
This job description does not form part of the employee’s contract of employment but is 
provided for guidance. The precise duties and responsibilities of any job may be expected to 
change over time. Job holders should be consulted over any proposed changes to this job 
description before implementation. 

Job title: Customer Relationship Management (CRM) Coordinator 

Grade:  NG4 

Reports to: CRM Manager 

Purpose 

To support the ongoing implementation, co-ordination and analysis of CRM marketing 
practices to increase levels of applications from prospective students. 

1. Lead on and deliver the CRM’s chief engagement tool: tailored
communications to enquirers, as well as any ad-hoc campaigns as requested
by the GRA (Global, Recruitment and Admissions) department. The post
holder is solely responsible for managing the editorial process which includes
sourcing content from professional and academic colleagues, creating original
content, building HTML e-mails, and acting as sub-editor and publisher.

2. Prepare timely reports and analysis to key stakeholders which provide insight
into the performance of GRA’s CRM marketing activities towards prospective
students. Using knowledge both of the industry and CRM, draw conclusions
and provide recommendations on areas of improvement.

3. Determine and implement the core CRM events communications calendar for
the GRA academic cycle. Managing this calendar allows the International and
Outreach teams to tailor invitations to prospective students from all over the
world to fairs and events the teams are attending, further increasing our
chance of successful engagement with those prospects.

4. Support GRA staff with technical queries by responding to requests and
issues in a suitable manner. Determine severity of issues and escalate
accordingly to the CRM Manager and/or CRM provider where necessary.

5. Uphold data governance within the CRM, ensuring that data is clean,
manageable and useful so that the system operates to its full potential. Build,
manage and maintain filters which provide effective segmentation of
enquirer/applicant databases for specific messaging and campaigns.



6. Contribute to the development of training sessions, user guides and 
handbooks for GRA. This also includes conducting some training sessions to 
members of GRA staff. 

7. Support the CRM Manager in the development of strategies to improve the 
conversion of enquirers to applicants. This includes suggesting areas of 
improvement, preparing reports, creating process diagrams, and any other 
activities which contribute towards the planning of CRM strategy. 

8. Any other reasonable duties within their competence as requested by their line 
manager. 

 
Context 

The GRA Department will provide professional recruitment and admissions services for 
the University's leadership team, and those of its Colleges and Schools based at the 
University's main sites in the West End of London and at Harrow, in all aspects of the pre-
arrival experience of students. 
 
The Professional Services Departments work collaboratively within one resource envelope to 
contribute to the continuing success of the University. Recent reviews and restructures 
have taken forward a long term aim to work within a matrix structure that enables flexible 
deployment of staff, as and when needed. Pro-active and participative approaches to 
administration are encouraged, and all senior management post holders are expected to 
work collaboratively with networks of staff across the University, fostering good 
relationships across departmental boundaries, to support applicants and students. Good 
working relationships between these departments are viewed as essential to the provision 
of a quality support service for students and other staff, both within the University and its 
Associate Colleges. 
 
All Departments are expected to think creatively about the effectiveness of the University's 
administration and to initiate change and innovation in accordance with the needs and 
expectations of Westminster as a modern, professional, international university. Key to the 
success of the professional support functions is the need to continue to develop positive, 
forward-looking, relationships with academic colleagues and to foster a service ethos 
whereby efficient, effective and consistent support frameworks, policies and processes are 
developed in partnership with academic colleagues; innovation is supported and 
encouraged, and all activities support the achievement of University objectives by enhancing 
the quality of the student and staff experience. 
 
The Professional Services Group is Investors in People (liP) accredited, and has achieved 
the National Customer First standard. It has endorsed a charter which identifies standards of 
conduct that all staff in Corporate Services are expected to observe. The post holder will be 
expected to deliver a high quality service and exhibit the highest standards of professional 
conduct and performance ensuring these are reflected in staff teams. 
 
 
Dimensions 
 
The post holder is expected to: 
 

1. Perform weekly housekeeping duties in the CRM system. Making sure that 
redundant tasks are eliminated and new tasks are scheduled into the system. 
 



2. Co-ordinate and manage communications which promote our course portfolio. This 
impacts a database of 200k~ records. 
 

3. Provide reports on all event activity within 3 days of the event passing to demonstrate 
attendance rates and YoY comparisons. There are 8 major open days a year, plus 
several dozen subject specific events. 
 

4. Respond to staff CRM queries and requests within a reasonable timeframe and 
follow-up on the requests through to conclusion. This covers up to 70 members of 
staff so may require daily troubleshooting at peak times. 

 
Key Relationships 

 Student Recruitment Manager 
 Digital Communications Team 
 Academic Applications Teams 
 Academic and CS managers with responsibilities for promotion of University Services 
 External agencies providing bought-in services to the University 
 Faculty staff 

 
 
  



 
PERSON SPECIFICATION 
 

 Essential Desirable 

Qualifications  Educated to degree  
level or equivalent 

 

 Professional marketing 
qualification e.g CIM, 
Digital Marketing 

  Post-18 education 
including GCE/GCSE 
English Language and 
Mathematics at Grade 
C or above 

 

Training and Experience  Excellent knowledge of 
marketing and CRM 
processes 

 

 Experience of working 
in a marketing 
environment 

 

 Experience of social 
media in a work setting 

 Knowledge of the 
Azorus CRM System  
 

 Experience of market 
segmentation 
techniques and  
data analysis 

 
 
 

  Good written English 
with experience of 
editing and 
proofreading 

 

 Knowledge of the 
education sector 

 

  Presentation skills and 
ability to deliver training 
to small groups of 
delegates 

 

  Experience of working 
as part of a team  

 Experience of working 
in customer service and 
delivering a high 
standard of customer 
care 

  Experience of data 
manipulation and 
analysis 

 

Aptitudes and Abilities  Excellent knowledge of 
CRM software and 
Microsoft Office 
packages on PC 

 Working knowledge of 
HTML 

 Basic working 
knowledge of 
Photoshop 

  Excellent interpersonal 
skills including written 
English and a good 
telephone manner 

 

Personal Attributes  Proactive self-starter 
who can manage 
multiple tasks 

 

 



 Ability to work well 
under pressure using 
own initiative and as 
part of a busy team 

 

 Strong attention to 
detail 

 

 Enjoyment of deadline-
driven work 

 

 Flexibility, patience and 
tact 

 

  At certain times of the 
year it may be 
necessary to work 
outside normal  
working hours. 

 

 

 
 
 


