
Inspired Pharma Training 
Role Definition 

Job Title:  Customer Services & Admin Manager  
Reports To  Managing Director  
Location  Home-based, ideally within 30 minutes driving distance of Thatcham 

 
Key Purpose 

 
 To ensure orders are processed in a friendly, efficient and professional manner. 
 To undertake and manage course administration activity to ensure trainers can focus on the 

learning being undertaken in the classroom. 
 To send course materials to the printer and ensure that the correct materials are ready and 

available for each course presented. 
 To provide support to trainers in the production of courseware (either online or classroom) 
 To provide support to the Managing Director on ad hoc projects 
   
Knowledge, Skills and Abilities 

 
 Several years successful experience in an administrative role 
 Good level of skill in using IT for administrative tasks and, in particular, experience of 

formatting and organizing PowerPoint presentations 
 Good communication skills both internally and externally 
 Good administration and personal management skills 
 Experience of successfully working from home and with minimal day to day management 

direction 
 A team player who will contribute to the strategic development of the company 

 
Key Duties and Responsibilities 
Description On Demand Daily Weekly Monthly 
To process all orders in a timely and accurate manner, 
including orders that are not processed in the first instance 
through the online Arlo system.  
 

X    

To ensure the right course materials are at the right course 
venue at the right time   
 

X  X  

To liaise with course venues to ensure they provide the best 
environment/support for the learning activity 
 

  X  

To liaise with and manage trainers to ensure they receive 
timely information to understand the requirements of 
delegates and the customer for any course they are assigned to 
   

X    

To liaise with delegates and/or the training organiser to ensure 
they have all the information they need to successfully 
participate in the course 
 

X    

To ensure all delegate and trainer feedback is reviewed and 
collated on a regular basis, with any areas for improvement 
highlighted and any great feedback added to the website 
 

X    

To make minor course information changes to the website and 
the Arlo online admin system as and when required 
  

X    



To ensure delegates receive their course certificates on a 
timely basis and organise/undertake a post course follow up 
call (after 3 months) 
 

X    

To undertake the pre and post course activity related to 
accredited courses and in particular the exam results and 
certificates (e.g. Lead Auditor course and IRCA) 
  

X    

Maintain an indexed library of classroom courses including 
those that have been customised for clients 
 

  X  

To add learners to our online LMS as a result of an online 
order or to work with a client to help them to organise the 
management of their learners as part of a specific programme. 
 

X    

To monitor invoice payments and to regularly chase up any 
that are outstanding for more than the agreed limits (will vary 
by customer) 
  

  X  

To track external expenditure and take steps where agreed to 
improve the cost effectiveness of any expenditure 
 

  X  

To liaise with the Managing Director and organisations 
providing our Payroll and HR services to ensure all staff 
activity is dealt with professionally and in a timely manner 
 

X  X  

To provide administrative support, as required, to the 
Managing Director  
  

X    

To work with other team members as required, ensuring we 
provide a great experience to our customers and prospects. 
 

X    

To regularly update the CRM system with every contact 
made/found and opportunity discovered, ensuring an 
appropriate person is tasked with any follow up activities. 
 

X    

Special Requirements 
This will not initially be a full-time role and there is some flexibility regarding the hours that this 
person will need to work to successfully fulfil this role.  
 
Key Performance Indicators 

 Invoice accuracy – measure number of re-issued invoices and credit notes 
 Event logistical issues – monitor problems/mistakes 
 Customer feedback on services provided and communications 
 Improvements in invoice payment timescales 
 Meeting any agreed milestones on projects/ad hoc activity 
 100% accuracy and completeness of data input into CRM measured by random checks made 

by Directors 
 


