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BSAVA ROLE DESCRIPTION

	
Department
	Insight & Engagement - MST

	
Job title
	Membership Services Coordinator (Engagement)

	
Manager’s role
	This role reports to the Membership Manager

	
Hours
	37.5 hours per week, hybrid (3 days in office)



	BSAVA’s Mission
Champion the profession by providing veterinary professionals with the knowledge, resources, and community that empower them to deliver exceptional care, sustain fulfilling careers, and achieve the best outcomes for animals and their owners.




	[bookmark: _Hlk118807047]Job Purpose (including how the role relates to BSAVA’s organisational purpose): 
To support the recruitment, retention and engagement of BSAVA members by delivering high-quality member services, communications, administration and engagement activities, while maintaining accurate membership data and providing data insights to help shape member-focused services and initiatives.




	As BSAVA staff, we all have a responsibility to uphold the Association’s values.  We expect all staff to always maintain and promote our values, which are to:
· Nurture and support our communities
· Aim for excellence in all that we do
· Strive to be bold and innovative
· Be accountable and trustworthy
· Be rigorous and evidence led




	Staff management responsibility: 
None.




	Special conditions:
Your work location will be outlined in your employment contract. You will be required to attend the office or any other location(s) as necessary for meetings, to receive training and onsite for BSAVA events, as applicable. 





	Main duties and responsibilities:

Membership / customer services 
· Handle member, customer and prospective member enquiries, ensuring an excellent service. 
· Process membership applications, renewals and cancellations using the CRM database.
· Maintain accurate CRM records (data cleaning).
· Process payments and invoices accurately, including Direct Debit and BACS payments, and liaise with the Finance Department on any discrepancies.  

Member engagement, recruitment & retention
· Support the delivery of effective membership recruitment and retention campaigns.
· Attend membership stands at conferences, careers fairs, or veterinary schools across the UK, following up on leads from these events.
· Provide audience insight and expertise to help ensure BSAVA is taking a member-led approach to communications and activities.
· Gather member case studies, testimonials, or profiles for marketing use.
· Follow up on member data provided by external telemarketing companies, contacting members who intend to renew, or who have raised a particular issue.
· Assist with planning and running member welcome webinars.
· Follow up on member cancellations.

Membership development
· Support the ongoing development and improvement of BSAVA’s membership schemes through research, surveys and basic data analysis. 
· Run and export standard membership reports from the CRM, and filter Excel spreadsheets.
· Work with engagement data, drafting tailored email campaigns to encourage greater take-up of benefits by members.
· Build relationships with other teams across the BSAVA to help support development of membership resources.

General
· Assist as required with the wider activities of the Membership Team:
· Process product orders and course bookings; 
· Coordinate delivery and dispatch of publications from the warehouse or through external mailing houses.
· Process daily post.
· Provide facilities support to Woodrow House staff as required (e.g., helping to maintain the warehouse, distribute incoming post, and welcome visitors).
· Liaise with external suppliers and consultants as required (e.g., telemarketers)
· Stay abreast of developments and trends in the external environment to help ensure BSAVA remains relevant and able to react to trends as appropriate.
· Help ensure that all BSAVA data handling is legally compliant.
· Undertake appropriate training to support personal and professional development.
· Perform other such duties as reasonably required and that are within the scope of your role.






Person Specification
	
	
Essential requirements

	
Desirable requirements

	Qualifications
	· Educated to GCSE level or equivalent, including English and Maths
· Recognised customer services qualification, or willingness to undertake a qualification

	· Recognised customer services qualification

	Experience
	· Experience in a customer services or membership environment.
· Experience of CRM or other database systems.
· Experience of office or membership administration, including processing financial records.
· Excellent IT skills and experience of using MS Office, particularly Excel

	· Experience of working at events.
· Experience of membership organisations.
· Experience of filtering and organising data in MS Excel.

	Knowledge and skills
	· Strong interpersonal and written communications skills, confident phone manner.
· Understanding of the principles of customer care and their importance.
· Awareness of GDPR and implications for communications and data handling.
· Experience of working under pressure, and manage competing priorities while meeting strict deadlines.
· A high level of accuracy and attention to detail.
· Ability to develop, manage and maintain relationships with BSAVA members, volunteers, and other teams, as well as external suppliers.
· Ability to lift boxes within manual handling guidelines.

	

	Personal qualities
	· Self-motivated and enthusiastic, with a positive attitude, and persistence in completing tasks which involve other stakeholders.
· Ability to work proactively, using own initiative to accomplish a variety of tasks.
· Methodical and disciplined approach to work.
· Ability to work collaboratively as part of a team.
· A genuine commitment to good customer service.
· Curious about and interested in our members, their drivers and behaviours.
· Willingness to learn new skills.
· Willingness to travel to other locations as necessary.
· A commitment to the veterinary sector and aims of BSAVA.
	· Understanding of the veterinary sector. 
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