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JOB DESCRIPTION
	Role Name
	Member Services Officer


	Key Focus/ Role Purpose
	To be responsible for the provision of excellent customer services to members in carrying out business using the dedicated accounting system including the issuing of loans, share withdrawals and deposits. This includes implementing and acting on member instructions via their accounts and to provide administrative support to Enterprise Credit Union Limited 


	Reports To;
	Member Services Manager


	Salary Banding
	£17,000 - £21,000


	Person Profile


	You deliver excellent customer service, are professional, diligent and solution focused.  You are passionate about the members experience and you take pride in the work that you deliver and enjoy working with others.

You enjoy dealing with members over the phone and face to face ensuring a helpful and enthusiastic service at all times.

You deal with work promptly and deliver on your promises to both members and your fellow credit union colleagues.

You are able to demonstrate relationship building skills and behaviours. 




Key Activities
1. To keep accurate records of all cash transactions.

2. To carry out administrative and reception duties as required.

3. To deal with all membership and general enquiries.

4. To process membership applications and introduce members to the Credit Union Services, Products and Policies.
5. To underwrite loans for members in line with sign off authority
6. To maintain accurate and up to date records of all financial transactions and process cash book entries and data input and ensure proper credit control is maintained and reported.

7. To supervise and guide volunteers assisting with Credit Union operations.

8. To provide excellent customer service to Credit Union members.
9. To observe and uphold the best principles of customer care in discharging the duties of this post and achieving the Credit Union aims and objectives in delivering high stand​ards of care for member satisfaction.

10. To process member loan application forms in accordance with the Loan Policy of Enterprise Credit Union.
11. To deal with queries in a timely and effective manner

12. To promote and identify products to enhance the service provided for the member. 
13. To implement and adhere to all procedures and policies introduced from time to time by the Credit Union and to undertake such other duties and responsibilities as are commensurate with the post.        
14. To undertake any other duties as may be directed by the Member Services Manager from time to time      

Enterprise credit union expects all its employees to embrace the principle of living the values. This means that you are able to understand the purpose of the credit union, what it aims to achieve and you ensure the behaviours you demonstrate reflect this culture

Key Knowledge, Skills and Experience

· Member Service Experience

· Cash handling experience

· Team player

· Good literacy and numeracy skills

· Ability to meet strict deadlines and targets

· IT skills including word processing

· Good interpersonal skills

· Previous credit union experience or similar financial organisation

· Awareness of financial inclusion issues

· Knowledge of credit unions

Key Behaviours

Communication - Good spoken communication means you speak confidently, and fluent, in a way which holds others’ attention through the use of an appropriate pace and level of voice. If you have good written communication you are fluent, clear, concise and can adapt the style of your written communication to suit the audience and the circumstances to which the communication is aimed

Team Working - A good team player fits in with the team, developing effective supporting relationships with their fellow team members by showing them consideration and creating a sense of team spirit. 

Community Spirited - Being community spirited is about being part of the community you work in and you recognise the importance of your local community, the value that the credit union can add and the importance of working with your colleagues in a manner that supports the community spirit. 

Understanding Our Members - Understanding our members means that you have a thorough understanding of the needs of our members and you are able to use this knowledge to promote excellent customer service to maximise opportunities for the credit union. However you achieve this by managing expectations and avoid over promising which can disappoint and impact on our service delivery and our reputation.

Initiative - Initiative means you are able to take advantage of opportunities, anticipate situations and problems, and find the right solution. It’s about not waiting around to be told what to do but taking personal responsibility to respond to an opportunity or resolve an issue.  It’s about going the extra mile even if it is not technically part of your job in order to deliver good customer outcomes for our members and being resourceful in identifying relevant information from a variety of sources to get to the heart of an issue.  You have the ability to investigate issues and delve into a situation in order to deliver the right solution 

Passion to Perform - Having a passion to perform demonstrates a desire to achieve and be successful, It’s not about helping to create a ‘yes’ culture but is about understanding and recognising the importance of why the credit union creates policies, procedures and goals, following them, and if you feel something is wrong having the confidence to speak up. Challenging the way we work and suggesting alternatives is an important part of our process for checking what we do and leads to good customer outcomes.. Having the confidence to speak out, challenge and suggest alternatives without waiting for someone else to do it for you. It’s about having a belief in yourself and a desire to fight for what is right and prepared to take a chance to improve not just your performance but the overall success of the credit union.
Flexibility - Having flexibility means you are willing to adapt your thinking and behaviour to suit different situations. You recognise the value of alternative views to issues and are enthusiastic and supportive of change which will benefit our members, colleagues and the credit union. You are prepared to listen to other people’s views and take on board their comments even if sometimes it means changing your current plans or way of working. 

Delivery Focused - Setting yourself high standards of work and striving to exceed your performance objectives in order to achieve quality, efficiency, accuracy and excellence in all aspects of your work.  You take personal responsibility for your own time management and your focus is on getting work right first time and on time, continually checking for accuracy. You demonstrate a willingness to finalise loose ends, ordering activities that need to be undertaken to ensure a task is fully completed on time.
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