PWN Global Member Experience Director

As the Member Experience Director, you’ll get to:
· Champion opportunities to consistently improve the PWN Global member experience
· Map the member journey and identify opportunities to proactively intervene on the member’s behalf
· Drive member retention, reduce churn, and increase member satisfaction 
· Develop listening points in the member journey, define segmentation of member base and varying strategies, and identify opportunities for continuous improvement
· Test new strategies for driving member value
· Hold quarterly calls with the VPs Membership in the local city networks and share best practices 
· Continually review and evolve the collection of processes that PWN Global uses to track, oversee and organize every interaction between the member and PWN Global throughout the lifecycle
· Develop metrics for success: to be agreed but possible metrics could include: 
· Net Promoter Score (NPS)
· Member Satisfaction (CSAT)
· Member Effort Score (CES)
· Member Churn Rate
· Member Retention
Experience of customer satisfaction roles would be an advantage. 

Estimated Time Commitment: 
4 hours per week 



