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Role Description –
Online Community Manager

Note: numbers in brackets () – please refer to the separate Guidance Notes.
	Role title
	Online Community Manager
	
	
	Department
	Education and Life Long Learning

	Reports to (1)
	Scott Walkinshaw
	Direct reports (1)
	0

	Key relationships / interfaces (1)
	Internal: 
	Head of Knowledge, Head of Membership, Branches Manager, Education Manager, I.T. Web Analyst, Marketing, Communications, Volunteering Manager

	
	External:
	Volunteers, Members, (Future – Public)

	Role purpose (2)


	APM is in the process of developing a new online community platform to help its members build their professional networks, learn from each other and share content. We are seeking an online community manager to launch, grow, moderate the new platform. APM is looking for a professional with experience in social media and managing online communities with strong interpersonal and customer service skills and an ability to work in a team.

	Breadth of responsibility (3)
	The role involves working with users, content providers and other community managers to support the growth of the platform. 

	Dimensions and limits of authority (4)
	n/a


	Key responsibilities / accountabilities (5)

	Key performance measures (6)

	· Manage an engagement plan that encourages users to join the community and continue to use it.
	· Development and delivery of an engagement plan.

	· Support members in using the platform and getting the most from it.
	· Proactive response to customer queries and a positive user experience.

	· To provide moderation and ensure it continues to operate as an engaging, productive platform.
	· Positive engagement for users and effective moderation.

	· To act as an internal champion for the platform, encouraging staff to use the platform.
	· Staff use the platform to engage with members.

	· To work with other departments to promote the platform and grow usage.
	· The platform becomes a key membership benefit.


Person Specification – Title of role
: Community Manager
	Attribute
	Description


	Essential / desirable

	Qualifications 
	Educated to degree level or above
	D

	Experience 
	Experience of managing social media or similar online communities and forums
 
	E

	Knowledge
	Knowledge of community platforms and a good understanding of effective online engagement
	E

	Skills
	Excellent communication and writing skills. Ability to work with a range of stakeholders to develop platform usage. Strong analytical skills
	E

	Behaviour/competency
	A friendly, outgoing personality with a willingness to network, particularly online. Flexibility to support users and to respond to queries
	E


	Supporting Behaviours

	Behaviour
	Description

	Communication


	Writes and speaks clearly, concisely and persuasively

	Customer and Supplier Focus


	Ability to understand the needs and priorities of customers (inside and outside the organisation) and the desire to meet their expectations

	Working Together / Teamwork


	Demonstrates strong team-working ethic and ability to work with a wide range of stakeholders at all levels

	Leadership and Developing People


	Ability to assist team members in reaching full potential through feedback, coaching, development and training

	Problem Solving and Ownership


	Takes ownership of problems and can apply intellectual and creative skills to implementing solutions

	Improvement, Change and Creativity


	Willingness to challenge assumptions and ability to adapt or generate imaginative and innovative ideas

	Planning and Organising


	Ability to develop clear, efficient and logical approaches to work

	Organisational Commitment
	Can demonstrate commitment to the APM and actively embodies the values of the organisation by maintaining a professional image at all times.

	Resilience


	Ability to maintain control and performance during stressful situations
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