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ROLE PROFILE       

       
ROLE PROFILE

	Job Title: 
Member Operations Adviser (Applications and Member Administration) - International
	Current Job Holder(s):  

	Department:  
Member Operations - International
	Date Created/By:  02/10/18 Karen Thorpe


	DEPARTMENT DESCRIPTION

Member Operations – International, provide a world class service to MPS’s International members,   through multiple communication channels, primarily by telephone and email. 


	JOB PURPOSE
To deliver world class application processing and on-boarding of new/re-joining medical and dental members.




	RESOURCES MANAGEMENT

Management responsibility for:  None
Reports to:  Member Operations Team Leader
Budgetary/financial framework:  None



	KEY RESPONSIBILITIES

· Manage all aspects of new member applications enabling “easy to do business with” application management and successful on-boarding, including the following tasks:
· Update the application tracker 
· Check the application for any missing information and liaising with the applicant or local scheme to request the missing information
· Review the application form, creating quote
· Refer the application to Senior adviser if necessary
· Communicating outcome of application to member and completing set up of member record on MAPS database
· Set future dated tasks to follow up on requests for more information if this has not been received.

· Completion of membership record updates as required, such as changes to address, emails or membership status
· Processing of payment receipts onto member record
· Communicate to members and third party schemes primarily by email 
· Liaise with local regional partners where appropriate in relation to the administration of member records.
· Ensure that the membership database is updated correctly in order to reflect each individual member’s circumstances in response to the information received. 
· Work to achieve team and individual SLA/KPI targets and standards. 

· Comply with all audit and regulatory policies, procedures and regulations
· Provide a high standard of Member engagement/care/excellence skills to provide quality, member experience on every interaction
· Take proactive steps to minimise delay and negative service perception impact

· Ensure any expression of dissatisfaction is reported in line with root cause analysis and continuous improvement requirement

· Promote advocacy by the reinforcement of MPS products and services to existing, new and prospective members.

· The accurate and efficient completion of duties as defined by your line manager.
· Undertake other duties and tasks that from time to time may be allocated to the jobholder that are appropriate to the grade or role

· Comply with applicable professional ethical guidance and all relevant internal rules, policy and procedures, including those relating to Health and Safety, Data Protection, IT Security and all those contained within the issued Staff Handbook
· Work as part of a team, contributing to achieving team targets



	 


I confirm that this is a true and accurate reflection of this job 
JOBHOLDER  signature:

Print Name: 
Date: 
LINE MANAGER/SUPERVISOR signature:

Print Name: 
Date: 
HEAD OF DEPARTMENT (if different from Line Manager above) signature: 

Print Name; 
Date: 
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