
 

YMCA JOB DESCRIPTION 

Job Title: Membership Experience Coordinator  Association: YMCA of West Central Illinois  

Status: Full-Time Hourly  Branch: Quincy 

Reports to: Director of Sales, Marketing, and Developement  

Pay Range: $13-$15/hr  

  

POSITION SUMMARY: 

Under the supervision of the Director of Sales, Marketing, and Development, the Membership Experience 

Coordinator is responsible for managing ensuring members and guests receive exceptional customer 

service making their visit the best part of their day.   

In addition, the Membership Experience Coordinator will be responsible to manage the day-to-day 

operations of the YMCA Members Service Desk operations and will hire, train, and supervise a team of 

member-service personnel to deliver unparalleled customer service. 

This role will be responsible to ensure that membership administration operates efficiently and employs a 

continuous-improvement model.  This postion is responsible for overall member experience and will touch 

all aspects of the branch’s facility, programs and staff.  

 

ESSENTIAL FUNCTIONS:  

1. Create an overwhelmingly positive, welcoming, friendly, and professional environment for every 

person that enters our lobby or calls our phone. 

2. Deliver exceptional customer service in every interaction. 

3. Drive new membership sales by promoting member benefits & conducting tours for potential new 

members. 

4. Drive growth in all YMCA offerings by actively promoting programs, classes, and events in every 

encounter. 

5. Hire, onboard, train, develop and retain staff of Member Service Representatives. 

5. Leads the Member Service Representatives in handling all front desk operations, transactions, 

data-entry and record eeping needs in a customer-service based fashion that supports YMCA 

policies. 

6. Responsible for all functions related to membership including enrollments, scholarships, 

cancellations, monthly drafts, locker room, etc. 

7. Maintain a leadership presence at the Member Service Desk.  Professional look required. 

8. Takes a proactive role in solving member probems and irecting them to the apprioriate resources.  

9. Support and implement member engagement events and promotional activities. 

10. Responsible for professional and accurate sign up procedures for programs and memberships. 

11. Maintain and enforce proper building usage procedures. 

12. Serve as a member of the branch management team performing specific duties which support the 

overall success of branch operations. 

13. Participate in the planning of the annual budget. 

 

YMCA COMPETENCIES (Team Leader): 

Mission Advancement: Models and teaches the Y’s values; ensures a high level of service with a 

commitment to improving lives, recruits volunteers and builds effective, supportive relationships with 

them; cultivates relationships to support fundraising. 



The Y: We’re for youth development, healthy living, and social responsibility. 

 

Collaboration: Works effectively with people of different backgrounds, abilities, opinions, and perceptions; 

builds relationships to build small communities; empathetically listens and communicates for 

understanding when negotiating and dealing with conflict; effectively tailors communications to the 

appropriate audience; provides staff with feedback, coaching, guidance and support. 

Operation Effectiveness: Provides others with frameworks for making decisions, embraces new 

approaches and discovers ideas to create a better member experience, develops plans and manages best 

practices through engagement of team; effectively creates and manages budgets; holds staff accountable 

for high-quality results using a formal process to measure progress. 

Personal Growth: Pursues self-development that enhances job performance; facilitates change, models 

adaptability and an awareness of the impact of change; utilizes non-threatening methods to address 

sensitive issues and inappropriate behavior or performance; has the functional and technical knowledge 

and skills required to perform well. 

 

QUALIFICATIONS: 

1. Positive, energetic, and customer-focused attitude is critical in this role. 

2. Bachelor’s degree preferred or equivalent relevant experience.  

3. Previous experience in customer service or non-profit field and supervisory experience preferred. 

4. Exceptional customer service skills and the ability to communicate effectively to diverse groups of 

people is critical. 

5. Strong leadership skills. 

6. Passionate belief in the Y’s cause of nurturing the potential of all youth, supporting healthy living for 

all people, and proactively finding ways to help and support our neighbors. 

7. Knowledge of word processing, spreadsheet and web-based programs required. 

8. Proven track record of developing authentic relationship with others. 

9. Ability to foster a collaborative team approach to handling challenging situations. 

10. Must be able to relate effectively to diverse groups of people and use sound judgment when making 

complex decisions. 

11. Ability to work a flexible work schedule on occasion. 

12. Must be accountable, coachable and able to adapt in fast pace environements. 

13. CPR, First Aid and AED certifications must be obtained within 45 days. 

 

EFFECTS ON END RESULTS 

1. The YMCA will be recognized by the community as providing excellent service to all who walk through 

our doors or contact us on the phone. 

2. The YMCA will effectively connect and build relationships with its members and the community, 

resulting in increased member enrollment and retention. 

3. Consistent, superior member service and satisfaction resulting in continued growth in membership, 

programs and special services.   

4. The Membership Experience Supervisor will provide highly effective customer service and member 

satisfaction and retention for all assigned areas.   

 

TO APPLY: 

Please send resume & cover letter to: 

Kristen Lay, Director of Business Services 

kristenl@quincyymca.net  

mailto:kristenl@quincyymca.net

