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Welcome
Hi, I’m 
Jay Bolaky
.  I am so pleased you are considering your next 
career move with us. 
At NHSP Member Support Hub
 
our mission is to provide exceptional, compassionate, and efficient 
support to NHS professionals.  Our 
Member Support Advisors
 
are trained to provide the very best 
experience.  W
e  
are dedicated to ensuring every interaction is seamless and effective, leveraging 
modern communication tools to achieve first contact resolution. Our commitment is to empower 
healthcare workers by offering reliable assistance 
via telephone, 
web chat, web contact forms, and 
emails, fostering a supportive environment where every query is resolved with care and precision
.
But this isn’t just any 
Member Support Advisor role, every interaction our Member Support Advisors 
answer, and every query we resolve, helps support health care professionals working in NHS trusts and 
hospitals across the country.
Join us and you’ll be part of a customer
-
focused community, receiving first class training, and exceptional 
career development opportunities, within a culture truly driven by care.
You’ll enjoy unique benefits, such as a dedicated 30
-
minute well
-
being break each week (in addition to 
your scheduled breaks) and a generous annual leave allowance of 27 days, with the option to buy up to 
an extra 3 days annual leave each year!  You’ll also have access to a range of exclusive discounts and 
money saving offers with the Blue Light discount card and the opportunity to earn incentives via our very 
own employee engagement platform, our ‘star of the month’ initiative and our referral scheme.
To find out more about our superb benefits package, why not visit our careers website? 
LINK TO BE 
ATTACHED HERE
So, if you are passionate about 
getting it right the first time for the customer
, have demonstrable 
experience of working to targets and want a career where you can make a difference
, we want to hear 
from you.
Jay Bolaky
National Service Centre Manager


About Us
We care, it’s personal
For us, this isn’t just a job. We are proud of our purpose in putting people into places 
to care. We care, because the positive impact we make is good for everyone.
Smart solutions, expertly delivered
Our experience and expertise set us apart. With a can
-
do attitude and a collaborative 
approach, we make "yes" happen. 
Be bold, make change
We seek opportunities to challenge, evolve, improve and grow. We always find 
smarter, simpler and faster ways to deliver.
One team, 100%
By working collaboratively, we know we can achieve anything. 
We are committed to being inclusive and authentic in everything we do.
We run the largest NHS staff bank, placing over
180,000
 
healthcare professionals into NHS Trusts each 
year. Uniquely we are owned by the Department of Health and Social Care and any surplus we make is 
reinvested back into the wider healthcare economy.
United by a passion for the NHS, our talented team of over
1
,200
 
corporate employees are working 
behind the scenes to ensure that we can continue providing support to the NHS, when they need it most.
Whether that’s last
-
minute shift cover at a local hospital or providing over 20,000 vaccinators to the 
COVID
-
 national vaccination programme 
19
–
 
NHS Professionals plays an integral role in helping our NHS 
deliver safe, efficient, and effective healthcare services throughout the UK.
Our Vision
Driven by a passion for the NHS and its people, our vision is to become the NHS’s workforce partner of 
choice.
We are experts at 
putting people in places to care
, 
and in 2022 
our Bank Members delivered 39 million 
hours of care, saving our NHS Trusts over £6.5 million in agency costs.
Our Values


Job Description
Job Title: Member Support Advisor
Grade: 
Level 1
Location: 
Home Based
Role
The 
Member
 
Support Advisor 
role 
is the central contact point for all NHS Professionals customers.  
Member Support Advisors therefore need to ensure they are happy working in a fast paced, multi
-
channel environment providing an outstanding, pro
-
active customer experience through a variety of 
contact channels measured against industry standard KPI’s. 
Member Support Advisors
 
will handle customer enquiries via 
the telephone
, web chat, case 
management, and emails
.  
We believe our people matter, and we aim to empower them to deliver 
exceptional service to our customers. 
Our customers include NHS Trusts, Integrated Care Boards, Social Enterprises, and other healthcare 
organisations across the UK. We support their workforce needs by placing healthcare workers in 
care settings to deliver the best possible care
.
Responsibilities
•
Act as first point of contact for NHS Professionals customers in the Member Support 
Hub. 
•
Manages customer concerns over various channels to support customers and solve 
problems relating to service delivery in a timely manner facilitating and effecting 
solutions.
•
Provide
 
a
 
world
 
class
 
customer
 
service
 
with
 
first
 
contact
 
resolution
 
unless
 
specialist
 
knowledge
 
or
 
further
 
investigation
 
is
 
required
.
 
•
Highlight
 
any
 
unusual
 
events
 
or
 
trends
 
and
 
feeding
 
back
 
information
 
to
 
other
 
team
 
members
 
and
 
Support
 
and
 
Case
 
Lead
.
 
•
Manage
 
enquiries
 
and
 
other
 
communications
 
from
 
internal
 
and
 
external
 
customers
 
professionally,
 
promptly,
 
politely,
 
and
 
efficiently
.
•
Communicates in a clear and simple manner (written and verbal) whilst adapting to 
the needs of the customers ensures the language, tone, listening skills and 
professionalism of every interaction builds a good rapport. 


Job Description
Organisational Structure
The Member Support Advisor role fits into the following structure:
Support and Case Lead → Operations Manager
 
→ Service Centre Manager
Accountabilities
•
Deliver high
-
quality customer service across all communication channels.
•
Ensure consistent use of the Knowledge Hub by team members.
•
Support the achievement of team FCR targets.
•
Provide feedback to the 
Support and Case Lead
 
on team performance and 
development needs.
•
When required, participate in testing new systems or new deployments of existing 
systems used by both internal and external users before its deployment. 
•
Handle challenging situations where appropriate and escalate to the relevant 
parties if required.
•
Undergo retraining and refresher/update courses as and when required, always 
ensuring that knowledge and understanding is kept up to date. 
•
Actively contribute to team goals and service improvements.
•
Support the implementation of new initiatives and processes.
•
Demonstrate leadership and professionalism in all interactions.
•
Promote a culture of continuous learning and development.
•
Ensure compliance with all relevant policies and procedures.
•
Demonstrates a pro
-
active approach to ensure the expectations of NHS Professionals 
customers are exceeded, actively represent the customer throughout the organisation 
ensuring continuous improvement.
•
Ensure accuracy of information and efficiency when dealing with all our customers, 
attempting to resolve the customers query at the first point of contact. Adhering to 
agreed key performance indicators, service level agreements and quality standards to 
maximise customer satisfaction. Able to handle challenging and emotional situations 
autonomously and with confidence. Referring on tasks with specialist teams when 
appropriate to support customer service needs.
•
Create and maintain a collaborative working relationship with colleagues and 
departments within NHS Professionals.  Consistently offering help and supporting others 
with knowledge and best practise whilst respecting the opinions of others, listening to 
their views, and understanding their perspectives (values diversity). 
•
Is open to taking on different roles and additional tasks.  Actively logging in to 
appropriate channels as and when needed to support your team and the customers.


Person Specification
Criteria
Essential
When applying for this job it is important you fulfil all 
these essential requirements. 
If you do not you are unlikely to be interviewed.
Desirable
When applying for this job it is desirable you fulfil 
these requirements.  However, if you do not you 
may still apply and may be interviewed.
Qualifications and 
Knowledge:
GCSE Maths and English (or equivalent)
Basic keyboarding skills to facilitate data 
input
Salesforce
NVQ Level 2 Customer Service
ICS Qualification
Experience:
Experience of using a database
Familiarity with using Microsoft Office 
applications
Experience of working in a customer 
service environment
Experience of working in the NHS
Familiar with NHS terminology
Experience of working in a temporary 
staffing environment
NICE Telephony system
Webchat
Communication and 
People Skills:
Excellent telephone manner
Able to communicate clearly and concisely 
both verbally and in written format
Ability to work supportively as part of a 
team
Ability to remain calm under pressure
Organisational Skills
Ability to prioritise workload and manage 
multiple tasks efficiently.
Detail
-
oriented with strong problem
-
solving skills.
Specialist 
Knowledge and 
Skills
Flexible and adaptable attitude to work
Enthusiastic and interested
Calm personality, punctual and reliable
Have a flexible approach to working 
hours
Passionate and empathetic
 
 
Equality
Candidates should indicate an acceptance 
of and commitment to the principles 
underlying NHSP’s Equality and Diversity 
and Health and Safety Policies.

Our Application Process
Complete an Online Application
Our application process is quick and easy. Simply browse our current vacancies 
and apply online.
You will be asked to complete a short registration form and upload a copy of your 
CV. 
Telephone Call
Your CV will be reviewed by a member of our Talent Acquisition team.
 
We may 
give you a call to discuss your application further.
We'll keep you updated about the progress of your application via email, 
therefore please make sure you check your Inbox regularly. (Make sure to check 
your
 
Junk folder too). 
Interview
If successful, you will be invited to attend an interview with the hiring manager.
 
This is a great opportunity to ask questions and find out more about us!
Some of our roles will have more than one interview: we’ll let you know if this is 
the case.
Assessments
Depending on the role you are applying for, you may be asked to complete an 
assessment activity.
Our assessments include online aptitude or personality tests, role play, or you 
may be asked to prepare a presentation.
Offer
If successful, we will call you to make a verbal offer. We'll follow this up with a 
confirmation email.
Onboarding
Once you have accepted our offer,
 
our 
Employee Services team will
 
contact you 
to arrange a start date
 
and to let you know about arrangements for your first day.
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