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1. On us: DK&A and the  
Design Thinkers Academy
DK&A are a strategy studio with design expertise. We run projects 
for business, government and charities that require experience and 
networks in the creative industries. Clients choose us because they 
like our optimistic user-centred view of business and our emphasis on 
helping teams to achieve their creative potential. We are passionate and 
knowledgeable about design and the positive role it can play in problem 
solving and business planning. 

We are a mission-drive business that believes that design can unlock 
ideas and turn them into great innovation for social good. To this end 
we also run the Design Thinkers Academy, which trains tomorrow’s 
innovators. We run open courses including our much sought-after 
Bootcamps that attract senior execs from all over the world to London. 
We also run tailored in-company programmes.

Our clients are varied and across consulting and training include: HS2,  
St Georges University of London and Kingston University, Richemont, 
Visa, the Ministry of Justice, NHS, Lloyds, Michelin, Orange and  
many more. 

www.kesterassociates.co.uk 
www.designthinkersacademy.co.uk 

2. The team and our structure
Our studio has grown quickly since we started up in 2015 – literally a few 
of us with laptops round our kitchen table. There are now 10 of us on 
the payroll and 25 Associates. Our Associates are mostly leading design 
experts who either help us deliver client projects or who teach with us as 
part of our Design Thinkers Academy Faculty.

We are a venture with a plan and key to our future is our team. For 2018 
we are creating a profits and ownership scheme for all our team. Our 
ambition is to create a platform for our current and future talent to thrive 
and grow with the business. 

Our structure is flat. We working as a lean matrix team based around 
projects (delivery) and skills (personal development).
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3. The role
With a busy mix of open and bespoke training programmes at any one 
time, we are growing and now need a dedicated customer co-ordinator 
and salesperson. Ideally our candidate will have a natural gift for sales 
and customer service, with an added passion for design, perhaps coming 
from a design or creative background, or at least be familiar with the 
sort of work we are delivering to our clients. They will have advanced 
experience (at least 2 years) as a user of CRM software, specifically 
Salesforce, and a familiarity and interest in smart working practices and 
systems. This is a hands-on role with a lot of scope for growth and would 
suit a self-starter who is not only goals-driven but also motivated by 
understanding customers’ needs and seeing those satisfied.

We have a flat structure and the role will be working across the Design 
Thinkers Academy team and with all team members. The post reports to 
our Head of Faculty, Belinda Abbott.

4. Key areas of responsibility
4.1. Contact management (and community building)
—  Respond to new enquiries promptly and follow up at regular intervals

—  Excellent communicator, particularly with a business audience.  
Able to construct a concise narrative around our offering

—  Warm and confident manner, particularly on email and telephone

—  Create opportunities for regular contact with existing customers  
and build ongoing relationship with our alumni

4.2. Sales
—  Negotiating, closing deals and delivering to rolling targets

—  Research, maintain and develop a prospect list

—  Create opportunities to sell bespoke sessions

—  Maintain and report on a pipeline of sales opportunities

—  Set up and facilitate customer meeting opportunities – face-to-face  
or Skype

—  Developing and refining an efficient, user-centred sales process and 
working with marketing, web and finance teams to implement and 
constantly improve

4.3. Finance
—  Liaise and collaborate closely with Finance team including:

—  Recording and analysing sales income

—  Monitoring WorldPay ecommerce payments ensuring a good 
experience for customers
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—  Facilitate procurement processes required by customer’s companies – 
e.g. getting set up as a supplier etc.

—  Prepare invoices and chase unpaid invoices

4.4. CRM Systems
—  Manage Salesforce and become in-house champion and trainer to 

support its full and powerful use as a customer database and sales and 
contact tool

—  Ensure that the business maintains at least three people who can access 
and use Salesforce

—  Set up and maintain systems that promote smarter, more efficient 
working across the team and deliver a better customer experience

—  Maintain records, analyse activity and prepare reports

—  Update and maintain pipeline information

4.5. Sales and Marketing Strategy
—  Develop and manage sales strategy in conjunction with Head of Faculty 

and Marketing

—  Together with Marketing, think creatively about advertising channels 
and creating brand awareness

—  Capturing insights and intelligence from customers and feeding back

—  Research competitor activity

—  Research new opportunities / development of new markets or offerings

4.6. Events Support
—  As a key member of the DTA team and the main caretaker of customer 

relationships, attendance at particular points during our training events 
is vital

—  Supporting Programme Co-ordinator on-site at events
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5. Attributes and experience
As a strategic design agency and training organisation, we need to 
practice what we preach. We advocate design thinking as a smart agile 
approach to innovating and doing good business. That means we need 
to be lean and clever in how we run our own affairs. We need to do this 
to be effective and we must also be seen to do this so that we build a 
reputation for quality delivery.

It is essential for this role to combine experience in contact management, 
CRM software, sales as well as setting up systems to streamline our 
process. We don’t expect that our candidate will have the full mix of skills 
and experience when they start – but they must be able to show relevant 
experience, demonstrate they have initiative and that they are a quick and 
able learner and doer.

We envisage that this role has the potential for management development. 
We are looking for some good track record and lots of ambition.

Specific areas of experience 
Essential 
—  Advanced use of CRM software, specifically Salesforce

—  Experience of sales and closing deals

—  Understanding and applying good project systems and methods

—  Aptitude and ease around IT, systems, and office support platforms 
such as Microsoft Office applications

—  Excellent written and verbal communication

—  Ability to work at all levels and to collaborate as part of a team

On the above we would expect evidence of +3 years of experience. 

Desirable
—  Knowledge of design and design thinking

—  Designing and implementing new internal systems

—  Training event management and production

6. Remuneration and benefits
This is a permanent full-time role. The salary will be in the region of 
£23,000 to £27,000 depending on experience.

In addition to the salary the post-holder will be enrolled into an optional, 
contributory pension. DK&A will match your contributions up to 2.5% in 
the first year. This will rise to 4% each in Year 2.
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7. Location
The role is based at our studio at the Factory in Wandsworth. This an 
attractive light white studio with good facilities including a shower,  
bike parking and high quality shared meeting and kitchen facilities.

All team members are provided with laptop or, where more suited,  
a desktop. 

8. Application instructions
To apply please send your CV and covering letter, stating the position  
you are interested in, to belinda@designthinkersacademy.co.uk by  
Sunday 21st January 2018. Please note, you must already have the 
right to work in the UK and provide proof of this, if successful in your 
application. An initial conversation will take place on the phone the 
following week, with face to face interviews to follow.

David Kester & Associates 
The Factory 
265 Merton Road 
London SW18 5JS

+44 (0)20 7386 2380 
belinda@designthinkersacademy.co.uk  
kesterassociates.co.uk


