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Permanent, full-time 
National Office, Te Whanganui-a-Tara (Wellington)
Grade N From $121,786
About NZEI Te Riu Roa | Mō Te Riu Roa
NZEI Te Riu Roa is a dynamic and innovative organisation that represents the professional and industrial interests of around 50,000 primary and early childhood teachers, specialist education and advisory staff, early childhood and school support staff. 
We are committed to high-quality education, to honouring and giving effect to Te Tiriti o Waitangi, and to maximising the contribution our union and educators can make to a decent society for all New Zealanders. Mōku te Ao guides our way of working.
NZEI Te Riu Roa is an organising union and a campaign-based organisation that involves its membership, their elected structures and processes, in conjunction with its staff structures and processes, in all its activities.  We focus on protection and promotion of the industrial and professional interests of members and take a strategic and focussed approach to achieving members’ goals.
Position purpose | Ngā kaupapa
The key purpose of the Lead - Member Support Centre is to lead the team (contact centre) to ensure members receive professional, accurate and timely support and advice on employment and union organising and campaign matters.
As a crucial front-facing part of our union, you will lead and coach staff in the Member Support Centre, oversee and plan the application and ongoing development of ways of working, and monitor and provide the front-line advice and support to members.
People Leadership and Development | Ārahitanga

· Reflect Mōku te Ao in all interactions.
· Train, coach and support Member Advisory Officers. 
· Develop and maintain a positive and cohesive team. 
· Build and maintain strong member-focused relationships based on Mōku te Ao.
· Develop, monitor and maintain effective reporting processes. 
· Lead the implementation of union goals in a call centre environment.
· Lead and maintain a team focus on customer service.
· Professional engagement with the Ministry of Education and Edpay related to problem resolution of member and payroll issues, and other external stakeholders as required.
· Contribute to and operationalise campaign and organising strategies ensuring consistent responses to enquiries.
· Develop and maintain strong relationships across teams

Demonstrated by:
· Development plans are established and implemented for Member Advisory Officers that complement and advance identified areas for growth.
· Regular 1:1s, appraisal and debriefing of difficult calls. 
· Demonstrated actions supporting team development and ways of working.
· Participation in and contribution to, campaign planning and briefings, regular customer service analysis, and other relevant whole-of-union activities.
· A team where Mōku te Ao and Te Tiriti are reflected in all interactions, and knowledge of te reo and tikanga grows.
· An integrated approach to problem solving and engagement across relevant teams that enhances the experience and outcomes for members.

Key responsibilities and performance expectations | Ngā haepapatanga

Operational efficiency and continuous improvement

· Provide briefings to the Member Advisory Team on priorities, new information and strategic plans 
· Work alongside the campaigns team to provide input for briefings on campaigns and bargaining
· Monitor, analyse and report on call centre metrics.
· Assess methods and systems of the Member Support Centre operation (including the CRM) and apply continuous improvement.
· Ensure service standards are met.
· Ensure ongoing development and recording of the Member Support Centre knowledge base.
· Establish and maintain processes for all forms of contact – calls, emails, social media, website and voicemail.
· Manage and prioritise workload, scheduling and leave for the team.

Demonstrated by:
· Documented regular team meetings.
· Documented regular metric and service standard reporting.
· Evidence-based approach to continuous improvement.
· Smooth operation of call centre with peak volumes managed well in conjunction with the Director – Tautoko when necessary.

Provision of advice and support

· Provide (and ensure the team provision of) relevant and clear advice / options / solutions / resources to resolve member queries and concerns, and actively follow up action and advice as required.
· Collaboratively develop and review operational protocols relevant to the work of the Member Support Centre.
· Refer matters to other staff / team per agreements
· Act as a key resource for the Manaaki Tangata (member assist) programme.
· Develop team strength in handling difficult calls and manage the escalation of challenging interactions and debrief colleagues as required. 

Demonstrated by:
· Applying sound knowledge of member issues, union campaigns, education sector operation and employment relations in member interactions.
· Managing work within appropriate service level times.
· Being alert to trends in enquiry and highlight significant matters of interest to relevant staff.
· Participation in and contribution to, Manaaki Tangata resource development, training and support.

Undertake any other duties consistent with the overall purpose of the position as determined by their line manager. 
Key relationships | Whanaungatanga
The role requires an ability to develop and maintain excellent relationships with a wide variety of people and roles including but not limited to: 
· Member Advisory Officers (your team)
· Members and prospective members
· Director – Tautoko – retention and support (line manager)
· Directors of Growth, System Shift and Legal
· Team Leader - Communications
· Ministry of Education
Skills and attributes | Tūmanako 

The Lead - Member Support Centre will also have the following skills and attributes: 
· Proven leadership, team development and problem-solving skills
· Demonstrated ability to work effectively under time and other pressures, preferably in a union call centre context
· Excellent communication skills
· An active commitment to embedding Mōku te Ao and Te Tiriti o Waitangi
· Demonstrated experience of interpreting and supporting compliance of collective employment agreements
· Knowledge of issues facing the education sector, and of employment law and practice
Values | Uara 

Mōku te Ao is how NZEI Te Riu Roa works to drive change in the education system. Mōku te Ao is based around eight pou. These pou are listed below, along with examples of how these pou are demonstrated in the worklplace. 
Tikanga  

· we engage, talk and work with each other in a way that embodies appropriate and respectful tikanga  
· we ensure our practices are culturally appropriate  
· we contribute to ensuring NZEI Te Riu Roa processes and policies, including inclusion of appropriate rites and rights.  

Manaakitanga  

· provide and look after all manuhiri, kaimahi and members  
· display a duty of care to support, respect and uplift each other  
· care for each other as people and as ngā hoa mahi  
· check in with each other.  

Whakamana  

· celebrate colleagues with dual or multiple language skills and knowledge  
· enhance your own and other’s mana  
· have access to professional development  
· are valued and have power in your work.  
Whanaungatanga  

· feel able to engage in responsive, engaging and reciprocal relationships  
· work to ensure Mōku te Ao: Ngā Pou me tikanga are visible in all practices and hui  
· create space so that links with whānau are established and encouraged.  

Rangatiratanga  

· we are responsible and committed to contributing to an environment where everyone feels safe, valued and celebrated  
· we are all welcome to express ourselves through our cultural context  
· we all call out racism.   

Whakapapa  

· we all share NZEI Te Riu Roa whakapapa and work together to reflect this in our work  
· everyone feels proud of their whakapapa and able to share theirs in the workplace  
· we all are empowered and feel that our sense of being is respected in the workplace.  

Wairuatanga  

· all kaimahi respect everyone’ individual beliefs  
· we work in a way that reflects an understanding of wairua  
· we understand and look after ourselves and others’ wellbeing.  

Kaitiakitanga  

· we connect with and care for our working world in ways that are responsive to Māori values  
· we create a culture of awareness that encourages connection with others in the care of our natural world  
· we all care for the environment that we are in
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