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JOB DESCRIPTION 
POST TITLE BJA:  Membership Services Manager 

DEPARTMENT:   Corporate Services  

REPORTS TO:   Head of Marketing and Membership Engagement 

ROLE GRADE:    

LOCATION:    BJA Head Office, Birmingham Road, Great Barr, Walsall 

 

ROLE PURPOSE 
 
Contribute to the achievement of the BJA’s strategic vision and mission, by delivering high-quality 
membership and customer focused services to ensure that membership acquisition, retention and 
engagement goals are achieved.  
 
Lead the Membership Services team to ensure they provide the highest quality of customer service, which is 
professional and approachable for clubs, members and the general public who need help, advice and 
information on any aspect of the Association’s activities or services. 
 
KEY FOCUS AND SCOPE 
  
Work with internal colleagues, members, clubs and associations to ensure that a high level of customer 
service is provided by the BJA. 
 
The post-holder is the BJA’s Customer Champion, ensuring that together with the Marketing and 
Membership Engagement Team, the BJA listens customer needs and ensure that the company responds in 
the most effective and relevant and personal way.  
 
KEY RELATIONSHIPS 
 

DIRECT REPORTS: Membership Relations Officers 

 

OTHER KEY RELATIONSHIPS:  Sport Director, Performance Director, Corporate Services Leadership Team, 

Technical Manager, Sport England, Home Country Judo Unions, BJA Areas, 

BJA Clubs, Fulfilment Centres 

 
KEY ACCOUNTABILITIES 

 

• Uphold, advocate and ensure staff and athletes comply with the BJA’s values and behaviours. 

• Implement a customer service charter to deliver high quality support and service to all customers by 
all staff. 

• Performance manage Customer Service Team and the quality of interactions with customers and 
members. 

• Achieve annual Net Promoter Score rating goals. 

• Maintain the BJA’s CRM system and ensure it is fit for purpose for use by members, clubs, areas and 
staff. 
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KEY RESPONSIBILITIES & DELIVERABLES 

 

1. Create a high-performing environment that optimises staff effectiveness and efficiency and meets 
the BJA’s strategic and business plan objectives. 

2. Lead, motivate, develop staff to ensure they are fully motivated to achieve best performance to meet 
the BJA’s needs.  

3. Manage, appraise and modernise the customer service team to continually improve processes and 
outcomes  

4. Ensure the customer services team are the primary point of contact for telephone and general 
enquiries, referring calls or enquiries to relevant staff. 

5. Take action to achieve NPS year on year.  
6. Champion the customer throughout the BJA business, balancing customer needs with business 

requirements and presenting a compelling case for internal change and improvement  
7. Agree priorities and standards and manage the customer services team to deliver and achieve them. 
8. Ensure the membership team are able to support members to utilise the CRM system to make 

payments and maintain accurate records and fulfil membership resources. 
9. Manage Club Memberships:  payments and liaison with clubs – including checking of insurance, DBS, 

coaching requirements and confirming that all clubs meet BJA requirements, liaising with Judo 
Scotland, Northern Ireland Judo Federation and Welsh Judo. 

10. Ensure that poor performance is not tolerated and is remedied via support, training or disciplinary 
action as appropriate. Liaise with Human Resources on all employment issues.  

11. Provide ‘account management’ to major clubs; provide advice and support to members and clubs. 
12. Ensure that the computer systems in place (e.g. CRM, Webpages) are being used to the required 

standards and identify and promote areas of efficiency.  
13. Ensure head team complies with the Health and Safety at Work Act requirements. 
14. Work with the Corporate Services Director and colleagues, to drive continual improvement in people, 

technology, processes, service and product design and build.  
15. Advise upon new strategies to improve the customer service experience.  
16. Attend key events (by agreement with line manager) to promote customer service and listen to the 

needs of members. 
17. Manage budgets effectively and promote requirements for additional funding where they can 

increase the customer recommendation ratings and increase overall business performance.  
18. Build collaborative, effective and robust working relationships with Home Country Judo Unions. 
19. Manage budgets effectively and be able to promote requirements for additional funding where they 

can increase the customer recommendation ratings and increase overall business performance.  
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ADDITIONAL INFORMATION 
 

1) The post holder must maintain an appropriate standard of confidentiality and comply with the BJA’s 
Company Rules, Policies and Procedures. 
 

2) Personal circumstances must allow the candidate to work extended hours on occasions during times of 
peak activity (events) including evenings and weekends throughout the UK. 

 

3) The Job Description may be subject to change at the discretion of the British Judo Association and in 
accordance with business developments.  Any changes will be communicated to and consulted with the 
post holder appropriately. 
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PERSON SPECIFICATION 

 

TECHNICAL / SPECIALIST KNOWLEDGE / QUALIFICATIONS 
 Essential Desirable 

Recognised qualification in leadership and or managementC  X 

In receipt of an up to date DBS/CRB check X  

Full Driving Licence X  

Awareness and understanding of appropriate Data Protection legislation  X X 

Awareness and understanding of club Judo and the needs of Judo.  X 

 

EXPERIENCE 

 Essential Desirable 

Minimum of two years’ experience  in a team leader / manager X  

Experience of working a sports development role – enabling participation growth.  X 

Experience of working in a membership or customer relationship environment  X  

Experience of leading or playing a role in cultural change in a business or sporting 
environment 

 X 

Experience of administrative work, including Microsoft Office and databases X  

Experience of working with customer relationship management systems X  

 

ABILITIES/ SKILLS 
 Essential Desirable 

Ability to lead people / teams and challenge appropriately through questioning X  

Ability to translate strategy in to action through the leadership and management of 
teams.  

X  

Empathetic and approachable. X  

Positive demeanour, and able to find solutions to problems X  

Attentive to detail X  

Resilient and determined X  

Effective written and verbal communication skills. X  

Ability to coach and influence people to improve performance X  

Highly organised approach to work 
 

X  

 
 
 

 


