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ROLE PROFILE       

       
ROLE PROFILE

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

	Department:  
Member Operations - International
	Date Created/By:  11/07/18 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 and make outbound contacts as appropriate to maintain and enhance the service. 




	JOB PURPOSE
To deliver world class front-line member service through multiple communication channels for existing and prospective members.




	RESOURCES MANAGEMENT

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



	KEY RESPONSIBILITIES

· Communicate to members through multiple communication channels and manage responses to enquiries and complaints enabling “easy to do business with” application management and successful on-boarding. 
· Liaise with local regional partners where appropriate in relation to the administration of member records.
· Effectively manage renewals  and retention for existing Members.
· Promptly deal with payments related activity including subscription collections, refunds, and escalated referrals.  Ensure payments received are allocated and reported correctly. Focus on and mentor efficient and effective closure of member enquiries, complaints and disputes

· To be first point of reference for complaint/dispute resolution, referral criteria and delegated underwriting authorities with the MPS Risk teams

· Take payments over the telephone using the on-line payment system

· Ensure that the membership database is updated correctly in order to reflect each individual member’s circumstances in response to the information received. 
· Work with line management to facilitate successful implementation and delivery of member data integrity and collection initiatives

· Support  initiatives to understand root cause of member dissatisfaction in relation to Member Operations Services processes and implement continuous improvement initiatives.

· Have focus on  achievement and  SLA/KPI targets and standards. 

· Comply with all audit and regulatory policies, procedures and regulations
· Take ownership of member enquiries, managing them through to earliest possible conclusion with all issues raised addressed accurately and in full.

· 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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