[image: ]
Client Support Analyst & Implementation Coordinator 
About GRC Solutions
GRC Solutions is a leading provider of compliance eLearning across the Asia-Pacific region. We work with organisations to help them meet regulatory and compliance requirements through intuitive learning platforms, engaging content and responsive client support. Our team values collaboration, curiosity, professionalism and continuous learning, and we are passionate about delivering great experiences for our clients.
About the Role
This role is ideal for someone early in their career with experience in IT helpdesk, technical support or customer service who is looking to grow into a client-facing SaaS or EdTech role.
As a Client Support & Implementation Coordinator, you will support clients using the Salt® Learning Management System (LMS) and assist with onboarding, training and day-to-day platform support. You’ll work closely with experienced team members, building your skills in client service, systems support, training delivery and project coordination.
This is a hands-on, learning-focused role with clear opportunities for development.

Key Responsibilities
1. Client Support & Service
· Act as a friendly and professional first point of contact for client enquiries.
· Respond to support requests via ticketing systems, email or calls, escalating when needed.
· Help clients with common platform questions such as user access, reporting and course setup.
· Maintain accurate records of issues, actions and resolutions.
· Contribute to a positive and consistent client experience.
2. Onboarding & Implementation Support
· Assist with client onboarding and implementation activities under guidance from senior team members.
· Help set up learning environments, users and basic configurations.
· Track tasks, timelines and progress using internal tools.
· Support smooth handover from implementation to ongoing support.
3. Client Training & Documentation
· Assist in delivering basic training sessions for client administrators (with support).
· Help prepare and update user guides, FAQs and training materials.
· Support live virtual training sessions by managing logistics and follow up materials.
· Learn how to explain technical concepts in a clear, client friendly way.
4. Technical Platform Support
· Provide first line support for the Salt® LMS.
· Assist with user management, reporting, course uploads and basic troubleshooting.
· Test new features and updates and report findings to the team.
· Contribute to internal documentation and the knowledge base.
5. Continuous Improvement & Team Collaboration
· Identify recurring issues and suggest improvements to processes or documentation.
· Share learnings and insights with the Client Services and Product teams.
· Participate in team training and development activities.
· Work with Account Managers to ensure clients are getting the best use of the system

Skills, Experience & Attributes
Essential
· Previous experience in IT helpdesk, service desk, technical support or customer support.
· Clear written and verbal communication skills.
· Strong problem solving mindset and willingness to learn.
· Good organisational skills and attention to detail.
· Comfortable working with systems, software and online tools.
Desirable (but not required)
· Exposure to SaaS platforms, LMS or EdTech systems.
· Experience using ticketing systems or CRM tools.
· Interest in training, learning technologies or client services.

What Success Looks Like
· Client queries are responded to accurately and on time.
· Issues are resolved or escalated appropriately.
· Training materials and documentation are clear and helpful.
· You steadily grow in confidence working with clients and systems.
· You actively contribute to team improvements and learning.

Reporting & Support
· Reports to: Chief Technology Officer
· Supported by: Client Services, Support, Product and Content teams

Our Culture
At GRC Solutions, we support learning at every stage of your career. You’ll be encouraged to ask questions, develop new skills and take on increasing responsibility over time. We value teamwork, respect and a genuine commitment to helping our clients succeed.
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