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Job Description

Member Services Officer

July 2026 












	Position Title and Post Number

	Member Services Officer

	Department 

	Democratic Services 

	Band

	OneTeam – Band 5

	Location
	Hybrid (Brentwood)


	Reporting to

	Corporate Manager – Democracy & Governance

	Work location and arrangements
	The span of work for this role covers both Rochford District Council and Brentwood Borough Council. 

Hot desking or Agile working


 
Brentwood Borough Council and Rochford District Council (together referred to as the “Councils”) have come together to form a strategic partnership (“the OneTeam Transformation”) the purpose of which is create a unified officer team which will share knowledge, experience, and projects for the overall benefit of both Councils, developing unified ways of working including common policy and processes.

This post will be required to work at both councils’ premises at Rochford District Council and Brentwood Borough Council. You may reasonably be required to work at any other of the Councils’ premises as required to meet the needs of the service.

The Councils are committed to safeguarding and promoting the welfare of children and adults, and expects all employees, contractors, and volunteers to share its commitment to prevent abuse, harm, or exploitation.

MAIN PURPOSE 

To provide flexible, high-quality and proactive support to the Leader and all Members of the Councils, enabling them to fulfil their roles as elected Members and effectively represent their communities. The post holder will support Members with ward work, resident enquiries, casework, service requests and local issues, ensuring matters are recorded, progressed and responded to in a timely, professional and impartial manner.

The role will act as a key point of contact for Members, helping them navigate Council processes, liaise with officers and service areas, obtain information and updates, and manage competing priorities in a fast-paced and confidential environment.

Support arrangements will be responsive and flexible to meet the needs of Members, the Democratic Services function and the wider Councils, while maintaining political neutrality, confidentiality, data protection and high standards of customer care.

This is a politically restricted post as set out in the main provisions of Part 1 of the Local Government and Housing Act 1989 (section 2)(as amended). The law aims to ensure the political impartiality of local government staff who hold posts involving duties of a politically sensitive nature.


MAIN RESPONSIBILITIES

1. To provide high-quality executive support to the Leaders of the Councils, including diary coordination, meeting preparation, briefing support, correspondence, information gathering and follow-up actions as required.

2. To support the Leader and all Members of the Councils in organising and managing their work, including ward matters, resident enquiries, service requests, local issues and competing priorities.

3. To act as a key point of contact for Members, providing professional, responsive and impartial support to help them fulfil their roles as elected representatives.

4. To receive, log, monitor and progress Member casework and ward enquiries, maintaining accurate records of actions, deadlines, responses and outcomes.

5. To pursue enquiries on behalf of the Leaders and Members of the Councils, liaising with officers, service areas, external organisations and stakeholders to obtain information, progress matters and carry out follow-up action.

6. To triage Member requests, identify the appropriate service area or officer, seek updates and escalate matters where responses are delayed or issues require senior input.

7. To liaise with the Leaders, Members, officers, partners, stakeholders and members of the public on a daily basis to exchange information, progress enquiries and support effective communication.

8. To prepare or coordinate written updates, draft responses, briefing notes, background information and research to assist Leaders and Members in meetings, correspondence and ward-related matters.

9. To support Members in navigating Council processes, officer contacts, service responsibilities and agreed protocols.

10. To handle a wide range of matters, often of a confidential, sensitive or politically restricted nature, ensuring political neutrality, confidentiality and data protection are maintained at all times.

11. To identify recurring themes, service pressures or community concerns arising from Member enquiries and share relevant insight with Democratic Services, managers and service areas as appropriate.

12. To organise and prioritise workload, diary and service commitments to ensure deadlines are achieved and the flow of work supports service targets and objectives.

13. To maximise personal productivity, minimise duplication and errors, and manage information efficiently and securely through effective use of Microsoft 365 and internal IT systems.

14. To work flexibly by providing cover for colleagues within the service, ensuring standard office hours are covered and supporting occasional evening or weekend meetings as required.

15. To participate in training and development as directed, using relevant learning opportunities to improve personal skills and the effectiveness and efficiency of service delivery.

16. To lead or undertake specific projects as directed.

The above duties and responsibilities give a broad outline of the functions of the post.  However, by necessity, these duties must be approached in a flexible manner to accommodate the changing needs and demands of the service provide by OneTeam at Brentwood Borough Council and Rochford District Council.  The post holder will be expected to adapt to changing circumstances and therefore the outline of duties may change from time to time.

Corporate responsibilities 

All roles will be required to work at both councils’ premises at Rochford District Council and Brentwood Borough Council. You may reasonably be required to work at any other of the Councils’ premises as required to meet the needs of the service.

The post holder will be expected to follow the Councils’ policies and procedures and act in a flexible, cooperative and professional manner at all times, assisting colleagues to maintain an efficient and efficient service delivered economically.  The post holder will also be expected to operate within corporate standards of performance and security.  In addition, the post holder will be expected to contribute to the general tidiness and housekeeping and ensure a safe working environment is maintained.

To observe all the requirements of Safeguarding and to report any potential Safeguarding concerns in accordance with the Council’s Safeguarding Policy.

Ensuring that all data and sensitive information collected by the service meets the requirements set out in the Councils’ policies and procedures meeting the legislative requirements of the current Data Protection legislation applicable

To comply with all appropriate legislation and Council policies including the Officers Code of Conduct, Health, and Safety at Work, etc. Act 1974 and the Council’s Health and Safety Policy and procedures.

To support the Council’s Equalities & Diversity and Inclusion Policies.

All staff may on occasions be required to support the Councils to deal with emergency situations affecting the community we serve. In the event of such an emergency or, of a rehearsal for such an event, the Postholder may be required to attend at times and at locations outside of the norm for the post and to adopt the duties directed by the Officer in Charge for the duration of the emergency situation.

Any other duties appropriate to the post: These other duties must be equivalent to or below the salary and status of the role and, where appropriate, under the Equality Act 2010, due consideration must be given to any employees with a “protected characteristic”.

Review

The duties and responsibilities of this post may vary from time to time according to the changing requirements of the Council. The job description may be reviewed at the discretion of the Director in the light of those changing requirements and in consultation with the postholder. In any event, the Head of Paid Service reserves the right to review and amend the job description.



PERSON SPECIFICATION

	Position Title:
	Member Services Officer
	Date Prepared:
	July 2026

	Team
	Democratic Services 
	Band:
	OneTeam – Band 5

	AF= Application Form                   I = Interview                              T= Test



	
	REQUIREMENTS
	Essential
	Desirable
	Assessed

	1.
	EXPERIENCE AND KNOWLEDGE
	
	
	AF/I/T

	1.1
	Experience of providing high-quality executive, senior administrative or personal assistant support, including diary management, meeting preparation, correspondence and follow-up actions.
	✓
	
	AF/I

	1.2
	Experience of handling enquiries, casework, service requests or complaints, including logging, monitoring, chasing responses and maintaining accurate records.
	✓
	
	AF/I

	1.3
	Understanding of local government, democratic processes and the role of elected Members.
	✓
	
	AF/I

	1.4
	Experience of working in a politically sensitive, confidential or member-facing environment.
	
	✓
	AF/I

	2.
	SKILLS AND ABILITIES
	
	
	

	2.1
	Excellent organisational skills, with the ability to manage complex diaries, meetings, priorities and deadlines across more than one Council.
	✓
	
	AF/I

	2.2
	Strong written communication skills, with the ability to draft clear correspondence, updates, briefing notes, responses and background information.
	✓
	
	AF/I/T

	2.3
	Ability to triage enquiries, identify appropriate routes for resolution, chase updates and escalate matters appropriately.
	✓
	
	I/T

	2.4
	Ability to maintain political neutrality, confidentiality, discretion and data protection when handling sensitive information and Member casework.
	✓
	
	AF/I

	2.5
	Excellent interpersonal and customer care skills, with the ability to build effective working relationships with Members, senior officers, partners, stakeholders and residents.

	✓
	
	AF/I

	2.6
	Advanced IT skills, including confident use of Microsoft 365 applications such as Outlook, Word, Excel, PowerPoint and Teams, and the ability to use case management or records systems accurately.
	✓
	
	AF/I/T

	2.7
	Ability to work autonomously, remain resilient under pressure and exercise sound judgement in a fast-paced and politically sensitive environment.
	✓
	
	I

	3.
	EDUCATION AND TRAINING
	
	
	

	3.1
	Five GCSEs at grade A-C/4-9 including English and Maths, or equivalent level of literacy and numeracy.
	✓
	
	AF

	3.2
	NVQ Level 3 in Business Administration, Customer Service or a related subject, or equivalent relevant experience.
	✓
	
	AF

	4.
	OTHER
	
	
	

	4.1
	Flexible approach to working arrangements, including the ability to work across both Councils’ locations and support occasional evening or weekend meetings where required.
	✓
	
	I

	4.2
	Commitment to the Councils’ values, behaviours, equality, diversity and inclusion principles, and high standards of public service.
	✓
	
	I

	4.3
	Commitment to continuous improvement, learning and development to improve personal effectiveness and service delivery.
	✓
	
	I
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