, including customer meetings, pipeline activity, new business opportunities, account growth and retention measures.

	Establish and maintain friendly, professional, accurate and timely communication with key stakeholders.
	· Set the communication and relationship standards expected across the Commercial function.
· Provide senior oversight of significant customer issues, ensuring risks are escalated, owned and resolved appropriately.
· Ensure customer commitments are governed appropriately and remain commercially sound, operationally deliverable and aligned to agreed service expectations.


	Account Management – deepen, grow and retain existing customer relationships while improving account margin and long-term profitability.
	· Set the strategic direction for account management, ensuring priority existing customers have clear relationship plans that build deeper connections across both organisations, identify profitable growth opportunities and address retention risks.
· Maintain executive oversight of key accounts, including relationship depth, customer health, satisfaction, revenue, margin, profitability, contract performance, retention risk and expansion opportunities.
· Establish account governance expectations, including regular review of key customer plans, risks, opportunities and commercial performance.
· Partner with Operations, Finance and other senior stakeholders to ensure customer solutions remain commercially sound, operationally deliverable and aligned to agreed service expectations.
· Use account insights, customer feedback and performance trends to inform retention, growth and continuous improvement priorities.

	Apply sound Business Acumen knowledge and experience.
	· Use sound commercial knowledge and experience to make strategic and tactical recommendations that ensure the business is in line with current and future policies, practices, objectives and trends affecting the industry.
· Develop the commercial strategy, ensuring long-term growth, future risks, market opportunities and industry trends are considered.
· Provide high-level Board reporting on a monthly basis.
· Monitor commercial performance, analyse financial data, and set revenue, margin and budget targets in collaboration with Finance.
· Provide strategic leadership and direction to ensure the Commercial function delivers agreed business outcomes.
· Assess and mitigate risks that may impact commercial performance, profitability, customer retention or customer experience.
· Champion scalable commercial practices, governance and tools that improve decision-making, customer outcomes and business performance.

	Commercial Governance and Financial Responsibilities
	· Lead the annual uprate strategy in collaboration with Finance.
· Collaborate with Finance to set commercial budgets, forecasts, revenue expectations and margin targets.
· Track key commercial metrics by customer and portfolio, analyse revenue, margin and profitability trends, and act on insights that strengthen existing customer relationships, improve retention and increase sustainable account value.
· Collaborate with the Director and Finance on pricing strategies that maximise profitability while remaining competitive in the market.
· Provide regular financial and commercial reports to senior management, highlighting performance, revenue projections, risks and opportunities.
· The General Manager – Commercial plays a crucial role in driving revenue growth, managing commercial expenses and ensuring the Commercial team operates within the financial parameters set by the business.

	Customer Service / Customer Experience – set the direction for customer relationships and ensure Sorted delivers a consistent, professional customer experience.
	· Set the strategic direction for customer experience across the Commercial function.
· Ensure Account Management, Business Development and Customer Experience functions are aligned and actively supporting commercial outcomes.
· Use customer insights, performance trends and feedback to inform commercial strategy and continuous improvement priorities.
· Ensure the Commercial team has the capability, tools and leadership support required to deliver a strong customer experience.
· Build deeper, long-term relationships with existing key clients and stakeholders to increase customer loyalty, retention, share of wallet and sustainable profitability.
· Prioritise customer experience to strengthen Sorted’s reputation, increase customer satisfaction and support sustainable commercial growth.

	Ensure Sorted is strategically positioned to meet and exceed customer expectations.
	· Customer expectations, opportunities and risks are actively managed through clear account governance, commercial insight and cross-functional alignment.
· Commercial priorities are progressed in a timely, professional and collaborative way with customers, colleagues and senior stakeholders.


	Key Relationships

	External
	Customers, prospective customers, suppliers, commercial partners and external stakeholders

	Internal
	All Sorted employees, Directors, SLT, Operations, Finance, Customer Experience, Business Development and Account Management teams


	Key Skills / Attributes / Specific Competencies

	Strategic commercial leadership, business development, account management, customer experience, commercial governance, stakeholder influence and team leadership.
	· Ability to inspire, motivate and guide the Commercial team to achieve commercial targets, customer outcomes and business goals.
· Strong verbal & written communication skills to effectively interact with the team, clients and stakeholders.
· Ability to develop and implement commercial strategies that drive revenue growth, customer retention and market reach.
· Proficiency in analysing commercial data, identifying trends and making data-driven decisions to improve commercial performance.
· Flexibility to adjust to changing market conditions, customer needs and business priorities.

	Commercial strategy, pricing, tender management, revenue and margin management, customer retention, business negotiation, people leadership and use of CRM / sales pipeline tools.
	· Strong understanding of business and financial principles.
· Exceeds and maintains agreed KPIs across commercial performance, customer experience and team leadership.
· Strong people leadership and capability-building skills.
· Strong budget development, forecasting and oversight skills.
· Strong knowledge of CRM, commercial reporting and relevant business systems.

	Strategic understanding of logistics and 3PL services, customer value creation, cross-functional leadership, commercial insight and business systems.
	· Ability to lead and motivate a diverse team
· Ability to lead through complexity, competing priorities and changing market conditions.
· High initiative, commercial judgement and solution-focused leadership.
· Confident use of commercial reporting, CRM and business systems to inform strategic decisions.

	Awareness
	· Champion health, safety and compliance expectations through leadership decisions and customer-facing activity.



	Required Qualifications and Experience

	Experience
	· 10+ years’ progressive senior commercial leadership experience, including substantial experience operating at General Manager, executive or equivalent level with enterprise-wide accountability for commercial strategy, revenue growth, profitability and customer outcomes, ideally within logistics, transport, 3PL, supply chain or a similarly complex operational environment.
· Demonstrated success leading and integrating multi-disciplinary commercial functions—including Business Development, Sales, Account Management and Customer Experience—while building senior leadership capability, setting clear strategic direction and delivering sustained performance through others.
· Proven track record of developing and executing enterprise-level commercial strategies that have delivered measurable revenue growth, margin improvement, customer retention and sustainable market expansion.
· Extensive experience owning complex commercial portfolios, including pricing strategy, tenders and major bids, contract negotiation, revenue forecasting, margin management and commercial risk.
· Credible experience advising Directors, Boards and senior leadership teams, translating commercial data and market insight into clear strategic recommendations, investment decisions and performance reporting.
· Established executive-level relationships and negotiation experience with major customers, strategic partners and senior external stakeholders, with the judgement and presence to represent the business in high-value and high-risk commercial settings.

	Qualifications
	· Tertiary qualification in Business, Commerce, Sales, Marketing, Supply Chain or equivalent senior commercial leadership experience.
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