
  
   

 

 

Job Description 
 
Job Title:  Head of Member and Supporter Services 
 
Responsible to:  Director of Operations 
  
Salary:   £28,000 - £32,000 pa 
  
Benefit:    8% Employer’s Pension Contribution 
 
Tenure:  Permanent 
 
Hours: 40 hours/week 
 
Location:  Lib Dem HQ, London (or any other Greater London location) 

 
 

Purpose of job: 
 
To organise and supervise a small team who work in shifts between 9am-9pm to 
ensure the smooth-running of our inbound/outbound telephone lines, handle all 
incoming electronic and postal communications and achieve set fundraising targets 
and quarterly membership renewals. Work with our commercial external call centre to 
deliver key fundraising campaigns and other ad hoc projects. Resolve complaints in 
conjunction with other departments and maintain excellent working relationships with 
members/supporters as well as the local party network to help drive membership.  
 
Main Role Responsibilities: 
 

 Day-to-day management of 2 full and 3 part-time staff, covering outbound 
calling, phone fundraising and inbound communications. Scheduling shifts, 
motivating and developing staff. 

 Overseeing front-of-house operations (1 staff member), responsible for a 
number of operational supplier contracts. 

 Managing the Leader’s Inbox, handling all incoming emails for the Party 
Leader. 

 Managing supplier relationships with our external call centre looking after key 
fundraising campaigns and quarterly membership renewals. 

 Creating, analysing and reporting on appropriate KPIs to test customer service 
delivery and to provide a window into our membership satisfaction. 

 Improving customer satisfaction across all touchpoints, identifying and leading 
on the actions that will enhance member and supporter experience and 
satisfaction. 

 Ensuring all membership payments and donations are processed quickly and 
membership data is kept up-to-date.  



 Working closely with our Membership, Fundraising and Compliance teams to 
ensure best practice is maintained throughout the Party. 

 Overseeing the production and delivery of new member Welcome Packs.  

 

 

Person Specification 

 

Essential 

 

 An experienced customer service professional with prior experience of 
managing teams in multi-channel customer contact environments 

 Motivated to drive improvements in the customer experience and champion the 
delivery of great customer service, with the confidence to own the complaints 
resolution procedure. 

 Knowledge of membership retention and recruitment 

 History of phone fundraising. Knowledge of phone script writing (membership 
and/or fundraising) 

 Excellent interpersonal, communication, and motivation skills. Strong oral and 
written communication skills. 

 Experience working with customer service software, databases and tools. 

 Strong team player who is flexible and supportive to the needs of other 
departments and stakeholders. 

 Strong project planning and organisational skills 

 Good analytical skills 

 Sympathetic to the aims and values of the Liberal Democrats 

 Flexibility to work at least 2 late shifts per week (12.00 – 21.00) 

Desirable 

 Experience using Salesforce 

 Experience in managing outsourced call centres 

 Knowledge of the British political landscape 

 Basic knowledge of campaigning 

 


