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                                                     JOB DESCRIPTION                                  
 

Summary TWS 

The Wine Society is the world’s oldest member-owned community of wine 
lovers, with more than 170,000 members and an award-winning range of some 
1,400 wines. Since 1874 we’ve been doing business differently, putting our 
members before profit to ensure fairer bottle prices for both the people that 
enjoy them, and for those who make them. Because we don’t need to keep 
external shareholders happy, we’re able to put profits back into lower prices and 
services, so our members get exceptional quality in every bottle they buy. 

Job Title Member Services Adviser 

Reporting to Member Services Team Leader 

Environment The Society employs 250 staff, across Head-Office, Warehouse and Logistics. 
Our Member Services department consists of 51 advisors. The role is based at 
our head office premises in Stevenage and is 100% office based. Member 
satisfaction is a key performance measure of the department; therefore, you will 
be a part of the team delivering exceptional service.  
 

Salary & Benefits Salary £22,874 per annum – rising to £26,910 per annum upon successful 
completion of the WSET Level 2 certificate and competencies (trained inhouse).  
 
Benefits include: 

 Staff Discount 
 Life Assurance 
 Sports & Social Club 

Job purpose Member Services advisers will be responsible for providing a first-class service to 
members and potential new members via member’s channel of choice, offering a 
first point of contact resolution and ensuring high levels of satisfaction are 
achieved consistently.  
 

Accountability Ensuring a positive and satisfied outcome for each member contact dealt with on 
an individual level, taking care that member expectations are fulfilled or exceeded  
 

Principal duties and 
responsibilities 

 Act as the first point of contact and a strong ambassador of The Society, 
resolving enquiries, complaints & orders in line with standards and 
procedures of the contact centre 

 Maintain a high standard of quality in all voice, digital and written member 
interaction, ensuring an empathetic, professional and personalised 
approach 



 Accurately evaluate the nature of the enquiry and determine the 
appropriate action to take 

 Accurately record, store and update information into the relevant systems 
 Take ownership, show initiative and responsibility for resolving member 

issues, resolving where possible without referring to another 
team/person, taking a proactive and positive approach  

 Work with members when there has been a failure in service and take 
ownership to ensure the failure is managed to the member’s satisfaction 

 Achieve individual productivity targets to ensure departmental targets are 
met 

 Ensure maintenance and respect of privacy of members, handling personal 
information in a sensitive and private manner by ensuring PCI compliance 
and GDPR regulations are met 

 Actively & positively participate in training and development 
opportunities, keeping abreast of business changes and the technical 
requirements of the job, thus ensuring that information to members is up-
to-date, accurate and professionally delivered 

 Provide support & be a role model for new and temporary members of 
staff 

 Assist and support members with wine selections gained from knowledge 
gained by passing WSET level 2/intermediate level 

 

Skills and Competencies 
Required 

 Strong computer skills, including Microsoft Office 
 Excellent interpersonal skills, both written and verbal 
 Good attention to detail 
 Strong written and communication skills 
 Strong digital awareness, including web-based systems and social media 

platforms 

Personal qualities 
required 

 Motivated and enthusiastic 
 Team player 
 Positive and flexible approach 
 Interest in wine 
 Empathy 
 Good listener 

Requirements Essential Desirable 

Educational attainment Educated to GCSE or equivalent Educated to A level or equivalent 

Knowledge required 
Good understanding of and ability to 
demonstrate customer service 
competencies  

WSET Level 2 or 3 Certificate 

Experience required Contact Centre Experience Microsoft packages; Word & Excel 

 



 
EMPLOYEE BENEFITS 

 
At The Wine Society we are proud of our benefits package; here are some of the benefits 
you could enjoy as an employee: 
 
Holiday 
Holiday entitlement varies according to length of continuous service starting at 23 days and 
rising to 30 days per annum.  You are also entitled to paid leave for Bank and Public 
Holidays.  
 
Holiday Purchase Scheme (perm roles only) 
Employees may purchase up to two additional weeks of annual leave each year. 
 
Pension Plan 
We operate a Pension Plan to which both the employee and The Society contribute.  These 
contributions are invested by external investment managers to create a fund for retirement. 
 
Life Assurance 
Life assurance is effective from the start of employment at the rate of four times salary. 
 
Private Medical Insurance Scheme (perm roles only) 
All our employees are offered the protection of a private health insurance scheme currently 
operated by BUPA.  It is ‘free’ to employees (although it is a taxable benefit) and you are 
able to include your partner and/or children at a discounted rate. 
 
Permanent Health Insurance (perm roles only)  
This scheme is designed to provide the security of a continuing income if sickness or injury 
results in long-term absence.  
 
Employee Assistance Programme (EAP) 
AVIVA gives all employees access to a 24-hour personal helpline service. 
 
Staff Discount 
Employees are eligible to enjoy staff discount immediately upon joining. 
 
Simply Health (formerly HSA) 
Employees may contribute weekly or monthly to buy health benefits (e.g. optical, dental and 
maternity treatment).   
 
Company Sick Pay 
A comprehensive scheme; entitlements are linked to length of service.   
 
Staff Interest Free Loan Scheme (perm roles only) 
The loan scheme is intended to allow staff to borrow money for expenditure that would not 
be classified as part of a regular household budget. Subject to service eligibility. 
 
Sports & Social Club 
The Social Club is run on a voluntary basis by employees for employees.  
 
Car Parking 
Limited free on-site parking in Stevenage. 
 
Staff Restaurant 
Complete with TV and games area. 
 



Health 
Regular health checks and annual flu vaccinations are available to all employees. 
 
Further details on all of the above benefits can be obtained from Human Resources upon 
joining The Society. 
 
 
 
 
 



 

How to Apply 
 
We are recruiting for two full-time permanent vacancies and one full-time fixed term 
contract for 12 months.  Please indicate which of the roles you are applying for in your 
application. 
 
You will work 37.5 hours per week, based on a flexible working pattern to suit business 
needs.  Shifts will be notified eight weeks in advance and will usually be 7.5 hours each and 
worked on any five out of seven days between 9.00am to 5.00pm Saturdays, 11.00am to 
5.00pm Sundays and 9.00am to 9.00pm weekdays including Bank Holidays.   
   
Please submit a comprehensive CV, detailing your most significant achievements, together 
with a covering letter that addresses the criteria in the candidate profile. You should also 
include details of your current salary package and notice period.  

As part of any recruitment process, the Wine Society collects and processes personal data 
relating to job applicants. We are committed to being transparent about how we collect and 
use that data and to meeting our data protection obligations. For full details, please see our 
Job applicant privacy notice that can be found on our website on the page entitled “Jobs at 
The Society”. If you would prefer to receive the document in an alternative format, please 
contact the Human Resources team who will arrange this for you. 

Applications should be emailed to Andrea Harkness at recruitment@thewinesociety.com 
 
 
Closing date for applications is 12 noon on Friday 24th June 2022 
 
Please do let us know in your application if there are any dates you will be unavailable for 
interview.  
 
 
 
 

 


