
KeyHealth is looking for a Member Experience Officer to assist in delivering a professional and excellent 

quality service to analyse, understand and report on members’ interaction with the Scheme in order to 

implement actions to enhance overall member satisfaction. 

Minimum Requirements 

Formal Qualifications 

Matric qualification / Grade 12 or equivalent, driver’s licence, a 3-year diploma in an applicable direction 
will be an advantage. 

Required Experience 

At least 5 years’ appropriate experience in the healthcare industry, of which 3 years should be with a 

medical scheme or medical scheme administrator. 

Location: Centurion 

Remuneration: Peromnes level 11 

Job Specification 

Key Performance Areas 

•General member experience 

•Member communication 

•Member group support 

•Marketing 

Key Responsibilities or Outputs to be Delivered 

General member experience: 

•Make outbound welcome calls to new members on activation of membership. 

•Make outbound courtesy calls to new members 30 days after activation. 

•Make ad hoc outbound calls to members, as and when required. 

•Providing help and advice to Scheme members. 

•Investigate and solve member problems. 

•Evaluate repeat caller data to identify trends in the client service environment and make 

recommendations to eliminate the reasons for these calls. 
•Conduct member satisfaction surveys. 

•Analyse statistics or other data to determine the level of member satisfaction. 

•Review customer satisfaction on service provision on a regular basis and make recommendations to 

change the service provision accordingly. 
•Compile regular reports on member satisfaction findings. 

•Provide Scheme information, news and product changes to members, as required. 

•Attempt to create a positive relationship between the members and the Scheme and maintain that 
relationship. 

•Make recommendations to improve the member service procedures and standards. 

•Identify problems and trends in respect of member experience and needs, and provide feedback to the 
HOD in this regard. 

Member communication: 

•Compile and ensure distribution of appropriate member communication, including newsletters, system 

letters, emails, SMSs, etc. 
•Assist with compilation of member brochures, flyers, Member Guide and other marketing material. 



•Promote use of mobile application and Online Chat functionality among new and existing members. 

•Receive and respond to Facebook queries. 

•Respond to other consumer-related forum queries, e.g. Hello Peter. 

Member group support: 

•Assist Face to Face Sales Consultants with take-on of group business. 

•Manage the relationship with employer groups after take-on to ensure member satisfaction within the 
group. 

•Identify account problems with employer groups, administrator and Scheme, and resolve these 
problems. 

•Provide employer groups with relevant statistical information regarding their employees. 
•Arrange meetings with employers, where necessary, to address disgruntled members or the employer 
to attend to their needs. 

•Arrange wellness days for employer groups, as and when required. 

Marketing: 

•Assist HOD with ad hoc marketing-related functions. 

•Render marketing support to the Broker Consultant Officers. 

Key Competencies 

•Specific knowledge of scheme and administrator operations 

•Good communication skills to allow the incumbent to inform, help and advise members clearly and to 

liaise effectively with other professionals 
•Computer literacy 

•Good report writing skills 

•Good listening skills 

•Confidence, patience, politeness, tact and diplomacy when dealing with difficult members or situations 
•An ability to work well under pressure 
•Creative thinking, able to come up with ideas to improve member satisfaction 

•Excellent knowledge of the Scheme’s benefit structure and products 

•Problem-solving skills 

•Fluent in Afrikaans and English 

•Professional approach and mindset 
•Well-organised and structured work approach 

•Good time management skills 

•Flexibility and pragmatic approach to adapt to needs and requirements 

•Good teamwork and adaptability 
•Analytical work methodology and mindset 

•Objectivity and ability to focus on matter at hand 

•Confidentiality 

•Ability to work independently 

The Scheme is committed to employment practices that redress past imbalances in respect of race, 

gender, creed and disability, and it will be considered during recruitment, selection and placement. 

Deadline: 29/06/2018 at 17h00 

CV to be sent to: ansie.pretorius@keymed.co.za 

If no response has been received within six weeks with regards to your application, your 

application has been unsuccessful. 
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