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JOB SPECIFICATION 
 

Company: The Institute of Directors South Africa NPC (IoDSA) 

Job Title: Senior Manager: Member Services and Operations 

Reports to: Executive: Governance and Member Services 

Based at: Grayston Ridge Office Park, Block B, 144 Katherine Street, Sandown 

1. Job Purpose and Role 

The purpose of the Member Services & Operations Senior Manager role is to provide strong operational, 
governance, and delivery management of the IoDSA membership department by ensuring effective 
membership operations, controls, system integrity, revenue management, reporting discipline, and 
continuous service improvement—thereby supporting member value, retention, and the IoDSA’s 
strategic objectives. 

The role requires an individual with strong project, system and team management experience, and 
excellent communication and comprehension skills, capable of applying their mind to complex scenarios 
and finding solutions.  

Membership plays a vital role in the IoDSA’s operations, strategic objectives, and reputation. As a 
Member Services & Operations Senior Manager, you will be an ambassador of the IoDSA and are required 
to act with utmost confidentiality, professionalism, accuracy, and efficiency to deliver quality service and 
ensure members have a positive experience at every interaction.  

A successful Member Services & Operations Senior Manager runs a disciplined, efficient and well-
governed membership department. Membership processes are clear and consistently applied, systems 
are reliable and trusted, targets are met and the membership team operates with confidence, 
accountability and professionalism 

 
2. Key Areas of Accountability and Responsibility 

Member Services and Operations 
Accountability/Aim:  To manage and oversee the membership department and team to ensure 

disciplined execution of membership processes, compliance with policies, 
achievement of financial and operational targets, and delivery of approved 
business plans and strategic initiatives. 

Key Responsibilities Team Management and Culture 

• Lead, manage, and develop the membership team and Member Relations 
Manager, fostering a high-performance, accountable, and service-oriented 
culture. 

• Set clear performance expectations and targets aligned to the business plan 
and individual role mandates. 

• Promote team independence and ownership while maintaining appropriate 
oversight and controls. 

• Provide guidance and support to team members where needed. 

• Foster a collaborative and positive work environment. 

• Lead by example in respect to attitude, customer service and professional 
stakeholder management. 

Membership Processes, Policies and Governance 

• Review, maintain, and propose updates to membership processes, policies, 
rules, and supporting documentation in line with member governance 
requirements and evolving organisational needs. 

• Translate membership rules and policies into clear, practical application 
guidelines and process manuals for the membership department. 

• Ensure that the team fully understands and consistently applies 
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membership policies and decision frameworks. 

• Develop, maintain and manage proposal, agreement and communication 
templates. 

• Own and design the member lifecycle with strategies to retain and promote 
membership. 

Operational Performance and Planning 

• Ensure the membership department operates efficiently and effectively 
against agreed targets, budgets, and operational plans. 

• Develop and manage the annual membership operational plan aligned to 
organisational strategy. 

• Monitor performance trends and proactively address risks, bottlenecks, or 
capacity constraints. 

Membership Administration and Approval 

• Oversee membership applications, admissions, upgrades, and status 
change administrative processes. 

• Approve member admissions and changes in line with delegated authority 
and IoDSA membership regulations. 

• Maintain oversight of membership numbers, categories, and trends, 
ensuring integrity and accuracy. 

• Approve NED Vacancy ads and website content. 

• Approve SBD forms for executive signature. 

• Approve CV search reports prior to sending to clients. 

• Act as an escalation point for complex membership decisions, applications, 
or disputes, within delegated authority. 

• Assist the membership team as and when required and during busy periods. 
Revenue, Budgets and Financial Controls 

• Take responsibility for membership revenue targets, budgeting, 
forecasting, and financial performance. 

• Oversee reconciliations, billing accuracy, and collaboration with the 
Finance Department on revenue recognition. 

• Monitor variances, identify risks to revenue, and implement corrective 
actions. 

• Ensure that financial processes are compliant with governance 
requirements. 

Strategic Initiatives and Projects 

• Lead or support the implementation of approved strategic membership 
initiatives and projects (such as membership model changes, systems 
implementations, process redesign). 

• Translate strategy into executable operational plans with timelines, 
milestones, and resourcing. 

• Track project progress and report on delivery against objectives. 
Membership CRM and Digital Enablement (Systems Oversight) 
Accountability/Aim:  To act as the business owner of the membership CRM and related member 

platforms/systems, ensuring usability, data integrity, automation, and alignment 
with operational and strategic requirements. 

Key Responsibilities • Oversee the membership CRM system’s day-to-day operation, 
configuration, and performance. 

• Ensure that membership processes are correctly reflected and embedded 
within system workflows. 

• Continuously evaluate system automations and digital processes to 
enhance efficiency, accuracy, and scalability. 

• Define and prioritise system enhancements, upgrades, and process 
improvements in collaboration with IT and service providers. 

• Ensure accuracy, integrity, and completeness of member data, including 
regular validation and quality checks. 
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• Manage the uploading, maintenance, and governance of member fee 
structures, pricing, invoicing rules, and renewal logic within the system. 

• Ensure alignment between CRM outputs, financial systems, and reporting 
requirements. 

• Oversee the member section of the IoDSA website, ensuring content 
relating to membership categories, benefits, processes, and services is 
accurate, current, and accessible. 

• Ensure member information reflects approved policies, offerings, and 
service standards. 

Member Retention and Development 
Accountability/Aim:  To ensure IoDSA delivers a coherent, compelling, and continuously improving 

membership offering that supports retention, value creation, and institutional 
sustainability. 

Key Responsibilities Retention and Renewal Oversight 

• Hold overall accountability for membership retention outcomes and 
renewal performance. 

• Oversee the design and execution of member renewal processes, 
campaigns, communications, and mailers. 

• Identify retention risks, bottlenecks, and systemic issues, and implement 
corrective actions. 

• Work closely with the Member Relations Manager to act on insights relating 
to member experience, dissatisfaction, or disengagement. 

Marketing and Campaign Initiatives 

• Oversee membership-related marketing campaigns in collaboration with 
communications and marketing teams. 

• Ensure campaigns are aligned to strategic objectives, membership targets, 
and brand standards. 

• Monitor the effectiveness of campaigns and adjust approaches based on 
performance data. 

Member Value Proposition and Services 

• Oversee and ensure achievement of new member targets, working closely 
with the Member Relations Manager. 

• Review and assess insights and recommendations provided by the Member 
Relations Manager. 

• Translate member feedback and experience insights into actionable 
operational improvements, in collaboration with the Member Relations 
Manager. 

• Identify opportunities for new or enhanced member services, benefits, and 
offerings aligned to member needs and professional standards. 

• Oversee member value proposition deliverables, changes and 
implementation. 

• Ensure consistency between the stated value proposition and actual service 
delivery. 

• Track implementation of approved improvements and report on outcomes 
Member Benefits and Partners 

• Oversee member benefits and benefit partners, in collaboration with the 
Member Relations Manager. 

• Develop member benefit strategy plan. 

• Ensure member benefits are clearly articulated and promoted to members. 
Reporting 
Accountability/Aim:  To ensure accurate, timely, and decision-useful reporting on membership 

operations, performance, and strategic progress. 
Key Responsibilities • Produce accurate reporting on:  

▪ Membership numbers and trends. 
▪ Retention, renewals, and revenue. 
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▪ Operational performance and service levels. 
▪ CRM and data integrity. 
▪ Progress on key initiatives, business plans and targets. 

General 
Key Responsibilities • Ensure compliance with POPIA and relevant data protection requirements 

for member information (in collaboration with compliance functions). 

• Contribute to strategic planning, budgeting, and organisational 
performance discussions. 

• Assist the Executive: Governance and Member Services as required. 
 

 
3. Qualifications, Experience and Skills 

• Relevant tertiary qualification (Business, Commerce, Marketing, Communications, Public Relations, or 
similar). 

• Minimum 5 years’ experience in membership or related business operations management. 
• Minimum 3 years in a senior management or leadership role (preferable). 
• Experience managing CRM systems, teams, and revenue processes in complex environments. 
• People leadership and performance management experience. 
• Excellent verbal and written communication skills – non-negotiable. 
• Excellent time management and organisational skills. 
• Experience within professional bodies, institutes, associations, or similar stakeholder-driven 

organisations (advantageous). 
• Experience with policy interpretation and governance application (advantageous). 
• Project management experience (advantageous). 
• Proficiency with Microsoft Office suite and experience with Microsoft Dynamics 365 CRM  

(advantageous). 
 

4. Key Competencies and Attributes 
 
Mandatory behavioural competencies: 

• Purpose: Show commitment, be dependable and understand the why, and do the right things. 

• Passion: Be innovative, agile, efficient & have drive. 

• Performance: Display excellence, solution-orientated, can take on more, commitment to 
improvement. 

• Professionalism: Act with integrity, show respect, be a team player and have good communication 
skills. 

 
Additional: 

• Strong sense of ownership and accountability 
• Detail-oriented with a strategic mindset 
• Calm, decisive, and governance aware 
• Collaborative but firm in enforcing standards 
• Strong attention to detail and accuracy 
• Problem-solving and results-oriented mindset 
• Good self-discipline and self-management (i.e. ability to work independently without constant 

supervision or micromanagement) 
• Inquisitive and innovative mindset 
• Customer service-oriented approach  
• Strong interpersonal skills 
• Self-starter with a positive attitude 
• Ability to maintain a high-level of confidentiality 
• Ability to talk to all audiences in an organisation from the front desk to the Board Chair 
• Go beyond the minimum requirements attitude 
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5. Working Conditions 

• Office hours are between 09h00 to 16h00, however, as the role is in a client-facing environment, 
working hours may extend outside of these normal working hours depending on client, member and 
work demands. The ability to manage such changes and ensure work deliverables are met is required. 

• The IoDSA operates on a hybrid working model; the individual will be required to be in the office for 
a minimum of 3 days a week, and/or as and when required.  

• The department and organisation is a fast-paced and high-performance environment. 

• Own transportation is required. 
 
 
 

Applications and queries to be sent to: ThembaR@iodsa.co.za  
Subject Line:  Snr Manager: Member Services and Operations  
Application deadline: 8 May 2026 
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