Membership Manager – JD PS

10/11/09


LONDON AMBULANCE SERVICE NHS TRUST

JOB TITLE


:
Membership Manager
BAND                                 :          AfC Band 7
LOCATION


:   
Based at Loman Street
REPORTING TO

:
Assistant Director, Corporate Services
LINE MANAGING
:
FT project secretary
Purpose of Job:
The post holder will have lead responsibility for the recruitment, involvement and development of an active and effective public and staff NHS Foundation Trust (FT) membership in accordance with the membership strategy and constitution of the Trust. He/She will provide a comprehensive senior management function of the Trust’s Membership and all membership activity. The post holder will manage recruitment of members and develop plans and strategies for their ongoing engagement with the Trust. The post holder will ensure that the Trust adopts best practice and works well with partners and stakeholders, and will work to integrate membership activity with the overall PPI agenda. They will support staff and members of the public in relation to membership activity, and will support members of the Council of Governors in their role
Key relationships:
Director of Corporate Services/Trust Secretary
FT Project team

Committee Secretary

Governance and Compliance team

Patient and Public Involvement Manager

Communications team
Patient experience team
Diversity Manager

Foundation Trust Network

NHS Foundation Trusts

Internal and external groups/organisations

Key responsibilities

1. To provide a comprehensive management of the Trust’s membership function and all membership activity.

2. To manage the recruitment of members, including the coordination of Trust-wide recruitment activity and the management of volunteers/part-time staff enlisted for recruitment work, and devising and implementing recruitment drives.

3. To ensure that membership and recruitment activity is carried out in accordance with the Health and Social care Act 2006, regulations developed by the independent regulator (Monitor) and good practice guidance.

4. To interpret national policy to develop, implement and monitor the Trust’s Membership Strategy, Membership Recruitment Plan and Membership Communication Plan.

5. To interpret national policy to develop, implement and monitor policies and procedures required for the effective operation of the Trust’s Membership services and membership activities, by analysing, interpreting and comparing a range of options.

6. To analyse the demographics of the membership, compare and contrast with National Census and other available information, and make changes to the Membership Strategy and recruitment efforts accordingly, to ensure that the membership is representative of the local population.

7. To develop membership and promotional material and coordinate the dissemination to potential members. To liaise with design and print companies to produce material.

8. To develop and maintain the membership database and other systems for the Trust in accordance with requirements set out by the Health and Social Care Act 2006 and the Data Protection Act 1998.

9. To develop systems to manage members’ queries and requests for information and to act as a resource for members wishing to communicate with the Trust, including where there are significant barriers to understanding. 
10. To maintain good relationships with members and deal effectively with concerns, complaints or conflicts arising.

11. To initiate, plan and organise programmes of activities and events for members and develop information for members on opportunities to become involved in Trust activities, taking account of member feedback and Trust strategy.

12. To represent the Trust in membership recruitment campaigns with external stakeholders, public and patient groups and at exhibitions and recruitment events in the community. 

13. To manage content of information regarding membership to internal and external audiences, on the Trust intranet, website and in Trust newsletters, and to ensure that information is suitable where there are barriers to understanding.

14. To ensure Foundation Trust information is available at events, key sites and for staff and external organisations.

15. To actively promote the Trust’s image and vision with external organisations.

16. To demonstrate overall knowledge of the Trust and more detailed knowledge of specific service areas and Patient and Public Involvement activity.

17. To identify developments and good practice in membership development and membership services in other Foundation Trusts, and implement as appropriate, by analysing, interpreting and comparing a range of options.

18. To initiate, plan and organise surveys and focus groups of members.

19. To initiate, plan and organise assessments of membership satisfaction and make appropriate changes to the Membership Strategy and membership activities.

20. To manage the data entry staff and/or any staff/volunteers recruited to work on membership activity. To develop contractual arrangements for the employment of part-time workers and facilitate their appointment.

21. To develop and participate in initiatives for joint working with other Foundation Trusts and the Foundation Trust Network and to effectively represent the Trust.
22. To provide and present reports to the Patient and Public Involvement Committee.

23. To provide presentations to internal and external groups on membership arrangements and activities.

24. To assist the Committee Secretary and Director of Corporate Services with governance arrangements relating to the Trust Board and Council of Governors.

25. To deputise for the Committee Secretary & the Assistant Director of Corporate Services in their absence and represent them at internal and external meetings.

26. To undertake any other responsibilities appropriate to the grade of the post as required by the Assistant Director of Corporate Services.

Specific areas of responsibility:


Election Process

27. To manage and publicise the election process on behalf of the Director of Corporate Services in accordance with the Model Election Rules.

28. To act as the main point of contact between the Trust and the external provider of electoral services, in order to ensure the smooth running of elections.

29. To support staff and members of the public through the election process, including communicating complex information when there are significant barriers to understanding.


Council of Governors
30. To act as the main contact between the Trust and Governors, in order to support governors in their role, manage governors’ queries and requests for information and to act as a resource for governors wishing to communicate with the Trust, including where there are significant barriers to understanding. 

31. To support prospective governors through the election process, including where there are significant barriers to understanding.

32. To work with the Assistant Director of Corporate Services on the planning and delivery of an induction and training programme for governors, including the development of personal development plans and training programmes, and assisting with the delivery of these plans and programmes.

33. To provide ongoing support to governors in the performance of their duties.

34. To work with the Committee Secretary on the planning and delivery of meetings of the Council of Governors, away-days, and other activities.

Financial responsibility

35. To be the budget holder for the Membership Office, including participation in annual budget setting

36. To be responsible for the procurement and maintenance of all physical assets and supplies for the Trust’s Membership services
37. Ensuring governors are remunerated in accordance with Trust policy

38. Monitor department budget.

39. To act as an authorised signatory for the Trust.
Management responsibility

40. To manage temporary or voluntary staff enlisted to recruit members and to implement recruitment drives.

41. To commission and supervise external contractors to ensure the delivery of appropriate aspects of the Membership Strategy.

Responsibilities for patient care

42. To provide advice which contributes to the care, well being and education of patients, and members of the public, including:

. 
· providing advice to patients who are on the Council of Governors or who attend trust group or committee meetings

· providing advice and information to governors, and members of the public who attend membership events
Training:

43. To ensure that any staff recruited to support the Trust’s membership approach have an agreed personal development plan and receive ongoing training and support appropriate to their role.

44. To undertake any necessary training that is required in order to fulfil the objectives of the post.

45. To prepare for and undergo performance appraisal and supervision.

Information:

46. To manage information flows relating to the trust’s membership arrangements internally with other teams and externally with relevant partners and stakeholders, to ensure that all communication is effective, responsive and sensitively managed.

47. To be responsible for taking and transcribing formal minutes.

48. To be responsible for the development and performance of the Membership Database and other information systems.
49. To produce routine and annual reports on membership numbers, profile and demographics, in a format for the Trust Board, Monitor, and Parliament.
Communication:

50. To communicate with the Trust’s Council of Governors, members, and members of the public regarding Foundation Trust and membership activity, using a range of media, including the communication of complex information when there are significant barriers to understanding.

51. To present complex information to large groups, including presentations at corporate induction, training/induction sessions of the Council of Governors, staff meetings, public meetings, meetings of community groups and membership recruitment events. 

52. To communicate the Membership Strategy and procedures to all staff. 
53. To ensure that all telephone and written membership enquiries are dealt with efficiently and appropriately, and ensure that confidentiality is maintained in accordance with Trust policies and procedures.

54. To work with the IM&T department to ensure the provision and management of communication systems for Governors, particularly in terms of extranet access or other systems that will facilitate them in their role.
55. To hold regular team and individual meetings and ensure appropriate two-way briefing takes place.

Research & Development

56. To plan the initiation and implementation of research and development activity relating to the Membership Strategy
57. To plan and carry out regular audits of membership services and standards using approved research methodology, in order to assess both their effectiveness and their impact on the delivery of membership services to the Trust.

58. To collate and analyse the results of research and development activity, communicate their results to staff, and make changes to membership strategies, policies and practice as appropriate.

Key result areas and performance measures
· Undertake an annual Personal Development Review/Plan to assist in your job duties and career development
· Manage members’ elections to deliver the Council of Governors as set out in the trust’s constitution 
· Maintain and develop the Trust’s membership as set out in the Trust’s membership strategy 

· Regular supervision with clearly defined objectives

· Production of reports on the implementation of membership requirements as set out the trust’s membership strategy 

· Production of timely, meaningful accurate and high quality reports for SMG and the Trust Board as required by the Trust Secretary or Assistant Director of Corporate Services.

LONDON AMBULANCE SERVICE NHS TRUST

PERSON SPECIFICATION
	REQUIREMENTS
	KSF 
	MET


	NOT MET
	Assessed by

	EDUCATION AND EXPERIENCE

Essential:
· Degree or professional qualification
	
	
	
	A



	· Understanding of data management systems and databases
	
	
	
	I

	· Experience in foundation trust membership recruitment programmes
	
	
	
	A/I

	· Experience in research and development in public engagement 
	
	
	
	A/I

	· Experience of preparing and writing reports
	
	
	
	A/I

	· Experience of project management & multidisciplinary team working 
	
	
	
	A/I

	· Previous experience in a management role
	
	
	
	A

	· Team development and leadership skills
	
	
	
	I

	· Effective communicator using analytical insight through report writing and presentational skills
	
	
	
	A/I

	· Ability to use influencing/negotiating skills to achieve coercive support and ‘buy in’ from senior managers 
	
	
	
	I

	· Ability to achieve deadlines without 
compromising standards of excellence
	
	
	
	A/I

	Desirable:

· Experience of working in Ambulance Trusts or other NHS FT organisations
	
	
	
	I

	· Experience of working in a NHS FT membership office 
	
	
	
	A/I

	· Ability to become adept with membership database profiling and reporting systems 


	
	
	
	A/I

	KNOWLEDGE, SKILLS AND ABILITIES

Essential

· Awareness and understanding of current NHS FT membership Guidance and the processes for becoming an NHS FT Ability to interpret all data and make logical/analytical deductions
	
	
	
	A/I

	· Able to understand principles of and maintain patient confidentiality
	
	
	
	I

	· A good working knowledge of Microsoft Word, Excel and MMO
	
	
	
	A/I

	· Ability to train/develop staff
	
	
	
	I

	· Ability to motivate others
	
	
	
	I

	· Energy and enthusiasm
	
	
	
	I

	· Receptive to new ideas
	
	
	
	I

	· Highly motivated and able to motivate others
	
	
	
	A/I

	· Confident approach to work
	
	
	
	I

	· Resilience - Ability to remain calm and stay focussed/effective under pressure
	
	
	
	A/I

	Desirable

· Experience of patient and public involvement
	
	
	
	A/I

	· Experience of working with difficult to reach groups and methods for overcoming such difficulties


	
	
	
	A/I

	OTHER REQUIREMENTS

· Identify and take action when behaviour of others undermines equality and diversity principles e.g. show respect and treat people with dignity 
	
	
	
	A/I

	· Low level of absence due to sickness in the last two years

	
	
	
	A/I


A = Application Form

I =  Interview

T = Test
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