Member Support and Case Lead – Secondment Opportunity
This is a 12-month secondment opportunity within the NHSP Customer Support Hub.
Could this be your next development opportunity?
We’re excited to share a 12-month secondment opportunity for a Support and Case Lead within the NHSP Member Support Hub. This is a great opportunity for someone who enjoys supporting people, solving problems, and helping a team deliver the best possible experience for NHS professionals.
Role Overview
In this role, you’ll lead and support a team of Member Support Advisors, helping them provide timely, accurate, and compassionate support across phone, email, and case management. You’ll play an important part in helping customers get the right support at the first point of contact, while also coaching colleagues, improving ways of working, and supporting the smooth running of the hub.
What you’ll be doing
· Leading, supporting, and motivating a team of Member Support Advisors.
· Creating a positive team environment where colleagues feel supported, confident, and empowered.
· Helping the team resolve customer queries at the first point of contact wherever possible.
· Coaching and mentoring advisors to build knowledge, confidence, and consistency.
· Overseeing case management activity and supporting the handling of complex or escalated cases.
· Identifying training needs and helping colleagues continue to grow in their roles.
· Spotting opportunities to improve processes, service quality, and customer outcomes.
· Sharing performance updates, case outcomes, and service insights with operational managers.
· Working closely with other teams to make sure customers receive a joined-up and effective service.
What you’ll be responsible for
· Supporting the team to meet performance expectations and follow organisational policies and procedures.
· Helping Member Support Advisors develop the skills and confidence needed to support NHS professionals effectively.
· Championing a customer-focused approach that ensures NHS professionals and trust members receive timely and appropriate support.
· Supporting high-priority and crisis cases to help ensure issues are resolved quickly and effectively.
· Identifying and supporting improvements that make the service more efficient, consistent, and compassionate.
· Working with internal teams and external partners to support joined-up service delivery.
· Escalating and supporting HR matters appropriately, including meetings and follow-up actions.
· Supporting people initiatives such as performance reviews, engagement activity, and formal processes where required.
Is this opportunity for you?
This secondment could be a great fit if you enjoy leading people, supporting colleagues to succeed, and improving the way services are delivered. We’re looking for someone who can bring energy, empathy, and confidence to the role, while keeping customer experience, quality, and team development at the heart of what they do.
Why consider this secondment?
· Build your leadership, coaching, and operational management experience.
· Gain hands-on experience in case oversight, performance support, and service improvement.
· Make a meaningful difference to the experience of NHS professionals using the Member Support Hub.
· Work closely with colleagues across different teams and gain broader exposure to reporting, HR processes, and stakeholder engagement.
Organisational Structure
The Member Support and Case Lead role sits within the NHSP Member Support Hub structure and reports through the Operations Manager to the Service Centre Manager.
How to Apply
If this sounds like the right next step for you, we’d love to hear from you. Please submit an expression of interest outlining your relevant experience, your approach to supporting and leading others, and why you’re interested in the opportunity. Please also discuss your interest with your line manager before applying.

