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CRM, Membership and Digital Engagement Officer




	POSITION
	LEVEL
	LOCATION
	REPORTING RELATIONSHIP

	CRM, Membership and Digital Engagement Officer
	SCHADS L4
	Mt Lawley 
	Operations and Impact Manager with dotted line accountability to Marketing and Communications Coordinator and Advocacy Services Improvement Lead/Team Leader

	ORGANISATIONAL CONTEXT

	Health Consumers' Council WA (HCCWA) is an independent community-based organisation, which has operated since 1994, representing the consumer voice in health policy, planning, research and service delivery. We exist to ensure that consumers’ rights are upheld in the system at every level of decision making.

HCCWA provides an individual advocacy service to health consumers experiencing difficulties in the health system. We also facilitate respectful partnerships and inclusive, meaningful engagement at all stages and all levels so that people are able to access support to ensure diverse lived experience voices drive positive change.

	POSITION OVERVIEW

	This position is responsible for administering HCCWA’s membership processes, maintaining CRM data and supporting digital engagement activities. The role maintains day-to-day CRM data quality, prepares routine reports, assists with the implementation of the new CRM system, and maintains email lists and distributes approved content for digital campaigns. The postholder also reviews membership and engagement data to identify and recommend improvements, and provides practical support to staff to use the CRM consistently and effectively.

	VISION, PURPOSE AND VALUES

	 Vision: 	Equitable, person-centred, quality health care, and improved health   outcomes and experiences for everyone in WA

Purpose:  To amplify and champion the voices of WA health consumers and drive positive outcomes in health and healthcare. 

Values
· Equity and inclusivity: We are proactive at seeking out and elevating the perspectives of people who are disadvantaged by existing structures
· Compassion: We bring kindness to the work we do and the way we treat each other. We care for our people supporting them so that they can care for others
· Collaboration: We prioritise relationships as the key to making change happen. We seek to bring all voices and experiences into discussions
· Courage: We are not afraid to stand up for consumer rights in the face of conflicting views
· Care: We take care of the community’s perspectives and stories that are shared with us and are careful with the funds that we receive. We understand the privilege of doing this work and carry consumer stories into every encounter
· Integrity: As we hold health services to account, we also hold ourselves to account for upholding the highest standards of integrity and ethics in our work

	KEY RESPONSIBILITIES

	CRM administration, information management , and data quality 
Under the guidance of the Advocacy Services Improvement Lead/Team Leaderand relevant organisational leads, the position will:
· Manage the day-to-day administration of the CRM (Dynamics 365).
· Monitor and maintain the quality, accuracy and completeness of CRM data.
· Identify duplicate records, inconsistencies and other data quality issues.
· Support the resolution of data issues and ongoing data maintenance.
· Develop and document data entry conventions, standards and processes.
· Generate reports as requested, including reports required for external reporting.
· Support the consistent use of the CRM across the organisation.
· Identify and implement opportunities to streamline information management and processes across HCCWA’s systems including CRM, Sharepoint and Teams
New CRM implementation and quality improvement
The position will support the implementation of HCCWA’s new CRM system by:
· Leading data cleansing and preparation before data migration.
· Supporting CRM configuration and testing activities.
· Assisting with the identification and resolution of data and system issues.
· Supporting the development of clear and consistent CRM processes.
· Providing basic CRM training and practical support to staff.
Membership administration
The position will:
· Manage membership administration and maintain accurate membership records.
· Process membership information and updates in a timely manner.
· Support effective communication with members.
· Ensure membership data is maintained consistently within the CRM and in other systems.
Digital engagement
Under the guidance of the Marketing and Communications Coordinator and relevant organisational leads, the position will:
· Manage approved content for eNews and Your Seat At the Table email newsletter, noting that the role is not primarily responsible for content creation.
· Maintain and segment email distribution lists.
· Support the delivery of approved digital campaigns and communications.
· Support the accurate and timely distribution of digital communications.
· Monitor and analyse engagement data.
· Prepare engagement reports and provide practical suggestions for improving reach and engagement.
· Use data and reporting to support continuous improvement of digital communications.
Other tasks
· As a member of the Operations and Impact team, undertake other duties as required
Individual Commitment
· Actively embrace and integrate HCCWA’s purpose, vision and values into the role, and models appropriate behaviours
· Conform to HCC’s conditions of employment; code of conduct; policies and procedures; and relevant legislation and standards
· Demonstrate a commitment to ongoing personal and professional development
· Displays initiative and a confident ability to work autonomously as well as part of a small team, asking for help and guidance where appropriate

	KEY OUTCOMES

	· CRM and membership data is accurate, complete, current and maintained in accordance with agreed standards.
· Data quality issues, including duplicate and inconsistent records, are identified and resolved promptly.
· Clear data entry conventions, processes and supporting documentation are established and consistently applied.
· Accurate and timely reports are produced to support organisational decision-making and external reporting requirements.
· HCCWA’s data is cleansed and prepared for successful migration to the new CRM.
· CRM configuration, testing and implementation activities are effectively supported.
· Staff are provided with practical training and support to use the CRM and other information management systems consistently and confidently.
· Membership applications, records and updates are managed accurately and efficiently.
· Digital communications are coordinated and distributed accurately, consistently and on time.
· Email lists are appropriately maintained and segmented to support targeted communications.
· Engagement data is regularly monitored and reported, with practical recommendations provided to improve reach and effectiveness.

	CULTURAL COMPETENCIES

	· Willing to be guided by cultural advice from Aboriginal staff and Aboriginal community members
· Demonstrated awareness of the social determinants of health and the potential barriers to inclusion in employment and services experienced by people who are marginalised

	EXPERIENCE, KNOWLEDGE AND QUALIFICATIONS

	Essential
1. Demonstrated experience in CRM, database or membership administration, with strong quantitative and analytical skills and advanced Microsoft Excel skills, including the ability to organise, analyse, reconcile and report on data.
2. Demonstrated experience maintaining data quality, including identifying and resolving duplicate, inconsistent or incomplete records, and developing and applying clear data entry conventions, processes and standards.
3. Excellent organisational skills and attention to detail, with a high level of accuracy and the ability to manage competing priorities, meet deadlines and manage own workload with limited supervision.
4. Experience using email marketing or digital communication platforms, including managing and segmenting distribution lists and coordinating digital communications.
5. Ability to extract and manipulate engagement data to identify trends and provide practical suggestions to improve digital communications and engagement.	Comment by Clare Mullen: I think this is a bit beyond the level of a L4 role - but something about extracting and manipulating data? Perhaps: ability to extract and manipulate data that can be used to identify trends and provide…?	Comment by Ashley Thornhill: @Clare Mullen amended
6. Well-developed written and verbal communication skills, with proficiency in Microsoft Office 365 and experience using Dynamics 365, or a demonstrated ability to quickly learn CRM, database and digital communication systems. This includes the ability to train and support staff and explain systems and processes clearly to people with varying levels of technical confidence.
7. Ability to develop and maintain productive relationships with a range of internal and external stakeholders, while handling membership and stakeholder information with appropriate confidentiality and an understanding of privacy and responsible data management

Desirable
1. Knowledge of data governance, privacy requirements and good practice in managing organisational and stakeholder data.
2. A relevant qualification in business administration, data management, information systems, communications, marketing or a related discipline.





	OTHER EMPLOYMENT REQUIREMENTS

	· Must have the right to work in Australia
· National Police Clearance (obtained within the last six months), or the ability to obtain one if successfully appointed to the role 
· Current Working With Children Check (obtained within the last six months), or the ability to obtain one if successfully appointed to the role 

	
Creation Date: October 2026
	
Date to be reviewed: October 2028

	Exec Director Approval: [image: ]
	
Date: 12/10/26
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