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Job title: 
Membership Services Manager (Deputy Chief Executive)

Accountable to:
Chief Executive




Key relationships:
Vice President Education, RSU President, Vice President Welfare, University Staff, RSU Interns, Marketing and Communications Coordinator, Academic Advisor, Student Voice Coordinator, Part time Officers, Students.

Location:
Froebel College, Roehampton although regular time on other colleges maybe expected


Hours:


37 hours per week


Purpose of post: 
To manage the non commercial student engagement functions of the Students Union. To work with RSU staff and students to boost student led initiatives and support the needs of staff and students in realising their potential.   

	Reports to:

Chief Executive
	Direct responsibility:
Societies Coordinator

Volunteering and Skills Coordinator

Student Voice Coordinator

Advice team

Growhampton Project Coordinator

Full time and Part time interns

	Salary Range :

£36,430 – £41,655
	Role Title:

Membership Services Manager (Deputy Chief Executive)



Person Specification – Membership Services Manager (Deputy Chief Executive)
Criteria







Essential (E)/ Desirable (D)
Experience and training

· Degree level qualification








E

· Significant experience of training, directing and managing staff




E

· Strong experience and delivery of activities for young  people

                            
 
E

· Experience in delivery of membership led services





E
· Experience of effective and efficient office administration




E

· Experience of working with a wide range of both internal and external contacts


E

· Experience of effectively managing projects from inception to delivery



E

· Experience of using systems to manage information effectively




E

· Experience of working in a busy office







E

· Experience of improving students or customers experience




E

· A knowledge of funding opportunities/ bodies within civic engagement 



D

· Knowledge of HE employability issues and support mechanisms




D

· Experience with working with volunteers and students





D
· Significant experience in a similar role





              

D
Skills/knowledge

· Minimum of 2 years working team management experience




E 

· Knowledge of democratic processes and maximising their effectiveness



E

· Knowledge and skills in IT and Microsoft Office






E

· Experience of managing  volunteers 







E
· Excellent organisation and planning skills






E

· Proven planning, organisation and prioritising skills





E

· Evidence of successful campaign and elections delivery





E

· Interpersonal skills (verbal and written) with a wide variety of people



E

· Knowledge of students’ unions and their activities





D

· Knowledge of advice casework and student representation




D

· Knowledge of working in a students’ union or HE/FE





D

· Understanding the role of staff in a democratic organisation




D
Personal attributes
· A successful manager competent in managing a wide range of interpersonal skills

E

· Full commitment to equal opportunities







E

· Ethical and environmental behaviour





              

E
· Ability to relate to and work with a diverse range of people




E

· Compassionate and rational








E

· Commitment to excellent customer service






E

· A self starter who works on their own initiative






E

· A commitment to helping others: staff and students





E

· A willingness to engage directly with students 






E
· Ability to work effectively as part of a team






E

· An empathy with students and students’ unions






D

· Attention to detail









E

· Flexibility 










E

· Approachable, good humoured and confident






E

· Ability to work occasional weekends and evenings





E

· Commitment to personal development







E

· Clean driving licenses









D

	General Requirements to reach effective performance

	

	General attainment:

Educated to degree level or equivalent college/University experience.
Additional management, training, coaching, or personal development accreditation.
	Job related work experience, skills and knowledge:
To be able to work independently on projects and being both proactive in supporting and advising students and reactive when they need support.

Ability to deliver good quality training and ensure students and staff can realise their potential.
	Time required to achieve effective performance:

3 months




	Managing staff
You will be responsible for a team of staff that will need a dynamic and supportive leader. You need to develop a good understanding of getting the best out of the team.
	The role will involve managing a variety of experienced junior managers, coordinator, and newly appointed staff. You will need to have different approaches to staff to ensure you get the best from them. You will provide guidance, training performance management and motivation for all your team. You will need to conduct regular team, and individual meetings.  You will ensure you support a culture of empowerment and leading by example.

 

	Communication

You will be required to communicate and interact with different audiences.

Professional, clear and accurate reporting is an important function in this role.


	The post holder will need to be a confident communicator and a strong manager of those they manage. In this role you will need to support staff within your team setting realistic deadlines and targets with clear objectives. In addition you will need to develop strong communication strategies in order to set clear messaging to our students to be involved with the RSU.

In addition you will need to be confident, resilient and sensitive in your communications with a variety of audiences including students, RSU staff, UoR staff and officers. 

	Teamwork and Motivation

RSU carries out a wide range of activity and supply a number of services.  With a relatively small team, you will have to balance delivery of services. 

Your ability to motivate others and to meet deadlines is essential.


	A large aspect of this role will be working with individual staff to support the delivery of their projects.  In some cases it will be a team effort working towards a common target and sometimes it will be working individuals to ensure they can stay motivated and deliver what is required. 
In addition the union has peak times during the year where you will be required to support other events, departments and staff members. Professional standards, self motivation and commitment must be high to benefit our members.

	Liaison and Networking

In this post you be required to liaise with others within the RSU, the university and external bodies.
	Internally you will need to liaise with other RSU staff members to ensure they are well supported. You will need to liaise with staff within the University of Roehampton to deliver projects collaboratively. It is also important that support for staff is given to ensure they can link up with effective stakeholders within the local community. You will also be expected to develop and maintain good relationships with students and student leaders.

	Service Delivery

RSU has a commitment to high standards and continually striving to improve and enhance the student experience. 
	It is essential that you work with the team to deliver the very best customer service to our students and stakeholders. Our aim is to ensure that our students’ experience is exceeded whenever possible. This includes ensuring that the department’s services are well maintained and appropriate for the needs of our students. It also includes making sure staff are trained to deal with all feedback in a courteous, efficient and timely manner. 


	Strategic Oversight
	Clear objectives for the Union will be laid out in the strategic plan set by the trustee board. However, the information and guidance you provide will be essential in developing the departments’ strategic targets.  The post holder is responsible for managing the membership facing services of the union; you will be responsible for the day-to-day decision making and adopt efficient systems of work for you and your team.  

	Initiative and Problem Solving

The RSU is a small team carrying out a wide range of activities. Even with forward thinking and planning, problems will arise and you will need to demonstrate a good level of initiative.
	You will need to use your own initiative to resolve problems. These may be solving others’ issues and coaching them on ensuring they find the answers themselves. There is a strong sense of ownership and empowerment within the RSU and you will need to be diligent in ensuring you use your initiative to solve issues. 

It is important to get a full understanding of the University of Roehampton but also of best practice from the sector to introduce and ensure services can be delivered effectively.

	Work Environment

The role is based in the Union office which is predominantly a Monday to Friday and 9 til 5 operation.
	The majority of your work will take place in the RSU offices which is open plan and operates an open door policy; the office environment is both relaxed and vibrant.  Health and Safety of the workplace is overseen by the Chief Executive but you will be responsible for your staff members supporting a safe working environment.

	Knowledge and Experience

Strong academic knowledge and experience and a firm understanding of Higher Education and Student Unions.
	At least 2 years experience in a similar role or a role that offers advice and support to students. Experience of the Higher Education sector, students’ unions and knowledge of academic regulations are desirable.


DATE UPDATED:  May ‘17
Role Purpose: 


The post-holder will take the lead to develop, administer and coordinate the student engagement elements of the Union’s non commercial areas. This will include specific focus on the delivery of student activities and student voice strategies to drive student engagement.  The post holder will be expected to manage and control all areas of student activities, student voice and representation, advice and Growhampton.  The post holder will be line manager to the assigned staff and will manage the operations of the Union’s student activities. They will also be responsible for a significant level of support to the sabbatical team in developing strong strategies with our stakeholders.  





The post-holder will develop systems that ensure quality, high levels of effective operation and student satisfaction.  The post holder will endeavour to continually increase the number of students participating in our activities and will foster a culture of participation and personal development.  


Furthermore, the post holder will be required to support the Chief Executive on executive matters and deputise in their absence. 























Principal Duties:


To coordinate, manage and oversee all operational aspects of the membership services team (Activities, Representation and Student Voice, Growhampton and Advice).





Develop essential working relationships with University staff and departments. (Academic and support staff).





Deliver effective strategies to support activities, representation, advice and Growhampton to ensure we can be best placed to increase engagement with our students.





To ensure quality is at the forefront of all RSU services.





To develop sector leading operating practices and procedures to ensure RSU can deliver its strategies for representation and activities.





To establish, grow and develop the RSU Advice service as the go-to advice provision for students to access initial help. Ensuring AQS standards are kept up to requirements and a quality service is provided.





Responsible for the day to day management of the student engagement departments and stepping up in the absence of the Chief Executive.





To develop and maintain a skilled, motivated and productive staff team through effective line management and performance review.





To be an expert in the issues effecting students both institutionally and nationally, communicate good practice for students using all the mediums and opportunities available.





To ensure that all membership services staff deliver services that work to improve students’ experience and exceed their expectations.





To take a lead role in improving the Union’s contributions to academic league table performance through sector leading student academic representation.





To ensure that all areas of student activities have a clear link with the development of transferable skills for volunteers and to develop programmes and initiatives for volunteers to be recognised for their skills development.





To develop opportunities, using a variety of communication tools, ensuring effective engagement and collaboration of our students.





Develop measurable key performance targets and measure impact to ensure effective delivery of services.





Responsible for the delivery of reports for all areas of Student Engagement.





Manage the budgets for all areas of Student Engagement ensuring value for money and good return on investment.





Ensure the vision, values and strategic priorities are championed in all areas of work.





To have overall responsibility for the security of all Union assets within department.





Ensuring our delivery of services works for all of our diverse membership including part-time students, online students, liberation areas, and off-campus students.





To be an effective ambassador for the RSU to the University, NUS and other external stakeholders.











