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Role Description – Service Delivery Assistant (Membership)
Note: numbers in brackets () – please refer to the separate Guidance Notes.
	Role title
	Service Delivery Assistant
	Grade
	1
	Department
	Service Delivery

	Reports to (1)
	Service Delivery Team Leader
	Direct reports (1)
	None

	Key relationships / interfaces (1)
	Internal: 
	Membership Development; Branches and SIGs; Marketing; Finance

	
	External:
	Members and potential members; Branch Administrators; external suppliers.

	Role purpose (2)


	To process all individual and corporate membership applications and act as the first point of contact for all member and potential member enquires.

	Breadth of responsibility (3)


	To enable the department to deliver a high level of customer service to both internal and external customers by carrying out day to day administration requirements.

	Dimensions and limits of authority (4)


	Follow procedures accurately and make effective use of existing systems. Contribute ideas about how to improve efficiency.


	Key responsibilities / accountabilities (5)

	Key performance measures (6)

	· Validate membership applications.
	· All critical criteria on applications submitted have been met.

	· Provide an excellent standard of customer services to members and non-members, dealing effectively with their enquiries relating to applications and membership via the telephone, email or letter.
	· All correspondence is dealt with accurately within 48 hours of receipt / enquiry including “holding” communication where necessary.
· All issues are resolved within service level agreement guidelines.

	· Transfer member and non-member details to the membership database accurately.
	· Details are transferred within current agreed service level agreement and data is entered accurately.

	· Process membership payments made by cheque, credit / debit card and direct debit mandate.
	· Payments are processed on receipt with no errors.

	· Liaise with internal departments to produce reports and queries using the membership database.
	· Relevant reports are supplied within 7 days of request from manager (unless another deadline is agreed).
· Management reports are provided on a monthly basis.

· Other reports are provided as required.

	· Undertake general maintenance of the membership database to ensure data integrity.
	· Members / volunteers / APM colleagues never have cause to advise APM of database errors.

· All data held is compliant with current Data Protection legislation.

	· Prepare applications for review by the Membership Panel.
	· Applications are presented to Membership Panel on time and accurately.

	· Assist in member recruitment and retention campaigns.
	· Membership Services department has a consistently good reputation for supporting campaigns in a positive manner and dedicating sufficient resources to such campaigns.

	· Ad-hoc projects as required by APM business strategy
	· Role holder has an enthusiastic approach to ad hoc projects.


Person Specification – Service Delivery Assistant
	Attribute
	Description


	Essential / desirable

	Qualifications (7)
	· GCSE (or equivalent) including Maths and English
	· Essential

	Experience (8)
	· Work experience within a customer services role, providing a high level of customer service, ideally in a busy customer services environment
	· Essential



	Knowledge
	· A good working knowledge of office IT software, including Excel, Word and Outlook
· A working knowledge of maintaining databases
	· Essential

· Desirable

	Skills
	· Well developed planning and organisational skills – demonstrating clear, efficient and logical approaches to work
· High degree of attention to detail combined with the ability to work to high standards of accuracy
· Excellent telephone manner, consistently maintaining a strong sense of customer focus
· Strong communication skills - both verbally and in writing - to effectively communicate with customers and colleagues at all levels

· Good problem solving skills
· Relationship building skills – developing and maintaining good relationships with customers and colleagues
	· Essential

· Essential

· Essential

· Essential

· Desirable

· Essential



	Behaviour / competency (9)
	· Customer focus
· Communication Skills

· Concern for accuracy

· Resilience
· Initiative and proactivity 


	· Essential

· Essential

· Essential

· Essential
· Essential
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