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JOB DESCRIPTION

MEMBER SERVICES & COMMUNICATION MANAGER
The Role

The post holder is responsible for leading the membership and communications team to  develop the Mountaineering Scotland member services offer, deliver on membership recruitment targets, and manage the organisation’s communications including the implementation of campaigns and promotional activity in support of Mountaineering Scotland objectives.

Job Context
Mountaineering Scotland is a not-for-profit company with ten employees and a budget of £500k. As the representative body for hill walkers, climbers and ski-tourers it has a growing membership of 14,000 and actively campaigns on a wide range of issues including access rights, protection and conservation of the mountain landscape. 
We work with a range of partner organisations to promote mountain safety through the delivery skills-based courses and raise awareness of hazards in the mountain environment through a range of communication channels. Mountaineering Scotland is also the national governing body for the sport of indoor climbing, which will be an Olympic event for the first time in 2020, and has introduced ClimbScotland, an innovative and successful programme which encourages children to take up the sport. 
The work therefore combines long term activities such as those relating to membership recruitment and the coordination and promotion of member services, with short term policy-driven initiatives such as campaigns against proposed developments, and specific promotional activity as well as internal and external communications.  In addition, the post holder will lead the member services team in providing a responsive service to members, including telephone answering, handling membership enquiries, and course and competition bookings.
The postholder will be responsible for the achievement of operational plan outcomes and targets through the activities assigned to the Communications Officer and Membership Officer. The Finance Officer will continue to report to the Chief Executive Officer but the postholder will provide supervision to the Finance Officer relating to office member services and administration activities. 
Responsibilities
a) Team leadership and management

· Provide leadership, support and motivation to the Member Services and Communications Team, including the Communications Officer and Member Services Administrator. 

· Set team and individual objectives, targets and budgets, and monitor and manage staff performance in line with an annual Operational Plan and four-year Strategic Plan.

· Enhance the contribution of volunteers to increase the team’s capacity and provide additional expertise and support to their work.

· Play a central role in cross-organisation projects, product development and service improvement through personal contribution and by coordinating staff and voluntary directors.
· To support and advise the CEO on communication and membership issues and contribute to the development of strategic and operational plans. 


b) Member services and member communications

· Ensure Mountaineering Scotland offers excellent customer service and effective processes at all stages of the membership journey – from joining and renewing to booking courses or events.
· Provide and promote an attractive package of membership benefits that reflects the interests of our members – including Scottish Mountaineer magazine, email newsletters, members discounts and insurance services.

· Ensure we engage with our members and clubs via communications tailored to their preferences, in compliance with data privacy and security. Seek members’ views and improve our services based on their feedback and insights. 

· Help our clubs with advice and resources for club officers and committees, supporting club development, promoting the benefits of club membership and their huts, and providing opportunities for shared-learning and networking.

c) Marketing, communications and brand development

· Work with staff and directors to ensure strong, clear and consistent brands, visual identities and tone of voice for both Mountaineering Scotland and ClimbScotland. 

· Develop engaging, innovative and integrated story content and campaign activity across our communications channels (websites, social media, PR, marketing material and publications) raising awareness of what we do beyond our core audience and encouraging people to join us. 

· Coordinate a programme of face-to-face promotional activity at relevant events and venues to raise our profile, recruit new members and meet existing members.

· Instil a positive and organised approach to communication planning and evaluation, ensuring we prioritise our resources and capacity, review and learn from results.

· Build relationships with service providers and develop joint activity with partner organisations across the mountaineering community and beyond to maximise the reach and influence of our messages.

  
· Support the work of the Mountain Safety Advisor and the Mountain Safety group to deliver key messages relating to the promotion of safety in the mountains.
· Further our understanding of target audiences by seeking their views and gaining insights from bench-marking and research of our wider market place.

d) Business development and budget responsibility 

· Advise the CEO on setting realistic but ambitious annual targets for member recruitment, member retention and membership income.

· To be responsible for the development and delivery of promotional initiatives with the aim of delivering an overall increase in annual membership and income against set targets.

· Ensure marketing budget achieves value-for-money with ongoing cost-benefit analysis.

· Provide reports to staff, directors and sportscotland on key performance indicators and trends, ensuring we are responsive to emerging opportunities or challenges.    

· Diversify our income-streams with branded products, encouraging donations and commercial partnerships.
Additional Responsibilities

· To undertake any other tasks relating to Mountaineering Scotland requirements, as suited to the post holder’s skills and experience. 
· To observe all relevant health and safety requirements.

· To work within and promote policies in relation to the Equalities Act 2010 and anti-discriminatory practices in accordance with Mountaineering Scotland Equality policy.
Performance Measures

Performance will be assessed by reference to the successful achievement of the activities and outcomes stated in ‘Specific Areas of Work’ above and the achievement of targets for initiatives originated by the job holder as agreed with the Chief Executive Officer.

PERSON SPECIFICATION – EXPERIENCE & SKILLS

Essential Attributes:
· Proven track record of leading a team and managing people to deliver results with an ability to motivate colleagues across the organisation to provide an excellent level of personal service to members.

· Commercially aware with demonstrable experience of successfully originating and implementing communications campaign and / or promotional activity. 

· Excellent written and verbal communication skills, with the ability to originate copy for websites, magazines and social media. 
· Effective time manager; organized, numerate and with experience of working both on own initiative, and with colleagues, to meet targets.
· IT literate with ability to use MS Office software and an understanding of digital marketing and how to use social media to influence target audiences.
· Outgoing personality, comfortable with establishing a rapport over the telephone or in person and willing to engage pro-actively with others. 

· Creative, with the ability to develop original ideas and solutions to problems.
· A flexible approach including willingness to occasionally work during evenings and at weekends.
Desirable Attributes: 
· A relevant qualification in marketing/communications or a business discipline.
· Personal involvement in hill walking, snowsports and / or climbing activities
· Membership of Mountaineering Scotland and / or an understanding of the work of the Mountaineering Scotland and a passion for Scotland’s mountains, 
· Experience gained in a membership organisation, in a membership recruitment or marketing role 

· Experience of working with volunteers 

Expectation
· The post holder is expected to understand, and where appropriate, apply the policies and procedures contained in the Mountaineering Scotland Company Manual.
Accountable to whom
· The post holder reports to the Chief Executive Officer who is the line manager. 

Grade 

Specialist Officer - Salary up to £31,982 p/a
Working Hours

The post holder will work a 37 hour week, excluding lunch breaks. The duties of the post may require the post holder to work an occasional unspecified number of irregular hours including evening and weekend work, in which case the post holder is entitled to time off on a one-for-one basis, to be agreed with the line manager.
Probationary Period
The post is subject to the completion of a successful 6-month probationary period, which will be assessed on the basis of the Performance Measures stated above. The line manager will hold interim review meetings on a regular basis prior to the expiry of the probationary period.
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