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JOB DESCRIPTION
	Role Name
	Member Services Officer 
30 hours per week


	Key Focus/ Role Purpose
	To provide high quality services to credit union members and stakeholders and contribute to future development of the organization 


	Reports To;
	Deputy CEO


	Salary; 
	£15,600   (30 hours per week) 



Key Activities
1. To promote the services of the credit union to both new and existing members with an emphasis on selling loans and promoting services.

2. To maintain a full understanding of all credit union products, services, procedures and business objectives and be proactive in providing information and guidance which achieve better outcomes for individual members whilst contributing to Credit Union’s objectives in relation to continued growth and improvement.

3. To act as first point of contact on reception, over the phone, or electronically, with members including providing information on all aspects of their accounts and welcome to prospective and new members (includes account opening).
4. To process loan applications within allocation in line with agreed policy, procedures and deadlines. 
5. To assist with daily banking activities ensuring accurate and timely inputting, ensuring all security controls are in place to enable correct operation of the system and referring queries or anomalies to management promptly.

6. To process share withdrawals, direct debits, standing orders and other payments in line with agreed procedures and deadlines. To record all transactions, including entering new members and updating information on members’ accounts and filing and scanning records as required at point of sale to include information on any new products and services provided.

7. To provide accurate information to members about their accounts and refer on to different departments as and when necessary.

8. To ensure all forms are completed correctly and in a timely manner before being processed.

9. To provide support to the Finance Manager on credit control activities including phoning members to discuss non-payment and arrears.
10. To draft letters and emails to members as required in relation to their accounts and produce other documentation which is accurate and timely.

11. To represent the Credit Union at meetings of prospective and existing members and external stakeholders and present information about the Credit Union to promote increased understanding and take up of services including encouraging new members to sign up.
12. To take minutes at internal and external meetings for use by the team or management.
13. To support the CEO and Deputy CEO with analysis of Credit Union performance creating reports and tables and draft recommendations for improvement.
14. To contribute to improvement projects including undertaking research and creating reports with recommendations.
15. To identify potential improvements in process or policy that could contribute to continued benefits to members or the organisation.
16. To ensure compliance at all times with anti-money laundering, fraud and sanctions processes and all other Credit Union policies and procedures.
17. To undertake general administration when necessary such as filing, post duties, scanning and indexing.

18. To work closely, in a team environment, to help support colleagues and volunteers and provide cover for other duties as necessary
19. To participate in individual and team training as required to ensure skills and knowledge is maintained in relation to the specific role, other roles where cover may be needed and wider credit union operations.

20. To undertake any other duties as may be directed by the Deputy CEO or CEO.

Key Knowledge, Skills and Experience

· Experience of working in financial services or customer services environment. 

· High degree of dexterity in keyboard and IT skills

· Able to use a variety of computer systems and data bases including working knowledge of Excel to support analysis
· Able to process detailed and sensitive information with a high degree of accuracy and care whilst meeting internal and external deadlines.
· Good numeracy skills and able to undertake numerical analyses
· Good verbal communication skills, able to respond to enquiries and promote services and products with confidence
· Good written communication skills, able to create suitable letters and other documents
· Good customer care skills and able to calm distressed members with compassion and empathy

· Excellent telephone skills, or the ability to develop these quickly
· Able to work to deadlines and under pressure
· Understands the Credit Union sector
· Strong interpersonal skills when representing the Credit Union 
· Ability to present to an audience using powerpoint and laptop
· Able to receive and carry out instructions accurately
· Can work in a team environment recognising the contribution their role makes and also the wider activities across the credit union

· Has relevant product knowledge for the job
General

All staff employed by Salford Credit Union are expected to:

· Adhere to Salford Credit Union policies and procedures at all times

· Identify members needs and promote the use of credit union products and services where appropriate 

· Identify ways to continuously improve our service to members

· Provide cover for colleagues in a small staff team as reasonably required

· Attend and participate in supervision, appraisal, training and development systems

· Attend occasional meetings and events out of normal days/hours worked

· Plan and prioritise own work

· Work in ways that actively promote good practice and that address Equality and Diversity issues

· Take due and reasonable care of yourself and others in respect of Health & Safety at work

· Maintain an awareness of legislation and regulation governing the operation of credit unions

· Maintain a sense of social responsibility and a commitment to Treating Customers Fairly

· Comply with Data Protection legislation and maintain strict confidentiality and security in dealing with all information relating to the credit union and its members 

· Complete a Confidentiality Agreement which remains binding after the individual leaves the credit union

· Undergo a DBS check and credit check


