
[image: image1.png]York Museums Trust




Job Description

	Job Title:  Membership Co-ordinator
Reporting To:  Membership Manager
Pay: YMT Scale 4, SCP 18-21,  £19,058 to £21,242 per annum
Contract: Temporary 12 month contract, 37 hours per week

	Main Purpose of the Job

· To support the Membership Manager in the administration, operation and development of York Museums Trust’s membership scheme and loyalty programmes.

	Core Responsibilities

Process membership sales made over the telephone, website or via the post in a friendly and professional manner.

Help promote awareness and understanding of YMT’s membership and loyalty programmes.

Help manage member relations, being first point of contact for membership enquiries from members and members of the public.

Support visitor facing staff to sell and promote membership and loyalty programmes on site, assisting with staff briefings, training and reporting on performance.

Maintain and update the membership CRM database (ThankQ) with member’s details and comply with the Data Protection Act.


Work with the Membership Manager in the design, production and co-ordination of all member communications and membership marketing materials on and off line, including production of e-newsletters and social media campaigns.

Provide excellent customer service to support acquisitions and renewals.


Help initiate, organise, plan and run member events and assist at events when required.

Stay up to date with Gift Aid regulations and maximise Gift Aid and Direct Debit declaration sign up.


Produce regular reports on membership sales and renewals for the Membership Manager.

Undertake research with members as well as keeping abreast of competitor activity.


Support the Membership Manager in the day to day running of the membership budget.


Identify high net worth individuals and loyal members with the ability to increase their level of support and help steward them towards greater giving.
Build positive relationships with external organisations, Museum Managers and staff.


To work in accordance with the Trust’s policies, procedures and all relevant legislation.


To undertake such other duties as may be determined from time to time within the general scope of the job commensurate with the grade of the post.

	Key Results

All sales are processed efficiently and effectively, correctly recorded on CRM system and joining packs sent out promptly.
Strong understanding of membership offer amongst staff and awareness of membership with target audience.
Strong satisfaction levels in research.  Enquiries dealt with efficiently and effectively and customer expectations exceeded.

Support materials provided for front of house staff, good awareness of benefits amongst staff, queries answered promptly and accurately, and regular performance reports given.

Member records are up to date, complete and accurate and personal data is held according to the Data Protection Act.

Compelling communications are designed on time, on budget and on brand.  Awareness of membership strong amongst target audience.  Creation of strong content to ensure digital comms are optomised.
Attainment of acquisition and retention key performance indicators – volume and value of sales and retentions.  Strong satisfaction levels in research.  Positive word of mouth.
A rich and varied range of events with wide appeal and strong attendance.  Regular monitoring and reviews of attendance levels and amendments to events programme as necessary.

Effective management of the scheme with no challenges from HMRC.  Gift Aid and Direct Debit key performance indicators met and minimal Gift Aid and Direct Debit failures.

Accurate data and figures produced to enable Membership Manager to report on progress and key performance indicators.

Awareness of members’ opinions in regard to the membership offer.  Aware of competitor activity to ensure YMT scheme(s) remain competitive.

All activity is costed and delivered to budget.  Any variances are identified and reported to Membership Manager.

Analysis of CRM system, member visiting and giving patterns and identification of those who have engaged most frequently.  Positive relationships with these individuals.

Proactive and productive liaison with service providers and staff.
Work undertaken complies with corporate policies, procedures and legislation.

Post holder demonstrates a flexible approach to work in accordance with business imperatives.

	Key Relationships
Marketing Manager

Head of Communications

Marketing Co-ordinator

E-Comms Co-ordinator

Museum’s Managers 
Members and Supporters

External Contacts



	Skills and experience

Educated to A level standard or equivalent
Essential
Experience of working in a co-ordination or administrative role.
Strong organisational skills and proven ability to meet deadlines.
Meticulous attention to detail and high standards of presentation.
Excellent communication skills both written and verbal.
Experience of handling numerical and financial data.

Experience of dealing with people at all levels in professional situations.

Experience with using CRM databases.

Ability to work as part of a team.
Ability to work on own initiative and manage time effectively.

Ability to work flexibly.
Desirable

Experience of working in a membership team.

Experience working in the Heritage, cultural or third sector.

Experience of working with CRM systems.
Experience of organising and managing events.
YMT has a strategic commitment to increasing its digital skill base. The post holder should be able to demonstrate competence in one or more of the following areas:

Digital recording – e.g. photography, sound, video

Social networking – e.g. twitter, facebook, flickr

Contributing to online communities – e.g. mumsnet, reddit, linkedin

Blogging or other online publishing – e.g. wordpress, tumblr
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Membership Assistant (Temporary, one year appointment, 37 hours per week)
Terms and conditions of service

Health
Prospective employees must be cleared by the Occupational Health Service as medically for the employment by the Trust.

Probationary period

Appointment is subject to the successful completion of a six month probationary period.

Reporting line

This post reports to the Membership Manager.
Salary

The salary for the post is YMT Scale 4, SCP 18-21,  £19,058 to £21,242 per annum

Annual leave

The annual leave entitlement is 25 days per annum pro rata, increasing by five days after five years continuous service with the Trust, plus public holidays.

Pension

The Trust belongs to the Local Government Pension Scheme and all new employees are enrolled where their contract is for 3 months or more.  It is possible to opt out of the pension using forms available at www.nypf.org.uk.

Hours of work

The hours of work are 37 hours per week
Period of notice

The period of written notice required for you to terminate this post is 1 month.  The Trust will give you 1 months’ notice if you have less than 5 years of completed service.  Thereafter you will receive 1 weeks’ notice for every completed year of service, up to a maximum of 12 weeks after 12 completed years of service.
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